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INTRODUCTION:
The travel and tourism sector are a big contributing factor towards the U.K. economy, contributing about 6.7% of all gross value added in the UK. However, since 2019 pandemic the sector has been heavily impacted, since the government-imposed travel restrictions both in the UK and worldwide.  (1) At the start of pandemic the occupancy of hotels in almost every region in the UK declined sharply, with room occupancy in the West Midlands at just 17% of available rooms in April 2020, compared to 71% the previous year. (2) Once the government restrictions have eased, the rate of recovery has varied across the UK. Greater London saw the weakest recovery of hotel room occupancy out of all the different regions, with only 20% of the room occupied in July 2020 compared with 90% in the same month last year. Further data also showed London had the highest rate of occupancy in 2019 prior to the global pandemic, which suggests recovery rate has been slow in the capital. (2) This essay is going to focus on the impact that COVID-19 has had on the Hotel industry, focusing particularly on Hotel Trinity’s employment and strategies adapted for rebuilding workforce.
Revenue Management (RM) in relation to hotels is normally driven by demand, and demand was hit quiet significantly during the pandemic. However, the core RM processes still remained relevant during the COVID-19 pandemic, with some components being more relevant than others. One study showed the aspects that remained most relevant include: business analysis, pricing strategy and demand modelling and forecasting. Logically, inventory and price optimization and setting booking controls are not as significant during the pandemic, as these are more directly demand related. Once the government restrictions start to ease, and hotels move into the recovery stage, data-driven decisions should be made accordingly. Factors such as change in consumer behaviour should also be taken into account and closely monitored. (4)
Employee lifecycle is an essential model used to identify the different stages at which the worker advances through a company. HR plays a vital role in optimizing employee’s potential during the cycle (3). There are numerous reasons why keeping track of the employee lifecycle is important, firstly it can be used as a guidance for employees to help them progress further in their career, as well as giving employers the opportunity to analyse data for further progression. There is often an overlap between HR roles and employee life cycle and the two are closely interlinked together. The general stages of the employee life cycle normally follow a set pattern. (15)
Attraction is the initial process and arguably the most important process, as without the initial attraction and retention of great talent your service or product is not worth its full potential. This stage also heavily relies on projecting its brand image in order to attract employees. There are various ways to build a good brand image, for example raising brand awareness. This can be done by attending seminars and conferences regularly, regular contributor or sponsor of popular industry magazine, websites and blogs. (16) There are various ways to improve the awareness of a hotel brand, for example advertising through google ads, influencer marketing, email marketing, social media marketing, however these costly processes are not ideal to adapt during a pandemic when Hotel Trinity would be looking to save on costs due to decrease in profits and revenue. (5)
The second stage of the employee cycle is the Recruitment process. During this stage company seeks out to hire the most talented, and best suited candidate for their organisation. There are various factors which need to be taken int consideration during the recruitment process. One of the best ways is asking for referrals from existing team. The candidate will already be known to the company, which enables recruiters to allocate the perfect match for the given role. (5) Recruitment process post-pandemic must be carefully assessed, as it will differ from the norm. Hotel Trinity must ensure to incentivise their staff when hiring as they may have been laid off, which can naturally decrease their motivation level. Alongside wages Trinity should also consider job security, flexibility and work-life balance in order to incentivise staff. Alongside this Hotel Trinity should also keep an open mind about return of labour who were laid off during the pandemic. It cannot be assumed that all staff member who were laid off will return. Instead, Trinity should look at ways to improve its brand image, which would in turn attract employees to make a return upon lockdown restrictions easing. (6) (17)
Followed by the recruitment process is the Onboarding process. This process ensures the new employee settle to the hotel’s work environment quickly and comfortably. During this stage key elements such as in-depth job roles, knowledge skills and behaviours required to succeed in the company is explained. Hotel Trinity onboarding process normally relies on in-person experiences, however post-pandemic procedures will have to be adapted in order to suit the new COVID-19 rules. (19) For example, adapting a mainly virtual onboarding process is a useful tool to utilise during this process. Although virtual, the onboarding programmes should still aim to be engaging and should focus on the company’s culture, compliance and clarification. Different web tools can be utilised to make this process a success, for example Group messaging tools (Skype for business, Microsoft Teams), Video conferencing software (Zoom, Go-To-Meeting), Ecommerce platforms etc. Alongside the housekeeping aspect, onboarding process is important to create a sense of belonging and further highlight the key roles of the employee. (7)
Once the employee has settled in and completed their onboarding stage, the Development stage then kicks in. During this stage main focus is on key skills developments through consistent encouragement, with an ultimate goal for further career development. (5) General key strategies adapted by companies include encouraging external learning, rewarding employee who learn in their own time, encouraging team members to be responsible for their own development etc. During the pandemic 70% of hotel employees have either been laid off or furloughed, therefore Hotel Trinity must now shift their focus on retaining their top-performing employees. As the government restrictions are easing, hotel businesses are finding it challenging and difficult to hire skilled talent. Hence, in order to avoid such catastrophe Hotel Trinity can prepare now by focusing heavily on retention strategy. One method of retention strategy includes reviewing workplace culture and engagement, this is key in order to support team morale. This is really important as higher team morale means increase in productivity. Although difficult to achieve during a pandemic, having an open forum for example, might be a good way to achieve higher team morale. (8)
Retention is followed by the Development stage in the Employee lifecycle. This stage focuses on keeping your top employees happy and content, by ensuring they are sufficiently challenged in their job roles. Culture of the company plays a vital role at this stage. Poor organisation culture means high employee turnover rate, resulting in high replacement costs regularly. There are couple of strategies which can be applied in order maximise retention stage. Firstly, hiring the right people is key, this can be achieved by recruiting top talent in the first place. Having an open communication as well as cultivating great relationships with your team are other fantastic ways to succeed at retention stage. (5) In relation to COIVD-19 Trinity has had to take different approach during the retention stage. Firstly, prioritising organisational flexibility has been key. As many hotel employees have been furloughed, this meant companies had to re-evaluate their work/life balance. For example, offering flexible schedule in order to accommodate for responsibilities like childcare. Capitalising on digital technology in order to resolve issues faster by sharing company news and updates via mobile phone apps. This also faster transfer of information, especially during a pandemic, helping staff be up to date about what is COVID safe. (9) (18)
Offboard is the final stage and it involves the exiting process and could be due to multiple reasons i.e. employee has a new job role, retirement, layoffs. This stage is equally important as the onboard process. This process must be carefully handled by the manager alongside HR professionals, in order to ensure exist process is smooth. During the exist process, companies should always ask for honest feedback, this can be done by carrying out exit-interviews. 
PESTLE analysis which stands for Political, Economic, Social, Technological, Legal and Environmental factors can be used to gain a macro picture of an industry environment. (10) Politically, food and accommodation sector which includes hotels has been one of the hardest hit sectors by the pandemic, as the government announced the lockdown in March of 2020. Alongside this, the restrictions on trading has seriously hindered hospitality business turnover. The combination of fixed costs along with accumulating debt, with persistent low revenues and cash reserves raised serious question of hospitality longevity. Factually speaking, hospitability sector was down by a massive 90% in April 2020 compared to February 2020. (11)
In terms of economic impacts, the unprecedented travel restrictions has had an impact on the hospitality sector. Tourism was down by 20% to 30% in 2020, in comparison to last year. (12) . Naturally the occupancy rate for Hotel Trinity was low during this phase. Schemes such as Eat Out to Help Out definitely helped to boost the hospitality sector, although it was still below the pre-pandemic levels. Furlough levels were at all time high during April of 2020, and there has been a direct correlation between national and local lockdowns and furlough levels, hence furlough levels fell significantly from April to October when the restrictions were relaxed. Hotel Trinity occupancy during this phase was relatively higher. (13) One study looked at the effect of COVID-19 on the Hospitality Industry, looking into different aspects it can affect. The pandemic contributed not just to physical stress but also the mental stress, fear of economic crisis and non-employability added to the psychological stress suffered from the employees in the hospitality sector. This study also showed the importance of understanding employee’s psychological factors, and the key role it plays in increasing the employee’s performance. Stimulating optimism, and creating a positive atmosphere is essential to promote employee well-being. (14)
In terms of Technology, it is quite evident there will be shift in consumer behaviour in the hospitality sector. Hotel Trinity will have to shift their focus more on investing in the digital infrastructure, as customers will prefer less interaction face to face, alongside an increase in hygiene standards. (14)
In conclusion, COVID-19 has affected Trinity Hotel and its employee’s in multiple ways. When analysing the impact it has had using the employee lifecycle model, it is evident that due to COVID-19 the cycle doesn’t follow the normal rules. For example, during the Onboarding stage which involves face to face trainings had to be modified to virtual trainings. Methods of communication had to be also modified as they were more digital rather than in person. (20)
Employee experience during COVID-19 has evidently not been the same, shifting from face-to-face roles to more virtual roles is something the employee’s have had to get used to. In order to rebuild the workforce Hotel Trinity will have to review its strategies post pandemic in order to increase their profit levels. For example, taking into consideration changes in consumer behaviour it might be worthwhile investing more on digital infrastructure as it adds more security to the employee’s job roles.
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