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Abstract
The proposed study explored the importance of safety and crisis management in the hotel and hospitality sector, specifically in response to the challenges posed by a lack of health and safety management. The study from the analysis has highlighted how the lack of health and safety standards exposed vulnerabilities in existing safety protocols, pushing the hospitality sector to opt for improved health measures in the form of enhanced cleaning procedures, training of their respective employees, contactless services, and social distancing policies. The study also examines the economic, social, and technological impacts of these changes, while discussing policy recommendations like it has been recommended to strengthen the crisis management systems in the hospitality sector.








[bookmark: _Toc179809920]Introduction
Safety and crisis management are significant in the hotel and hospitality sector. These aspects have become sufficiently important. The industry has been facing a significant amount of challenges when it comes to complying with the guest safety and trust, as they all are aware of the health-related crises (Ritchie et al. 2021). Since 2019, the hospitality sector has experienced a significant increase in health-related incidents. Furthermore, the pandemic, which began in late 2019, has had a substantial impact on the industry, which eventually forced the sector to re-evaluate its approach to safety and crisis management. In addition, it also exposed vulnerabilities in existing safety protocols and outlined the need for more rigorous crisis management strategies (Leta et al. 2021). Maintaining customer safety and trust via effective crisis management has become dominant, especially in an industry where competition has intensified over the last few decades (Leta et al. 2021). In addition, amid the pandemic, guests have now been listing health and safety when choosing accommodation, making it a key differentiator in the market. 
[bookmark: _Toc179809921]Literature Review
As discussed by Pavlatos et al. (2021), the hospitality sector has faced multiple hurdles over the last five years, with health-related crises opting out as a significant point for crisis that requires immediate attention. The current literature on crisis management in this sector dignifies a complex web landscape, where the hospitality sector looks in dire need of balancing safety concerns with operational efficiency and customer satisfaction (Zhang et al. 2020). According to Alzoubi et al. (2020), the primary reason the hospitality sector has historically over-looked crisis management is the dense competition within the industry, where hotels as far as revenues are concerned have little or in some cases no margin of error. Hotels and other hospitality businesses operate in a highly competitive environment where profit margins are often overlooked to gain momentum or for the sake of delivery good quality services (Zhang et al. 2020). 


Whereas, as mentioned by Japutra et al. (2021), when it comes to the effective application of detailed crisis management strategies requires significant time, effort, and financial resources. For many hotels, the immediate focus on maintaining competitiveness and enhancing revenue has often taken preference over long-term crisis preparedness. A similar notion has also been carried by Li et al. (2021), who stated that this short-term perspective has left many establishments vulnerable when faced with unexpected crises, such as the recent global pandemic. However, this approach has proven to be short-sighted. While listing immediate revenue generation seem beneficial in the short term, it results in catastrophic consequences when a crisis strikes (González-Torres et al. 2021). The pandemic has starkly dignified the significance of having strong crisis management protocols in place. Hotels that had invested in crisis readiness were better equipped to adapt to the rapidly changing landscape, potentially saving both lives and their business in the long run (González-Torres et al. 2021).
Lai et al. (2020), compared the pre and post pandemic crisis management strategies and from the analysis found that in the case of pre-pandemic crisis management strategies in the hospitality sector often focused on more traditional threats such as natural disasters, terrorist attacks, or food safety issues. These strategies typically incorporated standard emergency response protocols, evacuation plans, and basic hygiene practices. While these measures were important, they were often compromised to deal with the scale and nature of a global health crisis. Post-pandemic approaches to crisis management have undergone a significant transformation. The similar notion has also been echoed by Leta et al. (2021), who added that the industry has been forced to re-evaluate and expand its understanding of potential crises, specifically those related to public health. According to Bhuiyan et al. (2021), new strategies now encompass a wider range of scenarios and include more comprehensive health and safety protocols. However, unlike previous authors, Permatasari et al. (2022) added that there are still significant flaws in many of these approaches that need to be addressed one major flaw is the reactive nature of many crisis management plans. 


Further illustrated by Kim et al. (2022), improved cleaning protocols have become standard, with many hotels implementing more frequent and detailed cleaning schedules with the effective application of the hospital-grade disinfectants and focusing on high-touch surfaces. Contactless services have also gained prominence, with many establishments offering mobile check-ins, digital room keys, and contactless payment options to minimise physical interactions (Li et al. 2022). Also discussed by Oğuz, (2023), health checks have become another common feature, with some hotels applying temperature screenings for guests and staff, requiring health declarations, or even offering on-site testing facilities. However, Lai et al. (2020) took the different stance and stated that while these measures have helped to rebuild consumer confidence, they also present new challenges. The similar opposing argument was further carried out by Promnil et al. (2023), who used an example of applying protocols that are costly and time-consuming, potentially impacting operational efficiency. There are also privacy concerns related to health checks and data collection that need to be carefully managed. 
[bookmark: _Toc179809922]Application to the Hotel and Hospitality Sector
[bookmark: _Toc179809923]PESTEL Analysis of Hospitality Sector
[bookmark: _Toc179809924]Political
[bookmark: _Toc179809925]The health-related crisis has significantly shaped the political landscape for the hospitality sector, with governments all over the world having been busy applying numerous regulations, which have had far-reaching implications. In many countries like the UK, governments have been successfully imposing strict restrictions and quarantine rules to guarantee that the guests have having safe and secure stay (Dzambazovski et al. 2020). Furthermore, hotels under the new guidelines proposed by the countries have had to apply detailed training programs for employees, covering improved cleaning protocols, social distancing measures, and crisis response procedures (Vong et al. 2021). One such example is Marriott International, which in 2022 launched its Commitment to Clean program that incorporated developing and building a Global Cleanliness Council with the effective application of new technologies and methodologies to cleanliness to guarantee they are effectively fighting against the crisis (Marriott, 2024). However, Pennington-Gray et al. (2024) mentioned that these new safety management requirements have also placed a significant burden on workforce management. Furthermore, many hotels in the UK like Ritz London have had to limit staff numbers amid decreased occupancy rates while simultaneously increasing training requirements for remaining staff (Vong et al. 2021). 
Economic
The economic impact of the healthcare crisis on the hospitality sector has been cruel. According to the World Travel & Tourism Council (WTTC), the global travel and tourism sector suffered a loss of almost $4.5 trillion in 2020, with its contribution to global GDP dropping by 49.1% compared to 2019 (World Travel & Tourism Council, 2024). In the United States alone, the American Hotel & Lodging Association reported that hotels lost more than $46 billion in room revenue in 2020 (Shapoval et al. 2021). The impact of reduced travel demand has been devastating, all this was faced amid compromised health related policies that were exposed because of the pandemic (Shapoval et al. 2021). In addition, many hotels in the UK like Marriott and Ritz London experienced occupancy rates below 20% during the height of the pandemic, compared to the industry average of around 66% in 2019 (Roberts, 2021). The dramatic decrease in demand led to widespread job losses, with the World Travel & Tourism Council dignifying that 62 million jobs were lost in the global travel and tourism sector in 2020 (World Travel & Tourism Council, 2024). As a result of this, in the wake of the crisis management strategy, the hospitality sector have had to invest in improved cleaning equipment, and PPE for staff, and often redesign spaces to accommodate social distancing (Lee et al. 2022). For instance, Hilton Hotels estimated that its new CleanStay program has costed the company more or less around $50 million in 2020 alone (Hilton, 2021).
The proposed notion has also been echoed by Baqaee et al. (2022), who quoted the economic theory of supply and demand and articulated the challenges faced by the sector. The sudden and severe drop in demand, coupled with the relatively inflexible supply of hotel rooms, led to a significant decrease in room rates and revenue. The proposed situation inter-links with the notion of price elasticity of demand, where the hospitality sector, typically considered to have relatively elastic demand, saw an unprecedented shift in its demand curve.
[bookmark: _Toc179809926]

Social
 Guests now have been listing the hygiene and safety to an unprecedented degree forcing hotels to adapt their services and communication strategies (Fan et al. 2022). According to Maslow's Hierarchy of Needs, pre-pandemic, many travellers focused on higher-level needs such as self-actualisation and esteem when choosing accommodations (Cui et al. 2021). However, since, 2020, there has been a shift regarding the focus back to basic physiological and safety needs (Cui et al. 2021). Many travellers now expect to see visible cleaning processes, readily available hand sanitizers, and staff wearing PPE (Kim et al. 2021). For instance, a survey by Hilton found that 78% of travellers expect to see more frequent cleaning and disinfecting of public spaces. However, this focus on hygiene and safety has also led to new challenges (Hilton, 2020). Some guests report feeling less relaxed due to constant reminders like omnipresent sanitising stations and masked staff, which has created a delicate balance for hotels between guaranteeing safety and maintaining a welcoming, hospitable environment (Cui et al. 2021). 
[bookmark: _Toc179809927]Technological
 Technologies in the shape of AI-driven sanitation, digital check-ins, and contactless payments have moved from being innovations to supplies (Marques et al. 2022). For instance, Hilton Hotels expanded its Digital Key technology, which has eventually allowed the guests to check-in, choose their room, and access their room using their mobile devices (Renascense 2024). This technology, which was already in development saw accelerated application amid to its ability to limit or control the physical contact points. Furthermore, with the effective application of such technologies, Marriott International was able to improve its mobile app to include a Mobile Key option and the ability to make service requests without visiting the front desk, which also offered mobile chat and guest requests via their app in more than 3,000 hotels (Marques et al. 2022). The proposed notion inter-links with the Diffusion of Innovation theory, where the lack of health-related management policies acted as a catalyst for the rapid adoption of these technologies across the industry. 

[bookmark: _Toc179809928]Environmental
 Many hotels have had to increase their use of disposable materials to meet heightened hygiene standards, potentially setting back previous progress in sustainability efforts (Filimonau, 2021). For instance, hotels like Ritz London have reintroduced single-use toiletries to limit or control the hazard of cross-contamination, reversing previous trends towards bulk dispensers (Ritz London, 2024). Similarly, the use of disposable masks, gloves, and cleaning materials has increased significantly, which inter-links with the concept of the throwaway society, where convenience and safety are listed as priority over environmental concerns. For example, Accor Hotels has maintained its commitment to eradicate single-use plastics despite the pandemic, instead focusing on increased cleaning and disinfection of reusable items (Accor Hotel, 2024). Similarly, Six Senses Hotels Resorts Spas has continued its sustainability efforts, including producing its hand sanitizer to reduce plastic waste from commercial products (Six Senses, 2024). 
[bookmark: _Toc179809929]Legal
The legal landscape for the hospitality sector has become significantly composite in the wake of Safety and Crisis Management. New regulations regarding health safety compliance have been introduced in many jurisdictions developing additional compliancee (Hu et al. 2021). For instance, in the UK, hotels face potential legal action from guests who claim to have exposure to any unwanted health related issues. In addition, the UK has introduced the Health and Safety Act, where just like employees, the guests will also be covered, and the hotels will be considered responsible for taking the sufficient measures to protect the guests from any unwanted health related issues (Hu et al. 2021).

[bookmark: _Toc179809930]

Evaluate Future Policy and Management Options
The Safety and Crisis Management has exposed significant vulnerabilities in the hospitality sector's crisis management systems urging them to introduce policy and management practices. As a result of this, the key policy recommendation is the development of flexible crisis management systems, which should be crafted to respond not only to health-related crises but also to a broader range of potential threats like crafting detailed response plans that can be quickly applied to different scenarios guaranteeing that hotels have the potential to react swiftly and effectively to future crises (Vong et al. 2021).  However, there are certain challenges while applying this. For instance, hotels like Ritz London lack the resources to develop and maintain complex crisis management frameworks. There's also a risk of over-preparing for specific types of crises at the expense of overall operational flexibility (Zhang et al. 2020). As a result of this, to mitigate these concerns, the industry associations are asked to play a significant role in developing standardised crisis management templates that are to be customised based on the needs and preferences of the individual hotels (Zhang et al. 2020). 
Likewise, the second policy recommendation is the development of stronger collaborations between hotels and health authorities, which will guarantee that hotels are always up-to-date with the latest safety standards and are in a position where they can quickly apply new measures accordingly (Kim et al. 2021). For instance, hotels like Marriott and Orchid Hotel can work in partnership with the local health departments to craft regular inspections and certification programs, which will eventually offer the guests additional assurance of safety. However, there are certain challenges associated with this such as partnerships also lead to increased regulatory oversight, potentially adding to the already substantial compliance burden faced by hotels (Kim et al. 2021). There's also a risk that differing standards across jurisdictions might be developing confusion for both hotels and guests, specifically for international chains like Holiday Inn. Therefore, when it comes to mitigate these concerns, there are required to be efforts to be made to harmonise standards across regions and countries where possible (Vong et al. 2021).


The third recommendation can be the effective application of technology, which will help to improve safety (Marques et al. 2022). For example, thermal cameras to be used to detect guests with elevated temperatures, while AI algorithms will be added to analyse patterns of movement and interaction to identify potential outbreak hotspots. While these technologies offer significant benefits, they also raise important privacy concerns (Marques et al. 2022). As a result, to mitigate these concerns, the hotels will need to carefully balance the use of health monitoring technologies with guests' rights to privacy and data protection. 
[bookmark: _Toc179809931]Conclusion
To summarise, hotels that have crisis management plans in place are generally better equipped to apply to the rapidly changing landscape and also are considered to be competitive as compared to their struggling competitors failing to comply with the crisis management plan. However, even well-prepared establishments often found their existing plans insufficient to deal with the scale and duration of the health and safety crisis articulating the need for more detailed and adaptable strategies. In addition, innovation and technology have emerged as crucial tools in improving or injecting the resilience within the hotel sector. The rapid application of contactless technologies in the form of mobile check-ins and digital room keys has not only countered immediate safety concerns but also accelerated the industry's digital transformation. These innovations have the potential to improve operational efficiency and guest experiences beyond the context of the current crisis. 
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