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1. Headline Findings 

Busy summer 

1.1 About half (48%) of operators have had more customers compared to a normal (pre-Covid) 

summer, about a third (31%) have had the same, and 21% have had fewer. 

1.2 As seen in other barometer waves this year, performance correlates strongly with operating 

capacity. Accommodation operators except for hostels have performed better largely 

because they are more likely to be operating at full capacity and so have been able to take 

advantage of high demand. Well over half (57%) of serviced accommodation businesses 

have had more customers than in a normal summer, whereas only 17% have had fewer. 

1.3 As in other barometer waves during the pandemic, the main reason for a buoyant market is 

that UK holidaymakers have been booking in Wales instead of abroad – 88% of those 

experiencing increased customer levels say this. 

1.4 Among businesses experiencing decreased customer levels, the dominant reason is once 

again that reduced capacity restricted how many bookings they could take – 74% say this. 

 

South West Wales performing particularly well 

1.5 All four regions of Wales have been busier than normal (pre-Covid) this summer, but South 

West Wales particularly so. 56% of businesses in this region have had more customers this 

summer compared to normal. 

 

Maintaining health & safety measures voluntarily 

1.6 Nearly all (97%) businesses are choosing to maintain some safety measures voluntarily that 

they are no longer required to maintain by law. There are many types of measure being 

maintained – most commonly hand sanitisers (87% of those maintaining measures), extra 

cleaning (65%) and social distancing (54%) There is a general sense of operators still 

wanting to do what they can to keep Covid at bay, even if it impacts on profit. 

 

Covid is leaving some positive legacies 

1.7 Three in five (60%) say that Covid has prompted them to make permanent changes in how 

they run their business, with a further 22% not yet knowing. The most common changes are 

continued deep cleaning (29%) and continued acceptance of pre-bookings (15%).  

 

Promising outlook for the remainder of the year 

1.8 About half (48%) of businesses have more advance bookings for the remainder of 2021 than 

they would normally have at this time of year, and 35% have the same level. 
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2. Background and Methodology 

What is the Wales Tourism Business Barometer? 

 

2.1 The Wales Tourism Business Barometer is designed to give quick feedback on how the 

tourism industry in Wales is performing at key times during the year. This wave relates to 

summer 2021. 

 

How was the Survey conducted?  

2.2 We have conducted 901 interviews by telephone (previous waves have had a sample of 

800). The results of questions asked to everyone are accurate to ±3.3%. The sample is 

broadly reflective of the tourism industry in Wales and is shown below by sector and region. 

We have increased the sample of restaurants / pubs / cafes from 40 to 80 since previous 

waves. 

 

Sector / Region North Mid South West South East Total 

Serviced 

accommodation 
107   59   82   44 292 

Self-catering   86   59   71   40 256 

Caravan / campsites   58   30   24   11 123 

Hostels   13     3     6     3   25 

Attractions   32   17   19   18   86 

Activity operators   13     8   11     7   39 

Restaurants / pubs / 

cafes 
  16   24   12   28   80 

Total 325 200 225 151 901 

 

2.3 61% of businesses in the sample are graded by Visit Wales. The graded and non-graded 

samples are spread across the different regions and sectors except restaurants / pubs / 

cafes, where grading is not applicable. 

2.4 All telephone interviews have been conducted with business owners or managers between 

31st August and 16th September.  
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3. Summer Performance 

Open during the summer 

 

 

Relief over reopening 

3.1 Nearly all (94%) businesses interviewed have been open this summer. Operators are 

generally relieved to have been receiving customers again after long periods of lack of 

income. 

“Just glad that restrictions were lifted because we wouldn’t have survived this year 
otherwise” 

Serviced, South West 

“We are happy to open our doors to the customers again” 
Restaurant, North 

 

Reasons for not reopening are often personal 

3.2 The minority of operators not reopening their business yet usually have personal reasons 

such as their own vulnerable health. Some of these businesses have decided to shut 

permanently – more on this later. 

“We're both elderly and we're steering well clear of people” 

Self catering, Mid 

“Our business was temporarily shut in 2019 as my husband had to undergo cancer 
treatment. After that, the pandemic hit and since we're both in the vulnerable age 

group, we decided to sell the business.” 
Self catering, South East  

99%

98%

95%

95%

94%

92%

80%

2%

5%

5%

6%

8%

20%

Restaurants / pubs
/cafes

Caravan & campsites

Attractions

Activity providers

Self catering

Serviced acc'm

Hostels

Q1 "Has your business been open this summer?"

 Yes  No

Base: 901 
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Operating capacity 

 
If operating capacity changed after the easing of restrictions on 7th August, we have recorded their capacity level since 

this time. ‘Normal’ capacity means pre-Covid. 

 

Operating capacity and the effects on customer volumes 

3.3 Two thirds (66%) of operators have been operating at full capacity. This varies by sector. 

81% of self catering businesses have been operating at full capacity, as have 69% of 

serviced accommodation operators and caravan parks. 

3.4 Hostels and non-accommodation sectors (attractions, activity providers, restaurants, pubs & 

cafes) continue to be more challenged by operating capacity, as we have seen throughout 

the pandemic. Approximately a third of businesses in these sectors have been operating at 

less than 75% normal capacity.  

“There were 26 tables inside but we've taken 13 out. It works for us and people feel 
safe. There's still a lot of fear out there. A lot of our customers are elderly and have 

breathing problems so don't wear masks.” 
Pub, Mid 

“We have not been running the residential side of the business. It has been leisure 
only, with restrictions on group sizes.” 

Activity provider, South East 

3.5 These findings are important context for the results of the following question. 

 

66%

18%

12%

3%

1%

Full capacity

75 – 99%

50 – 74%

25 – 49%

Less than 25%

Q2 "At what level of normal capacity have you been 
operating?"

Base: 849 
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Summer visitor volumes 

   
‘Normal’ means pre-Covid 

 

Performance continues to correlate strongly with operating capacity 

3.6 About half (48%) of operators open this summer have had more customers compared to a 

normal year, about a third (31%) have had the same, and 21% have had fewer.  

3.7 The following chart shows how the results of Q3 correlate strongly with operating capacity 

(Q2). This largely explains why the performance of accommodation operators except for 

hostels has been stronger compared to a normal year than the other sectors. 

57%

53%

46%

43%

41%

35%

32%

26%

36%

45%

24%

21%

16%

26%

17%

11%

9%

33%

38%

49%

42%

Serviced acc'm

Caravan & campsites

Self catering

Activity providers

Restaurants / pubs
/cafes
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Hostels

Q3 "How many customers have you had this summer 
compared to a normal summer?"

 More than normal  Same as normal  Fewer than normal

Base: 800 
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‘Normal’ means pre-Covid 

 

Very busy summer for caravan parks, serviced and self catering accommodation 

3.8 All types of accommodation operator except for hostels have enjoyed a very busy summer 

compared to a normal year. Some could have fared even better if they had more capacity. 

“We could have let the caravans out two or three times over” 
Caravan park, North 

“It's been our busiest year ever. There has been no let up.” 
Serviced, North 

 

Mixed performance in other sectors 

3.9 Hostels and non-accommodation sectors report mixed results compared to a normal year. 

Some have had very high demand but just haven’t been able to fulfil it due to restricted 

capacity, whereas others have lost a particular market. 

“We've lost all the school bookings” 
Hostel, Mid 

“We currently have 35 tables instead of 60. Reduced capacity restricted how many 
bookings we could take, which meant we had fewer than normal.” 

Pub, Mid 

 

59%

40%

16%

6%

35%

30%

19%

6%

6%

30%

66%

88%

Full capacity

75 – 99%

50 – 74%

Less than 50%

Operating 
capacity

Q3 "How many customers have you had this summer 
compared to a normal summer?"

 More than normal  Same as normal  Fewer than normal

Base: 800 
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Performance by region 

 
‘Normal’ means pre-Covid 

 

3.10 South West Wales has fared particularly well this summer. 

“Devon and Cornwall were full up so people came to Wales instead. They were 
shocked that the area is so beautiful.” 

Self catering, South West 

57%

47%

45%

45%

29%

25%

38%

26%

14%

28%

17%

29%

South West

South East

North

Mid

Q3 "How many customers have you had this summer 
compared to a normal summer?"

 More than normal  Same as normal  Fewer than normal

Base: 800 
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Reasons for being busier 

 
‘Normal’ means pre-Covid 

 

Staying in UK rather than holidaying abroad 

3.11 As we have seen throughout the pandemic during times when restrictions have eased, UK 

holidaymakers have been desperate to get away, but going abroad has either not been 

possible, or it is too uncertain / restrictive. Wales has benefited from this. Some now hope 

that Wales can maintain this level of tourism and not just lose UK holidaymakers to overseas 

destinations next year. 

“We're hoping that next year people will continue to book holidays in the UK and not 
just hop on the next plane abroad. Hopefully, this summer meant that the UK was 

rediscovered as a vibrant holiday destination.” 
Self catering, South West 

“With restrictions being lifted, people now book holidays abroad and I’m quite worried 
the business will go down again” 

Self catering, North 

 

Wales has also benefited from other UK destinations being booked up 

3.12 As well as holidaymakers being deterred from going abroad, some also couldn’t get their first 

choice of destination within the UK and so came to Wales. 

88%

30%

19%

5%

5%

3%

1%

4%

UK visitors booking in Wales instead
of abroad

People are desperate to get away

Fine weather

Repeat customers

Recommendations

Significant level of rebookings from
previous cancellations

Don't know

Other

Q4 "Why do you think you have had more customers 
than normal?" (Prompt if necessary)

Base: 388 
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“We've had a lot of people coming to our business who can't go abroad and also 
people who normally go on holiday to Cornwall or Devon but couldn't as everywhere 

was fully booked.” 
Activity provider, South West 

“Some people couldn't get where they wanted – Devon and Cornwall were full – so 
came to Wales as a last resort. Lots have rebooked because they were so impressed 

with Wales and the area so I think it's done us a lot of good.” 
Self catering, South West 

 

Reasons for being quieter 

 
‘Normal’ means pre-Covid 

 

Couldn’t fulfil the demand 

3.13 As discussed earlier, the main reason for some businesses having fewer customers 

compared to a normal summer is restricted capacity. It is not the case that the demand has 

been lacking this summer. 

“We've been turning people away. Had we been able to open fully, it would have 
been a really good summer.” 

Pub, North 

3.14 In some cases, operating at reduced capacity has been forced not by Covid rules but by staff 

shortages.  

 

74%

10%

9%

3%

3%

3%

4%

9%

Reduced capacity restricted how
many bookings we could take

People were cautious about booking

Loss of a particular market

We didn't actively promote the
business

Lots of late cancellations

People booking abroad instead

Don't know

Other

Q5 "Why do you think you have had fewer customers 
than normal?" (Prompt if necessary)

Base: 164 
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“There's a chef shortage so we've had to turn people away at the door” 
Restaurant, Mid 

“We couldn't find anybody to work. Pre-covid I had three staff. Post-covid I had just 
one on furlough who had no appetite to come back for five days a week. I can't get 

through the workload in one day.” 
Serviced, South West 
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4. Covid Restrictions and Future Impact 

Voluntary measures 

 

 

‘We want to keep some safety measures’ 

4.1 Welsh Government lifted most Covid restrictions in Wales from 7th August. Businesses are 

required to conduct their own risk assessment and implement any measures they feel 

necessary to maintain health and safety, although there is no legal requirement to implement 

any particular measure. 

4.2 Businesses have welcomed the easing of restrictions, but at the same time, almost all are 

choosing to maintain measures that they are no longer legally obliged to. This finding is 

consistent across all sectors and regions of Wales. There is a general sense of operators still 

wanting to do what they can to keep Covid at bay, even if it impacts on how profitably they 

can run the business. No-one wants another lockdown. 

“As soon as we go back to selling per seat rather than compartment, that will 
increase our profitability.  But we aren't going to rush into it. We want to make sure 

our staff and customers feel safe.” 
Attraction, North 

“For the next eight weeks, at least, we will be erring on the side of caution and 
keeping the restrictions in place, operating at a third of our capacity. We don't want a 
Christmas lockdown. The onus is on businesses to be as responsible as possible.” 

Café, Mid 

“We haven't changed anything. People are still a bit nervous. We still keep two 
metres apart and keep the screen at the bar. There's no sitting or ordering at the bar.” 

Pub, Mid 

 

97%

3%

 Yes

 No

Q7 "Now that most Covid restrictions have been lifted 
in Wales, is your business currently choosing to 

maintain any safety measures voluntarily above and 
beyond the requirements of a self-assessment?"

Base: 901 
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Q8 has been asked to those choosing to maintain measures voluntarily 

 

Vast range of measures being kept 

4.3 Voluntary measures range from relatively straight forward ones which have little impact on 

the running of the business such as providing hand sanitisers, to measures which impact 

more significantly on profitability such as restricting capacity.  

4.4 Maintaining high levels of sanitisation is the most commonly kept measure. 

“We will continue to use face masks and hand sanitiser even with restrictions being 
lifted to keep both staff and customers safe at all times if possible” 

Self catering, South West 

“I do all the cleaning and Covid has made me more aware of cleaning switches, TV 
remotes, things like that, which will continue” 

Self catering, North 

87%

65%

54%

49%

25%

24%

22%

21%

13%

8%

8%

6%

5%

4%

1%

4%

Hand sanitisers

Extra cleaning

Social distancing

Masks or screens for staff

Mask wearing for customers in places
where it's no longer compulsory

Health warning signs for guests

Collecting details for contact tracing

Reduced capacity / restricted
numbers in some areas

Extra time in between guests

One-way systems

Outdoor space used as much as
possible

Table service only

More 'hands off' approach

Pre-booking only

Remaining closed for the time being

Other

Q8 "What measures are you choosing to maintain 
voluntarily?" (Prompt if necessary)

Base: 870 
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4.5 Even though social distancing rules have been lifted, many businesses are choosing to keep 

visiting parties apart, either by reducing capacity or restricting numbers within certain areas of 

the premises such as dining areas, shower blocks and leisure facilities. 

“I don't want to be complacent and I’m asking the guests not to be. I'll keep the 
numbers in the showers down next year. “ 

Caravan park, North 

“We have time slots for breakfasts and dinners” 
Serviced, North 

 

Autumn operating capacity 

 
‘Normal’ means pre-Covid 

 

Fairly similar capacity levels to summer 

4.6 Operating capacity levels will be slightly higher but not dissimilar to summer levels. As in the 

summer, self catering operators are most likely to operate at full capacity – 85% intend to. 

Capacity levels remain more restricted among hostels and non-accommodation businesses, 

whereby two in five of those open this autumn will operate at less than 75% capacity.  

  

71%

11%

9%

2%

1%

6%

Full capacity

75 – 99%

50 – 74%

25 – 49%

Less than 25%

Will be closed all autumn

Q9 "At what level of normal capacity will you operate 
this autumn?"

Base: 891 
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Reasons for restricted capacity 

 
Q10 has been asked to those operating at less than full capacity this autumn 

 

Protecting customers and staff 

4.7 The motivation to continue operating at reduced capacity is driven by wanting to protect both 

customers and staff. Some say that their customers appreciate it when they find that 

distancing is being maintained. 

“We have opted for a maximum number of twenty at a time and people are happy 
with that. They have been happy to wait five or ten minutes.” 

Attraction, Mid 

 

Can’t get the staff 

4.8 As we reported in the June wave of the barometer earlier this year, there is a general 

struggle to recruit staff in certain positions at the moment, and this is forcing some operators 

to restrict how many customers they accept. 

“I can't get the staff. If we can't get staff, we can't serve people.” 
Serviced, Mid 

 

Normal for some to reduce capacity at this time of year 

4.9 Some businesses don’t normally operate at full capacity all year round and run scaled back 

operations when the peak summer season is over. 

“We’re a seasonal business” – Activity provider, North 

57%

54%

17%

14%

5%

5%

4%

4%

To protect customers

To protect staff / ourselves

Staff shortages

It's normal to reduce capacity
in autumn

Prefer more space

Personal circumstances

Don't know

Other

Q10 "Are there any particular reasons why you will 
operate at less than full capacity?"

Base: 208 
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Permanent changes prompted by Covid 

  

 

Some positive legacies from Covid 

4.10 In spite of the Covid crisis having a severe impact on the tourism industry during much of 

2020 and 2021, some of the long-term impacts could actually be positive. Having to run a 

business differently during the pandemic has opened some operators’ eyes to how they could 

continue to do so in the future. Three in five (60%) say that Covid has prompted them to 

make permanent changes, with 22% not yet knowing and only 18% saying they will at some 

point revert to how they operated pre-Covid. 

 

29%

15%

11%

9%

9%

7%

6%

6%

4%

3%

2%

3%

2%

13%

22%

18%

Deep cleaning to continue

Will continue to accept pre-bookings

Change in services

More likely to operate all year round

Will continue to capture customer
contact details

Restricted numbers in/at certain
places/times to remain

Will be more flexible with cancellation
terms

More staff needed

Better online presence

Will retire earlier than planned

Fewer staff needed

Will rely more on third party agents

Opened up new outdoor space

Other

Don't know yet

None – will revert to everything pre-
Covid

Q12 "Has the Covid crisis prompted you to make any 
permanent changes in how you run the business?" 

(Prompt if necessary)

Base: 899 
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It’s good to be clean 

4.11 The most commonly stated change is that deep cleaning will continue. The pandemic has 

alerted some operators to how thorough they could be in maintaining a highly clean 

environment for their customers, and they now prefer to keep it that way.  

“We'll continue to operate with the same cleaning levels as during Covid” 
Attraction, Mid  

 

Pre-booking 

4.12 Not all businesses used to take pre-bookings, and now that they have seen the benefits 

during the pandemic, this is a permanent change. About a quarter (26%) of attractions have 

given this answer. 

“We have learnt to operate more efficiently. We have a lot more control [because of 
pre-bookings]. We can take trains off if they are not running at capacity for example.” 

Attraction, North 

4.13 As well as taking pre-bookings for the whole trip, some operators will now continue to take 

pre-bookings for certain aspects of a visit such as using dining or leisure facilities. It helps 

avoid overcrowding at popular times and allows operators to plan resources better. 

“There was a shared hot tub area. People used to come and go but we've got a 
booking system for allocated slots now which will remain.” 

Caravan park, Mid 

“We will keep time slots for breakfast as we waste less” 
Serviced, North 

 

Change in services 

4.14 Covid has prompted a number of operators to change the services they provide – in some 

cases by keeping new services, and in other cases by not bringing back services they 

dropped during the pandemic. 

4.15 Food provision is quite a common type of changed service. Some have now taken this away, 

whereas others needed to provide take-away food to survive the Covid crisis and will now 

continue with it. 

“We've started making our own chocolate and will also start making our own fudge 
soon too. We're not focussing so much on the cafe any more. I plan to take on a new 
apprentice to help with the fudge. We're going to set up a mobile shop as well to drive 

round the campsites doing mobile sweets.” 
Café, North 

“We had to start offering takeaways to avoid going under as a business” 
Serviced, South West 
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“During the pandemic, I installed a kitchen in our bed and breakfast, so our 
accommodation will continue to be self-catered in the future” 

Self catering, North 

4.16 Other examples of changes in service include keeping some remote services such as virtual 

workshops or remote check-in, and expecting guests to do more for themelves such as bring 

their own bed linen or help themselves to what they need in the dining area. 

“This pandemic has made us adapt our programme. For example, we now offer 
virtual workshops to schools, so it's more accessible.” 

Attraction, North 

“Self check-in, which can be 24 hours if guests get stuck on the M4. It's more flexible 
and user-friendly” 

Self catering, South East 

“Being able to put condiments and cutlery on the tables and letting people self-serve 
is less time consuming. We're short staffed so it works for us.” 

Restaurant, Mid 

 

Calling it a day 

4.17 The pandemic has prompted some businesses to cease trading. In some of these cases, it 

has accelerated plans to retire. 

“My wife is diabetic. Our unique selling point was the view of the sea from the 
breakfast room. We had to offer breakfasts in the rooms and have fewer people, 
offering less than we wanted. We had to reduce what we charged and have less 

occupancy so we're winding down the business over the next few weeks. We will live 
here for the time being and enjoy the view every day ourselves.” 

Serviced, North 

“I've been here 21 years. I've had enough now. Covid has made me want to sell the 
business.” 

Serviced, North 

 

Further thoughts on future impact of Covid 

Fear of another lockdown 

4.18 Businesses have been through a lot during the past 18 months. Now that they are open 

again, they are very keen not to experience another lockdown. This is part of the motivation 

behind maintaining some health & safety measures voluntarily. 

“I’m glad to see restrictions being lifted but I’m quite worried that business might get 
shut down again” 
Self catering, Mid 
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Some are keen just to get on with business now 

4.19 Some operators feel that the crisis needs to be kept behind us now, as there is a limit to how 

long they can keep enduring periods of restrictions. 

“There's a plus and minus side. We've kept the pub the same and haven't lifted any 
restrictions in our premises. The Covid cases in the area are higher than they were 

last year. It has given people the confidence to come out knowing that we are 
following our own restrictions, but businesses can't carry on as they are.” 

Pub, Mid 

“The relaxing of the rules has really helped us out.  We have all the tools we need 
now so we can just get on with it.” 

Attraction, South East 

“As long as everybody gets the jab, we'll be alright” 
Pub, Mid 

 

Left to deal with the confusion over different rules 

4.20 Some operators say that having different Covid rules between Wales and England in the past 

and still in the present has caused them a lot of bother. Some English customers arrive not 

wanting to accept that rules are tighter in Wales, and the staff have to deal with the conflict. 

Also, different rules about not wearing masks in places such as pubs causes confusion. 

“The difference in Covid measures is making things difficult.  English customers are 
getting irate about masks.” 

Activity provider, South East 

“It has been difficult with people coming from over the border and assuming they 
don't have to wear masks. I was called 'rude' for asking someone to put one on.” 

Hostel, North 

“We've had a lot of confrontation with people from England who haven't understood 
they need to wear masks in public places. People walk into reception with no masks, 

saying they haven't worn them in pubs.” 
Serviced, North 
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5. Confidence and Bookings for the Autumn 

Confidence overall 

 
Q11 has been asked to businesses intending to be open this autumn 

 

Good level of confidence 

5.1 Three in four (75%) operators feel confident about running their business profitably for the 

remainder of the year. High levels of confidence are seen in all sectors and regions. 

“I think we've already been through the worst, so I'm quite optimistic and hopeful for 
the future. If it continues to go how it was this summer, then things are looking good 

for our business.” 
Self catering, North 

5.2 Lack of confidence is not necessarily to do with thinking visitor levels might be low; rather, 

some types of operating cost have gone up, and so it is hard to remain profitable. 

“The 5% VAT has been a real godsend. If we could somehow keep hold of that it 
would help with the diminishing profit margins. Our food prices have gone up 15-18% 

and we're probably going to be pushed into wage increases.” 
Serviced, North 

 

  

32%

43%

8%

2%

15%

Very confident

Fairly confident

Not very confident

Not at all confident

Don't know

Q11 "How confident do you feel about running a 
tourism business profitably for the remainder of this 

year?"

Base: 827 
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Confidence by sector 

 
Q11 has been asked to businesses intending to be open this autumn 

 

Good confidence levels throughout the sectors, although with some variation 

5.3 Variation in confidence by sector broadly reflects summer performance. The self catering and 

caravan sectors have enjoyed good visitor numbers this summer and are in a buoyant mood 

about operating profitably for the remainder of the year. The hostels sector has had a 

challenging summer, and this is reflected in confidence for the reminder of the year. 
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Confidence trend 

 

 

A confidence question was not asked post-summer in 2020 

 

Proportion of ‘very confident’ operators is higher than in recent pre-Covid years 

5.4 In pre-Covid years, confidence looking ahead to the post-summer season was typically quite 

‘lukewarm’, with many ‘fairly confident’ operators but a much lower proportion of ‘very 

confident’ operators. This year however, a noticeably higher proportion of operators are ‘very 

confident’. 

 

 

  

32%
19%23%

43%

54%
56%

8%14%
13%

4%
15%9%6%

 2021 2019 2018

Confidence levels for the post-summer season
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Not at all confident Don't know

Base: variable 
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Advance bookings 

 
Q13 has been asked to businesses taking advance bookings for the remainder of this year. ‘Don’t’ knows’ have been 

excluded from the results. ‘Normal’ means pre-Covid. 

 

Looking busy 

5.5 About half (48%) of businesses have more advance bookings for the remainder of 2021 than 

they would normally have at this time of year, and 35% have the same level. Only 17% have 

fewer. Results differ by sector, as shown on the above chart. Generally speaking, the 

performance of each sector for the remainder of the year compared to normal looks quite 

similar to how they fared during the summer. 

5.6 The same applies by region, with South West Wales continuing to perform well compared to 

the other regions. About three in five (61%) businesses in South West Wales have more 

advance bookings than normal. This compares to 44% of businesses in the rest of Wales, 

although this is positive too. 

“We're completely booked for September. Normally we would have to advertise our 
business in order to get bookings for this month, but this year bookings are coming in 

on their own.” 
Self catering, South West 

“We're still working our way through postponed bookings throughout October” 
Serviced, North 

“I'm fully booked up until our closure in November and then fully booked from April –
August 2022, so things are looking good at the moment” 

Self catering, North 
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40%
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35%
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17%
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24%

35%

52%

Self catering

Serviced acc'm

Caravan & campsites

Restaurants / pubs
/cafes

Activity providers

Attractions

Hostels

Q13 "How many advance bookings do you have for 
the remainder of 2021 compared to what you would 

normally have at this point in the year?"

 More than normal  Same as normal  Fewer than normal

Base: 715 



Wales Tourism Business Barometer 
 

Questionnaire 
  
 
Sector Which of the following best describes your business? 

 

 Serviced accommodation ...............................................................................................................    

 Self catering ..................................................................................................................................    

 Caravan / campsite .......................................................................................................................    

 Hostel ...........................................................................................................................................    

 Attraction ......................................................................................................................................    

 Activity operator ............................................................................................................................    

 Restaurant / pub / cafe ..................................................................................................................    

 

 
Q1 Has your business been open this summer? 

 

 Yes (go to Q2) ..............................................................................................................................    

 No (go to Q7) ................................................................................................................................    

 
Q2 At what level of normal capacity have you been operating? 

 
If increased capacity part way through the summer, record the current level 

 

 Full capacity ..................................................................................................................................    

 75 – 99% ......................................................................................................................................    

 50 – 74% ......................................................................................................................................    

 25 – 49% ......................................................................................................................................    

 Less than 25% ..............................................................................................................................    

 
Q3 How many customers have you had this summer compared to a normal summer? 

 

 More than normal ..........................................................................................................................    

 About the same as normal .............................................................................................................    

 Fewer than normal ........................................................................................................................    

 Don't know ....................................................................................................................................    

 
Q4 If more than normal 

 
Why do you think you have had more customers than normal? 
 
Prompt if necessary 

 

 UK visitors booking in Wales instead of booking abroad ...................................................................    

 People have been desperate to get away .......................................................................................    

 Significant level of rebookings from previous cancellations ...............................................................    

 Fine weather .................................................................................................................................    

 Repeat customers .........................................................................................................................    

 Recommendations ........................................................................................................................    

 Own marketing ..............................................................................................................................    

 Don't know ....................................................................................................................................    

 Other ............................................................................................................................................    

  Please specify other ___________________________________________

______ 

 



Q5 If fewer than normal 
 
Why do you think you have had fewer customers than normal? 
 
Prompt if necessary 

 

 Reduced capacity restricted how many bookings we could take .......................................................    

 Bad weather .................................................................................................................................    

 We didn't actively promote the business .........................................................................................    

 People were cautious about booking ..............................................................................................    

 People booking abroad instead ......................................................................................................    

 Lots of late cancellations ................................................................................................................    

 Loss of a particular market .............................................................................................................    

 Lack of clarity on when to accept bookings .....................................................................................    

 Don't know ....................................................................................................................................    

 Other ............................................................................................................................................    

  Please specify other ___________________________________________

______ 

 
Q6 Interviewer: record any useful comments made about summer performance 

 

 ______________________________________________________________________________

_________________________ 

 
Q7 Now that most Covid restrictions have been lifted in Wales, is your business currently choosing 

to maintain any safety measures voluntarily above and beyond the requirements of a self-
assessment?   

 

 Yes ..............................................................................................................................................    

 No ................................................................................................................................................    

 
Q8 If yes to above 

 
What measures are you choosing to maintain voluntarily? 
 
Prompt if necessary, tick all that apply 

 

 Remaining closed for the time being ...............................................................................................    

 Mask wearing for customers in places where it's no longer compulsory .............................................    

 Masks or screens for staff ..............................................................................................................    

 Reduced capacity / restricted numbers in some areas .....................................................................    

 One-way systems ..........................................................................................................................    

 Social distancing ...........................................................................................................................    

 Extra cleaning ...............................................................................................................................    

 Extra time in between guests .........................................................................................................    

 Hand sanitisers .............................................................................................................................    

 Health warning signs for guests ......................................................................................................    

 Outdoor space used as much as possible .......................................................................................    

 Collecting details for contact tracing ...............................................................................................    

 Pre-booking only ...........................................................................................................................    

 Table service only .........................................................................................................................    

 More 'hands off' approach (activity providers, attractions) .................................................................    

 Other ............................................................................................................................................    

  Please specify other ___________________________________________

______ 

 



Q9 All unless remaining closed in Q8 
 
At what level of normal capacity will you operate this autumn? 
 
If closing part way through autumn (e.g. campsites), record capacity when open 

 

 Full capacity ..................................................................................................................................    

 75 – 99% ......................................................................................................................................    

 50 – 74% ......................................................................................................................................    

 25 – 49% ......................................................................................................................................    

 Less than 25% ..............................................................................................................................    

 Will be closed all autumn ...............................................................................................................    

 
Q10 If open but not at full capacity 

 
Are there any particular reasons why you will operate at less than full capacity? 
 
Unprompted, tick all that apply 

 

 To protect staff / ourselves .............................................................................................................    

 To protect customers .....................................................................................................................    

 Staff shortages ..............................................................................................................................    

 Prefer more space .........................................................................................................................    

 School groups not yet allowed ........................................................................................................    

 Other ............................................................................................................................................    

  Please specify other ___________________________________________

______ 

 
Q11 All unless closed in Q8, Q9 

 
How confident do you feel about running a tourism business profitably for the remainder of this 
year?  

 

 Very confident ...............................................................................................................................    

 Fairly confident .............................................................................................................................    

 Not very confident .........................................................................................................................    

 Not at all confident ........................................................................................................................    

 Don't know ....................................................................................................................................    

 Not applicable ...............................................................................................................................    

 



 

Q12 All 
 
Has the Covid crisis prompted you to make any permanent changes in how you run the 
business? 
 
Prompt if necessary, tick all that apply  

 

 Will continue to accept pre-bookings...............................................................................................    

 Will no longer accept walk-ins ........................................................................................................    

 Change in services (e.g. providing food) .........................................................................................    

 Targeting new types of customer ....................................................................................................    

 Better online presence ...................................................................................................................    

 Restricted numbers in/at certain places/times to remain ...................................................................    

 One-way system to remain ............................................................................................................    

 Opened up new outdoor space.......................................................................................................    

 Will continue to capture customer contact details .............................................................................    

 Will be more flexible with cancellation terms ....................................................................................    

 Will be stricter with cancellation terms.............................................................................................    

 More staff needed .........................................................................................................................    

 Fewer staff needed ........................................................................................................................    

 Deep cleaning to continue..............................................................................................................    

 Change in tax registration (e.g. business rates instead of council tax) ...............................................    

 Will rely more on third party agents (e.g. Airbnb, booking.com) .........................................................    

 Will no longer use third party agents (e.g. Airbnb, booking.com) .......................................................    

 Will retire / permanently close the business earlier than planned ......................................................    

 More likely to operate all year round ...............................................................................................    

 More likely to close for part of the year ............................................................................................    

 Don't know yet ..............................................................................................................................    

 Other ............................................................................................................................................    

 None – we have or will revert to running everything as we did pre-Covid ...........................................    

  Please specify other ___________________________________________

______ 

 
Q13 How many advance bookings do you have for the remainder of 2021 compared to what you 

would normally have at this point in the year? 

 

 More than normal ..........................................................................................................................    

 About the same as normal .............................................................................................................    

 Fewer than normal ........................................................................................................................    

 Don't know ....................................................................................................................................    

 Not applicable – not taking advance bookings .................................................................................    

 

 
Q14 Finally, do you have any comments to make about the effect of lifting Covid restrictions on your 

business performance going forwards? 
 
Interviewer: record also any useful comments made about choosing to maintain measures and reasons 

 

 ______________________________________________________________________________

_________________________ 

 

 


