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The Hospitality Industry - COVID-19 Resource Kit

 
The hospitality sector (includes Food and Beverages, Travel, Lodging and Recreation) 
industry took an unprecedented hit due to COVID-19 with multiple businesses being 
forced to close during lockdown and thousands of workers in the industry being 
furloughed. Despite restrictions being lifted and some businesses having opened, the 
sector is still struggling as staff and customers are still cautious. This document will outline 
the current support available for businesses in the sector, a summary of government 
initiatives and their guidance, resources to access industry specific bodies and aid, hints 
and tips regarding changes to operation and some case studies from other businesses in 
the industry.  

Current support available 

Eat Out to Help Out:    
What is it?  
Restaurants, bars, cafes who opt-in to use the scheme, offer a 50% reduction (max £10 
p.p) to customers who eat/drink on site and these businesses will receive a window sticker 
to display that they are using the scheme. The discount is applied directly to the 
customer’s bill and the business can reclaim this amount using an online service. Claims 
can be made on a weekly basis and will be paid into bank accounts within 5 working days. 
This scheme will be in place all day every Mon-Wed between 3rd and 31st August 2020.  

Who is eligible? 
• Establishments across the UK who sell food intended for consumption on their 

premises  
• provides own dining area/ shares one with another establishment for the 

purpose of eat-in meals 
• registered as a food business with their local authority before 7 July 

More information: https://www.gov.uk/government/news/hmrc-invites-hospitality-
industry-to-registerfor-eat-out-to-help-out 
How to register: https://www.gov.uk/guidance/register-your-establishment-for-the-eat-
out-to-helpout-scheme 

The Coronavirus Retail, Hospitality and Leisure Grant Fund (RHLGF):  

What is it? 
These businesses are entitled to a one-off cash grant of up to £25,000 per property from 
their local council. Businesses with a property that has a rateable value of up to £15,000 
may receive a grant of up to £10,000 and those with a value of £15,000 - £51,000 may be 
eligible for a grant up to £25,000.  
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The local council will write to eligible businesses - no action required.  

 Who is eligible? 
• Businesses based in England, in the retail, hospitality or 

leisure sector 

• had a rateable value of under £51,000 on 11 March 2020.   

More Information: https://www.gov.uk/guidance/check-if-youre-eligible-for-the-
coronavirus-retailhospitality-and-leisure-grant-fund 
https://www.dlapiper.com/en/uk/insights/publications/2020/04/the-hospitality-and-
leisure-sectorsresponse-to-covid19-in-europe/ 

Job retention scheme - Businesses will receive a £1000 bonus from the government for 
each furloughed staff member they hire back  

Government Initiatives 

Test and Trace  
As there is a higher risk of virus transmission in areas where people spend a longer time in 
a single place and are in close contact with others outside of their household (common in 
the hospitality sector), measures need to be put in place to keep everyone safe. The 
government requires businesses in the hospitality sector to collect details and create a 
record of the staff and customers visiting the area; this record should be kept for 21 days.  
This is in the interest of businesses as it allows lockdown measures to be eased and 
businesses to reopen. NHS Test and Trace will request these records if necessary. 

More Information: https://www.gov.uk/guidance/maintaining-records-of-staff-customers-
and-visitorsto-support-nhs-test-and-trace 

The UK Government has temporarily cut VAT rates from 20% to 5% for certain supplies of 
hospitality, accommodation and attractions. This reduction will be in effect from the 15th 
of July 2020 until the 12th of January 2021.  

More Information: https://www.gov.uk/government/publications/revenue-and-customs-
brief-10-2020temporary-reduced-rate-of-vat-for-hospitality-holiday-accommodation-and-
attractions/guidance-onthe-temporary-reduced-rate-of-vat-for-hospitality-holiday-
accommodation-and-attractions 
https://www.gov.uk/government/publications/revenue-and-customs-brief-10-2020-
temporaryreduced-rate-of-vat-for-hospitality-holiday-accommodation-and-attractions/
guidance-on-thetemporary-reduced-rate-of-vat-for-hospitality-holiday-accommodation-
and-attractions 
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Industry-specific aid and bodies 

UKHospitality: “UKHospitality seeks to unlock the industry’s full potential as one of the 
biggest engines for growth in the economy and to ensure that the industry’s needs are 
effectively represented by engaging with government, the media, employees and 
customers. Our key priorities are the future workforce of the sector, tackling the excessive 
tax burden the sector faces and ensuring that regulation on business is proportionate”. 
More Information: https://www.ukhospitality.org.uk/page/coronavirus  

Collective #hotelliers “Open live session for hoteliers with the purpose of sharing ideas, 
best (coping) practices and experiences regarding the Covid-19 crisis”                                     
More information and video Link: https://www.hospitalitynet.org/video/69000399.html 
Hotel Reopening Planning Guide: https://www.hospitalitynet.org/news/4098603.html, 
https:// www.hospitalitynet.org/file/152008836.pdf 

Slerp: “On demand is in demand. Bring your store locations online and let customers 
order for today, tomorrow and beyond, direct from your website and Instagram” 
Takeaways from restaurants, cafes etc. have become an increasingly important revenue 
source for restaurants who were forced to close. Established players such as Deliveroo 
often have strict requirements for businesses and may not always be the best match. Slerp 
promises lower commission fees, more control for businesses and either absorbs delivery 
costs or passes them onto customers making them popular with independent companies. 
More Information: https://www.verdict.co.uk/coronavirus-hospitality-takeaway-slerp/ 
https:// www.slerp.com/ 

Temporary marketing support provider - Virtual Solutions: “Virtual Solutions is an award-
winning specialist marketing agency for the hospitality sector”                               
More Information: https://virtual-solutions.co.uk/temporary-marketing-support/  

 

Hints & tips regarding changes to operations 
Government guidance includes:  

• Providing the option of ordering food on an app 
• ensuring staff wash their hands before touching plate/cutlery 
• keeping music at low volumes (reduces the risk of people shouting and thus 

transmission rates) 
• advance bookings encouraged 
• controlled toilet access  
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Specific government guidance for the Visitor Economy (hotels, guest accommodation, 
indoor and outdoor attractions, business events and consumer shows): https://
www.gov.uk/guidance/maintainingrecords-of-staff-customers-and-visitors-to-support-nhs-
test-and-trace 
Specific government guidance for restaurants, pubs, bars and takeaway services: https://
www.gov.uk/ guidance/working-safely-during-coronavirus-covid-19/restaurants-offering-
takeaway-or-delivery 

The hospitality detector should prioritise flexibility for their customers: More than half of 
the UK population plan to travel domestically during 2020. When choosing 
accommodation, studies have found that people prioritise flexibility in booking rather 
than low cost. Free cancellation and modifications, well promoted health and safety and 
remote locations are all important to customers and should be taken into account by 
businesses.                          

More Information: https://www.hospitalitynet.org/news/4099809.html 
The general uncertainty that the pandemic has caused means that now more than ever it 
is important for employers to show support for their staff. More information on the 
importance of providing support and how to provide support: https://www.inc.com/scott-
goodson-chip-walker/ how-to-lead-through-employee-mental-health-issues-during-
covid.html 

Key learnings thus far from other actors/businesses in the industry: 

Popular chain restaurants including Nando’s, Pret A Manger and McDonalds promise to 
pass the benefits from the VAT cut onto consumers in the form of lower prices.  

• Nando’s says they will pass 100% of the benefits to their customers.  
• Starbucks say they will pass on a 15% discount on coffee served in company 

operated stores.  
• KFC are also reducing the price of certain items - they are reducing the price of 

sharing buckets by £1 and cutting the price of certain “fan favourites” by 50p.  
• McDonalds are recommending their franchises cut prices on popular products.  

These businesses are dropping prices in order to attract more customers as many are still 
cautious of eating out. Businesses, however, are not obliged to pass the benefits of the tax 
cut on - the savings instead can be used to support the business.  
https://www.bbc.co.uk/news/business-53411649?intlink_from_url=https://
www.bbc.co.uk/news/ topics/cldyk3vn979t/hospitality-industry&link_location=live-
reporting-story 

How popular pub chain Wetherspoons is following government guidance:  
• Wetherspoons has said all staff will be given facemasks and protective 

eyewear.  
• The pub chain will serve a reduced menu  
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• Condiments which were originally served in sharing bottles will now be served 
in individual sachets.  

• Customers are encouraged to use outdoor seating where possible 
• Plastic screens are used to separate seating indoors.  

https://www.bbc.co.uk/news/business-52977388 https://www.jdwetherspoon.com/

contact/faqs/covid19/uk-coronavirus-covid-19-infection 

Indian restaurant chain Dishoom adapted quickly to lockdown through initially making 
their food available on deliveroo for certain locations. Now that their restaurants have 
opened, they have launched 4 delivery only kitchens to not overburden their restaurant 
kitchens and to capture customers in new locations. They no longer offer takeaways or 
collections from their restaurants but operate delivery only sites in Battersea, Whitechapel, 
Swiss Cottage and Park Royal. There are also talks of them developing an all new Delivery 
menu. Furthermore, Dishoom have also introduced an ‘at home cookery kit’ which is 
available for delivery providing customers with fresh ingredients and the required recipe 
as an alternative revenue stream.  

https://www.bighospitality.co.uk/Article/2020/07/27/Dishoom-launches-first-delivery-
only-kitchens https://www.dishoom.com/order-online/ 
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