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ABSTRACT

COVID-19 has done serious damage to the business and industries in the general and
tourism and hospitality sectors in particular. To prevent its spread and survival from its effects
without any vaccine has led to government restrictions on travel and the lockdown, which have
adversely impacted these industries. Along with the nationwide lockdown, this has made the
government pause global travel; all the businesses have been closed except for the basic needs.
It has brought a huge loss to the economy as both tourism, and the hospitality sector contributes
to the economy. The paper is based on a review that aims at addressing the challenges faced by
HRM to deal with the pandemic situation during corona and their preparedness to deal with the
post-pandemic situation from an ethical point of view, as there is an immense need to
incorporate the ethics with HRM to deal with future situations like novel coronavirus in future..

Keywords: COVID-19, HRM, Business Ethics, COVID-19 Prepared HRM, Post Pandemic,
Tourism And Hospitality Sector, Industry, People-Environment Fit Theory.

INTRODUCTION

The current grand challenge of COVID-19 Carnevale & Hatak (2020), followed by
lockdown and restrictions on travel, has resulted in a great shock for the Tourism and hospitality
sectors (Alonso et al., 2020). Both sectors contribute a major portion to India’'s GDP and are the
financial backbone of the economy. Being a huge contributor to the economy, this requires keen
attention from both industries and the government to revive it from the impact caused due to
COVID-19 Figure 1.

FIGURE 1
PRE-PANDEMIC TOURISM SECTOR CONTRIBUTION TO THE OECD
COUNTRIES (OECD, 2020)

In light of the COVID-19 crisis, tourism and hospitality-related studies are only starting
to emerge at this point (Higgins-Desbiolles, 2021; Hoque et al., 2020; Gossling et al., 2020;
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Zhang et al., 2021). The tourism sector strongly supports economic inclusion and has constantly
helped in GDP growth over the last decades; this signifies the sector's importance to the world
economy and contribution to related sectors like construction, retail trade, real estate, etc.
MSMEs contribute around 80% to this sector, and income is associated majorly with about
78.6%; this makes this sector highly important to the countries, especially for the small
countries. Fig-1 shows the tourism sector's contribution to economies GDP, employment, service
exports, and global exports and related growth of the tourism and hospitality sectors in 2011-
2019 (Hu et al., 2021).

Federation of Associations in Indian Tourism & Hospitality (FAITH) has estimated a loss
of about INR 5 lakh corer to 10 lakh corers to the tourism sector (Kaushal & Srivastava, 2021)
and about 90,000 corer loss to the hospitality sector, which has raised some serious questions on
the present and future existence of both the sectors (Shahi & Neloy, 2020) Figure 2A.

The hospitality sector has experienced a huge loss due to the decrease in sales. The
occupancy rates have been dropped down due to social distancing and a decline in tourists'
number Kumar Mishra (2020); about 80% of hotel rooms are empty. U.N. World Tourism
Organization (UNWTO) estimating a decline of about 70% in arrivals with no expected recovery
till 2023. It has also resulted in about 70% loss of jobs in 2020 as these sectors are very labor-
intensive for high and low-skilled workers (Kaushal & Srivastava, 2021). It reveals that it will
take time to get the thing back to normal; hence, the paper's review focuses on the impact of
COVID-19 on the tourism and hospitality sector and highlights ethical strategies and
preparedness by HRM to deal with the situation (Hall et al., 2021).

-035

FIGURE 2 (A)
POST PANDEMIC IMPACT OF COVID-19 ON INTERNATIONAL TOURIST
ARRIVALS (IN A MILLION TOURISTS) (BARKAS ET AL., N.D.)

Source: https://www.unwto.org/impact-assessment-of-the-covid-19-outbreak-on-international-tourism
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FIGURE 2 B
LOSS OF TOURISTS AND JOBS DUE TO COVID 19 (UNWTO REPORT, 2020)

UNWTO has estimated the international tourist arrivals by early April to drop 1-3% in
2020. The sectors' economic activities had seen a downwards of about 20-30% decline compared
to 2019, which leads to a drop of about 290 to 440 million international tourists in 2020,
compared to 2019. The recent estimates show a decline could be high, about 60-80%. UNWTO,
2020 has expected that there was about 9-12% fall in international tourist arrivals in 2020, in
Asia pacific regions, the most affected sector, as shown in Figure 2A and Figure 2B.

Impact of Covid-19 on the Tourism and Hospitality Sector

The tourism and hospitality sectors are the financial backbones of the economy. The
economy will be affected tremendously without its support (World Travel and Tourism Council
(WTTC). Due to the coronavirus's impact, both industries have seen a decline of 1-3 %, causing
an anticipated loss of USD 30 billion to USD 50 billion in international tourism. It has been
estimated to decline 60 — 80% by the end of 2020. The sectors have experienced about USD 22
billion loss resulting in 50 million jobs (Agarwal, 2021) Figure 3 and Figure 4.
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FIGURE 3
THE ESTIMATED IMPACT OF COVID-19 ON THE TOURISM AND HOSPITALITY
INDUSTRY (JANUARY-AUGUST, 2020) (UNWTO, 2020)

Source: https://www.unwto.org/impact-assessment-of-the-covid-19-outbreak-on-international-tourism
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FIGURE 4
DROP-IN HOTEL REVENUES ACROSS REGIONS (AGARWAL, 2021)

COVID-19 has resulted in a huge financial loss to both sectors, as clear from Figure 4.
However, still, there are sides connected to tourism and hospitality sectors that remained
unnoticed and got impacted very badly due to the pandemic, which includes: the transportation
sector as many tourists choose to travel places through airlines and roadways, which has stopped
due to the outbreak of coronavirus resulting into a loss for them; this has also impacted the travel
agents and the operators immensely as inquiries or bookings have stopped, and the previous
booking was canceled (Webster & Ivanov, 2020). Along with this, there is various type of
service providers available for tourists such as river rafting, tracking, mountaineering, etc. also
get affected due to the lockdown (Zheng et al., 2020). The impact of COVID-19 cannot be
ignored in the case of small retailers. Most retailers at tourist's place earn their income from
tourist visitations, including retailers like Kashmir's handicrafts, Ladakh's clothing, etc. All the
stores have shut down due to the coronavirus (Sharma & Dolkar, 2020). The review of the paper
has also suggested that among the different scales of hotels, the luxurious and the independent
hotels have been majorly impacted negatively due to the outbreak of COVID-19 (Hao et al.,
2020) Figure 5.

FIGURE 5
TOURISM AND HOSPITALITY SECTORS GOT IMPACTED BY COVID-19

Post Pandemic Effects on Both the Sectors
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The pandemic has changed all the supply-demand management of tourism and hospitality
sectors, which now require redesigning and reevaluating the existing model and bringing out new
agendas for competitiveness. COVID-19 has challenged the hotel industry to restructure and
come up with a more diversified distribution channel. The industries are now focusing on
facilitating multi-channel platforms; for example, hotels can increase their functioning by
accommodating all services catering, public services offline and online, retailing, etc., utilizing
their maximum space. Many hotels have also started food home delivery to reduce the risk of
spread. Many hotels using this opportunity have also interacted with their customers through live
streaming to display their products. Post covid-19 era has brought many changes to customer
preferences and their behavior. Therefore, hotels are rendering customer-oriented services like
providing services keeping health and hygiene as a consumer concern is the basic requirement of
post COVID effect (Jiang & Wen, 2020). Hotels now focus on creating a balanced lifestyle,
fitness centers, exercise at will for their customers within a room. Both sectors also encourage
private space for their customers, such as private dining rooms, kitchens, and washrooms, to
avoid unnecessary touch. Post pandemic has also resulted in the enhancement of digitization of
the industries. Hotels focus on enhancing digital customer relationship management to provide
customized services according to individual preferences and improve customer engagement and
loyalty. The use of digital services having no personal touch has increased customer's confidence
and satisfaction. Post pandemic effect has also reshuffling small and medium enterprises as they
have pushed to upgrade themselves with high quality of services. The rebranding of these hotels
has also provided them an opportunity to maintain a strong sales and marketing system (Hao et
al., 2020) Figure 6.

Customer
Creating orientation
private
space
Live
streaming
Post pandemic =
effect of COVID- ed Esgs and
19 reevaluate
Home
delivery
Multi-
channel
distribution
FIGURE 6

POST PANDEMIC EFFECTS OF COVID-19
H.R. Attitude towards the Situation: Ethical and Unethical

Nationwide lockdown to curb the virus's spread has resulted in frequent changes in both
the employer's and employees' attitudes. Factors like work from home, life-sustaining, work-life
balance, turnover have adversely impacted their psychological and mental health. To tackle the
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situation and create a positive environment, HRM has come up with ethical solutions to it,
including webinars, tutorials on mindfulness, assistance programs, and virtual counseling, which
has helped the employees mitigate the stress. To buffer out the stress, HRM has also maintained
clear and consistent communication with the employees throughout the pandemic for both
domestic and international workers. HRM has used a flexible working hour policy for employees
to do the work and provide coaching and training sessions to teach the employees how to work
from home. HRM has taken initiatives to build a trust-based environment depending upon
commitments and trust between employer and employees. Many organizations also supported
their employees by not deducted their salaries at this crucial time of crisis. The review of the
paper also highlights that HRM has encouraged their employees through virtual motivation,
engaged leadership, peer support, building community, providing remunerations, giving virtual
rewards, redesigning employees' jobs, and constructing knowledge management. HRM also
supported employees with health care facilities; along with this, they also adopted E-monitoring
and E-control to provide virtual feedback and keep track of employee's work Figure 7.
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FIGURE 7

HRM FOCUSED ETHICAL ATTITUDE ON EMPLOYEE'S EXPERIENCE DURING
THE CRISIS (GUNNIGLE ET AL, 2019)

Contradicting the same, few aspects also highlight unethical attitudes of HRM during
COVID-19. The crisis has resulted in HRM increasing the workloads, job pressure, and long
working hours of employees, impacting their mental health, well-being, and work-life balance.
They linked the salaries of employees with their performance, and in many cases, organizations
had terminated the employees, which had resulted in a huge turnover of employees during the
crisis. Recruitment was not taking place in many organizations, and the HRM team was not
providing any or less than 1-hour training to their employees.

Ethical Strategies Suggested For HRM to Restore the Trust of Tourist
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The situation caused due to the coronavirus had held to a huge panic situation all over the
globe which had stopped the travel of any means within the nation or outside the nation's
boundaries. The fear of losing lives is still haunting people's minds, due to which both sectors are
struggling a lot to win the confidence of tourists. To increase the arrivals rate and restore tourists'
trust, HRM incorporates ethical strategies to help them bring everything normal. The pandemic's
effect on employee's safety during the crisis gap in the hospitality sector literature was another
major concern of HRM (Zhang et al., 2021). The paper's review highlights four main dominants
to get through the situation: HRM, continuity, hygiene, and concerns (Kaushal & Srivastava,
2021). Experts also felt that multitasking was a former solution to reduce the effects of the crisis
and retain the employees for the long run, which means that the managers should evolve their
activities related to employee engagement in various jobs. The main consideration to the strategy
follow-up is health and safety, which relates to the maintenance of hygiene and sanitation of
hotels and tourist places (lvanov & Webster, 2017). HRM is planning to a soft opening with
providing essential services only. Hotels are maintaining experienced staff with proper gloves
and masks. HRM is also trying to embed technology's use as far as possible to avoid the human
touch by enabling self-check-in codes on guest's mobiles. Mobile apps are connected to all the
switches so that they can avoid the hand touch. They are encouraging tourists to use in-room
dining. They are also using digital systems for the payments of bills (Sigala, 2018).

HRM uses ethical strategies to maintain relations with their staff by providing them
advance salaries and interest-free loans, making the staff provide a high quality of services,
gaining a competitive advantage, and bringing goodwill for both sectors. HRM is also planning
for enabling crisis management team formulation to overcome the effect of the crisis. In addition
to this clear and consistent communication among hospitality and tourism stakeholders,
preparing ourselves for global health emergencies with the assistance of WTTC and UNWTO
will also help to revive from the shock. The utilization of artificial intelligence and robotics in
the industry can also help to deal with the situation (Ivanov & Webster, 2017; Yang et al., 2020).
Along with this asking for Covid-19 negative report for checking-in, the hotels and restaurants
have also helped HRM regain tourists' trust. A review of the paper suggests the HRM must
organize the work effectively, support the staff by motivating them and create loyalty among the
customers to restore employees ethically Figure 8.

Strategies Follwed By

HRM To Restore

STRATEGIES FOLLOWED BY HRM TO RESTORE TOURISTS
COVID 19 Preparedness by HRM: The CPHRM Model

After the massive hit from the outbreak of a pandemic, the industry is now trying to
recover and redesign itself according to the new normal (Sigala, 2020). The key to keeping up
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with the healthcare facilities at the time of crisis lies with middle management. They train front-
line staff and guide primary level managers to implement various measures to prevent the
infection (Wu et al., 2020). It is very important to learn how to respond and manage such crisis
and their implication to provide stability to businesses and society (Aminizadeh et al., 2019). As
a matter of huge concern, HRM is now preparing themselves with anti-pandemic preparedness
solutions, which majorly includes forming a disaster management team with a team leader to
take command and actions concerning matters. In the crisis, they prepare themselves for
innovative communication using online technologies to have a clear and consistent exchange of
information, including remote areas, and arranging meetings. In addition to this pandemic, the
company should try to retain its high-performance employees. They are considered important to
add value to the organization and are competent to multitask. In a pandemic, it is very critical to
maintaining customer loyalty (Gursoy & Chi, 2020). Many hotels have initiated to extend their
loyalty program membership, free cancellation, rebooking assistance, and increasing benefits of
employee membership to maintain their customers' trust (Hao et al., 2020). Organizations should
explain their health-protective measures to their customers to regain their trust and confidence
(Jones & Comfort, 2020). HRM is also planning to implement technological and artificial
intelligence to provide contact-free services to their customers and assure their safety. For
example, Alibaba's travel business has launched its worry-free accommodating service for
customers. HRM should also strengthen their financial strategies and focus on government
policies related to providing financial aid to the firms to survive bankruptcies and avoid a layoff.
Similarly, the government is also providing subsidiaries to the hotels to revive back from the
shock (Rodriguez-Anton & Alonso-Almeida, 2020). Organizations can also get involved with
their customers online and prepare their sales strategy Table 1. HRM should try to collaborate
with their parental firms to avoid the financial crisis, avoid extra expenses, and establish an
efficient and responsive disaster management system to address disasters and emergencies.
Along with this, HRM should also create a team of expert consultants and establish an expert
mechanism to obtain enough understanding of disasters and be well prepared for this pandemic
in the future Figure 9.

FIGURE 9
ABOVE FIG SHOWS COMPANIES ARE PLANNING TO INCREASE THE
FOLLOWING EVENTS IN UNFAVORABLE MACROECONOMIC CONDITIONS OF
CRISIS, ACCORDING TO MERCER'S 2020 GLOBAL TALENT TRENDS STUDY:
(WORLD ECONOMIC FORUM, 2020).
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Table 1

MERCER REPORT ON HOW TO RETURN FROM THE COVID-19 CRISIS
(WORLD ECONOMIC FORUM, 2020).

Highly  prepared, highly resilient
companies like high tech, financial service,
or online retail

Strategic focus: customer demand and
Achieve advantage of using digitization
People focus: Improve employee experience
and career opportunities to retain well-
performing, valuable employees and regain
employees' trust.

Highly prepared, less resilient companies
like professional services

Strategic focus: Examine core competencies
of the company and transform those to adjoin
the market and businesses.

People focus: know employee's skills and
knowledge, motivate them, and focus on
value creation

Not prepared, highly resilient companies
like education, health care.

Strategic focus: Examine how similar firms
have been flourishing and what modifications
they have adopted to revive and prioritize
business transformation.

People focus: Firstly, focus on short-term
solutions to meet the supply requirements.

Not prepared, less resilient companies like
metal manufacturing companies

Strategic focus: Rapid digitization for
nonessential activities, explore the areas of
diversification and business model redesign.
People focus: Establish twinning by
providing loan to talent, build co-reliance
between companies and support employees

to find new jobs, protect them with health
benefits and job.

Pragmatic Value Assessment of CPHRM: Business Ethical Perspective

Being a most vulnerable industry to numerous environmental, political, socio-economic
risks, tourism is used to and has become resilient in bouncing back Novelli et al. (2018) from
various crises and outbreaks. However, the pandemic's impact has been crucial for the tourism
industry, and this industry's recovery is urgently required Table 2. We must prepare ourselves for
the pandemic concerning practical and medical aspects and ethical issues (Druml, 2020). Most
researchers have focused on food marketing and food safety in the hospitality sector, as
restaurants have been majorly responsible for frequently growing foodborne diseases. Hence, it
is very much required for the hospitality sector to prepare themselves incorporating ethical
values into their HRM policies in tackling the situation and win the confidence of their
customers (Hao et al., 2020).

Research orgasm and advanced tourism research are required to deal with the situations
like COVID-19; others have also suggested adopting inter-disciplinary (Wen et al., 2021), multi-
disciplinary (Gossling et al., 2020, Hall et al., 2021) or even anti-disciplinary (Sigala, 2020)
research to enable creative thinking that challenges and goes beyond existing pre-assumptions
and mindsets. The same industries adopt measures by enforcing precautionary measures for their
guests' safety and hygiene (Economic Times, 2020).
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Table 2

ETHICAL PERSPECTIVE OF DIFFERENT COMPANIES TOWARDS MEASURES OF
CRISIS PREPAREDNESS (ECONOMIC TIMES, 2020)

Companies

Preparedness measures: Ethical perspective

American MNC Hyatt, Delhi

They do not have any confirmed cases among their
employees as they have been taking daily temperature
checks for all their employees when they enter and exit
the firm and taking all the required precautionary
measures required

British MNC InterContinental Hotels
Group (IHG)

They have been taking every brief from the corporate
office. They incorporated precautionary measures for
themselves and their guests to all its India-based hotels,
including checking the negative corona reports,
temperature checks, and disclosing any symptoms
related to corona.

Vinay Malhotra, at outsourcing and
technology services company VFS
Global

Their organization is investigating to mitigate the
concern of individuals related to busy public places. He
said they are also providing discounts on courier return
services for those who do not want to visit the center to
return their visa. Therefore, now they can return their
visas from their office or home.

Rattan Keswani, deputy managing
director at Lemon Tree Hotels

Their hotels are ensuring safety and hygiene levels
continuously. She said that their staff is vigilant about
everything and is alerting them if they find out
something.

Hari Sukumar, vice president of
operations at Jaypee Palace Hotel &
Convention Center, Agra

They have issued very strict safety guidelines for their
employees, ensuring no physical contact of any type
with any guest. In addition to this, hotels also provide
online training to their staff, supporting and
encouraging them by providing them annual leaves and
reducing their working hours (Hao et al., 2020).

Many hotels have also initiated free meals, transportation, and accommodation to their
front-line staff (Figure 10). Hotels are also becoming customer-oriented by communicating to
customers online and developing their sales strategies according to that. Incorporating ethical
values in the organizations will add some moral qualification and moral status to the companies
now, but it will surely repay much more to the future industries (Mishra, 2017).
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FIGURE 10
MAJOR FACTORS ARE CONTEMPLATING THE INTERNATIONAL TOURISM
SECTOR'S RETRIEVAL (UNWTO, 2020)

The above figure represents expert opinion travel restrictions and slow virus containment
as the major factors that are contemplating the retrieval of international tourism back to normal.

CONCLUSION

COVID-19 has resulted in a great shock for the Tourism and hospitality sector. Both
sectors contribute a major portion to India's GDP and require a quick revival as a major
contributor to the economy. Pandemic has resulted in a decline of 1-3 %, causing an anticipated
loss of USD 30 billion to USD 50 billion in international tourism and has experienced about
USD 22 billion loss, resulting in 50 million jobs loss. Similarly, it has also impacted the
transportation sector, travel agents, service providers, and small retailers earning dependent on
these industries. For regaining the trust of tourists, industries are now using digitization and
artificial intelligence. HRM is thinking about employees' welfare and well-being and training
them to perform better in the digital space. HRM has taken initiatives to build a Trust-based
environment depending upon commitments and trust between employer and employees. The
research about COVID-19 impacts and recovery on hospitality is under construction with most
contributions, conceptual or critical reflections and scarce empirical research. Therefore, the
situation is unpredictable. To reduce the effects of the crisis and retain the employee's industries
are adopting measures like maintenance of hygiene and sanitation of hotels and tourist places,
maintaining experienced staff, enabling self-check-in codes on guest's mobile, and in-room
dining. Apart from this, they are gaining knowledge on how to respond and manage such crisis
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and their implication to provide stability to businesses and society and are preparing themselves
to revive back by adopting different strategies and policies.
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