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APPENDICES 

Appendix 1: Questionnaire (Employees) 

Dear Sir/ Madam, 

I am a PhD scholar in the Mittal school of Business, Lovely Professional University, conducting 

a study on Influence of Human Resource Development (HRD) Practices on Employee 

Competencies and Organizational Performance in the Hotel Industry of Ghana. You are 

requested to spare some time to complete this questionnaire. Your response and participation form 

a critical part of the success of my research. Please be reassured you that your response will be 

kept strictly confidential and will only be used for the purposes of this academic research. 

Kind regards. 

Part 1: Human Resource Development Practices 

 Direction: This section looks at some human resource development practices with scales that 

measure these practices. Please read each statement carefully and indicate your level of agreement 

by ticking (ṉ) the point scale; 1= Strongly Disagree, 2= Disagree, 3= Neither agree or disagree, 

4= Agree, 5= Strongly Agree. PRESS 

Training and Development 

Sr. 

No 

Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

1 Official training programs 

to impart fresh employee 

the expertise they require. 

     

2 Adequate and relevant 

knowledge and skills are 

acquired through training 

program. 

     

3 The knowledge and skills 

associated aids used in the 

training programs are 

available for use. 
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4 Training programs are 

conducted for employees in 

all facets of quality. 

     

5 The activities of the training 

programs meet the needs of 

employees. 

     

6 Employees' efficiency is 

improved through training. 

     

7 Employees are sponsored to 

training programmes on the 

basis of relevant training 

needs 

     

8 Training needs are 

identified through 

established performance 

appraisal mechanism. 

     

9 Training needs identified 

are valuable, realistic and 

established on the business 

strategy of the 

organizations. 

     

10 Training functions 

emphasizes the 

development of employee 

competencies. 

     

 

 

Career Development 

Sr. 

No 

Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

11 Organization provides 

coaching to enhance my 

career. 

     

12 Organization support my 

individual development 

strategy. 
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13 The organization provide 

unprejudiced career 

guidance whenever 

required. 

     

14 Management assign task 

which improves my skills. 

     

16 The development of my 

career is of significance to 

me. 

     

17 Employees appreciate the 

necessity for an unceasing 

career development. 

     

18 Career planning are 

essential to support 

employee career 

development. 

     

 

 

Performance Appraisal 

Sr No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

20 Appraisal system is unbiased 

and transparent. 

     

21 Appraisal system in our 

organization is growth and 

development oriented. 

     

22 Organization provides a 

written and operational 

performance appraisal 

system. 

     

23  Performance is assessed on 

established objective and 

measurable outcomes. 

     

24 The appraisal system has 

scope for correcting the 
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biases through a review 

process. 

25 Employees are provided 

performance-based feedback 

and counseling. 

     

26 Performance review 

discussions are conducted 

with the highest quality and 

care. 

     

27 Appraisal system has a strong 

influence on the individual 

and team behavior. 

     

28 The appraisal system 

provides an opportunity for 

self-review and reflection. 

     

 

Compensation 

Sr. 

No 

Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

29 Compensation is established 

on the competencies and 

expertise of employees. 

     

30  Compensation is directly 

linked to employee 

performance. 

     

31 Remuneration and related 

allowances are 

commensurate to current 

market trends. 

     

32 Job performance is an 

essential determinant of 

factor in determining the 

stimuluses and compensation. 
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33 Compensation practice 

connected to the organization 

goals and objectives. 

     

34 Organizations compensation 

system is closely connected 

with its financial results. 

     

 

Employee Involvement 

Sr. 

No 

Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

33 Employees are extremely 

involved in their task in the 

organization.   

     

34 Decisions are made on the 

accessibility of relevant data. 

     

35 Information is widely shared 

in this organization. 

     

36 Collaboration and team work 

across working functions are 

vigorously emboldened. 

     

37 Team work is the hallmark of 

this organization. 

     

38 Tasks are prudently 

systematized to enhance the 

linkage between 

organizational goals and a 

person's work. 

     

39 Everyone believes that he/she 

can make an impact. 

     

40 The capacity of employees is 

regarded as an essential 

determinant of competitive 

edge. 
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41 The organization relies on 

horizontal control and 

coordination. 

     

 

 

Part II: Employee Competencies 

Direction: This section looks at some competencies attributes with scales that measure these 

attributes. Please read each statement carefully and indicate your level of agreement by ticking (ṉ) 

the point scale; 1= Strongly Disagree, 2= Disagree, 3= Neither agree or disagree, 4= Agree, 5= 

Strongly Agree 

Self-Competency 

Sr No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

43  By virtue of my capabilities, I 

have much potential. 

     

44  I perform adequately in many 

important situations. 

     

45 I have accomplished much in life 

so far. 

     

46 I perform very well at a number 

of things. 

     

47 I am a capable person.      

48  I am very talented.      

49 I deal appropriately with 

challenges. 

     

50 I am very competent.      

 

Team Competency 

Sr No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 
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51 I can work very effectively in a 

group setting. 

     

52 I can contribute valuable insight to 

a team project. 

     

53 I can easily facilitate 

communication between people. 

     

54 I am effective at delegating 

responsibility for tasks. 

     

55 I can effectively coordinate tasks 

and activities of a group. 

     

56  I am able to resolve conflicts 

between individuals effectively. 

     

 

 

 

Change Competency 

Sr No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

57  I am confident in dealing with 

planned structural changes. 

     

58 I am confident and able to do all 

that is demanded by the 

restructuring. 

     

59 I believe, I perform well in job 

situation following the 

restructuring. 

     

60 Provided training, I can perform 

well following the restructuring. 

     

61  I see restructuring as an 

opportunity. 

     

 

Communication Competency 
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Sr No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

62 I am a good listener.      

63  I won't argue with someone just to 

prove am right. 

     

64 I generally know what type of 

behaviour is appropriate in any 

given situation. 

     

65 I generally know how others feel.      

66 I say the right thing at the right time.      

67 I deal with others effectively.      

68 I am close and personal with others.      

69 I am sensitive to the needs of others.      

70 I easily to get along with others.      

71  I use my voice and body 

expressively. 

     

 

 

Ethical Competency 

Sr no Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

62 I have the strength of will not to be 

defeated by direct problems or 

opposition. 

     

63 I have the courage to face problems 

or 

opposition directly. 

     

64 I have the emotional strength that can 

withstand trials and tribulations. 
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65 I have a strong sense of 

responsibility. 

     

66 I am confident my values, thinking 

and 

judgment is appropriate. 

     

67 I try to positively face up to difficult 

situations where views clash. 

     

68 I make decisions based on reliable 

evidence. 

     

69  I consider all possibilities before 

making 

a decision. 

     

70 I make decisions with priority on the 

thoughts and values of the 

organization. 

     

71 I make decisions in consideration of 

what 

the organization places importance 

on. 

     

 

Part 3: About You 

Direction: This part is designed to get information about you. Please answer the questions below 

by ticking (ṉ) the appropriate option. 

 Gender: 

Male Ǐ Female Ǐ 
  

Age (Years) 

18ï25 Ǐ   26ï35Ǐ   36ï45Ǐ   46ï55 Ǐ 56ï65Ǐ    
 

Marital status:  

Married Ǐ SingleǏ    OtherǏ. . . . . . (Please indicate) 
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Education:  

Junior highǏ   Senior High Ǐ    Diploma   Ǐ 

Higher National DiplomaǏ Bachelorôs degree Ǐ Masterôs degree Ǐ 

 

Department: 

Front office Ǐ      Food &Beverage serviceǏ        Maintenance Ǐ 

Housekeeping ǏFood production (Kitchen) ǏSafety and securityǏ 
 

Experience in the organization 

Less than once a year Ǐ     1-5yearsǏ               6-10yearsǏ 

11-15years Ǐ                    16-20yearsǏ        20years and aboveǏ 
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Appendix 2: Questionnaire Guests 

Dear Sir/ Madam, 

 

I am a PhD scholar in the Mittal school of Business, Lovely Professional University, conducting 

a study on Influence of Human Resource Development (HRD) Practices on Employee 

Competencies and Organizational Performance in the Hotel Industry of Ghana. You are 

requested to spare some time to complete this questionnaire. Your response and participation form 

a critical part of the success of my research. Please be reassured you that your response will be 

kept strictly confidential and will only be used for the purposes of this academic research. 

Part 1: Service Quality 

Direction: This section looks at some service quality attributes with scales that measure these 

attributes. Please read each statement carefully and indicate your level of agreement by ticking (ṉ) 

the point scale; 1= Strongly Disagree, 2= Disagree, 3= Neither agree or disagree, 4= Agree, 5= 

Strongly Agree. 

 A: Service Quality 

 Interactive Quality       

Sr No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

 Conduct      

1 The conduct of the 

employees instils confidence 

in guest. 

     

2 The attitude of employees 

of the hotel shows their 

readiness in helping guests. 

     

3 The attitude of employees 

indicates an appreciation of 

guest need.   

     

 Expertise      

4 Employees of the hotel 

possess the required 
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knowledge in meeting 

guestôs needs. 

5  Employees are conversant 

with their enshrined duties 

and responsibilities.   

     

6 Employees of the hotel are 

competent. 
     

 Problem solving      

7 Employees shows genuine 

concern in resolving guest 

issues. 

     

8 Employees appreciate the 

significance of resolving 

guest grievance.  

     

9 Employees have the 

expertise in handling guest 

grievances efficiently. 

     

 

 

Environmental Quality  

Sr. 

No 

Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

 Atmosphere      

10 The hotel atmosphere is what a 

guest expects. 
     

11 Guests like the style of the 

hotel décor. 
     

12 Guests really enjoy the hotel 

atmosphere. 
     

13 The hotel furnishings show a 

great deal of style and thought. 
     

14 The hotel furnishing is elegant 

and good-looking. 
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15 The hotel ambience is 

excellent. 
     

16 The hotel atmosphere is serene 

and appropriate for the 

purpose of stay 

     

 Facility       

17 The hotel has accessible fire 

exits. 
     

18 The hotel has noticeable 

sprinkler systems. 

     

19 The hotel has a diversity of 

food and beverage facilities. 
     

20 The hotel provides secure 

safes in guest rooms. 
     

 Design      

21 The hotel design is 

aesthetically attractive. 
     

22 The hotel design is artistically 

appealing. 
     

23 The hotel design enhances 

guest mobility. 
     

24 The hotel design caters for the 

needs of guests. 
     

 

Outcome Quality 

Sr. 

No 

Statements Strongly 

Disagre

e 

Disagre

e 

Neither 

Agree or 

Disagree 

Agre

e 

Strongly 

Agree 

 Sociability      

25 Hotel provides socialization 

opportunities. 
     

26 Guest of the hotel feel a sense of 

belonging. 
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27  The hotel offers an avenue for 

social contacts. 
     

 Valence      

28  Guest feels their expectations 

were meet on leaving the hotel. 
     

29  The hotel services are evaluated 

favorably by guests. 
     

 Waiting time      

30 The waiting time for hotel 

services are realistic. 
     

31 Employees try to minimize 

guest waiting time. 
     

32 Employees appreciate the 

importance of waiting time to 

guest. 

     

33 Employees renders service to the 

guests in good time. 
     

34 Employees of the hotel show 

their interest in accelerating 

service. 

     

 

 

Part II: Customer Satisfaction 

 Direction: This section looks at some customer satisfaction attributes with scales that measure 

these attributes. Please read each statement carefully and indicate your level of agreement by 

ticking (ṉ) the point scale; 1= Strongly Disagree, 2= Disagree, 3= Neither agree or disagree, 4= 

Agree, 5= Strongly Agree. 

B: Customer Satisfaction 

Sr. No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

 Accessibility      
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35  The hotel is easily 

accessible. 
     

36 Obtaining information 

about hotel facilities and 

services via phone, internet, 

direction signs etc. is easy.   

     

37 The operating hours of the 

hotel are convenient to 

guest requirements and 

expectations. 

     

38 Guest safety and security 

are ensured.  
     

 Reliability       

39 The hotel does not renege in 

rendering services pledge. 
     

40 The hotel ensure precision 

in service delivery. 
     

41 Employees of the hotel are 

always available when 

needed. 

     

42 The hotel offers 

adaptability in its services 

to meet guestôs exigencies. 

     

43 The hotel keeps accurate 

records. 
     

 Competence      

44 Employees of the hotel 

possess the required skills 

and knowledge to perform 

the service. 

     

45 Employees of the hotel 

have insight in the peculiar 

necessities of guest. 

     

46 Employees have in-depth 

professional knowledge in 
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terms of foreign language, 

communication skills, etc. 

47 Employees of the hotel 

possess the requisite 

knowledge in offering 

support to guests in relation 

to recreational facilities, 

museums and shopping etc. 

     

 Friendliness      

48 Employees of the hotel 

handles guest in an affable 

demeanor. 

     

49 Employees are courteous at 

all times. 
     

50 Employees of the hotel 

provides guests 

personalized care. 

     

51 Employees upholds 

customers best interests at 

heart. 

     

 

Part III: Room Occupancy 

 Direction: This section looks at some room occupancy attributes with scales that measure these 

attributes. Please read each statement carefully and indicate your level of agreement by ticking (ṉ) 

the point scale; 1= Strongly Disagree, 2= Disagree, 3= Neither agree or disagree, 4= Agree, 5= 

Strongly Agree. 

C: Room Occupancy 

Sr. No Statements Strongly 

Disagree 

Disagree Neither 

Agree or 

Disagree 

Agree Strongly 

Agree 

 Location       

52 The hotel has a convenient 

and accessible location. 
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53 The hotel has a convenient 

parking space. 
     

54 The hotel has visually 

appealing buildings and 

facilities. 

     

55 Shops and other sales 

outlets in the hotel are 

conveniently located. 

     

56 The dining-out facilities 

of the hotel are 

expediently situated. 

     

57 The hotel has sufficient 

capacity in terms of 

swimming pools, bars as 

well as dining- out 

facilities etc. 

     

58 The hotel has sufficient 

capacity in terms of 

conference or meetings 

room and business center 

facilities etc. 

     

59 Necessities associated 

hotel services are adequate 

and sufficient. 

     

60 The food and beverage 

facilities are clean, 

sufficient and adequate. 

     

61 The hotel has state of the 

art apparatus like 

elevators, communication 

and air conditioners 

devices. 

     

62 The hotel has efficient 

equipment without 

rampant faults. 
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63 Employees have an 

uncluttered and 

professional appearance. 

     

  

Quality of Room 

     

64 Guest rooms has 

quality/sufficient 

accessories. 

     

65 Guest room beds, pillows 

and chairs are comfortable 

and appropriate for stay 

     

66 Guest room size is 

adequate. 
     

67 Guest room bath and toilet 

are clean.  
     

68 Guest rooms are clean and 

quite 
     

69 Guest room temperature 

control is of superior 

quality. 

     

 

 

Part 3: About You 

Direction: This part is designed to get information about you. Please answer the questions below 

by ticking (ṉ) the appropriate option. 

 Gender 

Male Ǐ Female Ǐ 
 

Age (Years) 

18ï25 Ǐ   26ï35Ǐ   36ï45Ǐ   46ï55 Ǐ 56ï65Ǐ    
 

 

Marital status:  

Married Ǐ SingleǏ    OtherǏ. . . . . . (Please indicate) 
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Occupation: 

Business Executive   Ǐ Self-employed ǏCivil servant ǏPublic servant Ǐ 

 Student Ǐ   Retired Ǐ OtherǏ. . . . . . . (Please indicate) 

 

Education  

Junior highǏ High schoolǏ          Diploma / HNDǏ   

Bachelorôs degree Ǐ Masterôs degree ǏDoctorate degree Ǐ 

 

Frequency of stay at hotels: 

Less than once a year Ǐ once a year Ǐ twice a year Ǐ 

Three times a year ǏFour times a year Ǐ Five times or more a year Ǐ 
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Appendix 3: Summary of Licensed Accommodation establishments 
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Appendix 4: Introductory Letter (From Lovely Professional University)  
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Appendix 5: Introductory Letter (From Ghana Tourism Authority) 

 

 

  


