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DETERMINANTS OF CORPORATE SOCIAL RESPONSIBILITY
IN ACCOMMODATION COMPANIES IN TIMES OF CRISIS
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Abstract

Relevance of the topic. The application of corporate social responsibility (CSR) in this period is inextricably linked
to the quality of the activities of companies providing accommodation services, although this practice is not mandatory
and is chosen by the company's management as one of its business management strategies. It is important to note that CSR
actions are voluntary actions of companies responsible for compliance with applicable legislation (e.g. environmental
legislation, employee requirements or rights, etc.) (Achmad and Yulianah, 2022). CSR focuses not only on the company's
profit and customer relations, but also on relations with employees, the community and environmental protection. CSR
actions of tourism companies are related to the responsible use of natural resources, employees, suppliers and guests
(Achmad and Yulianah, 2022). When implementing social responsibility, it is important to pay attention to all its
components so that the company receives recognition from members of society and attracts more stakeholders. It is
very important to support its employees and provide them with opportunities for professional and personal growth; to
support community initiatives and contribute to their life; given the rapid development of sustainable tourism, a more
sensible approach to the use of natural resources remains very important. All these aspects of CSR must remain important
for accommodation companies, not only in stable times, but also in times of crisis. In this new scenario, companies
must reaffirm their CSR strategies to promote business commitments to society and vulnerable groups, especially
those closest to them, namely the local environment associated with the companies or territories where the companies
operate and have a greater presence (Garcia-Sanchez and Garcia-Sanchez, 2020). This topic is important for research
because we are not living in the most peaceful times, but in an unstable and ever-changing economic situation in which
accommodation service companies can unexpectedly and at any moment face a crisis. It is important to find out how
to properly implement CSR practices in normal times and how they can be adapted when a accommodation service
company faces a crisis. Problem statement. The novelty of this study is that this topic is most often considered from
the perspective of implementing CSR in stable economic periods for companies, using data taken from statistics. Wut,
Xu and Wong (2021) confirmed the statement that most studies related to CSR have considered the impact of socially
responsible practices in stable times, while research on CSR in unstable times is quite limited. Research objectives. To
analyze the determinants of social responsibility in a company providing accommodation services during a crisis, as
well as to identify the determinants of CSR in company X, providing accommodation services, during a stable period
and during a crisis, and to provide suggestions for operational management. Methodology. Respondents were selected
using convenient sampling. Respondents are colleagues working in company X, which provides guest accommodation in
Portugal. There were four participants in total: operations manager, coworking administrator, project and programming
manager, and reception administrator. Interviewees had to meet criteria based on their administrative duties and work
experience in the company, i.e. they had to have at least six months of experience in the company where the research was
conducted. The research includes the following stages: analysis of theoretical literature, development of an interview tool,
conducting interviews, analysis of research data (content method), discussion of research results, and formulation of final
conclusions and recommendations.
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Introduction. Relevance of the topic. The appli-
cation of corporate social responsibility (CSR) during
this period is inseparable from the quality of accom-
modation company operations, although this practice
is not mandatory and is chosen by company manage-
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ment as one of its business management strategies. It
is important to note that CSR actions are voluntary
actions by companies responsible for compliance with
applicable laws (e.g., environmental laws, employee
requirements or rights, etc.) (Achmad and Yulianah,
2022). CSR focuses not only on the company's
profits and customer relations, but also on relations
with employees, the community, and environmen-
tal protection. The CSR actions of tourism com-
panies are related to the responsible use of natural
resources, employees, suppliers, and guests (Achmad
and Yulianah, 2022). When applying social responsi-
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bility, it is important to pay attention to all its com-
ponents so that the company gains recognition from
members of society and attracts more interested par-
ties. It is very important to support your employees
and provide them with opportunities for professional
and personal growth; to support community initia-
tives and contribute to community life; with the rapid
development of sustainable tourism, a more intelli-
gent approach to the use of natural resources remains
very important. All these aspects of CSR must remain
important for accommodation companies not only in
stable times but also in times of crisis. Under this
new scenario, companies must confirm their CSR
strategies in order to contribute to business commit-
ments to society and vulnerable groups, especially
those which are closest to them, namely the local
environment related to the companies or territories
where the companies operate and have a greater pres-
ence (Garcia-Sanchez and Garcia-Sanchez, 2020).
After the global pandemic, more scientific literature
has emerged examining the application of social
responsibility in accommodation companies dur-
ing periods of instability, but the topic remains new,
and this research paper will not focus specifically
on the pandemic period, but on any possible period
of crisis that an accommodation company may face.
This topic is important to explore because we are not
living in the most peaceful of times, with an unsta-
ble and constantly changing economic situation in
which accommodation companies may face a crisis
unexpectedly and at any time. It is important to find
out how to properly establish CSR practices during
normal times and how they can be adapted when
an accommodation company faces a crisis.

The aim of the article. To identify the determinants
of CSR in the accommodation company "N" in times
of stability and crisis.

Research objectives. To analyse the determinants
of social responsibility in accommodation company
during the crisis period and to identify the determinants
of CSR in the accommodation company "N" in
a stable and crisis period and to make proposals for
operational management.

Methodology of investigation. Respondents were
selected using convenience sampling. Respondents
are colleagues that work at accommodation company
X in Portugal. There were four participants in total:
operations manager, coworking space administrator,
project and programming manager, and reception
administrator. The interview participants had to
meet the criteria based on their job responsibilities in
administration and length of service at the company,

i.e., they had to have at least six months of internship
experience at the company where the study was
conducted. The research includes the following
stages: theoretical literature analysis, interview
instrument development, interview conduct, research
data analysis (content method), discussion of research
results, and formulation of summary conclusions
and recommendations.

CSR in stable times. Before the interview,
each participant was presented with the purpose
of the study, the concept of CSR was described,
and they were familiarised with the topic
of the upcoming interview. The study was conducted
at an accommodation company in Portugal. The aim
of the interview was to find out how the company's
employees understand the content of CSR and its
application in the accommodation company. After
the interviews, the audio recordings were transcribed,
content analysis was applied, and subcategories
and categories were identified. The first section
discusses the determinants of CSR in accommodation
company X during a stable period (table 1).

CSR during crisis times. The second subsection
of this chapter discusses the determinants of CSR in
accommodation company X during the crisis period
(table 2).

Discussion. The aim of the study is to analyse
the determinants of CSR in accommodation com-
pany during the crisis period and to identify the most
effective measures for introducing social responsi-
bility into company activities. The novelty of this
research is demonstrated by the fact that this topic
is most often examined from the perspective of CSR
implementation during stable economic periods for
companies, with data taken from statistics. Wut,
Xu and Wong (2021) confirmed the claim that most
CSR-related studies examined the impact of socially
responsible practices in stable times, while CSR
studies in turbulent times are rather limited. Most
authors that did researches on similar topics relied on
statistical data, and if a case study was conducted,
the data was taken from accommodation company
managers, so without a personal employee survey,
it is difficult to say whether company employees
are actually involved in socially responsible com-
pany activities and familiar with them. In this case
the data was collected from employees of an accom-
modation company whose workplace is experienc-
ing a crisis. The research participants were selected
from the employees of accommodation company N
in Portugal and each of the four respondents rep-
resented a different department of the institution in
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Table 1

“Determinants of CSR in accommodation N company during stable times”

Categories

Subcategories

Compliance with CSR standards

The concept and importance

The importance of CSR in the hospitality industry

of CSR in the hospitality

Understanding ethical, legal, and philanthropic responsibility

industry from the perspective of
stakeholders

CSR strategy

Understanding the expression of CSR in one's activities

Company actions to reduce environmental impact

Environmental sustainability

Waste reduction, energy, and water consumption management in the organisation

Involvement of customers in the resource conservation process

Ensuring employee well-being

Employee well-being and

Training and development programmes for employees

development

Ensuring employee involvement in informal activities

Diversity, equality, and inclusion in the workplace

Social responsibility and
community involvement

Community involvement initiatives in the company

“Determinants of CSR in accommodation X company during crisis times

Table 2

2

Categories

Subcategories

Solving challenges of CSR

Challenges encountered in implementing CSR practices
Balancing CSR, financial and philanthropic goals during a crisis

Consequences of CSR during a crisis

Consequences of the crisis
Application of CSR principles in an organisation during a crisis
Measures to survive a crisis

Retaining employees during a crisis

Impact of the crisis on employees

Employee safety, well-being, and psychological support

Managing employee needs

Maintaining employee trust

Maintaining  customer relations

Change in attitude towards customer service

during a crisis

Maintaining customer trust

Maintaining public relations during

CSR in maintaining contact with the local community

the crisis

The impact of the crisis on sustainability goals and commitments

The company's involvement in support and charity activities

order to observe whether the respondents' answers
depended on their position at work. There were dif-
ferences between the answers. Employees in higher
positions at the accommodation company are more
familiar with CSR. However, when delving into
the finer details of CSR structures, it was possible to
obtain more detailed responses from all participants.

Before the crisis, CSR was given more attention
in accommodation establishments, which contra-
dicts the qualitative study conducted by Alsheyab,
Filimon and Fusté-Forné (2023) with Jordanian
hotel managers on the application of CSR during
the pandemic crisis. The conclusions of their study
show that it is important to continue research-
ing CSR practices in the hospitality sector and in
the post-COVID-19 period and to compare them with

those before and during the pandemic to determine
whether interest in CSR issues has increased or not
due to the crisis. In the case of Hotel N, the oppo-
site happened, and CSR indicators did not improve.
One of the respondents said that during the crisis it
is still important to pay attention to socially respon-
sible activities, but if previously they could afford to
carry out these activities outside the hotel, with lim-
ited finances this is no longer possible. As authors
Chintrakarn, Jiraporn, and Treepongkaruna (2021)
argue when discussing investment in CSR during
a crisis, the unnecessary use of resources and invest-
ments in CSR may be tolerated during non-crisis
periods, which is why management is reviewing its
position on these activities and reducing investments.
According to the same authors, in critical situations
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it is important to hire independent managers who
specialise in crisis management to help implement
CSR as effectively as possible and help the com-
pany survive difficult economic times. This was con-
firmed by the analysis of cases of respondents from
accommodation company N. The hotel manager was
hired by representatives of a global company to man-
age the unstable economic period. According to her
in order to survive and recover from the crisis, it is
necessary to temporarily abandon the CSR standards
of the global company that are irrelevant for that
period and focus on solving problems on the spot,
gaining the trust of customers and the local com-
munity, and building stronger relationships, offer-
ing more affordable prices, and not forgetting their
employees and their well-being.

Here are the main results of the study. In terms
of customers, only the variety of customer experi-
ences at the N hotel itself was affected due to limited
budgets, but customers were still offered alternative
experiences from representatives of the local commu-
nity. Due to limited finances, there is a great need for
local businesses to help by sending their customers to
other community businesses for cultural experiences,
creating new partnerships and proving that the com-
pany is interested in surviving difficult times and sup-
porting its customers and neighbours even in the most
difficult periods. Therefore, one of the main CSR val-
ues cherished by this hotel remained its connection
with the community. According to the respondents'
answers, the global company's social responsibility
goals for sustainability differed from those actu-
ally applied in this particular location due to a lack
of investment even during economically stable peri-
ods, so during the crisis, no emphasis was placed on
sustainability. According to respondents from accom-
modation company N, the local manager's attitude
towards employees and their requests did not change

during the crisis, while the global company and its
representatives distanced themselves from support-
ing the employees of this institution. Meanwhile,
the interview responses suggest that employees who
do not hold management positions are not educated
on the topic of social responsibility and are often una-
ware of the CSR strategies implemented by the com-
pany during calm or crisis periods.

After further analysis, we believe that the topic
of CSR determinants in accommodation companies,
both during normal times and in times of crisis, should
be studied more extensively among its employees.
Such qualitative research and analysis take more
time, but it shows the true picture of whether CSR
is applied in all accommodation company activities
and whether employees are familiar with such prac-
tices. This would help company leaders and manag-
ers understand the real situation in their workplace
and establish high-quality CSR activities.

Conclusions. Due to the challenges posed by
the crisis, attention to socially responsible and envi-
ronmental activities has declined. The hotel’s cus-
tomer experience was affected mainly in terms
of the programme, but management adapted it to
the new financial situation by offering experience-en-
hancing activities in cooperation with local busi-
nesses and promoting their events. The most relevant
factors for the hotel remained community engage-
ment, employee equality, and quality customer ser-
vice. It is also important for companies to establish
socially responsible activities without waiting for
a crisis and to identify the most relevant strategies
for them so that, when faced with a crisis, the most
important values remain in place and the company
does not stray from its goals. Managers should also
maintain a supportive attitude toward staff regardless
of economic difficulties, ensuring employees always
feel safe and understood at work.
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JETEPMIHAHTH KOPIIOPATUBHOI COIIAJBHOI BIIMOBIJTAJBHOCTI B TOTEJBHUX
KOMITAHIAX Y IEPIOJ KPU3H

AHoTauis

AKTYaJIbHICTh TEMH. 3aCTOCYBaHHS KOPITOPATUBHOI collianbHO1 BianoBigansHocTi (KCB) y 11e# nepio Hepo3puBHO
TIOB'sI3aHE 3 SKICTIO AiSJIBHOCTI KOMIIaHiH, 1[0 HAIAI0Th ITOCIYTH 3 PO3MIILIEHHS, X0ua Il IPaKTHKa He € 00OB'SI3KOBOIO
1 00MpaeThCs KepiBHUIITBOM KOMITaHii sIK ofiHa 3 11 cTpareriii ynpasiiHHs 6i3HecoM. BaskimBo 3a3HaunTH, 10 Jii B paMKax
KCB € no0poBimpHUMH isMH KOMIAHIiH, BiINOBIJaJIFHUX 32 JOTPUMAHHA YHUHHOTO 3aKOHOMABCTBAa (HAMPHKIIAI,
EKOJIOTIYHOTO 3aKOHOJAaBCTBA, BUMOT 200 TpaB mpamniBHAKIB Tom0) (Achmad and Yulianah, 2022). KCB 3ocepemxkyeTncs
He TIMPKM Ha NpUOYTKYy KOMIaHii Ta BiZHOCHMHAX 3 KJII€HTaMH, aje W Ha BIJHOCHMHAX 3 MpPaliBHUKaMH, IPOMAI0I0
Ta 0XOPOHI HaBKoNHUIIHBOTO cepenoBuina. [liit KCB TypucTrnyHMX KOMIIaHi# MOB'sI13aHi 3 BiAMIOBIJATbHIM BUKOPUCTaHHIM
MIPUPOJHUX PECYPCiB, MpaliBHUKaMH, MMocTadyalibHUKaMK Ta roctsiMu (Achmad i Yulianah, 2022). IIpu 3actocyBanHi
COLIATBHOT BIJITOBIaIFHOCTI BaXKITUBO 3BEPTATH yBary Ha BCi 11 CKJIa I0BI, 0O KOMIIaHis OTpUMalia BU3HAHHS BiJ] WICHIB
CYCIIBCTBA Ta 3aTydrIa OUTBIIE 3aIliKaBIeHUX CTOPiH. Jly>ke BaXKITUBO MiATPUMYBATH CBOIX INPAIiBHUKIB Ta HaJaBaTH
1M MOXITUBOCTI JJIs1 TpoheciifHOTO Ta 0COOMUCTOTO 3pOCTAaHHS; MiATPUMYBATH iHII[IaTUBU TPOMAIH Ta CIIPUATH i1 KUTTIO;
3 ypaxyBaHHSM IIBHIKOTO PO3BUTKY CTAJIOTO TYPHU3MY, OLTBII PO3YMHHH MiAXiA 10 BUKOPUCTAHHS IMPUPOTHUX PECypCiB
3aTUINAETHCS TyKe BaIuBUM. Yci 1l acnekTh KCB MOBUHHI 3aMINATUCS BaKIMBUMHU JUIsl KOMIIaHIN, 10 HAIAIOTh
MOCIYTH 3 PO3MIilllEHHS, HE TIJIbKH B CTaOUIbHI YacH, ajie H y KPHU30Bi Mepiofn. 3a bOT0 HOBOTO CIIEHAPiI0 KOMIMaHil
TIOBHHHI MiATBepANTH cBoi crparerii KCB, mo6 cnpusitu 3000B'13aHHAM Oi3HeCy mepesa CyCHiIbCTBOM 1 Bpa3iuBUMHU
rpynamu, 0COOIMBO THMH, SIKi € HAHOMIDKIMMH 10 HUX, @ CaMe MICIIEBUM CEPEAOBHIIEM, ITOB'I3aHUM 3 KOMITAHISIMU 200
TEPUTOPISIMH, J¢ KOMIAaHii MpamiooTs 1 MatoTe Oinpmry mpucyTHICTh (Garcia-Sanchez i Garcia-Sanchez, 2020). ITicns
m100apHOI TaHIeMil 3'IBHIT0Cs OibIe HAyKOBO1 JIITEpaTypH, IO JOCIIIKY€ 3aCTOCYBAaHHSI COIIaIbHOI BiIIIOBIAaIBHOCTI
B KOMITIaHIsX, 1[0 HAJAOTh MOCIYTU 3 PO3MIIICHH:, B MEPiOAXd HECTAOUIBLHOCTI, aje I TeMa 3aJHUIIAEThCs HOBOO, 1 11
HayKoBa poOoTa He OyJie 30cepePKyBaTucsi KOHKPETHO Ha MepioAi naHaemii, a Ha Oy/Ib-IKOMY MOXITHBOMY TIEPioli KpH3H,
3 SIKUM MOXKE 3ITKHYTHUCSI KOMIIaHisl, 10 HaJa€ MMOCIyry 3 po3MilieHHs. L[ Tema BakiauBa 11l JOCIHIIKEHHS, OCKLIBKA
MU JKUBEMO HE B HAaHCIOKIWHIII 9acH, a B yMOBaX HECTAOUTBHOI Ta TMOCTIHO MiHJIMBOI €KOHOMIYHOI CHTYyaIlii, B SKil
KOMIIaHii, 0 HAaIaI0Th MMOCITYTH 3 PO3MIIIECHHS, MOXYTh HECIIOAIBAaHO Ta B OYyIb-IKHA MOMEHT 3ITKHYTHCS 3 KPH30I0.
BaxxnuBo 3'sicyBary, SK mpaBmiIbHO 3anpoBanuTh npaktuku KCB y 3BudaiiHi gacw Ta K iX MOXKHA aIanTyBaTH, KON
KOMIIaHisl, 1110 HaJla€ TOCIYTH 3 PO3MILIEHHS, CTUKAEThCs 3 Kpu3oro. [locranoBka 3agaui. HoBu3Ha 11b0ro A0CHIiIKeHHS
TIOJIATaE B TOMY, 11O 15 TeMa HaifyacTille po3nisiAaeThes 3 TOUKY 30py BipoBakeHHs KCB y crabinbHi ekoHOMIUHI epioan
JUTS KOMITaHiH, 3 BUKOPUCTaHHAM JAHHX, B3ATHX 31 craTrctuku. Wut, Xu i Wong (2021) miaTBepauiia TBEpIKSHHS, 110
OUTBIIICTE MOCIiKEeHB, MOoB's13aHNX 3 KCB, po3misimand BINIMB COIiadbHO BiAMIOBINATRHAX MPAKTHUK Y CTA0IIBHI YacH,
toxi sk gociimkenHs KCB y HecTabinbHI 9ach € JOCHTh 00MeXeHIMH. BiTbIIicTs aBTOPIB, SKi IPOBOIMIIN TOCIiIPKEHHS
Ha TOiOHI TeMH, MOKIaJaJINCs HAa CTaTUCTUYHI J1aHi, a SKIIO MPOBOAMIOCS JOCHTIHKEHHS KOHKPETHOTO BUIIAIKY, AaHI
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OpaJticsi BiJl KepiBHUKIB KOMITaHii, 1110 HAIAI0Th TOCIYTH 3 PO3MILIEHHS, TOMY 0€3 0COOHCTOrO ONUTYBaHHSI CIIBPOOITHUKIB
Ba)KKO CKa3aTH, YM JIHICHO CMiBPOOITHUKY KOMIaHii OepyTh Y4acTh Y COLIIbHO BiINOBIAAIBHUX 3aX0/aX KOMITaHil Ta 4n
3HaiioMi 3 HUMH. Y 1IbOMY BUIAJKY AaHi Oynu 310paHi BiJ criBpoOITHUKIB KOMIaHi1, 1110 HaJa€ MOCIYTH 3 PO3MIIICHHS,
pobode Miclie SKHX MEPEKUBAE KPHU3Y, KOXKCH 3 YOTHPHOX PECHOHACHTIB MPEACTaBISIB Pi3HUN BiJIUT yCTAaHOBH, MO0
CIIOCTEpiraTH, 9u 3aJIe)KaIH BiIIOBI i pECTIOHACHTIB BT iXHBO1 Mocaan Ha poOoTi. 3agayi nocaigxenns. [IpoananizyBati
BH3HaYaJbHI (PAKTOPH COIIaNbHOI BiAMOBITAaIBHOCTI B KOMIIaHii, 0 Ha/Ja€ MOCIYTH 3 PO3MIIIEHHS, B TEPiox KPH3H,
a TakoX BU3HAYMTH BH3HaYaabHi haktopu KCB B kommaHil «X», 110 Hagae MOCITyTH 3 PO3MIIICHHS, B CTa0LIbHUI TIepiof]
1 B TIEpiOJ] KPU3H, Ta HAJATH MPOTIO3UIIIT 0JI0 OTIEPATHBHOTO yrpasiiHHsA. Metomosorisi. Pecionnentu Oyiau BiniOpaHi
3a JOTIOMOT'010 3pYYHOTO Bigbopy. PecrionieHTy — 11e KoJiery, siki pamtooTh Y KoMraHii X, 1o 3aiiMaeThes po3MilleHHIM
rocreit y [Topryranii. 3araiom Oys0 4OTUPH YYaCHUKHU: onepanifHuid MeHe/DKep, aJMiHICTpaTop KOBOPKIHTY, MEHEDKEP
MIPOEKTIB 1 MpOrpaMyBaHHS Ta aJMIHICTPATOP perenIii. YYaCHUKH iHTEpPB'I0 MaJlK BiAIIOBIAATH KPUTEPIisIM, 3aCHOBAaHUM
Ha iXHIX MOocaJoBUX O0OB'SI3Kax B aJMiHICTpallii Ta cTaxi poOOTH B KOMITaHii, TOOTO BOHM Majli MaTH IOHAWMEHIIIE
HICTh MICSIIIB CTAXY B KOMIIaHii, I¢ IIPOBOIMIIOCS A0CHIIKEeHH . JlOCTiKEHHsI BKIIFOYA€E TaKi €TaIlk: aHaJIi3 TCOPSTUIHOT
JITEepaTypHu, po3poOKa IHCTPYMEHTY IHTEpB'I0, MPOBEICHHS IHTEpPB'IO, aHaNi3 JAaHWX JOCIKEHHs (MeToj content),
00TOBOPEHHS pe3y/bTaTiB TOCIIKEHHS Ta (POPMYITIOBAHHS ITIJICYMKOBHX BUCHOBKIB 1 PEKOMEH/IALIiH.

Kuaro4osi ciioBa: xoproparuBHa cormiansHa BinnosinaneHicTs (KCB), dakropu, ominka, KOMITaHis 3 HaJaHHS TOCITYT
PO3MIIIIEHHS, KPU30BUH ITEPiof.
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