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Abstract
This research paper examined the strategic shifts adopted by the hotel and hospitality sector in response to reduced business commuting following the COVID-19 pandemic. By drawing on secondary qualitative data, the study explored how digital transformation and remote working models perform. It analysed evolving consumer expectations, which have reshaped operational practices. The literature highlighted accelerated adoption of cloud technologies, contactless services, and data-driven personalisation as hotels adapted to social distancing and changing guest behaviour. The analysis also identified significant workforce implications by including reduced commuting stress. It leads to heightened risks of social isolation and declining mental well-being among remote employees. Using established theoretical frameworks such as the Technology Acceptance Model and the Theory of Reasoned Action, the paper evaluated the drivers behind these behavioural and organisational changes. Findings indicated that while digitalisation enhances efficiency and guest experience, it also introduces new challenges requiring strategic responses. The study concluded with recommendations to strengthen workforce capability, operational resilience, and guest satisfaction in the post-pandemic era.
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[bookmark: _k8pgmnljxr4g][bookmark: _Toc221787703]1.0 Introduction
[bookmark: _thrt2obuoajh][bookmark: _Toc221787704]1.1 Outline of the contemporary theme 
The chosen contemporary theme enlightens the shifts in hotel strategies after the severe impact of the COVID-19 pandemic. The focus on digital transformation and contactless services has dramatically increased in the post-COVID era to address changing staff and consumer behaviour (Dixit, 2020). Overall, the prevalence of the COVID-19 pandemic has resulted in increased technological adoption, convenience, accessibility and seamlessness in the hospitality sector. 
[bookmark: _js0qaul1jlxv][bookmark: _Toc221787705]1.2 Background 
The hospitality sector plays a pivotal role in fostering an effective level of cultural exchange by assisting the foreign and domestic tourists in their stays and visits (Tribe, 2009). There are around 176,685 hotel businesses in the UK as of 2024.
The British hospitality industry has generated a total economic output of £69.5 billion, which is around 2.8% of the total UK economy and employed over 2.6 million people in 2024 (Researchbriefings.files.parliament.uk, 2026a). However, the global pandemic caused a significant decline in hospitality employment due to social distancing. According to the national reports, 39% of the workers in Great Britain work from home at least some of the time, while 26% of the workers are engaged with a hybrid working model, and 13% are working remotely (Publications.parliament.uk, 2026). Similarly, the hospitality professionals are also becoming increasingly concerned with remote working spaces. 
[bookmark: _4v4iekduwa2r][bookmark: _Toc221787706]2.0 Literature Review
[bookmark: _hog2aceje7e][bookmark: _Toc221787707]2.1 Increased technological adoption in the hospitality industry after the COVID-19 pandemic 
The prevalence of the COVID-19 pandemic has driven increased adoption of emerging technologies such as AI, Cloud-based tools and Information and Communication Technology (ICT). As stated by Iskender et al., (2024), the global pandemic has encouraged hospitality firms to adopt emerging technologies for creating a virtual workplace. The challenge of social distancing acted as a severe barrier to managing business sustainability during the pandemic period. This was the primary motive of developing a virtual workplace with the integration of ICT and cloud computing to allow workers to continue their work from home. However, several small to medium-sized enterprises failed to adapt to the technological changes due to financial and competence constraints. As argued by Parker, Bingley and Burgess (2023), many firms failed to adopt expensive technologies due to financial limitations during the pandemic period. As a result, this led to the closure of many small businesses. Although the post-pandemic era has brought a technological revolution, the high initial and maintenance costs of emerging technologies led to disruption, especially for small enterprises. 
[bookmark: _v3nj5s13ydk0][bookmark: _Toc221787708]2.2 Shifts in hospitality consumer behaviour in the post-COVID era 
The post-pandemic period displays significant shifts in consumer behaviour, which directly impact the contemporary hospitality industry. According to the qualitative study by Zade and Sethi (2024), hospitality digital transformation in the post-pandemic era has revolutionised consumer expectations. After the shift towards the behavioural characteristics of social distancing, consumers are more willing to experience seamless and convenient delivery of corporate services. The modern consumers have become more oriented towards experiencing a customised experience. Madare (2025) has investigated the effectiveness of cloud technologies in storing and managing large volumes of consumer data. While digital infrastructure in hotels addresses the consumer need for greater security, accessibility, connectivity and sensors, cloud-based tools drive personalised experience by analysing the needs of consumers. For instance, real-time occupancy sensors are a widely used digital technology to automate cleaning schedules in hotels. Additionally, online booking applications have enhanced the digital convenience of booking preferred locations and minimising long waiting times in front of desks. On the other hand, the quantitative research by Oğuz (2023) highlighted the heightened health and sanitation concerns as a primary shift in consumer behaviour in the post-pandemic era. 
[bookmark: _2ah1qzp0bv5p][bookmark: _Toc221787709]2.3 Impact of the COVID-19 pandemic on the commuting of hospitality employees 
The emergence of remote working models has become a significant trend of the post-pandemic era. While personalisation has become a growingly demanded behavioural trend of consumers, staff have become more oriented to remote and hybrid working models (Ons.gov.uk, 2026). According to the qualitative study by Oluwamayowa et al., (2024), the introduction to the virtual workplace during the global pandemic of COVID-19 has facilitated the continuation of organisational productivity. The COVID-19 pandemic acted as a massive catalyst for remote work with the introduction of ICT and cloud-based technologies. Similar to digital convenience, staff behaviour in hospitality has also been significantly impacted by increasing health and safety concerns. As stated by Ahmad and Osei (2023), the prevalence of the coronavirus pandemic has shifted consumer and employee behaviour towards increased health and safety concerns. For instance, Premier Inn has developed robust policies to develop a healthier and safer workplace. However, growing consumption of remote working may significantly hamper the mental well-being of employees, which threatens the integration of health and safety policies in the UK. As argued by Brady and Prentice (2025), working from home is a significant driving force of social isolation that, in turn, may cause anxiety and depression. On the other hand, Mamatha and Thoti (2023) reviewed remote working as an effective model of reducing commuting times and enhancing work-life balance. 
[bookmark: _ku85wup9pkcu][bookmark: _Toc221787710]2.4 Theoretical underpinning 
[bookmark: _ssgplb7xry9y][bookmark: _Toc221787711]2.4.1 Technology Acceptance Model (TAM)
The concept of TAM explains how users come to accept and adopt innovative technologies. It consists of two core principles, including Perceived Usefulness (PU) and Perceived Ease of Use (PEOU). According to this concept, PU is the belief that technology integration enhances performance, while PEOU is the belief that using technology is effortless (Astiti, Prayoga and Imbayani, 2023). The COVID-19 pandemic played a crucial role in promoting the perceptions of the usefulness of technology adoption. For instance, cloud computing has been perceived as a sturdy foundation for establishing a virtual workplace. As stated by Singh et al., (2021), employees adopted cloud-based tools to enhance their accessibility and flexibility in a virtual workplace during the coronavirus pandemic. Similarly, consumers adopted digital interaction channels to avail seamless interaction journeys. 
[bookmark: _4r60j8gz3vhz][bookmark: _Toc221787712]2.4.2 Theory of Reasoned Action (TRA)
TRA posits that the behaviour of a person is predicted by their intention, which is driven by attitude and subjective norm (Yadegari, Mohammadi and Masoumi, 2024). Growing health and wellness concerns in consumer behaviour have been driven by a positive attitude towards developing a healthier lifestyle and a social pressure to consume healthier products. The COVID-19 pandemic has boosted health and safety concerns among consumers to enhance immunity and nutritional eating. 
[bookmark: _bjzzeuf06and][bookmark: _Toc221787713]3.0 Method
[bookmark: _uxs9cyfx3qcz][bookmark: _Toc221787714]3.1 Data collection 
The study has applied a secondary qualitative methodology to investigate the shifts in hotel strategies in the post-COVID era. All the information has been collected by using a secondary data collection procedure. It has led to an effective process of retrieving qualitative information from the secondary sources such as journal articles, online articles, news articles, websites, and books. Secondary data collection is a cost-effective and time-efficient approach to accessing existing data (Cheong et al., 2023). 
[bookmark: _rssgg7w1411l][bookmark: _Toc221787715]3.2 Data analysis 
Data analysis is an essential technique to generate credible findings. The collected qualitative information in this study has been analysed by a secondary thematic data analysis process. Thematic analysis enables a rich and contextual understanding by analysing large volumes of data (Perera, 2023). Furthermore, the adoption of a deductive approach has directed the examination of existing concepts related to this investigation, such as the Theory of Reasoned Action and Technological Acceptance Model. 
[bookmark: _mrhg28yaqf1k][bookmark: _Toc221787716]3.3 Tools and frameworks 
The study has adopted the legal framework of the Data Protection Act 2018. This is an effective legal body to protect Intellectual Property (IP) rights (Legislation.gov.uk, 2026). Adherence to this legal framework has led to effective levels of access to secondary information. Google Scholar has been used as a significant database to highlight the existing knowledge in relation to the shifts in hotel strategies in the post-pandemic period. 
[bookmark: _Toc221787717]3.4 PESTLE Analysis
	Factors
	Analysis
	Impact on the organisation

	Political
	· Government-imposed lockdowns and travel restrictions reshaped mobility patterns (Haddawy et al., 2021.). 
· Public health policies increased pressure on hotels to comply with hygiene and safety standards.
· Government support schemes for businesses varied, affecting SMEs’ survival.

	· Hotels adopted stricter hygiene protocols and contactless operations to comply with regulations. 

· Increased investment in digital check-in/out to reduce physical contact. 

· Strategic shift toward domestic tourism due to fluctuating international travel policies.


	Economic
	· Decline in business travel reduced revenue from corporate clients.
· Rising operational costs due to sanitation, PPE, and digital upgrades.
· Inflation and labour shortages increased wage pressures (Oxford Analytica, 2022).

	· Hotels diversified revenue streams (staycations, wellness packages, long‑stay remote‑work packages).
· Greater focus on automation to reduce labour dependency.
· Adoption of hybrid pricing models to attract leisure and remote-working guests.


	Social
	· Consumers became more health‑conscious and hygiene‑focused.
· Remote and hybrid working reduced commuting and business travel demand.
· Increased preference for personalised, seamless, and contactless experiences.

	· Hotels redesigned services around wellness, cleanliness, and personalisation.
· Development of remote‑work‑friendly spaces (co‑working lounges, high‑speed Wi-Fi). 
· Staff training shifted toward digital skills and guest safety protocols.


	Technological
	· Rapid acceleration of digital transformation (AI, cloud PMS, mobile apps).
· Increased reliance on ICT for remote work and virtual collaboration. 
· Growth of data-driven personalisation and automation.

	· Adoption of cloud-based PMS, mobile keys, and contactless payments. 
· Integration of real-time occupancy sensors to optimise cleaning and operations. 
· Hotels invested in cybersecurity and digital infrastructure to support remote staff.


	Environmental
	· Increased demand for sustainable and eco‑friendly hospitality practices.
· Reduced commuting contributed to lower carbon emissions.
· Pressure on hotels to adopt greener technologies.

	· Hotels invested in energy-efficient systems and smart sensors. 
· Promotion of sustainable food options and waste‑reduction initiatives. 
· Marketing strategies emphasised environmental responsibility to attract eco‑conscious guests.


	Legal
	· Compliance with Data Protection Act 2018 for digital guest data (Legislation.gov.uk, 2026). 
· Health and safety regulations tightened post‑COVID.
· Employment law changes related to remote and hybrid working.

	· Hotels strengthened data governance and privacy protocols.
· Implementation of legally compliant hygiene standards (e.g., Industry Guide to Good Hygiene Practice). 
· Review of HR policies to support flexible working arrangements.



Table 1: PESTLE Analysis

[bookmark: _1wjqi8fcg4qp][bookmark: _Toc221787718]4.0 Theme impact analysis
Theme 1: The hospitality sector is embracing contactless technology to minimise physical interactions
The global pandemic of COVID-19 has revolutionised the traditional hotel strategies by making them more seamless and digitalised. The hospitality industry is rapidly adopting contactless technologies to enhance seamlessness and convenience. The hospitality sector embraced a cloud-based Property Management System (PMS) to enable mobile check-ins and check-outs for its guests (Lukanova and Dimitrova, 2024). For instance, as the largest hotel chain in the UK, Premier Inn has upgraded to Amadeus Hospitality Technology that integrates cloud-based PMS to enable a real-time view of the business operations (Amadeus-hospitality.com, 2026). 
Contactless transactions also exemplify the increasing adoption of digital technologies in the hospitality sector. For instance, around 94.6% of all eligible in-store transactions in the UK were contactless in 2024 (Home.barclays, 2026). The major motive of contactless technological integration in hospitality is to minimise physical interaction (Batabyal, D. and Das, 2019). As a result, the use of digital technologies has enhanced guest accessibility in the modern hospitality context. 
Theme 2: Emergence of the remote working model in the post-pandemic era 
The concept of TRA has proven that increased work flexibility and accessibility are perceived as the perceived usefulness of remote working during the COVID-19 pandemic. The post-COVID era has reduced business commuting stress for employees by establishing a remote working environment (Cooper and Hall, 2023). The emergence of the global pandemic led to the closure of many hospitality SMEs. 
The total number of pubs in the UK decreased from 55,400 in 2010 to 45,000 in 2024 (Researchbriefings.files.parliament.uk, 2026a). Social distancing and lockdown were the primary causes behind the closure of small hospitality firms. This contemporary hospitality issue gave rise to the remote working models to continue the operations and productivity. As of 2025, around 17% of the British workers aged between 30 and 49 years are found to be fully remote workers compared to 34% of hybrid workers (Publications.parliament.uk, 2026). Around 82% of IT professionals in the UK prefer to work remotely (Theemploymentlawsolicitors.co.uk, 2026). For instance, over 828,000 remote workers in the UK are currently struggling with mental health problems (Fenews.co.uk, 2026). Therefore, negative mental well-being remains a gap in remote working due to social isolation despite its effectiveness in maintaining work-life balance. 
Theme 3: Consumer behaviour in hospitality has shifted towards increased health concerns 
Social distancing and lockdowns were the primary drivers of enhancing health consciousness among the global population. Consumers in the contemporary hospitality industry are more likely to prefer healthier food and wellness amenities (Costa and Costa, 2022).. According to a national survey, around 93% of consumers consider healthier eating habits as a significant approach towards developing healthier lifestyles (Food.gov.uk, 2026). According to the Theory of Reasoned Action, healthier consumption has been driven by attitudes towards health and well-being and the social pressure of nutritional eating habits. Apart from sustainable food choices, the COVID-19 pandemic has increased the guest demand for sanitisation and cleanliness in their hotel stays. The UK hospitality sector complied with The Industry Guide to Good Hygiene Practice, which provides information on caterers' legal obligations and requirements to comply with good hygiene law (Ukhospitality.org.uk, 2026). This helps the hospitality industry enhance health and safety concerns to improve guest experience. 
[bookmark: _h8vh8ymidmby][bookmark: _Toc221787719]5.0 Conclusion
The report has briefly analysed the strategic shifts in hotel strategies in the post-pandemic period. The analysis has illustrated the rapid adoption of contactless technology in the contemporary hospitality industry to offer guests a seamless and digitalised experience. The integration of cloud-based devices has reshaped the lodging practices from traditional to more data-driven. Overall, growing digitalisation after the severe impact of the COVID-19 pandemic has driven personalisation in guest experience. The shift towards a virtual workplace during the global pandemic to maintain social distancing has resulted in excessive use of the remote working model. This strategic shift has lowered the commuting stress of employees. However, the study revealed that mental well-being is a significant gap in the remote working model. 
[bookmark: _y52y1aoooerd][bookmark: _Toc221787720]6.0 Recommendation
· Tailored staff training: The contemporary shift towards the development of a virtual workplace led to a remote working model in association with the emerging technologies such as cloud computing and IT. However, many employees, who are aged 40 and above, have less digital expertise to work remotely by dealing with complex ICT tools (Alexander, 2025). For instance, the UK employment rate fell by 424,000 between January-March 2020 and April-June 2020 (Researchbriefings.files.parliament.uk, 2026b). Lack of suitable competence is one of the major reasons behind joblessness during the pandemic. As of 2025, around 12.6 million adults lack basic digital skills in the UK (Committees.parliament.uk, 2026). The provision of tailored training can be an effective approach to address this limitation. The hospitality industry can integrate AI analytics in training programs to assess the diverse skill gaps of employees. This will help the hotel organisations upskill their employees to make them more suitable for virtual working environments. 
· Integration of real-time occupancy sensors: The implementation of real-time occupancy sensors can be a relevant technique to support growing health and cleanliness concerns of guests. Maintaining cleanliness in hotels has become a top priority to create a competitive edge by developing positive brand reputation and online reviews (Sharma, Singh and Tyagi, 2024). For instance, Marriott uses real-time occupancy to streamline its cleaning operations (Smart-density.co.uk, 2026). Real-time occupancy sensors facilitate the maintenance procedure by notifying staff about the used rooms and empty rooms. This can transform the manual cleansing schedules in hotels to a more demand-driven and initiative-taking sanitation. 
· Adoption of the hybrid working model: The study has revealed the negative impact of social isolation on the mental health of employees within a remote workplace. The hospitality firms can strengthen their focus on hybrid working models rather than fully remote working (Chkoniya, 2021). This will allow the full-time remote workers from the IT, sales, revenue management and digital marketing departments to combine in-office work with remote work. This will offer the staff a greater flexibility to balance their autonomy and social connection and eliminate the fear of social isolation. 
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