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Abstract

The COVID-19 pandemic has significantly disrupted the global
hospitality industry, posing unprecedented challenges to hotel
operations, customer engagement, and service delivery. This
study aims to analyze how the hotel industry in India has
demonstrated resilience and adapted to the new realities brought
about by the pandemic. Focusing particularly on the post-COVID
period, the research investigates the strategic measures adopted
by hotels to recover from the crisis and align with evolving
consumer expectations. A key focus of this study is the youth
demographic, primarily individuals aged 18-24, who represent a
highly influential and tech-savvy segment of the consumer base.
Their preferences and behaviors provide important insights into
the future direction of the hospitality sector. The study employs
a mixed-methods research design, combining quantitative data
from structured surveys with qualitative insights from interviews
conducted with hotel managers and professionals. A total of 72
responses were collected, predominantly from urban regions in
India, offering a micro-level perspective on customer preferences
and industry practices. The findings reveal that hotels have
widely adopted enhanced health and safety measures, including
rigorous sanitation protocols, social distancing, and health
screenings. Additionally, there has been a marked shift towards
digital transformation, with contactless technologies such as
mobile apps, keyless entry, digital menus, and virtual concierge
services becoming increasingly prevalent. The pandemic has
also led to notable changes in consumer behavior. The youth
demographic, in particular, has shown a strong preference for
contactless services, flexible booking options, localized travel
experiences, and sustainable accommodations. The integration
of eco-friendly practices has emerged as a competitive advantage

for hotels aiming to cater to environmentally conscious customers.
This paper contributes to the existing literature by offering an
India-specific analysis of resilience and adaptation strategies
during and after the COVID-19 crisis, with a demographic lens
centered on young consumers. The insights generated can
help hotel operators, policymakers, and tourism stakeholders to
formulate data-driven, customer-centric strategies that enhance
operational resilience, rebuild customer trust, and ensure long-
term sustainability in a post-pandemic world.
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Introduction

This study centres on hotels in India and is based
primarily on responses from young adults aged 18-24,
providing insight into the perspectives of a digitally
savvy and health-conscious demographic. The study
timeframe spans the active pandemic period (2020-2022)
and the immediate post-pandemic phase. The COVID-19
pandemic emerged as a transformative force, profoundly
impacting every facet of the hotel industry worldwide.
Amidst lockdowns, travel restrictions, and shifting
consumer behaviours, hotels were compelled to swiftly
recalibrate their strategies to navigate the complexities
of a volatile market landscape. Hotels have had to
navigate a landscape marked by uncertainty, financial
stress, and changing consumer behaviour. Adaptation
strategies have included implementing stringent health
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and safety protocols, leveraging technology to enhance
the guest experience, and rethinking service offerings to
meet new market demands. These strategies have been
crucial in restoring customer confidence and ensuring
business continuity. For instance, enhanced cleaning
protocols, the introduction of contactless check-ins, and
the reconfiguration of common spaces to support social
distancing are some of the immediate measures that were
taken to reassure guests and comply with public health
guidelines.

Technology has played a pivotal role in the hotel industry’s
adaptation efforts. The adoption of digital solutions, such
as mobile apps for booking and communication, virtual
concierge services, and the use of artificial intelligence
for personalized guest experiences, has accelerated. These
innovations have not only addressed safety concerns
but also enhanced operational efficiency and customer
satisfaction. For example, contactless payments and digital
room keys have minimized physical interactions, aligning
with the heightened demand for hygiene and safety.

Customer preferences have evolved significantly due to
the pandemic. Health and safety have become paramount,
influencing decisions about travel and accommodation.
There has been a growing preference for contactless
services, flexibility in booking and cancellation policies,
and an increased demand for local or regional travel as
opposed to international destinations. Understanding
these changing preferences is essential for hotels to
tailor their services and marketing efforts effectively. For
instance, many travellers now prefer boutique hotels or
vacation rentals that offer more privacy and control over
their environment compared to large, crowded hotels.
Sustainability has also gained traction as a key factor
influencing customer preferences. The pandemic has
heightened awareness of environmental issues, prompting
many travellers to seek eco-friendly accommodations.
Hotels that have implemented sustainable practices, such
asreducing waste, conserving energy, and sourcing locally,
have an opportunity to attract these environmentally
conscious guests. This trend underscores the importance
of integrating sustainability into the core business strategy,
not just as a response to the pandemic but as a long-term
commitment.

This research aims to provide a comprehensive analysis of
the resilience and adaptation strategies adopted by hotels,

alongside an examination of customer preferences during
and after the pandemic. By exploring these aspects, the
study seeks to offer insights into how the hotel industry
can build more robust business models and better prepare
for future disruptions. The findings will be valuable
for industry stakeholders, including hotel managers,
policymakers, and investors, in crafting strategies
that enhance both operational resilience and customer
satisfaction in a post-pandemic world. Ultimately, the goal
is to contribute to the development of a more resilient,
adaptable, and sustainable hotel industry that can thrive
in the face of ongoing challenges and evolving customer
expectations.

This study is geographically centered on India, with a
sample consisting predominantly of young adults aged
18-24, many of whom are students. This demographic
was selected due to their high digital literacy and
significant influence on post-pandemic consumer trends.
Data were collected during the post-COVID recovery
phase (January—March 2024), offering timely insights into
how the hotel industry has adapted to evolving customer
expectations.

Objectives

e To examine the adaptation strategies employed
by hotels, including health and safety measures,
technological innovations, and changes in service
offerings.

e To analyse the impact of the pandemic on revenue,
occupancy rates, and operational procedures.

e To investigate the resilience strategies that hotels
have implemented to navigate the crisis.

e To investigate the role of technology in the hotel
industry’s adaptation strategies.

Hypothesis

Hotels in India that implemented comprehensive
adaptation strategies such as improved health protocols,
contactless technologies, and diversified service offerings
were more successful in mitigating the negative effects
of COVID-19. These strategies, particularly digital
adoption, played a critical role in customer satisfaction
and long-term business resilience.
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Research Methodology

This study employed a mixed-methods approach
combining quantitative surveys and qualitative interviews
to analyse resilience strategies in India’s hotel industry
post-COVID-19. The data collection took place between
January and March 2024 and involved 72 participants,
primarily students and young professionals from urban
regions. The study emphasized hotels’ operational
and customer-facing strategies during the pandemic
recovery. The research was carried out in two phases:
Quantitative surveys and Qualitative interviews. During
the quantitative phase, a survey was conducted to
representative sample of hotel managers and executives
from various hotel categories (e.g., luxury, mid-range,
budget) and geographic areas. A systematic questionnaire
was created, concentrating on topics such as health and
safety precautions implemented, technology advances
embraced, changes in service offerings, impact on
revenue and occupancy rates, operational changes, and
resilience methods used. The survey was delivered online
using platforms such as Google Forms, with follow-up
reminders made to increase response rates.

In the qualitative phase, in-depth interviews was
conducted with a select group of hotel managers and
industry experts who have shown substantial adaptation
and resilience during the Pandemic. The interviews went
into comprehensive adaptation plans, particular technical
advancements and their implementation, case studies
of effective resilience tactics, and perspectives of the
pandemic’s long-term influence on industry.

Ethical issues include gaining informed consent from
all participants, maintaining the confidentiality of their
replies, anonymizing any identifying information in
the final report, and securely keeping data that is only
available to the study team. The study’s limitations arise
from its demographic skew, as 88.9% of respondents
were aged 18-24 and 59.7% were students. This narrows
the generalizability of findings across broader age or
occupational groups. Moreover, the research was confined
to Indian urban hotel experiences, limiting insights from
rural or international hotel contexts. This mixed-methods
approach will give a strong foundation for studying how
the hotel sector has changed and exhibited resilience
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throughout the Pandemic, delivering useful insights for
industry stakeholders to handle future issues and enhance
their strategic planning.

Literature Review

Health, Safety & Hygiene Protocols and Evolving
Consumer Behaviour: The COVID-19 Pandemic has had
a tremendous influence on several businesses, notably the
hotel industry, affecting both the economics and the luxury
categories. Many luxury hotels experienced temporary
or permanent closures, prompting the deployment of
additional health and safety precautions for those that
remained open. This study looks at the expectations of
luxury hotel customers in the post-pandemic period and
proposes techniques that hotels may use to achieve these
expectations and assure customer happiness. Enhanced
cleaning processes and health-focused facilities have
become critical for visitor pleasure, and luxury hotels must
modify room amenities to meet customers’ increased
health and safety concerns. Furthermore, experienced
and empathic personnel are necessary, since they must be
well-versed in health norms and local rules to deliver clear
and correct information to guest. Improved cleanliness
and social distancing measures in common areas are
also required, and converting these places to meet
modern health requirements may considerably improve
visitor experiences. There is a significant link between
customer satisfaction and hotel resilience, emphasizing
the need of maintaining high levels of satisfaction
through safety measures, personalized services, and
seamless experiences. Luxury hotels may increase their
resilience and competitiveness in the post-pandemic age
by addressing guest preferences and assuring satisfaction.
This research emphasizes the necessity for a customer-
centric strategy, operational flexibility, and long-term
sustainability in the luxury hotel industry.

Impact on Hotel Operations and Sustainability &
Environmental Focus: The COVID-19 Pandemic caused
enormous disruptions in the worldwide tourist industry,
including Egypt’s historic tourism sector. Egypt, known for
its unique cultural and historical attractions, experienced
economic turbulence with widespread interruptions
such as lockdowns and travel restrictions, resulting in a
dramatic fall in tourism income and jobs. This research



Resilience and Adaptation in the Indian Hotel Industry: Analysing Business Strategies and Customer Preferences ... I 23

investigates the resilience of luxury hotels in heritage
locations, with an emphasis on social and economic
sustainability during crises. It emphasizes the necessity
of both adaptive and planned resilience in sustaining
operations and promoting sustainable practices. Adaptive
resilience, defined by effective problem-solving and
resource management, has a beneficial impact on social
sustainability by promoting employee well-being and
community collaboration. Meanwhile, planned resilience
promotes economic sustainability via smart financial
planning and cost control. The research emphasizes
the need of organizational resilience in maintaining
performance and gaining a competitive advantage,
particularly in the tourist industry amid global crises such
as COVID-19.

Technological Transformation and Sustainability in
Services: The COVID-19 Pandemic had a huge impact on
the restaurant sector, particularly small and medium-sized
businesses, causing many to shut or migrate to takeout
and delivery services. Full-service restaurants faced more
obstacles than quick-service restaurants, emphasizing
the value of digital transformation and innovation. Chain
restaurants with existing digital infrastructures responded
more effectively, employing data analytics, e-commerce,
and streamlined business strategies. Interviews with
industry experts from Portugal and Russia found that
adaptation varied, with some businesses swiftly adopting
essential adjustments and others struggling. Innovations
such as cost reduction, adherence to hygienic standards,
and improved delivery services were critical. The report
emphasizes the need of long-term digital transformation
for resilience and success in the post-pandemic period,
calling for a deliberate focus on digital resources
and inventive potential to satisfy changing customer
expectations. This adaptation not only helped to alleviate
the crisis’s immediate effects, but it also prepared
enterprises for future development and stability.

Health, Safety & Hygiene and Organizational & Employee
Resilience: The research paper investigates how the
COVID-19 Pandemic has altered the duties and skills
of frontline service workers (FLEs) at five-star hotels. It
emphasizes the critical need for FLEs to have skills such as
guest health and safety standards, digital service delivery
proficiency, and the ability to support psychological well-
being, all of which are becoming increasingly important

in the post- pandemic era of contactless operations and
enhanced safety protocols. The study underlines how
these qualities have a direct impact on customer happiness,
service quality, and overall organizational effectiveness.
Hotels can successfully blend digitization and high-touch
service by incorporating technology such as Al and robots
with individualized client interactions, ensuring service
quality and satisfying guests’ increasing expectations in
the new normal of hospitality. Aligning FLE capabilities
with industry best practices and evidence-based tactics
not only addresses urgent operational demands, but also
qualifies hotels for success in a dynamic and competitive
hospitality world post-COVID-19.

Impact on Operations and Government & Policy Support
and Crisis Management: The study paper investigates
the tremendous influence of global health crises, notably
the COVID-19 pandemic, on the hospitality and tourist
industries of Nigeria and Sub-Saharan Africa. It looks
at past antecedents, such as the SARS pandemic, to
influence contemporary crisis management frameworks
in the sector. The report emphasizes the need for hotels to
broaden their duty of care and suggests adaptive solutions
and disaster management frameworks to improve
resilience. It emphasizes hotels’ crucial position as
essential service providers during emergencies, including
their use as quarantine centres and temporary hospitals.
The report proposes for combining strong safety measures
with creative service offerings to suit changing consumer
expectations during health emergencies. It also analyses
the economic and social repercussions of pandemic-
related travel restrictions, emphasizing the industry’s
sensitivity to global health hazards and the need for rapid
reaction methods. Finally, the research seeks to contribute
to the resilience and long-term growth of the hotel and
tourist industries through improved disaster planning and
joint crisis management activities.

Organizational Resilience and Technological Adaptation
(Telework).: The research study looks at how Small and
Medium Enterprises (SMEs), notably those in Turkey,
responded to the problems provided by the COVID-19
outbreak by adopting flexible working methods and
strategic approaches. It emphasizes that SMEs, who are
susceptible owing to low resources and technological
skills, may strengthen their resilience by implementing
strategic orientations (technology, market, learning, and
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entrepreneurial). The study’s findings demonstrate that
these orientations positively improve organizational
resilience, with technology orientation having the
greatest impact. Furthermore, it demonstrates that regular
and systematic telework arrangements contribute much
more to organizational resilience than intermittent or
low- mobility telework. The findings highlight the
necessity of SMEs adopting varied strategic orientations
and organized telework methods to improve resilience
during crises. Furthermore, the study argues that SMEs
should combine different strategy orientations in order
to effectively traverse uncertainty, exploiting technical
improvements and market responsiveness. This strategy
not only ensures company continuity, but also improves
the ability to innovate and react to changing market
conditions, building long-term resilience.

Impact of COVID-19 on Hotel Operations and
Government & Policy Support: The study report
provides a thorough examination of how the COVID-19
Pandemic affected the worldwide hotel business.
It describes the tremendous obstacles that hotels,
restaurants, and similar companies confront as a result
of economic shutdowns and travel restrictions, which
cause widespread financial distress and employment
uncertainty. Governments throughout the world responded
with a number of measures aimed at reducing these
effects, including large financial aid packages, support
for job retention, tax relief efforts, and infrastructure
improvements to assure health and safety standards. The
paper’s central theme is the creation of an analytical
hierarchy model for evaluating and prioritizing various
government actions. This model assists policymakers in
determining the efficiency of various actions in promoting
industry recovery and planning for future crises. The
study’s emphasis on strategic decision- making and
adaptive policy responses intends to help governments
encourage the resilience and long-term growth of the
hospitality sector after the Pandemic.

Business Model Innovation and Cultural Resilience: The
research study investigates how homestay firms in Vietnam
responded to the challenges of the COVID-19 Pandemic,
focusing on resilience tactics in the face of operational
interruptions and changing market dynamics. The study
identifies key adaptation measures based on qualitative

Volume 13 Issue 1 October 2025

research with homestay owners, including adjusting
operational protocols to meet health regulations while
maintaining cultural authenticity, reducing supplementary
services to align with domestic tourist preferences, and
innovating to improve guest experiences. Recovery
strategies include restoring real cultural interactions
to attract future tourists and utilizing entrepreneurial
resilience to ensure company survival. The findings help
to better understand resilience in tourism and hospitality,
emphasizing the relevance of adaptive ability and cultural
authenticity in managing crises and promoting sustainable
tourist practices throughout the world. This study
emphasizes the need of flexibility and local participation
in building tourism industry resilience in the face of global
difficulties.

Consumer Behaviour and Strategic Marketing & Trust
Recovery: The study paper investigates the severe effects
of the COVID-19 Pandemic on the hospitality and tourist
industries, concentrating on the obstacles encountered
and options for recovery and resilience development.
It synthesizes current material to address two major
research questions: identifying contemporary trends in
management, marketing, and consumer behaviour that
have been impacted by the pandemic, and providing post-
pandemic resilience solutions. Using a critical reflection
method, the study identifies workforce issues, digital
innovation in marketing strategies, and transformations
in customer trust and value views as major topics. It
emphasizes the significance of regaining trust through
improved safety measures, utilizing technology for
operational efficiency, and incorporating CSR activities
to meet changing customer expectations.

Strategic Marketing Response and Technological
Transformation: The research study studies strategic
marketing management in Dumaguete City’s hotel
business, focusing on the industry’s response to the
COVID-19 outbreak. It demonstrates that 62.81% of
hotels are recognized by the Department of Tourism,
indicating a strong commitment to service and operational
excellence. According to the survey, hotels efficiently
apply marketing tactics, scoring well on product (4.20),
pricing (4.32), promotion (4.09), and site (4.24), all of
which are critical for customer happiness, loyalty, and
operational efficiency. Personalized pricing and clear
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policies considerably increase consumer confidence,
however dynamic pricing tactics require improvement.
The Omni channel approach, which combines a strong
digital presence with consistent, tailored services, is
critical for visitor experience and loyalty. Correlations
reveal that bed capacity, occupancy rates, and years of
operation have a substantial impact on the scope and
efficacy of marketing campaigns. To retain development
and competition in the hotel industry, the report suggests
constant marketing innovation, the use of digital
technologies, and the maintenance of high service and
compliance standards.

Business Model Innovation and  Organizational
Resilience Frameworks: The research report examines the
devastating impact of the COVID-19 Pandemic on service
businesses, revealing significant revenue drops and job
losses in the industry. It highlights numerous resilience-
building tactics used by service organizations to navigate
and recover from the crisis, including teleworking, cost-
cutting measures, and improving internet presence.
The study divides resilience into three phases: survival,
recovery, and development, based on earlier research on
organizational resilience. It stresses market orientation,
supply chain optimization, strategic organizational
restructuring, innovation, and business model change as
critical strategies for increasing resilience. The study also
outlines the crucial resources—financial, human, social,
and technical capital—that support these tactics. Overall,
it provides a thorough framework for understanding
and executing resilience-building techniques specific
to service organizations during and after COVID-19,
including both theoretical underpinnings and practical
consequences for management practice.

Business Model Innovation and Crisis Adaptation: The
research study investigates the severe effects of the
COVID-19 Pandemic on the hospitality sector, focusing
on how a small entrepreneurial hotel chain in Chiang Mai
managed the crisis by proactive business model adaption.
The research, which incorporates theoretical frameworks
of business model innovation and operational tactics,
shows how hotels modified their revenue, operational,
and enterprise models to ensure survival throughout
the Pandemic. Key measures included lowering fixed
costs through personnel reassignment and incentive

schemes, expanding income sources with additional
services such as house cleaning and product sales, and
ensuring financial stability through bank negotiations
and government assistance programs. The findings
emphasize the relevance of agility, strategic foresight,
and stakeholder management in crisis resilience for small
hospitality enterprises, providing practical insights for
industry adaptation in the post-pandemic era. This case
study provides useful insights for other small hotel chains
facing similar issues, emphasizing the need of adaptable
tactics in preserving operational continuity and planning
for future uncertainties in the tourist industry.

Health & Safety Practices and Staff Flexibility &
Service Innovation: The research study explores how
the COVID-19 Pandemic had a significant influence on
Yogyakarta’s hotel business, driving hotels to implement
supply chain resilience techniques. Faced with falling
occupancy rates and operational concerns, Yogyakarta
hotels devised a number of significant resilience
techniques. These included increased worker flexibility
through personnel cutbacks, outsourcing, and multi-
tasking training to improve productivity. Supply chain
concerns were addressed by reducing hotel capacity,
deactivating non-essential facilities, and renegotiating
supplier contracts to increase flexibility. Improved
disaster management standards, such as strong health and
safety regulations and quick operational strategy changes,
were critical to ensuring operational continuity and visitor
confidence. Furthermore, hotels expanded their amenities
to include MICE facilities, quarantine packages, and food
delivery services, while ramping up digital marketing
efforts through social media and internet platforms
to expand their market reach. The study’s qualitative
approach, which included in-depth interviews and data
triangulation, supported these tactics, emphasizing their
importance in improving company resilience and planning
for disruptions beyond the pandemic.

Data Analysis

As we progressed, we gathered primary data for our study
through responses from the hotel sector. This research has
a total of 72 samples. According to the data obtained from
a sample of 72 respondents in our hotel industry study,
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41.7% were female and 58.3% were male. These figures
reflect the gender distribution of people who responded
to our survey.

® Male
@® Female
@ Other

Fig. 1: Gender Distribution of Respondents

As we go, we discover that our analysis indicates a
dominating age range of 18-24 years, accounting for
88.9% of our sample, indicating a strong presence
of young adults or ‘“youngsters” in our research.
This demographic trend emphasizes their significant
representation and highlights their possible effect on the
results and views investigated in our study. In contrast,
the 25-34 age group accounts for a smaller but significant
11.1%, showing a minority presence of somewhat older
individuals, whose viewpoints may provide opposing
insights.
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® 18-24
@ 25-34
© 3544
@ 45-54
@ 55 or above

Fig. 2: Age Group Distribution of Respondents

Furthermore, our findings dive into respondents’
professional characteristics, demonstrating that 59.7% are
students, indicating a significant emphasis on educational
pursuits within our sample group. This demographic
segment is highly engaged in academic pursuits, which
may influence their answers and behaviours relevant to
our study aims. Furthermore, 20.88% of participants are
employed, indicating a sizable population of working
professionals with various opinions, and 4.1% own
enterprises, demonstrating entrepreneurial activity. A
lesser proportion, 1.8%, work in other fields, illustrating
our respondents’ diverse vocational backgrounds. These
demographic data give critical context for evaluating
our research findings and comprehending the complex
processes at work within our study community.

Enhanced cleaning protocols

Social distancing measures

Contactless check-in/check-out

Health screenings for guests and
staff

20 40 60

51 (70.8%)

32 (44.4%)

Fig. 3: Perception of Hotel Cleaning Practices During and Post COVID-19

Our thorough analysis of the data reveals that a sizable
majority, particularly 70.8% of respondents, believe
that hotels have significantly increased their cleaning
practices in response to the obstacles provided by the
COVID-19 pandemic, both during and after the outbreak.

Furthermore, a sizable proportion, 55.6%, feel that the
implementation of contactless check-in and check-out
processes has been extremely beneficial during and after
the pandemic era. Furthermore, half of respondents, or
50%, agree that hotels implemented social distancing
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measures in response to the COVID-19 epidemic,
indicating broad acknowledgment of these preventative
measures. Furthermore, 44.4% of those polled recognize
hotels’ proactive implementation of health screening
standards for both guests and employees, demonstrating
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their holistic commitment to guaranteeing health and
safety. These findings show a major shift in guest
expectations and industry norms, showing a strong focus
on health-conscious practices in the hospitality business.

Mobile apps for services
Keyless entry

Integrated payment processing
Virtual tours

Digital Health Passports

Smart Room Controls

17 (23.6%)

56 (77.8%)
43 (59.7%)
35 (48.6%)

18 (26.4%)

35 (48.6%)

40 60

Fig. 4: Effectiveness of Contactless Check-in and Check-out Services

Further investigation of the data uncovers fascinating
insights:  77.8% of respondents believe that the
integration of mobile applications and comparable
technology in hotels has significantly improved visitor
safety and happiness. Furthermore, 59.7% of participants
agree that the use of keyless entry devices has improved
overall visitor experiences. 48.6% of people believe that
innovations like smart room controls and integrated
payment processing have greatly improved hotel

customer safety and satisfaction. Furthermore, 26.4%
recognize the value of virtual tours in assisting customers
in familiarizing themselves with hotel services and
accommodations. Finally, 23.6% of respondents believe
Digital Health Passports will improve overall consumer
safety and happiness in hotel environments. These
findings highlight the revolutionary power of technology
in improving guest experiences and safety standards
throughout the hospitality sector.

Takeaway and delivery options
Pre-packaged meals

Room service enhancements
Digital menus

Contactless payment methods
Reduced capacity in dining areas
In-room dining promotions

Health and safety certifications...

44 (61.1%)
24 (33.3%)

34 (47.2%)

44 (61.1%)
35 (48.6%)

21 (29.2%)

26 (36.1%)

26 (36.1%)

20

30 40 50

Fig. 5: Implementation of Social Distancing and Health Screening Protocols in Hotels

According to our extensive study findings, the majority
of respondents (61.1%) stated that hotels deliberately
changed their Food & Beverage (F&B) offerings
throughout the pandemic. This adaption was characterized
by the introduction of handy takeout and delivery

alternatives, as well as the use of digital menus to improve
safety and convenience. In terms of payment methods,
over half of respondents (48.6%) identified the use of
contactless payment systems as a critical response from
the hotel industry’s F&B sector during the pandemic.




28 I AVAHAN: A Journal on Hospitality and Tourism

Furthermore, 47.2% of respondents observed substantial
improvements in room service options, with an emphasis
on better client experience and safety measures. Around
36.1% of participants saw a rise in advertisements for
in-room eating alternatives, which was accompanied by
tougher health and safety certifications for food handling
methods undertaken by hotels. Furthermore, 33.1% of
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respondents reported an increase in the availability of pre-
packaged meal alternatives, addressing visitors’ demand
for sealed and securely prepared food products. Finally,
29.2% of respondents identified lower dining area capacity
as a proactive strategy used by hotels to guarantee social
distance and guest safety during and after the COVID-19
epidemic.

Regular health screenings

Provision of Personal Protective
Equipment

Training on COVID-19 protocols

Remote work options

Implementation of social
distancing protocols in staff areas
Mental health support and
counseling services

0 10

45 (62.5%)
32 (44.4%)

44 (61.1%)
26 (36.1%)

31 (43.1%)

21 (29.2%)

20 30 40 50

Fig. 6: Perceived Impact of Technology Integration on Guest Safety and Experience

Further analysis of the data reveals that hotels have
adopted a variety of steps to safeguard the safety of their
employees during and after the epidemic. A considerable
majority, 62.5%, saw frequent health exams as critical for
worker safety, while 61.1% stressed the need of COVID-
19 procedure training. Furthermore, 44.4% cited the
availability of personal protective equipment (PPE) as
critical for protecting both personnel and guests. 43.1%
of respondents identified operational procedures such as
social separation in staff areas as contributing to employee

safety in hotel environments. Furthermore, 36.1% saw
remote work choices as critical during the epidemic.
Mental health support and counselling services were
also considered significant, with 29.2% recognizing their
importance in assuring staff well-being and safety. These
findings highlight the complete approach that hotels use
to protect their employees, which include preventative
measures, training programs, and supportive resources
suited to the changing difficulties of the hospitality
business.

@ Significant decrease
@ Moderate decrease
@ No change

@ Moderate increase
@ Significant increase

Fig. 7: Changes in Food and Beverage Services During the Pandemic

As we dive deeper into our investigation, it becomes
clear that hotel executives hold a wide range of opinions

about the pandemic’s influence on the hospitality
industry’s revenues. According to our poll, 30.6%
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of executives expect a moderate loss in sales, citing
the persistent challenges created by the pandemic’s
economic implications and unpredictable customer
habits. Furthermore, 27.8% of respondents say there has
been a considerable decline in income in the hospitality
sector, showing broad worries about lower visitor travel,
occupancy rates, and spending habits. In contrast, 26.4%
of executives reported enjoying a moderate rise in
income, pointing to adaptive measures, such as improved
cleanliness practices and focused marketing initiatives,
that have resonated well with a segment of the market.
Interestingly, 8.3% of respondents reported a large

increase in revenue, indicating effective pivots to new
income streams or market sectors in response to shifting
demand dynamics. In contrast, 6.9% of executives
reported no substantial impact in income, indicating a
steady operating environment or successful mitigation
tactics applied throughout the epidemic. These findings
highlight the complexities of the hospitality sector,
where resilience and adaptation are critical in the face
of changing global conditions. They show the many
techniques used by hoteliers to handle problems and
capitalize on new possibilities, illustrating the industry’s
ability to innovate and respond in times of crisis.

Increased cleaning and sanitation
protocols

Changes in staffing levels 15 (20

Customized service offerings

Modified check-in/check-out
procedures

Installation of protective barriers
at front desks

Introduction of digital menus and
ordering systems in restaurants

20

8%)

—52 (72.2%)

)

24 (33.3%)

40 60

Fig. 8: Measures Taken for Employee Safety in Hotels

Based on the data gathered, numerous notable
improvements occurred in the hotel industry throughout
the epidemic, demonstrating the sector’s resilience
and dedication to guest safety. A noteworthy 72.2%
of respondents reported that hotels have greatly
improved their cleanliness and sanitation standards.
This improvement most likely includes more regular
cleaning of common spaces and the use of hospital-grade
disinfectants to limit the danger of viral transmission.
Furthermore, 41.7% of respondents reported that hotels
provided more customized services to visitors, such as
personalized amenities and unique packages tailored
to specific needs. Furthermore, according to 40.3% of
respondents, hotels have changed how guests check in
and exit. These modifications could involve the usage
of mobile key access to minimize in-person encounters

and contactless choices for check-in and check-out.
Simultaneously, according to 34.7% of respondents,
front desks have protective barriers installed, usually
composed of Plexiglas, to reduce the possibility of
airborne transmission during in-person encounters. In
addition, 33.3% of respondents mentioned that hotels
have implemented digital menus and ordering platforms
in their dining establishments, enabling patrons to peruse
menus and make orders using smartphones or tablets,
hence decreasing the number of point of contact. Finally,
20.8% of participants saw alterations in the number of
employees at hotels. This might apply to a rise or fall in
the number of employees, dependent upon the particular
conditions and operating needs of the hotel during the
pandemic.
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Fig. 9: Hotel Executives’ Views on Revenue Impact Due to COVID-19

It has been determined from the data gathered that hotels
had a number of noteworthy difficulties throughout
the epidemic. More specifically, a rise in operating
expenses was recorded by 58.3% of respondents. This
implies that hotels are now spending more due to the
safety and hygienic measures that are necessary, such
improved cleaning procedures, staff personal protective
equipment (PPE), and new health and safety regulations.
Furthermore, 56.9% of participants reported a decline
in earnings. Lockdowns, limitations on movement, and
a decline in travel and tourism are some of the reasons
for this decline. Moreover, as fewer visitors could be

accommodated at any given time, the decreased ability
to follow social distancing norms probably had a role
in the income drop. In addition, half of the participants
reported a decline in reservations. There was a noticeable
decline in the amount of hotel reservations as a result
of the pandemic’s instilled fear and uncertainty, travel
restrictions, and quarantine regulations. Both leisure and
business travel were examples of the hospitality sector
categories where this tendency was clearly seen. These
difficulties highlight the necessity for the hotel sector to
change and create plans to lessen the effects of similar
extraordinary occurrences in the future.

Staff shortages

Supply chain disruptions
Changes in guest expectations
Compliance with health regulati...
Increased training requirements
Maintaining brand reputation

Ensuring consistent communic...
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Fig. 10: Long-Term Changes Observed in Hotel Industry Post-Pandemic

As per our poll, 56.9% of hotels indicated that changes in
guest expectations were a significant concern, making it
the most common obstacle cited. This draws attention to
a crucial area where hotels, maybe as a result of increased
health and safety concerns, have to quickly adjust to
changing guest needs and preferences. Disruptions

in the supply chain, which impacted 48.6% of the
respondents, were the second most frequent problem. It
is possible that this interruption affected the availability
of necessary services and supplies, forcing hotels to
look for other suppliers or solutions in order to continue
operating. Another significant issue mentioned by
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44.4% of participants was a staff shortage. This problem
highlights how difficult it was to hire new employees
or keep existing ones during the epidemic, which may
have been made worse by health concerns, lockdowns,
and altered work environments. For 40.3% of the hotels,
observing health laws was also a major issue. The
dynamic nature of health recommendations necessitated
that hotels exercise agility and diligence in executing
novel processes to guarantee the safety of both guests
and workers. 33.3% of the respondents reported higher
training requirements, suggesting the necessity for staff

Diversification of services

Cost-cutting measures

Enhanced marketing efforts

Partnerships with local
businesses

Comprehensive Staff Training
and Support

Sustainability Initiatives

0 10

upskilling to manage new operating processes and health
measures. According to 31.9% of respondents, hotels
faced challenges in maintaining their brand reputation.
This underscores the significance of retaining guest trust
and loyalty in unpredictable times. Lastly, 19.4% of the
participants expressed anxiety about maintaining constant
communication. Managing expectations and maintaining
a seamless operational flow during emergencies depend
heavily on effective communication with both visitors
and workers.

31(43.1%)
31 (43.1%)
30 (41.7%)
29 (40.3%)

30 (41.7%)
21 (29.2%)

20 30 40

Fig. 11: Technology Adoption Areas and Their Impact on Operational Efficiency

The bar graph shows that cost-cutting and service
diversification are the most popular tactics, each being
used by 43.1% of respondents. At 41.7%, these are
closely followed by increased marketing activities
and thorough personnel training and support. The
implementation of partnerships with nearby firms by
40.3% of the respondents was deemed noteworthy. Even
though they are still crucial, sustainability programs were
the least popular tactic, only being employed by 29.2%
of respondents. According to this data, hotels’ main

strategies for overcoming the difficulties caused by the
pandemic appeared to be broadening their products and
cutting expenses. Investing in staff training and boosting
marketing initiatives show that, even in difficult times,
there is a calculated strategy for preserving customer
involvement and raising service standards. An approach
to resilience that is focused on the community is reflected
in partnerships with nearby firms, and long-term strategic
planning must include sustainability activities even if
they are not given as much priority.

Collaboration with local suppliers

Participation in community relief
efforts

Offering special rates for local
residents

Partnering with local businesses
for promotions

Providing accommodations for
healthcare workers and first res...
Supporting local schools and
educational programs through...
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Fig. 12:

Adoption of Contactless Technologies in Hotels




32 I AVAHAN: A Journal on Hospitality and Tourism

The hotel sector used a variety of strategies to help local
communities and keep operations running smoothly.
54.2% of respondents said that accommodating first
responders and healthcare professionals was the most
common tactic. This strategy guaranteed a consistent flow
of business for hotels at a period when frequent travel was
drastically curtailed, in addition to providing assistance
to the community’s frontline workers. Collaborating
with nearby enterprises for marketing purposes was the
second most popular approach, employed by 47.2% of
participants. This suggests that efforts are being made in
concert to boost regional economies and provide win-win
marketing possibilities. Comparably, 44.4% of hotels
worked with regional vendors, highlighting the value of
regional supply chains and reducing interruptions brought

Volume 13 Issue 1 October 2025

on by problems with the global supply chain. Another
important tactic was to offer discounted prices to locals;
36.1% of hotels used this tactic. This promoted a sense
of communal cohesion in addition to drawing in local
clients. 31.9% of respondents said they had taken part in
community relief activities, demonstrating the industry’s
dedication to social responsibility and community welfare
during the crisis. Ultimately, 23.6% of hotels contributed
to neighbourhood schools and educational initiatives,
demonstrating a sustained commitment to resilience and
community development. These many approaches show
how the hotel sector has adjusted to maintain operations,
assist nearby communities, and foster resilience both
during and after the epidemic.

Mental health support

Flexible working hours
Professional development opp...
Incentive programs

Regular team-building activities
Transparent communication fro...
Health and wellness initiatives
Enhanced job security measures
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Fig. 13: Customer Preferences for Hygiene, Contactless Services, and Flexibility

A number of significant patterns show how hotels
supported their staff in the face of the pandemic’s
difficulties. Flexible work schedules were the most often
used strategy, as 56.9% of respondents embraced it.
This reflects a recognition of the heightened stress and
personal obligations during the epidemic and a
considerable movement towards meeting employees’
requirements for a better work-life balance. Initiatives
promoting health and wellbeing were the second most
popular measure, as expressed by 47.2% of respondents.
Thisemphasizes how vital itis to prioritize employee well-
being and acknowledges the vital role that both physical
and mental health play in preserving a motivated and
effective workforce. 43.1% of hotels offered possibilities

for professional development, indicating a dedication
to the long-term training and retention of employees.
Similarly, 41.7% of respondents employed incentive
and mental health support programs, highlighting the
significance of employee motivation through incentives
and recognition and mental well-being. Frequent team-
building exercises emphasize attempts to promote
a feeling of community and camaraderie among
employees, which may be crucial for morale during
difficult times, according to 38.9% of respondents.
The implementation of transparent communication by
34.7% of respondents indicates that workers require
unambiguous and candid communication in order
to develop a sense of trust and confidence. Lastly,
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23.6% of respondents embraced improved job security
measures, demonstrating attempts to offer stability and
allay concerns about losing one’s work. When taken as a
whole, these metrics show how adaptable the hotel sector
is in keeping employees happy and engaged. Hotels

have tried to establish a stable and encouraging work
environment by attending to many facets of employee
growth, well-being, and job security. This has allowed
them to maintain an engaged and motivated staff.

Increased use of social media
Regular updates via email
Enhanced website information
Direct communication through...
Personalized messages and off...
Creation of informative blog po...

Utilization of online surveys to...
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Fig. 14: Challenges Faced by Hotels During the Pandemic

The data reveals a number of significant patterns that
demonstrate the industry’s adaptation and persistence in
the face of until unheard-of difficulties. The improvement
of website content was the most noticeable difference, as
noted by 56.9% of respondents. This is a calculated step
to promote openness and confidence by giving visitors
access to the most up-to-date and thorough information
about booking procedures, safety procedures, and
service offers. Adopting direct phone communication
was the second most prevalent option, with 52.8% of
respondents using it. This individualized approach most
likely sought to address individual concerns and offer
a more humane and soothing touch—a crucial quality
especially in uncertain times. Significant increases in
the usage of social media and customized offers and
communications were also noted by 47.2% and 48.6% of
respondents respectively. Social media channels provide
a quick and easy method to interact with the community,
communicate information, and get in touch with visitors.
Customized offers and messaging that are tailored to each
person’s interests can improve the visitor experience and
keep customers loyal. 44.4% of respondents used email

updates on a regular basis to guarantee that information
was sent straight to visitors’ inboxes. By using this
technique, hotels were able to notify their customers
of any updates, special offers, or implemented security
protocols. Though less popular, but still noteworthy, were
the creation of educational blog articles and the use of
online surveys to obtain feedback, which were embraced
by 29.2% and 23.6% of respondents, respectively. Blog
articles provided visitors with in-depth information,
advice, and insights, while online surveys assisted hotels
in understanding the preferences and concerns of their
clients, allowing for more individualized and attentive
service. Despite the interruptions brought on by the
epidemic, the hotel industry’s dedication to preserving
solid relationships with its clients is evident in these
modifications in communication tactics. Hotels have
maintained customer engagement and loyalty by utilizing
digital technologies and tailored communication to adjust
to the changing demands and tastes of their clientele. A
crucial element of resilience is flexibility, which enables
hotels to manage the pandemic’s issues while becoming
ready for unforeseen events in the future.
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Fig. 15: Adaptation Strategies Used by Hotels to Overcome Pandemic Challenges

According to the statistics, the COVID-19 epidemic has
resulted in substantial changes for the hotel business.
The respondents’ ongoing use of technology was the
most notable long-term shift, as noted by 72.2% of them.
This demonstrates how technology is being adopted
by the hotel sector more quickly, with an emphasis on
digital guest experiences, online check-in and check-
out, and contactless services. Permanent health and
safety procedures were cited by 63.9% of respondents
as the second most significant change. This implies
a significant focus on the welfare of both guests and
employees, and hotels are expected to continue to enforce
stricter cleanliness policies, social distancing measures,
and other safety precautions. 38.9% of the respondents
reported changes to the services they provide. According

to the statistics, the COVID-19 epidemic has resulted
in substantial changes for the hotel business. The
respondents’ ongoing use of technology was the most
notable long-term shift, as noted by 72.2% of them.
This demonstrates how technology is being adopted
by the hotel sector more quickly, with an emphasis on
digital guest experiences, online check-in and check-
out, and contactless services. Permanent health and
safety procedures were cited by 63.9% of respondents
as the second most significant change. This implies
a significant focus on the welfare of both guests and
employees, and hotels are expected to continue to enforce
stricter cleanliness policies, social distancing measures,
and other safety precautions. 38.9% of the respondents
reported changes to the services they provide.
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Fig. 16: Hotel Strategies for Supporting Local Communities During the Pandemic

Based on 48.6% of replies, the data indicates that the most
important technological adaption has been making remote
work easier. This suggests that there is a high priority
placed on allowing employees to operate effectively
from remote places while maintaining operational

continuity and flexibility. Improving visitor safety was
another top priority, as indicated by 47.2% of respondents.
This emphasizes the industry’s dedication to putting in
place technology that guarantee a secure environment
for visitors, most likely through digital keys, health
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monitoring systems, and contactless check-ins. 43.1% of
respondents said that streamlining processes and raising
guest interaction were both important. These results imply
that equal weight was given to technology designed to
improve operational effectiveness and customize visitor
experiences. Automated procedures and management
systems may contribute to streamlined operations, whilst
digital communication tools and customized marketing.
The use of new technologies to improve sustainability
activities was mentioned by 31.9% of participants. This

illustrates how environmentally friendly methods are
becoming more and more important in the sector, maybe
as a result of waste reduction and energy management
systems. Finally, 27.8% of respondents said that using
cutting-edge technologies to secure visitor data and
transactions was important. This emphasizes how
important it is to have strong cybersecurity safeguards
in place to preserve private data and maintain visitor
confidence.

Contactless payments

Digital room keys

Virtual concierge services

Online booking and check-in

Using QR codes for accessing
information or services.

51 (70.8%)
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Fig. 17: Employee Support Measures Implemented by Hotels

The survey data on contactless technology experiences
during the pandemic offers important information about
the adaptation tactics used by the hotel business. The
most common payment methods, mentioned by 70.8%
of respondents, were contactless payments and online
reservations and check-in. This suggests a major change
away from increasing physical contact and toward
increasing passenger convenience, which is expected
to lower the risk of viral transmission and enhance the
overall visitor experience. 51.4% of respondents said
they used digital room keys, demonstrating the industry’s
shift to keyless access systems. This improves security
and gives visitors more convenience by letting them use
their cell phones to access their rooms. In order to obtain
information or services, 44.4% of respondents reported
using QR codes. This approach reduces touchpoints by
complying with health rules by facilitating guests’ access
to meals, hotel information, and other services without
requiring them to contact with personnel or require
paper brochures. Thirty-nine percent of respondents
reported using virtual concierge services. This reflects
an increasing tendency towards providing individualized
visitor services by digital methods, i.e., information and

support without physical interaction, even if it is less
prevalent than other contactless technologies. Overall, the
survey data shows that the hotel sector is clearly moving
toward the implementation of contactless technology.
During the epidemic, these technologies have been
essential to sustaining operations, guaranteeing visitor
safety, and satisfying changing consumer expectations.
The industry’s concentration on digital room keys,
contactless payments, online booking, and QR codes is
indicative of its dedication to use technology to improve
resilience and adjust to novel issues.

@ Very effective
@ Effective

@ Neutral

@ Ineffective

@ Very ineffective

Fig. 18: Changes in Hotel Communication and
Marketing Practices Post-Pandemic
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The study data on how well technology advancements
improve hotel operational efficiency offers important new
insights into the industry’s adaption tactics. Technological
advancements were assessed as “very effective” in
improving operational efficiency by a significant 47.2%
of respondents. This suggests a strong support of the
part technology plays in minimizing human labour,
enhancing overall hotel operations, and expediting
procedures. Furthermore, 33.3% of respondents said that
these improvements were “effective,” which supports
the beneficial effects of technology on operational
effectiveness. Overall, 80.5% of participants have a
positive opinion of technical improvements, indicating
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that, for the most part, technological investments have
been beneficial in resolving operational issues, especially
during and after the epidemic. A smaller percentage of
respondents—18.1%—remained “neutral,” meaning that
although they acknowledge the advantages of technology,
they may not have noticed any notable advancements
or are unsure of its influence. It’s interesting to note that
there are relatively few replies for “ineffective” and “very
ineffective,” suggesting that there isn’t much of a negative
opinion of technical advancements in this situation. The
lack of noteworthy negative feedback highlights the
general effectiveness and acceptability of technological
solutions in the hospitality sector.

Increased demand for cleanliness

Preference for contactless
services

Desire for flexibility in bookings

Expectation for enhanced digital
services
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Fig. 19: Customer Feedback on the Effectiveness of Technological Advancements in Hotels

The survey results highlight the necessity for hotels to
modify their strategy in light of the notable changes in
visitor expectations that occurred during the epidemic.
The vast majority of participants (68.1%) highlighted the
growing need for hygiene. This means that in order to
reassure visitors, hotels should put strict sanitary measures
into place and openly disclose their cleaning methods.
51.4 percent of respondents said they preferred contactless
services. In order to reduce in-person encounters, hotels
should invest in technology. Examples of this include
contactless payment methods, mobile key access, and
online check-in. A noteworthy segment of participants
(55.6%) expressed a desire for adaptability in reservation
guidelines. Providing services like complimentary
changes or cancellations can draw visitors and foster a
sense of loyalty. Furthermore, forty-three percent of
respondents said they expected better digital services. The
development of user-friendly smartphone apps, online
booking tools, and virtual concierge services should be
the hotels’ main priorities.

Findings

e [mproved Cleaning Procedures: According to 70.8%
of respondents, hotels made major improvements to
their cleaning procedures both during and after the
epidemic.

e Contactless Solutions: 77.8% of respondents said
that mobile applications and related technologies
increased visitor safety and happiness, while 55.6%
thought that contactless check-in and check-out
procedures were really helpful.

e Technological Innovations: 48.6%  perceived
improvements from smart room controls and
integrated payment processing, while 59.7% felt that

keyless entry devices improved guest experiences.

® Food and Beverage Adaptations: Takeout
alternatives, computerized menus, and contactless
payments are just a few of the changes that 61.1% of
respondents saw in F&B services.
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o FEmployee Safety Measures: 61.1% emphasized

COVID-19 process training, and 62.5% emphasized
the significance of routine physical examinations for
staff members.

e Changing Visitor Expectations: A move towards

more cleanliness and less physical touch is evident
in visitor preferences, as indicated by the 68.1% of
participants who highlighted the rising desire for

hygiene and the 51.4% who favoured contactless

® [mpact on Revenue: According to hotel executives, )
services.

there would be varying effects on financial
performance. Of them, 30.6% expected a moderate
decrease in revenue and 26.4% saw a moderate gain
as a result of the pandemic.

Here are the visual representations of the key findings
from the research paper:

Bar Graph: This graph shows the overall percentages of
various key findings.

e [ong-Term Changes: 63.9% of respondents stated
that improved health and safety measures are still
in place, while 72.2% of respondents cited greater
technology use as a major long-term adjustment.

Key Findings from Research Paper

—

Detailed Breakdown of Key Findings

Contactless Solutions

Technological Innovations

Food & Beverage Adaptations

No
Yes

Long-Term Changes

No No
Yes Yes

Employee Safety Measures

Revenue Impact

No
Yes

Pie Charts: BEach pie chart provides a detailed Conclusion
breakdown of specific findings, showing the proportion
of respondents who agreed with the statement compared
to those who did not.

No
Yes

The study illustrates the notable changes that the hotel
sector has seen in reaction to the COVID-19 pandemic’s
problems. The most noticeable adjustments have been

These visualizations help to easily compare and R ) ) )
the significant advancements in cleaning techniques.

understand the significance of each finding.
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Upholding increased health requirements, guaranteeing
guest safety, and keeping hotels clean and hygienic
have all received significant attention from hotels. This
change toward better cleaning techniques is indicative of
the industry’s dedication to adjusting to emerging health
issues. Another important tactic for hotels has been the
implementation of contactless technologies. The use of
mobile applications and associated technology has been
vital in elevating visitor happiness and safety. The visitor
experience has been streamlined and physical touch has
been reduced thanks to these technologies, which also
include contactless check-in and check-out processes.
This tendency toward contactless interactions is a sign
of a larger movement in the hospitality industry to use
more technologically advanced solutions. Technological
advancements have further aided in the industry’s
improvement and adaption. Modern conveniences
including keyless access systems, integrated payment
processing, and smart room controls have been well
appreciated by visitors. These developments have
improved the visitor experience while also showcasing
the industry’s capacity to use technology to its advantage
for increased effectiveness and convenience. There have
been substantial changes in the hotel food and beverage
industry as well. Changes including digitized menus,
contactless payments, and takeaway options have
proliferated. These modifications show a move toward
safer eating alternatives that follow health regulations and
changing customer desires for less physical interaction.

Another crucial area of attention has been worker safety.
Hotels have placed a strong emphasis on staff physicals
and COVID-19 process training. These precautions
are necessary to safeguard staff members and keep
visitors’ surroundings secure. Ensuring the well-being
of employees guarantees the stability of operations and
builds visitor trust. The pandemic has had varying effects
on hotels’ bottom lines. Although several hotel executives
had projected a decline in earnings, there have been
prospects for little increases. This variation demonstrates
the varying levels of adaptability and resilience of hotels
in handling the financial difficulties brought on by
the pandemic. There have been noticeable long-term
improvements in the hotel sector, with a persistent focus
on health and safety protocols. The usage of technology
has also significantly increased as a significant long-term
change. These changes point to a long-term trend in hotel
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operations toward maintaining high health standards and
using more technology.
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