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Executive Summary
The objective of this report is to identify the business impacts from the coronavirus outbreak on a certain organisation. The organisation chosen for this is TUI Group. An explanation of the coronavirus will be conducted and how it has impacted globally to provide an understanding of how it can affect TUI considerably. Information will be given on TUI and what they are as an organisation. 
The main findings of this report are the various issues TUI have faced with the coronavirus outbreak, particularly in the financial terms and restrictions they must abide by due to Governments. Changes are to be made for TUI to outlast the coronavirus impacts on the business. TUI have encountered various effects on all their departments within the organisation which even includes the employees of all roles. 
Included in this report is opinions from customers and employees on the change that TUI has faced and the effects it has on them. Furthermore, statements from managers of TUI are included to provide an overall understanding on the effects and changes made due to the coronavirus. 
Management theories are implemented through this report to provide a structure of management responsibilities to overcome the effects a business has faced and compare TUI management to establish how successful they are dealing with the effects from the coronavirus.   
A conclusion was conducted on how serious the effects are on TUI and have they have overcome them. 
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1.0 Introduction 
Numerous businesses encountered issues when the Covid-19 Pandemic, also referred to the ‘coronavirus’, arose in the beginning of 2020 which has affected more than 6.1 million people globally and more than 372,000 deaths, according to Newey [2020]. It has spread to 114 countries [Hancock, 2020]. The Coivd-19 is an infectious disease which will cause people to ‘experience mild to moderate respiratory illness’ [Who.int, 2020]. 
Governments around the world have implemented safety regulations to ensure the stop of spreading Covid-19, leading to non-essential businesses to cease work, particularly in the UK [Gov.uk, 2020]. The UK Government alone has taken an economic hit for ‘subsidies and tax breaks for businesses’ from the Covid-19 [Inman, 2020].  The current figure includes £39 billion for Coronavirus job retention scheme, £10 billion for self-employed income support scheme, £15 billion for small business grant schemes, £13 billion in business rates package and more [Inman, 2020]. As mentioned by Wilson [2020], The Foreign Office (FCO) advices UK nationalists only ‘essential international travel’ purposes which took effect on the 17th March 2020 with the establishment of 30 days. This later was extended on the 4th April 2020 with the addition of ‘border closures and other travel restriction increased globally’ [Wilson, 2020]. 
According to UNWTO, known as United Nations World Tourism Organisation [2020] , tourism has ‘been the worst affected of all major economic sectors.’ In January 2020, the international tourist arrivals were figured 98,324 and dropped in April 2020 to 3,592 [UNWTO.org, 2020]. This makes it a drop of 97 percent which accounts for 180 million international arrivals and 80 US$ billion loss in exports due to the Covid-19 pandemic [UNWTO.org, 2020]. Not only that, dated from 20th April 2020, 97 destinations have totally or partially closed their borders to tourists [webunwto.s3.eu-west-1.amazonaws.com, 2020].  
Brignall [2020] stated that, one business affected from this is TUI Group who have cancelled or delayed all its foreign holidays until the 1st July. TUI is the UK ‘s leading holiday brand, serving twenty-two UK airports with over 6 million customers [Tui.co.uk, 2020]. TUI’s profits are from all these outlets of the organisation that consist of mainly leisure travel which at present is at a halt. This has led to many issues for the organisation, particularly in financial terms as they are not generating any profit, shares have fallen, and even suspending hotel contracts [Hancock, 2020].  


2.0 Main Findings
TUI are the ‘world’s leading tourism group’ which consist of tour operators, travel agencies, airlines, cruises and many more, it comprises of the ‘entire tourism value chain under one roof’ [Tuigroup.com, 2020]. Governments across the globe have regulated on leisure travel which TUI must abide by, stopping all operations for the organisation, according to Wilson [2020]. 
According to Mullins [2005], management must balance the ‘need for adaptability in meeting challenges and opportunities’ whilst ‘preserving an atmosphere of stability and continuity in the interest of members of the organisation.’ There is currently a significant downturn in sales for TUI leading to no profits generated, therefore it is essential for management to assess current financial status and ensure the company do not go into liquidation from the loss of profits as well as deal with all issues that occur.  
Carr [2020] states, TUI posted 14th May 2020 a loss of ‘€845.8 million (£747 million) in the first half of 2020.’ In accordance with Travel-explained.weebly.com [2020], TUI stated that they are responsible for their stakeholders and shareholders, both internal and external. To ensure they follow this, management have assessed and have created plans to help with this loss, for instance, their internal stakeholders which are employees. TUI have furloughed 99 percent of their staff, which is a total of 11,000, in the UK alone under the ‘Government Coronavirus Job Retention Scheme’ which pays 80 percent of employees’ wages [Dennis, 2020]. The Government has extended the furlough scheme until October 2020 [Gov.uk, 2020]. Ensuring staff are under this scheme means there is a reduction in outgoing payments for TUI and their employees are still being paid and still employed. 
[bookmark: _Hlk43307994]In addition to this, they have reviewed their employee numbers and have created a plan to reduce employee costs, for example, TUI announced plans to reduce their overhead cost base by 30 percent permanently across the entire group [Sharpe, 2020]. This will ‘impact on potentially 8,000 roles globally that will either not be recruited or reduced’ [Sharpe, 2020]. Furthermore, approximately 800 employees work at the UK’ head office based in Luton since 2005, 240 of them jobs are potentially at risk because of this 30 percent cut [Carr, 2020]. TUI have stated they are reducing staff hours and wages as well as stopping payments to hoteliers to help deal with the loss of revenue [Hancock, 2020]. Although TUI have stated they are responsible for their stakeholders, they must prioritise the company first [Travelexplained.weebly.com, 2020]. Mullins [2005] states, management must ‘be ready to take maximum advantage of the challenges and opportunities presented.’ By implementing the 30 percent reduction plan, it shows management must ensure the survival of the company and take the extreme challenge of reducing employee numbers. 
The Covid-19 Pandemic has struck TUI financially in more ways than one with not only the reduction in profits but also its shares which dropped over more than 60 percent, according to Hancock [2020]. This has led to TUI to potentially lose its place in the FSTE 100 [Conway, 2020]. The FTSE 100, known as Financial Times and the London Stock Exchange, is an index tool ‘composed of the 100 largest companies listed on the London Stock Exchange.’ These are usually referred to as the ‘blue chip companies.’ Shares.com [2020] states, the index tool is visualised as a ‘good indication of the performance of major companies listed in the UK.’ This means that the likelihood of consuming more stakeholders is minimal.  
With TUI’s share drop, it has made it too small for them to qualify for blue chip index, says Conway [2020]. Shares are ‘units of ownership interest in a corporation’ or a form of financial assets providing profits distributed equally [Chen, 2018]. Any shares TUI’s external stakeholders have, has been dropped significantly in profits [Conway, 2020]. Despite TUI being responsible for their external stakeholders [Travelexplaied.weebly.com, 2020], this is not TUI’s fault as they must abide by the regulations set in place by the Governments with travel restrictions. 
With TUI facing a substantial loss in the first half of 2020 from Coivd-19, financial provisions need to be collected in other ways, like, TUI receiving a loan. On 27th March 2020, TUI received a ‘bridging loan’ from the German Government of ‘1.8 billion euros from the KfW’ [Hanover, 2020]. The fund from Germany’s state-owned development bank increases ‘TUIs current credit line with the its banks’ of 1.75 billion euros, totalling TUI’s financial access to 3.1 billion euros, according to Hanover [2020]. Mullin [2005] states, ‘organisational survival is dependent upon a series of exchanges between the organisation and its environment.’ With no way of generating profit, management access for a different approach and subsidises with a loan as an alternative to ensure the company’s financial survival. 
A selection of employees is to work still during the pandemic [Dennis, 2020]. A spokeswoman said: “We will have a small number of team members working as a virtual call centre to support our other contact centres – and we will still have team members who support third party suppliers and agents working.” This is to ensure any customers that have a quire of their holidays previously booked, they can make telephone contact.  
An anonymous customer service employee at TUI’s Swansea Contact Centre [2020], states that prior to the Covid-19 pandemic, roles in the centre included of pre-travel, after travel and holiday change. However, following the pandemic, it was ‘treated as a crisis situation’ which led to staff members being ‘pulled from their normal roles in order to contact customers to provide support in re-scheduling, cancelling and even providing refunds to the customer’. When the UK Government initiated ‘lockdown’ TUI made the decision that staff can work from home to ‘continue supporting customers in this difficult time’ [anonymous, 2020]. The anonymous employee [2020] states that ‘hardware was provided’ and daily meetings which were ‘once held in person were moved over to online meeting.’ Please refer to appendices ‘5:1 Anonymous TUI Employee [Swansea] for email interview. 
Not only that, they would argue ‘working from home has had little to no effect on customer focus and productivity than working in the office. Our tools at home are the same as in the office and to this day we continue this way of working’ [Anonymous, 2020]. Mullins [2005] states, the ‘survival of the organisation will depend upon its ability to adapt to change and to the demands of its external environment.’ This shows that although there has been change to the working environment and role, employees have adapted to this change. TUI keeping a select number of employees to work for customers with any of their queries is showing they are adapting to the satiation and the change of demands that customers have. 
Refunds have been impacted with TUI where they have delayed customers refunds for holiday cancelations due to the Covid-19 [Bull, 2020]. Originally, customers would have to wait for a ‘refund credit note’ before being able to enquire on phone call about requesting a cash refund which took considerably long, according to Quinn [2020]. The credit refund is valid until 31st October 2021 which will be emailed to customers within four weeks of the original departure date. Afterwards, customers will be automatically issued a refund for any remaining balance on the refund credit, according to McKinnell [2020]. If customers alternatively want a cash refund, they must apply for a cash refund after they have been provided with a credit refund [McKinnell, 2020].  
A TUI customer, Ricky Bailey, was due to go to Rhodes with TUI but was cancelled due to the coronavirus [Mountford, 2020]. He stated, “The only way I can obtain a cash refund is to apply for one once my credit refund is processed, which they are saying will be four weeks from my departure date.” With a holiday costing over £2000 cancelled and no refund, matters become worse when Baily has too ‘fight for his refund’ [Mountford, 2020].   
Numerous customers are unhappy with how TUI have dealt with the refund process, which has led to Managing Director, Andrew Flintham, emailing to all their customers saying, ‘We’re sorry,’ says Quinn [2020]. He then proceeded with ‘It’s hard to believe that in a matter of just months, we've gone from taking our customers on holiday all around the world, to being forced to cancel holidays for nearly a million customers… I’d like to apologise for the frustration you may have felt. I’d like to assure you that we’re dedicated to doing everything we can to make things better’ [Quinn, 2020]. 
This shows that the coronavirus has impacted TUI’s business terribly, affecting almost a million of their customers. Not only that, management admits that they ‘didn’t always get it right,’ and that they have learnt from this issue. They are following customer feedback and reviewed on how they are looking after customers and any improvements they need to make, according to Quinn [2020]. TUI have introduced a new system with a coronavirus section on their website. They will continue to offer a refund credit, which remains ATOL protected, as well as being able to ‘manage cancelled and future bookings’ with a ‘simpler online process to request a cash refund’ [Quinn, 2020]. 
The TUI.co.uk [2020] states ‘if your original booking was part of a package, your refund credit will carry the same ATOL protection. And, if your Marella Cruises or TUI River Cruises booking was cabin-only, or sailed from a UK port, your refund credit is protected under the ABTA bonding scheme.’ Despite having negative images created upon the refund issue, TUI management dealt with the issue and ensured their stakeholders that they are there to support them. 
TUI have not only cancelled their flights and holidays but also their Marella Cruises that were set to sail before 31st May 2020 as well as TUI River Cruises have been cancelled up until 25th November 2020, according to Sewell [2020]. Originally, the UK ‘s largest cruise line was set to sail in July 2020 with three of the five ships, however TUI issued a statement that was also stopped, according to Sharpe [2020]. This is a huge economic downturn for TUI as in the first half of 2019, the cruise revenue was reported at 425 million euros alone [Mathisen, 2019], making this year’s profits significantly disastrous. 
In the beginning stages of the Covid-19 outbreak, a 300-metre-long TUI cruise was docked at Cuxhaven, Germany on 28TH April 2020 where nine crew members were tested positive for the coronavirus, according to Dw.com [2020]. All passengers were sent home by 23rd March 2020, with all crew member staff from other ships, a total of 2,900 crew members, moved onto this vessel to become a quarantine zone to self-isolate [Dw.com, 2020]. TUI stated that they are unable to fathom how the virus got aboard as there where travel restrictions in specific countries prior to setting sail [Dw.com, 2020]. 
Crew members onboard the ship were unhappy with the situation, a male crew member stated “It is fair to say the company is normally very good at communicating, but it's broken down. Most information we find out between each other or online," [Dw.com, 2020]. In accordance with DW.com [2020], TUI told DW within a statement that “shifting circumstances because of COVID-19 had changed their evacuation plans and sometimes slowed information channels.”
Looking at how management dealt with this issue, they entail all elements that Brech identifies for management. Brech provides an analysis on management where they take ‘responsibility for effective planning’ and ‘regulation of the operations’ as well as ‘judgement and decision in determining plans,’ [Mullins, 2005].  
· Planning: TUI made plans to ensure customers were safely deported from the cruise and taken home. 
· Control: They took control of the situation by how they will deal with the crew members and the customers.
· Co-ordination: Ensuring there is co-ordination on the crew members being tested and quarantined on the singular ship. 
· Motivation: Motivating their staff to self-isolate on the ship to reduce the risk of spreading the virus. 
Although TUI follow Brech analysis on management, the theory us not completely relevant at current. There are various developments for management theory and how organisations should take responsibility which Brech needs to be updated on. 
Marella Cruises have confirmed itinerary changes for the next three seasons, Summer 2020, Winter 2020, and Summer 2021, according to Late-curise-news.com [2020]. Summer 2020 is to set sail in July with three to five ships [Latecruisenews.com, 2020]. Winter 2020 will no longer have ships sailing from Asia and the Middle East. Not only that, specific cruises will be postponed from December to February to set sail. Various cruise liners are being changed with that itinerary they will set sail, due to this, customers with any change will be automatically upgraded with no extra charge, says Late-cruise-news.com [2020]. Furthermore, customers can have a ‘refund credit and up to 20% booking incentive or a full refund,’ [Latecruisenews.com, 2020].The Covis-19 has put a long-term effect on the business as it has been several mouths of travel restrictions and a slow ease of cruises are to be set back in place. Despite not being full capacity, managers have set in place progression to ensure there are some cruises to set sail over the coming months. 
Regarding external stakeholders such as hoteliers, TUI have suspended an ample number of contracts with some of its hotels due to the severe financial loss from the coronavirus [Hancock, 2020]. Hancock [2020] states that some hoteliers in Spain and Greece said TUI are in cooperation with operators to ‘invoke majeure clauses in contracts and temporary stop payments.’ Stated by Dictionary.Cambridge.org, a ‘majeure clause’ is ‘an unexpected event such as a war, crime, or an earthquake which prevents someone from doing something that is written in a legal agreement.’  This is implemented so that TUI can legally suspend payments within legal contracts. 
The virus is creating a huge business impact for TUI, especially a knock-on effect with their stakeholders. According to Hancock [2020], a Greek hotelier stated that their contract with TUI is an occupancy of 15 percent of his hotel rooms with an impact of ‘future bookings down by 40 percent’. With TUI freezing payments, the hotelier will be forced to ‘cut pay-outs to suppliers.’ Even if travel restrictions were lifted, the likelihood of businesses in works with TUI to be out of business are high. According to Wood [2020], a study has found that approximately 65 percent of Greek hoteliers alone ‘said that bankruptcy of their business is either likely or most likely’ due to the Coivd-19 Pandemic. 
Leaver states [2020], in the beginning stages of the Coivd-19, TUI planned to resume flights within Europe in the becoming weeks whilst ‘continuously reviewing the situation’. There were expected to operate flights from 12th June 2020 to destinations such as ‘Germany, Bulgaria and Iceland’ [Leaver, 2020]. TUI have worked hard to resume operations with ‘additional measures to ensure the safety of passengers and staff,’ [Toua, 2020]. 
TUI published a video of their ‘Safety Promise’ with a ’10-point plan of guidance on reopening safely’ with their hotels [Toua, 2020]. The plan includes the following [TUI Group Corporate, 2020]:  
1.Contactless online check-in in many hotels.
2. Distance of 1.5 to 2 metres in public areas.
3. Staff will work in fixed teams.
4. Limiting the number of guests in restaurants.
5. Extension of opening hours of hotel facilities.
6. Only entertainment activities without close contact.
7. Expansion of disinfectant dispensers.
8. Extension room cleaning.
9. More service: Self-service stations reduced, replaced by serviced buffets and staff wearing masks.
10. Training of all employees by independent auditors. 
The coronavirus has impacted significantly to how TUI staff operate and brought changes to the holiday experience. Although there are holidays, they are greatly impacted from the safety procedures set in place by TUI. 
According to TUIgroup.com [2020], 2020 holidays starts with Germany following the restrictions on the coronavirus has been lifted. The ‘Dorfhotel on the island of Sylt will be the first TUI hotel to welcome guests’ on the 18th May 2020 with only ‘holidaymakers from Mecklenburg-Western Pomerania’ [TUIgroup.com, 2020]. This hotel is implementing the 10-point plan. 
On the 15th June 2020, TUI welcomed more than 10,000 German holidaymakers to the Balearic Islands which includes Ibiza and Menorca as part of their ‘travel corridor’ to help Spain with their travel industry, [Clifford, 2020]. This includes new regulations to restrain the Coivd-19 outbreak. 
TUIgroup.com [2020] states, flight ‘X3 2312’ took off from Dusseldorf to Palma de Mallorca at 8:55 am on 15th June 2020. ‘The Boeing 737-800 is the first aircraft’  to fly to Son Sant Joan Airport since the virus outbreak as part of the ‘Pilot Programme to Open Safe Tourist Corridors in the Autonomous Community of the Balearic Islands’ [TUIgroup.com, 2020]. In accordance with Clifford [2020], upon the aircraft’s arrival, passengers were wearing masks and had to queue at a distance from each other for the temperatures to be checked by Spanish border staff who were also wearing masks. Not only that, there were several signs, both in German and Spanish to remind passengers to wash their hands [Clifford, 2020]. 
[image: ]
~Linkedin.com, (2020), ‘TUI,’ [Online]. Accessible: https://www.linkedin.com/company/tuigroup/, Accessed: [2020, June, 17th]~
The CEO of TUI Group, Fritz Joussen said “The safety and well-being of our guests and employees around the world continue to be our top priority. Summer holidays in Europe can now gradually be made possible again – responsibly and with clear rules…Together with the destinations and our partners we have developed extensive measures to protect our guests” [TUIgroup.com, 2020]. This is an indication that TUI are trying to find alternatives for their business to still operate despite the impact of the coronavirus like ‘implementing a global program with extensive cost-cutting measures’ which will transform TUI into a digital platform company to ensure continuation of strong operational performance, says TUIgroup.com [2020].  
In addition to this, TUI are repositioning their business in France. Prior to the Covid-19 pandemic, TUI France were facing a loss and now with the virus, they are facing a significant loss [TUIgroup.com, 2020].  The future for TUI France consists of focusing on the ‘high-margin business with a few core brands.’ Any offers that are ‘high-volume but do not generate sufficient margins’ are removed from their portfolio [TUIgroup.com, 2020]. Due to this decision, ‘TUI France’s business volume will decline’ with 70 of the groups travel agencies will be sold or closed. This means that there will be a ‘reduction of 583 jobs’ which accounts for approximately 60 percent of employees currently in TUI France. This, however, coincides with their plan of reducing their overhead by 30 percent permanently across the entire group [Sharpe, 2020]. With the implementation of this plan, TUI France should ‘break even from 2021 onwards’ [TUIgroup.com, 2020].  


3.0 Conclusion
All plans that TUI have made is to overcome the business impact they have faced from the coronavirus. TUI announced, due to the coronavirus, all business operations would be reviewed to ‘steer the Group as a whole safely through the crisis and provide it with a stable future’ [TUIgroup.com, 2020].  This has been shown in various ways, for instance, with the implement of change to the overhead of staff by reducing the numbers in all areas [Sharpe, 2020]. With an employee turnover of 30 percent, it shows TUI are ensuring the survival of the organisation through this crisis as by reducing the number of employees leaves room for more funding for other areas of the company. 
The economic impact of the coronavirus has hit the businesses drastically, leaving TUI to find ways to overcome this by securing a ‘bridging loan’ from the German Government of ‘1.8 billion euros from the KfW’ [Hanover, 2020]. Other ways they have ensured securing financial stability is by furloughing 99 percent of their staff, which is a total of 11,000, in the UK alone under the ‘Government Coronavirus Job Retention Scheme’ which pays 80 percent of employees’ wages [Dennis, 2020]. The coronavirus has implemented a huge economic impact for TUI, which will take an ample amount of time to regain all of what has been lost.
Additionally, the coronavirus has impacted TUI where changes were to be made immediately and faced issues with the immediate change like refunds. Originally when the coronavirus occurred the refund procedure was the customers had to wait for a ‘refund credit note’ before enquiring on phone call about a cash refund [Quinn, 2020]. Various customers were outraged by this which led to Managing Director, Andrew Flintham, emailing to all their customers saying, ‘We’re sorry,’ says Quinn [2020]. The policy was later changed to customers being able to be automatically issued a refund for any remaining balance on the refund credit, according to McKinnell [2020].
Overall, TUI have faced numerous impacts upon its business, despite the variations of the impact’s faces, TUI have implemented plans to ensure the survival of the organisation. 
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5.0 Appendices
5.1: Anonymous TUI employee [Swansea]
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The following is a brief description of how COVID-19 had affected members of staff at the TUI Contact Centre in Swansea, and how the working
environment had changed to support this shift.

Regardless of your role in the contact centre, whether it was pre-travel, after travel or even holiday change - COVID-19 was treated as a crisis situation
resulting in staff members being pulled from their normal roles in order to contact customers to provide support in re-scheduling, cancelling and even
providing refunds to the customer. When the government enacted lockdown, TUI decided that staff could indeed work from home in order to continue
supporting our customers in this difficult time. Hardware was provided to us, and our daily update meetings once held in person were moved over to

online meetings.

As our job is mostly done on a computer, I'd argue that working from home has had little to no effect on customer focus and productivity than working in

the office. Our tools at home are the same as i the office and to this day we continue this way of working.

Regards,

Sean.
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