APPENDICES
Appendix1: Questionnaire (Employees)

Dear Sir/ Madam,

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

a study onlinfluence of Human Resource Development (HRD) Practices on Employee
Competencies and Organizational Performance in the Hotel Industry of GhanaYou are
requested to spare some titneeomplete this questionnaifour 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 () the point scale; 1Strongly Disagree, 2= Disagree, 3= Neithgree or disagree,
4= Agree, 5= Strongly Agree.

Training and Development

Sr. Statements Strongly | Disagree| Neither | Agree | Strongly

No Disagree Agree or Agree
Disagree

1 Official training programs

to impart fresh employe
the expertise they require.

2 Adequate and relevant
knowledge and skills are
acquired through training
program.

3 The knowledge and skill
associated aids used in t
training  programs  ari
available for use.




Training programs ar
conducted for employees
all facets of quality.

The activities of the training
programs meet the needs
employees.

Employees' efficiency i
improved through training.

Employees are sponsored
training programmes on th
basis of relevant trainin
needs

Training needs ar
identified through
established  performang
appraisal mechanism.

Training needs identifies
are valuable, realistic an
established on the busine
strategy of the
organizations.

10

Training functions
emphasizes th|
development of employe
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 m
individual developmen
strategy.




13

The organization provide
unprejudiced career
guidance whenever
required.

14

Management assign taj
which improves my skills.

16

The development of m
career is of significance t
me.

17

Employees appreciate the
necessity for an unceasir
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 unbias¢
and transparent.

21

Appraisal system in ou
organization is growth an
development oriented.

22

Organization  provides
written and  operationg
performance appraisi
system.

23

Performance is assessed
established objective ar
measurable outcomes.

24

The appraisal system h
scope for correcting th




biases through a revie
process.

25

Employees are provide
performancebased feedbac
and counseling.

26

Performance reviey
discussions are conduct
with the highest quality an
care.

27

Appraisal system has a stro
influence on the individua
and team behavior.

28

The appraisal systel
provides an opportunity fg
selfreview and reflection.

Compensation

Sr.
No

Statements

Strongly
Disagree

Disagree

Neither
Agree or
Disagree

Agree

Strongly
Agree

29

Compensation is establish
on the competencies ai
expertise of employees.

30

Compensation is directl
linked to employeg¢
performance.

31

Remuneration and relate
allowances arg
commensurate to curre
market trends.

32

Job performance is @
essential determinant ¢
factor in determining th¢
stimuluses and compensatid




33

Compensation practice
connected to therganization
goals and objectives.

34 Organizations compensatio
system is closely connected
with its financial results.
Employee Involvement
Sr. Statements Strongly | Disagree| Neither | Agree | Strongly
No Disagree Agree or Agree
Disagree
33 Employees are extremely
involved in their task in the
organization.
34 Decisions are made on tl
accessibility of relevant data|
35 Information is widely shared
in this organization.
36 Collaboration and team wor
across workingfunctions are
vigorously emboldened.
37 Team work is the hallmark ¢
this organization.
38 Tasks are prudentl
systematized to enhance t
linkage betweer
organizational goals and
person's work.
39 Everyone believes that he/sh
can makean impact.
40 The capacity of employees

regarded as an essent
determinant of competitiv
edge.




41 The organization relies on
horizontal control and
coordination.

Part II: Employee Competencies

Direction: This section looks asome competencies attributes with scales that measure these
attributes. Please read each statement carefully and indicate your level of agreement by dicking (

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

Strongly Agree
Sel-Competency
Sr No | Statements Strongly | Disagree| Neither | Agree| Strongly
Disagree Agree or Agree
Disagree
43 By virtue of my capabilities,
have much potential.
44 | perform adequately in man
important situations.
45 | have accomplished much in i
so far.
46 | perform very well at a numbe
of things.
a7 | am a capable person.
48 | am very talented.
49 | deal appropriately with
challenges.
50 | am very competent.
Team Competency
Sr No | Statements Strongly | Disagree| Neither | Agree| Strongly
Disagree Agree or Agree

Disagree




51

group setting.

I can work very effectively in &

52

a team project.

| can contribute valuable insigtd

53

I can easily facilitate
communication between people

54

responsibility for tasks.

| am effective at delegatin

55

and activities of a group.

| can effectively coordinate task

56

| am able to resolve conflict
between individuals effectively.

Change Competency

Sr No

Statements

Strongly
Disagree

Disagree

Neither
Agree or
Disagree

Agree

Strongly
Agree

57

| am confident in dealing witl
planned structural changes.

58

| am confident and able to do ¢
that is demanded by th
restructuring.

59

| believe, | perform well in jok
situation following the
restructuring.

60

Provided training, | can perform
well following the restructuring.

61

| see restructuring as ¢
opportunity.

Communication Competency




Sr No | Statements Strongly | Disagree| Neither | Agree| Strongly
Disagree Agree or Agree
Disagree
62 | am a good listener.
63 | won't argue with someone just
prove am right.
64 | generally know what type @
behaviour is appropriate in af
given situation.
65 | generally know how others feel.
66 | say the right thing at the right tim
67 | deal with others effectively.
68 | am close and personal witthers.
69 | am sensitive to the needs of othe
70 | easily to get along with others.
71 | use my voice and bod
expressively.
Ethical Competency
Srno | Statements Strongly | Disagree| Neither | Agree| Strongly
Disagree Agree or Agree
Disagree
62 | have the strength of will not to be
defeated by direct problems or
opposition.
63 | have the courage to face problem
or
opposition directly.
64 | have the emotional strength that @

withstand trials and tribulations.




65 | have a strong sense
responsibility.

66 | am confident my values, thinkin
and

judgment is appropriate.

67 | try to positively face up to difficult

situations where views clash.

68 | make decisions based on reliable
evidence.

69 | consider all possibilities befor
making
a decision.

70 | make decisions with priority on th

thoughts and values of th
organization.

71 | make decisions in consideration @
what

the organization places importan
on.

Part 3: About You
Direction: This part is designed to get information about you. Please answer the questions below

by ticking (n) the appropriate option.
Gender:

Malel Femalel
Age (Years)
18125 | 26135l 3645l  46i55] seiesl

Marital status:

Marriedl Singlel Othell «....(Please indicate)



Education:

A4

Junior higil Senior Highl Diploma I
Higher National Diplomli Bachel o r|6 fMadeegr éle degree
Department:

Front officel Food &Beverage servicle Maintenancel

Housekeepg | Food production (Kitchenl) Safety and securily

Experience in the organization

Less than once a yelir 1—5years| 6-10yearsl

11-15years| 1620year:| 20years and abolre

10



Appendix2: Questionnaire Guests

Dear Sir/f Madam,

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

a study onlinfluence of Human Resource Development (HRD) Practices on Employee
Competencies and Organizational Perfanance in the Hotel Industry of Ghana.You are
requested to spare some titneeomplete this questionnaiMour response and participation form

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

kept strictlyconfidential 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 carefullindiwte your level of agreement by ticking)(

the point scale; 1Strongly 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

The conduct of th¢
employees instils confideng
in guest.

The attitude of employees
of the hotel shows their
readiness in helping guests

The attitude of employees
indicates an appreciation o
guest need.

Expertise

Employees of the hotg
possess the require

11




knowledge in  meetin(
guestds need

5 Employees are conversa
with their enshrined dutie
and responsibilities.
6 Employees of the hotel a
competent.
Problem solving
7 Employees shows genuir
concern in resolving gue
issues.
8 Employees appreciate the
significance of resolving
guest grievance.
9 Employees have th
expertise in handling gue
grievances efficiently.
Environmental Quality
Sr. Statements Strongly | Disagree| Neither | Agree| Strongly
No Disagree Agree or Agree
Disagree
Atmosphere
10 The hotel atmosphere is wha|
guest expects.
11 Guests like the style of th
hotel décor.
12 Guests really enjoy the hotel
atmosphere.
13 The hotel furnishings show
great deal of style and thoug!
14 The hotel furnishing is elegal

and goodooking.

12




15 The hotel ambience |

excellent.
16 The hotel atmosphere is serg

and appropriate for th

purpose of stay

Facility

17 The hotel has accessible fi

exits.
18 The hotel has noticeabl

sprinkler systems.
19 The hotel has a diversity of

food and beverage facilities.
20 The hotel provides secul

safes in guest rooms.

Design

21 The hotel design i

aesthetically attractive.
22 The hoteldesign is artistically

appealing.
23 The hotel design enhanc

guest mobility.
24 The hotel design caters for t}

needs of guests.

Outcome Quality
Sr. Statements Strongly | Disagre | Neither | Agre | Strongly
No Disagre | e Agree or| e Agree
e Disagree
Sociability

25 Hotel provides socializatio

opportunities.
26 Guest of the hotel feel a sense

belonging.

13




27 The hotel offers an avenue f
social contacts.

Valence

28 Guest feels their expectatio
were meet on leaving the hote

29 The hotel services are evaluat
favorably by guests.

Waiting time

30 The waiting time for hotel
services are realistic.

31 Employees try to minimize
guest waitingime.

32 Employees  appreciate  tl
importance of waiting time t
guest.

33 Employees renders service to {
guests in good time.

34 Employees of the hotel sho
their interest in acceleratin
service.

Part 1l: 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 (n) the point scale; 1Strongly Disagree, 2= Disagre®s Neither agree or disagree, 4=
Agree, 5= Strongly Agree.

B: Customer Satisfaction

Sr. No | Statements Strongly | Disagree| Neither | Agree | Strongly
Disagree Agree or Agree
Disagree
Accessibility

14



35

The hotel is easily
accessible.

36

Obtaining information
about hotel facilities an
services via phone, interne
direction signs etc. is easy

37

The operating hours of th
hotel are convenient t
guest requirements ar
expectations.

38

Guest safety and security
are ensured.

Reliability

39

The hotel does not renege
rendering services pledge

40

The hotel ensure precisic
in service delivery.

41

Employees of the hotel a
always available whe
needed.

42

The hotel offers
adaptability in itsservices
to meet gues

43

The hotel keeps accurg
records.

Competence

44

Employees of the hote
possess the required ski
and knowledge to perforr
the service.

45

Employees of the hotel
have insight in the peculia|
necessities of guest.

46

Employees have idepth
professional knowledge i

15




terms of foreign languagg
communication skills, etc.

47 Employees of the hote
possess the  requisi
knowledge in offering
support to guests in relatig
to recreational facilities
museums and shopping e

Friendliness

48 Employees of the hotel
handles guest in an affabl
demeanor.

49 Employees are courteous
all times.

50 Employees of the hotel
provides guests
personalized care.

51 Employees uphold
customers best interests
heart.

Part Ill: Room Occupancy
Direction: This section looks at some room occupancy attributes with scales that measure these

attributes. Please read each statement carefully and indicatewelwt agreement by ticking {

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

Strongly Agree.
C: Room Occupancy
Sr.No | Statements Strongly | Disagree| Neither | Agree | Strongly
Disagree Agree or Agree
Disagree
Location
52 The hotel has a convenie
and accessible location.

16



53

The hotel has a convenie
parking space.

54

The hotel has visually
appealing buildings and
facilities.

55

Shops and other sal
outlets in the hotel ar
conveniently located.

56

The diningout facilities
of the hotel are
expediently situated.

57

The hotel has sufficier]
capacity in terms o
swimming pools, bars &
well as dining out
facilities etc.

58

The hotel has sufficier
capacity in terms of
conference or meeting
room and business cent
facilities etc.

59

Necessities associat¢
hotel services are adequé
and sufficient.

60

The food and beverag
facilities are clean
sufficient and adequate.

61

The hotel has statef the
art apparatus like
elevators, communicatio
and air conditioner!
devices.

62

The hotel has efficien
equipment withou
rampant faults.

17




63 Employees have an
uncluttered and
professional appearance.

Quality of Room

64 Guest rooms hag
quality/sufficient
accessories.

65 Guest room beds, pillow
and chairs are comfortab
and appropriate for stay

66 Guest room size i
adequate.

67 Guest room bath and toils
are clean.

68 Guest rooms are clean a
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 (n) the appropriate option.
Gender

Male | Femalel

Age (Years)
1825 | 26135l 3645l  46i55] seiesl

Marital status:

Marriedl Singlel Othell «....(Please indicate)

18



Occupation:

Business Executivel Self—employedl Civil servantl Public servanl

Studentl Retiredl Othell ...... (Please indicate)
Education
Junior higil High school D|ploma/ HNDI

Bachel o rlo dMadeegr eleDodtceragerdegeela

Frequency of stay at hotels:

Less than once a yelar once a yeal twice a yearl

Three times a yealr Four times a yeal Five times or more a yeelr

19



Appendix3: Summary of Licensed Accommodatiestablishments
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Appendix4: Introductory Letter (From Lovely Professional University)

BIMITTAL

. SCHOOL OF BUSINESS
(Accredited by ACBSP, USA) Ref. No. 1 Julde gl //705/; //5;;9 /[/M
Date 12/05/2017

The Deputy Executive Director
Finance and Administration
Ghana Tourism Authority

Accra-Ghana. .

Dear Sir / Madam.

INTRODUCTORY LETTER: MR. FRANK NANA KWEKU OTOO

I write to introduce Mr. Frank Nana Kweku Otoo a Ph. D. (Management) scholar at Mittal School of
Business, Lovely Professional University. Mr. Otoo, is carrying out a study on “Influence of Hurnan
Resource Development (HRD) Practices on Employee Competencies and Organizational Performance of

the Hotel Industry in Ghana” for his Ph. D work.

[ shall be grateful if he could be given the necessary assistance in soliciting information and other relevant
data that would facilitate his study as well as being introduced to the selected hotels. Please be assured

you that any information and relevant data he is prdvided with will be used only for academic purposes.

Counting on your usual cooperation.

(VAL

Dr. Mridula Mishra

Professor and Research Guide

Mittal School of Business,

Lovely Professional University, Phagwara, Punjab
Mob: 9815622851, 8360953952

e-mail mridula.mishra@lpu.co.in

Jalandhar-Delhi G.T.Road, Phagwara, Punjab (India) -14441 | |
Ph: +91-1824-444212 Fax: +91-1824-240830 E-mail : admin.sob@Ipu.co.in website : www.lpu.in
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Appendix5: Introductory Letter (From Ghana Tourism Authority)
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