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CHSE certification, PPKM policy, and hotel performance in Indonesia

D.G. Leonandri* & P.D. Pramanik
Trisakti School of Tourism, Jakarta, Indonesia

ABSTRACT: COVID-19 created the new normal which is the concern of Cleanliness, Health,
Safety, and Environment Sustainable (CHSE) certification. In Indonesia, the government applied
the restrictions on community activities (PPKM). This study aimed to describe hotels” adoption of
cleanliness, health, safety, and environment sustainable certification during COVID-19, and the
impact of PPKM Policy on hotels” occupancy and sales, Gross Operating Profit (GOP), and cash
flow in various categories of hotels. The method was quantitative descriptive, and it was collected by
convenience sampling. The sample contained General Managers who are members of Indonesian
Hotel General Manager Association (IHGMA). The study found that most of the hotels have CHSE
certification. They agree that CHSE certification is very important, because it correlates to hotel
competitive advantages. PPKM policy contributes negative effects on occupancy and sales, GOP,
and the cash flow. Negotiation with financial support institutions is essential.

Keywords: CHSE Certification, PPKM Policy, Hotel Performance.

I INTRODUCTION

In early 2020, the world was shaken by the outbreak of the coronavirus disease from China. This
virus has caused global panic and has even killed millions of people in almost all countries in the
world including Indonesia. This global disaster has impacted various activities, such as economic
activity. Globally, there are at least 50 million workers in the tourism sector affected. Human tourism
workers in Indonesia are among the most vulnerable during this global pandemic, from 13 million
people before the pandemic, now there are 6.5 million people left. In 2019, the Ministry of Tourism
and Creative Economy has compiled a protocol called the CHSE Protocol to improve tourists’
confidence and national tourism. Prior to the COVID-19 pandemic, Indonesia’s competitiveness
according to the 2019 WEC in the aspects of cleanliness, security, and health and the environment
in the tourism sector was lower than other countries; the safety pillar was ranked 80th, the health
and hygiene pillar was ranked 102nd, and the environmental sustainability pillar was ranked 135th
in the world. Thus, the COVID-19 pandemic will open a change in tourism trends in the world.
Where the issue of health and hygiene as well as safety and security and sustainability will be the
main considerations for tourists.

Since COVID-19 caused complex problems in all aspects of life, both nationally and internation-
ally in various circles (Bartik et al. 2020a; Chetty et al. 2020; Fu 2020; Pappas 2021), it also affects
the tourism industry include accommodation industries (Marco-Lajara et al. 2021). Especially, the
characteristics of lodging sector are perishable Khan et al. (2021). Recently, most people are start-
ing to stay in the hotels that have implemented hygiene and health protocols (Mensah & Boakye
2021). Hotels must adhere to health and safety protocols to meet the customer’s needs (Kumar
2021; Ngoc Su et al. 2021). In China and Korea, travel demands improved after the countries
applied travel restrictions (Next Guests 2020). Vietnam improved business by a social distancing
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program (Ismail 2020). Pavlatos et al. (2021) found that hoteliers respond differently based on the
characteristics of their hotels. This study aims to describe: (1) the adoption of CHSE by hotels
during COVID-19 pandemic; and (2) the impact of PPKM policy on hotel performance in term of
hotels’ occupancy and sales, and cash flow in various categories of hotels.

2 LITERATURE REVIEW

2.1 Cleanliness, Health, Safety, & Environmental Sustainability (CHSE)

Sanitation is widely agreed as a predictor of people’s productivity and quality of life but to maintain
it needs cost (Jha 2003). Park and Lehto (2021) proposed three safety measure regarding hygiene
and sanitation in hotels. They are cleanliness and hygiene, physical distancing, and staff and guest
requirement. Park and Lehto (2021) found that guests prioritize hygiene and sanitation instead
of the price. The consumers prefer hotels who disinfect their hotels regularly, uses electrostatic
sprayers, and ultraviolet disinfection. The guests also expect less physical contacts when they make
registration in the hotel. However, many guests have not trusted the hygiene and sanitation practices
in hotels during the COVID-19 pandemic (Naumov et al. 2021). This is a challenge for hoteliers.
Owners or managers of businesses and tourism destinations that pass the audit and assessment

will get a CHSE certificate from the Certification Institute, and then will be given the Indonesian
CARE (I Do Care). For this initial stage, CHSE certification will be prionitized for hotel, restaurant
and restaurant businesses, tourist lodges or homestays, and other tourism businesses. National
Government facilitates hotels to have the certification. The level of hotel cleanliness is something
that must be considered. During this pandemic, cleanliness is a major concern for all sectors.
Guests will choose the hotel starting from the cleanliness of the area and its facilities. Cleanliness
will have a good impact on guest ratings of the hotel. CHSE certification describes that the hotel
industry handles hygiene and sanitation well.

The CHSE protocol is a government policy as a guide for entrepreneurs and/or managers, local
tour guides, and employees of tourist attractions for adapting to new habits in the form of guide-
lines for any businesses. It is an operational guide of the Decree of the Minister of Health Number
HK.01.07/Menkes/382/2020. It concerns health protocols for communities in places and facilities
in general for the prevention and control of COVID-19. This guides entreprencurs and/or managers,
employees, and local tour guides to meet the needs of visitors for clean and healthy procedures. It is
also a reference for Provincial Governments, Regency/City Governments, Village/Kelurahan Gov-
ernments, including Traditional Villages, business and professional associations related to tourist
attractions, and Tourism Drive Groups/Tourism Awareness Groups to conduct socialization, tutori-
als/education, simulations, trials, assistance, guidance, monitoring and evaluation of the application
of cleanliness, health, safety, and environmental sustainability. CHSE certification increases the
confidence of the parties as well as the reputation of businesses and tourism destinations. Introduc-
ing health and safety protocols aims to minimize the impact of the COVID-19 pandemic (Mensah
& Boakye 2021). The implementation of CHSE aims: (1) to increase awareness of the Indonesian
people and the world towards cleanliness, health, safety, and environmental sustainability; (2) to fit
the consumers’ needs of cleanliness, health, and safety; (3) to drive tourism businesses to prepare
themselves regarding cleanliness, health, and safety.

22 Community activities restriction (PPKM)

The government issued PPKM for the first time on January 11 to January 25, 2021 covering the DKI
Jakarta area and 23 regencies/cities in six provinces that have a high risk of COVID-19, previously,
there are other terms introduced by the government at the beginning of the pandemic, namely PSBB
and Micro PPKM, these rules came into effect on April 17, 2020, then the government imposed a
new term to suppress the spread of COVID-19 in high-risk areas with the name PPKM.

Public policy is interpreted in various ways by experts. Thomas R. Dye suggests that public
policy is whatever the government does and does not do (Dye 2005). The understanding of public
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policy is expressed by Carl Friedrich (Winarno 2008) who argues that public policy is a direction
of action mitiated or proposed by a person, group, or government in a certain environment that can
provide obstacles and opportunities in the proposed policy to provide a solution to realize a certain
goal. Public policy based on the understanding of the experts above is a decision in response to a
public problem in the form of measurable activities so that it can achieve the goals that have been
set at the beginning. Public policy is a series of processes that are connected and bound to one
another.

In general, the public policy process consists of the process of public policy formulation, the
process of implementing public policies, and the process of public policy assessment or evaluation,
These three processes will determine whether the policy can be implemented properly as intended
or vice versa. The implementation of public policies in the context of dealing with COVID-19
can be in the form of various policy instruments aimed at tackling both directly and indirectly
the spread of COVID-19. The implementation of direct COVID-19 controls policies, such as the
implementation of the health protocol policy, namely wearing masks, maintaining distance, and
avoiding crowds.

2.3 COVID-19 and how to deal with

The COVID-19 pandemic impacts people in terms of health and economic aspects with severe
consequences on human health and the global economy (OECD 2020c¢), including tourism and
hospitality (Song et al. 2021). COVID-19 has been influencing human life for several years (Kumar
2021). It reflects the decreased customer demand. In line with the global response to COVID-19,
hotel businesses must apply the procedures as follow (OECD 2020a): (1) hotels as essential busi-
nesses are allowed for offline work with health and safety protocols: (2) meals are served in the
room; (3) the wedding reception only serves a maximum of 30 people; and (4) employees and
guests must wear a mask. In Indonesia, the Ministry of Tourism and Creative Economy (2020)
proposed CHSE as a hotel standard to deal with COVID-19.

3 METHOD

The research method is descriptive quantitative. The unit of analysis is hotels in Indonesia that are
members of the Indonesian Hotel General Manager Association (IHGMA). Primary data was col-
lected by distributing online questionnaires. The questions and answer choices on the questionnaire
are based on the author’s best practice. The statements submitted include: CHSE certification, the
impact of PPKM on hotel business performance, especially related to hotel occupancy and GOP.
Furthermore, the collected data is processed using descriptive tests. The study collected secondary
data obtained from various sources such as books, journals, laws, and regulations. The research
data was obtained in August 2021.

4 RESULTS AND DISCUSSION

The total participants in the research are 165 hotels in Indonesia at various levels. The profile
of the hotel participants is described in Table 1. The study involved hotels in Lampung, DKI
Jakarta, Banten, West Java, Central Java, DI Yogyakarta, East Java, Bali, West Nusa Tenggara, East
Nusa Tenggara, North Sumatera, South Kalimantan, East Kalimantan, North Kalimantan, North
Sulawesi, South Sulawesi, West Sumatera, South East Sulawesi, North Maluku, Papua, Riau, Riau
Islands, and South Sumatera.

Table 2 describes the hotel performance after implementing PPKM policy. The data describes
(1) the hotel business condition in the 4th level of PPKM; (2) PPKM policy in the hotel area
since January up to June 2021; (3) hotel occupancy in Q1-2021, compared with Q1-2019; (4)
hotel occupancy in Q2-2021, compared with Q2-2019; (5) hotel gross operating. profit (GOP) in
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Table 1. Hotel participants.

Descriptions Details Percent (of hotel)

General

Hotel management Local chain. 88
International chain. 19.4
Independent hotel. 41.8

Hotel classification 5-Star Hotel. 9.7
4-Star Hotel, 46.1
3-Star Hotel, 27
2-Star Hotel. 79
Non-Star Hotel. 36

CHSE

CHSE certified The hotels have CHSE certification. 93.9
The hotels haven’t had CHSE certi- 6.1
fication yet.
Less important. 30

. . Important. 303

The importance of CHSE certified Very important. 66.7

CHSE certified and hotel competitive Yes, CHSE certified relates to hotel 873

advantages competitive advantage.
No, CHSE certified doesn’t relate 127
to hotel competitive advantage.

PPKM

PPKM hotel condition in Q1-2021 The 1st level 7.9
The 2nd level 10.3
The 3rd level 279
The 4th level 539

PPKM hotel condition in Q2-2021 The Ist level 36
The 2nd level 42
The 3rd level 17.0
The 4th level 75.2

1 think pandemic impact on hotel 4-2021 11.5

business is completed in:
Q1-2022 28.5
Q2-2022 248
Q3-2022 303
Never completed 48

Note: QI =the st quarterly (Jan-March); Q2=the 2nd quarterly (April-June); Q3 =the 3rd quarterly

(July-Sep); Q4 = the 4th quarterly (Oct-Dec).

Q2-2021, compared with Q1-2919; (6) hotel gross operating profit (GOP) in Q2-2021, compared
with Q2-2919. The research also found that hotel management had some problems managing cash

flow at the end of the st semester 2021 and with restructuring credit at the bank.

The Hotel General Managers believe that CHSE certification is very important to achieve com-
petitive hotel advantages. This is related to Mensah and Boakye’s (2021) argument that tourists
travel and visit several tourist destinations that have implemented hygiene and health protocols.
The policy of CHSE certification can increase tourist confidence and national tourism. To reduce
COVID-19’ negative impact, the hotel adopts a safety practice in the business plans (Jha 2003;
Naumov et al. 2021; Park & Lehto 2021). This situation led to the hotels’ manager prediction that
the COVID-19 pandemic at least might be ended in July—August 2022 (Q3-2022). Some of them
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Table 2. Hotel performance after implementing PPKM policy.

Descriptions Details Percent(of hotel)
The percentage of hotels that their occupancy Decrease 958
and sales in the 4th level of PPKM: Normal 36
Increase 6
PPKM policy in the hotel area since January Level 4 in Q1-2021 9.1
up to June 2021: Level 4 in Q2-2021 333
Level 4 in Q1 and Q2-2021 358
Below level 4 in Q1-2021 1.5
Below level 4 in Q2-2021 103
Hotel occupancy in Q1-2021, comparing to 10 % 594
Q1-2019 decrease: 11%—20% 73
21%-30% 10.9
31%-40% 224
Hotel occupancy in Q2-2021, comparing to 10% 7.3
Q2-2019 decrease: 11%-20% 6.1
21%-30% 9.7
31%40% 17.6
more than 40% 594
Hotel GOP (Gross Operating Profit) hotel in 10% 7.9
Q2-2021, comparing to Q1-2019 decrease: 11%-20% 139
21%-30% 164
31%40% 17.6
more than 40% 442
Hotel GOP (Gross Operating Profit) in 10% 6.7
Q-2/2021, comparing Q-2/2019 decrease: 11%-20% 109
21%-30% 139
31%—40% 20.0
more than 40% 48.5
The most difficult cash flow management at Negotiate to vendor for AP hotel 55
the end of the 1st semester 2021: payment
Negotiate to bank for postponing 36
credit payment
Negotiate to client/booker to pay in 42
advance
Negotiate to local government for 103
hotel tax discount
All solutions above 764
Bank facilities for credit restructuring Decrease bank credit interest. 49
Reduce credit principal 333
Reduce credit interest 3.0
All solutions above 588

Note: Q1 =the 1st quarterly (Jan-March); Q2 = the 2nd quarterly (April-June).

think that the pandemic effect will influence hotel business longer and may even never be com-
pleted at all (Kumar 2021), and cause complex problems in all aspects of life, both nationally and
internationally in various circles (Fu, 2020) and business (Chetty et al. 2020). COVID-19 influ-
ences hotels business significantly decrease (Marco-Lajara et al. 2021) (Mensah & Boakye 2021).
This research found that the PPKM policy that is taken to respond to the COVID-19 pandemic
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influenced hotels’ performance in terms of hotels’ occupancy and sales, at the 4th level of PPKM
implementation.

After implementing PPKM policy during COVID-19 pandemic, most of the hotel managers
confirmed that there were cash flow problem in the Ist semester (January—June) 2021, however
Khan et al. (2021) argued that the accommodation sector will show high resilience if we compare
it to other sectors. In order to keep maintaining their cash flow, they negotiated with the bank for
credit restructuring such as asking for lower bank credit interest.

As such, the study also provides insights into how hotel businesses can maintain sustainable per-
formance and contribute to economic growth during PPKM policy adoption within the COVID-19
pandemic. However, despite the several new insights and contributions provided by this paper to
hospitality research, it has some limitations that can help inform future hospitality research. First,
the data collection process in this research was the quantitative descriptive approach in term of
CHSE, PPKM policy. and its impact to occupancy and sales, and there was limited information
on how hotel managers deal with the cash flow stability. The dynamic capabilities influence hotel
performance, which is mediated by innovation capability. The future research may consider iden-
tifying the innovative strategy choices of each hotel category (star hotels, chain hotels, and local
hotels). Second, although data collected in this research came from General Managers of various
hotels, it was not possible to interview customers to analyze their satisfaction on the non-financial
performance of the hotels. Finally, qualitative research is most suggested to enrich the data of how
hotel management increasing hotel business performance.

5 CONCLUSION AND IMPLICATION

Since COVID-19 pandemic affects people health (Kumar 2021), the hospitality industry such as
hotels have had to adapt to unpredictable crisis consequences (Jaaron et al. 2021). The financial
aspect is reviewed as one of the requirements for adopting resilience of the COVID-19 situation
(Huang & Farboudi Jahromi 2021), in this term a hotel’s performance, such as maintaining the rate
of occupancy and sales, is essential because it is related to the revenue for the hotel.

We propose several inputs as managerial implications including: development in human
resources with a comprehensive multi-task implementation for all levels of positions in the hotel;
moreover there is a General Manager cluster for the Top Management level, so it is not just multi-
task but regional authority in terms of managing hotel operations. For a competitive advantage, it
is better to provide more and continuous understanding for all staff in charge of the health aspect
(CHSE) which in turn will provide a level of trust for guests in the property. The digital marketing
aspect should continue to communicate the experience of guests, as “an Experimental Moment™
during their stay during the pandemic, and continue to be campaign with digital promotions that
are easily accessible to the public. The government policy of PPKM adoption contributes negative
effects on hotels such as hotel occupancy and sales, GOP, and the cash flow. One of the strategies
to maintain the cash flow, is negotiating with the bank for credit restructuring.

Considering our findings, the hotels are facing severe challenges, however, there is a need to
apply health and safety procedures in hotel operation to achieve sustainability. For the survival of
sustainable hotel business activities, the general managers in hotels should identify indicators that
influence hotels’ occupancy and sales.



REFERENCES

Bartik, AW, Bertrand, M., Cullen, Z.B., Glaeser, E.L.. Luca, M. and Stanton. C.T. (2020a), How Are Small
Businesses Adjusting to Covid-19? Early Evidence from a Survey (No. w26989), National Burcau of
Economic Rescarch.

Chetty, R, Friedman, JN., Hendren, N. and Stepner, M. (2020), “Real-time economics: a new platform to
track the impacts of Covid-19 on people, businesses, and communities using private sector data™, NBER
Working Paper, Vol. 27431,

Dye, T. R. (2005) Understanding Public Policy. Eleventh E. New Jersey: Perason Prentice Hall. in May 2020
(No. w27462), National Burcau of Economic Research.

Fu, Y. K. (2020). The impact and recovering strategies of the COVID-19 pandemic: Lessons from Taiwan’s
hospitality industry. Cogent Social Sciences, 6(1). hitps://doi.org/10.1080/23311886.2020.1829806

Huang, A, & Farboudi Jahromi, M. (2021). Resilience building in service firms during and post COVID-19.
Service Industries Journal, 41(1-2), 138-167. https://doi.org/10.1080/02642069.2020.1862092

Jaaron, A. A. M., Pham, D. T., & Cogonon, M. E. (2021). Systems thinking to facilitate “double loop™
learning in tourism industry: a COVID-19 response strategy. Journal of Sustainable Tourism, (X0), 1-19.
https://doi.org/10.1080/09669582.2021.1948554

Jha, P. K. (2003). Health and social benefits from improving community hygiene and sanitation:
An Indian expenience. International Journal of Environmental Health Research, 13(SUPPL. 1).
https://dor.org/10.1080/0960312031000102895

Kemeterian Pariwisata dan Ekonomi Kreatif (2020). Panduan Pelaksanaan Kebersihan, Keschatan, Kesela-
matan, dan Kelestanian Lingkungan di Hotel. Jakarta: Kementerian pariwisata dan Ekonomi Kreatif.

Khan, A, Bibi, S., Lyu, J, Latif, A, & Lorenzo, A. (2021). COVID-19 and sectoral employment trends:
assessing resilience in the US leisure and hospitality industry. Current Issues in Tourism, 24(7), 952-969.
https://dor.org/10.1080/13683500.2020.1850653

Kumar, S. (2021). The effect of CORONA-COVID-19 on hospitality sector. Jowrnal of Statistics and
Management Systems, 24(1), 163174, https://doi.org/10.1080/09720510.2020.1833450

Marco-Lajara, B., Ruiz-Fernindez, L., Seva-Larrosa, P, & Sinchez-Garcia, E. (2021). Hotel strate-
gies in times of COVID-19: a dynamic capabilities approach. Anatolia. 0(00), 1-12. https:/doi.org/
10.1080/13032917.2021.1969960

Mensah, E. A., & Boakye, K. A. (2021). Conceptualizing Post-COVID 19 Tourism Recovery: A Three-
Step Framework. Tourism Planning and Development, (X0), 1-25. https://doi.org/10.1080/21568316.2021.
1945674

Naumov, N., Varadzhakova, D.. & Naydenov, A. (2021). Sanitation and hygiene as factors for choos-
ing a place to stay: perceptions of the Bulganan tounsts. Anatolia, 32(1), 144-147. https:/dororg/
10.1080/13032917.2020.1771742

Ngoc Su, D,, Luc Tra, D., Thi Huynh, H. M., Nguyen, H. H. T., & O"Mahony, B. (2021). Enhancing resilience
in the Covid-19 crisis: lessons from human resource management practices in Vietnam, Current [ssues in
Tourism, (X0), 1-17. hutps://doi.org/10.1080/13683500.2020.1863930

Park, S., & Lehto, X. (2021). Understanding the opaque priority of safety measures and hotel customer
choices after the COVID-19 pandemic: an application of discrete choice analysis. Jowrnal of Travel &
Tourism Marketing, 38(7), 653-665. https://doi.org/10.1080/10548408.2021.1985038

Pavlatos, O, Kostakis, H., & Digkas, D. (2021). Crisis management in the Greek hotel industry iﬁ response lo‘
COVID-19 pandemic. Anatolia, 32(1), 80-92. https://doi.org/10.1080/13032917,2020.1850485
Winamo, B. (2008) Kebijakan Publik: Teor: dan Proses. Jakarta: PT. Buku Kita.



