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editorial

Times like these warrant
we give new names to
tourism and hotels

T

he wheels of the nation have begun to move, after a
most ominous pause, that at one time looked dangerously moving into a full-stop mode. Then, the stop
appeared to become a comma, then, slowly started
giving way to making short sentences, and now bigger
ones. While the threat of lives, continues, the threat to livelihoods
has become greater and given a calibrated move towards normalization, the world, and we in India, would start learning to live
with the Corona.
Much of what appears in this issue was written during the last
month when the industry was in a full lockdown mode. With airlines and airports shut, hotels and restaurants closed, with every
possible outlet downed, behind its shutters. Never had the world
imagined such a situation. Never had the world witnessed such a
closure. Ironically, it was the world traveller, namely Coronavirus,
that roamed the globe, causing havoc. Came a time when borders
between states within the union, some within the NCR region that
had taken few decades to get removed, in the first place, to come
back, making people look only inwards. The home became the only
safe place. It was a far cry from invoking people to travel, which is
what our business is all about.
But indeed, the wheels are setting in motion, calibrated to en-

sure that the new norms come into place, as the nation starts moving again. Can we become more responsible than before, as a
people? Ironically, again, much of the new norms are not difficult
to implement, essentially meant to maintain the highest standards
of hygiene. Keeping a safe social distance, for example. Or washing
hands often. Or not sneezing and coughing with disregard to people
around us.
We expect that the initial confusions, with a multitude of restrictions in different states, would settle down to some common code,
and perhaps sooner than you imagine. Common Protocols will soon
become a reality; some patience is needed. Out of this challenge,
hopefully, we will come out as more conscious and responsible
citizens, and that much of the new norm would hopefully get imbibed into our psyche for good.
Travel is the essential kick-start needed for any economy.
Travel is the bigger picture. In developing economies, much that is
travel has got inter-locked with tourism, which is still seen as a
luxury. But travel is not. Therefore, we believe it is time that some
of our activities would do better to be given new names!
In the last few weeks, all segments of the industry have been
clamouring for big-time reliefs. None has been forthcoming. All
segments of the industry have been hugely impacted. The loss of
jobs, businesses and an uncertain future have thrown the entire
industry into disarray. One possibility is that we continue to suffer
from an elite image, as a business unrelated to the common man.
For example, when you consider the hospitality industry across
segments, the elite part may possibly be only in single digits as part
of the overall numbers; the largest component would be single or
no star accommodation!
In looking for new names, Like Tourism may be seen in a better
light as Travel and Tourism (T&T, or T2), hotels may become more
acceptable as 'accommodations', and civil aviation better understood as 'air transport'. The industry may need to ponder these
over, as essential to bringing shifts in the larger understanding (and
acceptance) of what our industry delivers to the nation.
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Covid-19 Impact and Revival
of Travel and Tourism

C

oronavirus has emerged as a
major black swan event and
dealt a crippling blow to the
entire Travel and Tourism
industry, not only in India,
but in the entire world. The disruptions that
it has caused are across the entire value
chain i.e., Airlines, Hotels, Travel Agents,
Tour Operators, Restaurants, Rail Networks, Roadways, Water Transport and
Cruises, Taxis, Auto-rickshaws and a slew
of other indirect providers. Equally, all
segments within inbound, outbound, and
domestic arenas, like Corporate Travel,
Leisure Holidays, MICE, Weddings etc.
have all come to a grinding halt.

COVID19’s Impact on GDP

Between Non-Resident Indian’s (NRI) and
foreign visitors, 11 million of them spend
around US$ 28 billion in a year, 28 million
outbound Indians spend about US$ 25 billion and 1.8 billion domestic tourists are
the mainstay of the local industry.
While airlines had a good February
with 9 per cent growth in traffic carrying
12.3 million passengers across India,
from around mid-March onwards, both
Domestic and International flights were
all grounded, resulting in virtually no
revenue (except minor cargo revenues),
but no let-up in continuing costs. Visas
were abruptly suspended with no new
ones on the horizon, hugely affecting
companies like VFS as also all the travel
insurance providers. International Air
Transport Association (IATA) estimates
that the global loss of revenue to airlines
will be about US$ 314 billion while pending customer refunds due to flight cancellations stand at US$ 35 billion. The
United States (US) government has indicated a bailout package to US Airlines of
US$ 50 billion of which 25 billion has
been cleared on 15th April.
As corporate India works from home,
and Air, Rail and Road connectivity has
been shuttered, the Hotel industry faces a
loss of Revenue of around 1.10 lakh crores.
Almost all hotels in India are running at

very low single-digit occupancy rates, if
they are at all open. The US Hotel Industry,
unlike their Indian counterparts has already
indicated a 40 per cent downsizing of jobs.
Travel Agents, Tour Operators, Online
Travel Agency’s (OTA) and Specialists are
staring at a loss of revenue of about 60,000
crores. These include Adventure, MICE and
Cruise supporters. Most of these companies
are in the Micro, Small and Medium Enterprises (MSME) sector and this slump will
impose huge stress on their liquidity and
financial health, leading to numerous bankruptcies. In fact, the airline FlyBe and Foreign Exchange major Travelex have already
gone into Insolvency.
The underlying assumption, for the
above has been provided by World Travel
and Tourism Council (WTTC), which
states that this entire sector could take 10
months to recover, placing at least 50 million Travel and Tourism jobs at risk. This,

In spite of strong Government support, the
next 12 to 18 months
will be bumpy and it is
expected that 20 to 30
percent voluntary or
involuntary consolidation will happen.
in the overall context of Global GDP
growth of ‘negative 3 per cent’ (recession)
with India’s projections of ‘no growth’ i.e.
zero per cent by Barclays and ‘negative
0.4 per cent’ by Nomura providing no succour or hopes of a quick recovery, especially for this sector which contributes
about 10 per cent (between 9.2 per cent
and 11.6 per cent) of India’s GDP and
employs directly and indirectly, between
43 and 50 million people.

Breaking Free from the Pandemic

On the societal front, the consequences of
Social Distancing not going away in a hurry,
destination india | june 2020 | 5

by Ashwini Kakkar

are not going to make it easier. While the industry needs to look at its cost structures and
emerge leaner as well as more innovative, this
is a moment for the Government to step in
with a big, bold package for this industry
which fully covers cash loss on salaries to
employees in MSME part of the industry.
Rescheduling the loans at lower interest rates
with a three to six month moratorium on repayments for the large and small players, and
consider serious GST cuts including the shift
of ATF into a low GST regime. Like for the
Government, lower oil prices may be one of
the very few silver linings for the industry,
especially the airlines.
In spite of strong Government support,
the next 12 to 18 months will be bumpy and
it is expected that 20 to 30 percent voluntary
or involuntary consolidation will happen.
Those companies that can conserve cash and
stay close to their customers and employees
will definitely survive the crisis. It will also
be critical to look at reinventing, for example becoming arbiters of “fit to travel” for
customers on one side and hotels, airlines
and destinations on the other. The reversal
of fortunes is likely to be led by the young
and fearless travelers, tempted by low costs
and great value propositions and a strong
push back by customers who have been
“boxed-in” for months in their homes and
are yearning to break free.
The sequential recovery may be slightly
slow and quite different but will happen with
a vengeance. This too shall pass and the human spirit will fly higher than ever.
By Ashwini Kakkar, former Vice Chairman,
Mercury Travels; former President Travel
Agents Association of India, and former
President of the Bombay Chamber of
Commerce and Industry. This article first
appeared in Business World.

industry currents

reimagin‑e,
reinvent and
reskill
by Navin Berry

Hospitality leaders moot durable
solutions to the Covid disruption
Recent hospitality industry
deliberations have focused upon the
lack of government support during
COVID stress and how the sector has
been left to fend for itself. While there
is no denying that these assertions are
factual and concerns on short and
medium-term sustainability of the
industry are well-founded but stating
the obvious hardly helps the industry,
in dire need of reinventing itself to stay
afloat!
In a welcome change, industry leaders
discussed the road ahead and how the
industry could use the disruption to its
advantage, creating a leaner,
multiskilled workforce, redefine
concepts of luxury and sustainability –
that is no longer optional – and
improve operational efficiencies.
Industry stalwarts attended a recently

held webinar titled: “Getting Indian
Hospitality Back.” The line-up
included Nakul Anand, Executive
Director of ITC Limited and Chairman,
FAITH; K.B. Kachru, Chairman Emeritus
and Principal Advisor - South Asia of
Radisson Hotel Group; Patu Keswani,
Chairman and Managing Director of
Lemon Tree Hotels; Neeraj Govil, Senior
Vice President - South Asia of Marriott
International; Sunjae Sharma, Country
Head and Vice President – India
Operations of Hyatt Hotels &
Resorts; Vikram Oberoi, CEO, The
Oberoi Group; Dr Jyotsna Suri,
Chairperson and Managing Director of
Bharat Hotels Ltd (The Lalit); and Priya
Paul, Chairperson of Apeejay Surrendra
Park Hotels. The session was
moderated by Vir Sanghvi, TV and
print journalist. Excerpts:
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The big-fat Indian wedding had gone
on a diet and MICE had gone into a
coma. Hotels needed to re-envision
buffets and had to ensure maintaining
the integrity of their brands.

Nakul Anand

akul Anand, Director, ITC Limited & Chairman, FAITH, envisaged
the way forward for the industry, outlining numerous initiatives
which were going to enable seamless hotel operations, equally
safeguarding guests. He called for safe distancing and “not social
distancing,” and believed high-tech service was heading towards
contact-light service, stressing he was not going to call it “touchless
service.” He felt check-ins and check-outs, without any human contact, were going to be the new norm. Fixtures such as plexiglass
partitions, texting concierge, voice-enabled controls, digital menu,
contact-light payment, among others, were going to become permanent features of the post-Covid hospitality offerings. “Tamper-proof
seals, new menus embedded with health, wellness, and sustainability, along with the rise of the organic and social distancing from junk
food” were going to trend in the post-Covid world.
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States also needed to step in
and exempt hotels from paying for
license fees and other such
recurring expenses, especially when
no revenue was being generated.

Jyotsana Suri

The big-fat Indian wedding had gone on a diet and MICE had
gone into a coma, said Nakul Anand. Hotels needed to re-envision
buffets, he said, adding that hotels had to ensure maintaining the
integrity of their brands while planning for these measures.
He believed that homes were going to become the epicentre
of human lives. Therefore, more home-deliveries were likely.
Room service was going to find new ways to cater to inhouse
guests while concepts such as ‘grab-and-go’ and contactless
ordering through QR codes, etc., were going to become mainstream, he said.
He believed that Covid was going to have a tremendous “longterm impact” on hotel buildings and how they were being designed.
“We must have designs that appeal to all five senses and not just
vision. Designs that can reduce the chances of transmission by using anti-microbial materials. Bacteria-resistant material and hygiene-checks have to be incorporated,” he substantiated. “Increased
fresh air, anti-bacterial switches, paint, fabric, and others, would
have to be looked into; designs that render themselves to cleanability,” added the hotelier. He also spoke about exploring biophilic
designs that were designed to connect guests with nature to reduce
stress, enhance creativity, improve well-being and expedite health.
Stressing on the connection between health and sleep, he said that
the new service mantra was all about redefining hotel spaces and

A structural change was needed,
and the government needed to
change the status of the hospitality
sector to “infrastructure” to
enable the growth.

K B KACHRU

experiences. “We need to create experiences that induce wellbeing
for guests who want a sense of freedom, with personal controls. They
will fear situations that they cannot control. My new definition of
service would be seldom heard, seldom seen, never touched and always felt,” he elucidated. He expressed confidence in the success of
touchless service as much as the success of high-touch service, saying ‘namaste’ had no element of physical contact, yet it evoked
“second to none” emotions.
He believed the industry needed to coexist and adapt to the
situation. He suggested that the spread of Coronavirus into villages, owing to the large-scale migration was imminent, which was
going to be difficult to contain, given the lack of medical facilities,
etc. The possibility of a vaccine, most realistically, was, at least,
two years away, he noted.
Vir Sanghvi mentioned the steps taken by governments in the
USA, the UK and France, among others, to support the industry to
tide over the crisis. He argued that these steps indicated the importance accorded to the sector, in respective countries, in driving
national growth and employment.

T

he hotel industry could have piloted the economic recovery,
given its expanse and ripple effect in creating jobs, said Dr
Jyotsna Suri, Chairperson & MD, Bharat Hotels Ltd (The

destination india | june 2020 | 8

The government’s intervention was
an intermediary measure anyway.
Fact-based perspectives were
needed to ensure people started to
visit hotels to stay and dine.

VIKRAM OBEROI

Lalit). She suggested she had no answer to the Indian government’s treatment towards the sector. “Tourism and hospitality
industries created a feel-good factor. Therefore, it was even more
important to support these sectors. We are very dejected,” she
said. Managing payrolls was a significant challenge as revenue
streams had virtually dried up, she said. States also needed to step
in and exempt hotels from paying for license fees and other such
recurring expenses, especially when no revenue was being generated, she said.
She also underlined the dichotomy between social-distancing
and consumer-service and said the hotel industry was peoplecentric. She concurred to the need to abiding by all laid-down
norms on hygiene standards but called it a “tight rope” to walk on.  
A massive change was going to occur as the industry navigated the choppy waters, she believed. The industry would have
cleaned up itself at numerous levels, such as multiskilling, multitasking, a new definition of luxury, which was more sustainable
and responsible, and it was going to emerge stronger than before,
she added.

I

t was time for the industry to explore new opportunities and
domestic tourism was the foremost, which could be tapped,
said K.B. Kachru, Chairman Emeritus & Principal Advisor-

Australia and New Zealand had
resumed bilateral air travel, and
continue with the business. The
arrangement was likely to be replicated elsewhere, including in Asia.

NEERAJ GOVIL

South Asia, Radisson Hotel Group. A concerted effort was needed
by the government at the centre and in states, to examine the contours of domestic tourism, he said, adding that domestic tourism
was distinct from international tourism. He believed that a structural change was needed, and the government needed to change the
status of the hospitality sector to “infrastructure” to enable the
growth. He also stressed the need for creating the necessary infrastructure, such as wayside facilities, to boost travel between drivable distances. He batted for a collective effort and asked to make
tourism a “national priority” to make tangible and desired changes.
Civil aviation and tourism needed to work in tandem for driving
the desired change, he explained.
He concurred with Patu Keswani and reposted his faith in the
Indian resilience. He said that the country had weathered multiple
crises and emerged stronger. While the numbers may not immediately go back up to pre-Covid levels, they could be much closer, he
suggested. It was challenging, but he was trying to smile, despite
the industry already losing close to ten lakh crores, he confessed.
The survival of the hospitality sector was equally critical for other
industries intrinsically linked to it, such as retail and real estate,
among others, argued Kachru, adding that 42 million jobs were at
stake. The Radisson Group was working with over 300 owners, and
there were genuine concerns. Despite the adversity, the moral sup-
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Domestic travel could pick up in a
year, cautioning, however, that poor
financial status of airlines and socialdistancing measures could
significantly increase air travel costs.

Patu Keswani

port, thankfully, was intact, emphasized Kachru. He commended
industry associations for “coming together” and shared he had
never seen such camaraderie, in his long association with the industry. Being aatmanirbhar (self-reliant) was the only way forward
and cost-control measures, including a leaner workforce, was a
non-negotiable to survive, he said.

V

ikram Oberoi, CEO, The Oberoi Group, emphasized
the distressing migrant issue and suggested the impact
of the unfolding crisis, aside from the economic contours, was similar to that of the Great Depression. He called it
“catastrophic.” Generating demand for the industry was the
most significant challenge, he believed, adding that the government’s intervention was an intermediary measure anyway.
Fact-based perspectives were needed to ensure people started
to visit hotels to stay and dine, he argued. He shared that a
survey conducted by Oberoi Hotels revealed as much as 40%
of people preferred not to travel until a vaccine was invented.
Finding an antidote to Covid, and globally administering it was
a considerably time-consuming proposition. There was no option but to go on with lives and livelihoods, barring those in
the high-risk categories, such as the elderly and ones with preexisting conditions. He believed informing people about exist-

Home delivery of food was a
genuine opportunity, yet five-star
hotels were not geared to the
requisite scalability to make a fullfledged venture into this domain.

Priya Paul

ing challenges was critical to enable them to make informed
decisions, consequently driving demand.

T

here were some encouraging initial signs of positivity
coming from China, informed Neeraj Govil, Sr. Vice
President-South Asia, Marriott International. As
many as 90 hotels had to be closed. The numbers were now
down to single digits, he shared. He believed that car-driven
travel and staycation to drivable distances, such as between
Delhi and Jaipur, and Mumbai and Goa, could commence, following which essential business travel could pick up after everyday travel resumed.
Govil concurred with Vikram Oberoi’s assertion of making
fact-based decisions, which implied that a vast majority of people
were not at high-risk and could resume with their lives as usual,
of course taking the necessary precautions. He batted for a flexible system to remove all possible impediments for the consumer
to travel, including bookings and contracts. The industry was
going to do everything needed to ensure a seamless operation in
the new ‘normal,’ and this message needed to be amplified.
Southeast Asian countries had drawn from their past experiences of pandemics and were able to chart a more agile response to dealing with the COVID-19, he said. After mostly
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synergies and promote India in its entirety, as all stakeholders
were in the same proverbial boat.

T

The entire gamut of the experience,
from the telephone call to enquire
about the booking, to the drop back
to the airport, needs to be
redefined and re-envisaged.

SUNJAE SHARMA

containing the spread of the virus, Australia and New Zealand
had resumed bilateral air travel, maintaining a bubble to safeguard people and continue with the business, he said, suggesting that the arrangement was likely to be replicated elsewhere,
including in Asia.

W

hile enough emphasis was being given to the expectations from the government, the tables were going to
turn soon, and much was going to be expected from
hotels, said Sunjae Sharma, Country Head & Vice PresidentIndia Operations, Hyatt Hotels Corporation. The industry
needed to have answers to the expectations from the customers,
associates and owners, he reflected. The industry needed to envision the road ahead, initially, with care, then confidence and
eventually building trust, Sunjae said. It was critical to leverage
and monitor data to make the most of domestic travel, as and
when it started to happen, he added. Operators – both domestic
and international – needed to be flexible in their approach while
dealing with consumers and provide experiences to them when
travelling in the new ‘normal.’ “The entire gamut of the experience, from the telephone call to enquire about the booking, to
the drop back to the airport, needs to be redefined and re-envisaged,” he elaborated. He encouraged the industry to combine its

he disruption was an opportunity to redefine ratios and
optimum staffing levels, said Patu Keswani, Chairman
& MD, Lemon Tree Hotels. He shared his hotels in
Bengaluru and Hyderabad were catering to 90 per cent occupancies with 40 per cent of the sanctioned staff strength.
The mortality was low but people, unfortunately, assumed it
to be very high, he said, adding that he believed that the fear of
death was going to completely negate any possibility of travel in
the next 6-12 months. “There will be the utter destruction of
demand, at least, in this calendar year,” he said. His hotel company had decided not to lay-off any associates, also taking massive salary cuts at leadership levels to ensure there were no
lay-offs, he said. He also noted that the company was going to
make timely payments to its MSME vendors.
Patu Keswani suggested that domestic travel could pick up in
a year, cautioning, however, that poor financial status of airlines
and social-distancing measures could significantly increase air
travel costs. He believed it was going to impact travel, perhaps
non-discretionary, eventually affecting occupancies. The lack of
liquidity was going to force hotels to cease operations, causing
a long-term supply-side disruption.  
Taking a more longer-term, three-year, perspective, he contradicted everyone, insisting that the world was going to go back
to normal, once a vast majority of the global populace was vaccinated. A broader contraction of supply across India was a more
significant concern to him, he confessed, saying that cashstrapped micro and MSME businesses were highly likely to fold
up, leading to large-scale unemployment and social unrest. The
Indian economy was expected to contract for, at least, 4-5 years
if vital cogs of the supply chain were disrupted, he said.
Given the low-term, high-rate loan, high-fixed costs, and volatile demand cycles, no one in their right mind was going to venture
into the business of hospitality, he quipped. He said one had to be
either be mad or really passionate to undertake the business of
hospitality, and hoteliers were a combination of both these traits.

P

riya Paul, Chairperson, ApeejaySurrendra Park Hotels, shared how her hotels had incorporated technology
to provide immersive food and entertainment experiences
to its guests. She said that home delivery of food was a genuine
opportunity but conceded that five-star hotels were yet not geared
towards the requisite scalability to make a full-fledged venture
into the home delivery domain. She said that there were ample
reasons to tap into the market, given the spare capacities available with hotels’ kitchens.
She extended Nakul Anand’s argument of wellness and sustainability to the food segment. She elaborated that the source
and quality of the ingredients, how they had been handled and
whether they were organic, needed to be answered. “There are
many organic suppliers, but how do they scale to supply to hotels
needs to be looked into,” she said. Concepts such as veganism,
vegetarian food, hygiene and safety, among others, were going
to gain more traction, she said.
She wondered whether buffets were going to make a comeback and how a hotel could service 200 rooms efficiently. “We
will have to find ways to respond to many of these scenarios
when they come up,” she thought.
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Hai makes a
pitch to
government
Pushes for sharing industry’s best
practices to cater to the new normal
Destination India
conducted a joint
interview on
phone and email,
with Puneet
Chhatwal, MD and
CEO, IHCL and K B
Kachru, Chairman
Emeritus, Radisson
Hotels India and
South Asia,
president and vice
president
respectively of
HAI, to get clarity
on the Big Picture
on hospitality in
the country.
Below are the
excerpts of the
interview (we also
reproduce the
representation
made by HAI).
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Industry has been caught in the midst of a storm, that is raging across the
economy. Tourism is invariably the first to get affected and the last to recover.
There is stress across the aviation, hospitality and tourism sectors.
Various representations have been made by industry bodies. Hotels Association of
India (HAI), represented by its Executive Committee, comprising of senior members
of the country’s hospitality industry, including Priya Paul, Patu Keswani, Nakul
Anand, Jyotsana Suri, Sanjay Sethi, J K Mohanty and others, have been petitioning
policymakers in government to look at hotel industry woes.
How bad is bad for the hospitality industry across
categories and brands. As of now, how many
hotels across the country are closed?

This global pandemic has impacted the industry severely. We believe that international travel could be adversely impacted by more
than 50% this year, which is equal to a loss of six months of travel.
This is a huge dent. The fact that the global economy is slipping
into recession would inevitably impact Travel, Tourism and Hospitality industries at international and national levels. UN estimates
that world economy would shrink by almost 1 percent in 2020 instead of growing at a projected 2.5 percent.
The nation-wide lockdown and ban on flights since March 24th,
has impacted both domestic and international travel and as a result
a significant number of hotels across the country are closed. More
than 50% of the hotels in both branded and unbranded sector have
closed down for business.

How big is the hole among hotel owners? What is the
level of actual distress, among your owners? And,
some estimate across the owning class across brands?

Much like industry players, hotel owners, too, have been severely
impacted by the closures. Hospitality is a capital-intensive business
and many owners take loans to build hotels. On average it takes 7
years to repay these loans taken. Then there are additional interest
costs that also come into play. Thus, business coming to a total

standstill is not only causing revenue losses but also debt servicing
issues for some of the owners.

You have made a representation to the PM and the
central government. Should this be made also to
select states, to fast track some response? After all,
on the ground, many issues like electricity charges,
etc are local subjects. Are the states in a better
position to handle this crisis?

We believe some solutions will come from state governments and
some from the Central government. Beyond the proposals that we
have submitted to the PM’s office, we have already reached out to
state governments requesting for a complete GST holiday for 6
months and lower tariffs for utilities such as power and electricity for
FY 2020/21 or charge on consumption vs loads.
Is this possibly a continuing problem that we
address only the centre and not as much the
states? What solution do you suggest for this on
some permanent basis?
We believe the solution lies in support from both central and state
government bodies. As mentioned above, we have made submissions to both the central and state government as the crisis needs
to be handled at both a federal and local level.
You have, in your presentation, cited many
countries, excluding USA, that are the size of
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Indian states? Somewhere, does it help to bring a
state-wise report, for better understanding among
state governments? Is there any study available
like for Rajasthan, Goa and Kerala to say how can
be the impact on their economies?
We are in a dynamic situation that is evolving by the minute. It is too
early to put together accurate numbers to quantify all the data available and garner conclusive insights. We are aware that the impact
across the country has been severe, but considering the ambiguity
on when the lockdown will be completely lifted, we believe it will
take some time before we can conclusively measure the full impact
on the economy and generate numbers for individual states.
How can industry help itself in these trying
circumstances?

At this point, it is not about individual brands or individual hotels.
Everyone from hospitality providers, vendors, employees and government agencies need to come together. A unified response is required
to counter the impact of the pandemic. Also, as an industry, we must
learn from the crisis and work collaboratively to put in place certain
best practices that can help us cater to the new normal.
Looking at the road ahead, people like me suspect
this will be a long haul curtailment, with very
phased out withdrawals of controls, which it must be,
and will bring a social and behavioural change in our
people, at least among hotel users! Is there any
industry response being readied for this change? So
that we have ready a list of DOs and DON’Ts
suggested by us?
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In today’s volatile world, any company management has to factor
in multiple disruptions. For the hotel industry, these normally were
wars, recession or political developments. To these has been added
a new factor – global health issues. We will now always have to
factor in this as well in our business plans.
We believe social distancing will become part of the new normal,
as will a sharper focus on hygiene. As an industry, we are already
geared towards offering very high standards of hygiene, however
some augmentation to these efforts will be required to meet the new
expectations from guests and other stakeholders.

I asked this question in a recent article, can the
industry continue to do what they are doing, as
organisations, but can this, too, be given an industry
face, to express that Tourism Cares? Important that
when industry goes to the government for help, it
also goes to the government to say Tourism Cares?
Your response, not just for the period of the crisis, but
beyond as well?

When it has come to crises in the past, such as 26/11 attacks etc.
the hospitality industry has come together to help those in need in
the society and the community at large. This time is no exception.
For instance, IHCL has so far distributed over 1,40,000 meals to
medical staff combatting the pandemic in Mumbai, Delhi, and
Bangalore, as well as 1,75,000 meals to migrant workers in Mumbai.
Other players across the industry have organized community kitchens for migrant workers while also distributing food packets where
needed. Moreover, the hospitality industry has also stepped up and
provided rooms for quarantine purposes to state and local governments. We see such concerted effort from the industry continuing
well beyond this crisis, as it has in the past.
What response are you expecting from the government to your recent representation? And by when?

As we have mentioned above, we have already reached out to both
state and local governments. We are quite optimistic and are looking forward to hearing back from the government.

How can the hospitality industry convert this crisis
situation into an opportunity, to turn a new leaf
within the industry, to be able to express to the world
at large how you contribute to the economy, etc. – all
that you have been saying all these years, and not
met with adequate success? Is there an opportunity
here?

Every situation is a learning opportunity. Tourism is one of the
fastest-growing sectors in the Indian economy. It contributes 9.2%
of the country’s GDP and employs 43 million people – which is 8%
of all jobs in the country. So tourism has a huge impact on the
economy and it is an extremely large sector. This will continue to
be a significant contributor to the economy. The opportunity lies
in recognizing the learnings from this crisis, adapting innovative
business streams and putting processes in place to address the needs
of the new normal.

Individually, for organisations and also for
individuals, this crisis is virtually hitting ground
zero. It is 9/11 for so many sectors and companies.
They have been razed to the ground, to start again, on
a fresh plate. As an industry, you are also virtually
closed. As an industry, how would you like to start
afresh, on a clean slate? What are your learning
lessons from this crisis, to take them forward, in your
journey afresh?

As mentioned above, the crisis has fundamentally changed the way
we approach hospitality as a business. While we include processes
geared towards enabling social distances and better hygiene, we
must also reassess how we approach crisis as a whole.
Key learning from the ongoing situation and a change we would
like to bring about in our ways of working is to institutionalize a
permanent cognitive task force whose responsibility shall be to
constantly monitor and assess risks and opportunities, factoring in
global volatility and potential challenges to business through various scenarios, including health/natural or other disasters.
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hospitality
will re-imagine
itself
Learn to bounce back!

Among the many voices speaking for the
hospitality industry, there is one
significant representation made by
FHRAI, the large representative body of
small, medium and big hotels and
restaurants across the country. In this
interview, Destination India speaks with
Gurbaxish Singh Kohli, acting President,
Federation of Hotel and Restaurant
Associations of India.

How big is the problem, as you see it?
Let us look at the global picture. Tourism and hospitality is $
28Bn activity employing 6 crore people directly or indirectly. I am
being asked often as to how big can the losses be, and I have
started saying that to arrive at any figure, we first need to assess
what the damage could be. This is possible only after the lockdown
ends, and then how does the economy open up, and how travel
moves forward. Till then it is anybody’s guess, though we know
what costs what, and can see all that loss taking place.
That is much appreciated. What is at stake?
What we are seeing could be leading to the unfortunate and
virtual collapse of the sector. We are in the bright red zone, the

first to get hit, and it takes us the longest to bounce back. WTO
estimates that from 1.4 billion tourists last year we are likely to
have 1.02 billion tourists this year, which is well back at 2012
standards/figures.
If you look back, even during the SARS outbreak, there was an
increase of 0.4%. In 2001, the year of the unfortunate 9/11, we
witnessed an increase of 0.1%. Today, according to the WTO, the
impact is estimated at 30-40%, which is also being considered a
conservative figure.
When we speak about hospitality and tourism, we also talk about
un-classified hotels, as much as 1 to 4 and 5-star hotels. The same is

true with restaurants, whether it be a small eatery or a restaurant in
a 5-star deluxe or a speciality world-acclaimed one. Establishments
may differ in size, the food offered and the patronage they enjoy, but
the underlying issues and concerns remain the same. FHRAI, as the
apex body covering the entire spectrum of legally run Hotels and
Restaurants, is taking cudgels on behalf of all of them.
And to what extent is this bringing loss to the
Indian economy?

destination india | june 2020 | 16

Recommendations...

F

HRAI in a special request made to the
P r i me M i n iste r ha s
suggested measu res
and support from the government to ease pressure on the
hospitality industry across the
country. In specific, it has made
the following recommendations:
The Hospitality Industry, a
key pillar of both domestic and
international tourism, besides
being a major contributor to the
GDP, is also a major Foreign
Exchange Earner and a creator
as well as the biggest multiplicator of jobs, however, in these
unprecedented and uncertain
times, the industry is in dire
need of support from the Central
Government for its survival, and
subsequent revival.
 Liabilities be deferred for a
period of minimum 6-12 months,

including repayment of Loans,
Interest, Bank EMI’s and the
extended period should be added
in the overall tenure of the Loans.
 Reduction of bank interest
rate by almost 200 basis points
with immediate full transmission for working capital.
 Deferment for fiscal statutory
compliance deadlines such a
payment of direct or indirect
taxes, at the Center, State and
Municipal levels.
 Complete GST holiday for 6
months (Central and State and
Municipal Level).
 Lease, Rentals, Property taxes and Licenses such as Excise
fees be suspended for the entire
period, the nation is firefighting
with CoVid-19, effective from
1st March, 2020, till the end of
the Pandemic.
 Utility costs like electricity

Hospitality and Tourism contribute nearly
9.2% to our GDP and 10% to the global
GDP, account for more than 10% of all the
jobs generated in India and globally over
8.5%. For sheer calculation, if India’s GDP
is 275 trillion, 10% would be 275 billion on
the lower and conservative side. When we
are talking of a 30% decline in our business,
we are talking about `5 lakh crores that is
at stake as regards this industry.

What course correction do you
see coming out of this
pandemic, apart from monetary
losses?

This pandemic has brought unprecedented
societal changes that may result in long
term reduction in travel, be transformative
for the entire planet and will dramatically
affect tourism. Every destination will need

and water to be charged on actuals (no minimum guarantee
agreements to be valid for this
period) and electricity duties be
waived off for at least 6 months.
 Post COVID – 19 revival soft
loans to be made available to
re-start Hotels/ Restaurants.
 Employment to be subsidized
by at least 3 months through
govt contribution for at least
50% of the salar y, probably
through the ESIC reserves.
In addition to the above, we
would also like to bring to your
notice that the Hospitality industry was the first one to be hit due
to COVID-19 and it will be the
last one to revive. As an industry association, we the FHRAI
believes that it will take a minimum 12-18 months for the revival. Since the Indian economy
is going through a recession, all
raw materials & service rates
will be going up by 15%, and

If you look back, even
during the SARS
outbreak, there was
an increase of 0.4%. In
2001, the year of the
unfortunate 9/11, we
witnessed an increase
of 0.1%. Today,
according to the WTO,
the impact is
estimated at 30-40%,
which is also being
considered a
conservative figure.
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hotels will be operating at 1525% occupancies.
For the entire industry to get
a fair relief we would like to
propose to YOU that the appended inputs could kindly be
included in the requests/ prayers:
 50% wages to be paid thru
ESI for 12 months.
 GST collected to be retained by
hotels for 12 months without interest & penalties.
 50% reduction in electricity
unit rates & duties.
 50% reduction in gas unit
rates & duties.
 50% reduction in property
taxes.
 12 months deferment in paying & filing provident fund (PF)
amount.
 12 months deferment in TDS
filing & payments.
 Free extension for one year of
pollution board certifications.
 Free extension of FSSAI licenses for one year.

to re-invent itself and do a ground-up restoration of its tourism. Presently, we are dealing with forced closures even of borders,
public health advice to practice social distancing, and considerable consumer health
concerns. What will follow is low consumer
confidence, reduced disposable income and
continued health concerns.

Survival is the mantra, given
that there are zero revenues on
hand?

In tourism, one can’t work from home. Our
first priority is towards survival, which is
how to get working capital back in the hands
of this industry, and only then will revival
follow. One must first survive to be able
to revive.
If somehow term loans and payments
including EMIs can be deferred without

interest, all statutory obligations, across municipalities and other
agencies, like GST, taxes, etc. could be deferred, electricity and
water charges to be deferred and electricity duties, charges, levies
other minimum guarantee charges to be waived, it could get working capital in the hands of the sector.

lockdown, we will need a sustainable and sure starting support. We
will require policy support from the government!
And what about jobs, labour, and supporting staff
with their salaries?

Right now, the industry is ensuring that we minimise the impact in
loss of jobs. Our main focus is standing with the government and
doing our part to drive the pandemic out. The order of the governWe need more clarity on the likely government support and we need
ment to ensure wages are paid whether or not the employee attends
this stimulus fast. It’s going to be a completely new world and we
work and even during the closure as a result of the lockdown is not
need support to get back to the starting line, once again. We will
sustainable for long. The industry cannot be expected to foot the bill
need to think about how to restructure our establishments. Singawithout revenues. Some help towards the payment of salaries should
pore announced 50% employee support and the US 75% with 650
be forthcoming from the government immediately, for example,
US$ to even the unemployed. Social distancing norms will reduce
funding salaries at least to 50% from their ESIC reserves which is
capacities, turnout in numbers and result in
well over `90k crores.
much lower revenues in our business.
The hospitality industry depends sigAny specific suggestions,
The hospitality industry
nificantly on migratory labour who have
therefore?
presently left. Whether they return, when
depends significantly
Owing to the pandemic and resultant recesthey return, is another question. This panon migratory labour
sion, there are bound to be closures even if
demic has redefined all parameters and has
who have presently left. invented the new normal. Even after rethe lockdown ends today. Stimulus from the
government needs to come as of yesterday
starting, until there is a positive cure for the
Whether they return,
and with every single passing day, the casualvirus in the form of a vaccine or similar, the
when they return, is
ties will only keep increasing and will push
fear of it coming back will always be there
another question.
those struggling to survive, more and more
and will continue to haunt our industry.
What impact are you expecting
towards and into the red. Let us take a simple
in tourism-related activity?
example of restaurants or hotels on the rental
Last year, India had 11 million inbound and 22 million outbound
arrangement. Either rent needs to be waived off or drastically reduced, or it will be impossible for these establishments to survive.
tourists. A lot of this is MICE, conferences and destination weddings. If we can get the government to incentivise these somehow
Revival is another issue altogether. Like I said, only if one survives
so that they can be contained within India, we would have done
can one revive. There are hotels which have been operating under
plenty. We must see how much of the 22 million outbound, we can
the OYO rooms, as an example. To make it simpler, such hotels are
manage to hold back. We need to think about Tax incentives for
basically being run under a rental agreement. Oyo being an operator,
this. This could help us in bridging the gap and in bouncing back
has now retracted from their agreement with the owners, invoking
faster. We have requested the Tourism Secretary to form an EmerForce Majeure, that means no minimum guarantee, which again
gency task force for survival and revival. For the revival we need
means no income or revenue for the hotel owner. So such OYO hotels
to put into effect, policies as of NOW.
are in the red. We will see their retraction
Any predictions for the
from the OYO platform and possible closure.
I foresee a grim future
immediate future?
We will have to statistically see how many
with a reduction in the
The future will see different forms of travel.
such contracts exist to be able to put a number
Shorter travel will become more predomito them. And then there are other operators,
franchises and chains;
nant and it will take a longer time for the
apart from OYO.
their numbers will
long-haul or international travel. There will
Similarly, those restaurant chains who
reduce and the non
be new opportunities. We need to identify
have relied on external funding and thus
profitable amongst
which are the markets we need to target for
operating with high rentals and salaries are
the domestic segment and how best to grab
going to find it really hard to survive. Which
them will be axed. This
and be first-off the road to grab the
is why I say that there are bound to be casuwill directly impact jobs. them
alties. Not to say that privately owned estabopportunity quickly. We need to see what
lishments will all survive. It will be another
products we need to market. India has everything to offer!
6-8 months at least before the restaurants
The government needs to ensure that ‘Incredible India’ stays
will see any credible activity. For hotels, it will be at least one year
incredible by implementing policies now in a three-pronged apfrom now and this is presuming we start in the next 10-15 days,
proach:
which is also questionable but we need to be existing at that time,
1) How can working capital come back in the hands of the inwhich will depend directly on what stimulus we get now.
dustry – Survival.
I foresee a grim future with a reduction in the franchises and
2) In the Revival mode, SOPs on how to exit from the lockdown,
chains; their numbers will reduce and the non-profitable amongst
as that happens.
them will be axed. This will directly impact jobs. When a premise
3) Form a private and public sector task force, separate from
shuts or scales down, the workforce is also reduced and that means
each other, to tackle this.
loss of jobs – it’s that simple. Right now, the priority is to keep the
Indian Hospitality and Tourism will have to re-imagine itself,
kitchen fires burning of our employees. The reserve amounts are
reinvent itself and see how to bounce back.
being put to good use for that and other statutory payments. Post
What then is your expectation from the
government at this moment in time?
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CII actively campaigns for a
better deal for tourism

C

OVID-19 has dealt a massive
blow to the fortunes of the tourism and hospitality sectors. A
clampdown on travel has effectively dried up revenue and
raised concerns on the long-term viability of
businesses. CII has been in top gear, reaching out to all stakeholders in the government
to suggest immediate relief measures for the
sectors. The industry body has recently written to the Ministry of Finance, GOI, outlining
the Industry's pressing concerns. In a similar
exercise, it has requested the tourism secretary to allow tourism-related businesses to
function, on the lines of the aviation sector
-which has been allowed to resume its services, albeit in a staggered manner.
In its letter to Ajay Bhushan Pandey,
Finance Secretary and Secretary-Revenue,
Ministry of Finance, GOI, CII has asked
for eligibility for MSME registration. Referring to the eligibility criteria of MSME
registration for medium enterprises, which
was currently on an investment of less than
`20 crore and a turnover up to `100 crore,
Dipak Haksar, Chairman, CII, National
Committee on Tourism and Hospitality, has
noted that a "large number of fast-growing
businesses with true potential" are going to
have a higher upfront investment. CII has
strongly advocated considering only the
turnover criteria, noting that lower investment criterion would only discourage Indian entrepreneurs from investing the right
capital for their businesses to grow to their
future potential.
CII proposed the following turnover
level for classification of MSME:
a. 'Microenterprise': Any business with a
turnover up to `5 crore
b. 'Small enterprise': With annual turnover
is more than `5 crore but less than `75
crore.
c. 'Medium enterprise': businesses with
turnover over `5 crore and up to `250
crore (II) Immediate relief: Moratorium
& additional working capital limits.
CII has been batting for an extension on
the moratorium on loans, suggesting that it
needs to cover term loans, working capital

loans, overdrafts, and any non-fund-based
limits. It has advocated short-term, interestfree loans for rebuilding businesses and
immediate transmission to all industry
segments, including hotels, tour operators
(inbound, domestic), travel agents (online
and offline), and any ancillary entity supporting the Industry.

Long term relief:
Restructuring of loans
CII has argued that the travel and tourism
industry is most likely to suffer for an extended period, given the capital-intensive
nature of businesses. Most estimates indicate
that the Industry will not be able to meet its
financing costs for a prolonged period, it
says. It has urged the ministry to consider
allowing one-time restructuring of loans to

Tourism contributes
directly and, through its
multiplier effect also
indirectly, to job creation
and economic recovery.

CII Survey on assessing the impact of COVID-19 on tourism

I

t has also surveyed the impact of COVID-19 and lockdown on the tourism and
hospitality sector in northern states and UTs. The survey intends to understand
the churn in the market.
The survey has indicated a significant shift in consumer behavior as more than 70
percent of the respondents have said they would prefer domestic travel only. Over onefourth of respondents have suggested they are equally open to traveling within India
and abroad.
Interestingly, only 1.4 percent of respondents have indicated a preference for overseas travel. Food & Leisure has emerged the most preferred component among likely
travelers, followed by wellness. The survey has also highlighted the impact of COVID-19
in shaping travel preferences. An overwhelming number of respondents (77%) have
said they are going to travel to destinations that have been least impacted by the virus.
The survey results have indicated that while tourism has taken a visible backseat,
people are still looking at the sector for rejuvenation, which gives hope for a revival
of its fortunes in the medium to long-term.

the sector from Banks, FI's and NBFC and
irrespective of the size of the facility and
under any existing framework (i.e., SARFAESI, IBC or any other) without requiring
any reporting or provisioning for the lenders
or rating downgrade for the borrower.
TCS: The proposed TCS rate of 5% in Finance Bill 2020 was kept in abeyance until
October 2020, suggesting that the TCS ruling would shift all sales of outbound tourism
to overseas suppliers denying the government of GST revenue. CII has recommended
a complete waiver on the same.
Special Tourism Fund: CII has
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mooted formulating a special fund for the
vulnerable section of the tourism and hospitality sector, such as self-employed workers, star t-ups, women entrepreneurs,
guides, rural continuity, etc. who are dependent on tourism for their livelihood.
"Tourism contributes directly and,
through its multiplier effect also indirectly,
to job creation and economic recovery. Any
support at this critical juncture will not
only help in mitigating the impact of the
crisis and stimulating tourism recovery, it
can (also) pay massive returns across the
Indian economy," the letter reads.

tourism first

it’s time to
walk the talk
by Sourish Bhattacharya (Interviewed before the onset of COVID-19)

Says Veteran Hotelier Habib Rehman
Having spent more than four decades in the
travel and tourism sector, S.S.H. Rehman
knows very well that the many stakeholders
have to come out of their silos and act with
a unity of purpose to be able to harness the
country’s missed tourism potential. This
interview was conducted before lockdown
and before we knew any of what was
coming! What Rehman has to say deserves
even more urgent attention because when
the recovery begins, it is important to start
on a fresh page, in the knowledge and
belief that our existing models have not
produced the desired results. We can
exercise choice at this juncture, accept that
change is imperative and a lot of catching
up is required.

H

AVING HAD a ringside view of the hospitality industry since he joined it in 1975 after
leaving the Indian Army, Sahibzada Syed
Habib-ur Rehman, or Major Rehman, as everyone knows him, is well aware that tourism
is not a single-ministry, nor a single-sector
activity. Having seen the evolution of the industry, and seen little change in its dominant narrative, Rehman
makes a strong case for its many stakeholders to act with a unity
of purpose, like an army unit does on the borders if the figures for
international arrivals have to get anywhere near the benchmarks a
country of the size and diversity of India must aspire to.
“For more than 40 years, we have been talking about our tourism
potential – we have been both hopeful and circumspect,” Rehman
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said during a freewheeling conversation
with Destination India at his Panchsheel
Park home in New Delhi named after his
late pet dog, Gori, on whom he has authored a book. “Instead of people endlessly talking about the promise, we will
find the answers we have been seeking if
we all sit down and examine why we have
not achieved what we had sought to do so
more than four decades back.”
In our discussions on tourism policy,
Rehman stated emphatically, we must not
lose sight of the fact that it is a complex
business. “We started out with the idea
that if we have a ministry, it will drive our
tourism objectives, but we did not fathom
the complexity of the business. Tourism is
a business of businesses, an industry of
industries, and a ministry of ministries,”
Rehman said, and he then went on to list
the players whose paths cross the travel
and tourism business.

A COMPLEX WEB OF
INTERESTS

We started out with the
idea that if we have a
ministry, it will drive our
tourism objectives, but
we did not fathom the
complexity of the
business. Tourism is a
business of businesses,
an industry of
industries, and a
ministry of ministries.

re-defined the business of luxury, and
launched the travel solutions company,
International Travel House, which translated the holistic view of travel and tourism that Rehman has always believed in
from the bottom of his heart.
Outside ITC, Rehman formed the Hotel Association of India (HAI) to give a
platform where the united voice of the
operators of five-star hotels could be heard
across the country. He has headed the
national tourism committees of the country’s three leading trade and industry
bodies, FICCI, CII and Assocham. He has
also been a founder-member of the India
Chapter of the World Travel and Tourism
Council (WTTC) and Experience India
Society, which, by bringing together the
country’s leading hotels and tour operators on one forum, seeks to break down
the silos that Rehman cautions us against.

SERVING A NATIONAL
OBJECTIVE

“We have toyed with the idea of creating a
Among individuals, tourism leaves an
national tourism board, or a collection of
economic imprint in the lives of a vast
committees of industry bodies, but they
number of people – from farmers to tour
have all worked in silos despite their best
I dare say it is a people’s
operators and travel agents, airline crew
intentions,” Rehman commented. “We
and staff, auto-rickshaw and taxi drivers,
have not yet created a wholesome national
industry where every
shopkeepers and souvenir sellers, and of
alliance of stakeholders working for the
citizen contributes to
course, hoteliers, restaurateurs and mall
larger purpose of realising our tourism
the overall tourist
owners. The business sectors intertwined
potential.” The most recent example of this
experience.
with tourism include airlines, automobiles,
kind of unity of purpose was the dinner at
food processing, infrastructure, liquor,
Hannover Messe put together in 2015 by
railways and road transport. The ministhe Experience India Society, where every
tries that impact, and are impacted by,
member of the organising team, irrespecThe same people show
tive of the hotel he or she belonged to,
travel and tourism are civil aviation, culture, defence, excise, external affairs, fiworked with the singular objective of
up at all tourism events.
nance, health, home, industry, infrastrucpromoting the idea of Make in India. The
The preachers and the
t u re, Jal Sha k t i, labou r a nd u rba n
dinner, presided over by Prime Minister
preached are the same.
development. And then of course we have
Narendra Modi and Germany’s Chancellor
the state governments with their individuAngela Merkel, will be remembered as one
al tourism and excise policies, licencing
of the most spectacular showcases of India’s soft power at the world’s most prestinorms, and ways of doing business.
gious engineering event.
It is this complex web of individuals
For such engagements to take place in
and businesses that shape a country’s
a sustainable way at regular intervals, we need to change the nature
travel and tourism sector, and it gets more complex when we have
of the dialogue that is now taking place in the travel and tourism
to factor in how individual-driven the business is. As Rehman put
sector. “The same people show up at all tourism events,” Rehman
it, “I dare say it is a people’s industry where every citizen contributes to the overall tourist experience.”
pointed out. “The preachers and the preached are the same.” The
No one knows this better than Rehman, an Indian Military
discussions need to draw in a different lot of stakeholders. Being a
Academy (IMA) graduate and former Indian Army officer who
firm believer of this philosophy, Rehman stays away from speaking
started his career in the industry with Pishori Lal Lamba’s Rama
at tourism conclaves, which he honestly feels should be left open
International in 1975 in Aurangabad. Thereafter, he joined ITC’s
to new voices.
Hotels Division and as he rose in the hierarchy, he assiduously
Making a strong case for reaching out even to the seemingly
expanded the footprint of the organisation and created sub-brands
most insignificant stakeholder, Rehman said: “Unless we create a
such as ITC One, WelcomHeritage and Fortune, besides iconic
structure duly empowered to address the many issues embedded in
restaurants, nurtured the philosophy of Responsible Luxury, rolled
the various ministries and businesses in a holistic manner, beginning with appreciable steps towards sustainable goals, we cannot
out hotels, from the ITC Grand Maratha to the ITC Sonar, that
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Habib Rehman being honoured by former
Prime Minister Atal Bihari Vajpayee.

change the audience for our events.” Having seen the phenomenon
of one travel trade meet after another more or less raise the same
issues and offer the same solutions for years, Rehman is all for
opening up the field to young people with newer, brighter ideas.
As a tourism destination with potential, a lot is going in favour
of India, but are we able to harness the wealth of options we have?
“Our country is endowed with all the elements of an attractive tourism product,” Rehman said. “The problem, though, is that we
wanted to be everything to everybody, at a time when competitive
and comparative products were engaged in more sustained marketing.
We spent our time copying smaller, well-endowed countries, such as
France and Spain, which could be all things to all people.”
It troubles Rehman to see that India’s top-end tourism products
are not spoken of in the same breath as their peers. Indonesia is
projected for its beaches and culture. Africa, similarly, is best known
for its wildlife. India, on the other hand, is a vast tapestry of tourism
products, each of which needs to be marketed individually.

A NEW APPROACH TO MARKETING

To quote Rehman, “Identify the competitively fertile sub-categories
and develop products with a competitive mindset.” He gives the
example of Goa. Why is the destination not mentioned in the same
breath as Bali or the Gold Coast? Or, why don’t we market our
wildlife reserves in the same way as the Masai Mara, or the Serengeti, or the Kruger National Park? “We have the instance of Jaisal
Singh, who has done a commendable job on his own to promote
wildlife tourism. And then we have Jose Dominic, the visionary
hotelier who was the first in the country to turn eco-tourism into
an attractive business proposition,” Rehman pointed out, adding
that there’s a need to market many more such individual efforts that
are making a difference to the way the world sees India.
Going back to his pet peeve – the tendency of tourism stakeholders to not look beyond their silos – Rehman remembered the time
when a tour of Delhi, Agra, Gwalior and Jaipur, which covered four
states, meant dealing with different taxation structures, paying for

different transport permits, and coping with a myriad of liquor laws.
On top of all this, the quality of the journey wasn’t always the best
because of the condition of the roads or the quality of roadside amenities. A part of the problem has been managed by the introduction of
GST, despite the reservations that hotel and restaurant operators have
against the system, but the uneven condition of roads and public
amenities remains an issue; so does the multiplicity of liquor laws. A
favourable tourism climate is a sum of so many different parts managed by different individuals, businesses and government authorities.
Remembering the days when he was the General Manager of
Mughal Sheraton, Agra, Rehman said how he had got the local
industry to create an experience out of Fatehpur Sikri akin to walking across the London Bridge and Tower of London. Our national
aspiration must be to turn each destination into a unique experience. That is how we can add the Incredible onto India.

AN OPPORTUNITY PRESENTED BY PM MODI

Rehman said Prime Minister Narendra Modi had presented the
travel and tourism industry a great opportunity by exhorting people
to visit at least 15 domestic destinations before 2022. Just announcements, however, won’t carry the idea forward. All the stakeholders
concerned must come together and operationalise the Prime Minister’s exhortation by identifying the circuits where they will attract
the people who respond to the call. These circuits must represent a
good blend of areas of religious, cultural and national interest. And
these must be rolling circuits so that every three or five years, newer
ones can be developed and promoted as tourism products.
Rehman lays down a two-step plan to turn these circuits into
centres of sustainable domestic and international tourism. The process starts with identifying the circuits with long-term potential. Take
the case of Ayodhya. The holy city has returned to the national
headlines and with a peaceful solution to the temple imbroglio having been hammered out, the Central and state governments must now
step in to incentivise airlines, tour operators and hoteliers to develop
the tourism infrastructure of Ayodhya. The target for the city, ac-
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INTEGRATED, INTER-SECTORAL APPROACH
Rehman gives an example of how Aurangabad, a designated ‘backward area’ in the 1970s, was converted into a bustling city because
of the vision of Rafiq Zakaria, a confidant of Indira Gandhi who,
when he was a minister in Maharashtra, recognised that the district
was the home of “the two neglected jewels of Indian heritage” –
Ajanta and Ellora.
Working on the idea of increasing footfalls at what were clearly
two tourism magnets waiting to be developed by the world, Zakaria
took an inter-sectoral approach to the development of the destination.
He got two prominent hospitality industry families of Mumbai – the
Ghei-Lambas and the Narangs – to launch hotels (Rama International and Ambassador Ajanta, respectively) and simultaneously got
the existing airstrip upgraded to an airport.
He even got the Tatas, owners of the Taj Group of Hotels, to
open an Institute of Hotel Management to address the need for
trained human resources that any infrastructure development
throws up. It was an early example of what Rehman calls “an integrated, inter-sectoral approach to tourism development”.
India, according to Rehman, has always enjoyed a “huge civilisational advantage” and this, in turn, gave birth to the “proud
ITC Grand Bharat, a project
conceptualised by Habib Rehman.
assumption that everyone would want to come to India because of
the heritage we have to offer”. Even this heritage has been unevenly marketed, as in the case of Madhya
Pradesh, which has so much to offer in
cording to Rehman, should be to develop
terms of both heritage and wildlife endowments, and yet is so little talked about.
one lakh rooms, priced between `500 to
Our national aspiration
For a country of our size, we still do not
`50,000 to cater to all categories of relimust be to turn each
gious tourists. Ram Mandir must be built
have a world-class convention centre, aldestination into a
though with the Dwarka Convention Centre
as a Grand Mandir befitting Lord Ram, but
coming up in Delhi, and the makeover of
also the entire city of Ayodhya should be
unique experience. That
Pragati Maidan going according to plan,
developed with the help of all stakeholders
is
how
we
can
add
the
this need will be addressed to some extent.
so mentioned and not just the State GovIncredible onto India.
ernment, with a f lavour of Ramayana,
The country also needs many more gateways. Goa, for instance, is in dire need of
keeping in mind the sensibilities so essential. Perhaps it’s worth mentioning that the
an international civilian airport, but for the
city of Mecca/Saudi Arabia reportedly
past 30 years we have been debating the
It must be made
earns about 12 billion dollars annually
possible location of the airport, and the
essential for all Indians
from the visits of the pilgrims and about a
discussions get bogged down in the comto visit the north-east to
peting claims of North and South Goa. And
third of it in the duration of Hajj. With a
just as the proposed greenfield airport at
clear possibility of multiple faith adherents,
build bridges with the
Mopa in North Goa seemed to offer a way
Ayodhya presents an enormous potential
people living there.
out, a Supreme Court order in 2018 delayed
along with spiritual, an uplifting experience - a most befitting tribute to Lord Ram
construction work by a year, so it is not
- besides the festivals possible that remain
likely to become operational until 2022.
associated with the city.
Our tourism philosophy, Rehman said,
The next step is to create products and packages after taking
must be driven by the desire to capture better value from existing
into confidence industry players, state governments, airlines and
customers. “How can we add more tourism nights from the same
the railways, and even the Central Government, which can incencustomers?” Rehman asked, laying out the challenge facing the
tivise holiday travel with schemes such as the LTC (leave travel
industry. The answer lies in what he described as “proactive destination management”, whose three critical elements are a code of
concession) for its legions of employees.
behaviour respected by all stakeholders, an understanding of
The north-east is a region of the country waiting for this expansion of tourism infrastructure. “It must be made essential for all Inglobal sensitivities, and easy access to information about each
dians to visit the north-east to build bridges with the people living
major tourism hub and its many attractions and activities.
there,” Rehman said. “Kashmir, similarly, offers an opening to be
Just heritage is not enough to be a stand-alone attraction – what
rebuilt and its appeal as an international tourist destination to be
matters on the ground is the state of the heritage and the activities
restored and enhanced.” And the next big opportunity is to knit touron offer around monuments, the infrastructure supporting tourism,
ism products into smart cities and urban renewal projects. As an
the sense of safety and security, the information environment, and
important first step, the heritage spots of these smart cities can be
the linkages with urban renewal projects and smart cities. Tourism
converted into contemporary urban experiences.
has never flourished in a silo.
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tourism first

Travel & Tourism
industry gasping
for breath
Say industry leaders in a CNBC-TV18
discussion initiated by CII
Report by S S Thakur

With Shereen Bhan as moderator, a senior panel comprising Dipak Haksar,
till recently COO of ITC Hotels; Deep Kalra, Founder, MakeMyTrip; Arjun
Sharma, Chairman, Select Group; Ritesh Agarwal, Founder OYO; and Rohit
Khosla, area VP-North, Taj Group of Hotels discussed the big issues
confronting the very survival of the industry, caught in an unprecedented
situation where the business had come to a complete standstill and the
recovery would be slow and painful.
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Our expectation is we would lose 2
crore jobs; in 2018, the annual revenues
of the hospitality industry were around
US$ 32 billion, and we should see some
60-70% loss in this revenue this year.
Dipak Haksar
The travel agents and the tour
operators, the guides, all those who
are helping products sell – this segment
is very fragmented, comprises some
9 lakh organizations across the
value chain.
Deep Kalra

M

The smaller travel agents and tour
operators are the most fragile and
will need immediate relief if they are to
stay in business. The bigger ones need
a rollover of payments from three
months to perhaps six or nine months.
Arjun Sharma

uch of the US$ 28
billion forex business and the `2 lakh crore domestic business is at
stake, with the grounding of all air, road, rail transport in the country. Leading players have started taking pay cuts among directors,
down the line staff as well, in some cases retrenchments had begun
in one of the worst-hit sectors of the economy, as the country tries
to tackle the COVID 19 pandemic. For hotels, its not just rooms,
but also conferences, seminars and weddings. Of course, these are
a far cry at present, considering the larger economic and social
woes being faced by common people. But the panellists argued this
industry deserves special merit somewhere, as this is too a people
industry with deep tentacles into the economy and social structure.
It is virtually grounded. With the off-season beginning soon, any
uptick could be expected only by October this year, and will hit the
cash-flows even more, disrupting payment schedules, EMIs and
payment to vendors.
ipak Haksar, CII chairman, national committee of tourism
and hospitality, said the industry is facing an existential
crisis; the overall impact could never have been imagined.
Our expectation is we would lose 2 crore jobs; in 2018, the annual
revenues of the hospitality industry were around US$ 32 billion,

D

and we should see some 60-70% loss in this revenue this year. For
the first time, truly gasping for oxygen, as both international and
domestic is zero levels the industry will need special treatment,
must get singled out among all the sectors hit.
eep Kalra, speaking on behalf of intermediary industries,
the travel agents and the tour operators, the guides, all those
who are helping products sell – this segment is very fragmented, comprises some 9 lakh organisations across the value
chain. Employing about 36 lakh people, a majority of which earns
less than `10,000/- per month. Another 10% earn less than
`20,000/- per month. Small companies will let people go home; in
fact, some of this has already started. Larger companies can ward
this off for some more time, but not for long. Going forward, this
will only get more heightened.
rjun Sharma, chairman, Select Group, was seeing some 7075% lay-offs, unsure if our debtors will stick around long
enough and pay. The smaller travel agents and tour operators
are the most fragile and will need immediate relief if they are to stay
in business. The bigger ones need a rollover of payments from three
months to perhaps six or nine months. The smaller ones need an intervention to pay their salaries, perhaps even from the Ministry of
Tourism which has a larger budget this year.
itesh Agarwal, founder OYO, said more than his company, he represented some thousands of small enterprises
and some 20,000 of his partners across the country. Over

D
A
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the last 10/15 years, many have started their own unique businesses. Their payments are delayed, their landlords are not willing
to extend the moratorium, their biggest worry is their staff. Most
of the staff is staying on the premises, and with no business, it is
not sustainable. He asked if some DBT was possible for this sector? This would be critical to each of these businesses. OYO had
warned their vendors of disruption. Ritesh shared that so far payments had been on course with their MSME vendors. With the
larger corporations, they were discussing what could be our
timelines for payments.
ohit Khosla, IHCL, confirmed the luxury hotels across the
country had taken a big hit. We saw a 43% drop in the first
week, 67% in the second week, and as we speak, some 60%
of the hotels are shut down. 60% of those operating have 5/6% occupancy. At IHCL, they remain committed to supporting the government in their efforts to cope with the crisis, assure their employees on their jobs and support them as well. As an industry, he said,
we are guided by the government directive to protect the March
and April months. We are looking at H1 and see it as a tough one.
Cash flows will be hit and everybody will have to take their own
individual decisions. This may also depend upon value systems that

R

every organization believes in. He said, he did not have any evidence as yet that anyone wanted to leave the hotel business; there
are difficulties, there may be deferments, some salary increases may
be on hold. We will have to wait and watch, but more importantly,
we will have to get the pandemic in control.
As far as solutions suggested by the panel, one common refrain
was that the moratorium should be extended to 6/9 months, as three
months was grossly inadequate. Recovery is far – the tourism and
hospitality industry was always the first to get impacted and the
last to recover. Our recovery period maybe 12 to 18 months, could
be even more. On the international tourism side, our two biggest
source markets – USA and UK - have been severely impacted.
There was yet no clarity on how international travel trends will
emerge. It was estimated that the total hospitality industry debt
could be US$ 8 billion, between banks and NBFCs. If that could

We did not have any evidence as
yet that anyone wanted to leave the
hotel business; there are difficulties,
there may be deferments, some
salary increases may be on hold. We
will have to wait and watch.
Rohit Khosla
So far payments had been on
course with their MSME vendors.
With the larger corporations, they
were discussing what could be our
timelines for payments.
Ritesh Agarwal
be dealt with, not with 3 months moratorium
but say 6 to 9 months without being declared
as NPAs; it would help. Another benefit being
sought was some salary intervention, which
was estimated at around `5000/6000 crores for
this quarter. If that can be taken care of, this
would help substantially. Such interventions
were being made already internationally, in
recognition of the importance of this sector.
For example, a leading travel conglomerate
TUI in Germany has got $ 1.2 billion bail-out
from the German government.
Another solution offered was the intervention on soft credit, to provide for increased
working capital, and a figure of `13,000 crores
would be the best-case scenario. Possibly interventions sought included doubling the OD
limit which these companies enjoy, but these
must happen quickly if these businesses were
to survive. Again, it was said that statutory
obligations, like payment of GST dues, needed
to be staggered. An additional levy of TDS and
TCS must be given an additional extension of
at least three quarters.
What were some of the best-case examples, from overseas markets that could provide benchmarks for India? In Europe, some of
the governments like in the UK have taken on 80% of the staff
salary to be credited directly to them.
Asked about how some of the offers made by companies like
OYO to help government amid the COVID crisis had fructified so
far, Ritesh shared this was work in progress, and highlighted their
recent alignment with Apollo Hospitals for 5000 additional rooms.
Around the country, OYO was working with state governments to
offer rooms for stranded people. Ritesh also mentioned how they
had got calls from embassies to help them with their nationals after
landlords were ditching them with their PG accommodation. At the
state level, he said some big help had been forthcoming, some encouraging beginnings had been made.
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my take
by Navin Berry

Aerocity may take another
2 years to reach 2019 levels
We take a look at Aerocity
as a hotel zone, revisit
some of the large format
hotels that had begun
successful forays into
weddings, banquets and
conferences. Small would
appear beautiful, again, as
the industry gears
towards a slow start to
business again.

W

e have so many opinions
going for what will become the new face for
hospitality into the immediate future, I am venturing to share mine. I will not look too far,
I will only go as far as Aerocity for a drone
perspective of what may unfold over the
next few months and beyond. Whether it is
May 3, or two weeks hence, the doors will
open, indeed, and business will start, with
very small steps.
Give social distancing norms, and every
hotel will want to enforce them strictly,
there are no banquets, no weddings, no
corporate launches of any big magnitude,
no anniversary parties. Which means banquet halls will have their air conditioning
levels switched to a bare minimum, only to
keep the moisture out, and all the smell that
mustiness brings with it.
Knowing that spas are going to be a strict
no-no for some time, that is another immediate closure one can see. Multiple meeting
rooms and spas closed, means bye-bye for
some time for the large format hotels. These
also filled their rooms, while negotiating
banquets and weddings, so that is going to
demand a change in selling strategy for
rooms. Overall, it means a loss in revenues and
a concentration on rooms only for some time.
Knowing that the corporate sector
across verticals in the economy have taken
a beating, purse strings will remain tight
for some time. As and when air traffic begins, it would be small steps to begin. The

emphasis will
be to take day
t rips, spend
minimum on
business travel. With ai r
travel likely
to become
costlier, the
pressure will
be on hotels. Cheaper accommodation will
be sought. Smaller format hotels, brands
like Ibis and Holiday Inn will be in demand. But as the premium hotels bring
down their rates, to offer value for money
deals, rates will be squeezed across all
price points. Open they must, but the business will be lean, and so would be rates. I
see this continuing for the next year, till
social distancing norms exist.
Considering this scenario, Destination
India met with Biswajit Chakraborty, General Manager of the Pullman and Novotel
combine, running between them some 650
rooms, and along with IBIS, their group hotel, with close to 1000 rooms. That’s a large
inventory and a significant chunk of Aerocity.
Biswajit believes safer brands will recover faster. Pricing will have to be competitive. He sees a new drill in the workplace for associates, to ensure their safety
first. Washbasins at the entrance of the
admin block, strict distancing norms, powdestination india | june 2020 | 27

erless glass masks to keep the eyes covered, among other such, will become the
new norms. He believes Aerocity may take
another two years to come back to 2019
revenue levels. He sees a new manual for
associates where multi-tasking will become
the new order. He sees payrolls drop, reduced staff as offerings will reduce. He sees
limited buffets, but with more fresh and
organic spreads. Seating is likely to reduce
by a third. The new SOPs will not come
cheap, he says.
With lockdown in motion, the hotels
remain closed. Meanwhile, across the country, the industry gets the new house in order, and looks forward to getting back to
business.

hotelscapes

Expect Recovery Tail
to be Shorter
Says Marriott's Neeraj Govil
In Times Like These, the winner is who reads the
writing on the wall quicker and clearer. Conserve
cash, cut on non-essentials, plan newer revenue
streams and ensure comfort and confidence of
your customers. Destination India, in an exclusive
interview, engages with Neeraj Govil, Senior VP,
Marriott International, India.

Much of the scene has now become familiar
territory, but there is always room to capture the
highlights again, for greater understanding. Where
and how did this begin and where are we at this stage
in the COVID devastated travel and tourism industry?

Perhaps a good time to start would be towards the end of last year.
We saw a recovery of sorts, but then in February the corona began
to surface, and you know the rest of the story. I see the month of
May being spent in trial and error situation as we begin to experiment with the easing of restrictions from the lockdown. I expect
May to be about the same as April. Only in June, as we witness
more relaxation, we can begin to see the potential. We can expect
domestic flights to begin with low load factors. We could see state
borders opening, we can expect some recovery around our business.
Once we begin the recovery, I am expecting the tail to be somewhat
shorter than most predict. After September, we can expect to be in
business, though nowhere near last year’s numbers. If there is no
second wave, growth will be here to stay, I am confident.
Going back over the first impact of the COVID, we first saw the

dangers surface by end February, beginning March and most of us
started to plan, looking ahead. Occupancies had plummeted by midMarch, we were witnessing large scale cancellations. At that time,
we were just under 30%, partly because the first week had been good.
April has seen a single digit occupancy across our portfolio, and May
looks the same. But even more impactful has been the fall in overall
revenues, even when rooms were not being sold; in this case scenario, nothing was being sold. 90% fall in revenue!

How did you choose which hotel to shut, and
which to remain open? It must have been a
sudden war on every front?

Some were mandated by government decisions. Others, we talked
with owners and reached this conclusion. Some were required by
local agencies to be used in the war on COVID. As of now, we have
downsized operations; a few are partially open. Out of our 125
operational hotels, over 40 of them are closed, as we speak. When
do we open them? We will keep reviewing the position, follow local guidelines, and keeping in mind the parameters set by health
authorities and international agencies such as WHO. Meanwhile,
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some of our hotels are providing quarantine facilities, others are
housing medical and other critical staff, as in Bhopal, Lucknow and
in Mumbai; working with local communities in numerous locations,
with the owning companies, keeping an ongoing engagement to
ensure we are doing whatever we can.
And when we do open, adherence to maximum care and protection will be uppermost on our mind. If any customer shows any
signs of infection, strict protocols will come into play. Quarantine
facilities for such customers will co-exist side by side, till concerned authorities take over.

How is the Marriott portfolio panning out in other
key markets - China, Europe and in the US? Is
there any lesson for us from the bigger picture
globally? Or, are we just different?

I cannot say anything authoritatively on the global situation. My
sense is that we are in India at a different time of the life cycle of this
pandemonium. Some countries started their story with it earlier, have
kind of peaked, and settling down; some have started clawing their
way back. Like, China appears to be coming back, some of our hotels
have re-opened, cautiously though. The same is true in South Korea;
we remain cautiously optimistic on Australia. In India, we are a few
weeks late in the cycle. We have done exceedingly well, being the
first to close our borders, now with 40 days of a clampdown in effect.
In the US and in Europe, some of our hotels are open, but with low
occupancies – these are countries currently in the eye of the storm.

track. Even then, current market conditions could witness some
upheavals in the industry, per se.

How is leisure marketing going to grow? How do
you see business to your properties such as those
in Mussoorie, Jaisalmer and in Goa? Do you see the
price being an important consideration, and would
you go the way of promotions and discounts to lure or
provide stimulus in the market?

We expect the leisure market to pick up strongly. International
travel will remain weak for some time, and Indian outbound will
offer new opportunities for our domestic market. Especially, I feel
that market that is driven by family and private vehicles. No, we
will not be driven by discounts. Important that we remain focused
on the guest experience and not be driven by rates. The new norms
will require greater levels of hygiene and comfort and confidence
among guests will be more important than the price. Our program
“We Care” will be typical of our approach in the market.
We are told there is going to huge distress in the
Stay Secure with Marriott is our tagline. Customers will show
coming months, industry-wide, as many properties
a preference for a hotel that ensures their safety. Most leisure
may find it difficult to manage cash. Is there some
travel is also with family, and customers are not going to risk the
concern within your portfolio? How are
experience going wrong. At Marriott, they can
typically owners finding solutions? And
rely upon the experience and satisfaction quoI can confidently
how is Marriott hand holding them?
tient when staying with us. Going forward,
The real issue is cash, as there is no revenue
customers will demand more flexibility with
say the existing
stream. We are taking every action that we can to
dates of travel. We will be less rigid on dates
pipeline is very
conserve cash flow. We have cut down on fixed
and our cancellation policies will be geared
much on track.
costs, wherever there was any possibility, maindifferently. We have already advanced the reEven then, current
tain liquidity. Many of these are temporary meademption dates, wherever required, on our
sures, where we have reworked contracts with
loyalty program, the extremely successful
market conditions
suppliers, associates, with our owning companies.
program. Where points are expiring,
could witness some BONVOY
As we focus on the new norms, some extensive
the window is being extended.
upheavals in the
You have mentioned somewhere
labour intensive jobs may be under pressure.
that typically hotels will need to
industry, per se.
What customers will expect and what will it take
trim the fat, and go the way as much
for us to meet these expectations. Within our
of Europe does, with relatively fewer
operations, we are looking at staggering shifts,
frills. How do you see the most immediate fall-out of
ensuring there is adequate distancing in locker rooms, putting strong
this COVID stress in Indian hoteliering? Is there any
recover plans for each property in specific terms. How can we bring
course correction ahead for Marriott Hotels, especially
relief within the existing protocols, provide savings for owners, and
in India, as a fall-out of the current crisis?
make the intensity of the ‘bad’ less for all concerned?
What happens to your strong pipeline? How many
This is a time for pressing the reset button in the hospitality busiof your projects do you see getting late, and by
ness. Every group is thinking afresh. We are re-calibrating, localhow much? Any of them going for a second thought?
izing supply chains, which will mean change in the way we operHow will COVID change the portfolios of the major
ate. I see greater use of technology, in real terms, with many more
companies in the business?
functions getting digitized. I think every fixed cost is being reThe impact on our pipeline will be there for sure. Before the COviewed afresh. Each hotel will have its own review, geared toVID set in, we had 14 properties set to open in the rest of the curwards greater efficiency, where operations become a lot lighter.
rent calendar year. Some will get pushed. Partly also, because of
This could mean redeployment of staff, outsourcing of some
construction delays. This is not an environment where we need to
services, reduction or consolidation of other services. Overall,
rush into opening new properties. But, also do note that at the same
this will make us operate more smartly. In times like these, we
time, new discussions are also taking place. We expect many unwill also look at new revenue streams. Take out and food deliveries, is a major area. Our hotels in Mumbai and Bengaluru are
branded hotels to reassess their positions and want to fly a flag.
already doing this, with success.
Overall, I can confidently say the existing pipeline is very much on
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hotelscapes
The Saraf family started their hotel business
with Yak n Yeti in Kathmandu, later
developed Hyatt in the same city; copromoted the Hyatt Regency in New Delhi
with Sushil Gupta and Shiv Jatia; now run 12
hotels across the country with 3800 keys.
Managing Director, Arun Saraf, speaks with
Destination India and shares his insights into
the business.

wait and watch as
the high drama unfolds
in hospitality
Says Arun Saraf, MD, Unison Hotels
There is widespread distress being witnessed in the
hospitality industry. As the single biggest franchisee
of the Hyatt family in India, running two of the most
enviable properties in the country, in Delhi and Mumbai,
namely the Andaz and Grand Hyatt, how do you
personally feel the pinch of the current shutdown?

In our case, leveraging has not been high. In Mumbai, the debt is
around 450 crores, while in Delhi, it is around 600 crores. We
have 12 operational hotels, with some 3800 rooms. In some of the
companies, we have a positive cash balance. Both our hotels in

Nepal are debt-free. Overall, we can manage this debt. I do not
see it as a problem.

We gather large-formats hotels, with large public
spaces, are more vulnerable. Small and compact
will perform better when social distancing kills public
functions for a long time?

Indeed, two hotels in Delhi and Mumbai as large format hotels.
These were visualized as such, having five distinct streams of
revenue – rooms, banquets, commercial, restaurants, and serviced
apartments. Fortunately for us, we do not have zero revenue, but
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little revenue. In Mumbai, we have 70 serviced apartments with
long staying guests, out of a total of 111. We also have 35 long
staying guests in the hotel. In Delhi, out of 129 serviced apartments,
we have 42 occupied. In Mumbai, we have revenue of 11/12 lakhs
per day, against an expected revenue of 1 crore per day. Obviously,
these are not sustainable revenues. In Mumbai, we have 1.1 million
sq ft of commercial space, while in Delhi we have slightly less.
Over the years, we have moved away from retail as shopping malls
opened, converted most of this space into
commercial and this has given us another
kind of sustainability.
In the Indian

And how do you see the
industry trends shaping up?
These are said to be
unprecedented times for
hospitality and so much else in
the economy?

deep discounts may get some buyers. I don’t see many transactions
happening, except in very distressing situations. Overall, this is
uncharted territory, and any comments would be only guesswork,
and not based upon facts, which we don’t have. And, what can
banks do, when the overall market is down.
How do you see the demand side in the business?

Where is the traffic for the hospitality industry? In the big
metro branded hotels, let us assume we have 50% foreign and 50%
Indian occupancy. In terms of overseas
markets, our big sources have been the
USA, UK, Europe and the Far East, which
market,
would include Japan and Singapore. All are
only a minimal, that
disturbed to the maximum and will remain
which is mechanical
inoperative for the next 6 months. In the
Indian market, only a minimal, that which
where visits are the
is mechanical in nature where visits are the
only means to work, will
only means to work, will start. The rest I
start. The rest I expect
expect will resort to video-conferencing and
will resort to videothe like. Leisure will take that much longer.
I see only need based travel to start with.
conferencing and the

Yes, the industry dynamics are beyond
imagination. We will have to wait and
watch, see how the business unfolds.
With this gloomy picture,
Many a property is leveraged with banks,
like. Leisure will take
should be expected shifts in
but then there are no buyers. Owning
that much longer. I see
ownerships in the near future, as
companies will have to bear the brunt.
only need-based travel
some may want to opt-out?
My estimate is that presently 50% of the
Do I see distress in the market? Yes, I do,
hotels are fully shut, while the balance
to start with.
and for a good reason. Do I see assets on the
50% have 5% occupancy. Going ahead,
block? I don’t see eager and interested buymy sense is that travel will be slow to pick
ers out there. Only those who have their own
up. Nobody will make money in the next
funds may look around for distressed deals. I will not borrow to buy.
three years; everyone will have to fight to survive.
And what about new inventory? There was much
Will my company get out there to buy? No, I am not a buyer
in the pipeline, especially in smaller towns?
in the market. Conversely, you can ask me if I am a seller? If
In my view, 60% of all new construction will stop and only Heavsomebody is willing to pay my replacement cost, I can consider.
ens know when it will come up. The balance 40%, which possibly
But to be honest, we do not have any aspirations to be the biggest
is close to 80% complete, will get completed, but not in any imhotel chain in the country. With 3800 rooms, and another 125 to
mediate hurry. Funding to get completed will be hard to find. I do
open in Bodhgaya, we have done well. Our hotels do not carry
not see anybody being in any rush to open, for some time to come.
our name. We operate under an international brand; growth has
Do you see large scale sell-offs happening?
never been our strategy. Our single aim is to create wealth for all
Will there be active selling in the market of these assets? Only
our stakeholders and to grow sensibly and profitably.
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hotelscapes

Uptick in hospitality
will depend upon
demand
Says Radisson's Zubin Saxena

W

ill domestic
tourism rescue
businesses? May
be

In his admission, he is
an “eternal optimist.” But the gloom and
doom of what’s unfolding have mandated a
serious consideration on the road ahead.
“The pandemic has set the industry back by
several years,” he said, sharing his first impression of the development. He noted that
foreign inbound and outbound travel was
going to be the most significant causality of
the post-Corona world. “The phobia of travelling in an aircraft will be quite long-lasting, and international travel is sure to be
impacted,” he stressed.

To say that these are testing times for the
hospitality industry, may sound a trifle repetitive.
But the truth be told, the industry is waging an
unprecedented battle against COVID-19 – a crisis
that threatens the existence of a large chunk of
businesses, especially those with thinner pockets to
tide over the impending liquidity crunch.
Zubin Saxena, MD & VP, Operations, South Asia,
Radisson Hotel Group, shared his understanding of
what lied ahead for the industry and how travel
and tourism were going to shape up in the postCorona world. He suggested a slew of measures
that could provide much-needed respite to the
industry in these times of crisis. Excerpts from a
detailed telephonic interaction follow:
The change and churn
will propel tourism in
India, in the longerterm, and open up new
destinations, bringing
about a culture of
safety, security, and
hygiene taking
precedence over others.
“It will perhaps help
branded set of hotels
more than the others.
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He believed that these developments were
going to bring about more resilience in the
domestic market. “Thankfully, the domestic
segment fuels almost 87 percent of the industry’s demand,” he said. Much like the USA,
people were going to take more road trips and
undertake train travel, he added. He expected
the domestic airline market to pick-up “eventually.” “Once there is a sense of confidence
in travelling safely, the leisure market is expected to pick up,” he said. He added that he
expected to witness a “good demand” in the
leisure market, in destinations famed for their
leisure travel – Kashmir, Shimla, Manali, and
Goa, among others.
Saxena believed that the money, usually
spent abroad, was primarily going to be

then, I think the Corona-issue is going to have a lasting impact on
the people’s psyche,” he said.
The liquidity crisis was the most pressing challenge staring the
hotel industry, he noted. He lauded the owners for their magnanimity in responding to the situation, ensuring that lay-offs were curtailed, and the workforce was supported to the hilt. The sentiment
of safeguarding the continuity of employment was very high, we
were told. “Preserving the lowest rungs of the workforce and supporting them as long as they (owners) can, has been the uniform
consumed domestically. He did, however, question whether these
voice, by and large,” he said.
developments were going to be enough to keep demand and busiHe, however, did caution that businesses in the absence of cash
nesses at par with the levels in the pre-Corona times.
flows were not going to be able to support the workforce for a sustained period. Batting for a comprehensive “tourism stimulus pack“The change and churn will propel tourism in India, in the longerage,” he advocated the government’s supterm, and open up new destinations, bringing
port to the industry with very low-interest
about a culture of safety, security, and hyThe government must
giene taking precedence over others. “It will
rates. “The government must fill in the
perhaps help branded set of hotels more than
sustainability gap. There could be a workfill in the sustainability
ing capital loan with low-interest rates,” he
the others,” he said in a reflective tone.
gap. There could be a
said, adding that the three-month moratoria
Examining the positives, he suggested
working capital loan
on loans needed to be extended for a “little
that the travel season was almost over, and
longer.” He suggested making them interthe next season was 6-8 months away, perwith low-interest rates,”
haps indicating that it provided a breathing
est-free, if possible. At the same time, he
he said, adding that
space to recalibrate strategies.
did concede it not being the most suitable
the three-month
measure and wondered whether there were
moratoria on loans
hy the hospitality
other means of infusing liquidity into the
industry needs urgent
system. “Some respite on property taxes,
needed to be extended
intervention by the
excise taxes, and others, could cumulafor a “little longer.
government
tively ease the burden on the industry in
Every hotel room, directly and indirectly,
these testing times,” he said.
contributed to 16 jobs, Saxena said, stressVoicing the concerns of the owners, he
ing on the importance of the sector in generating meaningful emnoted that there were genuine apprehensions on their assets comployment in the country.
ing under severe financial pressure. He suggested providing waivers and ensuring that no NPAs were declared in this financial year.
The foremost challenge for the government was to create an impression of India being a COVID-19 safe society, he argued, taking
“This could mean extending the term of the loan and providing
stock of the big picture. “The impression of safety will be the most
longer moratoriums” he said, insisting that it could, at least, help
important element in deciding the fate of the larger tourism industry,
preserve businesses and save them from the worst.
be it airline, trains or hotels,” he summed. He advocated a campaign
He minced no words and said that the industry was currently in
around domestic marketing, which, in turn, would drive a more exa tailspin, and the only viable solution was to jumpstart the econtensive focus on augmenting health and cleanliness levels. “There
omy. “For us, it means demand in the business, and that is not
need to be extreme-levels of awareness on these issues, and even
happening right now,” he concluded.

W
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guest column

There is a silver lining; Tourism
will bounce back, for sure!
We take a look at Aerocity as a hotel zone, revisit some
of the large format hotels that had begun successful forays
into weddings, banquets and conferences. Small would
appear beautiful, again, as the industry gears towards
a slow start to business again.

S

by Rakesh Mathur

o it’s back; another crisis that
 Travel confidence shall only be restored
steps will be taken.
will directly impact the Hospionce a preventive or curative medicine is
To my mind, the silver lining in the sky
tality and Tourism Sector. But
finally developed, which I hear could be
is our huge domestic tourism potential.
this is not the first time!! In my
around November 2020
Once travel confidence is restored, the
lifetime in the Hospitality InThe hospitality industry will thus regreat opportunities I see are in:
dustry in India, it happened in 1994 as an
cover very slowly and in stages. It may take
 Encouraging mid-market and upmarket
aftermath of the Mumbai blasts. It hapmore than a year post elimination of the
domestic travel as against outbound. We
pened due to the plague in Surat. The incivirus to reach previous year levels. This will
have lovely destinations all over the country
dent of 9/11 in New York was a defining
lead to tumultuous upheavals in the industry
and those should be promoted. Kashmir
moment on a global scale.
due to its severe financial impact and prescomes straight to my mind. It was THE
The Coronavirus is Global on
Destination among the elite before the Far Eastern and Euroa much larger scale. Its effects as
pean destinations took over. The
an epidemic shall remain until a
un-tapped North East of India is
cure is found. Its impact will,
also a great destination.
however, be longer-lasting. Both
One suggestion would be to give
economic and social.
a tax rebate on a domestic famOn the economic front, we are
ily holiday travel. This will enall experiencing the complete loss
courage domestic travel, generof business and closure of hotels
ate revenues, without any real
with no indication of when normalcy will resume. To my mind,
cost to the government.
the following may happen:
 The current scenario provides
 Once lockdown is over and
us a great opportunity to promote
travel is permitted, only essential
Wellness Tourism which is India’s
business travel will take place.
inherent knowledge of Meditation, Yoga, Ayurveda, Spirituali Smaller meetings and SemiKashmir, one of India’s lovely destinations. A tax rebate
nars will be curtailed both as a
ty, Vast knowledge of Astrology
on family holiday travel will boost domestic travel and generate
revenue for the government.
cost-cutting measure and due to
as a Science based on Astronomy
its replacement by “online”
and its impact on our environsure on working capital. There could be
ment and us. And promotion of India’s huge
meetings.
several sales of assets, a slump in revenues
repertoire of vegetarian cuisines. There has
 Large Conferences, unless absolutely
and consequent pressures on brands.
been a worldwide resurgence of interest in all
critical, will be postponed or cancelled, as
One thing for sure, apart from re-enerthis in the past few weeks.
a cost-cutting measure.
gising the National Green Tribunal and
 Once travel confidence is restored, hope Foreign essential business travellers to
fully around October or November, the third
Pollution Control Board, the Government is
India will not be inclined to take brief side
great market to tap is to encourage Destinalikely to re-define health, hygiene and sanitrips to iconic tourist spots such as Agra,
tation norms and enforce them with renewed
tion Weddings, Weddings and Weddings, to
Jaipur, Ellora etc. This was a significant
vigour. So, hospitality service providers who
fill up the empty convention spaces!!
tourism contribution.
have compromised on space, planning and
One thing for sure. India will, as always,
 Western traffic to India will reduce drastically due to it being long-haul and they will
implementation of proper hygiene and saniSURELY BOUNCE BACK.
tation norms, shall have a lot to worry about.
not be inclined to travel to the East, the origin of the virus.
Rakesh Mathur is a veteran hotelier, and
The challenge, of course, shall be the
presently President, Responsible Tourism
 “Work From Home” culture will impact
un-organised sector, but looking at the
Society of India.
travel.
present mood of the government, concrete
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my take
by Navin Berry

Hotels should be allowed to
sell liquor by Home delivery!
It would be a national waste if we let stocks reach their expiry, and then let
them get washed into kitchen sinks. It is a worthy suggestion to allow hotels and
restaurants to deliver liquor home. It will bring revenue when governments are
looking at new streams. It eliminates wastage. It would create new and additional
points of sale, reduce pressure on vends and ensure social distancing; it would be a
win-win situation for the government, the industry, and the end consumer.

S

hut for the last 40 days and sitting
on alcohol worth hundreds of
crores, hotels, restaurants, pubs
and bars across the country have
rightly suggested that the government
should look into amending existing regulations. It is critical that they are allowed to
sell their stock and even do home delivery.
Considering the rush at liquor vends, creating additional points of sale will improve
implementation of social distancing norms.
In a media interaction, quoted across
newspapers, Rahul Singh, founder of The
Beer Café, said his chain has 1 lakh litres
or about ₹3 crore
wor th of stocked
beer. “Putting this
beer down the
d rai n would be
very foolish. You
can’t produce beer
overnight. Let it be
bought by people.
At the end of the day, you are wasting
resources and the biggest stakeholder is
the gover nment,” he said. Singh was
quoted as saying that both the UK and the
US had very stringent laws when it came
to liquor, but licensing authorities in both
these countries during their lockdowns
allowed closed bars, hotels and restaurants
to sell their alcohol in certain regions and
found ways to help licence-holders.
As per industry estimates, any standalone
restaurant from an established chain could
have alcohol inventory of ₹10-25 lakh lying
with it. For five-star chains, the stocks are
worth much more.
Industry body Federation of Hotel and

Restaurant Associations of India (FHRAI)
said it is writing to the ministry of home
affairs (MHA) and the state authorities to
allow hotels and restaurants to sell their
stock through the ‘takeaway option’ as well
as to instruct manufacturers to replace stock
that is about to expire and could not be sold.
“We are requesting MHA and all state
governments to allow hotels and restaurants to do home deliveries and takeaways
for liquor, especially alcohol like beer
which is perishable and could be on the
verge of expiry. These alcohol stocks
across hotels and restaurants are worth
hundreds of crores,” said Pradeep Shetty,
honorary secretary, FHRAI.
Tarun Thakral, chief operating officer
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of Le Meridien in Delhi, said his hotel had
alcohol stocks worth ₹70-80 lakh when the
lockdown began. “We keep a minimum
buffer stock of about ₹70-80 lakh because
we get discounts and our banqueting consumption is very high. We have had to
destroy stocks like beer and put them down
the drain,” he added.
Times like these not only demand innovative solutions but also speedy decisionmaking. The quicker we can bring relief to
the beleaguered sections of the industry,
each one will have its own problems, and
their respective solutions. Important that the
state recognizes the legitimate issues and
considers them speedily to bring succour to
the economy.

transport

COVID-19 and
the State of the
Indian Aviation
Industry
A report by CAPA
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Based on our understanding of the aviation
system in India, and our assessment of the
situation as of today, we currently expect the
following outlook.
 From a point of complete suspension of travel, recovery is
likely to be slow. Demand will be suppressed due to economic
dislocation; slow or even negative GDP growth; broken supply
chains; low consumer confidence; and concerns about lingering
outbreaks of COVID-19, especially if travel insurance companies
refuse to provide cover for associated medical expenses or travel
disruption costs.
 For India to return to a pre-COVID operational fleet of 650
aircraft is likely to take up to 12 months from the time that restrictions are lifted, and this may be conservative. It assumes that
1QFY2021 will be almost written-off, with traffic limping back
during the weak second quarter, followed by a gradual trajectory
towards normality during the second half of the financial year.
 Projections are further complicated by the fact that restrictions
are unlikely to be lifted in totality overnight. Instead, this process
is expected to occur in a staggered manner and may not follow a
straight line, particularly when it comes to international travel. For
example, China, Hong Kong and Singapore have all re-imposed
certain travel restrictions after an initial relaxation resulted in an
acceleration of new cases, mostly imported by overseas arrivals.
 For industry operators, the suspension of services, although
dramatic, was in some senses relatively simple. It was possible to
bring activity to a halt overnight. In contrast, the resumption of
operations is far more complex, given that the industry will likely
have to re-start in an environment in which there will be limited
visibility on the outlook for demand.
 This is especially true in a market such as India which has a
very late booking profile. On top of which, forward bookings for
domestic travel in May, June and July are currently down 80%
year-on-year, and will remain significantly constrained for at least
the next 4-6 weeks. This will further impact the more vulnerable
carriers that are dependent upon cash generated from advance sales.
 When services resume, airlines will have to publish a schedule,
which will require decisions to be made with respect to which
routes to launch first and with what level of capacity, without knowing until much closer to the date of departure whether demand
actually exists. Some carriers may decide to operate very much a
skeleton network only, on the basis that it may be better to keep
aircraft grounded to conserve cash, until there is greater clarity on
how the demand for travel is recovering.
 In addition, it is as yet unknown whether there will be additional operational considerations to be taken into account when
services resume e.g. passenger concerns or even regulatory provisions related to social distancing at the airport and onboard; increased turnaround times to enable thorough cabin cleansing after

each flight; limitations on inflight service; airport health checks as
well as changes to security screening and immigration procedures,
which may lengthen processing time. Aside from increasing costs,
the impact on the passenger experience may deter some travellers.
 International travel will be even more complex because it is
highly unlikely that there will be a coordinated lifting of restrictions. Instead, passengers are likely to be faced with continually
changing regulations on entry and transit conditions for passengers
depending upon their nationality and recent travel history, often
introduced with no advance notice in response to new local outbreaks of COVID-19. The implementation of travel bans in recent
weeks are decisions that that most governments would have deliberated on, given the unprecedented nature of such actions. But now
that travel bans have become globally accepted as a legitimate response to a health pandemic, they would likely be re-introduced
without hesitation should they be required in future.
 The combination of COVID-related travel restrictions and an
economic downturn is likely to result in 1QFY2021 being a virtual washout for the Indian industry. The second quarter is historically the weakest period for demand and hence airlines are only
likely to limp back into recovery. As a result, the majority of the
fleet is likely to be surplus to requirement during the first half of
the financial year.
 A gradual path towards normality could be expected during Q3
and Q4. CAPA India estimates that Indian carriers will require a
domestic fleet of around 300-325 aircraft from Oct-2020 onwards,
and an international fleet of 100-125 aircraft. The total fleet size of
400-450 aircraft would still mean that the current fleet of 650 represents a surplus of 200-250 aircraft for a period of 6-12 months.
This may even be optimistic. All of the projections in this report
assume that travel restrictions are mostly lifted by the end of the
first quarter. If lockdown conditions are extended, then these estimates would be subject to revision.
 Virtually all market segments are likely to see a very slow recovery. VFR traffic would normally be the first to pick-up as friends
and families seek to re-unite after months of separation. However,
health concerns associated with travel may limit this segment, especially senior citizens. Discretionary international leisure travel
may take even longer as this will be impacted by the weak economy. Small and medium businesses will be particularly badly affected by the COVID-19 restrictions and many will close. And
larger companies may take time to assess the impact on their operations which could see revisions to their near-term business plans.
Furthermore, with companies becoming more comfortable using
technology to communicate during lockdown, this may in the future
lead to the need for some travel being re-assessed. Even labour
traffic, mostly to the Gulf, may see downward pressure.
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 Domestic traffic is expected to decline from an estimated 140
million in FY2020 to around 80-90 million in FY2021. International traffic is expected to fall from approximately 70 million in
FY2020 to 35-40 million in FY2021, and possibly less. These are
CAPA India’s initial estimates and will be continually revised.
 To reflect the new demand environment, airlines will need to
develop an interim business plan for the next 12-18 months to stabilise their operations and ride through the recovery period, until
some semblance of pre-COVID normality returns.
 Starting from the end of Apr-2020, Indian carriers are initially
expected to seek to return up to 100 aircraft to lessors, especially
older equipment and those that may be closer to the expiry of their
terms. The number of returned aircraft will continue to increase
significantly up until Sep-2020, possibly reaching 200-250, or even
higher. Since aircraft lessors will have limited customers to whom
they can remarket returned aircraft, they may be willing to negotiate temporary rental holidays. Although, this may not be applicable
for carriers with a high credit risk rating with the prospect for
further deterioration. Likewise, airlines that are offered concessions
by lessors will need to take a strategic call on whether they require
all of their aircraft. The holding costs of maintaining a larger fleet
may outweigh the concession available.
 More than 200 aircraft that are scheduled for delivery over the
next couple of years (including 56 MAX aircraft) are likely to be
deferred by 1-2 years.

 Several foreign carriers have loaded flights for sale after the
current lockdown ends, with services scheduled for resumption over
a period of several weeks from 16-Apr-2020 onwards. However, it
is as yet uncertain whether these flights will operate as planned,
either because of a government extension of the lockdown; insufficient demand materialising; or strategic network and schedule
decisions taken by individual carriers based on their financial position. Despite the published schedules, at this stage most European
and North American carriers are expected to operate very limited
services in 1QFY2021, with a gradual increase from the second
quarter. Gulf airlines are also expected to pursue a calibrated return
to the Indian market. With Europe and the US having become the
epicentres of COVID-19, all carriers serving westbound routes will
be particularly impacted, especially as European and Gulf carriers
rely significantly on US traffic to/from India.

There are high
expectations from the
industry that the Indian
government will bailout
the sector, but this may
be unrealistic

 The nature and scale of any support package will have a significant bearing on the outlook for the industry. Levers available to
the government, based on global practices, include the following:
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Initiative to support the
industry

Likelihood of initiative
in India

Direct equity infusions

Unlikely

Loans or working with
banks to extend lines of
credit supported by
guarantees

Likely

Waivers/moratoriums
on airport and en route
charges

Waivers unlikely
Moratorium likely

Waivers/moratorium on
fuel charges

Waivers unlikely
Moratorium likely

Waivers/moratorium
on interest and principal
payments

Waivers unlikely
Moratorium likely

Waivers/moratorium
on tax obligations

Waivers unlikely
Moratorium likely

Permission to retain
advance sales revenue
as a credit rather than
refunding cash in the
event of cancelled
flights

To date, the government has not
objected to the practice whereby
Indian carriers have been issuing
credit notes rather than refunds.
However, in the US and the EU
airlines have been asked to
refund cash, to which IATA has
expressed “deep disappointment”
arguing that this is not feasible
given force majeure conditions

 But despite its best intentions, the Government of India has multiple competing calls on its limited resources. There is only so much
that it can offer to the aviation sector given that numerous industries
across the economy are under severe stress. And the priority will
understandably be on providing a basic health and economic safety
net for the most vulnerable segments of society.
 As a result, rather than a strategic package involving direct cash
infusions and loans, the government may only be in a position to
offer more functional relief consisting of waivers and moratoriums
on liabilities. Given the massive structural dislocation faced by the
aviation sector, this may not be sufficient to rescue operators, particularly weaker companies.
 Due to the fact that it is still too early to predict the full extent
of the impact on the industry, any government support may be announced incrementally as greater clarity about the state of the industry emerges over time.
 CAPA Advisory continues to believe in the need for the government to provide decisive support to airlines – with Air India and
private airlines being treated equally - comprising of three phases,
as outlined in our previous update:
● Emergency relief: consisting of wage subsidies to protect
employment;
● Survival relief: consisting of waivers and moratoriums on
various charges, taxes, and interest obligations;
● Set-up for recovery: bring Aviation Turbine Fuel under the
GST framework with full input tax credit (in the interim,
VAT should be reduced to 4%); direct cash injections; arrangement of credit lines with banks; temporary waiver on
airport charges.
 There is a need for a coordinated national aviation industry

response which addresses the requirements of all elements of the
aviation industry and not just airlines, which tend to have the highest profile. Potential support measures include:
● PPP airports: waivers/moratorium on revenue share payable to the Airports Authority of India, on interest and
principal payments, and on GST and other taxes;
● Airports Authority of India: cash infusion to the offset the
loss of revenue resulting from the impact on traffic and from
waivers on aeronautical charges for airlines;
● Ground handlers: waivers/moratorium on revenue share
payable to airport operators, on interest and principal payments, and on GST and other taxes, and possible cash injections to protect jobs;
● Travel distribution: Travel agents (offline and OTAs), tour
operators and travel management companies, will be devastated by the evaporation of demand and will require support. Without a strong travel distribution network, the recovery of principals such as airlines and hotels will be
compromised.

Airlines will have to make
quick and difficult decisions
for their short-term
business plans

 Network and fleet strategies will require urgent attention, as retaining pre-COVID operations will not be feasible. Scheduled aircraft
deliveries will need to be deferred for at least 12 months. These decisions may need to be taken in the absence of much forward visibility about the direction of the market and the economy. International
operations, especially long haul services, will likely be the most
difficult segment for which to project demand.
 With FY2021 set to be an exceptionally challenging year, all
segments of the aviation value chain will need to immediately start
planning for much smaller scale operations, supported by serious
enterprise-wide restructuring. High profile airline failure such as
Kingfisher and Jet Airways were arguably brought down because
they did not right-size when necessary.
 As the saying goes: ‘never let a good crisis go to waste’. This
may be the best opportunity for Indian carriers to make difficult
calls to rationalise their operations and clean up their balance
sheets. Consolidation, collaboration and supply-side correction
should enable airlines to move away from market-share driven
strategies such as lossleader pricing. Aggressive expansion without
the necessary cash and balance sheet has been repeatedly shown to
be a very high-risk strategy. The US has been the world’s most
profitable airline market in recent years largely as a result of the
consolidation that took place in the aftermath of the Global Financial Crisis.
 The government will also need to take important policy and
regulatory decisions. One of the recommendations that CAPA
Advisory has regularly proposed is the introduction of a requirement
for airlines to hold cash balances that can support at least three, and
ideally six, months of operations in the absence of revenue, in order
to be able to both obtain and to renew an AOP.
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trends in travel

Tourism
Cares

It is time for industry to adopt a Shared Mission,
give individual efforts an industry face, too!
by Navin Berry

destination india | june 2020 | 40

he last few weeks, every sector
Some in government felt that the benefits had not been passed onto
of the economy has come under
the consumer proportionately. We have also suffered, seen as elitist,
acute stress. Undoubtedly, the
as having little relevance with the common man; how much we might
travel, tourism and hospitality
dispute this, and bring statistics of how many we employ, etc.
vertical has been more hit than
Right now, the need of the hour is to bring this to the table, before
others, being in the front end,
the nation, that Indian Tourism Cares? We are aware that many of the
with all transport closed, effecindustry’s big boys are doing their bit on the side, and probably doing
tively closing all streams of busiplenty. Some of this we are aware of, some we may not, as many of
nesses possible to this sector.
them may prefer to do their bit without making much ado. Most of the
Social media, WhatsApp group
small players are fighting for their survival, leave along having a
chats, print, and every other
thought of giving. It’s paying salaries that are playing on their mind.
communication channel is reAnd yet, quite a few of them are doing their bit. Many hotels across
plete with suggestions to the
the country have reached out to their respective communities and
government. These have folbeen the good Samaritan, more as a duty of the hour! We have comlowed a similar pattern, that this sector has remained ignored for
plied some industry figures, of packed food being offered across the
the yeomen service they render to the country. There is an exprescountry. These go into several lakh meals, quantified run into not
sion, a manifestation of failed expectations, as some key fountainonly several crores of rupees but also personal effort and outreach.
head industry association heads have
It is in Times Like These, we suggest the
brought certain missionary zeal to sharing
industry adopts a common motto, a shared
how the fraternity should watch and wait,
mission across its verticals, a slogan that says
Tourism does have
so much has been achieved and how they
Indian Tourism Cares. And use it across
bigger multiplier effect,
are engaged in lobbying with the highest in
every individual effort to give it a strong
rippling through the
the land. Often, this has assumed overindustry message. An association like HAI
social fabric, more than
zealous proportions, with the level of enor Experience India Society can create a logo
gagement and lobbying, often threatening
that can be adopted by all – the design can
others. Can we be
postures, that their lives depend upon supbe shared between as many corporates and
singled out, given that
port and that businesses will close.
individuals from across verticals. This would
extra treatment, over
All this is decidedly true, that the travel
establish a strong sense of fraternity, and as
and above others?
and the tourism sector is largely small
an industry, some united industry response
companies, many of them are mom and pop
would get manifested.
Indeed, we should, and
shows, small family businesses running for
An agency like FAITH, apart from its
this remains a matter of
generations. Experiential products that have
strong push to get benefits can also adopt
concern across industry
become new touchstones for domestic tourthis slogan, distribute it among its constituism, small travel agents and tour operators,
ents. In fact, FAITH can go one step furverticals.
ther. It can do positive PR for the industry
many of them start-ups in new segments
– become the communication channel to
like heritage and culinary. These are decidedly under threat, gasping for breath.
share with media and other public opinion makers how individual
The entire travel and tourism industry is affected, as is the entire
efforts are being made by all segments of the industry, how Tourism
economy. The entire retail sector of the small businesses is shut,
is giving and caring! A website can also be created to show, in text
the entire restaurant business in the country is shut. Just watch the
and pictures, the how industry is contributing to the cause, how
plight of the thousands of migrants walking back home, suddenly
Indian Tourism Cares.
rendered homeless and without jobs. There is concern writ large all
In Times Like These, it is important that while we plead our
over! And everybody is doing his or her bit, supporting in every
case, share best case examples from across the world on how governments in other countries have understood and supported the
which way they can. In the overall economic framework, every
tourism sector, we are not perceived as only asking and not caring
sector is reeling, and every sector creates jobs.
and giving enough. That we are doing our bit also needs to be
Tourism does have a bigger multiplier effect, rippling through
shared with the country at large, the sentiment made known that
the social fabric, more than others. Can we be singled out, given
Indian Tourism does Care.
that extra treatment, over and above others? Indeed, we should, and
Recently, CII initiated a panel discussion on the needs of the
this remains a matter of concern across industry verticals.
sector, aired on CNBC-IBN channel. A similar program would be
It is in times like these, we need to be cautious, ensure that we do
a great beginning, with reports from across the country, on how
not appear, as an industry, of being insensitive. Which indeed we are
Tourism Cares and is giving across to local communities. So, while
not. In Times Like These, we believe there is the window to equally
privately and individually we keep doing what we are doing, but
share that “Indian Tourism Cares”. We have seen in the past, criticism
also get together as an industry in all humility to show “we are
of our industry as not always shouldering its responsibility, as a
united and stand by the government and the people of our country!”
combined fraternity. As most recently, when GST rates were lowered!
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How some efforts are going on, individually
and collectively; Tourism Cares and How
 As a TATA company, IHCL is keenly aware of its

responsibility towards our immediate community and the people
within it. In 2008, it created the Taj Public Service Welfare Trust
(TPSWT) to provide relief and support to victims of natural or
man-made disasters. The Trust is distributing nutritious meals to
medical staff in key hospitals/COVID-19 centres in Mumbai, Bengaluru and New Delhi. The meals are prepared and delivered by
TajSats, which is an IHCL company and India’s market leader in
airline catering.
IHCL has partnered with Chef Sanjeev Kapoor for Mumbai,
Bangalore and New Delhi for this initiative. In Mumbai they are
working closely with the Brihanmumbai Municipal Corporation
(BMC) to offer approximately 8,000 meals a day to the medical
fraternity at the Kasturba Hospital, The King Edward Memorial
Hospital, Lokmanya Tilak Municipal Medical College and General Hospital, Nair Hospital and J J Hospital. 64,000 meals will
have been delivered by the end of the day today. This initiative,
started on March 23, 2020 will continue for the current period of
the lockdown till April 14.
IHCL is distributing meals to medical staff in Victoria Hospital in
Bengaluru in partnership with the Taj West End (250 meals). As of
30th March 2020, they started serving meals at Lady Harding Medical College in New Delhi (200 meals). The scope has now widened
to include 7 hospitals in New Delhi – these are Lok Nayak Jai Prakash
Narayan Hospital, Lady Harding Medical College, Rajiv Gandhi
Super Speciality H, G B Pant Hospital, Guru Teg Bahadur Hospital,
Deen Dayal Upadhyay and Dr. Ambedkar Hospital. They will be
delivering 1700 meals daily in New Delhi.
An additional initiative was flagged off on March 31, 2020. In
partnership with Tata Sons, TPSWT is providing meals to migrant
workers in Mumbai. This is also handled by TajSATS. 5000 meals
were delivered the first day,10,000 the second day and 20,000 from
the third day onwards. 55,000 meals have been delivered till today.
Five IHCL hotels in Mumbai are offering rooms to the medical
fraternity during these challenging times – they are The Taj Mahal
Palace, Taj Lands End, Taj Santacruz, The President and Ginger
MIDC Andheri. Ginger MIDC Andheri is also available for guests
for quarantining purposes.
Three other Ginger hotels across the country are also being used
for quarantine purposes – these are one wing of Ginger Bhubaneshwar, Ginger Faridabad and Ginger Inner Circle Bangalore. Ginger
Bhubaneswar is under the directive of the Odisha state Government.
The last two are in partnership with Apollo Hospitals.

 Chalet Hotels in Mumbai offered 300 rooms across
two of their hotels for quarantine facility to the city administration.
They have helped out with meals to police stations of local areas and
to the on-duty employees of the municipal corporation.
 In the Radisson family, putting together various

initiatives, the number of beneficiaries is approximately 16,000 per
day, with one-time dry ration kits provided the equivalent of 2,450
Kg. Box meals provided approximately 16,000 per day; GRT Group
(owners of Radisson Blu GRT Chennai) contributed ₹50 lacs to

Chief Minister’s Relief fund and serving food packets to the underprivileged and street animals; VVA Hotels Private Limited (owners
of Radisson Blu Hotel Chennai City Center) - contributed ₹50 lacs
to the Chief’s Minister’s Relief Fund and serving 1500 box meals
per day to underprivileged; AB Hotels Limited (owners of Radisson
Blu Plaza Delhi Airport) - contributed ₹10 lacs to PM Cares Fund;
GHV Group of Hotels (owners of Radisson Mumbai Andheri
MIDC) - contributed ₹5 lacs to CM Relief Fund and dry ration to
Mumbai police; The Atria Foundation (owners of Radisson Blu

Atria Bengaluru); serving 1,50,000 free meals every day to the
needy in Bengaluru; Sri Venkateswara Exports (owners of Country
Inn & Suites by Radisson Bengaluru, Hebbal Road) - serving 200
box meals per day to underprivileged; Arpit Projects Limited (owners of Radisson Udyog Vihar Gurugram)- serving 750 box meals
per day to the underprivileged; KJS Group (owners of Park Inn by
Radisson IP Extension, New Delhi) - serving 200 box meals per
day to the underprivileged; Neel Sarovar Buildtech Private Limited (owners of Radisson Lucknow) - offering dry ration and 750
box meals per day to underprivileged and Radisson Salem - serving
300 box meals per day to medical professionals
At India corporate level, the group has made contributions to the
Prime Minister’s Relief Fund (35 lakhs ) and also assisted United
Way Delhi for some of the COVID-19 related initiatives.
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 The Lalit Group is supporting the Delhi Government’s
initiative of feeding the needy by donating 1000 kgs of wheat flour
(Atta), 300 kgs of refined wheat flour (Maida) and over 700 kgs of
vegetables from their own gardens over the last couple of days to
the Daily Urban Shelter Improvement Board (DUSIB). The other
11 hotels of the group are also providing more than 1000 kgs of
wheat flour, 500 kg of refined wheat flour, 200 litres of oil, food
supplies, fruits and vegetables to the relevant local authorities involved in food distribution. Under the banner of Keshav Suri
Foundation (KSF), they are reaching out to support the extremely
marginalized and worst affected transgender people through different NGOs in Mumbai, Bengaluru & Chandigarh with over 500 kgs
of wheat flour, grocery, fruits & vegetables. They have made available 100 rooms at their Delhi hotel for doctors serving at Lok
Nayak Hospital and GB Pant.

till date and will continue the same till the end of April.

 Lemon Tree Hotels, in partnership with state/central

governments, have provided quarantine facilities for asymptomatic guests in Delhi, Gurugram and across India. They have offered
deep discounts at many of their hotels, for people engaged in essential services such as medical/para medical professionals, police/
paramilitary forces, etc. They are keeping their hotels open and
providing safe shelter to those Indian and international guests who
have been unable to return home during the lockdown. Apart from
the government requirements, they are providing clean and comfortable isolation facilities under Project Stay I (Stay Isolated), in
partnership with Apollo Hospitals over & above the government
requirements. In some cities, their hotels will be serving as the
quarantine centre for medical and paramedical staff involved in
treating corona patients. This tie-up is being handled by state/city
governments and other bodies.
Hotel Association of Jaipur has unified the efforts of all its
members and set up a fund for contribution which they will then
utilize collectively for relief measures.

 The Leela brand, in a statement to Destination India,

said they were privileged to lend a helping hand to those adversely
affected by the COVID 19 crisis. They have collaborated with local
authorities to provide ‘care packages’ consisting of daily need food
provisions and personal hygiene products, for more than 200 underprivileged families. They remain grateful to their team members who
have participated in this initiative and extend their gratitude to the
frontline police officials who are helping to distribute the packages
to the families who need it the most. This initiative reinstates their
commitment and ‘Leela dharma’ to work for the welfare and betterment of society, with courtesy and consideration for everyone.

 Sarovar Hotels & Resorts have through their
hotels in Mumbai, Rajkot, Haridwar, Jaipur, Gorakhpur & Pune are
preparing up to 250 meals each on a daily basis for distribution to
police stations, poor & daily wages, government hospitals and others in collaboration with local authorities. Their hotel in Mumbai
is distributing groceries to old age homes while their hotels in
Mumbai & Delhi are running daily yoga sessions for their inhouse
for keeping them engaged.

 ITC Hotels is offering 1000 daily meals through their

hotels in New Delhi, Mumbai, Kolkata, Chennai, Bengaluru, Hyderabad & Lucknow. In Jaipur, their hotel has donated 1000 shower caps
to an NGO for a requirement at SMS Hospital. In Chennai & Hyderabad, their hotels are accommodating families of expats and of US
embassy during the lockdown. In Bengaluru, Mumbai & Kolkata,
rooms in their hotels have been offered for quarantine facility and for
medical officers, paramedical staff & other hospital staff on the
frontline. Their hotel in Goa is offering beach umbrellas and hygiene
products to Verna Police Station.

 JW Marriott New Delhi, over the past one week, has

been sending 500 meals daily to the Delhi Health Department. With a
limited team of only 30 associates, they have already sent 1750 meals

 Independent hotelier Kishore Kaya, who owns The
Savoy in Mussoorie, has opened a kitchen in his house in Civil
Lines. Between him and his wife Madhu, they are personally overseeing the cooking, serving some 250 meals a day, which they hand
over to the local police department to deliver across affected communities. Back in his hotel, he has retained a significant proportion
of his staff to stay back on the premises, and they are doing so at
the hotel’s expense.
Under the banner of the National Restaurant Association of India (NRAI), the fraternity has taken



upon itself to provide 10 million meals -- each meal being a 450-gm
food pack cooked fresh and served hot twice a day -- for people
desperately in need of this sustenance in Delhi-NCR, Mumbai,
Bengaluru, Chennai and Kolkata as long as the nationwide lockdown lasts. Our restaurants face a cash crunch and a grim future
of shutdowns and job losses, yet they are pitching in with the funds,
food ingredients and labour required for this Himalayan effort.
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Winds of
Change are Here
to Stay and How
Say industry insiders
by Navin Berry

That COVID 19 is impacting travel and tourism like
no other episode in recorded history is now
understood by all. Now is the time to look ahead,
post-COVID times, and here the consensus is that
change will become the new norm, that travel and
tourism will adorn new clothes. Here are some
specialist views, experts in inbound, outbound, and
international travel and aviation and we get a
ringside view on the shape of things to come!

Consolidation is
Inevitable, leading to
more Robust Industry
with Profitability, says
Kapil Kaul, CEO, CAPA India

COVID 19 is an unprecedented crisis and the worst ever for the
aviation and travel industry globally. There is uncertainty about the
depth and duration of this crisis. COVID 19 is like World War and
its impact will be long term - both on the demand and behaviour
related to travel.
Travel will recover, but the speed of recovery will be slow and
painful. The cost of recovery will be massive and government
bailouts will not be sufficient to save most of the travel and aviation
enterprises. Consolidation is inevitable and maybe perhaps necessary to bring fundamental changes. We have 800 airlines globally
- most of them struggling /loss-making and some are governmentowned. We don’t need 800 airlines - fewer but stronger airlines is
what we need! In the US, for instance, we have 8-10 players now
and the industry has delivered record profitability in the last ten
years, due to consolidation.
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Chicago Convention 1944 - post World War
2 - has to be dismantled to allow a new modern framework to emerge. We need to remove
restrictions on ownership/ control and the archaic bilateral regime to allow such a strategic
consolidation to take place. Aviation has to be
treated like any other industry. COVID 19 which has dimensions of a world war- can act
as a catalyst for this change and enable a more
solid commercial airline industry to emerge.
Similarly, post-COVID 19, consolidation is
required across the entire aviation and travel
value chain. We need strong global players
across all the sectors and not a very fragile and
over fragmented industry structure. However,
such fundamental changes will require a coordinated global leadership with a strategic
commitment to change.
In India, we need one large FSC and 2-3
LCCs and not so many players to bring order
back to Indian aviation. Similarly, the travel
industry needs urgent rationalization. We
have too many travel agents (including OTAs)
and tour operators. The entire distribution
industry needs consolidation at a fast pace.
Other near-term global trends, over the
next 1-2 years, that I expect are as follows:
• More short-haul and domestic travel and
possibly less by air.
• International leisure travel may get impacted until we have a vaccine.
• Business travel will continue with remote working as much as possible with more

Travel will recover
but the speed of
recovery will be slow
and painful. The cost
of recovery will be
massive and
government bailouts
will not be sufficient
to save most of the
travel and aviation
enterprises.
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secure video conferencing platforms. Only
essential travel may be allowed by corporations.
• Sanitization/hygiene/cleanliness may be in
sharp focus while choosing an airline/transit
airport and even the destination.
• Global leisure travel from and to China
may get impacted - change led by consumers.
We may also see some major Geo-political
shifts post COVID 19.
• Hub carriers like Emirates / Qatar/ Lufthansa/ BA/SQ may be impacted with more
travelers preference for direct flights.
• Long haul LCC will come under more
serious pressure.
• Social distancing and inspection protocol
may further hurt airline viability and return
to service.
• More recognition to the frontline staff
and crew. New staffing protocol to ensure
safety, especially for the front line.
• Thermal scanners and other forms of
technology will be widely used.
• Industry will significantly shrink due to
the financial impact with serious impact on
consumer/ competition.
• Online travel will significantly gain over
the traditional channels.
Impact of COVID 19 cannot be avoided
but post-COVID, the travel Industry must
reshape to fit into the new order led by the
economic and behavioural changes related to
travel.

Now is our moment
as a serious
destination to
bounce back with a
highly coordinated
positive campaign,
says Rohit Kohli, Joint MD,
Creative Travels

Inbound Tourism in India is almost decimated, and this time it
has nothing to do with India.
Recovery of inbound tourism
will depend on many factors –
how long the virus lasts in India,
how long it takes the airlines to
recoup and get their network going again, and most importantly
it depends on how soon governments in our main source markets allow their citizens to travel
to Asia and specifically India. If
anyone feels business will come
back to an even 75% level of
what it was last year, they are
misguidedly optimistic.
The success of
We are all part
destinations will
of the most impordepend on how each t a n t h i s t o r i c a l
event since World
reaches out to the
War II, because of
travellers’ mindset and which the global
how soon once the
tourism industry
has probably
dust starts settling.
changed forever.
India, like all major tourist destinations around the world, will have to fight
for its space in the shrunken world market more than ever
post Covid 19. Success of destinations will depend on how
each reaches out to the travellers’ mindset and how soon
once the dust starts settling. India certainly has an advantage in that we have much more to offer in one country
than most other countries do, but my fear is that we will
waste this opportunity. Both industry and governments
need to put their heads together to avert such a loss in
opportunity. We are going to start from ground zero, and
we can benefit from this unique situation when we can
start beaming our message afresh as a destination.
India has been presented with a fantastic break. Till
January 2020, India was at its lowest in reputation due to
all the news on crime against women, pollution, riots etc.
Unfortunately, India did nothing to counter that all this
while. A lot of that has got forgotten, and now is our moment as a serious destination to bounce back with a highly
coordinated positive campaign. This is the only way to
secure the future of tourism in India.

Consolidation will happen
on both sides of the market,
yet India could come out
trumps, says Vikram Madhok,
MD, Abercrombie & Kent India
 The fall out of this dreaded virus has sent our Industry in a tail-spin
from airlines, hotels, tour operators and all related service providers.
 I do not see its revival in 2020 as this pandemic plays out globally in
both our primary & secondary markets. Additionally, countries that are not
as badly impacted will also be
apprehensive towards travel.
 Long haul markets as India
will bear the brunt thru 2020.
However, this will turn and I do
believe India will see a partial
recovery in 2021.
 We will also see a shakeout in
our source markets with FTOs
who are not strong financially to
weather this ugly storm! Hence
there will be consolidation. A
similar situation will be with
DMCs in India, resulting in a loss
of jobs at both ends. The same
will be with Hotels & Airlines,
which are extremely capital intensive with a large number of emFTOs will scale down
ployees.
their offerings into
 To preface this point, India was
India in the short term on top of its game in 2019/2020
this crisis hit us. At A&K we
under 2 years till they until
were witnessing strong doublesee strong signals with digit growth from the US, Austraan uptick in business.
lia, Germany, UK and to a lesser
extent from Europe. Going forward, FTOs will scale down their
offerings into India in the short term under 2 years till they see strong
signals with an uptick in business to once again enlarge their offerings.
 To reiterate, in the long run, I see tremendous growth into India as on date
mid-April, we seem to be handling the spread of the virus better than most
countries & especially in relation to our population. Should this situation
remain, clients will perceive India to be safe to travel to. Countries such as
China & some European countries which are impacted severely will take
longer to bounce back! We will gain from this provided we take a few steps.
As we speak, we actually see a small but steady flow of requests in 2021.
Also, several clients who had booked with advances paid in 1st quarter 2020
have deferred their travel to the fall of 2020 and 1st quarter 21. Hence all
is not lost.
The Union and state governments should use this time to address all
infrastructure bottlenecks during this period. We should embark aggressively to build pockets of excellence in the main tourist treasures of India.
Another important point that could help our Industry revival is the vaccine most countries are working on, including India. Should this be out by
the 3rd quarter of 2020, it will hasten the process of a turnaround. Most
clients would be reassured on their safety for International Travel especially out of the US; the Americans are accustomed to taking flew shots
with the change of season, and especially when they travel.
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Be Positive, Adapt and
Plan Ahead to stay
ahead in our tourism
efforts, says Ajeet Bajaj,
famed mountaineer, and
owner, Snow Leopard

The world has changed and turned upside down. The biggest crisis of
our times... the Coronavirus pandemic has hit us hard like a storm in
our lives. It has become a “VUCA” world, there is volatility, uncertainty, chaos and ambiguity
of an unprecedented magnitude, both in our lives
a nd as orga n isat ions.
Change is inevitable...
“It is not the most intellectual of the species
that su r vives; not the
strongest.., but.... the one
that is able to adapt to and
t o a dj u s t b e s t t o t h e
changing environment,”
Charles Darwin, Origin
of Species (1859).
In the Indian Armed
Forces they say that when
the going gets tough, the
tough get going… as humans and Indians, we all have to be resilient, get going and be effective.
The French term “sangfroid”, the ability to stay calm and cool in a
crisis, must become our middle name.
I would like to share the 7 Cs for Managing and Leading during
this crisis from John Quelch of Harvard Business School:
• Calm • Confidence • Communication • Collaboration • Community • Compassion • Cash
Post the pandemic, the travel, tourism and hospitality industry
must adapt quickly to survive. Some likely trends:
• Domestic travel likely to pick up first followed by adventure,
wildlife and gradually corporate travel & the MICE segment • Inbound could pick up gradually starting October 2020, but more
likely in the first quarter of 2021. Visits by NRI/OCIs, beach tourism and the Buddhist sector may herald the beginning of Inbound.
• Outbound likely to start in Q1 of 2021 • FITs and small groups
• Focus on hygiene, cleanliness and sanitation • Travellers will
want to avoid crowded areas • Airports to have additional health
screening • Covid 19 cards for all travellers
Change in the visa regime of many countries organisations should:
• Step up communication with their teams, customers and suppliers • Be fast, focused and flexible • Leverage technology • Get
support from government schemes • Renegotiate with banks
• Build reserves (this can happen again)
I would like to suggest that the Tourism Industry during this crisis,
must be a ‘force for good’ for our country and humanity at large. I want
to close on a positive note with a quote from His Holiness, The Dalai
Lama, “Every day, think as you wake up, today I am fortunate to be
alive, I have a precious human life, I am not going to waste it. I am
going to use all my energies to develop myself, to expand my heart out
to others; to achieve enlightenment for the benefit of all beings.”

Emerging trends out
of this crisis - A “New
Normal: will emerge”,
says Sheema Vohra, MD,
Sartha Global Marketing, LLP
Significant trends are emerging before us. I do see health and
safety concerns will become prime considerations and maintaining
high hygiene standards is very important. I also believe the following trends will emerge:
• Use of technology for
contactless transactions
• New set of behaviours/
habits • Online a way of
life - virtual experiences,
online offers, entertainment, shopping, etc. • COVID 19 has taught many
people to be self-reliant,
and they have enjoyed the
experience. So, DIY information, services and products will become more
important. • Work from
Home and Flexible work
timings. Many people and
companies will realise that
there is no loss of productivity, while simultaneously saving on commuting time and expensive
office real estate. So, this will become more and more common. Conventional office space will exist but go through a change. • Physical
distancing will become a way of life - including in business.
Significant trends in the outbound market in the short run:
• People will travel and this is based on the decline of COVID
19. Some travel should begin by October/November this year.
• People are spending a lot of time online. Thus digital and social
platforms will gain greater prominence to engage customers. It has
now become very important to be present on relevant online platforms and optimise the experience. • Safety, hygiene standards, clean
air will become the most important considerations for travel • Additional visa procedures might be implemented - example greater
sharing of travel history, medical history, etc. • Mandatory vaccinations before travel could be introduced. • Airlines will carry lower
loads due to social distancing and new hygiene standards, and this
could make the airfares more expensive. Additionally, airlines will
have to devise new standard operating procedures for hygiene and
social distancing on-ground. • Crowded activities will be avoided in
the short run - sports arenas, theatres, entertainment, etc. New methods will have to be devised for seat allocations, entrances, exits etc.
• Choice of lodging will be based on safety, hygiene standards. They
might have to introduce a certification for this purpose. • Road trips
will be in high demand as will private chauffeur-driven vans for small
family groups. • Outdoor holidays, natural reserves, national parks,
islands and other places with fewer people will be preferred for
holiday itineraries. • There will be demand also to travel to lesserknown destinations and locations which are less crowded. Immersive
trips, solo and couple travel, will become more prominent. • New
guidelines will be implanted for business travel.
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Positivity will further
drive us back to
sustainable, green,
responsible & lasting
travel & tourism options,
says Rajeev Nangia, CEO, TRAC
Representations
While we all are fighting together and globally almost all are mostly under
lockdown, with very little or no knowledge of when we will come back to
socialising from social distancing. The big question that comes forward is
will COVID - 19 kill our aspirations to travel? Do you really think so! I
don’t... human mind has great ability to forget and move forward and so
this phase too shall pass.
While people are maintaining social distancing by not moving out of their homes, they
are also socialising using whatever means they
can find through various technology options.
Business meetings over tech platforms, getting
to chat with family and friends over another
tech platform, expressing opinions over tech
platforms. All COVID-19 has changed so far
is to make us understand better use of technology. The most amazing part and the silver
lining is how quickly we adapt and try to
move on.
We are all actually waiting for COVID-19
to finish, and as soon as it finishes, humans
will take even less time to restart and this time
even with more resilience. While we wait,
some are still in business and
that’s business of assistance.
As soon as it finishes
Recently came across an app
(Covid-19), humans
called “India Assist,” through
will take even less
which the Indian travel fraternity is actually trying to help
time to restart and
those foreign travellers who are
this time even with
stuck in India and are unable to
more resilience. While go back to their motherland.
we wait, some are still
On the other hand, t ravel
trade while currently struggling
in business and that’s
cancellations and almost
business of assistance. with
zero revenues is also preparing
itself for situations post COVID-19. There are campaigns by
some destinations who wait to welcome back travellers and some feel
this is a good time for training. But actually, this is also time for the trade
to introspect and make changes in what they would like to sell to overcome the losses COVID-19 would have inflicted. I am sure trade has
realised selling cheap and that price war is no more an option, at the same
time your skill is your knowledge and connectivity, which can help
people even in difficult times. So, let’s get going prepare new itineraries
that you would like clients to experience and earlier could not do the same
due to paucity of time.
Remember Humans will not stop dreaming and will never stop travelling, it’s a matter of time before we are back to our business that we all
love and call it Travel & Tourism.

The way forward
will be for
destinations that
evoke confidence for
safe and healthy
lifestyle, says Bejan
Dinshaw, country manager,
Culture and Tourism, Abu
Dhabi
The travel industry has emerged from disruptions and risks
earlier and the current pandemic is not the first to upend the
industry. This is
simply because the
travel industry has
a way of levelling
its wings and carrying on. Not long
af ter the cr isis,
destinations will
be redrawn on the
travel map and onward the travel industry will go!
The resiliency
of the travel and
tourism industry
will help it rebound
as the effects of this
pandemic ebb. We
will
see a boom of
We will see a boom of
outbound travellers
outbound travellers
from emerging
from emerging
markets looking to
make up for the lost
markets looking to
time and demand
make up for the lost
will come stronger
time and demand will
than ever. People
come stronger than
will still want to go
pla ce s howeve r
ever. People will still
they will be a lot
want to go places
more cautious now.
however they will be a
They may inilot more cautious now. tially tend to avoid
big cities and public transportation.
Cleanliness and
hygiene will be addressed a lot more by hotels, resorts,
theme parks, etc. to increase the customer’s comfort level.
The importance of travelling with sensitivity to the environment is going to be higher on the agenda of the travellers.
Destinations, airlines and hotels are going to embrace this
trend. People will now move towards trips that allow them to
experience a healthy and safe lifestyle. Emerging technologies
like AI, machine learning, augmentation will be adopted and
used aggressively to support travel experience.
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TRAVEL SUFFERS EARLY
SIGNIFICANT SETBACK
VFS hopes for resilience in the sector

Visa facilitation is a prerequisite to international travel, and VFS has been the pioneer
in the business. We catch up with Vinay Malhotra, Regional COO, South Asia, the
Middle East & North Africa, Americas to find out recent sectoral trends in India, and
globally where they operate?
On the global visas front, what is
the ground reality today, such as
the number of offices open, and doing
what? More specifically, what is the
situation in India?

assess how we can use our resources efficiently and responsibly to maintain the wellbeing of the company and our employees.
What steps has VFS taken in line
with current safety steps being
recommended globally?
Meanwhile, our teams continue to safeguard the
health of our employees and customers by ensuring the use of precautionary measures as advised
by the World Health Organisation and local
health authorities, such as regular hand-washing, body temperature screening at operational
centres, use of hand sanitisers,
disinfecting high-contact surfaces, and awareness notices at
our centres.
What is your forecast
for the coming
months? And how do you
see your organization
coping with the task
ahead?
That said, the tourism sector is
a highly resilient one and we are
confident it will rally and show
a positive trend when the situation improves and
people are able to get back to their travel routines as soon as they possibly can. Having said
that, we are also monitoring the evolution of the
industry due to this crisis, aligning ourselves
accordingly to face demands from ‘the new
normal’ that may emerge. In India and around
the world, we are even more committed to leveraging on technology and operational excellence to ensure an enhanced customer experience in a post-COVID world – an important
aspect of this is keeping our Visa Application
Centres in peak readiness from hygiene and
safety perspective and ensuring customers are
able to enjoy a smooth visa application process
for when they are ready to travel again.

Inline with the rapid changes in COVID-19
safety measures globally, the majority of our
visa application centres for 64 client governments across 146 countries of operation are
closed for an indefinite, though temporary period, according to the instructions of our client governments
It will no doubt
or local authorities. Currently
be challenging
in India, all our Centres remain
for organisations
closed till 14 April 2020, as per
government directives.
to balance

How do you see
trends in travel
shaping in the foreseeable future? What does it
mean for VFS, in terms of
maintaining its infrastructure and costs?

variations
in demand, while
maintaining
infrastructural
and operational
efficiencies.

While it is premature to comment on the COVID-19 impact
on visa application trends, it is
clear the travel and tourism sector globally has

faced an early and significant setback. We are
unsure how long the pandemic will last and
economists expect a recovery of the travel and
tourism industry only by mid-2021 or even later.
It will no doubt be challenging for organisations
to balance variations in demand, while maintaining infrastructural and operational efficiencies.
Has VFS done any down-sizing,
and how do you see the situation
panning out?
Over the last few months, we have witnessed
a slowdown in business across the world and
hence have had to undertake several cost-efficiency measures across the company to effectively manage the situation. We continue to
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Shape of Things to
Come in Travel, Tourism
and Hospitality
by Navin Berry

s we enter week three of the
national lockdown in India,
the big question before us is
this: How will travel and tourism pan out once the lockdown
is partially or fully lifted? Let
us take a closer look at the options. My comments here are
based upon the premise that Covid 19 is here to stay for
some time. While we may want to wish it away, it has
the potential to erupt in any place, at any time, warranting a newly quarantined area, a new hotspot, with its
own protocols. All those engaged with the hospitality
industry therefore run the risk of being tested, and even
being sent into isolation.
This scenario is on everybody’s mind, and most
elevated sense of hygiene, such as frequent hand-washing, keeping
notably of those associated with the industry, given its vast outlays
doorknobs and door handles clean, the use of face masks, and – more
and investment, the staff on the rolls, with everybody keen to see
importantly – having a system of checks and balances in place. This
the ball rolling again, even while the nation remains on edge. How
last will ensure that both associates and customers are checked for
simple or complex will this be once we start opening up the sector
COVID at all possible times just as routinely as they are frisked and
– in a staggered manner, as most observers agree. We cannot, and
go through X-ray machines for security. Remember, just one slip-up
must not, open all at once and fritter away the advantages of this
risks an entire area, hotel or sector, going into quarantine.
21-day lockout and any subsequent caveats.
What will be the new guidelines for travel and travellers, for all
Travel will pick up sooner; Tourism may Take
public places? As we witnessed post 9/11, X-ray machines became
some Time
the norm, both for baggage as well as people at malls, hotels, not
As a country, we must open up for safe travel sooner rather than
to mention airports where you must be ready, if required, to submit
later. Travel, today, is an essential aspect of any society, any
to searches with your clothes off. Full-body scanners, though not
economy. Business and the economy reyet common, are increasingly being accepted.
quire travel, whether by air, road or rail.
We have learned to live with these, and nobody
An elevated sense of
When out of town, you need accommodacomplains of them anymore. In fact, the conhygiene, such as
verse is possibly true – witnessing strict secution. T he nation’s economy moves on
frequent hand-washing, wheels and these are your airlines and hority systems in practice is reassuring!
tels. Even for a day out, you need to eat and
keeping doorknobs
Expect new guidelines in place,
look for some restaurant. In fact, both are
and
door
handles
to ensure social distancing
essential services, just as much as hospitals.
clean, the use of face
What are some new guidelines that could come
Travel must pick up immediately for the
masks, and – more
into place post-COVID 19? Social distancing is
country’s economy to start calibrating any
one big takeaway, and it might be in place for a
comeback. To my mind, tourism will take
importantly – having a
long time, possibly a very long time, till a vaclonger, anywhere from three to six months
system of checks and
cine is discovered and even then many might
given our current situation. Even this may
balances in place.
still prefer to stay safe by maintaining a minivary from one destination to another. State
mum distance in, particularly, public spaces. An
governments and city administrations can
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vie with each other in wooing travellers with safe and travelfriendly packages and programs, and NITI Aayog may consider
a nation-wide grading of cities, that are best performers for
creating confidence among travellers.

Start Small, and ensure we don’t have any Regrets

their owners must be the first principle. The next phase can follow
as confidence build up.

Expect Longer Queues at Airports, More checkin Time

At airports, queues will surely become longer, given distancing and
other protocols. Check-in time could get extended by another hour
or more; sanitisers will be readily available all over (probably the
best business to be in right now). Aircraft seating, without anyone
occupying the middle seat, will be somewhat reassuring. Airlines
will also have to ensure that their staff is well protected.
Initially, till everybody comes to understand and respect protocol
guidelines, it will be better to start small. Remember, one setback,
and the game gets tougher and we may have to restart all over again.
The media will hound you, so will the opposition and so-called
activists who believe they are the guardians of all things for everybody. Remember the early days of privatisation in civil aviation
when you could enjoy a drink on-board domestic flights – till a
drunk passenger on one flight, a misdirected fashion show on another, upset the apple cart leading to a withdrawal of the facility. So
much so, no one even talks about it anymore.
I am not expecting the spa business and pools to open in the first
phase, and this can wait. These are less important issues to tackle.
International travel, whether inbound or outbound, will begin, and
increase, depending on WHO statistics and our
perception of which are safe countries with
We must be ready for a
whom we can resume connections. After all, the
same aircraft that brings passengers in, will also
long haul for the travel,
take them out. But new protocols are yet to be
hospitality and civil
framed and may take some time. Earlier, we had
aviation industry. It’s
given Fifth and Sixth freedom rights to airlines,
which meant an airline could not bring customgoing to be a battle of
ers
from other countries apart from point-tonerves introducing the
point they were serving. Some of this maybe
new norms, handling
re-imposed, as some countries may be slower in
unruly customers,
catching up till perceptions and ground realities
change. Countries will naturally be reluctant to
keeping bottom lines in
import more COVID problems, having enough
check, staggering out
of their own to tackle.

My guess is that both airlines and hotels will be asked to open
slowly rather than all at once. Which, indeed, they too would prefer,
as demand is likely to remain weak, and boosting confidence in the
travelling public may take some time. New protocols will demand
a cautious approach – remember, there is no X-ray machine equivalent to clear you of COVID yet. The return to normalcy can be
somewhat quickened if both hotels and airlines ensure and assure
travellers they will make the customer strictly follow the new norms
of behaviour. All such norms, or a new standard operating procedure, must be listed out and advertised – what is the new protocol
in place, how likely violators are liable to be prosecuted, elements
that must be emphasised and overseen by the government. Privatesector security could be empowered to deal with such situations.
Any violations based on such entitled attitudes as “Do you know
me?” or “Do you know who’s son I am?” must be booked in the
first instance and made an example of. Typically, my understanding
is that to begin with, in weeks one and two, post the opening, you
will see a small return to travel, all to do with serious work of
whatever nature it be. These would most probably be short duration trips.

The immediate Future for
Meetings and Restaurants

Meetings will take a longer time to occur. I do
not expect gatherings to be allowed or permitted for at least the first two months. When they
do, they need to be phased out to first allow
gatherings of 50 people, then, next, perhaps
200 delegates. Nor should we permit any leniency till at least July, and then assuming we
are doing well on all given fronts. Meetings
industry organisers must ensure guidelines are
adhered to, that checks are all in place, as must
openings, as the busithe venue owners.
ness grows and resumes Domestic Travel is the Big Bet
Looking at dining out options, hotels could
but may be Slow to begin with
begin by opening one coffee shop, but first
its normal course.
Domestic holiday travel and tourism will
ensuring distancing norms by reducing seat
depend upon individual destination appeal,
covers for every table, and placing tables keeping in mind the need for distancing. I can
based on perceptions of safety and free of
imagine people queuing to head to the buffet spread keeping a clear
COVID infections. With states closing their boundaries, blocking
six feet from each other. Consumers would need a greater degree of
the national and state highways between each other, we will have
comfort and education – families who live together at home are a
to watch and wait and see how neighbouring destinations report the
different proposition, posing less risk – when meeting other families
occurrence as we go along. It is possible we will see apartheid
and friends, or for business. As demand grows, hotels can open
between destinations, or states – who would like to encourage
other outlets. But it would be best for hotels to start re-laying out
visitors from possible COVID hotspots. Responsible media reporting and earliest administration responses will hold importance.
their bars, showing they are prepared to observe distancing between
We must be ready for a long haul for the travel, hospitality and
guests and may consider placing a restriction on the number of
civil aviation industry. It’s going to be a battle of nerves introducing
guests allowed at any one time in a bar.
the new norms, handling unruly customers, keeping bottom lines in
Stand-alone restaurants can apply for re-opening on the premise
check, staggering out openings, as business grows and resumes its
they will observe the same norms as those within hotels – social
normal course. Far better to start small but remain steady to a comdistancing is the key factor. If they are found operating in violation,
mon cause. This way, we will serve not only the travelling public but
they can lose their license for six months or more, which means
also the economy and the nation. As growth and confidence follow,
strict penalties must be in place. It will be difficult to supervise all
we can hope for the final phase of Operation Reassurance.
restaurants, their numbers being so many, and therefore educating
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Tourism and
Mata vaishno
devi Yatra
Measured steps needed to revive
confidence and livelihood; focus on
well-being
Report by S S Thakur
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Envisaging SOPs and establishing well-laid-out mechanisms to ensure a
seamless experience, safety and well-being of pilgrims arriving at the
Holy Shrine were the central themes of the recently conducted webinar
titled ‘Way forward for tourism & Shri Vaishno Devi Yatra- Post COVID-19.’
Industry experts and government functionaries discussed a slew of
measures that are likely to instil much-needed confidence among devotees
hoping to undertake the coveted trip to the Temple. Here are some
excerpts from the insightful session.

he Shrine Board was already formulating
SOPs for the resumption of the yatra once
the lockdown was lifted, Ramesh Kumar
(IAS), CEO, Shri Mata Vaishno Devi
Shrine Board, informed. He said regulating
the movement, once public transport systems were operationalised, was a challenging proposition. The Board was, therefore,
considering to undertake online registration of devotees, he said,
adding that GPS-enabled systems were being actively under consideration to track pilgrims in real-time to ensure they adhered to social
distancing measures while trekking to the Temple from Katra.
Among the suggestions received included Door-mounted thermal scanning installed at multiple places, including Tarakote, Bal

Ganga and Ardhkuwari, among others, the CEO enumerated. The
bed capacity at free dormitories was being reduced temporarily to
implement social distancing measures, Ramesh Kumar said. He
added that only family members, and not unrelated people, were
going to be permitted to use the paid lodging to reduce the chances of the spread of the infection.
The seating capacities at bhojanalaya (food court) and langars
were being reduced, and devotees were going to be given coupons
with specific timeslots to manage the crowds better, were other
suggestions being considered, he said.
Outlining his most significant challenges, Ramesh Kumar said
even resuming the yatra at the local level could attract a wide
cross section of pilgrims with varying exposure to hygiene and
cleanliness, who may be provide greater risk to the infection. The
lack of clarity on whether animals could spread the disease was
yet another challenge before pressing in the ponies for ferrying
pilgrims, he added.
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Participants at the webinar included, Pradeep
Multani, Vice President, PHDCCI; Rakesh Wazir,
President, Hotel and Restaurant Association of Katra;
Parvez Diwan, Former Secretary (Tourism),
Government of India; Anil Multani VP, Shri Mata
Vaishno Devi Shrine Board; Ramesh Kumar, CEO, Shri
Mata Vaishno Devi Shrine Board; KB Kachru, Member,
Shri Mata Vaishno Devi Shrine Board and Chairman
Emeritus and Principal Advisor – South Asia, Radisson
Hotel Group; Navin Berry, Founder and CEO, BITB;
Sujit Kumar, IPS, I/C DIG Udhampur Reasi Range; Ajay
K. Bakaya, Managing Director, Sarovar Hotels and
Resorts; Girish Oberoi, Former President, Hotel and
Restaurant Association of Katra; Shyam Lal Kesar,
Chairman, Hotel and Restaurant Association of Katra;
Mushtaq Chaya, Mentor, PHD Chamber of Commerce
and Industry, Kashmir Chapter; Vikrant Kuthiala,
Former Chairman, PHD Chamber of Commerce and
Industry (Jammu Region); Rahul Sahai, Co-Chairman,
PHD Chamber of Commerce and Industry (Jammu
Region); Baldev Rana, PHD Chamber of Commerce
and Industry (Kashmir); Kushal Magotra, Hotel and
Restaurant Association, Patnitop; Rakesh Sharma,
President, Press Club of Katra; and Vikram Gupta,
Managing Partner, Skyline Hotels, among others.

P

arvez Dewan, Former Secretary (Tourism), Government of
India, seconded the suggestion of a staggered and phase-wise
commencement of the yatra. He recommended a shorter duration pass (Yatra Parchi), preferably for 30 minutes, at least, for the
initial months to ensure efficient crowd management. He suggested
maintaining a distance of three steps (stairs) between two pilgrims
and enforcing the rule with no exception, even barring the pilgrim
if the set guideline was flouted. He suggested resuming the yatra by
limiting the influx of tourists from the neighbouring states of Haryana, Punjab and Himachal Pradesh, drawing parallels with Italy’s
and Spain’s modus operandi on resuming tourism-related activities.
The top three source states for Mata Vaishno Devi Temple,
namely Gujarat, Maharashtra and Delhi, were the most affected by
the Corona crisis, he said, pointing the irony. He also advised the
members of the Shrine Board to take legal recourse, if needed, to
underline the necessity of such a discriminatory measure, citing
the European practice.
He recommended using different routes for incoming and outgoing pilgrims to ensure there was no possibility of the spread of the
infection. Much akin to airlines placing plexiglass between seats,
the insides of the holy cave also needed to be covered with plexiglass from three sides, he said, adding that this innovation was
necessary for all major religious centres across the country. “The

The Board was considering
to undertake online
registration of devotees.
GPS-enabled systems were
being actively under
consideration to track
pilgrims in real-time to
ensure they adhered to
social distancing measures
while trekking to the
Temple from Katra.

Ramesh Kumar

The Shrine board should
consider installing doorframed thermal
temperature monitors to
safeguard staff.

Parvez Dewan

Mata Vaishno Devi Temple
had the most significant
“pull factor” for tourists in
the region, especially in
these times. A vast number
of Indian outbound
travellers, numbering well
over 26 million, were a
potential source market,
and needed to be tapped
into.

K B Kachru
Shrine board should consider installing door-framed thermal temperature monitors to safeguard staff,” he added.

M

ata Vaishno Devi Temple had the most significant “pull
factor” for tourists in the region, especially in these times,
believed KB Kachru, Member, Shri Mata Vaishno Devi
Shrine Board and Chairman Emeritus and Principal Advisor –
South Asia, Radisson Hotel Group. A vast number of Indian out-
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It was a tremendous
opportunity to digitise the
entire yatra, making it
contact-free and imbibing
the parchi into a smartcard.

Navin Berry

He stressed on maintaining a “basis commitment to hygiene and
safety protocols,” suggesting the involvement of external parties
for audits and taking firm decisions. He argued that innovation was
going to be an essential element in planning for the future and
shared how the industry could link their systems to the Aarogya
Setu app or use health conditioners over air conditioners, among
others. He also advised expanding the destination base, popularising hitherto undiscovered destinations. Underlining his “firm commitment to the state of Jammu and Kashmir,” he detailed that the
Radisson Group had signed seven hotels, and already had four
operational hotels in the state.

N

As much as 5,00,000 locals
in and around Katra, were
employed in the sector. The
lockdown and consequent
closure of businesses and
footfalls had already
resulted in a daily loss of INR
10-12 crores, which
amounted to INR 700 crores
in the past two months.

Rakesh Wazir

Foreseeing challenges and
devising effective strategies
were critical to ensuring the
continuity of tourism at
Mata Vaishno Devi and
elsewhere.

Pradeep Multani

bound travellers, numbering well over 26 million, were a potential
source market, and needed to be tapped into, he believed. The industry needed to first survive the precarious situation, before making elaborate plans, and undertake the most easily achievable action
plan first, he insisted. He quoted Jack Ma, the co-founder and
former executive chairman of Alibaba Group, to say that “it would
be a profitable year if you survived 2020.”

avin Berry, Chief Editor, Destination India magazine, and
founder of SATTE, emphasised that SOPs were to bring
clarity on the pecking or preference order in which the
devotees were to be allowed at the Temple. That these measures
instilled a sense of confidence among pilgrims, SOPs needed to be
granular and designed meticulously, he suggested. He believed that
SOPs were not just to ensure the safety of tourists at the site, but to
ensure that the entire ecosystem, which with a pilgrim was to interact was safe and trustworthy. “Could Aarogya Setu needs to be
put onto every Pitthu,” he said, adding that it was a tremendous
opportunity to digitise the entire yatra, making it contact-free and
imbibing the parchi into a smartcard. He said there was adequate
resource and technical know-how within the Indian tourism industry ecosystem to enable such a transition with ease.
Taking a more longer-term view of tourism at Mata Vaishno
Devi Temple, he underlined the importance of creating a seamless
tourism experience. He suggested utilising this crisis to create the
desired infrastructure and systems to provide a world-class experience for visitors. He advised undertaking external audits at brief
intervals to appraise the Shrine Board of shortcomings in augmenting the overall quality of the tourism product. “The process of rejuvenating the tourism product and enhancing the experience of the
yatra will have to be an ongoing process,” he asserted. Increasing
length of stay into the future was worth consideration at this juncture. He suggested a mega theme park around Katra, creating nature
walks, and even tented accommodation as soft adventure around
the complex. Creating infrastructure across price points, and inviting more branded accommodation could be worth pursuing at
Katra, and also the yatra.

T

hat tourism was the mainstay of the local economy was stating the obvious. However, Rakesh Wazir, President, Hotel
and Restaurant Association of Katra, shared as much as
5,00,000 locals in and around Katra, were employed in the sector.
The lockdown and consequent closure of businesses and footfalls
had already resulted in a daily loss of INR 10-12 crores, which
amounted to INR 700 crores in the past two months. The losses
were not only limited to the local region but had also impacted
businesses at several destinations in proximity, which were usually part of the tourist itinerary.
He emphasised the magnitude of footfalls at the Holy Shrine,
sharing that 10 million pilgrims visited it annually, which, he said,
far exceeded the total population of several countries.
He was the soul of the webinar, as it was around him that most of
the discussions took place. It was his knowledge of the tourism and
hospitality industry, as well his direct connect with every speaker,
that brought greater insights into the subject under discussion.
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Even resuming the yatra at
the local level could attract a
wide cross section of pilgrims
with varying exposure to
hygiene and cleanliness, who
may be provide greater risk
to the infection.
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P

radeep Multani, Vice President, PHDCCI, expressed concern about the evolving situation and suggested living in a
new ‘normal,’ “dominated by social distancing, safety and
hygiene issues.” That the wealthiest temple in the world – Shri
Tirupati Balaji – had to retrench employees, indicated the gravity
of the problem facing the industry and allied stakeholders, he said.
Stakeholders needed to moot SOPs urgently, factoring in the
COVID-19 related guidelines, to steadily begin the yatra. He advocated for advanced procurement of safety equipment, besides issuing of passes, to “effectively regulate” the footfalls at the Holy
Shrine. Foreseeing challenges and devising effective strategies were
critical to ensuring the continuity of tourism at Mata Vaishno Devi
and elsewhere, he believed.

Faith did not believe in
reason, and, therefore, a
judicious infusion of
practical measures was
essential to guarantee the
safety of pilgrims. The
entire spectrum of services
involved in the yatra
needed to communicate
the requisite measures,
whether hotels, trains,
shops, or others.

uch like AIDS and Cancer, the battle with Corona was
going to be an ongoing affair and, therefore, restarting
economic activities without compromising on safety was
non-negotiable, noted Anil Khaitan, Former President, PHDCCI.
He warned that any further delay in kickstarting businesses was
going to have devasting consequences for the country.
He batted for instilling confidence among people about their
safety and well-being to give impetus to travel to Vaishno Devi and
asked the law enforcement and Shrine staff to lead the way in creating a favourable impression. He commended Katra’s cumulative
infrastructure in world-class railway station and super-speciality
hospital and suggested converting some of the hotels into quarantine centres, on a chargeable basis, to bring in some liquidity to tide
over the crisis. He wondered whether the resumption could be
initiated in a phase-wise manner, commencing with 25 per cent of
the total capacity, and increasing the footfall gradually. He also
noted that SOPs were not going to be limited to the Shrine, but
hotels and their kitchens also needed to incorporate them to ensure
visitors were looked after well.

Online registration of
pilgrims, only from the
green zones of the country,
through the Mata Vaishno
Devi website, could be a
viable solution for the
near-term.

M

F

aith did not believe in reason, and, therefore, a judicious
infusion of practical measures was essential to guarantee
the safety of pilgrims, said Ajay K. Bakaya, Managing
Director, Sarovar Hotels and Resorts. The entire spectrum of
services involved in the yatra needed to communicate the requisite measures, whether hotels, trains, shops, or others, he explained.
He referred to the suggestion made by other panellists around
capping the visitor count, arguing that the intricacies of the decision
on whom to permit and whom not to, and the decision-making
process, needed to be conveyed to the populace. He noted that the
Shrine Board could divert some resources to create an app with
real-time information on all such details to keep people well-informed on the developments. Educating the people was equally
critical as capping the numbers, he argued.
Bakaya also suggested maintaining a balance between saving
lives and livelihoods, with the former taking precedence, at least, for
the next six months. “If we can follow this, we have a good chance
of surviving this disruption,” he said. He further noted that a footoperated hand-sanitising machine was a cheaper, safer and practical
equipment, and could be installed on the premises.

O

nline registration of pilgrims, only from the green zones
of the country, through the Mata Vaishno Devi website,
could be a viable solution for the near-term, Sujit Ku-

Ajay Bakaya

Sujit Kumar

mar, IPS, I/C DIG, Udhampur Reasi Range, Jammu and Kashmir, said. He recommended obtaining complete address details
and travel history of pilgrims to enable the law enforcement to
trace suspect cases efficiently. He said that a more effective
mechanism to create a database of all those employed with hotels
was necessary to monitor any untoward health-related development. He also suggested conducting a drill before the actual
commencement of the yatra, to prepare better the administration
and others involved in the process to manage crowds safely.
Sujit Kumar assured the industry of his unequivocal support in
any initiative.
The Board was considering installing a bio-tunnel, at the commencement of the yatra, for sanitising and was consulting diverse
stakeholders to ascertain its utility. A face cover, in the form of a
mask, gamcha, or handkerchief, was also being made mandatory
for devotees, besides having the Aarogya Setu app.
It was a pro-active discussion that made important suggestions
on reviving the local economy, built over decades around the
power and pull of the ‘yatra’. The CEO assured the participants that
these considerations would be actively debated upon, among the
Shrine Board senior management, and a comprehensive package
built around a workable and efficient SOP would be soon shared in
the public domain.
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Odisha’s
challenges

CII Webinar underlines a multi-pronged
approach critical
by Navin Berry
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Perfunctory measures won’t cut now,
believe stakeholders, regional and
national. In the recently conducted
webinar titled ‘Tourism Insight and
Strategies to the Covid-19 Crisis’,
organised by the Confederation of Indian
Industry (CII), in Bhubaneshwar, industry
leaders advocated for a proactive stance
from the government. They asked for
immediate relief measures to stem the
downward slide that threatens the very
existence of businesses and is likely to
render millions without employment in
the tourism and hospitality sectors.

enior industry leaders from the
state and across the country converged to discuss the implications
of the disruption caused by the
pandemic, also contemplating the
road ahead for the tourism and
hospitality sectors. There was an
underlying consensus on the need
for visible and proactive government support on financial and
policy matters to enable businesses to manage the disruption
and safeguard them from the sideeffects of the unprecedented crisis.
Industry stakeholders concurred
on a possible change in the consumer behaviour, post the COVID-19 world, wherein sparsely populated destinations were going
to preferred by tourists, and Odisha was at the forefront of capitalising on such a shift.
State tourism and culture minister Jyoti Prakash Panigrahi was
the chief guest of the event. He suggested the need for a two-pronged
approach, equally focussing on revival and growth plan. “The focus
would be on domestic tourism and increasing footfalls from the
neighbouring states. Once the road traffic is operationalised, we could
focus on family and road-based tourism,” he said. He added that
tourism needed to factor in social distancing and other precautionary
measures as mandated to ensure safety and well-being.

J

yoti Prakash Panigrahi drew parallels with Cyclone Fani, pointing out that the state government had managed to restore
normalcy in record time after being ravaged by the coastal
cyclone, assuaging concerns on the road ahead for the broader
tourism industry. He stressed that minimising the loss of lives was
the foremost priority for the state government, adding that 39 COVID-19 hospitals had been established to attend to the populace
suffering from the infection. The Odisha government was spending
significant sums on welfare measures to minimise the impact of the
pandemic on the lives and livelihood of the people, the minister
said. He iterated his government’s commitment toward the tourism
and hospitality sectors, noting that the Chief Minister was “very
keen” on taking them forward in his fifth term. “The budgetary
allocation for tourism was increased by five times in this state year’s
budget,” he pointed out.
He said that the state’s visibility as an attractive tourism destination had grown profoundly during his short yet eventful tenure. He
called Odisha “the only kept secret.” He advised business leaders
to devise risk management strategies to prepare their businesses
for such abrupt disruptions in the future.

J

K Mohanty, CMD, Swosti Group, mooted releasing the additional funds available with PSUs to tide over the crisis and
address the liquidity crunch staring the industry. He expressed
concern on the health of the sector, advocating a systematic government intervention to safeguard employment and suggested a pay-cut
or loss of jobs for those associated with the industry, was certain
without clarity on revival plans. He asked for extending the moratorium on loans to a year and forgoing interest on loans for at least
six months and listed out the continuity of businesses as the most
critical challenge.
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Recommendations
 A year-long moratorium on the
repayment of bank loans.
 A six-month waiver on the payment of the interest amount on
the loans.
 Enhanced air connectivity to
different parts of Odisha to boost
footfalls.
 A bailout package by the government for the hospitality and tourism
sectors, given its contribution toward creating jobs and sustaining
livelihoods.
 The state of Odisha must put a
pronounced focus on domestic
tourism, especially from the neighbouring states, at least for the

foreseeable future.
 Clarity on the revival plan of
the sector, from the government
in the state and at the centre.
 An integrated and inclusive
development plan must be created
to meet the challenges of the sectors in the post-Corona world.
 Create a detailed marketing
plan and standard operating procedures to attract investments into
the state.
 Ramp up the state’s visibility at
national and global forums.
Undertake a multi-pronged approach to build consumer confidence.
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N

avin Berry, Founder and CEO, BITB Conclaves, moderated the webinar and highlighted the importance of going
local and wondered if the pandemic had emerged as the
“anti-thesis” to globalisation. He noted that domestic tourism was
going to be the mainstay of businesses in the foreseeable future.

P

P Khanna, President, Domestic Tour Operators of India,
stressed that a bailout package by the government was the
only way forward. He pointed toward the inability of smallscale tour operators in paying remuneration to their staff and noted
that there was no possibility of tourism returning to normalcy immediately after the lockdown was lifted. He also shared that several apex industry forums had reached out to the highest echelons
of policymakers for a concrete intervention to minimise the unprecedented damages.

T

he state of Odisha was a “highly underserved hospitality
market,” Suma Venkatesh, Executive Vice President at
IHCL, said, comparing the state’s market with its neighbouring counterparts which were comparatively much better placed.
The state needed to improve upon its international air-connectivity,
to attract high-end consumers, she believed. She did agree that the
domestic connectivity had improved significantly in the past few
years and lauded Air Asia’s efforts. She urged the government of
Odisha to do more to attract investments into the state, suggesting
a more hands-on approach to ramp up its visibility at national and
international forums.

S

ouvagya Mohapatra, Executive Director, Mayfair Hotels
and Resorts Limited, highlighted how the industry was the
first to be impacted by the government advisory, restricting
air and rail travel, also stressing that it was going to be the last
sector to recover from the development. The government’s standard
operating procedures and every detailing on tackling the issue was
going to invariably dictate the sector’s road to recovery, he believed.

S

uresh Nair, General Manager, India, Sri Lanka and Bangladesh, AirAsia Group, hoped that the airline would operate on half its capacity by the mid-June, sharing that the
low-cost carrier had very recently resumed domestic flights in
Malaysia and Thailand. “Therefore, it is a question of when
rather than how,” he said.

I

nterGlobe Hotels President and CEO J B Singh complimented
the state for its stable and consistent policymaking, which had
placed Odisha as an attractive destination for investment. He
believed that the state had the potential to attract a large chunk of
domestic footfalls and advised the government to create a “marketing plan and standard operating procedures” to take the first affirmative step to build consumer confidence, needed to drive the sector.
Over 500 delegates attended the webinar. The Webinar sessions
featured Souvagya Mohapatra, Executive Director, Mayfair Hotels
& Resorts Limited; Sailesh Patil, Managing Director, Keshari Tours
India; J K Mohanty, CMD, Hotel Swosti Group; Navin Berry,
Founder and CEO, BITB Conclaves; PP Khanna, President, Domestic Tour Operators of India; Deboo Pattanaik, Director, Hotel
Sukhamaya Pvt. Ltd.; and Rattan Keswani, Dy. Managing Director,
Lemon Tree Hotels, among others. The initiative was partnered by
HRAO, HRAEI, FHRAI, IATO and EKTTA.
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guest column

Covid-19 and Need for
tourism re-branding; Bring
the Change Now

T

his article attempts to address
essentially the destination
managers/decisionmakers/
marketing managers in Tourism
Boards/DMO etc. whose main
role is to promote and market the bouquet of
tourism products available to the country/
geographical region/area of business.
Covid-19 is now nudging the destination
managers/ brand managers to re-position,
re-brand, re-market, re-promote, recommunicate its array of tourism products.

Scenario facing tourism
marketers post-Covid-19
lockdown

• Any industry or sector which by its very
nature does not support ‘social distancing’
bears the full brunt of Covid-19.
• Tourism by its very nature does not support ‘social distancing while visiting destinations, tour packages, sites, fairs and
festivals, exhibitions, conferences, etc.
Thus majority of the tourism products
would fall in this category.
• To add to its woes, Tourism is also not
part of the ‘essentials’ sector and hence
whether we like it or not, it will always take
a back seat in times of crisis.
• The world economy spiralling down to-

Marketers will be facing
a new entity in the form
of a much-evolved
customer post-Covid-19
lockdown and it is
certainly going to be a
challenging one.
wards depression means, curtailed ‘purchasing power’ which is the worst case
scenario for the leisure industry.
• All the economic effects linked with the
forced ‘unemployment’ are also staring in
the face of the tourism sector.

Birth of a ‘new consumer’

Marketers will be facing a new entity in the
form of a much-evolved customer postCovid-19 lockdown and it is certainly going
to be a challenging one.
1. The post lockdown consumer in many
economies will be a financially scarred one.
Depending on which part of the world the
consumer is, he/she would have lost around
5 months of gainful employment. Most
probably, the consumer would be more condestination india | june 2020 | 64
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cerned about limping back to his/her full
employability status.
2. Not to forget that many of the working
population would have lost their jobs already
or adjusting with major pay cuts. In short,
marketers have to be ready for ‘low purchasing power’ in the economy.
3. International mobility will be severely
limited, as national borders are closed and
even if they are to open post lockdown,
there would bound to be several health-related apprehensions, restrictions and
checks. Expect business travel to be curtailed, to begin with, with Domestic markets prevail in the short term, at least.
4. Covid-19 has transformed many industries
from offline to online, so the new consumer
is going to be more digitally inclined.
5. Being caged home for more than 3
months or so, it is natural that all of us are
yearning to rush outdoors into the bosom
of Mother Nature or longing to meet our
estranged friends and families. Freedom
from lockdown seems to be the most
yearned desire now. So for marketers there
does lie an opportunity ‘to offer outdoor
activities’ but alas with a caveat of ‘social
distancing’ firmly in place.

Re-branding DO’s for Tourism
post-Covid-19

It is time to review our existing marketing/
branding plans and also an appropriate time
to get back to the basics, because a new
chapter is going to open post lockdown. So
talking about basics, let us relook upon the
famous 4Ps of marketing, which have been
Product, Pricing, Promotion and Place.

Product

This is the most important P amongst the
4Ps. Maximum time and energy should be
used to get it right. Tourism Marketers
know their products and also their consumers better than anyone else. It is time to
tweak the products portfolio.

Think which tourism products support
social distancing. In case we don’t have
such products, it is time for us to create
them. Some examples of such products
(solo by nature is the key) are yoga, trekking, cycling, cuisine, water sports, parasailing, kayaking, adventure sports, etc.
Niche tourism areas like bird watching
(create circuits), golfing, fishing, etc. also
can be thought about. In short, any tourism
activity which is solo by nature. This will
also go a long way in broadening our basket of tourism products.
What about Lockdown circuits which
offer tourists the chance to be lock downed
on an island, nature park, wildlife sanctuary, etc. anywhere away from the crowd?
Anything popular and crowd-sourcing
(activity) will have to take a backseat till
the scientific community gives us a green
signal in the form of a vaccine or a drug.
Earlier, it was to offer a product with
great value, but now the product has to be
coupled with greater health safety assurance. It is going to be back to the drawing
boards with your marketing heads/creative/
branding agency and re-brand in terms of:
health, nature, oxygen, discovery, rejuvenation, peace, solace, hidden skills, etc.
Restricted international mobility means
scope for domestic tourism for many
economies. Short-haul journeys or itineraries or circuits can be evolved. The confidence interval for tourism economies is
going to be shorter and Tourism Marketers
will now have to develop data mining skills

as it will have to delve deep into its vast
databases to churn out products taking into
consideration the value proposition for
domestic travellers.

Price

Summing up the
way forward for
tourism re-branding
can involve:

Promotion

1. Evolve Tourism products which
promote social distancing.
2. Domestic Tourism will be the
first of the racing block.
3. Hence time to adopt data
analytics as innovative products is
the need of the hour in a reduced
market.
4. Competitive pricing in short and
medium-term.
5. Promotion to be predominantly
online and on mobile platforms.
6. Some re-branding themes can
be on the lines of - health, nature,
oxygen, discovery, rejuvenation,
peace, hidden skills, etc.
The world awaits innovations
from the Tourism Marketers.

It is a no-brainer that in the post-covid-19
economy, competitive pricing will be the
new norm at least in the short and the medium run. Maybe, Tourism marketers need
to take cues from the Telecom industry and
conceptualize a variety of pricing offers on
the lines being offered to the various categories of mobile users. As many of the products will be outdoor in nature, pricing packages like monthly, quarterly, half-yearly, etc.
needs to be explored.
The promotion will be predominantly online
- email marketing, social media marketing,
SEO, video marketing, mobile marketing,
etc. Post-covid-19, hypermarkets, food markets, etc. selling day to day essentials, groceries, etc. will be the first set of marketers
to be in the public domain and hence herein
lies an opportunity for tourism marketers to
tie-up for joint or cross-promotions through
these outlets. Since international borders
will not open in the very near future, domestic tourism is going to be the immediate
low-lying fruit, which the tourism marketers
can latch upon. So, mediums like FM radio,
cable tv, etc. will also be useful mediums,
apart from the online medium.

with the shadow of ‘social distancing’
looming, the consumer is going to think
twice before stepping inside a tourism
board or a tour operator’s office.

The internet is going to be the place to put
your products for distribution. Remember

Kingshuk Biswas is Manager, Marketing and
Investment, Tourism Corporation of Gujarat.
Opinions expressed in this article are personal.

Place
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innovations can be
entertaining, creating
a new demand

T he new norms will u sher new
innovations, and some may provide
new excitement to the experience in
travel and tourism. Keeping arms
length while saying 'cheers', for
instance. How much of this new norm
will translate into such experiences in
India will depend upon Indian
entrepreneurs, individual experiments
with local materials, especially in
tourism driven locations.
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The challenge is for the industry to re-invent,
re-energise and re-coup! Survive and Thrive!
We at BITB are doing just that!

