COVID-19 Insights

A Look at Non-Event
Industries & How They are
Faring in a COVID-19 World
Months into a global pandemic, the world we know
as well as our behaviors have changed significantly
since March 2020.
We now socially distance ourselves, are advised to
wear face coverings when out in public, and have to
think more about our interactions with others in our
daily tasks. For many of us, we are still not engaging
in activities that we enjoyed prior to the pandemic
whether it’s because guidelines and safety measures
prevent or advise against gatherings or we simply
don’t feel comfortable yet.

What will the lasting impacts be on
individuals as well as businesses?

This is the question we all ask and will remain to be
answered for sometime as we continue to navigate a
global and interconnected economy of individuals
and industries.

televised events. The NHL saw its TV audience grow
by over 60% across its first 24 games on NBC Sports
Network, while ESPN’s national telecasts for MLB
games are up 29% from last year. There have also
been days when televised sports viewing in total has
been 100% to 150% over last year around the same
time.1

What can we learn from other industries
that are reopening?
For live entertainment and sports, the pandemic has
wreaked havoc as the industry continues navigating
the impacts and uncertainty of COVID-19. But, as
event organizers, venues, and teams look forward and
devise strategies for safe ways to reopen and reengage fans, we can look to what’s happening in
other industries to understand latent demand as well
as find and employ safety measures that will help fans
feel safe enough to return to events.

What hasn’t changed?

The innate desire to be social and have fun! Human
beings crave conversation with friends and loved
ones; enjoy evenings out gathered around food and
drink; seek new adventures and experiences through
travel; and of course, love to indulge in America's
favorite pastime—rooting for the home team.
Despite fans not being in-venue, or in very limited
capacities, for live events during the pandemic, it is
reassuring to see fans are still engaged with their
favorite teams. A number of sports have seen
significant increased viewership since the return of
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60%+

NHL TV audience growth
on NBC Sports Network
for first 24 games
of the pandemic.
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FITNESS INDUSTRY
Health Clubs, Fitness
Centers and Gyms

A contained
area of multiple
individuals
at one time,
sharing space
and equipment.

More than HALF of gym-goers witness
bathroom users not wash hands &
continue using gym equipment.2

Creating a breeding ground
for germs and other bacteria.

38% of gym-goers fail
to wipe down equipment
in the afternoons.2

In a 2014 study, 25 different
categories of bacteria were
found on various surfaces
across 4 different gyms.3

What are health clubs and facilities doing to help prevent the spread of COVID-19
and help patrons feel safe during reopening?
The International Health, Racquet & Sportsclub Association (IHRSA) has shared numerous resources,
guidelines and articles on their site4 outlining different measures to take as well as what has been done
or considered effective in other countries. Some of those guidelines that may be applicable and can
already be seen across other industries include:
Implement social distance
requirements and capacity limits.

Provide visible signage & markers
throughout to reiterate policies &
guidelines.

Create check-in stations for staff
and patrons:
• Report for scheduled time slots
• Conduct health screenings

Change traffic flow and patterns,
reducing contact and increasing
time between space utilization.

Provide accessible & convenient
sanitation and cleaning stations.

Allow time to clean, disinfect and
air out/ventilate a space.

Install plexiglass dividers
between equipment/stations.

Use outdoor space if available
and weather permitting.
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AIR TRAVEL & RESTAURANT INDUSTRY

TAKEAWAYS THAT TRANSVERSE INDUSTRIES
These key measures being utilized in both the airline and restaurant industries are helping to keep
customers informed, feel safe, and provide innovative alternatives and options.

Flexibility to change plans with investment guarantees
such as credit and rebooking.
Advanced communications and messaging via email and SMS
notifications regarding changes or policies.
Innovative use of technology for scheduling, reservations and
waitlists beyond traditional services offered.

Air Travel & Reserved Dining Sees
Uptick in Demand
While guidelines remain in flux, both airlines and
restaurants have seen an uptick in passengers
and diners. Although not yet back to pre-COVID
states, both seem to have promising outlooks.
Adopting similar protocols as other industries—
increased sanitation, social distancing, and
required mask or other personal protective
equipment (PPE) for both staff or patrons—
airlines and restaurants are also employing
other measures to support the comfort levels of
their guests.
While some airlines have extended blocking
middle seats and the use of PPE, others have
started to ease certain restrictions and instead
are leaning into other measures that provide
travelers opportunity to adjust their plans. These

measures include continued and additional
flexibility for travelers to change reservations
such as offering the ability to rebook on crowded
flights by sending pre-flight notifications.5
Restaurants are reconfiguring space both inside
and outside to accommodate diners, but are also
utilizing technology to innovate and leverage
reservations systems for new purposes.
Beyond simply reserving dining space, these
tools can help manage availability, and
communicate appropriately with diners of any
changes in services. These tools are also being
leveraged to reserve shopping times and waitlists
where the restaurant may not be offering dine-in
service and instead has converted to a market for
food purchases.6
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AIR TRAVEL & DINING OUT
REOPENING IMPACT
For the near future, people want to
go places, but will be willing to pay
more for privacy and will seek travel
within their immediate social bubble.

Travelers Said…

A recent study by Ketchum, Transforming
Travelers7, from July 30, 2020 sought to
analyze how travelers are reacting, reengaging
and redefining their views on travel during and
after COVID-19.

76%

next year after not traveling
recently.

Are willing to pay more for
privacy and distancing; and
cleanliness protocols are a
significant factor.

Travel is on the rise.

87%

A significant drop across all industries was notable
in mid-March of 2020. Despite fluctuations in
guidelines and restrictions, air travel started to see
a slow but steady uptick in April 2020 according to
TSA checkpoint data. Although air travel is

80%

Don’t trust fellow travelers
to follow guidelines
impacting their comfort level
to travel.

Nearly 2/3 of parents say COVID-19 has
made traveling with kids more likely; in
general near-term travel plans will
consist of close family & friends.

increasing, TSA screenings still remain well below a
year ago.8
•

Expect to travel more in the

At the beginning of August, TSA daily
screenings reached 800,000 for the first
time since March.

•

More than 700,000 individuals were
screened for 5 consecutive dates from July
30th - August 3rd, according to TSA data.

•

For the period from July 29th - August 4th,
TSA reported that TSA screenings, while up,
are still 73% lower than last year.
Chart from Aug 7 2020: https://www.ustravel.org/toolkit/covid-19-travel-industry-research
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People are ready to connect with those closest to them in social settings and
support their favorite restaurants as long as they aren’t overcrowded.
OpenTable9 conducted a survey with responses
from nearly 10,000 OpenTable diners globally
to understand what expectations diners are
looking for now and in the future.

In-dining is returning rapidly.

Diners Said…

55%

US respondents are most
excited about visiting
restaurants with their current
social distancing group.

Felt mobile/pre-payments
were important/highly
important.

60%

50%

Felt it’s extremely important
to visit uncrowded places.

As seen with air travel, during March, in-dining
across the country took a nosedive, as many
restaurants had to cease operations in the wake of
COVID-19. But as restrictions are easing across the
country, seated dining (both indoors and outdoors)
has started to recover. Although roughly 60 to 70%
below a year ago, the trend lines are indicating a
m o re r a p i d re c o v e r y a s i n d i v i d u a l s a n d
communities seek socialization and the desire to
support local businesses.10

The #2 and #3 reasons for
looking forward to visiting their
favorite dining establishments
were around enjoying the
ambiance and connecting with
family and friends.

Chart from Aug 7 2020: https://www.businessinsider.com/charts-show-us-economy-rebound-recoverycoronavirus-pandemic-recession-industries-2020-6
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A LOOK FORWARD
While live events are in some ways significantly different from the industries reviewed, the
challenges are mostly the same—gathering groups of individuals together while trying to
prevent exposure and help patrons feel safe. With this knowledge, we can apply these
measures, learnings and trends to forge ahead.
In Experience’s recent COVID-19 Fan
Impact study, we received over 800
responses from fans who’ve attended
a live sporting event in the last year,
and…

55%

Of Fans who responded are ready to
return to live events.

>50%

Over half of the fans who are ready to
return want venues to communicate
cleaning protocols.

66%

Of these fans will seek either
returnable or refundable tickets for
flexibility and investment guarantees.

Social Intent

People are social and want to partake in memorable
experiences, and they intend to do so when and where
possible once they feel safe.

Comfort Level

Social distancing and sanitation measures, along with
communication and flexibility, eases concern and
increases comfort levels for patrons.

Technology

The use of technology and tools can aid in safety
measures, communication, flexibility and investment
guarantees.

Demand

As a handful of live events begin returning, fans are
coming out to participate from concerts in the UK11 to
NASCAR and MLS12 in the US.

Dining trends show that within two months, 50% of business returned. Patrons of both the travel and
restaurant industries have demonstrated that with safety measures in place, upfront communications, and
flexible options available, they are returning and demand is increasing.
For live events, even with limited seating capacities of 20-25%, the demand and likelihood to sell that
capacity is relatively high based on reports from other events11, increased TV viewership, and our COVID-19
Fan Impact Study where more than half of fans who responded stated that they are ready to return to live
events.
As more events are held with no or limited transmission, we expect that fans will become familiar with
safety protocols, easing their concerns of attending events and further increasing demand over time.
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WHAT THIS MEANS FOR YOU
Seek Solutions That Re-Engage Fans and Increase Demand
Experience solutions and product activations can support comfort levels,
flexibility, investment guarantees and upfront communication.
Product Activations: SMS/Text & Email Messaging, Pass with SafeSeat
Technology™ and features like Returns, Credit and Linking.

CONTACT US

The Experience Research team has been tracking fan preferences and industry trends throughout the
COVID-19 season. For more information, visit our blog or email us at market-research@expapp.com
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