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Moving into a  new norma l 



Sta y…on top of current cha llenges 
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La bor shorta ge issues 

• An AH&LA survey of nea rly 20 0  hoteliers in 
September 20 22 found 36% of respondents 
considered themselves “severely” short- sta ffed, 
with the most a cute shortfa ll in housekeeping. 

• La bor demogra phics a nd la bor- force pa rtic ipa tion 
a re shifting, a long with cha nges in employee 
preferences a fter the pa ndemic . C ha llenges ca n 
serve a s a  ca ta lyst for innova tion in technology, 
working models, a nd ta lent ma na gement, in order 
to position lodging once a ga in a s a n “industry of 
choice” for future workers. 

• W hen la bor costs rise, compa nies in the hospita lity 
sector often look to reduce costs elsewhere. 
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https://www.ahla.com/press-release/87-surveyed-hotels-report-staffing-shortages


C rea tive Solutions for Hoteliers 
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Ada pta bility 

Thinking outside of the box in terms of sta ffing 

New tra ining to better ena ble employees to multita sk 
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10  workforce- building ta ctics observed 

• Digita l lea rning 

• Benefits, signing bonuses, sa la ries 

• C ontra ctors, gig workers 

• Flexible work hours 

• Lower educa tion requirements 

• Sha ring multiple roles 

• Technology upgra des: self- service 

• Tra vel discount for leisure 

• Tra vel for work 

• W ork- from- - a nywhere policy when possible 
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Energy crisis: the rea l threa t 

• Energy- sa ving initia tives a re bec oming c ruc ia l steps for the nea r future. 

• To support SMEs in the tourism a nd a c c ommoda tion sec tor, the UNW TO  la unc hed 
the Hotel Energy Solution (HES). The HES e- toolkit helps hoteliers a ssess their 
c urrent energy use a nd find a ppropria te solutions.  

• Hilton offers a  “LightSta y Event Impa c t C a lc ula tor” for their c ustomers to estima te 
the environmenta l impa c t of a  meeting or event inc luding the c a rbon emission, 
energy use, wa ter a nd wa ste.  

• Hospita lity pla yers a re a lso finding c rea tive wa ys of reduc ing c osts. 

• Investors a re a ttra c ted to green solutions. Pla tforms like Ra ise G reen offer a  
ma rketpla c e to get funding for renewa ble energy projec ts.  
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Energy costs seen a s biggest cha llenge for Europea n hotels 

• 80 % of hoteliers ra te the energy crisis a s their biggest concern a cross a ll 
10  countries in the Booking.com Ba rometer of 20 22 report, inc luding 
Fra nce, G erma ny a nd Spa in. 

• The wider economic  situa tion is highlighted a s the next biggest 
cha llenge by 48%, followed by sta ff a cquisition a nd retention (43%) a nd 
cost of sta ff a t 42%. 

• W hile a rea s such a s cha nnel ma na gement a re no longer seen a s a n 
issue, socia l media  ma rketing is now considered the biggest cha llenge 
when it comes to digita l tra nsforma tion, a ccording to 31%. 

• W ithin the a rea  of deca rboniza tion a nd susta ina bility, energy effic iency 
is highlighted a s the ma in cha llenge by 50 %, followed by wa ste 
reduction (29%) a nd preserva tion of na tura l resources (19%). 
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How to protect your hotels?  

• Higher booking prices a nd extra  fees, a ka  energy fees. 

• Educa ting guests on responsible energy consumption. 

• Energy effic iency mea sures a s pa rt of susta ina bility initia tives: 

• Keep the hea t/ cold it: insula te your property. 

• Use energy- effic ient a pplia nces. 

• Use sma rt thermosta ts. 

• C onsider investing in renewa ble energy. 

• C onserve wa ter 

• Recycling options, offering susta ina ble tra nsporta tion, such a s bikes or 
scooters, working with loca l suppliers, etc . 

• W a rmer destina tions –  expect “energy tourists”. In Europe these a re 
destina tions such a s Ma lta , Southern Spa in a nd Portuga l, G reece a nd 
C yprus. 
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W here a re we on  
the pa th forwa rd?  
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Sta y…Susta ina ble 
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Though susta ina bility influences Europea ns’ 
a ccommoda tion decisions, a  lot needs to be done for 
Ea rth-  a nd resource- rela ted concerns to ha ve a  bigger 
impa ct on the choice of sta y. 
 

Q uestion: How likely a re you to ta ke the following susta ina ble tra vel mea sures in the next 12 months a nd beyond?   
Ba se: Tra velers a nd Pla nned Tra velers who expect to tra vel in the next 12 months (U.K. N=1,150 ; Spa in N=1,0 10 ; G erma ny N=965; Fra nce N=954; Ita ly N=1,0 0 2) 
Source: Phocuswright’s Sustainability in European Travel 2021  12 © 2023 Phocuswright Inc. All Rights Reserved. 



Question: What factors influenced your decision on what type of lodging you stayed in? Select up to 5 opt ions. ​ 
Ba se: Tra velers (U.K. N=776; Spa in N=777; G erma ny N=682; Fra nce N=80 8; Ita ly N=780 ) ​ 
Q uestion: How likely a re you to do the following?  
Ba se: Tra velers a nd Pla nned Tra velers who expect to tra vel in the next 12 months a nd a re likely to follow susta ina ble tra vel mea sures (U.K. N=980 ; Spa in 
N=90 8; G erma ny N=824; Fra nce N=864; Ita ly N=924) 
Source: Phocuswright’s Sustainability in European Travel 2021; Phocuswright ’s Europe Consumer Travel Report 2021  

Price is also a top considerat ion in lodging 
choice. It  was the most influent ial factor in 
lodging decision for U.K., France, and Italy 
t ravelers, while ranking second for 
Spaniards and Germans. Price-
consciousness impacts travelers’ 
willingness to spend extra to stay in an 
eco- friendly hotel or resort . 
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Sta y…on a lert with STR 
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But a pples a nd ora nges both 
compete for the customer 

buying fruit. 
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of t ravelers considered an STR the last  t ime they 
booked a hotel. 

74% 64% 
of travelers also considered a hotel the last  t ime 

they booked an STR. 



Tra velers ha ve kept their compa rison ha bits through 
the pa ndemic. 

© 2023 Phocuswright Inc . All Rights Reserved. 17 

0%

10%

20%

30%

40%

50%

60%

2019 2020 2021

STR Users W ho C ompa red Renta ls W ith Hotels  
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Inherent STR strengths, a ccording to tra velers: 

© 2023 Phocuswright Inc . All Rights Reserved. 18 Source: Phocuswright’s U.S. Short- Term Rentals 2021 

Character Local 
immersion 

Privacy 

Personalized 
experience 

Value for 
money 

Overall 
comfort  
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W hen you look a round, it’s ha rd not to 

notice tha t tra velers a re increa singly left 

to fend for themselves, a nd tha t’s simply 

not wha t being a  guest should feel like. 

C la ire Bennett 
Global Chief Customer Officer, IHG 
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Destina tion support 
a nd guida nce 

Professiona lism in 
intera ctions 

Security C onsistency in 
clea nliness, upkeep 
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Here to sta y: Digita l noma ds  
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Age 

Myth: Nomads are just  young 
people in their 20 s a nd ea rly 30 s. 

Truth: Nea rly three in five 
a re a ge 35+. 
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High school or less Some 
c ollege/ Assoc ia te’s 

Ba c helor’s Ma ster’s Doctorate/postgrad

Highest Level of Educa tion C ompleted 

New Nomad General Traveler

43% ha ve a  Ma ster’s 
degree or higher vs. 29% 
of leisure tra velers.  

Myth: Noma d life is for 
fresh- out- of- college kids. 

Truth: More tha n two in five 
hold a dva nced degrees. 
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Less than $100,000

$100,000 –  $149,999 

$150 ,0 0 0  –  $199,999 

$200,000 or more

Prefer not to say

Annua l Household Income  

Nomads

General Leisure Travelers

Myth: Noma ds a re hostel- livin’ 
tra velers constra ined by tight budgets. 

Truth: More tha n ha lf ea rn 
$10 0 k or more per yea r.  
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No 
children 

33% 

Ha ve 
children 

67% 

C hildren a nd Dependents Sta tus 

Single/ divorce
d/ widowed 

26% 

In a  
rela tionship 

11% 

Ma rried/ civil 
pa rtnership 

63% 

Rela tionship Sta tus 

Myth: Nomads are free of roots 
a nd responsibility. 

Truth: Nea rly three in four ha ve a  significa nt 
other; two in three ha ve kids. 
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Three in five work 
directly from their 
hotel room or in-
destina tion 
residence. 
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Sta y on top of Digitiza tion  
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Hotel 

C URRENT SOLUTION: 

Mobile Check- in 

Q R codes for property a ccess 

 

 

EMERG ING  SOLUTIONS: 

C heck- in upon entry via  SSI 

Verifia ble sta y recorded SSI 

 

 

FRIC TION: 

C heck- in identity 

Access to hotel services  
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Attribute- Ba sed Selling 
Inspire loya l guests to spend more, return often a nd 

become bra nd a dvoca tes 
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Tha nk You! 
 

C onta ct: 
Florence Kaci 

fka c i@phocuswright.com 
Plea se register for free to www.phocuswire.com  

Plea se rea ch out to get a  promo code for Phocuswright Europe 20 23 in 
Ba rcelona  J une 12- 14 
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