
[image: A close-up of a sign

AI-generated content may be incorrect.]


Module Code and Title:  
Contemporary Themes in the Hotel and Hospitality Sector BMIH6001
[bookmark: _Hlk199180443]Level 6
Assignment One: Conference Research Paper
Hotel strategies in uncertain times
Lecturer’s Name: Chris Wilkin
Student Name: Mariana Geanina Muresan
Student ID: 2210334
Word count: 2950




I acknowledge the use of Grammarly App and Microsoft Word Editor on 26.05.2025 to check my grammar, syntax and misspellings.
I confirm that I have not presented any Al generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of Al tools which I may be asked to provide in evidence.
 
















Abstract
Hotels are under pressure from multiple directions: political instability, health emergencies, economic uncertainty, and environmental disruptions. These events are becoming more frequent and more complex to predict. This report looks at how hotels are adjusting to these conditions. It focuses on how they prepare for disruptions, work with others, and use technology to stay flexible.
The research is based on existing literature and uses a PEST analysis to explore the impact of outside forces. It examines how politics, economic trends, social behaviour, and technology influence hotel decisions. What stands out is that long-term success does not come from projecting fixed plans. It depends more on the ability to change courses quickly, bring people into the process, and build a work culture that accepts change as part of the job.
Instead of waiting for problems, hotels build systems to deal with them early on. That means investing in training, using digital tools better, and expanding services where it makes sense. These small steps help hotels stay open and ready, even when things shift without warning.












Literature Review
Strategic Crisis Management in the Hotel Industry
Hotels are closely affected by global events. Whether it is a health crisis, conflict, climate-related damage or economic pressure, outside forces regularly disrupt the industry. Over time, different strategies have been used to handle these challenges. Some are short-term fixes, others aim to build long-term resilience. This review looks at the research on how hotels manage crises, focusing on what has worked in practice.
Understanding Crisis in the Hospitality Context
In hospitality, crises are often sudden and hard to predict, but they tend to have a profound impact when they do occur. For hotels, this instability has become more frequent and less surprising. Events like terrorist attacks, health emergencies or significant public backlash can all trigger a crisis. Some researchers argue that the effectiveness with which a hotel responds depends less on its size or resources, and more on its internal culture and how prepared the team is to react (Toposophy, 2024).
Models of Crisis Management
Hotels usually follow a few key steps when managing a crisis. While the details vary, most approaches include three stages: planning, dealing with the situation as it unfolds, and then trying to recover afterwards (El Shaer, 2018). In the early phase, the focus tends to be on spotting risks and ensuring staff know how to respond appropriately. That might involve reviewing internal procedures or running introductory training sessions. When a crisis does happen, hotels often need to respond promptly, whether that means ensuring guests receive the correct information, shifting budgets, or reorganising how services are delivered.
Once the immediate pressure has passed, the next step is rebuilding. That could mean working on how the brand is perceived or adjusting services to meet guest needs better. These recovery efforts are rarely straightforward and often take time.
There is also a model that came out of Northern Ireland, known as the “Crisis Management Triangle” (McMullan and Baum, 2011). It highlights three priorities: risk checking, setting up a crisis team, and preparing staff in advance. While simple, this approach aims to give hotels a more transparent structure during difficult times and ensure teams are not caught off guard when something serious happens.
Innovation and Digital Transformation
Technology is playing a bigger role in how hotels recover from crises. According to Matijević et al. (2025), strategies like digital transformation and structured resilience plans were key to recovery after the COVID-19 outbreak. Digital tools helped hotels simplify daily operations and opened new ways to connect with guests and generate revenue. These shifts weren’t just about efficiency; they became part of how businesses stayed active during tough periods.
Cultural and Organisational Influences
Crisis response depends as much on internal culture as it does on structure. Research (Abo-Murad and Al-Khrabsheh, 2019) showed that hotels with high staff turnover and weak internal culture struggled to act effectively when facing operational disruptions. What made the difference was not just policy but whether teams were prepared. In this case, preparedness was built into everyday habits instead of being introduced reactively.
Strategic Crisis Responses
Five-star hotels in Egypt took a layered approach during periods of disruption. Their strategy involved risk planning, containment, and mobilising resources to stabilise operations (El Shaer, 2018). In Finland, Hartmann (2012) found that cooperation between hotels and government agencies was essential, especially when aligning safety procedures with legal requirements.
Choirisa and Situmorang (2021) introduced a four-part model: reduce risks, prepare in advance, respond quickly, and focus on recovery. Their central vision was that flexibility matters as much as a plan. In Jordan, many hotels adopted a “changing path strategy,” which meant adjusting direction in real time as the situation developed (Murad et al., 2021). Greek hotels that were part of international brands had stronger systems than independent ones. According to Dikhanbayeva (2025), this difference was primarily a result of structure and access to shared resources across the network.

Marketing Strategy and Communication
During uncertain times, hotels often turned to marketing to keep business going. Some dropped prices to draw people in, while others changed how they presented their services (Liu et al., 2022). However, these were not just short-term moves but attempts to stay relevant when travel habits changed quickly. Social media became especially useful. Li et al. (2020) pointed out that it helped hotels maintain brand visibility, reassure regular guests, and stay in conversation when things felt unstable.
Flexibility in Business Models
Some hotels found ways to shift direction fast when standard operations were no longer possible. In Ukraine, for example, specific properties started offering food delivery or shelter services to stay active during the crisis (Zhuravka et al., 2023). These changes weren’t part of their original plan but helped keep things running. A study in Bali showed how financial condition played a significant role, too. Hotels with more resources took the chance to try new ideas, while those already struggling had to cut back or close (Saputra et al., 2022). What worked often depended largely on what was immediately possible.
Preparation and Stakeholder Engagement
Strong relationships often affect how well a hotel handles a crisis. Nicola (2016) suggested that crisis plans should include not just staff, but also guests, suppliers, and local authorities. Rather than seeing these groups separately, the study recommends treating them as part of one connected system, where preparation and recovery are shared responsibilities.
Small Hotels
Running a small hotel during a crisis comes with different challenges. There is less staff, fewer tools, and often no backup plan. That means decisions need to happen fast. Zhukov et al. (2015) suggested a four-step model focused on reacting early and staying flexible. These hotels tend to rely more on instinct and simple, affordable solutions. A practical approach that works until the crisis grows too significant to manage without broader support.


Limitations and Gaps
Despite this extensive knowledge base, gaps remain. Many studies are region-specific and may not generalise across diverse market conditions. Furthermore, while technological adoption is widely encouraged, there is limited data on its long-term return on investment in crisis contexts. Strategic alignment between risk mitigation and business growth remains a developing field.
Conclusion of Review
Overall, the report points to a few recurring themes. Effective crisis management usually combines planning, adaptability, clear communication, and the innovative use of technology. What also matters is how deeply these actions are built into everyday routines, especially how teams interact with guests, partners, and each other. The most effective responses seem to come from hotels that treat crisis management not as a separate system, but as part of how they operate daily.















Method
This study builds on what the literature shows about how hotels deal with different kinds of crises. The wide-ranging responses depend heavily on context, so a qualitative approach makes sense here. Since crises tend to change fast and affect each setting differently, qualitative research helps capture insights that numbers alone might miss.
The research relies on secondary sources, mainly from peer-reviewed journals, case studies, and reports published between 2011 and 2024. They all looked at how hotels responded to real-life events: whether it was a pandemic, war, economic crash, or natural disaster. To avoid a narrow view, it is considered to include studies from different parts of the world, covering both large and small hotels.
The study uses a PEST framework (Political, Economic, Social, and Technological analysis) to make sense of the findings. It’s a standard tool in business research and helps break down the outside forces that push hotels to adapt (Sammut-Nonnici and Galea, 2015). In this context, it provides a straightforward way to discover how different kinds of pressure shape hotel strategies.
This method also reflects how similar studies were carried out. For example, Choirisa and Situmorang (2021) used a phase-based model to study hotel responses to COVID-19. Nicola (2016) added stakeholder relationships and environmental factors into his model, and McMullan and Baum (2011) applied a structured framework in their research on hotels in high-risk regions like Northern Ireland.
This mix of academic sources and an established analysis tool provides a detailed look at how hotels can develop strategies that hold up during uncertainty and stay relevant in the long run.






Theme Impact Analysis: PEST Framework
Hotels operate in an environment shaped by external forces they cannot always control. Political uncertainty, economic shifts, social changes, and fast-moving tech developments combine to create a complicated space for decision-making. Building on the earlier approach, this section uses the PEST framework to examine how outside pressures influence hotel strategy in times of instability.
Political Factors
Political events continue to disrupt how hotels function, especially in unstable regions. Armed conflict, like in Ukraine, Gaza, or Syria, does not just affect visitor numbers; it shuts down tourism entirely, damages infrastructure, and often forces staff to leave (Bie, 2023). Beyond war zones, unpredictable regulations around visas and travel bans, especially during public health emergencies, have made international operations harder for large hotel groups.
Many hotels have turned to scenario planning and worked more closely with local authorities to manage. Yu et al. (2006) documented how, after 9/11 in Washington, D.C., hotel managers took part in emergency coordination with public agencies to keep services going. In more recent cases, such as in the Middle East, hotels adjusted quickly by offering space for quarantines or emergency housing (Hotelier, 2020).
Nevertheless, one issue remains: most responses happen after a crisis starts. Long-term plans are often missing, and many hotels react instead of preparing in advance (Cabaguin et al., 2024).
Economic Factors
Economic shifts tend to affect hotels almost immediately. Demand drops, projects get put on hold, and layoffs become hard to avoid. In Jordan, several five-star hotels had to switch to cost-saving strategies, such as “changing path” or “crisis containment”, to deal with inflation and fewer visitors (Murad et al., 2021).
In Eastern Europe, the economic consequences of regional conflict forced many hotels to shift away from luxury. Instead, they offered more affordable rooms or converted spaces into remote work setups (Vladymyr, 2023). Iordache (2013) also found that hotels tend to cut branding budgets and go for cheaper, more tactical campaigns to stay afloat during economic slowdowns.
Excessive reductions risk compromising long-term outcomes. Choirisa and Situmorang (2021) pointed out that hotels focusing only on cost reduction came at the expense of service quality. Those who demonstrated stronger performance kept key staff and invested funds into innovative improvements, even if they had to make other reductions. It was not about spending less overall. The aim was to use existing resources to support a more effective return to stability.
Social Factors
Crises affect more than just operations; they influence guest perceptions and expectations. During COVID-19, most people stopped caring about brand names or price and started looking for safety, cleanliness, and flexible booking terms instead (Tang et al., 2024). This shift pushed hotels to rethink how they communicated and shaped the guest experience.
There were also issues inside the hotels. Abo-Murad and Al-Khrabsheh (2019) showed that many staff in Malaysian hotels were not adequately trained to deal with emergencies. Turnover was high, and people often did not know what to do when a crisis hit. That led to poor coordination and a breakdown in service, which damaged guest trust.
Hartmann (2012), writing about Finland, noticed that most hotel crisis strategies did not include staff welfare or social responsibility, at least not until morale and safety became serious concerns. Managers did not begin responding to those needs until that stage.
Therefore, social change does not entirely call for short-term solutions. Hotels must build a culture that values empathy, regular staff support, and flexibility before the next crisis.
Technological Factors
Technology has played a complex role in how hotels manage disruption. During the pandemic, many adopted tools like automated bookings, contactless check-ins, and AI-powered systems much faster than before (Dikhanbayeva, 2025). Tang et al. (2024) highlighted this shift as a significant factor in how larger hotel chains recovered. What was once optional immediately became necessary.
New technological tools have also helped with safety and hygiene. Bie (2023) found that upgraded cleaning systems and self-service technology were not just good; they became basic expectations. Nicola (2016) further suggested that digital dashboards could support crisis management by connecting guest feedback, staff input, and management decisions in real time.
However, not all hotels can adapt at the same pace. Smaller operations faced real challenges in adopting new systems. As Zhukov et al. (2015) noted, most small hotels need simpler tools that are affordable, scalable, and easy to maintain. The lack of it could result in a significant disadvantage for many. A digital gap is forming between larger chains and smaller players, making it harder for the latter to stay competitive during periods of instability.
Critical Reflection on Strategic Responses
Looking at different crisis strategies shows a clear pattern: the most effective responses were built into daily operations. Hotels that took time to train staff, conduct risk assessments, and work with outside partners were better prepared for unstable times (McMullan and Baum, 2011). In contrast, those that reacted mainly by cutting costs or making short-term changes often struggled with service quality and slower recovery.
Nevertheless, a problem keeps coming up: most strategies are short-lived. Nicola (2016) pointed out that many hotels treat each crisis as a one-time event. Lessons are rarely carried out, and long-term systems are often missing.
To move beyond reaction, hotels need broader planning that covers more than just finances. That means building flexible teams, investing in technology wisely, and developing steady relationships with key partners before the next crisis hits.








Conclusion
The hotel industry is no stranger to disruption. The impact is often immediate and widespread, whether conflict, economic pressure, or a public health emergency. This review clarifies that resilience does not come from sticking to rigid plans, but rather from staying flexible, using the right tools, and working closely with others.
High-performing hotels tend to make forward-looking decisions. They put effort into training, adopt useful technologies, and make crisis planning a routine part of their operations. Moving from short-term survival to long-term strength takes time, but it is possible. The more hotels invest in people, systems, and partnerships, the better they can handle the next phase of disruption or change. 

Recommendations
For hotels to shift from short-term reactions to long-term resilience, changes are needed at the structural and cultural levels. Based on findings from various case studies, the following recommendations can help guide more grounded and realistic planning during unpredictable times.
1. Institutionalise Scenario Planning
Instead of waiting for a crisis, hotels should regularly run through what-if situations. These might include anything from a pandemic to a significant political event. As shown in Finland, hotels that practised this planning were quicker to respond and better coordinated when emergencies occurred (Hartmann, 2012).
2. Embed Crisis Management in Organisational Culture
Planning is not sufficient if it stays on paper. Crisis readiness needs to be part of how the organisation functions daily. This means putting together cross-department teams, conducting occasional emergency drills, and treating risk as a factor in strategy, not just operations. Wang and Ritchie (2010) points out the primacy of organisational mindset over planning, a conclusion that still resonates.
3. Invest in Scalable Technology
Digital tools can help hotels stay open and functional under pressure. Contactless check-in, mobile service options, and automated bookings are helpful, yet they must remain adaptable. Smaller hotels, in particular, benefit from modular systems that do not require massive upfront investment (Zhukov et al., 2015). The key is choosing tools that fit the business, not overwhelm it.
4. Prioritise Staff Training and Retention
High turnover breaks continuity and slows down response times. Staff should know what to do in a crisis, not just managers. Training should cover both procedures and how to support guests under stress (El-Said et al., 2024). Keeping experienced staff is just as important. Clear career paths and fair incentives help reduce staff turnover.
5. Build Multi-Stakeholder Partnerships
Hotels that worked with government or health agencies during COVID-19 gained more than just short-term revenue, as they also earned valuable community support (Yu et al., 2006). These collaborations can expand what hotels offer during a crisis, whether space, services, or information.
6. Rethink the Business Model
Hotels that diversify their services ensure continued income flow when traditional demand declines. Options like remote workspaces, wellness stays, or flexible long-term bookings helped some hotels in Bali stay afloat (Saputra et al., 2022). The ability to shift offerings, even temporarily, is now part of staying competitive.
Resilience is not a single achievement; it needs constant attention. With the proper practices, tools, and partnerships, hotels can stay adaptable in a world where the unexpected is no longer rare; it is the standard.
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Appendix A – SWOT 
SWOT Analysis
Strengths
· Crisis response is built into daily routines (McMullan and Baum, 2011).
· Technology supports flexible operations and guest safety (Dikhanbayeva, 2025; Bie, 2023).
· Some hotels engage in scenario planning and coordination with authorities (Hartmann, 2012; Yu et al., 2006).
· Strong stakeholder engagement improves resilience (Nicola, 2016).
Weaknesses
· Strategies are often reactive and short-lived (Nicola, 2016).
· Smaller hotels face barriers to adopting digital tools (Zhukov et al., 2015).
· High staff turnover and limited training affect readiness (Abo-Murad and Al-Khrabsheh, 2019).
· Long-term systems are rarely maintained (Cabaguin et al., 2024).
Opportunities
· Scalable digital tools can support daily tasks and service delivery (Tang et al., 2024).
· Cross-sector partnerships strengthen crisis capacity (Yu et al., 2006).
· Business models can adjust to new guest needs (Zhuravka et al., 2023; Saputra et al., 2022).
· Embedding preparedness across departments improves coordination (Wang and Ritchie, 2010).
Threats
· Conflict and policy shifts disrupt tourism entirely (Bie, 2023; Murad et al., 2021).
· Digital gaps widen between small and large operations (Dikhanbayeva, 2025).
· Changing guest expectations increase pressure to adapt (Tang et al., 2024).
· Excessive cost-cutting reduces service quality and weakens recovery (Choirisa and Situmorang, 2021).

Appendix B - SOS Analysis
Situation
Hotels face ongoing disruption due to political conflict, economic pressure, health crises, and environmental events. Many still respond after the fact, without systems in place (Cabaguin et al., 2024). Smaller hotels lack tools and support, while larger chains benefit from structured networks (Dikhanbayeva, 2025; Zhukov et al., 2015).
Objective
Move from short-term reaction to long-term resilience by making crisis planning part of how hotels operate daily. Support staff, use the right tools, and treat preparation as a shared responsibility (Nicola, 2016; El-Said et al., 2024).
Strategy
· Run regular “what if” sessions to prepare for different types of disruption (Hartmann, 2012).
· Set up cross-department teams to manage risks across all functions (Wang and Ritchie, 2010).
· Choose digital tools that are affordable and easy to use (Zhukov et al., 2015).
· Create flexible offers that respond to changing guest needs (Saputra et al., 2022).
· Work with public agencies and local partners during planning, not just response (Yu et al., 2006).
· Keep staff informed and trained and reduce turnover where possible (Abo-Murad and Al-Khrabsheh, 2019).
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