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21%

22%

42%

We have a retraining program 
ready to launch

We are currently developing a 
retraining program

We do not have a retraining 
program, but plan to create one

Is your organization considering/making a process to help quickly retrain these staff 
when they return to service?
Hotel Executives

We have no retraining program 
or plans to make one at this time 15%
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BOOKING POLICIES AND DISTRIBUTION

As the hospitality industry finds itself further along on 
the road to recovery, more focus will turn to questions 
about how and where they will promote their products 
to potential guests. The unprecedented nature of the 
Covid-19 situation has created a new set of quandaries 
for many hotel businesses. 

How can they offer potential guests more flexibility 
to change or cancel their stays without overly 
complicating their efforts to achieve profitability? And 
what changes, if any, should be made to the channels 
they rely on to secure reservations?

Respondents to Skift and Oracle’s survey said that 
guest flexibility was at the top of their policy and 

distribution wish list. Eighty-two percent of executives 
said they were considering or had already made 
changes to allow for more flexible cancellation and 
refund policies for guests. Meanwhile, another 82 
percent were considering or already making changes 
to their revenue management strategy, while 76 
percent were considering or already making changes 
to their digital distribution strategy. (see chart, 
following page)

Not surprisingly, these adjustments are already aligned 
with the desires of travelers. Seventy-six percent said 
they would be more likely to reserve a hotel room at 
a property that offered more flexible cancellation and 
refund policies (following page, bottom right).



A Data-Driven Look at Hospitality’s Recovery 29SKIFT + ORACLE

No plans to 
change

19%

19%

23%

29% 

39%

41%

Considering this change 
in the future

37%

43%

43%

46% 

36%

38%

Already made/making
this change

45%

39%

33%

24% 

26%

21%

Creating more flexible  
cancellation/refund policies

Revising our revenue 
management strategy

Revising our digital distribution strategy 
(where we sell online)

Adding new/more frequent room  
discount promotions

Removing/reducing minimum length  
of stay requirements

Removing/reducing room deposit 
requirements 

These responses are echoed by emerging initiatives 
f rom various hospitality companies across the 
industry. Hyatt, like many other competitors, is 
taking steps to provide additional booking flexibility 
to guests. “We’ve temporarily adjusted our policies 
to allow for flexibility and help guests and customers 
make the right decisions regarding travel during this 
time of uncertainty,” said Hyatt’s Lavey. In addition, 
Hyatt is adjusting earning/redemption rules for its 
loyalty program, offering members additional time 
to use accrued points, extending elite status through 
2022, and postponing planned changes to its award 
redemption rates.

Others echoed the importance of flexibility and 
empathy for guests during this difficult moment. “It’s 
very important for us to retain these relationships,” 
said Montage’s Berman. “Just trying to understand, 
be empathetic and understanding of what we’re all 
going through.”

While these steps are admirable, there are also larger 
questions looming for owners and operators about 
how best to optimize their business using closely 
watched hotel metrics like occupancy, RevPAR, and 
third-party commission fees. While most would agree 
that providing greater flexibility is essential during 

this difficult moment, it may not be sustainable over 
the long term. In fact, the old hospitality playbook may 
need to be revised coming out of this crisis to take into 
account a new range of success factors.

“It’s much more about understanding psychology, 
sociology, and economics than understanding 
hospitality and trends these days,” said LW Hospitality 
Advisors chief operating officer Evan Weiss in a May 
2020 interview with Skift. “Revenue models have 
been thrown out the window, and the recovery will be 
interesting to watch.” ◆

64%

76%

65%

More flexible cancellation/
refund policies

Special discounted 
room rates

Quick access to 
customer service

Which of the following changes in the 
booking/purchase process would make 
you more likely to reserve a hotel room 
moving forward?
Consumers

Eliminating length of 
stay requirements

Eliminating room deposit 
requirements

53%

41%

What changes, if any, are you considering to your company’s 
booking and distribution strategy?
Hotel Executives



A Data-Driven Look at Hospitality’s Recovery 30SKIFT + ORACLE

CONCLUSION

The hotel industry f inds itself at an unexpected 
crossroads. A growing consensus of economic data, 
recovery procedures, and consumer conf idence 
suggests that hospitality will indeed experience 
a slow but steady recovery process. But how can 
industry executives have the confidence that they 
are making the right decisions at such a turbulent, 
unprecedented moment?

History is no guarantee of future success. But it can 
offer important lessons for those who are willing to 
take a long-term view of unexpected events. There’s 
no better illustration of this fact than the following 
chart above, developed by Skift Research, which plots 
the overall growth in international tourism from 1998 
to the present day.

Scattered along the timeline are some of the 
most challenging world events of the past two 

decades: the 9/11 attacks, the SARS outbreak, the 2008 
financial crisis. And even as the industry experienced 
temporary declines following these events, it’s worth 
remembering that each time the growth patterns 
have eventually resumed their upward trajectory.

Will the same hold true for the Covid-19 crisis? There 
are signs that the answer may be yes. The countries of 
the European Union plan to reopen to a select group 
of international travelers in July, while other countries 
like New Zealand have already had significant success 
minimizing the impact of the virus on their residents 
and economy.

Without the aid of a crystal ball, no one can say for 
certain what’s next for hospitality and Covid-19. But in 
spite of that, there are optimistic signs that the industry 
is already putting in place the right recovery strategies 
to capitalize as travel demand slowly starts to return. ◆
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Source: World Bank, UNWTO, Skift Research estimates. Data as of March 2020.
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ABOUT SKIFT ABOUT ORACLE 
HOSPITALITYSkift is the largest intelligence platform in travel, 

providing media, insights, marketing to key sectors of 

the industry. Through daily news, research, podcasts, 

and Skift Global Forum conferences, Skift deciphers 

and defines the trends that matter to the marketers, 

strategists, and technologists shaping the industry.

SkiftX is Skift’s in-house content marketing studio, 

working collaboratively with partners like Adobe, 

Airbnb, Hyatt, Lyft, Mastercard, and many more 

on custom projects to engage the world’s largest 

audience of travel influencers and decision makers.

Oracle Hospitality brings over 40 years of experience in 

providing technology solutions to independent hoteliers, 

global and regional chains, gaming, and cruise lines. 

We provide hardware, software, and services that allow 

our customers to act on rich data insights that deliver 

personalized guest experiences, maximize profitability 

and encourage long-term loyalty. Our cloud-based, 

mobile-enabled solutions for property management, 

point-of-sale, distribution, and reporting and analytics 

lower IT costs and maximize business agility. Oracle 

Hospitality’s OPERA is recognized globally as the leading 

property management platform and offers open APIs to 

serve as a platform for industry innovation. 

For more information about Oracle Hospitality, please visit 

www.oracle.com/Hospitality

Visit skiftx.com to learn more or email skiftx@skift.com.


