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SAFETY AND CRISIS MANAGEMENT IN HOTEL AND HOSPITALITY SECTOR  


Abstract

In this paper, the current challenges of safety and crisis management in the context of the contemporary hospitality industry in general and, in particular, health-related crises, natural disasters, and political instabilities are explored. Based on the PESTEL analysis, identify political, economic, sociological, technological, environmental, and legal factors affecting crisis management and response in the hotel industry. The paper is based on the examples of UK hotels and aims to critically examine how organisations have responded to these changes and risks, such as the COVID-19 pandemic, by establishing new securities, integrating the technologies into operation, and implementing sustainable management. It also emphasises that small hotels have restrictions when implementing the newest crisis measures. The paper finally provided future policy directions focussing on digitisation, sustainability, and staff development necessary to safeguard organisations against future shocks. It will also be relevant for the mentioned industry to implement such strategies to reduce the level of risks and ensure the industry’s stable functioning in the long term.


                                                                Introduction

In today's complex global society, the hotel and hospitality sector has dealt with many issues that significantly affect its performance and existence. Safety and Crisis Management is one of the most important themes of the contemporary world, encompassing disaster management, perception of risk, and control of dangers that threaten guests and personnel. As the range of health adverse events, including pandemics, politically instigated violence, natural calamities, and data breaches, is likely to grow, many hotels and hospitality sectors must establish effective frameworks to manage crises. This sector of hotels and hospitality is contradictorily customer-orientated and is highly sensitive to crises due to systemic needs of public confidence and absolute business continuity. A single event that requires little or no effort to actualise can cripple a brand in terms of reputation, solvency, and sustainability. Hence, solving modern safety and crisis management problems is not only a question of operations' efficiency but also one of competitive advantage and steadiness on the global level. This paper will look at safety and crisis management in the hotel and hospitality industry and evaluate its significance in relation to the organisation through the PESTEL framework. Thus, in this paper, by pointing out existing challenges and assessing the industry's responses to them, recommendations for prospective policies and management strategies that would protect the sector from future threats can be discussed.
Literature Review

Health-related crises related to the theme of safety and crisis management in the hospitality industry focus on the effects of epidemics and health emergencies on the operations of hotels (Aldao, Blasco, and Poch Espallargas, 2022). The outbreak of COVID-19 was a primary illustration of how health emergencies influence the hospitality industry significantly. According to Baum and Hai (2020), such crises translate into disruptions in operations and long-term changes in consumer behaviour, operational policies, and crisis management configurations.

Impact on Hotel Operations

Pandemics are unique threat events that have short-term and long-term impacts on hotels. Studies show that the hotel industry experienced a significant decline in occupancy rates, revenue per available room (RevPAR), and a huge loss in the tourism industry during the COVID-19 pandemic (Gössling, Scott, and Hall, 2021). Social distancing guidelines imposed through border closings and localised lockdowns greatly reduced the demographic audience reach and depressed the international hospitality industry. Baum et al. (2020) affirmed that many hotels had to shut down temporarily or work at partial occupancy, precipitating massive layoffs and revenue pressure. Due to these emergent health crises, the health sections of hotels had to embrace changes in dynamism and tighter health standards. Measures like washing, hand hygiene checks, contactless check-ins, and adherence to tactical measures of social distancing. Research shows that implementing these precaution measures was thrown into a new reality as rebuilding consumers' confidence emerged as critical in the post-crisis (Jiang and Wen, 2020). Social crises that are health-related force changes in operations due to compliance with governmental requirements on health and other requirements by guests, and this is a logistical and costly step for hotels.
Long-term Changes in Consumer Behaviour

Pandemics have a profound impact on customer behaviour, the main tendencies of which are concerns for safety and product hygiene. According to Jiang and Wen (2020), post-pandemic travellers made it a point to select hotels that are conscious of health protocols, including cleaning detectability and staff embarkation on sanitisation procedures. The trend that has quickly emerged is that consumers now care more about spaces' hygienic and safety standards than about luxury. Zenker and Kock (2020) noted that this behaviour shift had forced hotels to reinvent their value proposition around health security. Additionally, according to the same authors, health crises escalate the anxiety levels of travellers, and safety concerns will influence travel decisions (Cooper and Hall, 2019). There are extensive psychological effects of pandemics that are not easily overcome, and it can be frequently seen that concerns still arise in hotels in the form of guest complaints. Hence, its resolution is necessary to lure more visitors to the hotel. Health safety acknowledges that even as the hospitality industry bounces back, customers expect it to maintain high health safety measures, which permanently alter the hotel's operational policies.
 Strategic Crisis Management and Industry Response

Thus, the literature emphasises the best practices and lessons learned in the management of crises in response to health crises, suggesting that efforts directed towards the improvement of a nation’s health safety do well to include efforts or plans for economic revival (Clegg, Skyttermoen and Vaagaasar, 2021). Hilton Worldwide reported that in relation to COVID-19, the company and other hotel chains like Marriott International undertook massive efforts at formulating hygiene protocols in collaboration with health organisations and legal frameworks (Hilton Worldwide, 2020). Among those protocols scaled up during COVID-19 were increased sanitation, employee education, and the use of technology to minimise proximal contact. Such responses are useful in keeping operations afloat while at the same time preserving guest and employee wellbeing (Vargas, 2020). However, the literature suggests that the hospitality industry has not been able to address or manage the wider financial consequences of health crises adequately. Gössling, Scott, and Hall's (2021) study showed the industry's susceptibility to global shocks, pointing out that while operational changes were required, they also did not protect against global economic damages. The current global financial crisis revealed some weaknesses in readiness for large-scale health risks in the industry, translating to the necessity of better risk management models in the future.
PESTEL Analysis 

	To better understand the impacts of safety and crisis management on the hospitality industry, we will use the PESTEL framework, which analyses six critical factors: PESTEL political, economic, sociological, technological, environmental, and legal. According to Conrady and Buck (2007), these factors contribute to how the hospitality sector addresses crises and manages safety issues.
 Political Factors

Political risk and government policies are central concerns to crisis management in the hospitality business. For instance, during the COVID-19 crisis, the UK government put institutional measures such as mandatory lockdowns, banned international travelling, and physically separated people, transforming hotel operations dynamics (Gössling, Scott, and Hall, 2021). These government regulations were ever-changing, and the hotels had to adhere to these changes to avoid legal repercussions and protect the guests. Also, political interaction between the countries is essential in the tourism and hospitality industries (Tribe, 2009, p. 87). Political instabilities like Brexit in the UK made local and international travel unpredictable and unreasonable, thus lowering hotel occupancy rates (Gowreesunkar, 202, p 118). For example, political instabilities may deter international guests from visiting these regions, thus affecting the revenues. On the other hand, political leadership during crises can bring out solutions such as recovery strategies, such as the 'Eat Out to Help Out' scheme to revive hospitality in the UK after the lockdown (Hutton, 2020).
Economic Factors

Economic factors play a significant role in the nature and impact of crises on the hospitality industry. This is because customer demand depends on recessions, inflation, and changes in disposable income. According to BBC News (2021, p. 4), overall disruptions during the COVID-19 pandemic affected global economic downturns, reduced travel was necessary, and the UK hospitality industry lost more than £200 million weekly during the pandemic's peak. When the economy is robust, it creates favourable conditions for purchasing protective safety measures, both hardware and software, from training employees to better respond to a crisis in a hotel. However, this is not the case most of the time, especially when the hotels are experiencing hardships through which they cannot afford to spend more on crisis management training (Ford and Sturman, 2019). An example is the significant losses made by many UK hotels during the pandemic, which caused most of the hotel's workforce to be laid off and safety measures minimised.
Sociological Factors

Consumer demand and cultural shifts are sociological influences fuelling crisis management in the hospitality business. The most noticeable shift that took place during the length of the pandemic was the demand for safety and hygiene. A recent study by Jiang and Wen in 2020 observed that customers are now inclined towards hotels that observe high standards of cleanliness and hygiene. Furthermore, other cultural factors have impacted these features, including the increase in domestic holidays, known as 'staycations’, caused by the pandemic in the UK. As there were restrictions to travel across the international border, people in the UK were subjected to travel within the country, adversely affecting the rural hotels and accommodations (Zenker and Kock, 2020). This shift may emphasise that the changes in sociological factors and their consideration in crisis management are crucial in the hospitality sector for maintaining customers' trust.
Technological Factors

Civil society crisis management cannot be discussed without emphasising the importance of technology. With the help of technology, hotel companies can improve their safety measures and operational effectiveness. For instance, if many hotels had accepted touchless check-ins, payments, and digital room keys, they limited contact between guests and personnel, especially during the pandemic (Ivanov and Webster, 2019, p. 98). Machine and data learning have also grown to be crucial in facilitating the resolution of crises in the hospitality industry. Algorithms incorporated in predictive analytics allow hotels to determine potential occupancy levels to plan for staffing appropriately. For instance, Marriott International employs systems under the AI category with the purpose of correctly anticipating the activity of customers and controlling the impacts of a catastrophe (Zenker and Kock, 2020). Another technological improvement in communication, like the use of applications and notifications, also assisted the hotel industry in notifying guests about health measures, making them more comfortable with hotels during emergencies. Nevertheless, Yacoub and ElHajjar (2020) found that smaller and independent hotels in the UK generally face challenges when implementing such technologies since they cannot afford to invest in crisis management technologies as their larger-scale counterparts do.
Environmental Factors

It is well known that the hospitality sector is vulnerable to different external conditions, including natural disasters. Due to climate change, natural disasters such as floods, storms, and heat are more frequent, and therefore, crisis management is a crucial component of hospitality organisations (SHT, 2020). Britain's accommodation sector, and especially those establishments situated in coastal regions, stand at an increased risk of being affected by natural disasters such as floods, future increased tendency in sea levels, and extreme weather conditions that pose a threat to the hotels and hence call for adequate disaster management strategies to be put in place. However, environmental responsibility remains a matter of concern to the guests, thus making many guests opt for environmentally friendly hotels. This trend has entailed incorporating sustainability considerations into crisis responses, such as lowering energy usage and the amount of waste generated where occupancy is low (Baum et al., 2020). However, for the small hotels that make up a significant part of the UK market, embracing environmental initiatives to reduce the impact of risks is expensive; due to financial constraints, they cannot offer long-term support to the environment's ability to recover (Santos and Silva, 2019, p. 120).
Legal Factors

Safety regulation integration is essential in ensuring that hotels comply with safety measures during emergencies. There are legal standards for public accommodation, like the Health and Safety at Work Act in the UK 1974, which compels hotels to shield people from hazards. Non-compliance leads to fines and lawsuits and damages corporations' reputations. The GDPR also has an active role in crisis management concerning data privacy. With guest data being increasingly processed by electronic hotel systems, vulnerability to cyberattacks rises. Like other global organisations, UK hotels have experienced cyberattacks during crises, making it apparent why adequate data protection is crucial (Ertaş, 2023, p.105). The legal preparedness in these areas entails proper ways through which hotels would be able to address not only physical security for the guests but also the security of personal data in case of disasters.
Industry Responses and Impact

From a post-mortem analysis of the COVID-19 outbreak, some salient lessons are learnt about the hospitality industry's resilience and vulnerability amidst crises. Many big hotel brands like Hilton Worldwide started the "Hilton CleanStay," which provided new guidelines for the hotel's cleanliness and the guests' safety (Hilton Worldwide, 2020). This ensured that Hilton always kept its customers and was always in a position to respond to any new regulations on health. Similarly, the UK's Travelodge implemented the extensive travel "Travelodge Protect Plan" that strongly emphasised cleaning and minimal contact to guarantee guests' and employees' safety (Fachada, 2023). Even though these measures increased consumers' confidence, they made their implementation expensive, especially for the small hotels that could not probably put in place similar measures (Baum et al., 2020). Nevertheless, it was also possible to identify gaps in preparedness for crises. The organisation's impact on independent small hotels was significantly higher because they did not have adequate funds or technologies to invest. Several hotels could not enforce other high-level crisis management measures, leading to some retail firms shutting down permanently (Gössling, Scott, and Hall, 2021). This, therefore, points out an essential gap within the industry as to how it has been poor at managing crises.



Future Policy and Management Recommendations

Based on past crises, especially the current COVID-19 pandemic, the hotel and hospitality industry must prepare and plan for the future to allow for success (Costa and Costa, 2022). The following key recommendations aim to enhance safety and crisis management in the sector:
Embrace Technological Innovation

Technological progress is advancing at a fast pace, and this is accompanied by a number of options for the effective handling of crises. Hotels should leverage unmanned technologies, including predictive analytics, artificial intelligence systems, and automation, since they help minimise human contact during emergencies (McKinsey and Company, 2023). Mobile access technology for check-in and check-out, smartphone-based room keys, and chatbots for responding to guests' queries are no more luxuries. Future policies should also focus on big data applications that will help identify the tendencies of the occupancy rate in order to manage resources and be ready for the crisis.
Sustainability as a Core Principle

The sustainability topic is no longer marginal but a crucial component of future hotel management. Hotels can improve the approach to crisis management by using concepts like the 3Rs and combining the implementation of efficient energy systems along with cooperating with local providers (Legrand, Chen, and Laeis, 2022, p. 154). It is now possible to find ways to cut down its environmental impact through, for instance, minimising operational carbon footprint, which is a plus to gaining guests’ loyalty since more and more travellers seek environmentally friendly accommodations (EHL Insights, 2023). Long-term sustainability will be maintained through relevant policy formulations concerning the sustainable use of building materials and the establishment of resource-efficient operations.

Conclusion

Therefore, it has become clear that safety and crisis management are important components that can provide the corresponding stability to the operation of the hospitality industry. The PESTEL framework identifies weaknesses and strengths for managing change and uncertainties originating from political, economic, technological, and environmental forces in this sector. This is where hotels have no option but to hire new technologies, such as the application of artificial intelligence and contactless services, coupled with the incorporation of sustainability into the identity and processes to manage future likeliness. Improved methods of staff development and risk management will ensure that there will not be a huge setback to the hotels should anything go wrong. Thus, through these strategies, the safety of the guests will be enhanced while the industry operations will be placed on stable grounds in the event of fluctuations within the global market.
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