
READY FOR REOPENING 
How the biggest and best hospitality brands are tackling recruitment and 

onboarding ahead of reopening.
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These past months the Flow Learning team has been 
hosting a series of webinars with great guests from the 
hospitality industry to understand what operators have 
been doing during lockdown and what steps they are taking 
in preparation for reopening. Operators are expecting the peak 
season straight away when the lockdown is lifted, a hospitality boom is 
anticipated.  

To get an even better overview of how the sector is preparing, we conducted a 
survey in conjunction with COREcruitment to understand the areas that operators 
were most concerned about relating to the onboarding and recruitment of talent 
after the lifting of current COVID-19 restrictions. The survey results represent more 
than 74 operators and over 1,000 sites.   

Introduction

HAYLEY KYLE 
DIRECTOR OF CUSTOMER SUCCESS, MAPAL GROUP

Hayley Kyle, Director of Customer Success MAPAL 
Group UK, the firm behind Flow Learning, said; “The 
data we have collected from our customers clearly 
highlights that operators are worried about the 
upcoming mountain we have to jointly climb out of 
the pandemic, and back to reality as a sector and as a 
country. 

We know that so much energy has been spent on just 
surviving the past year but it is incredible to see just 
how much companies have been doing to improve 
their workplaces, processes and conditions during 
this downtime. We’ve seen remarkably high use of 
our learning management solution by hospitality 
professionals during furlough, showing they have 
been using the time to upskill, and showing a 
commitment to the solution. In the past few days since 
the announcement of reopening dates, we’ve seen an 
even bigger boost in activity and companies doubling 
down on efforts to get relaunch ready.” 
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The survey revealed that on average operators had seen their employee 
numbers reduce to 62% of the levels of first lockdown in March 2020, 
with the biggest reduction coming in entry-level front of house roles. 
Operators expect employee numbers to increase to 86% by June 2021 
which means we can expect a big recruitment surge in the coming 
months. The numbers from the survey were further confirmed by our 
webinar guests when sharing their hiring plans.  

The upcoming hiring and onboarding requirements of the operators we 
spoke to range from tens of employees to thousands, but the common 
theme was that currently the most important task is to understand how 
many of the staff on furlough will be returning to the business and how 
many will have moved on to jobs in other industries.  

“The hardest thing in all businesses is to understand the number we’re 
going to need. We’ve got about 14 000 people but actually staying in 
touch with them all and determining how many will stay with us is 
difficult. We’re hoping a lot of our team will be coming back as we’ve 
stayed in touch and supported them throughout the lockdown so we’re 
estimating a need of 4000 employees, which is quite a sobering number.” 
says Lee Woolley.  

For hotel businesses the estimation of staffing needs is a bit easier as they 
can plan the staffing of the coming months based on occupancy levels.  
“We have gone through restructuring and out of 1100 employees, 700 
have managed to retain their jobs. Many of them are coming back to us 
from furlough. Having gone through workforce planning to understand 
the optimum resourcing levels and looking at what our occupancy looks 
like in the coming months with hotel managers, we can determine the 
resourcing plan for the next months. We should be able to give all of our 
remaining employees their 40 hours“ says Bobby Davis.  

Operators are planning 
for a recruitment surge 

We’re closed at the moment, and while we have dabbled with 
takeaway and deliveries in some of our venues, the destination 
led venues are closed. We entered the lockdown with the goal 
of really ensuring that people would have jobs to go to after 
lockdown. First of all, we’re trying to get by with the resources 
we have, so the recruitment need is not huge but already we 
have 60-70 new open positions and the number will go up to 
150 by May. The total number of new people to bring on board 
is probably around 15% of our workforce so there is quite some 
work to be done“ 

March 2021:compared to 
pre-covid levels, employee 

numbers reduced to

62% 

JAMES GODWIN
RESOURCES & ADMINISTRATION DIRECTOR, HARBOUR HOTELS 
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During lockdown, operators have been encouraging their teams to 
continue developing themselves while being furloughed. What 

they’ve seen is that people have been really eager to continue 
developing themselves at home and continue working 

through their career pathway. “It’s one of the busiest times 
we’ve ever had because everyone wants development 
and they’ve been asking for it since easter of the first 
lockdown. We had dipped our toes in the water of virtual 
learning before and now it has really accelerated 2-3 years 
in that short period, which means that our team has been 
super busy bringing all the classroom training online. We 

have also been assigning people virtual learning and self-
development with external resources like TED talks, for 

example Simon Sinek on Youtube,“ says Lee Woolley.
 

Training during lockdown has been used as an engagement tool 
as well, since it has highlighted the employees who are still engaged 

with the company. Lee adds: “We have seen some people asking for 
development materials and then we have gone and tapped into the 
people who are not engaged and haven’t requested training to see 
how they are doing as well.” 

Keeping staff engaged 
while on furlough

At D&D we were encouraging people to sharpen up and launched 
an L&D platform after the first lockdown, bringing internal training 
and external training like HospoLive, as well as modules from Flow 
Learning and Diageo on to one platform. Through this we’re also 
hosting cookalongs and wine training to keep the staff engaged”

ADAM HARWOOD
HEAD OF LEARNING & DEVELOPMENT, D&D LONDON 
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Coming out of lockdown this time, it’s likely to be more difficult 
as there will be a double challenge. Many of the same issues with 
staying covid secure and reassuring teams, but this time with the 
additional likelihood of many new starters, needing to be trained 
on company culture, ways of working and standards. 
78% of the respondents to the survey said that in preparation for 
re-opening they are renewing training materials and updating 
existing technologies. People need to feel confident coming back 
to work because they can then inject that confidence into their co-
workers and customers, ensuring everyone has a great experience.  

Communication is the key in building up that confidence in 
people, making them aware of what changes have been made in 
the venues as well as assuring them that everything will be safe for 
the employees once they return.

Re-inducting existing team 
members, making people 
ready for service coming 
out of lockdown 

We do a 2-day site induction to smaller groups before we 
open the site. We show them the new site plan and explain 
the new rules and regulations. In the beginning everyone is 
nervous but as the day goes along people will be more in tune 
about how it’s going to work. The safety element is important: 
knowing you’re coming back to a safe environment. Our 
reopening plan by venue is quite specific- getting people all 
together, trying to reinvigorate them, explain how service has 
changed, service standards have changed, new floor plan, 
that’s the level of detail we’re preparing for reopening.

The most challenging task will be re-onboarding the people 
who are doing the 6 or 10 hours a week and who have been 
on furlough. To tackle this, we have created a brand-new 
onboarding process utilising online technology everyone has 
access to where we re-emphasize the vision and values and 
we try to engage as many people as possible.  

Our CEO has been doing a vlog 2 times per week to assure 
teams we’re doing everything we can to make sure all is safe 
when they are back and we’re all in this together. Before 
reopening we have held reinduction days to let the staff 
know what it’s going to look like when they’re back and 
assure them that we’re going to back them with whatever 
decisions they make with customers who aren’t following 
the rules” 

RYAN ASHTON
DIRECTOR, CONSTELLATION, LEVY RESTAURANTS

LEE WOOLLEY
DIRECTOR OF LEARNING AND ORGANISATION DEVELOPMENT, 
STONEGATE PUB COMPANY  
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“When people have been at home for 6-7 months, you can’t just 
give them the training materials and say here’s what you have 
to do. People’s mindset needs to be refocused because work 
environments might be different. You need to encourage them to 
think differently. For re-onboarding we’re not only offering covid 
training but also an induction day – welcoming staff back to D&D, 
we want you to come back focused and more aware. We’ve also 
been holding site specific webinars by managers to their teams, 
what to expect, what’s going on, what training they need. 

A good strategy is not to give info in all one go, try to build a journey 
so they don’t get too much too quickly. You need to set the standard 
and make people aware of what they’re coming back to” says Adam. 

“We started the 3-stage re-onboarding process already in 
February with e-learning, refresher courses and adding new 
ones, as well as building custom courses. Now we’re into the 
second stage with virtual learning, hosting coffee and wine 
workshops, creating a virtual classroom environment. The 
third stage is planned to start mid-April with small bite size 
face to face sessions in small groups, getting in the practical 
training. Technology like Flow Learning has helped us re-
onboard people quickly at scale” 

“We’re currently retraining and re-recruiting the team. We’re 
working on a new menu launch, so training the team on a new 
menu, with the chefs doing cookalongs is a good engagement 
tool as well. We need to make sure we don’t lose the hospitality 
experience and overpower people with the covid rules and 
regulations. People come here to have an experience, our core 
purpose is making people happy.

 At the moment the most important thing is to emphasise this in 
our culture and to not lose the essence of why most people come 
to work in hospitality- teams, fellowship, and support for each 
other “ 

GAVIN SMITH
MANAGING DIRECTOR, PIZZA PILGRIMS  

LEE MELTON
HEAD OF LEARNING & DEVELOPMENT, COACHING INNS 
GROUP
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 It’s likely that the recruitment market will go from zero to booming 
quite quickly. 56% of the survey responders said that they are already 
updating job descriptions and adverts and a further 31% said that 
they are training leaders on recruitment.  

“We are operator led at recruitment meaning that the head office 
is only supporting the site managers with recruitment. We’re using 
our own networks, each site is putting their own adverts out using 
job boards” says Lee W. 

The pandemic has changed how people work and we won’t be going 
back. People want to have more work-life balance, they don’t want to 
do 12-hour days, 5-day weeks. 31% of the responders said that they are 
updating the benefit package in preparation for the mass recruitment 
but also welcoming back their furloughed staff. There has been a shift 
in that companies are now sharing the benefits of coming to work, over 
and above pay. 

New joiners don’t just look at remuneration but how the company is 
treating its employees: is it a safe working environment, do employees 
have a voice, is wellbeing important? What is more, career development 
is very important. 

Booming 
recruitment market 

“Hiring will be difficult, because lots of good companies will 
be fighting for the best people. You need to do whatever you 
can to maximise your opportunity. Celebrate what you do as 
a company. Make partnerships with recruiters and recruiting 
boards. There will definitely be a situation where the best 
companies are fighting for the best people ”

ADAM HARWOOD
HEAD OF LEARNING & DEVELOPMENT,  D&D LONDON

“Stick to your culture, don’t be everything to everyone. Share what 
makes you unique, so you’ll appeal to the right people. Salary is not 
the most important factor anymore; good career progression could 
be much more important as well as the giving-back aspect. At D&D 
for example we are diverse have a range of different restaurants 
that make us stand out from the rest. That’s a competitive edge 
we have over some other operators” 

LEE MELTON
HEAD OF LEARNING & DEVELOPMENT, COACHING
INNS GROUP 

of the responders said 
that they are updating 

the benefit package 
in preparation for the 

mass recruitment

31% 
How are businesses 
positioning 
themselves as being 
a preferred employer 
in this competitive 
marketplace?
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How to stand out in this 
competitive marketplace is to 
offer flexible working. Maybe 
don’t employ so many full-
time employees and instead 
have more people on part-
time. Giving staff the flexibility 
to work the hours they want is 
key - some want 4 days some 
5 days, it’s important to listen 
what your team wants“

“Employees have the luxury now. There are 
lots of jobs out there and when people are 
looking for opportunities, the advert has to 
make them interested and come in. People 
are wanting more work life balance. You really 
need to think about what you are able to offer, 
and how you hold on to your people“ says 
James Godwin. 

“Take your people on a journey. Create career pathways 
for people. Break down barriers, show them what working 
in different departments of the company looks like. Your 
strongest recruitment tool is word of mouth. Share what 
difference you’ve made in people’s lives during the pandemic” 

“How you’ll stand out is with good staff benefits, not just 
what’s in it for them but also altruistic benefits like enabling 

them to take a day off to volunteer with a charity. We need 
to show that we care about the wider picture. We’ve 

been effectively in lockdown for 6 months, everyone is 
really looking forward getting back into it. We need to 
make sure it’s a good working environment and that 
we’re treating the team for the long term not just the 
next six months“ 

“The flexible working has really evloved with the pandemic. 
It was coming anyway but in many ways things have moved 
forward 10 years. And I do believe this is one of the key positive 
takeaways from the pandemic” 

How are businesses 
positioning themselves as 
being a preferred employer 
in this competitive 
marketplace?

JAMES NYE
MANAGING DIRECTOR, ANGLIAN COUNTRY INNS 

PETER DUCKER.
CHIEF EXECUTIVE, INSTITUTE OF HOSPITALITY

BOBBY DAVIS
CHIEF PEOPLE OFFICER, 
ALMAROSE HOTELS AND 
RESORTS 
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When asked about skills gaps, by far the 
biggest is in front of house, followed by site 
management positions and then kitchen 
teams. This suggests that a much greater 
number of the 62% of teams who remained at 
work or furloughed were kitchen rather than front 
of house. This could be explained by the servicing of 
take-away and delivery business during closure periods and the 
pre-existing challenge of recruiting chefs ahead of the pandemic 
meaning companies were less inclined to let them go.  
 
What is more, when considering hospitality resourcing 
requirements, Brexit is a big factor in the upcoming challenge, 
with 55% believing they will have fewer EU workers. 

Leaders expected 78% of their new recruits to come from the UK 
which emphasizes the need to find talent from places you haven’t 
looked at before. 

With some venues being closed effectively for 15 months and their 
staff furloughed there might be many people who have turned 
their back on hospitality industry altogether. This means employers 
must be creative and look for talent from other industries and 
through channels they haven’t used before. 

Finding talent 
from unusual 

“Another good strategy for talent is multi- skilling people for 
example waiters trained so they could also help out in the 
kitchen. Continuously develop people, give them the tools they 
need to deliver. Share what opportunities are out there. Make 
sure people stay in the industry, not only in our business. The 
skills you learn in hospitality, you won’t get anywhere else. We 
need to keep the people who have lost their jobs in the industry. 
The demand will be enormous for when the good times come” 

“We were nervous about the problems that Brexit would 
bring 18 months back, so we got on the front foot rather than 
seeing it as a problem. We built a part time school and pizzeria 
in Camden. This has enabled us to be ahead of the game in 
recruitment. Its manifesto is more than just train, recruit and 
induct but more about how we educate and inspire both our 
current population and future generations.”

    of new recruits are expected
 to come from the UK 

GAVIN SMITH
MANAGING DIRECTOR, PIZZA PILGRIMS  
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“As an industry we’re facing 
the most challenging time in 
25 years about how to find and 
recruit talent. Fewer people 
are travelling here for work, so 
we’re trying to diversify, attract 
older people, ex-offenders, 
really looking at places we 
haven’t before“ 

“We need to work on the perception of our industry. Education, 
politicians, media don’t understand our industry. Pub & restaurant 
business is a huge sector. One in ten jobs is in hospitality. A lot 
of people might be disengaged because of the stop-start 
that has been going on since last March so we need to 
look at the skillsets we can use from other industries. 
Change the experience people have from working 
with us. We need to flip the perception and 
attract different categories of people who have 
not worked with us before “ says James N.  

We’ve seen a big influx of cabin crew to our 
business. It’s the case of redeployment. Covid has 
made us more flexible, hospitality offers 24/7 flexi 
work patterns and this is what attracts people 

to hospitality. We’re also starting to lose the 
perception that when in hospitality you’re 

stuck in the kitchen with chefs yelling at you”.

“We’ve also noticed an increased influx 
from the cruise sector, we find fantastic 
people from there, they marry up great 
with our business“ 

“In finding talent, we need to make sure we go to places 
we’ve never been before...colleges for example”

JAMES NYE
MANAGING DIRECTOR, ANGLIAN 
COUNTRY INNS 

LEE MELTON
HEAD OF LEARNING & DEVELOPMENT, COACHING
INNS GROUP 

GAVIN SMITH
MANAGING DIRECTOR, 
PIZZA PILGRIMS  



New learning resources
to help you bounce back!
Designed to support your business on the road to recovery, and beyond.

These resources have been developed in conjunction with our clients, recognising the key areas of support needed to 
survive and thrive through the ongoing COVID-19 pandemic and beyond. They are designed to help you maximise 
revenue and support your team with the difficulties the pandemic has created in service, when reopening.

We are offering our new Road to Recovery learning resources absolutely free, to help maximise and streamline 
your trading when you are able to reopen.   
 
There’s no catch here, if you are with another learning management solution, we’ll provide you SCORM 
packages. If you don’t have a current provider, we’ll give you access directly to the content. We just want to 
help the sector get back up on to its feet. Bouncing back as one industry, together. To request access, please 
email us enquiries@mapal-os.com 

Takeaway and Delivery Success 
 
Designed for business and site leaders, to 
consider the ways they can maximise the 
opportunity of takeaway and delivery.  This 
module will cover:

• Extending businesses into delivery 
channels.

• Adapting offerings and processes to 
suit delivery.

• Providing a quality and memorable 
customer experience. 

4 Ways to Build Revenue 
 
Designed for site leaders,  to build 
knowledge of revenue generating and 
optimising techniques for now and the 
future, this module will cover: 

• Attracting new customers.
• Optimising venue capacity.
• Increasing visit frequency.
• Selling more to existing customers.

Conflict Resolution  
 
A resource for all your site leaders and 
frontline team to help prepare them for 
those tough situations and conversations 
heightened by the current COVID 
restrictions. This module will cover: 

• Identifying why conflict arises and how 
to minimise its impact.

• Practical steps that can be taken to 
minimise conflict.

• Personal skills needed to be able to 
deal with conflict.

• Helping teams to deal with conflict.
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Flow is adaptable and versatile allowing us to tailor 
the system to meet our business needs, giving us 
greater control and results from our training agenda”

One place for hospitality 
learning & development

Keep accurate records of 
compliance and brand 
standards training.

Fully trackable

Skinned to your look and feel, 
giving your team a branded 
experience.

Custom branded

Existing integrations & an 
open API  enabling easy 
connectivity.

Open technology

Commission bespoke content 
or build your own modules.

Tailor made

Manage appraisals, 
performance & 
career progression with Talent 
Manager.

Career 
development

One place to schedule virtual 
classroom and face-to-face 
learning as well as online 
modules & coursework

Built for blended 
learning

Teams connect on the go with our 
app, Completing training or catching 
up with newsreel, social forums & 
noticeboard.

Streamline 
engagement

Access to an extensive portfolio of 
hospitality modules including 
compliance, service & 
management

Hospitality content 
library
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Direct communication 
with frontline teams with 
important updates.

It has been a pleasure working with Flow team as 
the platform fully supports us in our goal to be paper 
free and have one of the best people development 
programs in the industry.”

Why hospitality businesses 
use Flow

Effective engagement
Protecting your reputation & 
business ensuring teams are 
compliant with the law and 
safety procedures.

Staying compliant

Training brand standards to 
ensure consistency in service 
& product.

Delivering to a 
standard

Giving new team members 
a consistent & positive 
onboarding experience.

Positive 
onboarding

Supporting site & group 
managers 
track team and site-level 
performance

Reducing 
administration

Lessen the financial burden of 
expensivef ace-to-face training.

Reducing travel costs
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Trusted by over 900 brands 



MAPAL GROUP
www.mapal-os.com

enquiries@mapal-os.com


