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Legal Disclaimer 

The information presented here is based on years of experience and does contain some of our own personal feelings and practices. The contents are not the only way to operate a hospitality property but we would highly recommend looking at this information as guidelines and food for thought. 

We understand you are serious about the operation of your property, this has been proven by your purchase of this book and asks that you honour our efforts by abiding by our copyright guidelines. 

Copyright 

This book and any content contained within it is not to be resold or given away for free. Copyright and illegal distribution of this book will be prosecuted. This content is solely intended for Keystone HPD members who have purchased this book. (Our lawyer said we had to put this in, hope you enjoy.)  
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​What Will Your Guests Expect Post Lockdown
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Given the ever-changing market conditions due to COVID-19 and renewed fluctuating regional restrictions, what will your guests expect post lockdown?

Let me give you a few ideas.

When faced with the challenge of preparing to reopen a hospitality property in an uncertain environment, it can be difficult to know where to start. 

Where will potential guests travel from? 

What will they want from their stay? 

What can be done to increase demand?

Tailoring to post-lockdown guests

Part of a reopening strategy should include understanding who your post-lockdown guests are likely to be and what stay experience they are pursuing. 

With ongoing international travel restrictions in place and public concerns about the safety of air travel, hospitality properties will likely see guests arriving from driving, rather than flying. Given corporate travel is pretty much at a standstill, properties should anticipate that the domestic leisure market will be a key focus for the foreseeable future.

Local leisure guests, who may travel as families, will understandably be cautious of putting themselves at an unnecessary risk after social isolation measures are eased, and as such properties need to provide services that make them feel secure and safe from a public health standpoint. 

If applicable, hospitality properties should review their dining offerings to provide flexible options which allow for guests to enjoy meals in their rooms. This could include facilitating in-room meal deliveries from outside providers and provide a boxed breakfast doorstep delivery instead of the traditional buffet.

Guests will likely be more conscious of limiting interactions in common areas and will want to move through these areas quickly, with minimal contact. 

Properties should provide either virtual, kiosk or contactless check-in procedures and be properly staffed to handle front desk needs quickly, avoid lines and overcrowding.

Cleaning and hygiene procedures are now at the top of the list as a desirable service for guests. Where once making cleaning shifts visible throughout the day was avoided by many properties, it should now be encouraged to increase the frequency of cleaning and make this visible to guests seeking reassurance of their own safety. Hand sanitizers should continue to be made obviously available at all guest contact points within rooms and in toiletry kits.

For upend or larger scale properties, boosted sanitation protocols could extend to sectioning off part of your property where not only enhanced cleaning measures are practiced, but where only guests and staff who have undergone on-site COVID-19 tests are permitted access. 

Your communal-use areas like fitness rooms should set capacity limitations and give guests the opportunity to reserve equipment with thorough cleaning conducted between each use.

Recognizing a post lockdown recovery

Allowing that travel restrictions will be a key factor in future guest demand. 

The observing of any changes to guidelines from the World Health Organisation, local infection control and government bodies is essential. It goes without saying that the loosening or tightening of travel restrictions will directly impact a hospitality properties ability to attract guests in the future.

To aid with recovery efforts, properties should carefully monitor growth in their business by segment as well as geographic source by setting of benchmarks to better understand if guest demand is returning and at what volume. Identifying noteworthy forecast for future months, plus understanding which segments are responsible for the upswing, will help you to accurately identify and target potential business.

Daily analysis of booking trends and patterns is important. Government announcements are driving quick surges in demand with short lead time bookings and cancellations. Forecasting these scenarios and strategically planning a revenue response is and will continue to be a significant contributor to a hotel, resort, inn or bed and breakfasts success.

Tactics for increasing demand

As regions prepare to reopen, individual properties should review not only government travel guidance and market conditions, but also your competitors. 

The change in business mix and segmentation means your competitor set has changed and your product, guest experience and price positioning need to be re-evaluated. To accurately assess competitor pricing activity, you need to study their historical and current pricing to establish if your property matches up in price points. In some situations, you could have a far superior product at a price point similar to a competitor’s basic room and adjusting pricing accordingly could help grow demand and steal share.

Hospitality properties can expect large uncertainty during the transition period as lockdown restrictions end. Customers will need more flexibility in case the situation changes again, and some may be fearful of committing to advanced booking with inflexible terms. Property’s that offer and promote greater booking flexibility will be more likely to obtain bookings in uncertain times.

Customers who book higher-priced accommodations such as suites are generally less price sensitive, but that does not mean it will still be the case in the future. You have to be aware that it may be harder to achieve the same room category premiums, so consideration must be given to your strategy when it comes to inventory sharing and how you upgrade guests within your property. Many airlines are operating with low passenger numbers and offering upgrades for all passengers. This approach provides a great experience and promotes loyalty, which should be fostered in a low-demand market.

Flexibility in pricing, restrictions and inventory management is likely to extend past this transitional recovery period. For example, if there is not enough demand for premium room types but there is excess demand for standard rooms, it may be wise to overbook standard rooms and provide complimentary upgrades to normally higher-priced rooms. Understanding demand by room type and analysing this in combination with improving total hospitality property performance by using ‘what if’ modelling will enable property owners and managers to make informed, data-based decisions.

Fortify a profitable business

Reviewing the significance of existing pricing in the post lockdown ‘new normal’ and using data to make thoughtful pricing decisions that support short- and long-term strategies is crucial now more than ever. An automated revenue management system (RMS) enables properties to price competitively and confidently under any circumstance, including at times of exceptionally low demand.

While profits will take time to recover, the best opportunity to generate revenue efficiently is to ensure the seizure of the right business at the right price. In such circumstances, hospitality properties should use an RMS which evaluates future pace, price sensitivity, unrestricted demand, and even prices by room type and market segment to ensure they drive the most profitable business to their property.

Be nimble in a fluctuating market

In times of uncertainty, it is difficult to predict a specific outcome. There will be plenty of time for historical review, but now is the time to purposefully plan, copy and prepare where you can, and to ensure your guests, employees and business are well protected in all aspects. 

An agile approach to evolving market conditions and the ability to adapt to changing guest needs and business conditions will certainly help properties navigate a successful reopening.

Thinking about your interior design 

We must treat communicable diseases as if it’s our enemy and accept the fact that it will stay around for much longer than suits our lives. 

Redesigning hospitality properties to protect staff and guests will occupy owners and managers for the next many months or years, trying to rebuild trust and demonstrating that their property can be a safe haven to relax from the madness we are experiencing elsewhere.

So, what changes are possible or necessary to protect people from this ‘enemy’? 

How far are we willing to go and what is acceptable by guests?

Pressure like this has always lead to incredible creativity. One of the positive side-effects of COVID-19 is that leads to new opportunities in the market. If interior decorators, hotel developers, architects and hospitality property management could help control the spread by introducing sophisticated interiors and reinventing properties, what would that be?

11 ways you can optimize your properties design to prevent the spread of communicable diseases

1. Personal hygiene at restaurants

COVID-19 is creating new requirements for safety, taking changes to restaurants or restaurant-style venues into account. Washing hands prior to entering food serving areas is one of the challenging aspects that is forcing industry leaders to rethink existing designs. Some have already come up with innovative ideas, encouraging guests to wash their hands and make it a part of the dining experience. It is paramount to provide hand-washing facilities that include clean running water, liquid soap and paper towels. One possible idea is to locate stylish washbasins with sensory water taps or hand hygiene stations at entrances.

2. Devising the energy flow

If you have a restaurants at your property, you should separate entry and exit points to minimise contact and mitigate the potential risk of cross-contamination. A designated exit in restaurants will help to prevent confusion and convey the right message – a small detail that can make a big difference in COVID-19 safety. Signage, barriers and communication with guests remains key!

3. Interior fabrics

The coronavirus has caused interiors to be set up a certain way to lessen the overall risk. It has changed the way hospitality properties and restaurants are now getting decorated using cleanable fabrics on upholstered furniture to keep people safe. Select materials that are easy to clean.

4. Common area social distancing

Consider social distancing measures for the layout of your seating areas in your foyer, F&B outlets, lounge and common areas. Many guidelines indicate that tables should be placed a certain way to ensure that persons seated at those tables are 1.5 metres or 6 feet (minimum) apart. You may have to reduce the number of tables and the seating capacity to stay in line with public health directions. This can be implemented in very different ways, for example using potted plants, sculptures or elegant partition walls. Here you can use your imagination.

5. Floor markings

Social distancing measures must be clearly visible. It has become a best practice to install floor or wall markings or signs to identify the distance between people for queues and waiting areas. 

6. Tableware

Stop using tablecloths as it can lead to cross-contamination. More importantly, service staff should take extra precautions when providing cloth napkins (wearing gloves during folding and when removing dirty napkins etc.). The industry is now discovering that tablecloths must be finally removed from the inventory list, which follows the general trend of the bare table surface concept in gourmet restaurants.

7. Go contactless

Where practical, physical barriers should be installed, such as Plexiglas/or glass around counters involving high volume interactions with guests to protect service staff from COVID-19. Avoid touch screens where possible. 

8. Hand sanitizer stations

There are already stylish integrated sanitizer stations that truly invite guests to try it out available. If hand washing facilities are not readily available, the property should provide an appropriate alcohol-based hand-sanitizer. We can get used to seeing hand-sanitizer stations throughout the entire property.

9. Elevators

Coronavirus has changed the way we ride elevators. The risk of cross-contamination in confined spaces, such as elevators, should be identified in the Risk Management Plan. Safety measures should be implemented for people using the elevators, such as limiting the number of people in the elevator at one time, providing hand-sanitizer, and ensuring elevator buttons are cleaned frequently.
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