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It is interesting to note that even before the Prime Minister’s 
roadmap and recent budgetary measures extending support, 
half of those hospitality operators surveyed were confident 
about the prospects for their business. This was particularly 
the case for hotels (83% confident) and, to a lesser extent, 
restaurants (52% confident). 

Pubs and bars were less optimistic however, with 59% of 
respondents either neutral or not confident about their 
prospects. This category would clearly include those wet-led, 
vertical drinking establishments, where social distancing is 
more challenging and associated restrictions and consumers’ 
safety concerns have a greater impact on trading volumes.

Overall, whilst confidence is certainly down on pre-COVID-19 
levels (90% of respondents in the 2019 haysmacintyre UK 
Hospitality Index were positive about the prospects for their 
business) it is encouraging that many do see a realistic 
path to recovery as restrictions are lifted. No doubt much 
will depend on the impact of continued financial support 
measures recently announced by the Government.

Business confidence The return to normal trading

Approximately two thirds of respondents foresee a return to 
normal trading before mid-2022. However, there remains a core 
27% who believe that it will take longer. Encouragingly 1 in 3 
are hopeful of exploiting the bounce back once restrictions are 
lifted, with a swift return to normality before the end of 2021.

Unsurprisingly, restaurants were the most hopeful for the time 
taken to recover, with 42% of respondents forecasting a return 
to pre-COVID-19 levels by the end of 2021. Pubs and bars were 
more cautious with 30% predicting such an outcome by the 
end of this year. Either way, spacious venues with a strong food 
offering who have been able to invest in their outdoor facilities 
would no doubt be among the most optimistic in this regard. 
Those who have been able to perfect a strong delivery/takeaway 
service might also be approaching the recovery with positivity.

Whilst hotels were the most confident about the future, they 
were the least optimistic in terms of how long it could take to 
return to a normalised level of trading, with 83% of respondents 
believing it would take until the second half of 2022. This may 
partly reflect concerns around the return of tourism and full-
scale conferences and events.

Moving into 2021, how confident are you about the future prospects for your business? What is your current best estimate for when your business will return to a normalised level of trading?
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The hospitality sector has always been resilient and agile in the face of 
the challenges of changing economic factors and consumer behaviours. 
This has been tested to the limit during the pandemic – many operators 
who had previously resisted the drive towards offering delivery and 
takeaway services were forced to reconsider. 

Food-serving pubs and bars were particularly noticeable in implementing 
a takeaway service (54% of respondents) and/or delivery service (41%) 
as a result of the pandemic. For restaurants, the move to delivery was 
also apparent with 50% of respondents taking the plunge. 

Interestingly, of all operators who moved into the delivery/takeaway 
market as a direct result of the pandemic, approximately three-quarters 
intend to continue to offer these services going forward. Of those who 
have branched out into selling ’at home’ recipe kits, a similar proportion 
(75%) intend to carry on doing so.

It is clear that many operators have simply had to change their modus 
operandi and reappraise the benefits of alternative revenue streams. 
When we asked operators in the 2019 haysmacintyre UK Hospitality 
Index for their take on the pros and cons of the burgeoning delivery 
trend, more than 70% were of the view that delivery had either a 
negative or neutral impact on profit. Having had no alternative but to 
implement a delivery service during the pandemic, many will by now 
have streamlined operations to the extent that it has become a viable 
service for their business, particularly given the lasting impact on 
changes in behaviours.  

Similarly, a significant proportion of pub and bar respondents and, to 
a lesser degree, restaurants have set up onsite ordering and payment 
apps for use in their venues during the pandemic. Of those that did so, 
approximately 95% intend to maintain these facilities going forward. Past 
editions of the haysmacintyre UK Hospitality Index have reported slow 
uptake in the implementation of onsite payment and ordering apps. The 
pandemic has again forced operators to re-evaluate and there appears to 
have been a significant step-up in the deployment of these technologies.

Other COVID-19-led innovations highlighted by respondents included the 
enhancement of outdoor areas and facilities. 52% of respondents have 
taken the opportunity, or recognised the need, to upgrade  
their outdoor spaces to cater for hygiene conscious  
consumers, both during the period of government  
restrictions and beyond.

Innovation The lasting impact of 
the pandemic

Looking ahead, the three most commonly identified lasting impacts of COVID-19 are anticipated 
by respondents to be:

1. Changes to working patterns  
This will clearly influence the timing, location and nature of demand for hospitality venues. 
Many are predicting significantly lower footfall in city centre locations following the easing of 
restrictions. 

2. Continuance of social distancing expectations  
The pressure on hospitality businesses to conform to customer expectations for table 
service, hygienic facilities and safe environments could have a significant impact on working 
practices well after restrictions are lifted, if a large proportion of consumers remain risk 
averse. 

3. Changing consumer trends/demands  
Respondents recognised that with the financial and well-being pressures in the aftermath 
of lockdown, there will inevitably be a focus on value, quality, provenance, service and 
experience when customers commit to future spend on leisure and entertainment.

The enhanced trend towards delivery/takeaway services was another key impact highlighted, 
as covered in the previous section of this report. The reassessment of rents and the landlord/
tenant relationship was also raised by a number of respondents and it will be interesting to see to 
what extent the fallout of the financial impact of the virus sees a re-evaluation of the commercial 
rental market for the sector. Some respondents expected the biggest impact to be the financial 
consequences with the volume of business failures and increased debt for many going forward. 
Some took a more positive spin, with the impact being seen as less competition in the market and 
greater opportunities for new revenue streams and innovation.

Methodology
The Hospitality Snapshot Survey research was 
conducted by haysmacintyre’s hospitality team. The 
sample, comprising 141 respondents, represents a 
variety of sizes and types of hospitality businesses 
across the country. The objective of the research was 
to understand the pressures and future outlook of the 
sector beyond the COVID-19 pandemic.

43

What innovations have you implemented over the last 12 
months and which will you continue with going forward?

What do you believe will be the most significant change for the sector arising 
from the impact of the pandemic?

77%
of operators who 
implemented delivery 
during the pandemic will 
continue to offer this 
service

95%
of operators who 
implemented an on-site 
ordering app during the 
pandemic will continue to 
utilise this technology

94%
of operators who 
implemented an on-site 
payment app during the 
pandemic will continue to 
utilise this technology

71%
of operators who 
implemented takeaway 
during the pandemic will 
continue to offer this 
service
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