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[bookmark: _Toc213773037]ABSTRACT
This study investigates how the UK hospitality industry responded to the COVID-19 crisis, examining its operational and financial disruption, recovery strategies, and the long-term implications for policy and business continuity planning. Using a qualitative methodology based on secondary data, including government reports, industry publications, and academic literature, the research identifies key themes: pandemic-induced disruption, adaptive recovery strategies, and gaps in resilience planning. Findings reveal that larger firms leveraged digital tools and workforce investment, while smaller businesses relied on informal, short-term measures. Government support played a critical role in short-term survival, but policy lacked forward-thinking crisis preparedness. The study highlights significant disparities in recovery capacity across regions and business types, reinforcing the need for integrated, risk-aware planning frameworks. Recommendations include embedding contingency planning into national policy, supporting SME digital transformation, and formalising local public–private partnerships. The research contributes to understanding post-pandemic transformation in hospitality and informs future crisis response and sector resilience strategies.

Table of Contents
ABSTRACT	2
1.0 INTRODUCTION	5
1.1 Background of the Study	5
1.2 Relevance	6
1.4 Problem Statement	7
1.4 Research Aim	7
1.5 Research Objectives	7
1.6 Research Questions	8
1.7 Rationale	8
1.8 Outline of Dissertation	8
2.0 LITERATURE REVIEW	10
2.1 Introduction	10
2.1 The Short-term Interruptions of Hospitality Business and Demand.	10
2.2 Business Adaptation and Strategic Response in the Hospitality Industry.	12
2.3 Tourism Policy risk, Crisis and Future.	14
2.4 Research Gap	15
2.6 Conceptual Framework for the Research	15
3.0 METHODOLOGY	16
3.1 introduction	16
3.2 Research Philosophy	16
3.3 Research Paradigm	17
3.4 Research Approach	17
3.5 Research Methodology	18
3.6 Research Strategy	18
3.7 Sampling Method	19
3.8 Data Collection Methods	19
3.9 Method of Analysis/Interpretation of Data.	20
3.10 Ethical Considerations	21
4.0 ANALYSIS OF FINDINGS / DISCUSSION	22
4.1 Introduction	22
4.2  Disruption to Operations and Finances in the face of the pandemic.	22
4.3  Adaptive Recovery and Organisational Resilience.	25
4.4 Policy Gaps, Risk Preparedness and Future Resilience Planning.	27
5.0 CONCLUSIONS AND RECOMMENDATIONS	30
5.1 Conclusions	30
5.2 Recommendations	30
5.2.1. Hospitality policy pre-crisis risk planning mandate.	30
5.2.2. Invest in local government-business recovery.	30
5.2.3. Enlarge the digital infrastructure and education of SMEs.	30
REFERENCES	31
APPENDIX	37




[bookmark: _Toc213773038]1.0 INTRODUCTION 
[bookmark: _Toc213773039]1.1 Background of the Study
The COVID-19 pandemic created one of the most serious crises for hospitality in modern times (Office for National Statistics, 2021). Global restrictions on travel and health measures caused a sudden stop in bookings and income. Hotels restaurants and event businesses had to close for long periods. The industry is very dependent on face to face service and international movement which meant that it was highly exposed to disruption (Sigala, 2020). In the United Kingdom the sector was one of the hardest hit. Businesses closed and many employees lost their jobs. The return to normal operations was slow and uneven (Office for National Statistics, 2021).
Research shows that the pandemic was more than a financial shock. It exposed structural weaknesses in the industry. Tourism activity almost collapsed worldwide when restrictions were applied to more than 90 percent of the global population (Gössling et al., 2020). This decline spread across supply chains in the UK where catering and accommodation services were dependent on visitor flows. The crisis also had social effects because workers were displaced and consumer behaviour changed in lasting ways (Baum and Hai, 2020).
Responses to the crisis were not equal. Larger companies with stronger resources were able to move some services online and keep customer contact. Smaller companies did not have the same capacity. Digitalisation became a survival tool for those who had already invested in it (Sigala, 2020). Other small and medium sized enterprises survived by relying on community links and flexible labour practices (Alonso et al., 2022). Studies also show that financial resilience was critical. Firms with liquidity and capital reserves were better prepared to withstand disruption than those that depended only on short term adjustments (Wieczorek Kosmala, 2021).
At the level of towns and cities recovery was influenced by place based strategies. Destinations that built on local identity and cultural resources recovered more quickly and were able to rebuild visitor trust (Ntounis et al., 2021). Coordination between local government and business was also important. Destinations that combined public health measures with targeted support for firms saw better results (Hall et al., 2021).
The pandemic also revealed weaknesses in national policy. Tourism strategies were focused on economic recovery but often ignored risk planning. This left the sector open to future crises (Awasthi and Nain, 2021). Behavioural changes among tourists created further challenges. Visitors became more cautious and placed higher value on hygiene and safety standards (Jiang and Wen, 2020). Earlier work suggests that crisis management requires preparation before the crisis stage but many governments and businesses entered COVID-19 without plans for such disruption (Ritchie and Jiang, 2019).
The experience of COVID-19 shows that the UK hospitality industry is both vulnerable and adaptable. The shock revealed problems in labour supply financial security supply chains and policy support. At the same time, it showed that resilience is possible through digital tools local engagement financial planning and integrated policy responses. These lessons now shape the question of how the sector can recover and prepare for the future.
[bookmark: _Toc213773040]1.2 Relevance
The hospitality sector is one of the largest employers in the United Kingdom and a major contributor to the economy. The impact of COVID-19 showed that the industry is highly vulnerable to global health and travel disruptions. This makes the study of recovery strategies important for both academic and practical reasons. The crisis highlighted gaps in planning financial resilience and policy support (Wieczorek Kosmala, 2021). It also showed that visitor behaviour has changed with stronger focus on safety and trust (Jiang and Wen, 2020). Research is needed to understand how businesses adapt in practice and how policy can reduce risks in the future (Awasthi and Nain, 2021). By focusing on the United Kingdom this study provides insight into recovery strategies in one of the most affected markets and contributes knowledge that is useful for future crises and long term sustainability.
[bookmark: _Toc213773041]1.4 Problem Statement
Despite gradual reopening and governmental support, the UK hospitality sector still has to endure critical issues. The employment rates in the accommodation and food services sectors remain lower than the ones before the pandemic and the number of job vacancies is still large (Office for National Statistics, 2025). There are escalating costs of energy and suppliers that have increased costs of businesses and decreased profit margins (House of Commons Library, 2025). These economic strains plus labour deficits are the causes of instability in recovery. It is also reported that most small and medium sized business do not have organized long term plans on how to deal with a disruption in the future (Alonso et al., 2022). This implies that resilience is still lopsided within the sector. It is not easy to project future performance since there are no regular planning frameworks and very little research has been done on post pandemic adaptation. This research gap in the available evidence warrants the research which evaluates the development of recovery strategies and their ability to enhance long term preparedness.
[bookmark: _Toc203816920][bookmark: _Toc213773042]1.4 Research Aim
To assess how the UK hospitality industry is recovering post-pandemic and what strategies are emerging to ensure resilience.
[bookmark: _Toc203816921][bookmark: _Toc213773043]1.5 Research Objectives
1. To evaluate the impact of COVID-19 on the operational and financial performance of UK hospitality businesses.
2. To examine recovery strategies employed across the industry post-pandemic.
3. To assess the long-term implications for policy and business continuity planning.
[bookmark: _Toc203816922][bookmark: _Toc213773044]1.6 Research Questions
1. What were the key operational and financial challenges faced by the UK hospitality industry due to COVID-19?
2. What recovery strategies have been adopted by hospitality businesses in the UK?
3. How can the sector build long-term resilience against future crises?
[bookmark: _Toc213773045]1.7 Rationale
This study is important because the hospitality sector in the United Kingdom remains under pressure even after the reopening of the economy. Previous studies show that recovery is not only about returning to operations but also about learning to adapt and building resilience (Sigala, 2020). Firms that lacked financial planning or digital tools were more likely to fail which highlights the need for deeper analysis of adaptive strategies (Wieczorek Kosmala, 2021). Policy gaps have also been identified with limited planning for future risks (Awasthi and Nain, 2021). At the same time consumer expectations have changed with greater demand for safety and trust in service (Jiang and Wen, 2020). By analysing these challenges the study provides value for both academics and industry leaders. It connects evidence from the crisis to lessons for long term sustainability and offers practical insights for strengthening resilience across the UK hospitality sector.
[bookmark: _Toc213773046]1.8 Outline of Dissertation
I. Chapter One gives the introduction. It explains the background of the study the relevance the practical experience the problem statement the aim the objectives the research questions the rationale and the outline.
II. Chapter Two gives the literature review. It presents key themes in published research about the pandemic impact on hospitality. It explains how businesses responded to the crisis how policy supported recovery and what gaps remain in current knowledge.
III. Chapter Three describes the research methodology. It sets out the philosophy approach and design. It explains the use of qualitative secondary data and thematic analysis. It also considers sampling strategy and ethical standards.
IV. Chapter Four presents the findings and discussion. It shows the results of the analysis and compares them with ideas from the literature. It highlights patterns of recovery strategies and their implications for resilience.
V. Chapter Five presents the conclusion and recommendations. It states how the research aim and objectives were met. It explains the contribution of the study the limitations and practical suggestions for businesses and policymakers.


[bookmark: _Toc213773047]2.0 LITERATURE REVIEW
[bookmark: _Toc213773048]2.1 Introduction
The literature review will serve the research goals by identifying the available literature on the impact of the COVID-19 crisis on the UK hospitality industry, as well as the strategies implemented by the industry to overcome the crisis and the policy implications.The academic databases used in the literature search were ScienceDirect, Google Scholar, ResearchGate, and the online library of the University of Wales Trinity Saint David.The keywords that were used in the literature search were the following: COVID-19 UK hospitality, recovery strategies during the pandemics, hospitality resilience UK, and policy implications during the COVID-19. These were chosen to represent the intersection between crisis impact, response, and planning.Inclusion criteria included sources published in English language and focused on the UK and the hospitality management. The priority was discussed through peer-reviewed articles, government reports and industry publications that were not concerned with the UK or ones that did not provide empirical evidence or those published prior to 2020. This made the review up to date and industry specific.

[bookmark: _Toc213773049]2.1 The Short-term Interruptions of Hospitality Business and Demand.
The COVID-19 outbreak led to a sharp disruption in the hospitality systems around the world and the United Kingdom was not an exception. The travel and social bans imposed by the government resulted in an abrupt decrease in the revenues of bookings and jobs. Gössling et al. (2020) describe that non pharmaceutical measures including travel bans and lockdowns caused the greatest impact on tourism since the Second World War. Over ninety percent of the world population was restricted and in the UK this stopped local and international movements. The reliance of the hospitality to physical presence made it a weakness structurally that was immediately revealed.Baum and Hai (2020) believe that the pandemic was a social, not only an economic crisis that changed the labour markets and consumer relations. They emphasize that in the past the health outbreaks were confined by space and time but now COVID-19 was global and long term. Osei and Thomas (2023) build on this by demonstrating that the UK operators had the largest decline in the number of people participating in work and revenue over the decades since the record commenced. In their analysis, they discover that the recovery of demand was slow even after the restrictions were eliminated due to consumer uncertainty and inflation of prices.
Aigbedo (2021) discusses the problem of disrupted supply logistics by unpredictable lockdowns. Based on the simulation data he suggests that the hospitality supply chain is very reliant on mobility and coordination that were unsuccessful with permanent policy changes. Sharma et al. (2022) affirm that the imbalance of demand and supply led to an instability mostly in the long run especially in small businesses which had no storage and liquidity. This opinion also coincides with Wieczorek Kosmala (2021) who discovered that poor financial planning increased the shock.

According to the Office for National Statistics (2021), approximately 1.6 million hospitality employees were on furlough in April 2020 indicating the level of operation paralysis. The figure subsequently decreased with the loosening of restrictions but the information indicates that it is based on state assistance and not natural market revival. According to Pillai et al. (2021) and Alonso et al. (2022), this reliance diminished strategic learning because most of the firms were only targeting survival. Highly Catching the initial phase of the pandemic revealed a crisis in the industry not only in terms of loss of income but also in terms of weak business models policy fragmentation and poor resilience planning.
[image: ]
Number of employees on furlough in the accommodation and food service activities sector, UK, March 2020 to May 2021 (Office for National Statistics, 2021)
[bookmark: _Toc213773050]2.2 Business Adaptation and Strategic Response in the Hospitality Industry.
The COVID-19 crisis compelled hospitality companies to reconsider operations and models of survival. The companies in the United Kingdom took different approaches that revealed significant differences in digital capacity financial capabilities and organisational agility. Sigala (2020) clarifies that online solutions became a primary survival strategy to companies that already had online tools when other businesses found it hard to adjust. Wynn (2023) continues to state that digitalisation was from most cases reactive and disjointed as opposed to being strategic, indicating that the vast majority of firms did not have information technology plans.Parker (2023) claims that small businesses adopted simple online applications like mobile ordering or electronic booking due to the cost constraint and low levels of digital literacy. Such measures enhanced productivity, but failed to revolutionize operations. This complements Alonso et al. (2022) who discover that community connected the owner involvement and short decision lines instead of innovative advancement made small firms resilient.
There were also uneven financial reactions. According to Wieczorek Kosmala (2021), companies that had capital buffers and professional risk plans performed better as opposed to those that relied on short term adjustments. According to the House of Commons Library (2025), most small hotels and restaurants were heavily dependent on government grants and furlough to stay afloat and removed the incentive to change business models. HM Government (2021) acknowledges that the national policy was initially aimed at reopening rather than long term competitiveness. The persistence of labour shortages supports this pattern as the House of Commons Library (2025)reports that the food and accommodation sector recorded 79,000 vacancies in the three months to May 2025 representing 3.1 vacancies per 100 workers compared with 2.3 across all industries.
[image: ]
Hospitality vacancies are below pre-pandemic levels by House of Commons Library (2025)
Jones (2022) concludes that not many tourism recovery plans associated the crisis experience with the long-term structural change. This is in line with Sharma et al. (2022) who note that companies reinstated business without fixing supply chain shortcomings. The facts indicate that UK hospitality sector was tactical and short-term when it comes to adaptation. Strategic resilience implies that digital financial and organisational change must be incorporated instead of responding to pressures of a crisis in ad hoc fashion.
[bookmark: _Toc213773051]2.3 Tourism Policy risk, Crisis and Future.
The COVID-19 compelled the re-evaluation of risk and crisis management in the tourism policy of every country of the world. According to Awasthi and Nain (2021), the pandemic showed the severe gaps in preparedness. They compare South Asian and UK policy frameworks and find that they rely on economic stimulus and give insufficient attention to the health and safety planning. This paper has suggested the incorporation of epidemiological risk models into tourism master plans so that destinations could predict future disruption. The UK government documents have also acknowledged this necessity of policy change as they state that a majority of recovery efforts were primarily reactive as opposed to preventive (HM Government, 2021).Ritchie and Jiang (2019) offer a model of crisis lifecycle that splits the management into pre crisis response and post crisis stages. They demonstrate that the disruption results in slow and less coordinated recovery in situations when the destinations do not plan ahead. This framework has not lost its relevance following COVID-19 since most tourism policies were focused on reopening rather than coming up with systematic risk monitoring. Jones (2022), concurs that UK recovery plans were based on reinstating the economic activity without long term contingency planning.Jiang and Wen (2020) unveil a behavioural perspective of resilience and state that the key policy priority should focus on psychological and social aspects. They find that the perception of travellers regarding their safety and the perception of hygiene currently takes over the decisions of travelling. These behavioural changes necessitate the use of new risk communication approaches that have increased trust and not marketing and pricing. According to Pillai et al. (2021), the issue of resilience has more to do with open information and trustworthiness than with finances.The suggestion of Awasthi and Nain (2021) is that the governments will institutionalise risk forecasting and adaptive learning in the tourism governance. This is replicated by Hall et al. (2021) who call towards the integration of public health and tourism planning. Collectively these studies show that the policy in future should be able to connect the economic recovery and risk intelligence behavioural knowledge and institutional readiness to achieve real resilience.
[bookmark: _Toc213773052]2.4 Research Gap
Previous research has examined the operational financial and policy impacts of the pandemic on global and UK tourism yet few studies combine these elements into a single analytical framework. Existing work tends to isolate issues such as finance or digitalisation without linking them to long term adaptation (Sigala, 2020) (Wieczorek Kosmala, 2021). Little is known about how local organisational and behavioural responses interact to create resilience over time. This gap shows a need for integrated research focused on the adaptive processes of the UK hospitality industry to explain how recovery evolves into sustained preparedness.
[bookmark: _Toc213773053]2.6 Conceptual Framework for the Research
This study applies a multi dimensional framework that links operational disruption strategic response place based recovery and risk governance. Resilience is seen as an adaptive process shaped by organisational resources policy direction and behavioural change (Hall et al., 2021). The framework connects immediate crisis reactions to long term restructuring within hospitality systems. It positions resilience not as an end state but as continuous learning that strengthens the ability of businesses and destinations to manage uncertainty and transform after disruption. This structure guides analysis of how UK hospitality recovery pathways evolve after the pandemic.
Review some key theories on the topic. 


[bookmark: _Toc213773054]3.0 METHODOLOGY
[bookmark: _Toc213773055]3.1 introduction 
This chapter explains the research methodology to be used in the achievement of the aim and objectives of the study which is to determine the extent to which the UK hospitality industry has recovered following the COVID-19 pandemic and what are the emerging strategies to help its survival on a long-term basis. The areas of discussion include philosophical basis, research paradigm, methodology, strategy, data collection, sampling, analysis and ethical considerations. It is a qualitative and interpretive approach, which bases on thematic analysis and secondary data. It will enable a profound study of trends, reactions and recovery models in the complexity of the real world of a post-pandemic hospitality industry.
[bookmark: _Toc213773056]3.2 Research Philosophy
The research philosophy that is used in this study is interpretivist. Interpretivism acknowledges the social construction and subjectivity of reality as opposed to be fixed and measurable in an objective manner. It presupposes that knowledge is socially constructed during the process of social interaction and that the meanings, which individuals and organisations attribute to their experiences, influence it (Saunders et al., 2019; Flick, 2020). Since the recovery of the hospitality industry after the pandemic is tightly interconnected with human choices, the perceptions of the stakeholders, the interpretations of the policies, and the changes in the organisational adjustments, the interpretivist lens is the most adequate. It enables the researcher to have several realities; the ones articulated in official government reports, official industry reports and academic commentary, instead of searching one factual truth.
The interpretivism approach has been selected due to the purpose to comprehend how and why various players in the hotel industry adjusted to the COVID-19-induced challenges, not what has changed. Such an orientation justifies a subtle definition of the concept of resilience as a financial or operational concept; however, it is also a behavioural and strategic process that plays out differently depending on organisations and locations (Gray, 2018).
[bookmark: _Toc213773057]3.3 Research Paradigm
The study is framed within a qualitative and constructivist paradigm as per its philosophical foundation. Constructivism presupposes that the process of knowledge creation occurs due to the interaction of a researcher and the research context (Flick, 2022). It is specifically important in analyzing the perspectives of stakeholders in the hospitality sector in understanding recovery, develop strategies and from disruption. The qualitative paradigm is also naturally adaptable, contextual and can be used to describe the lived experience and meaning-making processes that statistical approaches can fail to capture (Saunders et al., 2019).
In the research where one aims to investigate the changing circumstances that have high contextual complexity, like the business adaptation after the pandemic, qualitative methods are favored. Here, it is focus on depth over breadth, on comprehending the richness of organisational response, but not on quantifying it (Flick, 2020).
[bookmark: _Toc213773058]3.4 Research Approach
In this dissertation, inductive research approach is used. Induction is the process of making inferences based on certain observations to generalised assumptions and theory construction (Saunders et al., 2019). Induction, in contrast to deductive reasoning, which attempts to test a priori hypotheses based on theory, tries out emergent themes and ideas in data without a priori assumptions. The strategy is appropriate in the dynamic and rather under-theorised situation of the UK hospitality industry post-COVID-19 recovery.
Since the pandemic is changing and no structures on long-term hospitality recovery are developed, an inductive approach will aid in an open-ended investigation of the data. It helps the researcher to detect trends in business reaction, policy intervention and market change that might not be well explained in the scholarly literature (Gray, 2018).

[bookmark: _Toc213773059]3.5 Research Methodology
The research design used in the study is qualitative research design (secondary data). The qualitative research is suitable when the aim is to comprehend processes, behaviours, and meanings as opposed to measuring variables. It enables deep, descriptive research of such phenomena that are context- and complexity-dependent, which are the main characteristics of the post-pandemic move in the hospitality industry (Flick, 2022).
The secondary qualitative data sources (e.g., government publications, industry reports, academic journal articles, and media content) will give the analysis an extensive credible base. It is especially useful when the change is quick, and the first hand data collection can be hindered by the access, resources, or ethical issues (Gray, 2018). It enables using a multi-source perspective of reality, combining the knowledge of the experts and experience in the organisation(Heaton, 2004).
[bookmark: _Toc213773060]3.6 Research Strategy
The method of research will be document analysis. Document analysis can be described as the systematic study of the existing written works, which allows extracting the meaning, patterns, and themes (Flick, 2022). It is an appropriate approach to this research since it will enable its researcher to seek abundant textual information generated by various parties such as government agencies, trade organisations, think tanks, and scholars who have examined the different facets of recovery in the hospitality industry.
Through reading policy papers, statistical briefs, industry white papers and peer reviewed research studies, the researcher can triangulate the views and enrich the interpretation of resiliency strategies. According to Flick (2020), document analysis is most effective when it comes to investigating the institutional or sectoral response in particular because it captures how sense is made in official communications.
[bookmark: _Toc213773061]3.7 Sampling Method
Selection of secondary data sources was done through purposive sampling. In this non-probability sampling, a researcher selects sources with utmost relevance to the research questions in a deliberate manner (Saunders et al., 2019). The selection of documents was done with the help of such criteria as credibility (e.g. a source by government or academic) or relevance (i.e. dedicated to UK hospitality and COVID-19 recovery) or recency (20202025).
The interpretivist and qualitative orientation of the study can be associated with purposive sampling since it is more oriented towards depth of understanding rather than generalisability (Flick, 2022). The strategy is not focused on having a general-purpose representation of all potential documents but focuses on high-quality, information-rich texts that can provide an understanding of organisational, policy, and behavioural aspects of resilience.

[bookmark: _Toc213773062]3.8 Data Collection Methods
The publicly available, high-authority secondary sources were used to gather data. They consisted of reports published by the Office for National Statistics (ONS), reports published by the UKHospitality and government strategy documents (e.g., the UK Hospitality Strategy 2021), as well as academic journal articles that were found in databases like Scopus and Google Scholar. Some of the search terms included hospitality recovery COVID-19 in the UK, tourism resilience after the pandemic, and hospitality adaptation strategy in the UK.
Inclusion criteria were made prioritizing the English-language publications that were published after 2020 and specifically dealt with the recovery or resilience and strategic change in the UK hospitality industry. Documents discussing other industries and countries were excluded, along with promotional or non-evidence-based documents. In doing so, this process guaranteed that the obtained data were directly adjusted to the purpose of the research and were analytically sound (Gray, 2018).

[bookmark: _Toc213773063]3.9 Method of Analysis/Interpretation of Data.
The thematic analysis is applied in the study in order to explain the data gathered. Thematic analysis is a qualitative analysis technique that allows a researcher to determine, examine, and report patterns or themes in data (Braun and Clarke, 2021). It is flexible but provides an opportunity to take a systematic approach to the data coding and categorisation which is appropriate in the context of interpretivist, inductive paradigm of this dissertation (Bell et al., 2022)
The analysis followed the steps of the model by Braun and Clarke (2021), familiarisation with data, creation of preliminary codes, theme search, theme reviewing and refining, and theme defining and naming. Themes were generated based on recurring matters that were seen in a number of documents- such as digital transformation, financial resilience, labour shortages, and the development of policy frameworks.
Thematic analysis facilitates the construction of meaning in a complex situation, as well as enables the researcher to uncover the ways in which various actors build up the meaning of recovery and resilience (Flick, 2022). The approach is particularly useful with large amounts of textsual information of diverse sources since it helps to compare and sum up the different views.
[bookmark: _Toc213773064]3.10 Ethical Considerations
The research is based on the Research Ethics and Integrity Code of Practice of the University of Wales Trinity Saint David. Since it is a secondary research project, it is not related to human subjects or confidential information. Citations of all the sources are done and intellectual property is taken seriously. Beautiful care was made to ensure information is not construed out of context and no information is stolen (Saunders et al., 2019).
It lowers the ethical risks since publicly available documents are used, and the researcher has the obligation to maintain transparency, accuracy, and academic honesty (Heaton, 2004). The research does not misrepresent data and makes the results published fairly and balanced.



[bookmark: _Toc213773065]4.0 ANALYSIS OF FINDINGS / DISCUSSION
[bookmark: _Toc213773066]4.1 Introduction 
The findings in this discussion are interpreted with reference to the objectives of the research and literature. It discusses the effect of COVID-19 on operational and financial performance of businesses in the UK hospitality industry, the methods used by all the businesses, and their impact on future policy and continuity planning. This is to relate the thematic results to larger industry and academic viewpoints, to point out where practice was found consistent with or inconsistent with theory. The fact that variations between the size of businesses and the region can be considered as well is also discussed critically providing insights into the flexibility of the sector, its weaknesses, and future lessons on resilience building.
[bookmark: _Toc213773067]4.2  Disruption to Operations and Finances in the face of the pandemic.
The UK hospitality industry suffered an extreme impact because the COVID-19 pandemic has disrupted the work of accommodation, food services, and event management. Lockdowns and travel bans by governments caused a collapse in the revenues of many businesses leading to an industry-wide collapse. When the first lockdown was in full swing in April 2020, approximately 1.6 million hospitality workers had been put on furlough and the extent of the operational paralysis was observed (ONS, 2021). Companies were finding it hard to even sustain bare minimum levels of service and many of them were up to their knees with the help of state assistance to continue closed down.
[image: ]
Figure 1: Hospitality sub-sectors saw large falls in turnover because of restrictions and are yet to recover(ONS, 2021)
This era was characterized by financial instability particularly among small and medium-sized business organizations (SMEs). These companies usually had no cash hoard or credit access to absorb months of inactivity and were therefore extremely susceptible to a jolt. Government schemes such as furlough, VAT cuts, and grants to businesses provided short-term relief, although they were not able to compensate the lost revenues and close businesses permanently (House of Commons Library, 2022). A large number of firms were run with a very low level of financial flexibility and this emphasizes a lack of strength that the crisis only revealed.The reliance of the hospitality industry on the personal interaction complicated the recovery process even more. Hospitality was disadvantaged compared to other industries by the inability to digitise services or switch to remote models (Sigala, 2020). The SMEs, especially, had to operate with inadequate technological infrastructure and many were forced to use makeshift strategies of surviving instead of strategically adapting. Resilience was much determined by the size and structure of the business in such environment.Studies have demonstrated that not only the size of the business but also the subsector performance was different. The providers of accommodation and full-service restaurants were impacted more significantly than the quick-service food outlets because they could more readily adjust to delivery models (Pemo, 2024). Some of the operators survived the storm due to organisational flexibility, i.e. reduced staffing or limited menu choices. But these measures were usually contingent as opposed to proactive, citing the lack of contingency planning on long term basis.The pandemic left a significant labour disruption in addition to financial losses. A significant number of workers in the hospitality sector abandoned the sector altogether either through job insecurity or other better opportunities. This exodus also led to the long-term problem of staffing shortage in the recovery period, which has created the question of long-term talent retention (Ntounis et al., 2022).The pandemic revealed how the industry was crisis ill equipped due to the lack of operational vulnerability, financial fragility, and structural inflexibility. Although some companies have been able to overcome the crisis by changing and striving to improve with the help of external resources, the experience demonstrated some fundamental flaws that the sector should address to gain real resilience (Foroudi et al., 2021).
[image: ]
Figure 2: The hospitality industry saw large economic declines during the pandemic(House of Commons Library, 2022).
[bookmark: _Toc213773068]4.3  Adaptive Recovery and Organisational Resilience.
The adaptive capacity of businesses under pressure to change determined the recovery of the UK hospitality industry following the COVID-19. Plans were diverse depending on the size of the firm, resources and market position. Larger companies were concerned with organised innovation and labour restructuring, whereas smaller operators were using informal local solutions to make ends meet. The recovery process was lop-sided and it is up to businesses to be resilient rather than supported.The most evident transformation involved digital innovation. Contactless ordering, QR code menus, mobile booking, and delivery via apps became the order of the day during the pandemic. Smaller hospitality chains lacked the resources and capital to expand these tools both in a short period of time, enhancing operational efficiency and assuring safety-aware customers (El-Said, 2024). UKHospitality and Christie and Co (2022) noted that those businesses that implemented digital tools during reopening stages were reported to be more efficient and gained more customers. This was not a mere temporary solution but it was a permanent shift of the way services were rendered.Smaller businesses found it difficult to follow. Others were not budgeting and knowledgeable in digital to upgrade systems. They instead relied on local networks, simplified operations and direct owner involvement. As an illustration, certain pubs resorted to takeaways, reduced menu, or utilized their social media to entertain regulars (Pillai et al., 2021). These actions were not in the long term, but they purchased time. They demonstrate that, at least in the short run, innovation was not as important and improvisation was the survival mechanism of smaller operators.
Another significant response was workforce restructuring. Thousands of workers lost their jobs and did not come back to the sector in the course of lockdowns. In the hospitality sector, vacancy rates were also above the national levels as late as 2022 (ONS, 2021). The response by the businesses was in the form of closing down hours, cross-training employees and automation wherever feasible. To reconstruct their labour force and reduce dependence on outside recruiting, larger chains added in-house training (Matijević et al., 2025). This transformation was not always upskilling-based- this transformation was also about keeping businesses going with fewer people.The government realised the lack of labour and included training in its Hospitality Strategy (UK Government, 2021). They consisted of apprenticeship and management development schemes. However, accessibility and applicability of these tools were based on the size of the firm. The large operators were in a better position to incorporate training in HR systems. Smaller companies did not have time, personnel and experience to use. This led to the recovery to further highlight the gap in organisational capacity within the sector.Discipline of finances also came into the limelight. As costs increased, and they had fewer reserves, a number of operators became concerned with controlling costs. This was reducing hours, negotiating supplying contracts and postponing upgrades. In UKHospitality and Christie and Co (2022) reported that, even though revenues were increasing, profit margins remained low in 2022 particularly in the case of independents. The focus was on survival and not expansion.Place was another determining factor of strategy. Companies in urban areas, particularly those that depend on commuters or tourists, had an extended recovery period. Conversely, rural or residential venues recovered quicker due to their focus on the local demand (Wong et al., 2023). Others modified to include outdoor seating or changed to domestic travellers. What was successful in one region did not succeed in another. There was no standardized recovery.
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Figure 3: Job vacancies in accommodation and food service activities have bounced back to near pre-pandemic levels(UK Government, 2021)
The comeback also had a mindset change. Other companies shifted their short-term solutions to long-term transformation. These were not the majority. The majority of SMEs were responding in day-to-day mode, whereas the bigger businesses had room to plan and invest (Sanabria-Díaz et al., 2021). The outcome was a recovery characterized by structural gaps, including big/small, digital/manual, planned/improvised.To put it short, the hospitality industry did not go back to what it was. It accustomed itself--irregularly, and frequently on the verge. Those businesses that possess the tools and foresight of change performed better. The ones that failed did whatever they could. The recovery was not connected with getting back to normal. It was about fitting in with something new, which did not have a guide on how to do it. The distance between the firms which had the possibility to plan and those which had the possibility to respond became one of the key characteristics of the post-pandemic period.
[bookmark: _Toc213773069]4.4 Policy Gaps, Risk Preparedness and Future Resilience Planning.
The COVID-19 revealed significant flaws in the UK hospitality policy, especially crisis preparedness and continuity planning. The aims and strategies of reopening, skills training, and business support, as presented in the government reports, including the Hospitality Strategy (2021, 2023), lacked a particular device of risk management or long-term resilience. The majority of actions were emergency-oriented, aimed at direct survival on the economic level, but were not systematic in terms of preparedness (House of Commons Library, 2022). This responsive strategy left numerous companies uncovered at the most unpredictable stages of the pandemic.

One of the biggest policy failures was that there was no pre-crisis preparedness that was specific to hospitality. It did not have a nationwide guideline on how to respond during a health emergency in service industries, and the policy had always been skewed towards growth rather than risk (Ritchie and Jiang, 2019). This had led to misunderstandings of safety guidance, uneven access to support and absence of a clear business continuity procedure. This had operators scrurrying to understand the regulations as they tried to keep afloat and save employees.Government schemes, such as furlough, VAT reductions, and grants were short term to keep businesses afloat but were not long-term visionary. The extensions of funds were usually rushed, and this posed a challenge in the planning of workforce. The insecurity of the job and the absence of the career progression are the reason why many workers left the industry forever (UK Government, 2023). Another opportunity that was missed by the response was the possibility to restructure the employment practices in the hospitality industry or to establish retraining processes on an industry-wide basis. The assistance was not strategic, but financial. Critiques  have demanded a policy change to resilience-building systems. The concept of resilience has to be part of the culture of business and policy, not an emergency service (Sanabria-Díaz et al., 2021). It implies investment on contingency plans, risk assessment is necessary, and financial buffers should be promoted. In the case of most companies, in particular SMEs, the ability to survive throughout the COVID-19 outbreak was confined to internal flexibility and operational malleability, which was hardly taken into consideration by national policy (Wieczorek-Kosmala, 2021).

The regional variations were also important. In certain local governments, business owners collaborated with the governments to modify licensing, street use and public safety regulations. The partnerships enhanced access to resources and fastened the recovery in regions that had well-formed coordination between the public and the private (Matijević et al., 2025). The national policies tended to overlook these local advantages and used the one-size-fits-all model that was not consistent with the real-life realities.In the future, it is necessary to have an effective policy that can incorporate the knowledge of health science, behavioural economics and contingency planning. This will entail the early warning mechanisms, effective communication plans, and predetermined regulatory modifications during crisis periods (Chissom, 2024). Sector strategy should include risk preparedness- and not an emergency procedure. The shocks in the future could also be mitigated by better planning that eliminates the dependency on the central government.Collaboration with the stakeholders and trust are necessary. Businesses, government, and local communities should be regularly engaged not only in crisis situations but in the long-term planning (Ntounis et al., 2022). The hospitality resilience relies on communication, coordination and mutual understanding of risks. In the absence of this, the recovery is shaky and the disruption in the future probable.


[bookmark: _Toc213773070]5.0 CONCLUSIONS AND RECOMMENDATIONS
[bookmark: _Toc213773071]5.1 Conclusions
The COVID-19 pandemic revealed the fundamental weaknesses of the operational, financial, and policy structures of the hospitality industry in the UK. Businesses were seriously hit as SMEs were hit especially because of low reserves and digital capacity. The viability of recovery was determined by the ability of the firms to be adaptive, innovate, and organised, which supported short-term government assistance in the process of recovery. Bigger companies employed technology and training in-house to balance out operations, whereas smaller operators used informal and local solutions. The shortage of labour and intermittent policy reinforcement as well as regional differences complicated the process of recovery even more. 
[bookmark: _Toc213773072]5.2 Recommendations
[bookmark: _Toc213773073]5.2.1. Hospitality policy pre-crisis risk planning mandate.
The risk assessment and contingency plans to the hospitality industry must be made compulsory by the government. This justifies the shortening of response time and makes it less dependent on reactive aid (Sanabria-Díaz et al., 2021).
[bookmark: _Toc213773074]5.2.2. Invest in local government-business recovery.
The cooperation between councils and operators on a local level should be formally financed and localised to enhance resilience at the regional level, particularly in the case of SMEs that simply do not have the internal capacity to plan (Matijevic et al., 2025).
[bookmark: _Toc213773075]5.2.3. Enlarge the digital infrastructure and education of SMEs.
As part of the long-term vulnerability reduction, the government initiatives should be used to subsidise the digital upgrade and training of the staff among small companies. This enhances flexibility and reduces the resilience gap to the larger corporations (El-Said, 2024).


[bookmark: _Toc213773076]REFERENCES
Alonso, A.D., Kok, S.K., Bressan, A., O'Shea, M., Sakellarios, N., Koresis, A. and Santoni, L.J. (2022) ‘COVID-19 and the hospitality and tourism industry: A research overview’, International Journal of Hospitality Management, 95, p. 102931.
Awasthi, A. and Nain, A. (2021) ‘Tourism Policy Planning in the Wake of COVID-19’, Tourism Dimensions, 4(1), pp. 58–74.
Baum, T. and Hai, N.T.T. (2020) ‘Hospitality, tourism, human rights and the impact of COVID-19’, International Journal of Contemporary Hospitality Management, 32(7), pp. 2397
Bell, E., Harley, B. and Bryman, A., 2022. Business research methods. Oxford university press.
Braun, V. & Clarke, V. (2021). Thematic Analysis: A Practical Guide. SAGE.
El-Said, O.A., 2024. Crisis-driven innovation in hospitality: How do international hotel chains respond during COVID-19. International Journal of Hospitality Management, 117, p.103677.
Flick, U. (2020). Introducing Research Methodology: Thinking Your Way Through Your Research Project (3rd ed.). SAGE.
Flick, U. (2022). An Introduction to Qualitative Research (7th ed.). SAGE.
Foroudi, P., Tabaghdehi, S.A.H. and Marvi, R., 2021. The gloom of the COVID-19 shock in the hospitality industry: A study of consumer and organisational perspectives. International Journal of Hospitality Management, 92, p.102717.
Gössling, S., Scott, D. and Hall, C.M. (2020) ‘Pandemics, tourism and global change: a rapid assessment of COVID-19’, Journal of Sustainable Tourism, 29(1), pp. 1–20.
Gray, D.E. (2018). Doing Research in the Real World (4th ed.). SAGE.
Hall, C.M., Scott, D. and Gössling, S. (2021) Global Tourism and COVID-19, Routledge.
[bookmark: _Hlk213756834]Heaton, J., 2004. Reworking Qualitative Data. SAGE Publications Ltd
HM Government (2021) Hospitality strategy: Reopening, recovery, resilience. Department for Business, Energy and Industrial Strategy. Available at: https://www.gov.uk/government/publications/hospitality-strategy-reopening-recovery-resilience
HM Government, 2021. Hospitality Strategy: Reopening, Recovery, Resilience. [pdf] Department for Business, Energy & Industrial Strategy. Available at: https://assets.publishing.service.gov.uk/media/60f14bd7e90e0764ca40656b/1200-APS-CCS0621819592-002-BEIS-Accessible2.pdf [Accessed 11 Nov. 2025].
HM Government, 2023. Hospitality Strategy: Update on Delivery Report – March 2023. [pdf] Department for Business and Trade. Available at: https://assets.publishing.service.gov.uk/media/63ff288b8fa8f527fac3da8d/hospitality_strategy_update_on_delivery_report.pdf [Accessed 11 Nov. 2025].
House of Commons Library (2022) Hospitality industry and COVID-19. UK Parliament. Available at: https://commonslibrary.parliament.uk/research-briefings/cbp-9111/
House of Commons Library (2025) Government support for the hospitality sector. Debate Pack CDP-2025-0147. UK Parliament. Available at: https://researchbriefings.files.parliament.uk/documents/CDP-2025-0147/CDP-2025-0147.pdf
House of Commons Library, 2022. Hospitality Industry and COVID-19. [pdf] House of Commons. Available at: https://researchbriefings.files.parliament.uk/documents/CBP-9111/CBP-9111.pdf [Accessed 11 Nov. 2025].
Jiang, Y. and Wen, J. (2020) ‘Effects of COVID-19 on hotel marketing and management: a perspective article’, International Journal of Contemporary Hospitality Management, 32(8), pp. 2563–2573.
Jones, P. (2022) ‘A review of the UK’s tourism recovery plans post-COVID-19.’ Athens Journal of Tourism, 9(1), pp. 1–18.
Jones, P., 2022. A review of the UK’s tourism recovery plans post-COVID-19. Athens Journal of Tourism, 9(1), pp.1–18.
Matijević, J., Zielinski, S. and Ahn, Y.J., 2025. Exploring the impact of COVID-19 recovery strategies in the hospitality and tourism industry. Administrative Sciences, 15(4), p.142.
Naderi Koupaei, S., Filimonau, V. and Smith, A. (2023) ‘Resilience in hospitality and tourism: Issues, synthesis and agenda.’ International Journal of Contemporary Hospitality Management, 35(8), pp. 1820–1841.
Ntounis, N., Parker, C., Skinner, H., Steadman, C. and Warnaby, G., 2022. Tourism and place resilience during COVID-19: Perceptions from English towns. Journal of Sustainable Tourism, 30(1), pp.1–20.
Ntounis, N., Parker, C., Skinner, H., Steadman, C. and Warnaby, G. (2021) ‘Tourism and place resilience during COVID-19: The case of UK destinations’, International Journal of Tourism Cities, 7(3), pp. 555–571.
Office for National Statistics (2021) Coronavirus and its impact on UK hospitality, January 2020 to June 2021. Office for National Statistics. Available at: https://www.ons.gov.uk/businessindustryandtrade/business/activitysizeandlocation/articles/coronavirusanditsimpactonukhospitality/january2020tojune2021
Office for National Statistics (ONS), 2021. Coronavirus and its impact on UK hospitality: January 2020 to June 2021. [online] Office for National Statistics. Available at: https://www.ons.gov.uk/businessindustryandtrade/business/activitysizeandlocation/articles/coronavirusanditsimpactonukhospitality/january2020tojune2021 [Accessed 11 Nov. 2025].
Osei, D. and Thomas, R. (2023) ‘The gloom of the COVID-19 shock in the hospitality industry: A study of the UK.’ Journal of Hospitality and Tourism Management, 56, pp. 67–75.
Parker, C. (2023) ‘The nature of small business digital responses during crises.’ Technological Forecasting and Social Change, 191, p. 122485.
Pemo, K., 2024. The impact of the COVID-19 pandemic and associated organisational responses on the financial performance of the hotel industry. Risk Governance and Control: Financial Markets & Institutions, 14(3), pp.17–28.
Piga, C., 2021. How the hospitality industry reacts to COVID-19: Structural changes and recovery strategies. Portsmouth Business School Working Paper Series, 1(1), pp.1–20.
Pillai, S.G., Kulshreshtha, S.K. and Rao, S. (2021) ‘Tourism and hospitality industry resilience during the COVID-19 pandemic.’ Tourism Recreation Research, 46(4), pp. 445–460.
Pillai, S.G., Kulshreshtha, S.K. and Rao, S., 2021. COVID-19 and Hospitality 5.0: Redefining hospitality operations. Tourism Recreation Research, 46(4), pp.445–460.
Ritchie, B.W. and Jiang, Y. (2019) ‘A review of research on tourism risk, crisis and disaster management’, Annals of Tourism Research, 79, p. 102812.
Sanabria-Díaz, J.M., Aguiar-Quintana, T. and Araujo-Cabrera, Y., 2021. Public strategies to rescue the hospitality industry following the COVID-19 global pandemic. International Journal of Hospitality Management, 97, p.102988.
Saunders, M., Lewis, P. & Thornhill, A. (2019). Research Methods for Business Students (8th ed.). Pearson.
Sharma, A., Nicolau, J.L. and Liu, Y. (2022) ‘Impact of COVID-19 on the hospitality industry: A supply chain perspective.’ International Journal of Hospitality Management, 102, p. 103152.
Sharma, G.D., Thomas, A. and Paul, J. (2020) ‘Reviving tourism industry post-COVID-19: A resilience-based framework.’ Tourism Recreation Research, 45(4), pp. 406–419.
Sigala, M. (2020) ‘Tourism and COVID-19: Impacts and implications for advancing and resetting industry and research’, Journal of Business Research, 117, pp. 312–321.
Sigala, M., 2020. Tourism and COVID-19: Impacts and implications for advancing and resetting industry and research. Journal of Business Research, 117, pp.312–321.
UKHospitality and Christie & Co, 2022. UKHospitality Christie & Co Benchmarking Report 2022. [pdf] UKHospitality. Available at: https://www.ukhospitality.org.uk/wp-content/uploads/2025/01/UKHospitality-Christie-Co-Benchmarking-Report-2022-FINAL-abridged.pdf [Accessed 11 Nov. 2025].
Wieczorek-Kosmala, M. (2021) ‘Resilience-based strategies of small and medium-sized enterprises: The case of the COVID-19 pandemic’, Journal of Entrepreneurship, Management and Innovation, 17(4), pp. 115–146.
Wong, A.K.F., Kim, S., Kim, J. and Han, H., 2023. COVID-19 research in hospitality and tourism: A systematic review. Sustainability, 15(6), p.5098.
Wynn, M. (2023) ‘Digitalisation and IT strategy in the hospitality industry.’ Systems, 11(10), p. 501.


[bookmark: _Toc213773077]APPENDIX 

Dissertation Gantt Chart

Dissertation Gantt Chart	Start Date	Introduction (drafting and refinement)	Literature Review (critical review and synthesis)	Methodology (refinement and ethics considerations)	Data Collection (secondary and documentary)	Data Analysis (thematic coding and interpretation)	Writing Findings and Discussion	Writing Conclusions and Recommendations	Proofreading and Final Editing	Submission	45925	45931	45940	45950	45962	45966	45971	45976	45982	Dissertation Gantt Chart	End Date	Introduction (drafting and refinement)	Literature Review (critical review and synthesis)	Methodology (refinement and ethics considerations)	Data Collection (secondary and documentary)	Data Analysis (thematic coding and interpretation)	Writing Findings and Discussion	Writing Conclusions and Recommendations	Proofreading and Final Editing	Submission	45945	45955	45966	45966	45971	45976	45979	45981	45982	



image3.tmp
Vacancies per 100 jobs, seasonally adjusted

5
Hospitali
. pitaity
A
2
Alindustries
0

2018 2016 2018 2020 2022 2028




image4.tmp
accommodstion Sector [l Fo0d and Beversge Service Activities Sector

bilens (€)

0

Jonis Augs Mar-20 om0 Miay21




image5.tmp
Monthly GVA output, selected sectors, seasonally adjusted
% change on Feb 2020

20

20

40

50

50

100

Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr MayJun Jul Aug Sep Oct Nov Dec Jan Feb

2020

2021

Hospiality
Retail & holesale
s, culture Bpon
Manufscturing
Finansamices
Construction

2022




image6.tmp
Job vacancies, January to March 2020 = 100, UK

January o March 2020 160

Accomodation
20 & food service
activities
Allvacancies
100
0
s
P
E
o
[anMir2020  Aprin200  JuSep2020  OwDec2020  JanMar202l  Apriun2021




image1.png
Prifysgol Cymru
¥ Drindod Dew Sant

J University of Wales
Trinity Saint David




image2.tmp
Eat Outdoor Indoor
out to hospitality dining

2,000,000 help out opens resumes

1,500,000

1,000,000

Furlough

500,000 numbers

Apr-20 Jul-20 Oct-20 Jan-21 Apr-21




