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Introduction

For the past two years, since March 
2020, the world has found itself in a 
Covid-19 chokehold. From lockdowns, 
social distancing and furlough, the 
impact caused by the pandemic has 
been nothing short of substantial. 

It is no secret that one of the hardest 
hit sectors by the pandemic has been 
the hospitality industry. All you need 
to do is take a look at some of the 
headlines as an example; 

• �“Two years of Covid does £115bn 
damage to hospitality industry;”1 

• �“UK hospitality industry yet to 
recover to pre-Covid trading 
levels;”2 

• �“Manchester hospitality industry set 
back five years by Covid-19.”3 

With the pandemic appearing to be 
in our rear-view mirrors, the effects 
and damages caused to the industry 
are now becoming more apparent. 
The continuous closures of hotels, 
bars and restaurants, and extensive 
use of the UK Furlough Scheme, 
forced many hospitality employees to 
look elsewhere for work - leaving the 
industry faced with a shortage of staff 
as they struggle to entice workers back. 
While many hospitality organisations 
are increasing pay as a quick fix to 
get bodies in roles, salary hikes are 
like painting over rust with gold- the 
problem will keep coming back.

In this report we take a closer look at 
the impact caused by the Covid-19 
pandemic to the hospitality industry. 
We examine how the employee 
benefits package within the hospitality 
industry has been impacted and reveal 
where it now lies as tool for recruitment 
and retention of staff as we move on 
from the pandemic. By exploring our 
research through the eyes of both the 
employees and employers, this has 
allowed us to create a comprehensive 
and overall picture of how the industry 
can move forward. 

By Russell Davidson
CEO & Founder 

1� �Thomsen, P., 2022. Two years of Covid does £115bn damage to hospitality industry. [online] UKHospitality.  
Available at: <https://www.ukhospitality.org.uk/news/596042/Two-years-of-Covid-does-115bn-

2� �Hancock, A., 2022. UK hospitality industry yet to recover to pre-Covid trading levels. [online] Financial Times.  
Available at: <https://www.ft.com/content/ac6266ed-3977-4d51-88bf-d60768ee8c7a>

3 �BBC News. 2022. Manchester’s hospitality industry ‘set back five years’ by Covid. [online]  
Available at: <https://www.bbc.co.uk/news/uk-england-manchester-54973568>
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Our Research 

Aim: To conduct a comprehensive review of 
the impact Covid-19 has had on employee 
benefits within the hospitality industry. 

Quantitative Research: Two questionnaires 
were conducted between January to April 
2022 using an online survey platform. The 
first survey was distributed to employees of 
the hospitality industry. Survey respondents 
consisted of: 

The second survey was targeted towards  
the employers, HR professionals and 
individuals within a hospitality organisation 
who are responsible for staffs employee 
benefits package.

Qualitative Research: A focus group 
was conducted using 14 prominent HR or 
managerial professionals for the hospitality 
industry. In-depth interviews were also 
conducted with 4 HR professionals within  
the hospitality industry. All discussions 
centred around the impact of Covid-19 on 
employee benefits. 

 

Roundtable Talk: In April 2022, DAM hosted 
a Roundtable Talk in conjunction with HR in 
Hospitality. The event took place at Hotel 
Café Royal whereby 14 HR professionals 
within the hospitality industry were invited 
along to take part in a discussion that 
explored in further depth the impact of 
Covid-19 on the hospitality industry and the 
employee benefits package. The outcomes of 
this discussion were used to form the insights 
presented in this report. 

Interviews: Several Zoom interviews were 
conducted with prominent HR figures within 
the hospitality industry: 

•  Shona Rye: Director, Your Invisible Partner

• �Grazia Aiello: Employee Experience 
& Wellbeing Manager, The Dorchester 
Collection 

• �Steve Williams: Director of HR,  
The Standard Hotel 

Interviewees were asked a series of questions 
that centred around the key areas of impact 
caused by Covid-19 pandemic on the 
hospitality industry.

KEY:

  18-25 year olds
  26-34 year olds
  35-42 year olds
  42-50 year olds
  50+ year olds

Industry Snapshot: The Covid-19 Aftermath

According to HMRC, 
the hospitality 
industry had the third 
highest take up rate 
of the UK furlough 
scheme overall, with 
a take up rate at 9%.

From Jan-Mar 2020 
to Oct-Dec 2021, the 
number of employees 
within the sector fell by 
3.6% whereas across all 
other job markets the 
decline was 1.3%.

14%
14% of staff roles 
are currently 
lying vacant.

79% of employers 
have increased 
salaries to help  
with recruitment  
& retention.

79%

39.1% of employees 
feel the Covid-19 
pandemic had a 
small negative 
impact on their 
mental health and 
wellbeing.

39.1%
35.9% of employees 
feel the Covid-19 
pandemic has a 
moderate negative 
impact on their mental 
health and wellbeing.

35.9%

That equates to 
approximately a loss of 
£9million a day during 
that time period.

£9m
Between April 2020 
and March 2021 the UK 
hospitality sales figures 
dropped by 64% from 
the previous 12 months.

64%

Hospitality

3.6%

Other

1.3%

4�  �GOV.UK. 2021. Coronavirus Job Retention Scheme statistics: 16 December 2021. [online] 
5�  �Hutton, G., 2022. Hospitality Industry and Covid-19. [online] House of Commons. 
6�  �UKHospitality, 2022. Hospitality in 2022. Future Shock. [online] UKHospitality. 

www.damgoodpensions.com 3www.damgoodpensions.com2

20%

14.1%

23.4%

26.6%

15.6%

11%
Other Service 

Activities

10%
Arts, entertainment 

& recreation
Construction
7%

Transport  
& Storage

7%9%
Accommodation  
& Food services



www.damgoodpensions.com 5

Benchmarking: How important is it? 

Findings from the survey and interviews 
revealed that benchmarking your 
organisations employee benefits package 
should be considered an important strategy 
in an employer’s toolbox post Covid 19. 

Results showed 100% of HR professionals 
felt benchmarking their employee benefits 
against their peers and competitors is 
important, with the majority of respondents 
reporting they have in fact benchmarked their 
offering less than 6 months prior to taking 
part in the survey.

When was the last time you benchmarked  
your existing employee benefits?

13%

13%

31%

44%

The knock on effects of the Covid-19 
pandemic has encouraged many employers 
and HR professionals alike to become more 
proactive with their offerings- as our findings 
highlighted a large number of respondents 
had reviewed their employee benefits 
package either during or in the wake of the 
Covid-19 pandemic.

 Have you reviewed your employee benefits package 
either during or in the wake of the Covid-19 pandemic? 

87.5%

12.5%

YES

NO

But why is benchmarking essential for an 
employer’s recruitment and retention 
strategy post Covid?

Our survey revealed that many hospitality 
organisations have seen an increase in 
employee turnover since the beginning of the 
pandemic, with 81.2% of HR professionals 
stating they have noticed an increase in 
employees leaving their organisation. 
However, not only are employees leaving for 
industry competitors, reports show many 
are actually leaving the hospitality industry 
all together in the wake of Covid-19. Figures 
reveal approximately 41% of UK hospitality 
workers have left the industry since the 
beginning of the pandemic,  with office work, 
retail and warehouse operations being some 
of the most popular sectors chosen by former 
hospitality staff- suggesting that these 
industries may have more alluring qualities 
and benefits to them than hospitality. This is 
where benchmarking is key.

8�  �CV Library. 2021. Exclusive survey reveals that almost 60% of travel and tourism staff won’t consider returning to the industry as the UK awaits 
an update on travel restrictions  - Recruitment Insight. [online]

Benchmarking against peers will highlight the 
industry standard that an organisation should 
be attaining. However, by taking it a step 
further and benchmarking against different 
industries, new insights can be uncovered. 
In turn, aiding employers of the hospitality 
industry how better to tackle this time of ‘The 
Great Resignation’. 

“If HR professionals and employers of the 
hospitality industry can understand what the 
lure is of these other industries versus what they  
are currently offering, it will help them attract 
staff back to the industry. If you don’t know 
what you are loosing your staff to how can  
you hope to entice them back. Benchmarking  
is a useful tool to know what other employers 
are offering.” 
Shona Rye, Your Invisible Partner 

“If we want to recruit from outside our 
industry or entice back those we have lost to 
other industries then we should not just be 
benchmarking within the hospitality sector, as 
an industry we have to look outside our sector 
and compare ourselves against these wider 
external industries.”
Grazia Aiello, The Dorchester Collection

“Benchmarking allows us to get the basics 
right and if we don’t get them right, all of the 
other extras and rewards become insignificant. 
Benchmarking allows you to see where your 
organisation stands within the pack, it allows 
you evaluate wither your offering is competitive 
which is crucial for attracting team members.” 
Steve Williams, The Standard Hotels

  �Less than 6 
months ago

  �31% Over 18 
months ago

  �13%: Over 6 
months ago but 
less than a year

  �13% Over a year 
ago but less than 
18 months ago

81.2%

81.2% of HR professionals 
state they have noticed 
an increase in employees 
leaving their organisation.
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an update on travel restrictions  - Recruitment Insight. [online]
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Core Benefits: Are they on the rise?  

Our research explored where employee 
benefits, namely the core health and 
protection benefits, now rank in hospitality 
employees priorities. 

When asked about what elements they would 
incorporate into their benefits package if 
given freewill, a number of “core” benefits 
were placed top rather than the “day to day” 
reward benefits. Our findings also showed 
that a number HR professionals/employers 
noticed an increase in use of such health and 
protection benefits either during or in the 
wake of the Covid-19 pandemic. 

If given the choice, which of the following elements 
would you like your employer to offer you as part 
of your employee benefits if they are not already  
doing so?

6.2%
17.2%

26.6%
32.8%

39.1%
45.3%

50%
57.8%

62.5%

Have you noticed any of the following changes either 
during or in the wake of the Covid-19 pandemic?

With the rise of facemasks, frequent hand 
sanitising and social distancing forcing many 
individuals to become more cautious about 
their immediate physical wellbeing, these 
findings suggest that Covid-19 has prompted 
many individuals to rethink their long-term 
health and wealth priorities. Due to the strain 
that has been placed on UK health services 
as a result of Covid-19, it is unsurprising to 
uncover that many hospitality workers now 
consider elements like dental cover and 
private medical insurance as a key benefit in 
their employee benefits package. Similarly, 
reports show that 40% of hospitality workers 
admit the sector has become unpredictable 
as a result of covid 9, lending some explanation 
as to why many are now prioritising their long-
term financial security through benefits such 
as Income Protection and Life Assurance. 
These findings would imply that investing in 
the basics and ensuring your core benefits on 
offer are sound before looking further at more 
‘aspirational benefits’, should help employers 
and organisations with the recruitment and 
retention of staff moving forward.

  �Additional Holiday entitlement

  �Dental Cover

  Critical Illness Cover

  �Income Protection

  �Higher Pension Contributions

  �Employee “white goods” scheme

  Employee car scheme

  �Additional parental leave

  Cycle to work scheme

Increase use of Employee 
Assistance Programme.

50%

Increase use of Private 
Medical Insurance.

37.5%
Increase of Income 
Protection claims.
(While this may seem 
like a small number, 
as employee benefits 
specialist this is a 
significant increase, 
based on experience 
some organisations 
may go months/years 
without processing any 
claims).

6.2%

Increase of Life 
Assurance claims.

6.2%

“I think this is a direct response to Covid-19.  
I don’t think if the same research was carried out 
pre-covid the same results would be achieved 
and health and protection benefits would be 
voted as number one benefits.” 
Shona Rye, Your Invisible Partner

39.1% of employees feel the Covid-19 
pandemic had a small but negative 
impact of their wellbeing.

39.1%
35.9% of employees feel the Covid-19 
pandemic has a moderate negative 
impact of their wellbeing.

35.9%

50% of HR professionals 
noticed an increase in the use 
of the Employee Assistance 
Programme either during or in 
the wake of Covid-19 pandemic.

50% Improved mental health and 
wellbeing support was voted 
the second top expectation 
from hospitality employees 
post Covid-19.

Covid-19 and it’s many lockdowns and restrictions 
on socialising has shone a light on the importance 
of maintaining good mental health and wellbeing. 
A positive outcome from this is that some of the 
stigma around such programmes like the Employee 
Assistance Programme has been reduced, 
encouraging many hospitality workers 
to utilise it more frequently and freely. Post 
Covid-19, the Employee Assistance programme 
will be an extremely important benefit for not 
only employees to improve their mental wellbeing 
and burnout levels, but it will also be a crucial 
recruitment and retention tool as hospitality finds 
its way post pandemic.

“Our number one benefit is our Employee Assistance 
Programme. The amount of support needed 
particularly with mental health and financial 
wellbeing is off the scales, i don’t think pre covid we 
have ever experienced it at that kind of degree before.” 
Claire James, Corintha London

Focus point: As well as physical health 
benefits appearing to have become more 
of a priority now for hospitality workers 
post Covid-19, mental health and wellbeing 
support has become a huge priority for 
hospitality workers.
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Communication: How are we doing post Covid-19?

When asked about how their employers 
communication had been during and in the 
wake of Covid-19 pandemic, the majority of 
hospitality workers stated it had been “well” 
or “moderate,” with less than half voting that 
their employers communication had been 
“very well.” 

How well do you feel your employers communication  
to you has been during and post Covid-19?

However, when we asked HR professionals/
employers how much of a priority 
communication had been either during or in 
the wake of Covid-19, the majority revealed it 
was a high priority. 

How much of a priority has communication to your 
employees been either during or in the wake of the 
Covid-19 pandemic?

93.8%

6.2%

High
priority

Has not
changed

These findings highlight a disconnect between 
employees and their employers and suggests 
that hospitality’s communications post 
Covid-19 may be slightly missing the mark.

Communication is important, particularly 
communication centering around staff  
benefits, as we found post Covid-19 
employees knowledge of what they are 
entitled to is still limited.

 

Increasing the frequency of 
communications, trying new methods and 
technologies- while they all may help with 
improving an organisations communication 
strategy in the long run, our interviews 
highlight that personalised communications 
may be post Covid-19.

It was noted by HR professionals/employers 
during our roundtable discussion that with 
the isolation faced by many throughout 
2020/21 thanks to social distancing, 
lockdowns and self-isolation rules- many 
employees are engaging more with 
personalised communications rather than 
generic organisation wide mailers, as a direct 
result of having more of a need to feel a 
connection with others.

  �Well

  �Moderate

  �Very well

  �Poor

9.4%

28.1%

28.1%

38.4%

“If you want to engage and communicate it  
has to be on a personal level. It may take time 
and effort but the payback is rewarding.”
Ninoska Leppard, FHHB
 
“There is a definite need from employees, 
especially post Covid-19, wanting to feel  
like they belong to a place, belong to  
something bigger.” 
Grazia Aiello, The Dorchester Collection

Focus point: Total Reward Statements 
were an important insight raised at 
our Roundtable discussion as they 
are used to demonstrate the true 
value of an employee’s entire offering, 
from pay, rewards package and perks. 
When asked if they felt offering total 
rewards statements would help with 
communicating to their employees, 
all HR professionals/employers in 
attendance agreed that it would be a 
massive help. 

“If employees can see their benefits and whole 
offering as a value i.e. monetary value, it often 
demonstrates to them that they 
have no real idea how much it 
costs their organisation to offer 
them their benefits. It can help 
them realise that the investment 
in them as individuals is way more 
than anticipated” 
 Ninoska Leppard, FHHB

By being able to demonstrate 
to staff the investment made 
in them, this in turn can help 
with the engagement and 
communication between 
employee and employer and 
in the long-run, can improve 
staff retention. Not only can 
total reward statements help 
the retention of existing staff 
members, they can also be a 
useful tool in the recruitment 
process. 

Organisations will eventually reach their 
caps for salaries and when they do the 
employee benefits package will have to 
again be marketed as an added value within 
the job offering. This is where total rewards 
statements can help. 

However, unfortunately total reward 
statements are not such a cut and dry 
process to employers as they are to 
employees. To implement an efficient system 
that can generate up-to- date total reward 
statements, it takes time, effort and a large 
investment. 

Do you offer total reward statement to your 
employees?

75%

25%

NO

YES

62.5%

62.5% of HR 
professionals/
employers feel their 
employees are aware 
of some but not all of 
the benefits they are 
entitled to.

www.damgoodpensions.com 9www.damgoodpensions.com8

48.4%

48.4% of hospitality 
employees are aware 
of some but not all 
the benefits they are 
entitled to.



Flexibility: Do employees now expect it?

Results from our online survey indicate that 
the largest majority of hospitality staff feel 
they not utilising their employee benefits 
package fully. When asked the same thing, 
just over half of HR professionals/employers 
agreed that their employees were not utilising 
their benefits package. 

 

Do you feel you are fully utilising your employee 
benefits package?

75%

25%

NO

YES

Do you feel your employees are fully utilising their 
employee benefits benefits package?

56.2%

43.8%

NO

YES

Discussions during our roundtable talk 
revealed that flexibility and offering flexible 
benefits may be an important element in 
ensuring employees are maximising their 
employee benefits package. With the 
Covid-19 pandemic and the rise in working 
from home for many, it was suggested that 
many hospitality employees now expect a 
degree of flexibility when it comes to their 
work experience and employee benefits 
package. During our research we also found 
this to be the case.

In regards to your work experience post Covid-19, what 
do you now expect? 

Flexible benefits work by offering employees 
the choice to exchange a part of their salary 
for the benefits that are important to them 
at the time. These benefits can range from 
rewards like gym memberships to cycle-
to-work schemes through to parental leave 
and buying additional annual leave. Flexible 
benefits can be useful as every individual goes 
through different life stages at different times, 
therefore by offering employees the flexibility 
to create an employee benefits package 
that suits their individual circumstances, it 
becomes more personally relevant to them 
and resonates more, which can ultimately 
improve recruitment and retention.  

Improved 
mental health 
and wellbeing 

support

2

“It is about taking the time to find out what 
employees actually want. Everybody sees 
themselves as individuals with different needs, 
going through different life cycles and therefore 
may want different things. I think if we are in a 
position to be more flexible and offer these 
cafeteria of benefits then we stand much more 
chance of getting people to stay and get those 
back into the industry that have left.”
Shona Rye,  Your Invisible Partner
 

“In terms of what we as HR professionals expect 
individuals to need and want in their lives is 
actually very different to what the younger 
generations and those entering the workforce 
need. We have a corporate responsibility as a 
business to offer more flexibility.” 
Ninoska Leppard, FHHB
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Flexibility in 
working from 
home where 

possible

3
Flexible 
working 

hours

1



Conclusion 

As employee benefits specialist, we 
know there is no uniformed strategy 
when it comes to the employee 
benefits package. Every organisations 
workforce is unique, their budgets 
vary and timelines range- therefore 
every business requires an employee 
benefits strategy that is representative 
of that. Our research, however, has 
revealed several insights with regards 
to the impact that Covid-19 has had 
on employee benefits package and 
how the hospitality industry may move 
forward from it. 

While benchmarking has always 
been a standard practice for HR 
professionals within the hospitality 
industry, findings highlighted the need 
for this to be done on a wider scope. 
With many hospitality employees 
leaving the industry, benchmarking 
outside the hospitality industry will 
be vital moving forward - looking at 
what other industries have to offer can 
better improve the attractiveness of 
the hospitality industry as a career of 
choice. 

Insights from our research also 
demonstrated a rise in need for ‘core 
benefits.’ While more immediate 
benefits such as white-good 
schemes, car schemes etc are still 
certainly attractive elements within 
an employee benefits package - 
our research has identified that 
hospitality employees are now placing 
the core health and protection 
benefits as a higher priority after the 
Covid-19 pandemic. 

Communication and flexibility were 
additional insights to come from our 
research. Findings demonstrated 
that with the restrictions placed on 
socialising with others during Covid-19, 
many hospitality employees want to 
feel a connection to an organisation 
and feel like they belong. Therefore, it 
has been suggested that personalised 
communications, whether it be 
in general terms or regarding the 
employee benefits package, would 
be the most impactful right now in 
improving staff engagement. What 
is more, the Covid-19 pandemic 
also brought about new flexible 
working habits for many, as a result 
we uncovered that many hospitality 
workers now expect a degree of 
flexibility when it comes to their 
experience at work and employee 
benefits package. 

Whether it’s core benefits, flexible 
benefits or personalised employee 
benefits communications; there has 
never been a more pivotal time to bring 
employee benefits to the forefront of 
your offering. With hospitality facing 
the period of ‘The Great Resignation’, 
engendering loyalty and trust within 
the workforce has never been more 
important. Employees are the future of 
any business, so let’s take care of your 
tomorrow. 
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