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Introduction

In last week’s report, more than 8 in 10 Britons indicated that they

thought the worst was yet to come. 7 days on, with a still accelerating

death toll, a Prime Minister in intensive care, and no immediate

prospect of the lifting of ‘lockdown’, it gives us no pleasure to report

that the ‘wisdom of crowds’ was correct once again.

But for those who prefer their glass half full, the nation’s mood edges

upwards once again. There is further progress in terms of consumers

having some idea of when they will be travelling, visiting, booking and

staying again. More of us are watching TV (even at the time it is

broadcast) and listening to radio.

And while nearly half of us have been hit financially by the crisis, it is by

no means a uniform picture: 7% of consumers are in occupations which

have actually seen some upside leaving them better off, while a further

29% say that the crisis has not really affected them and is unlikely to do

so.

Matt Costin
Managing Director, BVA BDRC

Suzy Hassan
Managing Director, Alligator Digital

At BVA BDRC, we are aiming to give our clients a helping hand in

planning for recovery. In this report, we extend our coverage of what

consumers want to do ‘the day after’ and reveal the hierarchy of

feelings and emotions that brands may tap in to. We report on personal

finances and financial wellbeing perceptions and how these may impact

when consumers are ready to spend again.

We hope you find the report useful – and please don’t forget that we

are offering the facility to request proprietary / confidential questions

and analysis each week. Do get in touch with us if you would like to

discuss this.



Executive Summary

The UK national mood continues to improve – albeit slowly. While the vast

majority still believe that the worst is yet to come, optimism grows as each week

passes. Confidence in the government’s handling of the crisis has fallen since last

week, however, perhaps linked to fears of a leadership vacuum in the Prime

Minister’s absence.

1 in 3 Britons expect life will have returned to something close to normal within 3 

months, while 86% expect it to have happened by the end of this year. Londoners 

are the regional group that has been hardest hit financially, but they are also the 

most optimistic when it comes to how long it will take for normal life to resume.

Seeing friends and family, eating out, going to the pub, going on holiday, going

shopping, going for a day out, all feature high on the wish lists of consumers

dreaming of freedom. Anticipated emotions range from happiness, excitement,

joyfulness and elation, to caution and nervousness – but the most commonly

cited of all……relief.

The attitude of those who have faced cancellations (holidays, flights,

accommodation) has changed for the better, as the balance between “I am

planning on booking a replacement” and “I have no plans to book a replacement”

has shifted into positive territory. Looking ahead, more people are looking to book

holidays and hotels, get on a train, go to restaurants and attractions within the

next year – but any shifts in short term plans are modest.

45% of consumers feel impacted financially by the crisis (including 16% who’ve

been hit hard) – a higher figure than BDRC recorded back in 2009 in the

aftermath of the financial crash. However, more than 1 in 3 consumers have

not yet been negatively impacted (including a small group who actually feel

better off), pointing to a more polarised picture than in the last major

downturn.

Consumers feeling the pinch are noting a rise in day-to-day expenses such as

groceries and utilities, while confined to base. Many of those in employment

are taking reduced pay or on furlough, limiting or dipping into savings, which

may have consequences for discretionary spending once the crisis abates.

Encouragingly, additional borrowing or debt is relatively low level at this time.
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The mood of 
the nation



The mood of the nation remains divided. On a 10-point scale, we are now at an 
average of 6.2 – the highest in 3 weeks of tracking.

Q5: How would you rate, between 0 and 10, your mood today? (%)
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When it comes to financial mindsets, > 1 in 3 are either ‘alright’ or ‘better off than 
before’. However, nearly half of us have already been impacted to some degree.

Q17: If you had to choose, which ONE of the following statements would best describe your feelings about your own situation, right now?
Q18: Some people are just naturally cautious with money. Others have become cautious, because of their financial situation during the coronavirus pandemic. Which one of 
the following best describes you?

7

29
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16

I’m one of the lucky ones – I’m actually better off 
than before

I’m alright – the coronavirus pandemic has not really 
affected me and I’m pretty confident that it won’t

I’ve been hit hard

I’m cautious - I’m just naturally cautious with money

I’m cautious - impacted
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The impact of COVID-19 on our finances is more polarised than the financial crisis of 
2008/9. More of us have been adversely impacted, but there is also a larger share who 
are ‘alright’ or ‘better off than before’.

Q17: If you had to choose, which ONE of the following statements would best describe your feelings about your own situation, right now?
Q18: Some people are just naturally cautious with money. Others have become cautious, because of their financial situation during the coronavirus pandemic. Which one of 
the following best describes you?
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affected me and I’m pretty confident that it won’t
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I’m cautious - I’m just naturally cautious with money

I’m cautious - impacted
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I’m cautious - I’m just naturally
cautious with money

I’m cautious - impacted

Personal feeling about own current situation - segments
2009 – Average across 6 
Waves of BDRC’s Project 

Mars

4%

23%

35%

20%

17%



With the Prime Minister in hospital and a reported 10 days to go until the peak of the 
virus, the vast majority feel that the worst is still to come – even if sentiment continues to 
improve.

• For the 2nd week running, we are approximately 10 days behind France

in terms of the extent to which we consider the worst is still to come or

is now behind us. Should the trend continue, we can expect a more

pronounced improvement in optimism in the coming days.

COVID 19 situation in France – French respondents*

Q7: Regarding the situation of Coronavirus in the UK and the way it is going to change in the coming month, which of the following best describes your opinion? (%)
*BVA daily tracker on how the situation is changing in France. More info, contact Adélaïde ZULFIKARPASIC (adelaide.zulfikarpasic@bva-group.com)
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There is a strong correlation between overall mood and financial mindset

• As we would intuitively expect, the 1 in 3 who describe their financial

situation as being alright or lucky, have a significantly more positive mood

and are also less pessimistic about the overall situation.

Q5: How would you rate, between 0 and 10, your mood today? (%)
Q7: Regarding the situation of Coronavirus in the UK and the way it is going to change in the coming month, which of the following best describes your opinion? (%)

The worst has passed – things are going to get better from now on

Things are going to stay the same

The worst is still to come

The situation of Coronavirus in the UK
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Confidence in the British Government’s handling of the crisis has weakened 

• Media rumours that UK Prime Minister Boris Johnson was suffering with more

than just ‘mild symptoms’ were confirmed when he was taken to hospital and

then moved to intensive care. This has led to questions of whether there is now a

vacuum of leadership.

Q6: Would you say that you are completely confident, somewhat confident, not really confident, not at all confident regarding how the British government is handling the 
crisis? (%)

Q6: Would you say that you are completely confident, somewhat confident, 
not really confident, not at all confident regarding how the British 
government is handling the crisis? (%)
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Given what you know today, when do you think life will return to something close 
to normal?
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• One in three Britons expect life will have returned to something 

close to normal within three months, while 86% expect it to 

have happened by the end of this year.

0% 20% 40% 60% 80% 100%

18-45 years old

46-64 years old

65 or older

Male

Female

May-20 Jun-20 Jul-20 Aug-20

Sep-20 Oct-Dec 2020 (Q4) Jan-Mar 2021 (Q1) Later in 2021

2022 or later Never

• Younger respondents are consistently more hopeful of a speedy

resolution in the short term, with the age groups evening out

by the time the end of 2020 becomes the horizon.

• One in five male respondents expect it will be 2021 before life

returns to normal, compared with one in ten females.

Cumulative %

This year Next year



Given what you know today, when do you think life will return to something close 
to normal?
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• Those who consider themselves lucky are also the

most optimistic among us, with nearly two thirds

thinking normal service will be resumed by August

at the latest.

• Nearly one in five of those with a cautious financial

mindset and who are already impacted don’t

expect things to return to normal until next year.
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Despite being comfortably the hardest hit by COVID-19, 42% of Londoners expect a return 
to (something near) normal in May, June or July….making them comfortably the most 
optimistic part of the UK!

Expecting a return to 
(something near) 

normal in May, June 
or July 2020

26% 28% 34% 42%

Scotland, Wales & NI The North The South London (within M25)

26%

The Midlands

30%

UK Overall

Despite having the highest proportion of regional respondents impacted economically by the crisis.

8% 5% 9% 7% 6% 3%

19% 33% 30% 29% 37% 23%

21% 19% 17% 19% 22% 14%
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“ ”
Will we finally get to see the katsu curry recipe [on the 

cooking show]? All the other recipes/sauces I’ve tried just 
can’t beat the Wagagamas version!

# Innovation

”“
I have sky broadband sky tv and sky mobile, I'm gonna struggle to pay for all three due to 

the covid19 outbreak but sky have made it impossible to contact them to ask for help. 
What options are there ??

# Loss of service continuity

“
”

@TUIUK hello, I have a holiday booked to tenerife
leaving on 15th April, when are you likely to contact 
me and give me a refund? I'm a key worker who is 

taking a 20% pay cut and my wife is a nurse so could 
do with this money back ASAP! Thanks

# Selfishness

“ ”
Replying to @LloydsBank

I just went to go inquire about the Credit 
Card payment holiday, to find out, you will 

help, but only to charge us higher interest in 
the end. What the heck is that!!!

# Selfishness“ ”
Hey everyone , have a little bit of 

compassion I work in the industry and 
these are very challenging times.  Give 
@jet2tweets a bit of breathing space.

# Patience

Key themes underlying positive and negative sentiment

• The key themes underscoring positive and negative sentiment are instructive for marketers and

brand owners and point to the longer term ingredients of success: a sense of kindness and

generosity, and a spirit of innovation underpin much of the positive sentiment apparent online.

Conversely, company policies and individual actions which are considered selfish or ungenerous

attract much of the negative sentiment.”“
Heading back into the NHS, working on Covid 19 

communications in Wiltshire. And staying at a hotel 
commandeered for key workers-a truly immersive 

experience for the next couple months

# Kindness & Generosity

“ ”
Most of my shopping I ordered from Tesco never came I 
am a Type 1 diabetic. I need certain foods, in particular 

carbs &amp; fresh vegetables No pasta, no rice, no 
potatoes. I'm trying to #SocialDistance thanks all you to 

all those for #panicbuying #HighRiskCovid19 #covid19UK

# Selfishness

“ ”
Just a reminder that some museum online shops
are still open and have great activities to buy while
you're in isolation. Please support them if you can

# Kindness & Generosity

“ ”
Can journalists remind Government ministers that before the 

pandemic many workers on Zero Hours contracts were already 
living hand to mouth. 80% of a poverty wage won’t pay bills & 

feed families. How is this being forgotten?

# Failing systems



How is the nation 
occupying its time?



Since the Coronavirus crisis exploded in mid-March would you say that you are 
doing more or less than normal of the following activities?

#N/A 71% #N/A #N/A #N/A 55% #N/A #N/A 54% #N/A #N/A #N/A 32% #N/A #N/A #N/A 20% #N/A #N/A #N/A 21% #N/A #N/A #N/A 13% #N/A
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• Britons are not yet seriously starting to plan for the day after – at least not

when it comes to making holiday or travel plans. We are, unsurprisingly,

accessing the internet and watching television more – whether that’s on-

demand or appointment-to-view (despite the absence of live sport)

Accessing the internet 
(via any device)

Watching TV at the time 
it is broadcast

Watching TV shows on 
catch up or subscription 

services like Netflix or 
Amazon Prime

Listening to the radio
Reading newspapers or 

magazines 
(print versions)

Thinking about foreign 
holidays/ overseas 

destinations I would like 
to visit

Viewing/ reading 
content about travel 

(e.g. travel shows)
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Since the Coronavirus crisis exploded in mid-March would you say that you are 
doing more or less than normal of the following activities?

• Female respondents are a little more likely to have increased the amount

they are thinking about their next overseas trip and the amount they are

accessing the internet. There is also a significant male/female difference

in the proportion streaming more on-demand television

Accessing the internet 
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Watching TV at the time 
it is broadcast
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catch up or subscription 

services like Netflix or 
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magazines 
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to visit

Viewing/ reading 
content about travel 

(e.g. travel shows)

Q31. Since the Coronavirus crisis exploded in mid-March would you say that you are doing more or less than normal of the following activities
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Since the Coronavirus crisis exploded in mid-March would you say that you are 
doing more or less than normal of the following activities?
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• It’s the groups at either

end of the spectrum – the

hardest hit and the

luckiest – who have seen

the largest percentages of

people increasing the

amount they do the

stated activities



Since the Coronavirus crisis exploded in mid-March would you say that you are 
doing more or less than normal of the following activities?
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• After those who consider themselves

lucky, it’s the hardest hit who have

increased the amount they think or

ready about travel the most – perhaps

finding solace in dreams

• Those suffering the greatest impact (perhaps with more time

on their hands) are the ones who have increased their usage

of the internet and consumption of television the most.

% More



The day after 
the crisis



The day after…..what are the main things Brits want to do once it is over?

Q16 - Once the confinement is over and all businesses reopen, what are the two or three things you are most looking forward to doing?

Spending time with family & friends ranks right at the top of the ‘day after’

wish list, with going on holiday, going to the pub, going shopping and visiting

places also featuring prominently.

”
“ Seeing family all over the country and just enjoy 

being not to worry about ourselves family & 
others

Spending time with my 
family who do not live with 
me

Spending time with 
friends and family

Family and friends

Hugging my grandchildren and seeing my familyJust visiting family and friends normally again

”
“Getting to our holiday home in Cornwall and enjoying 

going out again

Booking a Finally visiting my friend in Utah, even if I have 
to rearrange it some where warm and sunny

Going out for the day on a trip somewhere nice

Going on holiday

I am looking forward to taking the holiday that we are 
rebooking for a later date with my family ”

“Going out to any open space that I have been unable to go to, 
something like Kew Gardens or any space where you are outside.

Activities: doing things

Visit National Trust properties with friends

Going to the theatre in London (including possibly the Orange 
Tree Theatre in Richmond) and see films at the cinema.

I would like to go to London to the theatre and enjoy a day in the 
capital doing all the normal things, shopping and site seeing and 
eating out.

”

“
Eating out during the nice weather and sharing  
drinks with friends.

Looking forward to go out for a meal in our favourite restaurant

Going to the pub/being able to go out and 
travel freely again in general. But mainly going 
to the pub.

Meet the family from afar and enjoy meals out 
in a pub or restaurant

Eating out and going to the pub

Going out to be sociable in cafe's and 
restaurants



Looking ahead to the day the lockdown is lifted please describe what your feelings 
and emotions will be

Q16 - Once the confinement is over and all businesses reopen, what are the two or three things you are most looking forward to doing?

Anticipated emotions range from happiness, excitement, joyfulness

and elation, to normality, caution and nervousness – but the most

commonly cited of all……relief.

Emotions Top 10

Relief

Happiness

Excited

Cautious

Normal

Elated 

Free

Joyful

Hopeful

Nervous

1
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3

4

5
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7

8

9

10



”
“

“I am looking forward to going to a fave restaurant & 
having a meal with my fam, here's hoping businesses 

can bounce back" 

# Socialising/Eating out

“ ”
“Sad but not surprised to see our wonderful Festival season cancelled for 

2020. We look forward to its return in 2021 #edinburghfestival
#coronavirus”

# Activities

”“
“It might be as small as going to the 
beach, going for coffee with my best 

friend or going to the gym. 

# Socialising

“
”

“It just doesn't feel right walking down the River 
Cam without hearing an obscure fact about one 

of the colleges. We just cannot wait to see 
bottles of bubbly being popped and to hear 

laughter emanating from a crowded riverway.”

# Laughter and happiness

The day after……what we’re saying on social media 

”“
‘When the #covid19 travel ban is lifted .. we 

shall be visiting both #Belgium and the 
#netherlands (shopping for beer) .’’ 

# Holiday

“But once this is finally over, I look forward 
to counting down the hours to the weekend 
with more of an instinctive sense of purpose 

(and excitement).’’ 

”“#WhenCoronaVirusIsOver I'll be so happy

# Happy

”“
“I think when this is all over we’ll all have a little more 

appreciation for everything. Seeing everyone going 
out and having fun again is what is keeping me going. 

#WhenCoronaVirusIsOver”

# Appreciative

”“
“Cannot wait to be wrapped back up in my boyfriend's arms when I'm 

safe & happy when this coronavirus is finished.”
# Happy

”
“

# Excitement

”
“

# Pride

“God bless our incredible 
Queen... she has reassured 
our nation since WW2 and 
continues to make me feel 

proud to be British and look 
forward to a post Covid-19 

world”



Travel and 
holidays



Britons looks set to skip their summer staycation this year, anticipating an average 
of over 5 months before planning or booking their next UK break

Plan a UK holiday

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Planning on doing it but don’t know when

This week

Within the next month

Within the next 6 to 12 months Within the next 3 to 6 months

Within the next month to 3 months

5 7 6
8

11 10
9

21 24

28

17
20

30
28 22

78
82 82

 23rd & 24th March 30th & 31st March 6th & 7th April

Average time before 
the activity 

5.2 months

This week

Average time before 
the activity 

5.3 months

Book a UK holiday

The proportion of respondents saying they “don’t know when” they'll plan or book a UK holiday has dropped each week
we've been tracking, albeit not as dramatically as the industry may desire. The next three months still looks like a particularly
challenging time and, even six months from now, only 2 in 5 expect to have planned or booked anything

Not planning on doing it

Total planning 
to do the 
activity

3 6 5
6

9 9
9

22 24

32

17
20

30
28

26

79 81 83

 23rd & 24th March 30th & 31st March 6th & 7th April

Total planning 
to do the 
activity



The older generation are most reticent to booking UK trips

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

5.8
4.9 5.2

6.4

5.1 5.3

Week 1 Week 2 Week 3

Average time before 
planning a UK holiday*

18-45 years old 46 to 64 years old 65 + years old

5.1 
month

By age groups

5.0 
months

5.4 
months

Average time before 
the activity 

Book a UK holiday

Plan a UK holiday

Average time before 
booking a UK holiday*

5.2 
month

5.3 
months

5.7 
months

The lack of gap between booking and planning underlines the lack of clarity Brits currently have around their holiday
planning (normally there would be a time lag between the two). Reticence to booking UK trips is highest amongst
65+ year olds, the age group most vulnerable to the pandemic.



Of those anticipating a staycation in 2020, city breaks remain the most widely 
cited trip type

Which of the following type of UK holiday you are planning/going to book?

45

42

34

33

18

16

9

8

5

5

4

4

A City break

Visiting friends or relatives

To visit a local area or attraction

Beach and resort

Special treat (e.g. romantic stay, anniversary)

Activity and adventure

Sporting activities (watching or participating)

Shopping trip

Party/Function (including wedding, stag/hen do's)

Business reasons (conference, training…)

Winter sports

Other

And where are you planning to go?

Top 5 mentions

Cornwall Scotland Wales

London
= Lake District 
= Devon

1 2 3

4 5

Q26: Which of the following type of UK holiday you are planning/going to book
Q28: And where are you planning to go in the UK?



The overseas summer holiday looks even more susceptible than the UK staycation, 
the anticipated average booking time nearly six months away

Plan an overseas holiday

This week

Average time before 
the activity 

5.3 months

This week

Average time before 
the activity 

5.9 months

Book an overseas holiday

As with UK trips, the proportion stating they ‘don’t know’ when they will plan or book their trip overseas has decreased this
week. Tour operators will be reassured to see an increase in the proportion of Brits that expect to start planning their
overseas trip in the next 1-3 months, even if the number is currently quite small

3 4 3
6 8 7
7

17 20

28

19
23

36
31

26

78 78 79

 23rd & 24th March 30th & 31st March 6th & 7th April

Total planning 
to do the 
activity

3 6 75
6 89

19
20

28

20
20

35 27
24

79 77 79

 23rd & 24th March 30th & 31st March 6th & 7th April

Total planning 
to do the 
activity

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months Within the next 3 to 6 months

Within the next month to 3 monthsNot planning on doing it



There is no obvious age trend in booking overseas trips, each age group 
anticipating booking a trip in six months

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

6.3
5.5 5.3

6.4
5.6 5.9

Week 1 Week 2 Week 3

Average time before 
the activity 

Book an overseas holiday

Plan an overseas holiday

Average time before planning 
an overseas holiday*

18-45 years old 46 to 64 years old 65 + years old

5.4 
month

By age groups

4.8 
months

5.5 
months

Average time before booking 
an overseas holiday*

5.8 
month

6.0 
months

5.8 
months



True to form, Spain is the most favoured overseas destination for Britons when 
they start to holiday overseas again.

Which of the following type of overseas holiday you are 
planning/going to book?

48

43

27

22

15

14

8

7

7

6

5

3

Beach and resort

A City break

Visiting friends or relatives

To visit a local area or attraction

Special treat (e.g. romantic stay, anniversary)

Activity and adventure

Sporting activities (watching or participating)

Party/Function (including wedding, stag/hen do's)

Winter sports

Shopping trip

Business reasons (conference, training…)

Other

And where are you planning to go?

Top 5 mentions

Spain Greece USA

Turkey Italy

1 2 3

4 5

Q26b: Which of the following type of overseas holiday you are planning/going to book
Q28b: And where are you planning to go overseas?



On social media, Britons' holiday conversations combine a mixture of optimism 
and pragmatism

”
“

If you’re thinking of going away for #Easter DON’T! Stay 
at home & look forward to a future holiday you can 

actually ENJOY. Don’t come to #Devon & pressure our 
services. I want to be in the #LakeDistrict but I’m not ... it 

can wait, the disease won’t. #COVID_19uk #isolation

”“
this is selfish of me but I hope this situation is over by 

July so I can go on a luxe beach holiday in Turkey

”
“

A lot of people will simply be grateful to go anywhere ... 
and still with some slight hesitation ... so I reckon the 

staycation will feature highly for many! I’d be happy to 
go to The Lake District or Cornwall 

”
“

Today we’d be boarding our flight to Northern Italy for our 
spring break trip. Hopefully, our plans were just postponed 

a bit so I can go back to that beautiful place soon! 

”
“

@TUIUK I have a question... We were due to fly to Croatia 
on 3rd May. I'm thinking of amending this holiday to 

September. What happens if things are still not back to 
normal by then? Would we be able to amend again?

”
“

You’d be insane to book anything for June I said summer 
holidays which for us is end July and August. We won't be 

going abroad so wanted something in the UK. August should 
be ok but I'm trying to find out their COVID-19 cancellation 
policy as I know our annual travel insurance won't cover it.



Hospitality



Signs of (relative) encouragement for hotels in the medium/long term

Book hotel accommodation
Planning on doing it but don’t know when

This week

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Average time before 
the activity 

5.7 months

• As these bookers start to return to activity, it will be interesting to see if there is a reset in the traveller/hotel/OTA
relationship. In the relative quiet that comes from a drop in messaging, might now – perhaps counter-intuitively – be
the time to get out a message that previously required more attention than travellers were able to give?

There is some encouragement (well, relative encouragement) for hotels in this week’s numbers, with the overall proportion 
expecting to book a hotel room within the next twelve months increasing from 54% to 63%. However, that encouragement 
in the long-term view might be dashed by a 5pt drop in the proportion expecting to book hotel accommodation within the 
next three months. (Gift vouchers to plug the short-term cash gap, perhaps?)

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

4 6 3
6

11
9

11

22 27

33

15
24

31 33
23

83
87 86

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity



Natural predisposition seems to have more of an influence on hotel booking 
expectations than the economic actualité

* Based on 3 weeks aggregated

6.3

4.8 5.7

Week 1 Week 2 Week 3

Average time before 
the activity 

Book hotel accommodation

5.5 
months

6.0 
months

5.6 
months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

5.3 
months

6.2 
months

“Lucky ones” 
+ “I’m alright”

“Impacted cautious” 
+ “Hit hard”

5.8
months

“Impacted cautious” 
+ “Naturally cautious”

• The last week saw the apparent surge of optimism of two weeks ago tempered
somewhat, but still shows improvement on the first week’s tracking.

• There is some variation within segments and, whether you look at it by social grade
or level of impact, it’s those in the middle who – on average – expect to wait the
longest before they’ll be booking hotel accommodation again.



”“
With many Northern Ireland families having to change their 
recent holiday plans one local travel agent is urging people 
to look forward to a brighter, not so distant, future. William 
Elliott of Elite Travel in Cookstown is encouraging people to 
do their bit to support the local travel industry and book that 
much needed holiday for later in the year

Supporting the local travel agencies 

“

”“

”“

”
”“

Booked a few days to Legoland for my sons 5th birthday, got 
a really good deal for hotel and tickets. Due to COVID-19 the 
trip had be cancelled when the park closed but Legoland
have kept us up to date and a voucher code was sent 
immediately after having to cancel. Looking forward to re-
booking when everything calms down.

Positive customer experience leads to 
increased chance of re-booking

Going to try and book a weekend at the hotel there when 
everything goes back to normal - The Wife loves a good spa 
and I would be thrilled to visit such an iconic piece of British 
movie history

Weekend away

Short breaks in UK

Just think a few months from now, waiting in the airport in 
your airport clothes, get to the hotel, settle down

Going away on holiday

After all this coronavirus stuff is over, I’m 
doing a weekend away in London, then 
Paris then Amsterdam, then a week in 
Portugal

Weekend away

”“
When this corona virus is over. I am 
booking a holiday for the following day. 

Holiday urges

Uncertainty over when to book

”“
@EasyJet Thinking of booking holiday in Oct 
- if this coronavirus situation continues till 
then what happens??

• Britons might not be booking for some months, but there is some evidence, at
least, that they’re starting to think about the time when they might…

On social media: hotels and booking



Transport



Anticipated bus travel continues to rise – but only from 3+ months onwards

This week

Average time before 
the activity 

4.2 months

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

14 14
8

9
16

14

12

15 28

19
14

11

21 16
16

75 74
77

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity

Take the bus



On average, Britons anticipate that it will be 4 months before they next get on 
a bus

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

4.1

3.9

4.2

Week 1 Week 2 Week 3

Average time before 
the activity 

Average time before 
taking the bus*

3.9 
month

4.1 
months

4.2 
months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

Take the bus



As with buses, anticipated use of train services increases – but not within the next 
3 months

Take the train

This week

Average time before 
the activity 

4.9 months

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

7 9 6
6

14 14
14

15
26

26
18

18

25 20

18
77 75

82

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity



On average, those who anticipate using train services in future believe it will be 5 
months before they next do so

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

5.2

4.7 4.9

Week 1 Week 2 Week 3

Average time before 
the activity 

Average time before 
taking the train*

4.5 
month

5.3 
months

5.1 
months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

Take the train



3 in 4 Brits anticipate booking a flight. While certainty on when they will next book 
a flight is starting to return, the uplift comes with a 3-month lead time

This week

Average time before 
the activity 

5.4 months

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

4 3 4
4 8 87

15
22

30

23
18

32 25 24

76 74 76

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity

Book a flight



On average, Brits who anticipate booking a flight think it will be over 5 months 
before they do so – but this lead time continues to fall

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

6.7
6

5.4

Week 1 Week 2 Week 3

Average time before 
the activity 

Average time before 
booking a flight*

5.8 
month

6.0 
months

5.9 
months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

Book a flight



On social media this week: airlines & aviation

”“
I hope the airlines have a sale on ticket prices 

when this is over so we can all catch flights

”“
I’m stacking my money ready for as soon as we 

can book flights. I need to go Dubai ASAP. ”
“

@British_Airways

Hi, Flights to and from cancelled, options to 
change or cancel booking, I do want to change it 
but no one knows when we will be able to travel 
again. If I cancel do I get a voucher so I can book 

later when we’re able to go? Thanks!

”“
Thank you for my refund Jet2, hoping to fly with you 
again in August. Great customer service as always!

”
“

@easyJet

I will definitely fly with you again ASAP, but I 
would really appreciate if you could tell me how 
to transfer my 19th of April flight’s money into a 

voucher. I can’t see the option on the app. 
Thanks



Leisure



When will consumers engage with leisure activities again?

Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity
*item added in week 2

Go to the gym

Go to a restaurant

Go to the cinema

Go on a day out to a visitor attraction 

Go shopping or to a shopping mall* 
Brits’ pessimism is clearly
expressed by their perceptions
of when they will next do a
range of leisure activities. Even
easily accessible activities such
as ‘going shopping’ and to the
gym are felt to be over 4 months
away. Restaurant, cinema and
visitor attractions visits are seen
as over 5 months away.

Average time before 
the activity 4.1 months

4.3 months

5.0 months

5.2 months

5.3 months



Retail therapy does not seem imminent for Brits – only 3 in 10 expecting to go 
shopping in the next 3 months

Go shopping or to a shopping mall* 

This week

Average time before 
the activity 

4.1 months

As with most leisure and travel activities, the most noticeable change this week is the drop in
‘don’t knows’. Although most of these that previously stated don’t know, now predict
lengthy waits (pushing up the average planning time), the greater certainty does at least suggest
Brits are thinking about shopping again.

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

13 14

19 16

26 28

10
15

19
16

86
89

 30th & 31st March 6th & 7th April

Total planning 
to do the 
activity



The average wait before going shopping has increased since last week, although 
this is driven by fewer people stating they ‘don’t know’.

Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity
*item added in week 2
** Based on 2 weeks aggregated

Average time before 
the activity 

Average time before 
going shopping**

3.7 
month

4.1 
months

4 months

e.g. Professionals and higher 
managerial grades

(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

3.7

4.1

Week 2 Week 3

Go shopping or to a shopping mall* 



Notably, the proportion planning on going to the gym has dropped for the second 
consecutive week
Go to the gym

This week

Average time before 
the activity 

4.3 months

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

6 5 5
6 11 10
8

10 10
12

9 8

19 11 10

50
45 43

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity

The consistent drop in those planning on going to the gym is a contrast to most other leisure
activities, where intentions have broadly grown or stayed the same. Perhaps the recent warm
weather, and the growth of home (or local) exercise, has made the gym seem less necessary. The
latter may be a cause for concern for the industry.



Lower social grades have the highest expectations on when they will go to the gym 
– a contrast to the pattern across most other leisure activities

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

4.4

4.3

4.3

Week 1 Week 2 Week 3

Average time before 
the activity 

Average time before 
going to the gym*

4.4 
month

5.1 
months

4 months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

Go to the gym



Continuing the pattern elsewhere, fewer Britons now ‘don’t know’ when they will 
next go to a restaurant…

This week

Average time before 
the activity 

5.0 months

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

6 7 5

8
19 16

19

28 34

28

19
22

29

21
15

89
92 92

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity

Go to a restaurant



…certainty, however, only extends to the distant future, pushing the average time 
before Brits anticipate visiting a restaurant up from last week

5.1

4.7

5

Week 1 Week 2 Week 3

Average time before 
the activity 

Go to a restaurant

Average time before 
going to the restaurant*

4.7 
month

5.0 
months

5.1 
months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity



Around 1 in 6 plan on going to the cinema within the next 3 months, consistent 
with last week

Go to the cinema

This week

Average time before 
the activity 

5.2 months

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

5 5 4

8 10 12

12

26 25

26

18 19

28
19 16

78 77 76

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity



Social grades AB are the most optimistic about returning to the cinema, the 
waiting time dipping below 5 months

5.4

5.1 5.2

Week 1 Week 2 Week 3

Average time before 
the activity 

Average time before 
going to the cinema*

4.9 
month

5.8 
months

5.3 
months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

Go to the cinema



Similar to cinemas, only 1 in 6 expect to return to visitor attractions before the 
summer months

Go on a day out to a visitor attraction

This week

Average time before 
the activity 

5.3 months

Planning on doing it but don’t know when

Within the next month

Within the next 6 to 12 months

Within the next 3 to 6 months

Within the next month to 3 months

Q11. Which the following are you intending to do in the next 2 weeks  combined with Q12. Given what you know today, when do you anticipate doing the following? Base all

Not planning on doing it

4 3 4
7

16 13
10

25 27
29

21 23

33

22 21
82

87 87

 23rd & 24th March  30th & 31st March 6th & 7th April

Total planning 
to do the 
activity



Optimism on visits to visitor attractions is highest amongst higher social grades, 
but only just

* Based on 3 weeks aggregated
Q11. Which the following are you intending to do in the next 2 weeks
Q12. Given what you know today, when do you anticipate doing the following? Base all intending to do each activity

6

5.1
5.3

Week 1 Week 2 Week 3

Average time before 
the activity 

Average time before going to 
a visitor attraction*

5.3 
month

5.5 
months

5.5 
months

e.g. Professionals and higher 
managerial grades
(Upper and middle classes)

Supervisory and clerical roles
(Lower middle class)

Manual workers (skilled, 
semi-skilled and unskilled) 

and not working

A / B C1 C2 / D / E

Go on a day out to a visitor attraction



On social media - Brits are palpably excited about re-engaging with leisure 
activities.  Those unaffected financially may engage in significant spending when 
things return to normal

”“
Wow I can’t wait to get back into a restaurant, 
eat some good food and have some cocktails

”
“

No worries, thanks for getting back to me. I 
understand. Looks like I’ll have to suppress the 

cravings until you guys are operating again. 
Might give a DIY Nandos a go from home 

”
“

Replying to 
@NHM_London

I can’t wait for this lockdown to be over so I can 
visit you again and see all the awesome items on 

display. I miss museums

”
“

@britishmuseum
I was really disappointed not to make it to the 

museum to see the German emergency money 
exhibition before the museum closed. Do you 
have an idea if the exhibition will be running 

again in the future?

”“
When this is all over I can’t wait for a continuous feast... tgis, 

Wagamama, Nandos, Pizza Hut, Five Guys & Las Iguanas 



Money and
spending



29 

5 

11 

7 

6 

6 

30 

14 

You are on ‘furlough’ where the Government 
contributes to your pay, but you cannot work at this …

You are on reduced pay, but without a change in your
working hours

You are on both reduced pay and reduced working
hours

You are taking unpaid leave

You have been made redundant

Other (specify)

None of these – my employment has continued as 
normal

None of these – I was not in paid employment before

COVID-19 impact upon employment and pay

Q23: Which, if any, of the following have happened to you as a result of the coronavirus (Covid 19) pandemic?
n=163

You are on ‘furlough’ where the Government contributes to 
your pay, but you cannot work at this time

You are on reduced pay, but without a change in your 
working hours

You are on both reduced pay and reduced working hours

You are taking unpaid leave

You have been made redundant

Other (specify)

None of these – employment has continued as normal

45% 
Pay reduction

18% 
Unpaid leave/ 
redundancy/other

• The majority of those in work have seen some degree of
impact upon their employment

• A drop in income, whether through furlough or a pay-
cut, is more common than redundancy as businesses
take-up the Coronavirus Job Protection scheme and seek
other measures to mitigate long-term impact.Out of working respondents:

None of these – mployment has continued without 
changes to pay, but now working from home



COVID-19 impact upon employment and pay

Q23: Which, if any, of the following have happened to you as a result of the coronavirus (Covid 19) pandemic?
Lucy ones/Alright n: 45, Cautious no economic adversity n:30, Cautious economy adversity n:55, Hit hard n=33

Those ‘hit hard’ are more likely to have experienced some form of negative work event that has impacted their pay. This group are also most affected by ‘other’ situations, such as loop-
holes limiting support for the self-employed or anxiously await news about expected changes.

Lucky ones + 
I’m alright

Cautious – no economic 
adversity

Cautious – economic 
adversity experienced/ 

expected
Hit hard

A + B
(n=71)

C1
(n=31)

E + D + C2
(n=59)

Pay reduction 
(Furlough, reduce 
pay…)

24% 47% 51% 52% 44% 48% 41%

Unpaid leave/ 
redundancy/other 20% 10% 11% 36% 13% 16% 25%

None of these – my 
employment has 
continued without 
changes to pay, but 
now working from 
home

49% 37% 27% 3% 45% 32% 12%

None of these – my 
employment has 
continued as 
normal

18% 10% 15% 12% 10% 6% 22%

“Self employed and cannot work”

“Redundancies announced but not 
happened yet”

Other, please specify:



On social media - job security 

”“
Made redundant as of 29 Feb. New job as of 2 Mar. No 

break. Still paying tax. Left without a safety net from either 
employer by 24 hours. Left behind by @RishiSunak. Change 

the date! #newstarterfurlough #coronavirusuk

Left in limbo

”“
#newstarterfurlough Everyone who started a job or were 

due to start but were never given the chance due to 
coronavirus has bucketloads of evidence to support a claim 

for furlough. Please get rid of this loophole. Save lives.

“
Everyone who was in employment at the time of Covid 19 

needs to be taken into consideration for the furlough 
scheme, people can not live with zero income, the cut off 

date of 28th feb needs to be taken away 
#wearetaxpayerstoo @BorisJohnson @RishiSunak

”“
Supply Teachers (PAYE)still in limbo over payments due 
to Umbrella Co's not clear on Government guidelines! 

Urgent call to Government for clarity! Affecting 700,000 
Supply Teachers! No furlough payments! Pls help! 

#supplyteachers #NEU #forgotteneducators #COVID19

”

Unanswered questions

”“
Do vulnerable people who have received letter from the NHS 
stating they must stay home for 12 weeks get full pay from 

employer or do they switch straight over furlough? #coronavirusqa

”“
Two months ago I was approached for a new job and was offered 
the job last week. I think I am unlikely to be laid off or furloughed 

in this role, however of course nothing is impossible.

”“Uncertain furlough payments place 
Scottish construction in ‘turmoil’

”
“

A friend has just been notified that her job has ceased to 
exist (due to cutbacks because of coronavirus). She was still 

in her probationary period and her employer has told her 
she hasn't passed probation, but has also implied that the 

job role no longer exists (ie this should be a redundancy 
matter). She has received no notice and has been let go with 

immediate effect

The Government measures are
undoubtedly providing essential support to
many workers, but uncertainty and various
loopholes leave a number of segments
without support or answers. As Rishi Sunak
announced on 4th April, in spite of
unprecedented measures, it will not be
possible to “save every single job, protect
every single business”. There will be
hardship ahead, and this will have
widespread impact upon spending, the
economy and the sectors within this report.



1 in 6 feel that they are struggling to make ends meet, rising to 1 in 3 amongst 
those now without an income

Q30: Thinking about your overall financial situation, taking into account your household income, your total outgoings and any savings, investments or other assets you may 
have, which ONE of the following statements best describes your feelings about your own situation, right now?
n=250, Pay reduction n:70, Unpaid leave/redundancy/other: n=30

15

34

34

14

2

1% Don’t know / None of these

I’m struggling - My monthly income does not meet 
my needs and/or I have no savings or investments

I’m managing - My monthly income meets my 
needs and/or I have no real savings or investments

I’m comfortable - My monthly income meets my 
needs and/or I have some savings as a cushion

I’m well off - My monthly income more than meets my 
needs and/or I have a decent sum in savings or investments

I’m wealthy - My monthly income more than meets my needs 
and/or I have a very significant level of savings or investments

0% 

Pay reduction 
(Furlough, reduce pay…)

Unpaid leave/ 
redundancy/other

3% 

9% 3% 

21% 13% 

49% 43% 

21% 33% 

Professional situation as a result of the coronavirus pandemic



Which of the following statements best describes how much you expect to spend 
in each area over the next month?

Q22. Thinking about your spending in some important categories, which of the following statements best describes how much you expect to spend in each area over the next 
month?
n=250

31 23
11 13 16

26
5 17 6 6 15

53 64 83 78 68 46 83 54 69 69
32

16 13 6 9 17 28 12 30 25 26 53
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• Spending on essential groceries and utilities is on the up while people stay at home,
which will be a concern for those already struggling to make ends meet.

• Many are restricting ‘nice to have’ expenses. This isn’t just bad news for small
businesses and the gig economy delivering takeaways: news and music subscriptions
are also being reigned-in, as is online gaming / gambling.

Grocery
shopping

Household bills 
and utilities

Wifi / Internet 
package

Medical and 
pharmaceutical 

supplies

TV subscription
(Sky, Virgin, 
Netflix etc)

Alcohol for 
consumption at 

home
Mobile phone 

deal / bills

Online / mobile 
gaming, betting 
and gambling

Music 
subscriptions

News 
subscription 

services
Takeaway / 

delivery food



On social media - spending habits

”“
In isolation, I’ve acquired Disney+ and a free trial of amazon 
prime whilst still using Netflix, YouTube and Sky and it still 
feels like there’s nothing to watch #day8oflockdown 
#COVID19Pandemic

# Subscriptions

”“
I think Disney+ is going to be the best thing I’ve ever 
spent money on 🤘🏻 #Covid_19 #QuarantineLife
#mumlife

# Subscriptions

”“
We’re all going to get bored during the #CoronaCrisis
which may lead to excessive online shopping.

# Online shopping

”“
I got so excited doing my online @sainsburys shop today 
and bought too much chocolate! I'll never take online 
shopping for granted ever again. TY @sainsburys for 
protecting vulnerable people 🙏👏 #coronavirus #MND.

# Online shopping

”“
All the supermarket sites crash or 
you need to sit in a virtual queue 
for hours #LockdownNow
#StayHomeSaveLives
#COVIDIDIOTS #StopPanicBuying.

# Panic buying ”
“

I appreciate shops are working extremely hard to 
provide the best service for everyone, but when 
regular (order weekly) customers can’t get a 
delivery slot any time this side of June, that’s not 
right if you ask me #coronavirus #Covid_19 
#panicshopping #panicbuyinguk

# Panic buying

”“
There aren’t any slots. I've tried getting one for 
my vulnerable mother at all 6 of the major 
supermarkets  and I cannot get one let alone for 
myself…I’m basically wasting a fortune shopping 
at the local shop as i can't carry it any further

# Panic buying

”“
Normally Friday is a great day, looking forward to the 
weekend, all the Football, Horse Racing, Boxing &amp; 
other activities like having a few pints, bets, takeaway. 
Instead today feels like a Monday or a Tuesday, in fact I 
haven't got a clue what day it really is?

# Change of habits

“ # Change of habits”
Normally I'm such a busy person. Work, running, 
walking my dogs, shopping etc but this corona virus has 
put paid to most of that.”

”“
So apparently my new hobby is 
filling up online shopping carts that 
I then abandon with no intent to 
ever actually purchase

# Online shopping



Thinking specifically about finances, which, if any, of the following have you done 
as a result of the coronavirus (COVID-19) pandemic?

Q21. Thinking specifically about finances, which, if any, of the following have you done as a result of the coronavirus (COVID-19) pandemic?

49%1

2

3

Stopped visiting high street bank branches

39%Stopped using ATMs

32%Increased use of online or mobile 
banking services

4 Decreased the amount that you are saving or 
stopped saving altogether

20%

5

Increased use of telephone banking services

14%

6

Started using or increased your usage of an 
overdraft

8%

7

Taken advantage of a mortgage ‘payment holiday’

7%

8

Delayed or missed mortgage, credit card or 
personal loan repayments

6%

9

Increased your credit card limit on one or more 
cards

5%

10

Taken out a new credit card

3%

11

Other

3%

12 2%Started using savings for day-to-day spending

• The changes in banking channel usage are promising, suggesting that consumers are (for the
most part) following official advice.

• Thus far savings are being compromised, if necessary, rather than amassing further debt or
taking a payment holiday. We will continue to monitor the situation in the coming weeks as this
is likely to change if reserves begin to dwindle.



Thinking specifically about finances, which, if any, of the following have you done 
as a result of the coronavirus (COVID-19) pandemic?
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40

3

11
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3

Decreased the amount
that you are saving or

stopped saving
altogether

Started using savings for
day-to-day spending

Increased use of
telephone banking

services

Started using or
increased your usage of

an overdraft

Taken advantage of a 
mortgage ‘payment 

holiday’

Delayed or missed
mortgage, credit card or

personal loan
repayments

Have not changed my
behaviour

All Lucky ones + I’m alright Cautious – no economic adversity Cautious – economic adversity experienced/ expected Hit hard

The shift in financial behaviour is naturally more common across
those ‘hit hard’. They are more than twice as likely to be
curtailing or dipping into savings.

Q21. Thinking specifically about finances, which, if any, of the following have you done as a result of the coronavirus (COVID-19) pandemic?
All n: 250, Lucy ones/Alright n: 87, Cautious no economic adversity n:48, Cautious economy adversity n:80, Hit hard n=30



On social media - personal finances

“
”

I've been laid off work till further notice 
due to the Coronavirus pandemic, I'm 
worried about getting cut off or in debt 
as I will be struggling to pay bills in the 
future weeks. please can I have some 
help on what I should do? Thank you 
(Vodafone Forum) 

”“
Hi all, its me again. I firmly believe that VM and BT and Sky should 
reduce all there prices in view of what's happening with the covid
19 virus. I am lucky to have a job, and pay bills. That there is some 
subs that are at home. And cannot afford to pay bills.

“ ”
@BarclaysLDN I need to apply for an overdraft. But telling 
me to go into a bank but its not telling me what info you 
need. During #covid19UK iv been told to stay at home for 
the next 6months and iv lost all my work. I need some sort 
of safety net so I can buy food and pay bills..“

”
Shut in by myself for 3 weeks (maybe 
more), as if that wasn't enough I'm also 
not getting paid from my job and can't 
pay bills or rent or even buy essentials. 
This is going to test my mental strength. 
#mentalhealth #makeitthrough
#covid19

“ ”
The whole coronavirus situation is dire 
enough without single parents being 
able to get much needed food at an 
affordable price.

”“
@MrMasonMills @memcbrexit Any 
advice for small landlords that have the 
rent as their Only Income. Who helps 
them to buy food or pay bills with 
hardship due to Coronavirus

“
”

Hi @NatWest_Help
I see you're warning of negative impact on my credit file if 

we agree to a reduced payment of a loan with you for the 
next 1-3 months.
This is not in line with the regulator's rules. Will you change 
this? I will shortly lose 20% of my income due to #furlough

Social media comments underscore the sheer impact of the crisis for those already experiencing difficulty. Many seek guidance and support from official channels, banks or other service
providers. However unofficial sources are also being used, with no guarantee about the accuracy or credibility of the advice. Communications encouraging consumers to seek support from
the most appropriate sources and channels will assume even greater importance as the crisis continues, reducing the stigma associated with a need for help.

Concerns about paying for basics Seeking help from brands / official channels Seeking help from unofficial channels



Consumer perception of how key sectors have responded to the crisis is generally 
more positive than negative, although insurance lags behind

Social media sentiment (as recorded through NetBase) differs to 

those recorded in our survey, as consumers most affected by payment 

difficulties and service issues express their views online. The pattern 

is amplified for the TV / ISP / telecom category due to conspiracy 

theories surrounding 5G.

Response Index
0 = Neutral

Social media 
Net Sentiment

0 = Neutral

Mortgage lenders (n=166) 39

Banks and building societies 
(n=231)

28 -8

Insurance providers (n=187) 4

Utilities companies (n=212) 28 3

TV subscription services 
(n=206)

47

Internet service providers 
(n=223)

41 -23

Telecoms companies (n=208) 38

The Response Index represents consumer perceptions of how 
effectively each sector has responded to the emergency. It is 
calculated simply by subtracting the proportion of those who think 
the sector response is poor or very poor, from the proportion who 
perceive it to be good or excellent. Zero therefore reflects a neutral 
score, with >0 meaning positive, and < 0 meaning negative.

Social media Net Sentiment works on the same scale, expressing the 
ratio of positive to negative online discussion about conversation 
linked to the COVID-19. Categorisation of sentiment to ‘positive’ or 
‘negative’ is approximately 90% accurate.

Q19. Organisations have responded in different ways to the challenges that they or their customers are facing. Overall how would you rate the response of the following to the 
current crisis?



Examples of brands getting it right: the clarity and flexibility offered across these sectors 
is likely to have an emotional impact that could stand the test of time, beyond the 
immediate functional benefits

Q20 - Are there any examples of <sector> that you have seen responding to this situation particularly well? You can make a comment or share a link.

Financial providers Utilities companies Telecoms or Internet providers 

”
“• Vodafone and Sky both increased their

data allowance for free
• Virgin mobile has increased your monthly

minutes at no extra charge
• Tesco mobile gave offered free evening

and weekend calls

”
“

”
“• Talk Talk have sent me a few emails regarding their

service support during the crisis
• Virgin media sent me an email regarding the current

situation and that if anyone is struggling with
payments they are there to help

Increasing allowance for free

Offering additional services

• Sky has offered Sky go extra at no additional cost,
and free UK calls to landlines until the end of April.

• O2 giving 6 months Disney+ with there sim only deal

Keeping customer informed

”
“• Some have reduced their costs for the next

three months
• Northumbrian Water have sent updates and

urging people to contact them if they have
financial problems

• Scottish Power sent something about
allowing you to alter your direct debit if you
are struggling – they are proactive

”
“• My own supplier OVO has oneness very

supportive of ‘its customers informing us of
options we have any problems etc.

• Eon sent messages with a number to phone if
needed

• Bulb have sent out emails to customers
• British gas reminded me I am on their

priorities list should I have a problem

Keeping customer informed

Allowing flexibility on bills

”

“• Barclays and Starling banks have been very
forthcoming with their communications. They have
laid out how they are keeping their staff safe and
also how as a customer I can access my banking.

• Nutmeg have been very good at communicating with
investors about what is happening with their money

• Yes my bank Santander . I needed to put some
money in my account and it did not take them long
to answer my call which was luckily a good thing for
me personally

”
“• Lloyds have offered mortgage holidays and interest

free overdrafts
• Nationwide gave me a 3 month Mortgage holiday in

5 minutes!
• RBS offering a mortgage holiday
• Santander, Natwest and many more are supporting

their customers by freezing overdraft fees and
helping out with mortgage payments

Keeping customers informed

Freezing repayments



Brand focus: Monzo

@monzo You just saved my ass with your ‘Get Paid Today’ thing. I’m stranded in Spain on lockdown and 
wern’t supposed to be paid till tomorrow. I just got my money! I CAN BUY FOOD! Love you Monzo people 

@monzo thanks to your great support 
team over the last couple of days :-).

what a great response. It's really nice to 
see that Monzo are there for people in 
this difficult time. I am fortunate enough 
that my finances has not changed but 
am sure there people out there that will 
appreciate the help. Thank you

Monzo’s strong CX proposition and unique service features continue to stand-out during the crisis. Social media
commentary demonstrates that the bank is successfully creating memorable moments when it matters most,
building strong foundations for future loyalty.

Meanwhile, the bank leverages its Twitter account to highlight relevant, helpful articles on its blog, placing the
focus firmly upon the well-being of its end customers, shunning the corporate tone adopted by a number of peers.Social media users - Post and Net sentiment (past 3 weeks)

@monzo proactively contacted 
customers about chargebacks if money 
has been lost due to Covid-19 with an 
offer to help. Response times on the 
app still super fast too 



On social media - insurance providers

“
”

Apparently a lot of car insurance 
companies like @1stCentral only 
give you the option of breakdown 

but don’t tell you exactly what that 
includes so if like me you think it 

includes everything, it doesn’t! So 
now I’m stuck at home because 

@TheRAC_UK won’t help me due 
to #Covid_19

“
”

I am trying to contact Halifax to 
claim a refund under Section 75 

Consumer Credit Act for cancelled 
flight/hotel. Long wait on phone -
is there a way to make this claim 

online? Thanks

“
”

@AskNationwide
I’ve been trying to get in contact with 
your Travel Insurance for the last 2-3 
weeks to submit a claim but I haven’t 

got time to be on hold for 35 mins at a 
time, is there another way of doing 

this? I understand your busy but I am 
too!! #holidaycancelled

“
”

@MartinSLewis great work in this 
crisis. As s/e I’ve found most utility 
companies etc sympathetic except 

for @marksandspencer home 
insurance. Point blank refused to 

discuss a payment reduction 
unless excess was increased! Will 

be walking at renewal but obv
doesn’t help me much!

“
”

Car insurance up for renewal... 
surely the cost should go down to 

basically zero as I'm driving around 
10 miles per month and the car's 

spending the rest of the time 
gathering dust in a locked car park? 

@Gocompare

Insurance social media sentiment is influenced by those tackling
the fall-out from holiday cancellations or new circumstances
which affect existing policies. The most affected customers are
seeking answers and empathy, particularly when the flexibility
demonstrated by other service providers appears to be lacking.

https://twitter.com/1stCentral
https://twitter.com/TheRAC_UK
https://twitter.com/#!/search?q=%23Covid_19
https://twitter.com/Gocompare


Appendix



Methodology

*For the first and second week had n=200 each

&

Quantitative survey

Online survey amongst people who have done two of the following 

since the beginning of the year (01 Jan 2020):

1. Used one of the following transport mode: plane, train or bus

2. Went on a day out to a visitor attraction

3. Stayed in paid for accommodation

The survey covers all parts of the UK and is nationally representative on 

gender, age and regions.

The questionnaire focuses on understanding people’s views on the 

coronavirus situation and the impact it has on their engagement with 

the transport, leisure and hospitality sectors. 

Social media

With customers increasingly communicating directly with 

organisations and their peers through online channels, these 

conversations cannot be ignored in the assessment of the COVID-19 

crisis on brands.

Our social analytics tool gets closer to the conversations happening in 

the online space, by listening to how brands are talked about across 

social media and how brands’ reactions to the situation is viewed 

online. The social media analytics cover all three sectors in the UK and 

rigorous content cleaning and checks are set and regularly reviewed  

to ensure data quality. The analysis looks at conversations around the 

coronavirus from 16 March 2020 to 31st March 2020.

This is a weekly survey capturing 500 respondents per wave* Similar to the quantitative survey, social media will be analysed on a 
weekly basis. For this report we’ve examined:
• 138,261 posts for the transport sector
• 24,445 posts from the leisure sector
• 21,598 posts from the hospitality sector
• 54,841 posts from the financial sector

Remember that this is also an opportunity for you and your organisation to
add specific questions or to increase the number of respondents targeting your
customers or specific segments. To do so, please get it touch!
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