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Fresh ideas for creative design, securinS byalty among deal-chasing millennials, and
tapping into the Airbnb opportunity were just some of the topics on the agenda at
London's Boutique Hotel & Lifestyle Summit.
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Simplified Seruice
Building on a tr6nd we fr3t noted at last ysads !!g!& conter€nce, luxury hotcli.rs trE appoaling to prlce.conscious
consumars by replacino ostontetious d68ign, seruic€s and faciliti€s with pared-bad alt€rnativ68.

"Pre-rscsssion, ov€Mhing got biggor and bold6r," Muri€l Muirden, vice-prssid.nt o, stretggy at Us-bescd aachitoctural
fim WATG told the @nteren@. "[Now] wo noed to mak€ lurury mor6 financially viabls."

REf,osting the changing way in which consumeB - particuhrly mill€nnials - us€ hot€ls, hotsllors are rethinking room
dosign.

13:,
\A'e live in a click and collect and gi'ab-and-go socieiy. Sonre of our yoi"rnger travellers choose nci 10

unpack, lhey want to gc straight down to the public areas to \.,'ork on iheir iaptcps or iPads.

The boutique prcperties of Maniott Hot6ls' n* mill6nnial-fodsBd brsnd !ig& r€flact this mind$t. Markus L6nhert, Moxy

Hotels' vi€-presid€nt of int€mational hotel dsvelopment, told the audisca that th€ brand has ramoved wardrobes and
desks lrom rooms as they arg no longer ne@ssary. The fiBt propsrty will open in Milan in Septsmber this yeer, with a
turther'13 openino atross Europe by 201 5.
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Technology is also being simplif,ed. "l've sp€nt the last two yoars taking as much tschnology out of my hotel bedrooms
as possible, " said Kate Levin, g€n€ral manager si London hot6l5 I ii' il;i p i?: and : :. i ei, ir. Chris Pann, g6n6ral
manager at :ig-:-]jjr:Sj:n:i,i.i in London, agreed. "lt's all €Dout tacilitating poopl6's own choicas," ho said. "Most
people @rry their tBchnology with them, $ you're allowing peoplo to chooso how thsy want lo interad with technology."

Retaining luxury dssign and higiFend room fecilitios. UK$ased .i:iiir r:r:re,g otferE afiordable luxury by removing
aspecis ilch as a gym and restaurant, and instead championing loGlfaciliti€s in ths hotels vicinity. 'Ws've cleatgd a
brand that is very much about reducing elements that we don't think guests need an a city-centre hotel," said founder and
chief exeative Roberl Nadler.
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We've already soen big brands adopting thi6 approach with their tood and beverag€ facilities. As explor€d in -.iel:- ..
i'/iiil.r. .tr:. seruiGs such as Hilton's Herb N' Kitch€n and Hyatt's Grab n Go Ma*et have already proved successful,
offering convenient, loelly sourced food options for on-the-go consumers,

'A la €rte hotels, which allow us6rs to ilstomise rooms with additional pay-eeyou-go facilitios, sr6 taking this mncopt a
stage further. Budg€t brand ::gjl:qgl! has adopted such a systom. All rooms have high-sp€c b€ds and bathrooms,
but facilities such as air-mnditioninq and wi-fl are available for a small f66, allowing gussts to only pay for th6 soMoos
they use.

Flexible Public Spaces
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As explored in New Trr\€l 'Irrbes. hoiels 3B adapting to Eltecl the changing wo,ldng end domestic lives ot 6nsumeE!
creating i€xible spaes that change tunc{on throughout th6 day.

Muirden a$erted that public spaces are a '\Bmendous marketing tool" ior hotels. She highlighted tho need ior them to
be adaptv€ ild "clameleon-like" in mtuB, to fit ihe diverse needs of gssts and vigtore. Shs cited the toyer of the qui
Beverlv Hills in th6 US, whicfi usos tschnology and lighting to cfiange the space from a breekfest room in the moming, to
a nightclub at nighL

Mory also trics to oifer sch multi-tunctionality. 'The public areas in Mory will h8w tour invisibl€ divides lranging ,rom
quiet to moB liv€lyl," said LenherL "One is a quiet sid6, one is e bit mE ac{iw. So those people that want to work en
be on on€ side, and th€ p@ple who want to met, wo have an er6a thal is @nduciw to thel..

Food options ar€ also bsing r6ka$.d io app6sl to both gu6sts 8M the public, as brands sttampt to mate hotsl
rastaurants that s6 destinatioG in th6mselv6s,

Dwing a disssion on t@d ard bovsrage, paml mombers suggosted that hotels such as the Marriottflned London
Ediiiofl hav€ proven succsssfi.d beeu$ locals vi* th€ir rostaurants as d€stinations just as much as thoir gu€stg,

"Reslaurants in hoiols ffi su@ed; you just have to run it like a rostaurant, not lik6 a hot6l r€gtautant," said Bob
Pucdni, presidsnt of Cdilmi&based restaurant @nsullancy puccini Group.

Creating & Rewarding Loyalty
ln a discussion on soating and rilarding guest loyalty, a pansl dobated whsther traditionsl points-bas€d 3chsm6s ars
still relevant to ensumcG.

Bill Walshe, chief oxodtiv€ of Us{ased vicEiov fiotel croup, brandad th€sg programm€s a6 lazy, 'Thc crisis in loyalty is
self'croated in our industry," h€ sid. 'W€'ve bsn incapablo of differsntiating batw€€n a r€ward programme end a
loydty progrernmE. Points do not driw loy8lty.,'

lnst€ad, hB urgsd hotolieB to sBetc progmmes th€t rilard froquoncy. Vlcaroy Hotels offers a 8€Mcc callcd Rsndofii
Ads of Kindn$s that alloils steft momb€re to reward rogular custom6rs with trcats such es tre6 mcal8 durin0 thgir Btay.

wslshe also highlight€d tho Global HotolAlliane's multi-bEnd loyalty programme, GHADiscoveru. Tho sch.m8 oftere
guasts the charc to redeem loel exparien€s rathar th8n points, such as a tour ot thg local Guinnass fa61ory for
gmsis et its holel in Dublin, which he said let visitors .create m6mori€s"-

http :/lwww. styius. corn/mvcznl
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Other penellists were k6en to urge th6 importan@ of wor&of-mouth promotion. Millannials hevo provon a diftialt
demographic for brands to gain loyalty with. Youri Sawerschel, ensultent at UK-besd hospitality @nsultancy flrm
Bridge.over, quoted a r€cent suryey by his fim which found that 70% of millennials believo th6y are 16$ loyal than the
previous generalion, while value for mon6y was citod as th6 numb€r one criteria when choosing hotels.

"l think this deal-chasing mentdity [tor mill€nnials] is hers to stay," he seid. "How6ver, tho16 is I way to incntivise peoplo
to book with you." He suggest€d rewarding those who introdue nil guosts to the hotol. "Us€ your customer bes6 and
grow from it," he said.

lt
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The Airbnb Opportunity
ln a discussion on the future of boutiqu€ and litestyle hotels, the panel disass€d th6 threat of apartment-shsring
website I '. ':r. Valued at around S1obn, Airbnb has re€ntly begun to experiment with new srui€s lhal plae it as
mqe of a throat to traditional hospitality @mpanies.

&

Nel$hbouift@d Guidg$ffireffi
On6 new foature allows trawllers in Los Angelas and San Franciso to find last-minute acmmmodation, allowing th6m to
see options near their curent lo€tion, as w6ll as soarch tor properties that hav€ guarantoed aveilebllity thet nioht.

It is also testing a new'Experien@s'f6etur6 in Paris and San Frands@ that lets estomors book leal eclivities BUch es
guided tours, clesses and tood and drink tastings, rivalljng the traditional hotsl @nciorge,

A recsnt study by Boston Univorsity on Airbnb's impad in lexas tound that whil6 it h6sn't had e significant cffect on
business and luxury hot€ls, budg8t hotels lost 5% of their r6v6nues to it, from Oacarnbet 2011-2013.
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Despite this, panellists played dwn its impad. "lAirbnb] is not going to threatsn th€ good hotsls," said llse Crawlord.
own6r of London-based design firm Studioils6.
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lnstead, they suggested that hoteliers should take inspiraUon from the platform. "l thlnk Airbnb will bemm€ 8s intogral to

our business model as [onlin€ travel agent] channels are today," said Niki Leondikas, ohiet executive of US-based

.i}i'i.,ri:jri :r;iei., citing its etfectiveness as a booking chann€|.

lain Ainsworth, tounder of London hotel grouF _I:lj,i-:j-in::!:}, argued thal hotels could use platforms liko Airbnb for
specifc purposes, such as to market suites. l/exien boutiqua hotel :lr ii s;r. -ra".. is one of the flrst proporties to only

take bookings via th€ apartmenfsharing website, and has sen success with younger customEG in particular, Oilnor Stu

Waddell told trav€l trends website Skiftr 'Airbnb started out just being practiel, but tho more l'm using it, the more I

realise that it's bringing me my eEcl target audiene."
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