
Covid-19 and Managing People in the New Zealand Hotel Industry 

Introduction 
In response to the Covid-19 pandemic the New Zealand government 
implemented a range of previously unprecedented measures such as 
nationwide lockdowns and border closures to reduce the spread of 
Covid-19, resulting in significant impacts to the hotel industry.  In June 
2021, the Pacific International Hotel Management School (PIHMS) 
held a hotel industry Covid-19 Impact, Reaction & Recovery confer-
ence with 14 hotel industry leaders from around New Zealand.  
During a panel discussion regarding the human resource impacts of 
Covid-19 and the resulting government measures, four industry lead-
ers* were asked to discuss the impact and response of the hotel in-
dustry in regards to: (1) staffing changes; (2) job design; (3) employee 
performance; (4) employee well-being; and (5) employment oppor-
tunities.  The discussion was later analysed and key points were iden-
tified and outlined below.   

Staffing Changes 
• Hotels in New Zealand initially underwent major redundancies to 

survive, highlighting the importance of future recruitment and re-
tention.  

• New Zealand hotel industry now having major staff shortages due 
to border closures and visa condition changes due to Covid-19.  

• Cross-training and multi-disciplinary competencies have emerged as 
important aspects and increased employment opportunities for 
domestic hotel management graduates.  

Job Design 
• The importance of adaptability and flexibility in hotel job design has 

emerged as a vital consideration for the future of recruitment. 

• Hotel leaders have realized that existing job structures and job spe-
cialization models may not be feasible in the future.  

• The way forward for hotels in New Zealand is to hire or train em-
ployees to become multi-disciplinary team members.   

Employee Performance 
• An increase in empathy amongst employees has proved to be a 

crucial variable in employee performance.  
• The hotel industry’s resilience in the time of the pandemic has 

brought about pride in employees.  
• Online training for professional and personal development will play 

a greater role in future employee development. 

Employee Well-being 
• A genuine culture of care amongst employees has emerged with 

honest and open communication with employees being a key to 
manage work place stressors.  

• Leaders are burning out due to role overload resulting in the im-
plementation of Employee Assistance Programs (EAP).  

• Appreciation and support for all managed isolation and quaran-
tine (MIQ) staff members is crucial and has brought about a fo-
cus on employee welfare programs.   

Employment Opportunities  
• There are significant future employment opportunities in New 

Zealand, and due to staff shortages hotels have started planning 
their future to manage and mitigate the problem.   

• Due to border restrictions and immigration policy changes there 
is a significant lack of overseas job seekers entering the industry.   

• A negative portrayal of the hospitality industry by the media has 
resulted in an incorrect public perception that there are few jobs 
or opportunities in the hotel industry.  
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Key themes emerging from the human resource panel discussion during the NZ hotel industry Covid-19 Impact, Reaction & Recovery conference.  


