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C&IT’s crisis briefing:

The key
takeaways
C&IT’s Crisis Briefing brought
together experts from a number
of industries to share advice for
dealing with the coronavirus
pandemic and preparing for the
future of the events industry.
by Ellie Kahn

Smart communication
with teams
Petra Clayton, founder and CEO at Custard
Communications, said how leaders communicate
with their teams is key to surviving the crisis,
and will help keep people loyal to the business –
even those who have been furloughed.
“We can’t make promises to people, but we can
talk them through the decisions we’re making
and why we’re making them,” she said. “Don’t
hold your cards to your chest, which we may all
have done previously as leaders.”
Clayton advises holding regular virtual social
events and using this time to invest in people’s
training and development.
This idea was echoed by Caroline Roberts,
head of people at Smart DCC, who also advised
involving and engaging teams in future business
plans because they might also come up with
great ideas to use in future.
She also advised people to be mindful of
individuals’ different experiences during
lockdown: don’t join a conference call from your
garden with a Pimms in your hand while your
team might be stuck in a studio flat, for example.

Chris Doggart, VP of client success EMEA at
George P. Johnson (GPJ), said the agency had
made communication a priority from the start
of the crisis, when the global CEO held a
company-wide conference call to address
staff concerns.
“The tone was authentic, honest, transparent
and resolute,” he said. “There was no bravado
or overly-positive corporate spin.”
He added: “We have tried not jumping to kneejerk responses but to be decisive and consistent
with decisions when the moment is right. Try to
avoid the temptation of being experts expressing
opinions we’re not qualified to give.”

As the audience is more likely to be distracted
when not physically at the event, Hayes-Jones
recommends breaking up sessions every 15
minutes, involving them in the content by
asking them questions, providing a means to
network with each other and ensuring that
“content is king”.
“After the crisis, we will see a hybrid of virtual
and live events without a shadow of a doubt,”
he said. He believes that event planners haven’t
become very familiar with digital events yet
because there hasn’t been the need until now.
But they, and their new audiences, will be able
to see many benefits of digital during this time –
including sustainability and convenience.

This goes for external communications as well.
“Now clients are expecting the bad news before
it is delivered, and their response has been more
supportive and collaborative than ever before,”
he said.

The switch to
virtual events

Clayton also cited external communication as
an important area to focus on, rather than one
in which to save costs.

Orson Francescone, managing director of FT
Live at the Financial Times, made a quick
switch to virtual events when the crisis meant
that more than 60 live events couldn’t go ahead.

“Things are going to intensify around June
or July when business starts coming back, so
you need to be louder than everyone else,” said
Clayton. “Adapt your message and remind
people why you exist. We need reassurance and
stability. Create an arena of trust and make your
message more engaging and inspiring.”

“The reality is that digital events and webinars
are now our lifeline,” he said, adding that FT
Live’s digital events would be free to attend
and monetised through sponsorship.

“On balance, I would sooner get back to the
world of live events but keep the digital
revenue stream in the future going. We are
jumping on this opportunity to transform our
business where we have to. It’s a catalyst for
business innovation.”

Navigating legal and
insurance issues

Jamie Hayes-Jones, managing director at
Launch Interactions, added: “It’s really
important to understand how we deliver
content in webinar sessions and how we
engage and interact with attendees.”

“Event insurance is a relatively new thing and
it’s not cheap, so there are a lot of us who do
not have it,” said FT Live’s Francescone.
“If event insurers are going to play hardball
like they tend to do in a time of crisis, the
reality is when we come out of this there
isn’t going to be much of an incentive for us

to buy insurance if it doesn’t pay out in the
hard times.”
“The majority of insurance policies won’t cover
you for this loss but many will,” said Neil Baylis,
partner at Mishcon de Reya LLP. “It’s probably
not condescending to say that most people
haven’t read every line of their insurance
terms and conditions.”
Baylis said that event professionals may well
need legal help to find out whether or not their
claims are legitimate.
But he advised first and foremost that
everyone should attempt to resolve any issues
commercially, working out your promises to
other parties and finding a solution over the
coming months.
“Try to work out what makes sense for everyone,”
he said. “There is an opportunity for parties
to work together to find a solution. This isn’t
the time to be super-aggressive unless you
have to be.”

Hope for the future
The speakers shared a largely hopeful outlook
for the swift recovery of the events industry.
“The business has the potential to bounce back
relatively quickly. The resilience of the business
events sector is quite amazing,” said Mark Taylor,
CEO at QEII, who revealed that his venue is
still taking new bookings even in the midst of
the crisis.
Chris Doggart of GPJ agreed: “Clearly the
appetite for events is down but we are still
receiving briefs. We’re still pitching and we’ve
still got new business opportunities coming in
and people trying to plan for when we come out
of this. There is an ambition to restart as soon
as they can.”

But FT Live’s Francescone highlighted the
financial struggle that he said is currently “being
kicked down the road” but will have a lasting
impact on many businesses.
“Everyone in the supply chain of the events
industry should be extremely worried,” he said.
I worry that a lot of small and medium
employees are playing with these government
schemes and once they get lifted we’re going to
see the reality of the crisis hitting deep. There’s
a bit more pain to come.”
On the other hand, he said that businesses may
emerge stronger as a result of innovation during
tough times: “One of the silver linings of this
crisis is that when live events come back we will
have advanced our digital events proposition.”
“The old adage claims that necessity is the
mother of all invention – what we’re seeing here
is that crisis is the catalyst of good intentions,”
added Doggart.
“Everything we have been talking about
and intending to do for years is now being
accelerated, prioritised and delivered. It is this
dynamic productivity in adversity that will see
a stronger industry emerge post-COVID-19.”
Taylor added: “Venues and organisers
need to remember that people take note of
what brands do in a moment of crisis. We must
be calm and carry on but also adapt, be flexible
and supportive.”
“Events is probably the most creative industry
that exists,” said Hayes-Jones. “If there is one
industry that can find a solution to bring people
together, it is ours.”

Coronavirus
survey results

Financial impact of
coronavirus cause
for global concern
C&IT’s international survey of 2,000 MICE professionals finds
majority of companies, hotels and venues are ‘very worried’.
by Calum Di Lieto

C&IT’s international survey of 2,000 MICE
professionals has found that 88% of respondents
are either ‘worried’ or ‘very worried’ about their
businesses. With 64% of those falling into the
‘very worried’ bracket.
The region most concerned by the financial
impact of coronavirus was Australasia, with
75% of respondents saying they were very
worried. This comes just after it was reported
that an estimated $2.5bn of Australian business
events is being lost each month because of the
COVID-19 shutdown.
Meanwhile, North Americans showed they were
the least concerned about coronavirus’ impact,
with just over half (54%) claiming to be very
worried, and nearly a fifth (19%) stating that they
were only ‘a little worried’. However, Asia and
the UK expressed very similar levels of concern:
nearly two-thirds were very worried (62% and
64% respectively) and in both regions 11%
expressed that they were only a little worried.
Naturally, corporate event planners were also
less concerned given that their business models
won’t solely depend on live events. Only 36%
were very worried, with almost the same amount
(35%) saying they were only a little worried.
However, planners working for event companies
were understandably more anxious with 91% of
respondents being worried or very worried about
their businesses.
But hotels and venues expressed the largest
concern. Nearly all (98%) of the hotels that
responded globally are either very worried (85%)

How worried are you about the
financial impact of coronavirus?
A little
worried
11%

Worried
24%

Not worried
at all
1%

Very
worried
64%

or worried (13%) about the financial impact
on their businesses. While venues expressed
very similar levels of concern (80% and
18% respectively).
The positive is that governments across the
world are trying to support the events and
hospitality industry during this time of crisis.
In the UK a number of financial aids have been
announced, including a Job Retention Scheme
to prevent redundancies within businesses
impacted by the pandemic.
Meanwhile the US has also approved a
$2 trillion stimulus package to combat the
economic fallout, including $150 billion for
‘distressed’ businesses such as hotels.
This support is going to be vital in the coming
months, especially as C&IT’s report also shows
a dramatic decrease in new event bookings.
Globally, 79% of respondents claim that the
rate of new bookings has decreased ‘a lot’, with a
further 12% saying the rate has decreased ‘a little’.
The UK seemed to show the largest rate of
decrease (85% saying a lot), while again North
America had the most positive outlook with just
over half (54%) reporting a significant decrease.
In fact, nearly a fifth (19%) of North American
respondents stated that the rate of new bookings
has stayed the same. Whereas Asia’s outlook
sits somewhere between the two. 70% of Asian
respondents have noticed a large decrease in
new bookings, as 10% believe the rate has stayed
the same.

Has the rate of new event
bookings decreased due
to coronavirus?
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How coronavirus is
changing event contracts
and insurance forever
A need for more detailed contracts and clarity regarding
insurance has been highlighted among event professionals.
by Ellie Kahn

C&IT’s international survey of 2,000 MICE
professionals has found that 69% of events
were not covered by insurance amid
COVID-19 cancellations.
Just 6% of events were insured against
COVID-19, while a quarter of people said they
didn’t know whether or not they were insured.
The figures were reflected fairly evenly
across the UK, Asia and the US, with 71% of
respondents from Asia having no insurance
cover, with 70% in the US and 66% in the
UK agreeing.
The vast majority of cancelled events in
Australasia, South America and the Middle
East were also not insured against the pandemic,
according to the survey.
Among corporates, agencies, hotels, venues,
destinations and suppliers that took part in the
survey, corporates had the best level of insurance
cover, with 12% of corporates saying they were
covered for event cancellations. Destinations
followed at 9%.
Industry suppliers had the least insurance
cover, with 79% of suppliers saying they were
not covered for cancellations, followed by
agencies at 75%.
Hotels and venues were the most uncertain
about their insurance cover, with 35% and 32%
respectively answering ‘Don’t know’.
The high level of uncertainty in the results
reflects an industry still struggling to understand
their legal and financial obligations, with
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coronavirus leading to rapid changes
in government advice and policy around
social gatherings.
Last month, C&IT outlined what event
planners need to know about insurance cover
when their events are cancelled or postponed
due to Covid-19. We have also examined some of
the complex issues around Force Majeure.
One of the major issues lies around the wording
of contracts, and whether certain interruption
clauses, such as pandemics, have been included.
“Contracts have become less binding because
of all the uncertainties,” said one agency
planner, when asked how coronavirus has
affected event contracts.
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Are event contracts changing forever?
Many respondents said that they will be more
careful about scrutinising all of the details and
wording of their contractual clauses in the
future, with one agency planner saying “more
vigilant contracting has moved up the agenda.”
An agency respondent said: “It’s had a huge
impact on our venue and supplier contracts
going forward. We are working
with our procurement and legal
teams closely on a new addendum
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clause for the future.”
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The general outlook is gloomy,
0
with several respondents sharing
that they are out of pocket by millions,
but some planners also revealed an industry
coming together amid all the worry.
“Venues and suppliers have been very
flexible,” said one agency planner, with
another saying: “Most venues have been
more flexible with their Ts and Cs at this time.”
“Most hotels are helpful in offering credit
as long as we rebook the meeting by the end of
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the year,” said another, with one more saying:
“I have seen a lot of collaboration with
suppliers trying to extend resell clauses
and overall I think people in the industry
are trying to help each other.”

How many MICE
businesses have a total
travel ban in place?
MICE professionals reveal whether their company has banned
business travel amid the coronavirus crisis.
by Andrew McCorkell

Some 77% of the businesses responding to the
international survey conducted by C&IT say
they have a complete or partial travel ban in
place, in response to the COVID-19 outbreak.
Two thousand event planners were asked
whether the company they work for had
implemented any travel bans due to coronavirus.
‘Yes, a complete ban’ was the answer given
by 43%, while 35% said ‘Yes, all but essential
travel’, 17% said ‘No’ and 5% said ‘Yes, approved
destinations only’.
In the US and North America, 48% had a
total ban, 28% allowed essential travel, 4%
travel to approved destinations only, and 20%
had no ban.
While in APAC and Asia, 58% had a total ban,
24% allowed essential travel, 10% approved
destinations only, and 8% had no ban.
In the UK, 41% had a total ban, 40% allowed
essential travel, 2% approved destinations only,
and 17% had no ban.
The severe impact of the coronavirus outbreak
on international travel has included disruptions
to flights and other types of transport, as well as
lockdowns and restrictions to movement, with
little to no warning.
Travellers from affected countries could face
mandatory quarantine at their destination, so it
is best to reconfirm itineraries before departure
and follow travel alerts and advisories closely.
The C&IT survey data was also broken down
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into corporates, events companies, hotels,
venues, destinations and suppliers.
For several months, risk intelligence company
Riskline said anyone travelling should make sure
they are in good health, exercise good hygiene
practices and be prepared for unexpected
disruptions to their travel plans.
Riskline says that, while travelling to any
destination and for up to 14 days after returning,
people should monitor themselves for any flulike symptoms – especially fever or shortness of
breath. If there are any symptoms, self-isolate
and contact a doctor or local authorities.
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Majority of event
professionals fear job cuts
C&IT finds out which regions in the world are most concerned
about job security in the current global pandemic situation.
by Mark Williams

Just over 75% of the people surveyed working in
events are worried about their job security, as
the coronavirus pandemic continues to
escalate internationally.
In C&IT’s global survey of 2,000 MICE
professionals, UK respondents were the most
concerned. When asked ‘Are you worried
about your job security?’, 44% of UK event
professionals said ‘yes, a lot’, compared with
28% in North America and 23% in Asia.
In North America, just under 39% of
respondents said they weren’t worried at all.
The survey findings tally with new research by
the World Travel & Tourism Council (WTTC),
which has said that up to 75 million jobs are
at immediate risk in global Travel & Tourism
because of the coronavirus pandemic.
The WTTC research also shows the travel
& tourism industry’s GDP loss to the world
economy in 2020 could reach US$2.1 trillion,
and also suggests a million jobs a day are being
lost in travel and tourism globally.
In terms of industry sectors, those working in
hotels were most worried about their jobs, with
52% of hoteliers who took part in the survey
answering ‘yes, a lot’ when asked if they were
worried about job security. Suppliers and venues
were the next most concerned industry sectors.
Corporate event planners (those working for
large brands and companies whose primary
focus isn’t events, eg automotive or technology)
were the least worried about job security. Only
18% worried a lot, compared with 35% who
weren’t worried at all.

Are you worried about your own
job security?
No
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Yes, a little
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Yes, a lot
38%

Hiring freeze
When asked ‘Has your company implemented
any hiring freezes due to the coronavirus?’, the
vast majority of respondents around the world
(68%) said yes it had. Just 17% said ‘no’ and 15%
weren’t sure.
When broken down into regions, the UK,
North America and Asia were along similar lines
for hiring freezes, with Asia having the highest
rate at 74%. This could be because certain
Asian countries are considered to be in a more
advanced stage of the coronavirus spread and
lockdown than the UK or North America.
When divided by sector, those working in
hotels had seen the most hiring freezes, with
nearly 83% saying their company was taking on
no new staff at this time. Least affected in terms
of recruitment were corporates, although a still
significant 43% said their company had a hiring
freeze in place.
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As for redundancies, 63% of event professionals
said they had not seen their company make
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anyone redundant yet because of coronavirusrelated issues. However, 10% said ‘yes’, they
had already seen a lot of redundancies at
their company.
And just over half of respondents (52%) said
they expected their employer to have to let ‘a
few’ or ‘a lot’ of people let go from their jobs in
the future because of coronavirus. A further 28%
said they didn’t know if this was likely and 20%
thought it would not happen.
North America appeared to be the region that
was hit the hardest by job cuts early on, with
only 39% of respondents in the region having
seen no redundancies at all yet compared with
64% in the UK and 63% in Asia.
But perhaps that informed the answer to our
next question: ‘Do you think your company will
need to make people redundant in the future
due to coronavirus?’ as 28% North American
event professionals thought there would be no
future job cuts. This compared favourably with
the UK where only 19% thought there would be
no job cuts and Asia where 26% thought there
would be no job cuts.
Broken down into industry business types,
it was venues where the highest percentage of
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respondents (34%) predicted ‘a lot’ of future job
cuts. Among respondents working for hotels,
28% thought the same, while around 30% of
respondents working for destinations predicted
no future job cuts.
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How can the events
industry recover from the
aftermath of coronavirus?
Event professionals share their thoughts on what the future
holds for the industry post-coronavirus.
by Andrew McCorkell

The changing face of events, the response of
industry as a whole and the support of global
governments have been revealed as key themes
in how the industry recovers from the impact
of the coronavirus outbreak.
Almost 2,000 people from agencies, corporates,
associations, hotels and suppliers who took part
in the C&IT survey also mentioned looking after
people, working in partnership with clients and
taking time to recover properly.
In North America, working together and
having the time to recover were also flagged
as important points to consider.
In APAC, managing the fall-out from the
virus and a focus on recovery were also
deemed crucial to bouncing back.
Here are some of the key responses to
the international survey.
Events
Many event planners spoke about the changing
face of events in response to the crisis.
“Everyone will be more prepared with
insurance and contract clauses in future,”
one event planner said.
“We will have better infrastructure to run
virtual events and make them more interactive
and closer to a real event, rather than just
someone talking over slides until we are
able to run live events again.”
Another said that governments should
have a plan in place for both the events

and hospitality industry.
Another event planner added: “There needs
to be clearer communication on [governmental
recovery] timescales so people have confidence
in future event planning.
“There needs to be financial support for
affected businesses, larger interest-free 100%
backed loans -spread over several years. There
also needs to be grants for keeping people
in employment in the industry as well as
freelancer support.”
The industry
Event professionals shared their thoughts in
the survey, about how the industry needs to pull
together to recover.
“I think we all need to stick together and be as
flexible as possible,” one event planner said.
“The industry will recover but it will be a while
until we see the surge in events coming back in.
I think there will be a big move to online and
digital and that trend may stay for some time.”
Another said: “We need a more collective
approach and cooperative support base. This is
an opportunity to enforce stronger regulations
when it comes to tender pitch stage.
“At the moment some clients go out to tender
over 10 design-build or creative agencies
companies. We need to lock down from the root.
To outline that companies can only tender out to
no more than five places.
“Also, we need to be charging a fee for the pitch
stage to prevent exploitation. Clients will want
the cheapest designs for as little as possible.
They will even infringe on copyright.”
Another planner added: “Governments of
every state need to support event industry in
their countries. Offer the suppliers advantages
in terms of shifting or reducing the payments
of loans and fixed costs.
Support
Governmental support to shield the events
industry from the economic impact of the
coronavirus was a recurring theme throughout
the responses to the C&IT survey.
“We need government support, particularly
for SMEs who rely on commissions/payments
for events and hotel bookings,” one event

planner said.
“If you do not pay business rates there is
no relief but we still have to pay staff.
Redundancies are inevitable to protect the
future of our business.”
Another said: “The event industry needs
governments to be clear and decisive in its
message and instruction. The event industry
does not need half-baked decisions that cause
confusion as it’s leading to a lack of clarity as
to what can continue.

“LOOKING AFTER PEOPLE,
WORKING IN PARTNERSHIP
WITH CLIENTS AND TAKING
TIME TO RECOVER PROPERLY
WERE DEEMED CRUCIAL TO
BOUNCING BACK”

“The events industry needs our clients to look
forward beyond coronavirus and to keep on
planning, things will get back to normal so we
should be planning for that.”
“We will recover by working together and
supporting each other,” another planner said.
“Yes, events have to be postponed or cancelled
but we must work together to ensure each
party (organiser/supplier) survives and is
not financially penalised for the gain of the
other party.
“Keep in touch with your stakeholders and be
honest with communication, this is going to end
eventually and we will be back doing business,
so do not burn any bridges!”
A third added: “If there’s one positive outcome
from this virus it will be that the world s
needs to change our way of life. Looking after
the environment, our animals/wildlife and

our people need to the number one priority.
Returning to the ‘same as before’ shouldn’t be
on the table.
“The virus is a devastating nail in the coffin
following a year of environmental disasters
around the globe.
“The events industry will need to change and
really push to support, nurture and protect our
planet, not simply encourage brands/businesses
to continually profit as a result of pillaging,
abusing and taking everything they can get as
cheaply as possible from the earth.”
Business
“My main concern is how the business can
recover,” one event planner said.
“From September/October onwards can we
strive to get or business levels back up and
increase our occupancy? Will guests prefer

“VIRTUAL EVENTS ARE A
GOOD STOP-GAP, BUT EVENTS
ARE ABOUT SHARING AN
EXPERIENCE WITH PEOPLE.
THEY ARE AN ESSENTIAL
PART OF HUMAN SOCIETY”

UK travel to international travel?”
Another planner said: “Hotels need to
acknowledge that this is a ‘force majeure’
event. They want us (clients) to reschedule to
impossible dates. It’s bad business.”
A third added: “For the next year, all the
hospitality suppliers should offer attractive
prices so they can ask for more and more events.”
People
“We need a global campaign assuring people of

safety, but it will take a long time as the economy
will be crushed after this,” one event planner
said. “Too many small businesses - hotels restaurant workers will be bankrupted.”
Another added: “It can only recover with time.
Virtual events are a good stop-gap, but events
are about sharing an experience with people – it
has been since the first Neanderthals gathered
around the campfire – they are an essential
part of human society so will come back but
will be changed.”
A third said: “I work as a freelancer and life
is going to be very hard. I feel that the events
industry needs to lead the way and consult with
the government to see what can be done to make
people feel safe and get events going again.”
Time
“There is literally nothing we can do or say
necessarily, it’s just about customer confidence
in the state of the world,” said one event planner.
“This will take time and with that will come
back the confidence that events can go ahead.”
Another said: “It will take time and will only
happen once people are confident in holding
large gatherings once again. My company is
an entertainment provider and so we need
face-to-face networking events and parties to
be possible.
“For this to happen we possibly need venues
to look at reducing the maximum number of
guests allowed to attend events so that social
distancing can be observed in these initial
months post-coronavirus.
“Hopefully that would help restore some
confidence in the events industry and the
value of events.”
A third added: “We need to change our
schedules. Look to hold events at different times
during the year, to spread the events in times
where perhaps there were peaks and troughs.
“There are too many lumped into seasonal
activity. Give time to regroup and think about
online activities that would provide face-to-face
online meetings in a similar format.
“This could be split up rather than a big
event. List the topics that were in the event
and split out into new topics, specific for each
webinar event.”

The effect of coronavirus
on event-based turnover
Finally, C&IT asked events and hospitality businesses how
much turnover they have lost.
by Mark Williams

Nearly three-quarters (74%) of events and
hospitality companies have lost more than
half their event-based turnover during the
coronavirus pandemic.
As part of C&IT’s Impact of Coronavirus
Report, we asked our audience: ‘What
percentage of your event-based turnover do you
think your company has lost due to coronavirus?’
The results show the terrible financial blow
being dealt to the events and hospitality
industries by the outbreak of COVID-19.
The most-selected answer, chosen by 27% of
respondents, was that their company has lost
51-70% of event-based turnover during this
time. A further 26% said their company had lost
between 71-90%, with 22% saying they had lost
91-100% of turnover.
Those who have managed to lose less than half
their event-based turnover are very much in the
minority, with 17% saying their company had
lost 21-50%. And just 8% of respondents
said their company had lost 0-20% of its
event-based turnover.
More than half (54%) of the respondents to
the C&IT survey work for events companies,
with the rest of respondents a fairly even split
between hotels, venues, industry suppliers
and corporates.
The events industry was one of the first to be
hit hard by coronavirus, with event cancellations
gathering pace in February, long before
countries started implementing lockdowns
and social distancing measures.
By mid-March, very few live events were
taking place at all, with the UK entering
national lockdown on 23 March, joining
European neighbours Italy, whose lockdown
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had begun on 9 March and Spain, which went
into national lockdown on 14 March.
A recent poll (at Global Meeting Industry Day)
found just over a quarter of event professionals
believe live events could return by September,
and 92% think they will happen again before
2021. So while it may be some time before
live events are back on the agenda, the
pervading feeling is that there is light at the
end of the tunnel.
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