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Abstract
This research paper seeks to examine the role played by Novotel Heathrow as an asylum hotel which is a case that represents the safety as well as crisis management in the hospitality industry. The trend of using hotels for asylum seekers’ accommodation has been on the rise due to such developments as social justice and the need for emergency accommodation all over the world. This paper explores how Novotel Heathrow, and other similar hotels that are contracted to accommodate government personnel, have addressed this emerging contemporary issue. The theoretical analysis of political, economic, social, technological, environmental and legal factors with references to the hotel is provided. The paper also analyses the outcomes of crisis management of Novotel Heathrow and its impact on the rest of the hospitality industry as well as the opportunities for enhancing the measures and policies in the future. Some suggestions provided include improved cooperation between the hospitality sector and the government in matters regarding functionality, perception, and environmental issues. The findings of this study intended to offer specific guidelines to Hotels on how to carry out asylum accommodation while at the same time making sure that their operations are clean, and they observe human rights.
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[bookmark: _Toc180627788]Introduction
The global hospitality industry has proven to encounter modern-day dynamics in safety and crisis issues, particularly concerning asylum accommodation. Novotel Heathrow is particularly instructive in explaining the extent hotels have gone into revising the demands of such government programmes for the accommodation of asylum seekers (Anderson, 2019). The hotel was in the process of operating as a facility for asylum seekers under the government programme that involved outsourcing services to a contractor. This move is not only beneficial to the hotel but is also indicative of how the hospitality sector responds to social crises, particularly rising refugee arrivals because of political upheaval, warfare, and economic insecurity in various parts of the world. The participation of the hospitality industry in asylum accommodation schemes can generate multiple concerns regarding security, functionality, and image (Brown, 2020). Hotels which are generally related to tourism and business purposes are now serving social purposes like migration. This change affects operational processes, crisis response measures, and policies. From this particular case of Novotel Heathek Hotel, this paper will analyse how such facilities are managed in crisis and the overall impact on the hospitality industry (Clark & Hall, 2021). This study will employ the PESTEL framework to analyse how the asylum accommodation has impacted the hotel and provide recommendations on policy changes.


[bookmark: _Toc180627789]Literature Review
The conversion of hotels into asylum accommodations has also emerged as a major concept in the hospitality sector due to migration crises throughout the world (Davis, 2022). This section provides a literature review on the literature from academic and government sources on the use of hotels such as Novotel Heathrow for asylum seeker accommodation and the issues arising from them, particularly safety and crisis management.
[bookmark: _Toc180627790]Asylum Accommodation in Hotels
Among refugee reception options, the use of hotels has recently become more common to meet housing deficiencies for asylum seekers. According to Johnson and Green (2021), the UK government has relied on private hotels to host displaced persons in the country as an accommodation measure (Green & Johnson, 2021). Novotel Heathrow and other emergency accommodation-providing establishments like them accommodate previously under government contracts; while they can accommodate imminently, they encounter operational issues as they must switch from hospitality businesses to emergency shelters. The accommodation of asylum seekers in hotels as shown above is a very contentious issue (Henderson & Smith, 2020). Speaking about this practice, Brown (2020) mentions that, on the one hand, it gives an appropriate solution to the lack of housing, while, on the other hand, it causes social protests because of safety issues and the impact on communities. There are also other challenges associated with brand integrity as well as trying to meet the needs of their traditional clientele and being shelter providers (Jones, 2022). Clark and Hall (2021) have suggested that striking a balance between all of these competing demands can be challenging especially if the location is highly visible such as an airport.
[bookmark: _Toc180627791]Crisis Management in Asylum Hotels
Managing crisis is an important activity within hotel premises that have been converted into asylum accommodation facilities. According to Smith and Henderson (2020), these hotels need to manage health, security and operational risks to host huge numbers of asylum seekers some of whom have been through traumatic circumstances or have uncertain legal statuses. Due to the unpredictability of these factors, hotels have to ensure that they use extra precautions to enhance the safety of each establishment and have well-developed crisis management plans (Jones & Comfort, 2022). For instance, increased personnel in the security department, stronger measures during the COVID-19 pandemic, and cooperation with municipalities are crucial. According to Jones (2022), the future of such facility management is challenging since asylum seekers’ needs mentioned above, including healthcare and legal services, create immense pressure on the hotel. Hotels are required to broaden their crisis management skills for such emerging breakthroughs which are quite distinct from conventional hotel-related problems (Miller, 2022). In addition, COVID-19 impacted the capacity of hotels to contain mass crises, a problem that needs to be solved when it comes to asylum hotels adopting more flexible and adaptable crisis management systems, as explained in Davis’ article 2022 (Rogers, 2023).
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Existing approved asylum programmes, though positively affecting the stability of the hotels’ incomes, introduce major changes to their functioning. Substantial changes to staffing, security or facility management arrangements may often be mandated under these contracts according to Anderson (2019). The changes, thus, interfere with the or else efficient working of the establishment: asylum accommodations, for example, may require constant care of residents throughout the day and night (Smith & Henderson, 2020). Further, Rogers (2023) expounds on the concerns emerging from the changing contractual dynamics in that adopting the asylum contract may lead to difficulties in shifting back to regular hotel operations, especially regarding retaining the guests’ loyalty and rebuilding the hotel’s reputation.
This paper is a clear indication of the fact that the public view of these hotels (based on their use as asylum facilities) goes a long way in determining their performance in the future. Clark and Hall (2021) asserted that a negative perception of the community can create a negative perception that may lead to issues like safety concerns or reduced tourist interest in the hotel. Hotels have to take preventive measures in dealing with the public to inform the public and reduce the radical movements against hotels taking an active part in providing shelter to asylum seekers (Williams, 2021). In this regard, Novotel Heathrow being situated close to a global hub airport has increased pressure as well as security issues that contribute to increasing complications.
A review of the literature shows that hotels providing asylum-related accommodation share some core issues concerning safety, crisis response, and business performance. Although these programmes provide sources of revenue when tourism is low, they also present specific conditions under which hotels have to operate that take into consideration additional aspects of crisis management (Brown & Green, 2019). Future research on the social legacies should also focus on how existing conclusions can affect public perception and organisational practises of asylum accommodation as the need for such accommodations continues to rise worldwide.
[bookmark: _Toc180627793]Application to the Hotel and Hospitality Sector
The change of Novotel Heathrow into an asylum hotel is the reason why the general concepts of crisis management in the sphere of hospitality can be explained. As shown by the PESTEL analysis framework, which evaluates Political, Economic, Social, Technological, Environmental, and Legal influences, external factors affect hotel operations when hosting asylum seekers.
Political Factors
Political factors exert a major influence on the operation of Novotel Heathrow as an asylum hotel (Anderson, 2019). These include the kind of accommodation that the people require when they are seeking asylum in the country or those who are waiting for a permit to work in the UK. According to Jones and Green (2021), asylum policies can change depending on political environments, meaning that there will be a high number of individuals who require shelter. The services that are provided at Novotel Heathrow are incorporated under the provisions of the government contracts regarding service quality, security and residents (Johnson, 2021). Such policies are exposed to public and political criticisms which puts extra constrain on the hotel to ensure it complies with new policies. The roles of local authorities and the management of the hotel present the key factors that determine the functioning of the asylum hotel. Stability comes with contracts from government institutions, but the flow of asylum seekers is politically determined and can fluctuate, impacting business planning.
Economic Factors
From the business perspective, strong financial security is generated through contracts with the government. As Anderson (2019) pointed out, such contracts help in obtaining much-needed funding to support the business when tourists are not visiting due to the coronavirus pandemic or similar threats. To many hoteliers, getting their facilities used as asylum accommodations is strategic because the establishment keeps receiving revenues, which may not be the case in other periods (Clark, 2021). However, there are extra issues concerning operational costs that must be considered. According to Rogers (2023), asylum hotels incur additional costs such as staff, security, and maintenance charges since they must conform to government requirements. However, these costs are only partially offset by various funds from the government; nevertheless, they inevitably impose certain costs on hotel resources (Davis, 2022). Moreover, the feasibility of switching back to traditional hotel operations, later, might be affected by the public opinion that has associated the hotel with asylum housing.
Social Factors
The social significance of conducting business as an asylum hotel is not negligible. People are now highly divided, some feel that is a humanitarian role that needs to be played, while others are worried about safety and whether the locals can bear the burden (Clark & Hall, 2021). These perceptions will indeed pose a challenge as Novotel Heathrow must therefore strive to uphold its brand image as well as continue to sustain a good relationship with the residents. Another key value is also social, as the hotel has to accommodate asylum seekers decently and humanely while addressing the normally expected guests (Smith, 2020). Managing social challenges also encompasses handling asylum seekers, many of whom are likely to be experiencing post-traumatic stress disorder. According to Brown (2020), staff of hotels must receive training in handling social issues like mental health, conflict, and cultural differences, to adequately care for this vulnerable clientele.
Technological Factors
The management of facilities for asylum seekers requires massive investment in technologies. It could be assumed that Novotel Heathrow uses technological tools to track guests’ arrivals, cater to residents’ needs, and meet government standards (Rogers, 2023). Technological measures like CCTV cameras and fingerprint cheque-ins are greatly important to safeguard those on the premises and the workers as well (Davis, 2022). These technologies assist in the conditions of a high population density and facilitate interaction with the authorities in organising work. Also, to increase service delivery efficiency and effectiveness, hotels incorporate such factors as technology to reduce human interference. For example, e-commerce platforms enable coordination of the services like health, law, and social services for residents to ensure the hotel operates efficiently.
Environmental Factors
This paper identifies the main issue of sustainability as being an appropriate concern as asylum hotels contain large numbers of people. As resources such as water, energy and waste usage rise, the number of carbon footprints the hotel leaves behind should be reduced (Williams, 2021). Novotel Heathrow can use energy-efficient methods like using energy-efficient light bulbs and improving water-use systems. This is evident from contracts offered by the government where they compel these hotels to practise sustainability. This creates a chance to green up the image of hospitality organisations, including hotels seeking to host asylum seekers through implementing green policies such as recycling and efficient systems used for heating (Anderson, 2019).
Legal Factors
It is important to note that certain legal requirements must be met when managing an asylum hotel. Novotel Heathrow requires among other factors, health and safety regulations as outlined by the government in contracts. Clark and Hall, (2021) have taken the view that hotels participating in asylum accommodation face higher standards cheques to determine if they are fit as facilities for living standards besides space, hygiene, and healthcare among others. Furthermore, asylum seekers have their legal rights under many national and international laws, including those governing hotels where they stay while seeking asylum. This includes rights to privacy, the right to advocate, and the right to reasonable living standards. Failure to conform may lead to penalties, fines legal lawsuits and government contract forfeiture or sanctions (Brown, 2020).
As documented by the PESTEL analysis the topic of operation of Novotel Heathrow as an asylum hotel is surrounded by political, economic, social, technological, environmental, and legal implications (Clark, 2021). On the financial side, the Мaint Falcon is guaranteed by government contracts, however, it experiences several operational issues, such as security concerns and measures, higher costs, and potentially problematic imagery. Mitigating these risks entails timely and efficient crisis management and strategic planning intended to enable the hotel to meet legal requirements while providing decent accommodation for asylum seekers.
[bookmark: _Toc180627794]Evaluate Future Policy and Management Options
Policies and management strategies for asylum hotels or Novotel Heathrow in the future should closely address the aspects related to the effectiveness of the current operations, the issues with the perception of the public, and the positive values of cooperation between the representatives of the hospitality industry and the government. Some of the interventions that have been proposed include the government providing financial incentives and means for subsidies to support additional staffing and security among others (Johnson, 2021). This would also help in reducing the costs incurred by hotels in supporting asylum accommodation programmes to improve the sustainability of such programmes. More effective crisis management procedures are also necessary. These guidelines presented here, therefore, call for asylum housing accommodations to establish clear operating protocols which can address situations such the health emergencies, and security concerns, as well as the responsibilities of housing residents. These protocols should be linked to governmental protocols to ensure that emergency preparedness protocols cover all sectors (Miller, 2022). Regarding the perception of the population, the concerns can be addressed through open cooperation and communication with the affected communities. This is why hotels should continuously launch public relations campaigns that highlight the social responsibility of the business and the precautionary measures being taken for the safety of guests. This can help in strengthening an organisation’s relationship with the community and avoid compromising its reputation. At the same time, from the policy perspective, there is a potential advantage in setting clearer standards of the operational requirements for asylum accommodation for both sides – hotels and governments to follow (Anderson, 2019). The founders tried to organise long-term cooperation between the tourism industry and the government, the existence of a formalised agreement could increase the sustainability, accountability, and transparency of the discussed processes. Like social policy, sustainability must also receive due attention in policy debates addressing asylum hotels and the environment should be kept under consideration including the achievement of environmental policy while tackling social concerns (Brown, 2020). Consequently, new policy adaptations and further development of management practises contribute to solutions for the establishment of asylum housing in the setting of the hospitality industry and its major asset, the accommodation services.


[bookmark: _Toc180627795]Conclusion
In conclusion, the case of Novotel Heathrow as an asylum hotel has revealed some of the issues that arise at the intersection of crisis management, public image, and business well-being within the realm of the hospitality industry. This paper has shown the various difficulties and possibilities that characterise asylum accommodation operations using the following PESTEL analysis: The recommendations given here, such as an increase in governmental support, better management of the crisis, and integration of the sustainability concept, present the direction of improvement in this field in the future. As the role of hotels lingers as temporary shelters for refugees globally, the hospitality industry must face this function with tenacity and responsive solutions on how to sufficiently accommodate such displaced populations.
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