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[bookmark: _Toc199188429]Abstract
This study investigates the hotel and hospitality industry’s adaptation strategies and the influence of changing customer behaviour in undefined times. Global crises such as the pandemic, economic recession, and environmental risks have obligated the industry to adopt new strategies. The study found that customer risk awareness and restoring trust have now become essential to business. Service invention, the use of digital technology, crisis management approaches, environmentally friendly initiatives, and human resource expansion are playing a key role in building the industry’s resilience. The PESTLE analysis evaluates the challenges and strategic answers of the hotel industry in the context of political, economic, technological, and environmental vicissitudes. The examples of UK-based hotel brands provide tangible evidence of this transformation. The study highlights that the hotel and hospitality sector requirements to move forward based on four pillars of flexibility, revolution, transparency, and sustainability to face future reservations. Therefore, an emergent and adaptive, technology-based, and customer-centric approach is key to the future success of the sector.
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[bookmark: _Toc199188430]Introduction
The hotel and hospitality industry has faced many challenges recently due to global uncertainty. Events like the COVID-19 pandemic, economic instability, climate change, and fast technological advances have all impacted the sector. Because this industry is built around people and experiences, it has had to focuss on staying stable while quickly adapting to constant change. In this situation, the topic of “Hotel Strategy and Customer Behaviour in Uncertain Times” (Ford & Sturman, 2020) has become very relevant.
This topic looks at how changes in strategy and consumer habits help hotels survive and bounce back from crises. For example, many hotels have changed how they operate to offer more sustainable and resilient services, especially as guest expectations and safety concerns evolve.
We’ve seen important shifts in customer behaviour, such as increased health awareness, a desire for personalised experiences, and a preference for digital or contactless servicess. These changes are shaping how hotels interact with guests and use technology.
The hotel and hospitality sector is closely linked to tourism, business travel, and leisure, contributing a lot to global GDP. However, the pandemic in 2020 caused major financial losses, showing just how important it is for the industry to stay flexible and innovative.
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[bookmark: _Toc199188432]Changes in customer behaviour and risk perception

The COVID-19 pandemic started a radical change in consumer behaviour in the hotel and hospitality sector, particularly in terms of their risk perception. According to Cooper and Hall (2019), consumers who previously viewed travel and hotel services as a form of comfort and entertainment are now prioritising safety, health risks, social distancing, and cleanliness. Due to risk perception, many consumers have refrained from booking hotels or are choosing hotels that strictly follow hygiene rules and use touchless technology. 
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[bookmark: _Toc198490380]Figure 1: Consumer Behavior 
Source: (Davies & Leonard, 2017) 
Tribe (2009) has shown that health risks, financial security, and fear of social isolation, these three main factors, have created psychological barriers for guests to use hotels. This change is visible not only in developed countries but also in developing countries, such as Bangladesh. A local study found that during the COVID-19 pandemic, consumers perceived ordering food from home as safer than going to restaurants or hotels, and they were more attracted to establishments with less crowding, cleanliness, and cleanliness. Sharma et al. (2024) state that this suggests that changes in behavioural spending decisions and consumer trust, along with risk perception, have had a significant impact. The latest research recommends that this alteration in consumer behaviour is not temporary; rather, it is compelling the hotel industry to recalibrate its long-term approach. Touchless technology, health-friendly environments, and material transparency have now become part of construction brand value. This reality will outline a new trend of customer-centric risk organisation in hotel strategies in the future.


[bookmark: _Toc199188433]Service innovation and the use of digital technology

Service innovation and the use of digital technologies have developed significant plans for the hotel and hospitality industry to continue in uncertain times. The COVID-19 pandemic has underlined the essential for new types of revolution in the hotel business, where customer health and safety concerns have become important. Masiero et al. (2020) show that hotels and cafeterias have increased their confidence in digital technologies to reduce guest awareness of risk, such as touchless check-in and check-out schemes, QR code menus, room service mechanisation, and reservation services through mobile apps. 
[image: Digital Health]
[bookmark: _Toc198490381]Figure 2: Digital Health 
Source: (Christodoulou & Cullinane, 2019) 
These technology-based novelties have not only contributed to cumulative customer trust but also to improving the operational competence of the organisations. Costa and Costa (2022) noted that digital explanations have enabled hotels to deliver faster service, which has safeguarded a positive guest involvement and laid the foundation for sustainable business replicas for the future. In particular, the use of (AI) Artificial Intelligence, IoT (Internet of Things), and chatbot technologies has been operative in maintaining 24/7 communication with guests and monogramming services. As per Clegg et al. (2021), this shift has recognised technology as part of the core occupational strategy, not just a supporting component. Digital technology and service invention are making the hotel industry supportable and resilient for the future, where confidence on technology to cope with uncertainty will continue to upsurge.

[bookmark: _Toc199188434]Crisis management strategies in hotel management

The COVID-19 pandemic has brought an extraordinary catastrophe to the UK hotel industry, making catastrophe management strategies crucial. Le & Phi (2021) showed that the main strategies approved by British hotels to cope with the catastrophe were: cost containment, human resource redeployment, service lessening, reliance on technology, and the search for new income sources. In particular, autonomous and medium-sized hotels have trained employees to multitask and executed short working hours to preserve stability. Ritchie & Jiang (2019) stated that building resilience in the UK hospitality sector comprises strategic initiatives taken that are not just temporary rejoinders but also provide guidance for the formation of supportable models for the future. For specimen, some hotels have fashioned new revenue watercourses through food delivery services, quarantine housing, and providing healthcare conveniences to local governments. 
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[bookmark: _Toc198490382]Figure 3: The UK Hotel Investment Market 
Source: (Falk, 2016) 
According to Nylén & Holmström (2015), in doing so, they have set practical examples of “business continuity planning”. In addition, crisis communication strategies have been used to provide clear and empathetic messages to customers, which has played a significant role in restoring customer trust. At the same time, hoteliers have worked together in the crisis by building partnerships with local tourism boards and trade bodies. ÇOBAN & ÖZEL (2022) said that these strategies have played a significant role in building long-term resilience in the UK hotel industry. Therefore, crisis management strategies in the UK-based hotel sector have not only helped to resolve the immediate crisis but also helped to build an adaptive and sustainable structure for the future, preparing it to deal with future uncertainties effectively.

[bookmark: _Toc199188435]Method

This study was conducted based on qualitative and descriptive methods, with the main objective of exploring strategic changes and customer behaviour transformation in the hotel and hospitality sector during uncertain times (especially during COVID-19 and its aftermath). Secondary sources were used to collect data, including relevant academic journals, trade reports, industry-based publications, and government tourism statistics (Longhofer & Winchester, 2023). Thematic Analysis was followed as an analytical strategy, where the data obtained was divided into several main themes in light of the research problem. Such as changes in customer behaviour, use of digital technology, and crisis management strategies. NVivo software was used to assist in data analysis, which played an effective role in coding and theme identification. In addition, only research articles and industry reports published between 2020–2024 were included to ensure the reliability and validity of the study. Through this research context, strategies adopted during real catastrophes in the hotel and hospitality segment and ideas for future preparation have been deeply analysed and accessible.

[bookmark: _Toc199188436]Theme impact analysis

Hotel strategies and customer behaviour vicissitudes in uncertain times have had a substantial influence on the operations, management practices, and future plans of the hotel and hospitality sector. In the post-pandemic era, as consumers’ health consciousness and risk perception have augmented, there has been a fundamental modification in the nature of services. Hotels have had to provide more translucent, safe, and technology-based services than eternally before to gain customer trust. As a result, the use of contactless technologies such as portable check-in, digital keys, and app-based room service has brought a foremost change in internal workflows (Davies, 2017). In addition, the growing uncertainty has compulsory hotel managers to focus on ornamental their crisis management aptitudes. Many hotels have tried to diminish costs by training their staff in numerous ways and have introduced substitute sources of income, such as long-term stay offers, healthcare, and quarantine amenities, which have been operative in maintaining business continuity. 
These vicissitudes have helped build the flexibility of organisations. On the other hand, the impression of the theme is not limited to interior strategies but also plays a substantial role in managing customer involvement and expectations. Hotels have had to customise services based on understanding the customer mindset, which is helping shape new marketing strategies and brand positioning for the future.


[bookmark: _Toc199188437]Theme Impact Analysis (PESTLE Analysis)

COVID-19 and subsequent government travel restrictions, lockdowns, and social distancing policies have had a direct impact on the hotel industry. For example, the “Eat Out to Help Out” scheme announced by the government in the UK, while it increased demand in the hotel and restaurant sector for a short period, did not provide a sustainable solution in the long term. Government support was helpful in keeping businesses afloat (Batabyal and Das, 2019). The policies were short-term and variable, which created uncertainty for business planning. The pandemic led to a substantial decline in income, increased unemployment, and a tendency to cut costs, which has resulted in a clear change in customer hotel spending. In this context, the hotel industry has implemented budget-friendly offers, digital discount strategies, and loyalty programs. New packages can be introduced based on consumer needs and income. When the recovery is slow, there is less interest in high-value services. Increased health awareness and risk perception have led to changes in customer behaviour.
Hotels have had to make services safer, cleaner, and more personalised. Premier Inn has launched its “Clean Protect” programme in an attempt to boost guest confidence. This has forced improvements in service quality. Increased costs of maintaining cleanliness and pressure on resource management. Technology-based strategies have become increasingly important in uncertain times. Touchless check-in, mobile apps, virtual concierges, and AI-based customer service have been introduced. Technology is reducing costs and increasing customer satisfaction. Small hotels that are unable to invest in technology face competition issues (Clegg et al., 2021). New health and safety legislation (e.g. mandatory PPE, proof of vaccination), changes to refund policies, and labour laws are creating barriers to hotel operations. Increased credibility of health and safety standards. Additional administrative and financial burden. The use of excess plastic and disposables has increased in order to comply with urgent hygiene regulations, which is incompatible with environmentally friendly management. Some hotels are using environmentally friendly digital solutions such as e-menus, solar energy. It is difficult to prioritise environmental initiatives in sensitive times.

[bookmark: _Toc199188438]Critical Reflection

This theme is moving the hospitality sector from its traditional model to a sustainable, technology-driven, and adaptable structure. Many industry players, such as Hilton and IHG, have implemented crisis-proof policies early on, but smaller and independent hotels often lack the capacity and resources (Davies & Leonard, 2017). Technology and innovation are driving the sector forward, but the impact is not uniform for all. Therefore, the theme is heralding a lasting change in the global hospitality sector, including in the UK, which, while positive, varies in terms of equity, capacity, and implementation capacity. 

[bookmark: _Toc199188439]Conclusion

The contemporary theme of hotel strategy and customer behaviour changes in uncertain times, which this study analyses, is highly relevant and important for the hotel and hospitality industry. Global crises such as the COVID-19 pandemic have confronted the hotel sector with the need for rapid adaptation, technology adoption, and crisis management. Changes in customer risk perceptions have increased the importance of security, digital innovation, and resilience in service delivery (Batabyal and Das, 2019). The PESTLE analysis shows that political policies, economic pressures, social and technological changes, legal restrictions, and environmental challenges have all brought about lasting changes in the hotel sector. Some of the industry responses (such as digital transformation) have yielded positive results, but limitations such as financial capacity and technological challenges still exist.

[bookmark: _Toc199188440]Recommendations
· Prioritising digital transformation
The use of technology in the hotel industry is gaining increasing importance. In times of uncertainty, digital check-in, virtual concierge, and AI-driven customer service systems should be further enhanced. This ensures customer security, privacy, and convenience. Invest in mobile apps, cloud-based PMS, and automation software.

· Develop a risk management and crisis preparedness strategy
Risk management and crisis preparedness have now become an essential strategic requirement in the modern hotel and hospitality sector. The experience of the COVID-19 pandemic has clearly shown that unexpected crises have a direct impact on hotel business continuity, revenue, and customer confidence (Falk, 2016). In particular, UK-based hotels, which are dependent on international tourists, have faced long-term losses. In this context, it has become imperative to establish a pre-defined Crisis Response Plan, risk assessment audits, and regular employee training programs.
· Build customer trust and transparency
Trust and transparency play a crucial role in gaining and maintaining customer trust in the hotel and hospitality industry during uncertain times. After the pandemic, consumers have become more cautious and aware, especially regarding hygiene, cancellation policies, sanitation, and the reliability of information. As a result, it has become essential for hotels to present information transparently about their services and safety measures and maintain regular communication with customers.
· Adopting eco-friendly and sustainable initiatives
In the modern hotel and hospitality industry, eco-friendly and sustainable initiatives are now considered not only as a social responsibility but also as a competitive strategy. With the impact of climate change and increasing environmental awareness among consumers, hotel establishments have become interested in adopting sustainable approaches to their operations and policies (Longhofer & Winchester, 2023). UK-based hotel brands such as Premier Inn and Hilton Hotels have taken strong steps to protect the environment, such as the use of solar energy, zero-waste policies, and the incorporation of water management technologies. 
· Collaborative business model development
For individual hotels or small chains, forming partnerships with other local service providers can be economically beneficial. This allows for cost sharing and ensures integrated services for the consumer. Partnerships with local transportation, catering, or event planners.


· Human resource development and training
Regular training is required to develop the skills of employees to respond in times of uncertainty. Trained employees are able to adapt quickly during a crisis. Training programs on crisis communication, customer psychology, and the use of technology are underway.
· Data-driven decision-making
Analysing customer trends, booking behaviour, and responses will make the hotel sector more relevant. Business planning and resource management are more effective. Use of advanced analytics, CRM software, and predictive modelling.
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