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Abstract
COVID-19 was a catastrophe for the global hospitality industry - the effect of which was observed not only in financial and operational aspects but also in the structural and workforce sectors. The Pandemic taught several lessons to businesses. This paper is prepared with the aim of exploring the responses adopted during the crisis, evaluating their effectiveness and finding out post-pandemic strategies that will be crucial for sustained recovery. The discussion thus centred around government support, technology integration and other implemented interventions. A literature review is conducted to gain insights from previous research publications. The methodology of this paper is qualitative secondary data based and for analytical purposes, content analysis and PEST analysis have been adopted. Recommendations are given in accordance with the analysis.
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Introduction
The hotel and hospitality industries all around the world have suffered from significant disruptions in operations and faced revenue losses due to the COVID-19 pandemic. Hence, the pandemic is regarded as one of the most infamous external shocks that the hospitality industry encountered (Chapman, Miller and Salley, 2021). As travel restrictions, lockdowns and other social distancing regulations were imposed, an intense number of businesses went out of business around the world including the UK. The COVID-19 pandemic henceforth was an unprecedented catastrophe that shook the core of the hospitality industry and the recovery from that shock is still ongoing. 
The paper intends to explore the impact of COVID-19 on the hospitality industry, the focus given on how the industry builds resilience, and the lessons learned from the crisis and entails a discussion on post-pandemic long-term strategies with a view to ensuring robustness in the sector. The Pandemic although unexpected and catastrophic in nature, brought into light various loopholes and vulnerabilities that existed in hospitality (Ntounis et al., 2021), emphasizing the integration of digitalization (Holl, Rama and Hammond, 2024), sustainable practices and flexibility in the business models. Furthermore, the Pandemic shifted the focus to sustainable tourism (Wu et al., 2021) as more emphasis is now placed on building resilience in the industry with eco-friendly initiatives and tourism models. 
That being the notion, evaluating the ways the hospitality Industry has dealt with the shock is significant in the study of hospitality crisis management. Based on this understanding, this research therefore delves into evaluating the strategies, the effective responses and the post-pandemic strategies that will ensure the continued success of the tourism and hospitality industry.
[bookmark: _Toc189341518]Literature Review
The pandemic disrupted the stability of the hotel and hospitality industry in such an unprecedented manner that the repercussions are still ongoing, and so are the recovery adaptations. The hotel and hospitality industry was one of the notable contributors to the UK’s GDP with the contribution being around 3% (Hutton, Foley and Irvine, 2022). Before the pandemic, the economic contribution of the hospitality industry was £59.3 billion, which in the year 2020 observed a decrease of almost 42% (Hutton, Foley and Irvine, 2022). Furthermore, the hospitality industry’s fall was 10% which for any other sector was within 7%. After most lockdowns and restrictions were lifted, the hospitality industry began to operate again however then faced with staff shortages. Even though the UK government brought the hospitality industry under furlough schemes, in 2022 around160000 jobs faced a staff shortages crisis (Hutton, Foley and Irvine, 2022). As many businesses shut down, the economic toll was drastic with a sales loss of around £110 Billion whereas before the pandemic the industry was generating around £140 Billion per year (Hood, 2022). Such financial distress emphasized the greater need for proper shock responses and recovery strategies. (Chapman, Miller and Salley, 2021). 
Rodríguez-Antón and Alonso-Almeida (2020) in their paper where they investigated the impact of COVID-19 in Spain’s hospitality industry proposed that along with protection measures, domestic tourism should be promoted in cases when international mobility is blocked. They further emphasized that building trust in tourists is mandatory and for that adequate branding is necessary. Support from the government and collaboration among public and private institutions are pointed out as significant as recovery strategies as well. The support from the government was instrumental in revitalizing the tourism Industry of Taiwan according to Wu et al. (2021). As soon as the Taiwanese government realized COVID-19’s negative impact on the tourism industry, short-term bailout schemes were offered and the entire recovery plan was divided into several phases to ensure long-term improvement. Ongsakul et al. (2022) in their research article investigated the changing preferences of tourists as COVID-19 brought about new themes into context. Their study highlighted that some specific dominant themes that were popular among tourists in the pre-COVID were being superseded as contemporary themes such as green tourism, reduced energy consumption etc. are being favoured by tourists. 
Gera and Kumar (2023) explored the resilience and recovery measures taken in different countries to combat the pandemic. PRISMA approach was implemented in the study and the findings suggest that in the survival phase the responses and preferences of tourists, support from the government, collaboration between government and businesses are crucial. These factors are necessary along with innovation to sustain recovery and long-term sustainability in the post-pandemic era. Furthermore. Several studies (Chatterjee and Chaudhuri, 2024; Dang and Nguyen, 2023; Holl, Rama and Hammond, 2024; María Dolores Flecha-Barrio et al., 2024) highlighted that technological innovations, supply chain linkage, service innovations, integration of AI in customer service, and sustainable actions such as reduction of paper waste- renewable energy etc. started gaining momentum among tourists in the post-pandemic era. Hence, to deal with such new demands in the hotel and hospitality industry along with sustaining recovery from the COVID-19 loss, digitalization and sustainable actions have been playing a crucial role (Holl, Rama and Hammond, 2024). 
Chapman, Miller and Salley, (2021) stated that the COVID-19 pandemic disrupted the status quo of the hospitality industry by pointing out the structural weakness. According to them the pandemic not only brought about social disruption, but it also created disruptions in how businesses operate, as a result, changing the business model in accordance with the prevalent “new normal” circumstances became critical (Tai, Wang and Luo, 2021). The journey towards resilience of the hotel and hospitality industry was critical, hence according to Utkarsh and Sigala, (2021) research on the responses and industry adaptations became severely significant for the industry, economy and employees alike. The question surfaced about what alternative measures could have been taken to prevent such revenue losses and discussions were raised to identify effective mitigating strategies. Along with that, this theme has to be studied to learn and find out recovery strategies that will not only rebuild the industry but also cushion it against such future shocks and disruptions.
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This study follows a qualitative approach. Data from several reputed and authentic sources such as journals, research articles, reports on hotel industries etc. are collected. Therefore, this research is a secondary study. The inclusion criteria for the collection of data were peer-reviewed journals, policy documents and other relevant documents that focused discussion on COVID-19 and the hospitality industry and the data collection was strictly maintained publications from 2020 and onwards. The exclusion criteria were irrelevance to the hospitality industry, pre-pandemic publications about the hospitality industry and blogs. 
The data collected were analyzed by implementing content analysis to classify the themes and draw connections and inferences. PEST analysis has also been used to analyse the political, economic, social and technological impact of Covid-19 on the hospitality industry and the influence of these factors on industry responses.
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In this part, PEST analysis is implemented to assess the impact of COVID-19 on the hotel and hospitality industry. 

Political:
Governments all around the world were bound to impose lockdown restrictions and other regulations in place so that the spread of the virus could be controlled (Pillai et al., 2021). Although the lockdown restrictions, travel ban etc. were to control the pandemic’s severity, the hotel and hospitality industry suffered great losses. Besides, in many regions, governments were not efficient in communicating the guidelines to the public- due to which not only did the number of infected people increase but businesses also suffered losses as their employees were being infected as well. Government indecisiveness and lack of prompt actions made many SMEs in the hospitality industry shut down abruptly (Gursoy and Chi, 2020). Although many governments provided schemes to support businesses, it was not sufficient to prevent businesses from shutting down (Smart et al., 2021). 
Economic:
The US hospitality industry suffered a loss of $30 billion whereas for the UK it was around a revenue loss of around £110 billion (Hood, 2022; Hutton, Foley and Irvine, 2022). Since the hospitality industry covers 3-5% of the UK’s business population, that economic fall reflected negatively in the GDP as well. UK government further implemented a traffic light system for tourists indicating the country with high, moderate and low risk. As the travel ban was imposed, the hotel occupancy rate dropped down to 37% which was 90% less than 2019 (Hood, 2022). Along with that, the inflationary pressure put an extra burden on the small and medium businesses, the result of which was the unexpected shutdown of businesses. 
UK Governments offered subsidies and other interventions furlough schemes to retain employees, VAT cuts on food and non-alcoholic drinks etc. (Szulc and Smith, 2021). However, the catastrophe was so severe that more than 12000 hospitality businesses were permanently closed from the start to the end of Pandemic (Perelli‐Harris, Chao and Berrington, 2023). Many reasons could be listed for such closure. According to several researchers (María Dolores Flecha-Barrio et al., 2024; Perelli‐Harris, Chao and Berrington, 2023; Smart et al., 2021) staff shortages, increased operational costs, disruptions in the supply chain, lack of customers to break even, sudden death of managerial people etc. were some common reasons behind this. The pandemic however brought about the concept of work from home which came as a boon for many employees especially working mothers. Many staff were relocated to different roles where they realized their potential. At the same time, the mass layoff created a huge crisis in the labour market that was rigorous to mitigate.
Social:
One of the key social impacts of the pandemic on the hotel and hospitality industry was a change in consumer behavior (Ntounis et al., 2021). The demand for contactless services increased as well as a willingness to visit less densely populated destinations. On top of that, due to travel restrictions, tourists were cancelling their bookings which caused inconveniences for both the consumers and businesses. To attract tourists in such circumstances, hotels and Airbnb started offering a free cancellation policy. However, the downside was the high cancellation rate impacting revenue greatly. Furthermore, the consumer’s preferences also shifted to clean and contactless services for which the operational cost increased (Casal-Ribeiro et al., 2023). Eco-conscious businesses are being favoured by tourists as the pandemic created a sense of responsibility among tourists which is one positive impact of the shock (Ntounis et al., 2021). Nonetheless, investment in sustainable initiatives requires large funding which is another reason for concern among hospitality business owners. Alongside changes in consumer preferences, changes are observed in the mental health of employees. Several employees complained of depression and job anxiety which was a critical issue the hospitality industry has to deal with (Zientara, Adamska-Mieruszewska and Bak, 2022) as the entire industry is based on human interaction. As employee mental health was compromised, the service quality declined as well - the customer on the receiving end complained about a lack of professionalism (Rahimi, Akgunduz and Bilgihan, 2022). This particular aspect calls for attention correspondingly.
Technological:
The pandemic shifted the focus to digital transformations in the hospitality industry. Digitalization paved the way for the long-term sustainability of the industry. Tourists prefer contactless check-in options, and chatbots to learn about information (Nikopoulou et al., 2023). The use of robot vacuum in the cleaning to keep the process human contactless surged in a great manner. Robot assistants and robot servers are also being introduced in many businesses. However, the use of technology in such cases replaces humans and this is where the conflict is observed between the human workforce and technology (Oğuz, 2022). On the bright side, technology introduced virtual tourism and augmented reality experiences for tourists enabling them to enjoy tourist destinations without being physically present there (Tai, Wang and Luo, 2021). Furthermore, industry 5.0 is being considered in the supply chain management will enhance the efficiency of the hospitality industry (Nikopoulou et al., 2023). Technology hence, since the pandemic, is considered as one crucial factor of the hospitality industry that can drive the industry to a path of enhanced opportunities and success (Casal-Ribeiro et al., 2023).
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In conclusion, it can be said that although the pandemic made the industry suffer great financial distress, it also opened new opportunities for the hotel and hospitality industry, the most notable being digital transformation. This paper intended to evaluate the impact of COVID-19 on the tourism and hospitality industry and the Findings suggest that government support, short-term bailout, and technological intervention were key aspects of recovery however, some challenges still remained since the disruption was drastic. To build long-term resilience and to be prepared for future crises, cooperation from the government, technological innovations and efficiency of the workforce will be critical.
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Based on the literature review and PEST analysis, some recommendations are provided with a view to making the hospitality industry more flexible and robust in dealing with future crises like COVID-19.
The hotel and hospitality industry must formulate a crisis management framework determining responses according to crisis severity. The crisis management framework should be a comprehensive and all-inclusive one specifically integrating financial contingency plans and workforce retention measures. Minor-medium-major crises. To establish a uniform framework, hotel and hospitality businesses should collaborate with crisis management experts and government policymakers. To create financial contingency plans financial experts must be involved and prepare a contingency plan that includes emergency funds, insurance, flexible supplier contracts etc. The workforce retention strategies must be communicated to workers. Since technology is driving today’s business world, digital transformation in the hospitality industry is inevitable and recognizing the importance of digital transformation, hospitality businesses should invest in Artificial intelligence, AR and VRs, robot technology etc. Industry 5.0 in the hospitality industry will provide personalized and sustainable experiences to consumers, hence investment for such breakthrough technology should be made to ensure the hospitality industry’s resilience and sustainability. Hotels can use AI chatbots and robot assistants in customer service. With the use of VR, virtual tours can be offered to the public, besides VR can be an excellent choice in offering an impressive digital experience while clients book tickets in hotels, resorts and villas. To facilitate this technology in business, partnerships with tech firms will assist businesses in implementing customized digital experiences in a short time. The pandemic affected hospitality workers' wellness badly. Hence proper measures such as wellness programs for employees, and training sessions to boost their potential should be implemented to retain the confidence of workers as well as build an efficient workforce. Flexible work models and financial support measures should be enforced so that the relationship between employers and employees gets better. As sustainable business models are now most sought after, hospitality businesses should also emphasize eco-conscious business practices in order to build long-term resilience. Governments should establish green hospitality guidelines. Businesses should invest in eco-friendly choices such as energy-efficient appliances, green buildings etc. Support from the government in this case will be instrumental in implementing the green initiatives. Governments can also facilitate sustainable tourism models through public-private partnership. 
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