


Industry responses for shocks and recovery in hospitality and tourism


Abstract
This conference research paper explores on the example of Budapest Marriott Hotel, how the hospitality and tourism industry facing of various shocks during their operation. Shocks are outsider facts for example pandemics, economic crises, natural disasters, technological changes, for example AI and automation on staffing. The hospitality and tourism industry are vulnerable due to shocks, but by analysing industry responses to past disruptions, the research identifies key points for recovery strategies and sustainable practices that promote long-term resilience. The worst industry shock was Covid-19 pandemic to recover it from. It was a global crisis spread the hugest transformation on industry across. Current study shows on the sample of Marriott Hotels, -especially Budapest Marriott- how the industry adapted the role of sustainability in the recovery process, outline and how to provide insights ensuring long-term resilience. 

Introduction 
The importance of the hospitality and tourism industry is very wide, as they are providing food services and accommodation also contribute economy to create jobs, boosts local businesses, generate revenue from domestic and international visitors in this way for some countries it became essential income source. Because of the infrastructure is elemental for tourism has impact on transportation. Providing relaxation opportunities by leisure and entertainments, in that way it improves quality of life. Helps to maintain global connectivity between people, workplaces, businesses, and supports cultural value exchange by opportunities to discover different cultures, also by people visiting the heritage of historical sites. (Science Direct, 2021)
During their operation there occurs many benefits, however they not only put positive impact on globe (creating loads of waste, water and energy usage are negative factors), they are also sensitive from those pressures from the world puts on them.
For hospitality industry most unexpected shock was CODIV-19 pandemic. COVID-19 virus reported first in 2019 originally from Wuhan China, respiratory virus to attach human airway cells, caused thousands of deaths and long-term health issues. (Ciotti et al, 2020) Impact on industry was major for example travel bans, reduced demand, operational shutdowns. Budapest Marriott Hotel serve the public since 1944, in the heart of the capital of Hungary. This hotel is part of the Marriott International Hotel chain has meeting rooms and rooftop terrace and has 342 rooms and 22 suites, SPA and fitness centre. They have strong connection to local farms and businesses to provide authentic culinary experiments. (Marriott Budapest, 2025) On their website they immediately offer mobile check-in on their app, is a proof of the technical improvement related to industry shock pandemic.  Green key hotel certificate holder for ecofriendly, environmental and sustainable business. (Budapest Marriott Hotel, 2025) Sustainability has become priority post-COVID for many costumers, because environmental concerns and Marriott shaped that into the recovery plan. It has more focus on eco-friendly practices (less plastic and waste, controlled water and energy usage) and return to local communities. 


Literature review 
Natural disasters impact infrastructure damage, supply chain disruption, and sudden closure. Response business continually planning, rebuilding strategies, and support local communities. In terms of pandemic situation there was new laws and restrictions created by Governments which are deeply affected the number of travellers. The decreased visitors leaded to massive financial losses in tourism and all related businesses for example Airlines, restaurants. As interest in travel vanished and losses are increased in business millions of jobs were lost or furloughed across the sector. The new health and safety concerns required new protocols and measures from the industry that may concern costly and time-consuming. It all requires new adaption and meet different expectations for consumers satisfaction, to counterbalance the loss of the industry. (Davahli et al., 2020).
Mobile check-in become a central feature during pandemic, to reduce physical interaction between front desk and guests. It involves keyless entry to rooms, by using their smart phone. For hygiene protocol Marriott introduced "Marriott's Commitment to Clean' called technology which is about to track and provide sanitation on most surfaces. (Conference Hotel Group, 2020) Marriott Hotels use UV-C cleaning as newest technology for surfaces since 2020. (CNT, 2020) Contactless payment system is available for less physical contact also in-room technology allowed guest to request extra services for example if they are short of fresh towels. Marriott has plan to begin to reduce physical contact with surfaces for improved convenience to integrating voice-activated assistant in guest rooms, and allowing to control their lights, room temperature or TV for example. Real time data collection and data analysis was more important as the industry has certain challenges what never happened before so response and keep everything in hand and in time was key elements to control the occurring new situations as lower interest in travel and stay in hotel. Marriott find air quality important, so they implemented advanced air filtration system to control indoor air quality and reduce pathogens to prevent to spread germs. (Aero Guardians, 2024)   
As everyday protocol crisis management was taking part of operation commitment to clean and use hand sanitizer, disinfectant and hospital-grade cleaning in all over the hotel such as guest rooms to public areas. Social distancing and wearing (PPE) personal protective equipment (face masks, disposable gloves) required to wear for employee became mandatory. Temperature checks and health assessment before entering workspaces -especially- for front of house staff was elementary to provide safe environment without to spread the virus.  Smart meeting rooms and hybrid meetings are announced for demanded interest for virtual meetings occurred pandemic, as the social distancing became mandatory for months. (Lai & Wong, 2020).
During and after pandemic Marriott remained transparent regarding their communication and addressed booking and cancellation policies more flexible than before to maintain and build trust. During their operation Marriott also engaged with local governments and kept update by public health safety standards. (Boukhaoua & Habbache, 2024)
Marriott has adopted flexible staffing model; in details it meant adjustment to the demanded areas and constant support on employed people in quarantine or on furlough. Employee Assistant program offered mental support and counselling also financial guide to help staff to navigate uncertainty caused by Covid-19 crisis. Financial decisions became very important by reducing cost wherever it was possible (operational cost, salaries and bonuses, delay non-essential projects) Marriott tapped into its credit facilities to bolster liquidity. To manage best the financial downturn Marriott emphasized capital discipline and adjusted property portfolio and temporary closing certain hotels and reopening others based on demand forecast. (Jiang, 2023)
Sustainability in recovery integrated sustainability helps post-crisis recovery for example waste reduction, eco-friendly practices and low or zero carbon mission. Marriott reassesses and refine its long-term strategy focusing to sustainability and diversifying its revenue streams, focusing on long-terms stays and experiential travel. (San & Noronha, 2022).
Marriott’s CEO Arne Soerson was visible through the pandemic for stakeholders and employees also guests and monitored evolving situations to adapt changes rapidly. (Forbes, 2020) 

Methodology 
The aim of the study is to present the pressures on the hospitality industry. The collection of material started on the most global topic of the recent past. Data collection was fundamental for this study, all the source helps ensure the current findings are realisable and valid. Sources are from secondary data collection, means used already existing data which collected and by other trustful professionals.  All the references are available online sources such as academic journals, reports and case studies on other archives and databases. As soon is the research topic and problem was outlined data was gathered about from it. The collected data was stored and handled by researcher ensured privacy and confidentiality are maintained. For analytical technique qualitative data, mainly content analysis was used where current study examined written and spoken themes, and grounded theory where theories based on data and findings. (SCRIBBR, 2022) Framework analysis used PEST (Political, Economic, Social, and Technological) to find out external factors.


Theme impact analysis     

To know how to adapt first Marriott must understand guest preferences and new expectations. After the shock of pandemic new travel behaviours, health and safety concerns and different quality of services were required. Main task to analysing guests prioritise can better understand how to engage and satisfy them. Marriotts first strategy was to increase customers confidence by focusing on guest experience and building trust. Since the whole industry was suffering from the crises of COVID-19 was major to adapt to new trends for Marriott for example remote work packages, high speed internet, comfortable workspace station). (Jinkyung, 2022)
Marriott Hotels recovery first started to their understanding new guest preference towards the services. To identity their concern reviews and feedback analysis helps better understand new travel behaviours and expectations for service and health and safety. By analysing those data’s bring clearer picture about priorities of guest interest and shows the direction for the business. Building trust and online engage existing and targeted customers by Marriott Bonvoy Loyalty program (Marriott Budapest, 2025), clear communication, offering flexible booking methods and personalised services cancellation policy updates to retain customers. The emphasis here is on online. (Shin & Perdue, 2022) As remote work became necessary during pandemic post-pandemic remains popular Marriott introduced long-term stay and remote packages and provided more related services for example high speed internet and comfortable workspaces for ‘digital nomad’ called remote workers who prefer to stay in hotels from destination to destination. Covid-19 opened a new target market for industry to engage whom remote workers and local getaway travellers. (Colomb & Gallent, 2022)
The other human aspect to look of the employees Marriotts must investigate about the change of staff morale and need. Addressing new concerns flexibility at workplace, more health-oriented work environment and training to new protocols became of need. Maintaining motivated staff increased engagement of employees, their wellbeing is essential for internal business needs. (Promila Agarwal, 2021) Marriott’s marketing strategy pointed on topic of sustainability, health and safety, personalised services and flexible travel options. Their messages to customers was clear from cleaning commitment and safety measures dominantly. After Marriott's understand how important is to have future crisis management related to staffing challenges, financial and supply chain challenges they adjusted their operations to refine future disruptions. 
By analysing Marriott Hotels focusing on the fact that COVID-19 pandemic happened there was three main political factors, such as Government regulations: banned and or other travel restrictions, lockdown, social distancing measure are significantly limited the Marriotts operations, especially on the international markets. However, as most of the businesses also Hotels received financial support provided by governments, so it was beneficial in process of recovery. Policies for example quarantine and different entry requirements (face masks, hand sanitiser) made impact on Marriotts business, and the business recovery depended how and when the governments open the borders or ease restrictions. As the pandemic triggered a global economic recession for example high unemployed rate, lower income for many people and businesses, and less spend on travels. (Yu & Xiao, 2023). 
 This meant Marriotts revenue decreased on a very unstable market. Corporate business travellers shifted to remote workers leaded to less booking from the segment, but the meantime interest about other services such as virtual meeting events increased. Restrictions were ease as soon as most of the people got vaccinated, but full recovery took years to fully recover depending on factors of economies conditions, inflation and consumer’s interest. Pricing as economical factor is relevant to attract guests, that is in tightly detached to Marriotts recovery process after post-COVID. Social factors are the consumers changed behaviour for example people might prefer to stay in more private, separated self-contained accommodation like Airbnb, and this trend might not go away even after years, lead to decrease hotel demand.  (Karima et al, 2022)
Response health protocols (social distancing and sanitation, flexible booking policies and digital solutions for example contactless check-ins. Cleanliness conscious travellers are more cautions because of Health and Safety concerns became essential. (Yu et al, (2022). Economic shocks impact reduced spending, lower demand for luxury services, increased competition, Response cost-cutting measures, diversification of services for example digital services and more long stay.  Interesting fact to discover a suddenly increased market segment related to COVID-19 which is a blend of business and leisure segments (called "bleisure) who is more likely to stay longer but with benefits of remote work conditions as Wi-Fi and booking flexibility. (Walia et al, 2023). Marriott’s most important task is after COVID-19 to regain and assure guests trust, for this clear communication is a role player to that about their hygiene standards, reshaped the industry practices. (Shin & Kang, 2020). 
Technical shifts impacts are increased use of digital platforms like Airbnb, automation replacing traditional roles. Response adoption of digital transformation (AI, virtual check-ins) and rethinking traditional hospitality models.  Help of the technological innovations for example digitalisation. Automatic and smart systems, future technological developments helped the industry to adapt to shocks. (Ivanov, 2022). Because Marriott's are established its use of digital technologies (contactless check-in/out, mobile rook key, digital customer service) it is all helps to follow the new path of COVID-19 consequences. (Elkhwesky, El Manzani & Elbayoumi, 2024). Driving hospitality and tourism to foster sustainable innovation: A systematic review of COVID-19-related studies and practical implications in the digital era. Tourism and Hospitality Research, 24(1), 115-133.) In XXI. century people are paying attention to digital platforms so important technological factor to keep all the online and virtual experiences interesting and entertaining. Online attraction is important too.  AI (artificial intelligence) and automation is knocking on the door, there’s technologies can significantly improve operations and guest experience, and helping in recover for Marriotts. (Alotaibi & Khan, 2022).

Conclusion 
The Covid-19 pandemic was negative impact on industry in general, but Marriott’s adoption was multifaceted to protect health and safety, customer trust and financial stability. All technology-driven innovation shows from shocks and responses can be long-term new systems, and clear communication played crucial role to maintain customer relations. It has changed a lot towards health protocols, and consumer preferences and new operational challenges but the market constantly changes anyway. Marriott Bonvoy loyalty program to change more flexible was beneficial to make the members feel more valued during the restrictions and after. Marriott’s focus on health protocols, staff wellbeing and customer satisfaction at the same time helped them to recover more efficiently than other industry competitors. Economic recovery depends how different the location, region and how hotels or hotel chain navigated economic crises and see some strategies. Preparation for future disruption is essential for business to maintain resilience, quick adaption and thrive throughout uncertain times.

Recommendation
Current recommendations are for Marriott Hotels to regularly update existing crisis management plans means flexibility and encourage hotels to develop and minimize effect of future crises, and preparedness helps to keep their operations running smoothly. Risk management include financial forecast, flexible credits, contingency funds are better positioned if disruption occurs. Business can mitigate affect by having multiple sources of income. Sustainability suggests the integration of more sustainability practices, such as energy-efficient systems and waste reduction initiatives but it not only help for the Marriott Hotels to recover, also enhancer for brand reputation, engage the eco-conscious guests and return goods to local community as well. 
Covid-19 pushed many hospitality businesses to sell and serve on digital platforms. Marriott did well on social media to establish and maintain gust interest by putting on focus to advertise and promote their beliefs and values, this tendency is recommended to continue post-COVID also. Technology recommendation is to adopt advanced technologies like AI and automation to streamline operations and can also reduce Marriott’s costs. Considering AI as a technical aid in the daily operations of the hotel is not only a trend-follower, but it could also reduce the number of staff employed, but they can also offer and create great personalized services for guests. Staff training, and more focus on employee wellbeing advised for Marriott hotels to focus on reskilling their workforce to adapt to new technology (digitalization) and business needs. Training employee for new roles can help to adapt them to the new business models if crisis occurs in future. Diversified revenue streams encourage Marriott hotels to offer flexible services such as wellness or remote work accommodations to increase resilience.
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