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Covid-19 Induced economic disruption will disproptionately impact some

industry sectors more than others



©  OLIVERWY M A N

Global impact of $3 trillion on the industry in 2020 alone
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Hotel occupancy at an all-time low

1. Occupany Rates: 1a. Countries: 7 day lapse variations as of 29/03/2020 1b.: Cities: Week 09/03/2020 variations 1c. Segment: Variations between 10/02/2020 and 22/03/2020 France market 1d: RevPAR  section, 28 day lapse 

variations as of 28/03/2020 2. Comparison of maximum demand slumps (April ’09 vs. March ’20 for Europe and Aug ’09 vs. March ’20 for China)

Source: STR 2020 © CoStar Realty Information, Inc.
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In midst of every crisis lies great opportunity…





▪ Information for impacted 

customers

▪ Information for impacted 

employees and supportive 

actions

▪ Solidarity actions

▪ Inspirational content for 

customers

▪ Adapted information, help & 

actions in response to covid-19

▪ Reassuring our guests & 

employees on sanitary 

measures in our hotels 

2. REASSURE & 

BUILD TRUST

3. RECOVER
1. INFORM & 

INSPIRE

▪ Consistent, clear, appropriate 

communication

▪ Flexible booking policies & 

adapted rate structure 

▪ Local relevant and targeted 

messages and offers 

Unity at the heart of our actions



INFORM & INSPIRE



Inform and Inspire our clients, partners, owners, investors…

▪ €70M special cash reserve to 
assist group employees, 

medical staff & individual 

partners through the crisis 

▪ Coronavirus Emergency Desk 

Accor (CEDA) offers hospitality 

solutions for medical staff & 

homeless 

▪ Frequent communication to 

our guests the impacts of the 

crisis on their bookings and 

associated CanPol

▪ Dedicated, local and 

personalised messages 

▪ Automated voucher system 

online

CANPOL & 

VOUCHERS
SOLIDARITY COMMITMENTS

▪ Enable our members to 

redeem their points by 

donating them to the Institut 

Pasteur

▪ Via Accor Solidarity,  to 

contribute to research in the 

fight against COVID 19  

POINTS ON A 

MISSION

▪ Innovative and exclusive 

content available on our social 

media 

▪ Bringing passions to our

guest’s lives

▪ Worldwide and iconic

ambassadors

ALL AT

HOME

▪ Brand community engagement

▪ Content strategy linked to 

brand core values 

▪ Local experiences

BRAND

ACTIVATION



Solidarity commitments and corporate social responsibility

BACKGROUND

▪ Allocation of  25% of our planned 

€280m dividend to the creation for a 
€70m Covid-19 special purpose fund 

- the ALL HeartistFund

▪ Provide a meaningful and significant 

contribution to global solidarity 

initiatives to address the current 

health crisis while planning for future 

needs, and our objective to take care 

of those impacted.

ACCOR SOLIDARITY COMMITMENT

THIS FUND WILL ASSIST 

▪ +300,000 HEARTISTS – Accor 

Network Employees who may be in 

distress as a result of the sanitary 

crisis

▪ Frontline professionals and first 

people responders and their families

▪ Individual partners suffering 

personal financial issues due to 

Covid-19 

« Welcoming, protecting and taking care of others is at the 

very heart of what we do. Through this impactful gesture, 

we wish to express our solidarity and gratitude to all those

demonstrating courage and selflessness during this crisis. » 

Sebastien Bazin – Accor Chariman & CEO



Solidarity commitments and corporate social responsibility
COMMITMENT FROM HOTELS

M o s t  o f  o u r  h o t e l s  a r o u n d  t h e  w o r l d  w h i c h  a r e  o p e n  ( a b o u t  o n e - t h i r d )  a r e  b e i n g  u s e d  t o  s u p p o r t  h e a l t h c a r e  w o r k e r s  a n d  a l l  t h o s e  o n  

t h e  f r o n t  l i n e s  o f  t h e  f i g h t  a g a i n s t  C o v i d - 1 9 ,  a s  w e l l  a s  t h e  m o s t  v u l n e r a b l e  p o p u l a t i o n s .

NUMEROUS INITIATIVES 

IMPLEMENTED  FOR 

LOCAL COMMUNITIES

▪ France: Coronavirus Emergency Desk Accor (CEDA) offers hospitality 

solutions for medical staff & homeless. 

In partnership with Assistance Publique Hopitaux de Paris, some hotels are 

open to people infected with the Coronavirus

▪ UK, Belgium: offering accommodation solutions for medical staff & 

homeless and food preparation  

▪ South America: “solidarity rate” to support people at risk & housing 
medical staff in Sao Paulo

▪ MEA: some hotels used as quarantine or testing centers

▪ NCA: Accomodation and food preparation for medical staff…



Engaging our clients through their passions with unique & exclusive content

#ALLTogether #ALLFood #ALLMusic #ALLSport



REASSURE & BUILD TRUST



Preparing for a new customer mindset



20

Foundational Global Cleanliness Standards

▪ Guests provided with individual sanitizer, wipes and 

mask

▪ Regular staff health checks

▪ Staff provided with mask and individual sanitiser 

▪ Reinforced cleaning programme with frequent 

disinfection of all high touch areas & public toilets

▪ Sanitiser provided in key public areas (elevators, restaurant, 

front desk)

* Operational/legal/cost implications to be considered

▪ Staff given comprehensive safety & hygiene training

▪ Social distancing enforced in all common areas

▪ Reinforced food safety standards & buffet limited to 

table service

▪ In case of restaurant closure, room service provided at 

no extra charge

▪ Access to medical support for guests

▪ Bedlinen bagged in room and washed at 60 degrees

▪ Dedicated customer hotline to answer guests questions 

in detail

Will be

announced soon



Reassure best customers, offer more flexibility, and more

Loyalty status 

protection

Points validity 

extension 

Flexible 

rates

And more to come

….





Long recovery with some bumps in the road



Recovery will occur in 4 phases

▪ Customers start mentally 

recovering and planning for the 

future

▪ Important to maintain brand 

relationship with past and 

future guests through social, 

email, and editorial content

▪ Preparation for the future

▪ Uncertainty of borders 

reopening-decreased travel 

options

▪ Strong intentions to travel by car 

in the short term, a domestic 

recovery

▪ Consumption will be focused on 

Food and Beverage, staycations 

and/or local intra-country travel

1-

Passive Recovery
2-

Local Recovery
3-

Intra regional Recovery

4-

International Recovery

▪ Intra-regional business 

accounts for 80% plus of 

business for each of our 

regions

▪ It is expected that 

transportation options will 

recover intra-regionally before 

it does internationally

▪ Intra-regional travel will be the 

first step to borders opening

▪ International travel will recover 

starting with the primary 

gateways and high tourism 

meccas.

▪ Airline industry is expected to 

shrink by an approximate 20% in 

the years to come, emerging and 

tertiary destinations will simply 

fall off the radar with viability 

being largely at risk from a travel 

and tourism perspective



the first days of recovery…



Afin de vous apporter du contenu au plus proche de vos 

attentes lors de nos prochains webinars

Merci de répondre à notre questionnaire de satisfaction

WEBINAR

WEBINAR


