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INTRODUCTION
After a difficult year and a half, things are beginning to look up again for the hotels &
resorts sector. As vaccine rollouts are underway across the world, the sector is keen to
open its doors to customers who are eager to start going out again. However, the return
to normal is not expected to be as simple as getting back to business as usual once most
populations around the world are vaccinated. The process is likely to be gradual, especially
for establishments whose main consumer base is international travellers. More significantly,
lasting changes in consumption patterns as a result of the pandemic will present the sector
with opportunities to engage with guests in new ways and provide them with products
and services that are aligned with their needs and values. While the industry has had to
address challenges in nearly all aspects of business, it is encouraging to see the recovery the
industry has already witnessed in recent months in at least a few regions. Industry forecasts
are optimistic, and while recovery might not be instant, opportunities to expand into new
regions are growing even as existing facilities are being used in innovative ways to facilitate
the memorable experiences customers want with a greater focus on safety and hygiene, as
well as sustainability.
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COVID-19 AND INDUSTRY CHALLENGES

The coronavirus pandemic has proved to be an unprecedented challenge for the hotels
& resorts industry, prompting a deep introspection of existing business models and a
reevaluation of customer beliefs and values.
In the wake of the pandemic, as we all know, businesses across the board were impacted.
With the general public having no option but to stay at home, industries especially reliant on
customers spending time physically outside their homes – whether in bars, malls, restaurants,
hotels, entertainment centres or cinemas – were among the worst affected. The hotels &
resorts industry has been no exception. According to forecasts by the American Hotel &
Lodging Association (AHLA), for instance, around 70% of establishments will not survive
the next six months without federal assistance. As populations around the world now get
vaccinated and the pandemic slows down, the worst might be over. However, some of the
recent changes arising from the pandemic are here to stay, at least for the foreseeable future.

Hotel Room Revenue
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Hotel Room Occupancy
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Here are some of the most significant challenges facing the hotels & resorts industry today:
Lower footfall
While parts of the world are beginning to witness a slow recovery in footfall at hotels and
resorts, most businesses are still reeling from the loss in revenue in the previous year, and
uncertainty about the near future continues to loom. Globally, hotel occupancy is down
43% YoY with about 80% of rooms empty. Recovery in footfall is not expected to be uniform
across regions. According to a report by S&P Global, the revenue and EBITDA of the lodging
and travel sector in Europe for instance might decline by 50% in 2021, though there will be a
varied impact for hoteliers. In Europe, recovery is expected to begin in the second half of 2021.
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With the pandemic hitting industry and commerce around the world, many organizations
have had to cut costs by either laying-off employees, moving many full-time staff to part-time
positions, or reducing wages. The outcome predictably has been that people do not have the
same levels of disposable income as they
did before the pandemic. This is a bigger
problem in some countries or regions than
in others. In the United States, for instance,

With disposable incomes affected, hotels &
resorts have fewer potential customers to
attract in the short-term.

the federal response has prevented the economy from falling apart. In other parts of the
world, especially emerging economies, recovery may take longer before employment can
go up again and spending increase. This is not expected to be a lasting challenge, as a pickup in economic activity will once again increase the pool of potential customers.
Business travel is an important driver of revenues for the hotels & resorts industry, and
a large part of this travel takes place in the context of large-scale conferences, incentive
trips, business meetings and exhibitions. It is expected that up to 10 per cent of this travel
Business travel has been replaced
by online events and meetings.

may not return on account of businesses failing.
S&P global also estimates a decrease of between
10-30% globally. Businesses which before the

pandemic still relied to a large part on in-person presence for meetings or as part of business
expansion projects, have scrambled to adopt technologies that have taken much of these
interactions online. While some part of this may be a compromise in the pandemic situation,
many enterprises will make these shifts permanent.
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Travel restrictions around the world

Full or partial border closures			
Full or partial flight suspensions			
© 202 Mapbox ©OpenStreetMap

Restrictions on specific travelers
Other measures

Source: United Nations World Tourism Organization (April 28, 2020)

Travel Restrictions
While locally and domestically businesses may be opening up and the easing of restrictions
will allow for resorts to operate at full capacity very soon, one of the major challenges being
faced would come from government policy and restrictions on international travel. Border
closures and restrictions for tourists from regions still in the throes of the pandemic could last
until the end of next year. Hotels and resorts will to a great extent have to rely on domestic
and local business as their major source of revenue.
Changing Consumer Behaviour
While some of the challenges being faced right now are a direct result of economies being
hit by the pandemic, many of the changes in consumer preferences will be long term. These
present themselves as opportunities for the hotel and resorts sector to evolve as it gears
itself for coming growth.
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The move to digital
The pandemic has accelerated the use of digital technologies among consumers not only
to facilitate communication, but also to meet basic needs, to access business services
seamlessly, and for entertainment While some part of leisure needs are now being met
at home through a range of subscription and ondemand services, customers looking to
engage in activities outside their homes will still be relying on digital far more to ease their
experiences. Touchless payments, app-based services and self check-ins and check-outs are
some of the technologies customers will be looking for when choosing a resort.

Discretionary spending
While lower disposable income among consumers is one of the challenges faced by the
hotels & resorts industry in attracting customers, separately from this there is the challenge
of reduced discretionary spending. In times of pandemic, people are inclined to spend less
and save more. With the possibility of an emergency expense being very real, the last year
saw customers reducing much of their discretionary spending globally. However, even as
we see signs of recovery on this front in some regions, spending may continue to suffer for
a while, especially in countries still dealing with new waves of the pandemic while much of
their populations are as yet unvaccinated.
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OPPORTUNITIES AND TRENDS
In spite of the impact of covid-19, the hotel & resorts sector is seeing signs of recovery in various
parts of the world (the United States, for example). This overall growth is likely to continue,
though businesses will have to adapt to government restrictions on travel and comply with
safety protocol in order to help prevent further outbreaks of the virus. In addition to meeting
the changing needs of customers, businesses will also need to manage operations and find
new sources of revenue amidst a changing business landscape. Here are some important
trends and areas of opportunity.
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Shifts in business
The hotel and resort industry needs to prepare itself to conduct its business operations
smoothly, efficiently and profitably in a world that is quite different today than it was before
the pandemic. Already emerging are interesting new business models and improvements
to processes that make organizations leaner and more resilient to change.

Pivots
Necessity is the mother of invention. And with traditional business models being rendered
completely inadequate and irrelevant in times of lockdown, hotels and resorts have found
ways to pivot towards completely new business models and new services and offerings.
All of these have in common the fact that they don’t rely on large numbers of customers
steadily pouring through the doors. Some hotels for instance have begun offering services
to people at home, complete with towels, bathing products, hotel quality sheets and care
packages. Still others are assisting travellers with their quarantine arrangements. Many are
upgrading their in-room services to include a wider range of entertainment and activity
options for guests. Others are including more outdoor sports opportunities or organizing
walks and treks.
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A lean, dynamic workforce
Most hotels and resorts have been compelled to downsize their staff on account of fewer
customers. They have further had to rethink their hiring strategy as well as the workforce
levels they are going to need in the future. Leaner and more agile teams are what hotels
and resorts are aiming for postpandemic, even as they’ve reassigned several staff members
to new departments. Businesses are also more likely to use contract workers or third-party
service providers that allow them to use a flexible and dynamic approach in their use of
human resources.

TECHNOLOGY TRENDS
FOR HOTELS AND RESORTS

1
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GPS-BASED SERVICES
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SOCIAL LISTENING
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Automation and technology in operations
One of the biggest changes to have emerged from the pandemic in terms of operational
changes in the hotels and resorts sector is the wider adoption of technology across
departments and functions to simplify processes and reduce the need for interpersonal
interaction both internally and externally. Everything from customer engagement to supply
chain management to hiring to bookings to safety management has been taken up a notch
through the use of technology. Health status apps are being used to keep track of important
health data of customers as well as staff; non-invasive thermal scanning technology is being
used at various entry points to further ensure safety; apps are being developed to communicate
important information on facilities and services to guests; and more.
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Expected growth in the luxury segment
Contrary to what many would have expected, the luxury segment will likely see considerable
growth in the coming years. According to the Fortune Business Insights, the segment is
expected to grow over $238 billion by 2028 with a CAGR of 104% during this period. This is
explained by the fact that the consumer base for the luxury segment has not been as hard hit,
The Resorts Sector Post-Covid| Opportunities and Trends and has in fact paused discretionary
and travel spending purely for lack of opportunity and safety concerns due to the pandemic,
and not for financial reasons. As restrictions ease, they will ramp up spending. Being more
socially and environmentally conscious than before, they will however be assessing their
choices for their commitment to sustainability and for shared values. Luxury resorts in exotic
locations are in particular expected to see a spurt in business.
Customer experiences
Going on vacation or planning a hotel or resort stay will involve considerable planning for
customers. They will be less likely to make decisions spontaneously and will carefully consider
the offerings, safety, privacy, and range of experiences they might expect at a hotel or resort.
While customers will be looking for novel experiences outside their homes, they have also
become accustomed to various technologies and a wide range of services already available to
them at home during the pandemic. Hotels and resorts will be expected to offer this and more.
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Technology-enabled experiences
Technology will be used both as a tool to facilitate the stay of customers, and as a way to provide
them with a high quality of customer service and other experiences. Here are some of the
specific technology trends in the sector that aim to provide customers with a great experience.

Customer touchpoints
The safety of guests and employees remains top priority in the focus on moving customer
touchpoints online and eliminating as far as possible the need for in-person interaction.
Self-check-ins and check-outs, communication with front desk staff via smartphone apps
and the adoption of biometric data tools for enhanced security during self-service are some
of the key trends being adopted by the sector. This is being done with a conscious effort to
retain a personal touch and not alienate guests. The convenience these technologies bring
to the experience will likely make it a permanent option guests will want even when the
pandemic is long over.

Personalization
While personalization as a part of demand generation and customer service has been
a trend in marketing across industries, the hotels & resorts sector is now increasingly
adopting customization tools in their communication and interactions with guests. This is
being done in part to provide balance to contactless service and other technology-driven
communications that might be taking the human equation out of business. Recognising
that many guests value interactions with staff and other guests, hotels and resorts are now
investing in technologies that ensure audience-specific communication, drawing from
guests’ previous experiences with the brand.
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AR and VR
Enhancing the experiences of potential guests through visually appealing content and
experiences, hotels and resorts are providing virtual tours that allow guests to experience
360 degree views of various venues in the resort or hotel, the ambience, the scenery outside,
views from terraces and so on. Augmented reality too is being adopted by the sector to
allow guests on location to use an app to better experience the venue by accessing relevant
information with ease.

Staycations
This trend which began in 2020 amidst severe lockdowns is likely to continue, as guests have
warmed up to the concept of experiencing a change of scene with additional comforts, without
an emphasis on activities, sightseeing or going out. Many of these staycations will be targeted
at residents who live in the vicinity or no more than a few hours away from the resort, since
the goal for many guests is to be able to take a break from their routine while still being able
to return to it with ease.

Hygiene and cleanliness
While following new regulations put in place in response to the pandemic, hotels and resorts
like all establishments in the hospitality sector have had to adopt new protocols on sanitizing
and cleaning surfaces and spaces. Customers looking to stay in resorts have already come to
expect this as a given and much more is desired. Resorts looking to attract potential customers
will have to appeal to a heightened sense of cleanliness and hygiene. Resorts that already pride
themselves in providing an extremely clean stay are going the extra mile. Electrostatic sprayers
for instance are being adopted to spray hospital-grade sanitizer in rooms, while dining areas
are being redesigned to allow for greater social distancing.
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Sustainability
Millennials are more socially and environmentally conscious than the previous generation, and
with them making up a sizable chunk of the consumer base for hotels and resorts, the need to
provide them with offerings that are sustainable is being recognised by the sector globally. This
was the case even before the pandemic, and is expected to remain a key consideration point
in the future as well. Businesses too are conscious of their footprint and constantly looking
for ways to manage their consumption while doing as little damage to the environment as
possible. Finding ways to reduce waste and energy consumption even if it means investing
in technology can provide meaningful long-term returns.
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LOOKING FORWARD
The hotels and resorts industry has faced enormous challenges as a result of the pandemic,
but many of these have been met with ingenious, sustainable, customer-focussed and
technology driven solutions that can take the industry into a successful new phase. The
industry can expect vaccine drives around the world to end the pandemic, even while
intermittent outbreaks will need to be managed. With the easing of restrictions, the return to
business will take off some of the financial pressure, even though the nature of business will
be considerably changed. New trends have emerged and important changes in customer
behaviour identified, providing opportunities to rethink old business models, to enhance
offerings through technology and to build truly sustainable businesses.
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