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Intention
INSPIRE AND ENGAGE EACH OTHER THROUGH AN INTERACTIVE SESSION, WHERE WE 

EXCHANGE INSIGHTS, EXPERIENCES AND OPINIONS



Agenda
EMERGING TRAVEL TRENDS IN A POST-CORONA WORLD 

CORPORATE SOCIAL RESPONSIBILITY • EXPERIENCE DESIGN • EMOTIONAL INTELLIGENCE 
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Leading Hotels of  the World
The Pinnacle of  Luxury for 92 Years
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• H A S S L E R  R OM A
R OM E ,  I TA L Y
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Much has changed in the last 92 years in travel industry.  

The only consistent trend is the traveling itself….



• Many of us have realized a decent amount of jobs 
can be done remotely at home

• What can NOT be done from home is: traveling; 
especially leisure travels and vacations

– The significance of five senses:  sight, smell, hearing, 
taste, and touch are important components of a 
traveling experience

• Most people collect most memorable moments of 
their lives through experiences during traveling
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Traveling & Tourism are Trends for Life

Twitter CEO Jack Dorsey told his 

employees that many of them will 

be allowed to work from home in 

perpetuity, even after the 

coronavirus pandemic ends.

“Opening offices will be our decision.  

When and if our employees come 

back, will be theirs.” - Jack Dorsey



Corporate Social Responsibility (CSR)
In the World of  COVID-19
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Current State | US Hotel Industry



During COVID-19

• Employee and staff protection
– Reduced hours instead of layoffs; 

and/or keeping perks and benefits 
at the minimum

– Regional differences are observed

• Local Community Supports
o Regardless of the regions, hotels 

around the world displayed 
comradery.

o LHW hotels around the globe have 
done remarkable job

▪ From Toronto to Indonesia.  From 
Hawaii to Sao Paulo
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CSR | During and Post COVID-19
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CSR | During and Post COVID-19

Four Seasons NY Provided Free Rooms to 

NYC Coronavirus Doctors
Qatar Airways Gave Away 100,000 Complimentary 

Tickets to Frontline Healthcare Professionals
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United Nations Sustainable Development Goals

The 17 sustainable development goals (SDGs) to transform our world:
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Global Sustainable Tourism Council

https://www.gstcouncil.org/

https://www.gstcouncil.org/


63% would pay 

more for an eco-

friendly hotel

70% travelers desire 

eco-friendly lodging

The Definition of Sustainability is the capacity to maintain a certain 

process or state indefinitely.   As applied to ecology, sustainability has 

been expressed as meeting the needs of the present without 

compromising the ability of future generations to meet their own 

needs.  

CAPE GRACE
CAPE TOWN, SOUTH AFRICA



The Future of Hotels is “Green”, and to become a green hotel you need to first gain 
insight, so you can evaluate and determine, which sustainable practices your business 
should implement:

• More use of natural sunlight

• Reusable energy and water, through solar panels, reverse osmosis, etc.

• Less/no use of plastic
– With touchless check in and digital entry to the rooms (Unfortunately, plastic use has peaked 

during the pandemic, due to its single-use nature)

• Use of reclaimed wood 

• Carpets fashioned from repurposed ocean plastics

• Consumers recognize green hotels as a leader in the sector and respond accordingly.
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CSR | Independent of  COVID-19



Certifications such as LEED (Leadership in 
Energy and Environmental Design) define 
the language and benchmarks of the hotel 
industry.  

• Such awards generate reason for 
innovation and provide consumers with 
clear metric of sustainable achievement

• For instance, state of Oregon, has a 
business energy tax credit for companies 
with renewable resources and energy 
conservation
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CSR | Independent of  COVID-19

California bans hotels from using plastic 

bottles, effective 2023



A new section on Sustainability was added to LQA’s standards in 2019

Some of these standards are:

• Was a paperless check in/check out provided?

• Did the hotel offer an environmental opt-in option for not changing the bed sheets 
daily?

• Were guest slippers free of plastic wrapping?

• Was air-conditioning regulated via balcony doors (i.e. automatically turns off if 
balcony doors are open)?

• Were all beverages free of plastic straws/stirrers?

• Was the hotel certified to a sustainability label, as accredited by the Global 
Sustainability Tourism Council (e.g. Control Union, Vireo Srl, etc.)?
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Sustainability Standards in Luxury Segment



A common language about sustainability in tourisms stands on four pillars:
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GSTC Criteria Overview

Socioeconomic 

Impacts

Sustainable 

Management

Cultural 

Impacts

Environmental 

impacts



The “Sustainable Renaissance” also re-shapes 

meetings and events

• Redefining Sustainability:  Going Beyond the 

Recycling Bin

• The $120 billion meetings industry 

generates significant impact on the 

environment

• Sustainability is really about leaving the 

planet in a better place than it is today

• Introduction of excursion offers, community 

and charitable giving engagement activities, 

and creative experiences that aren’t typical 

of traditional boardroom and ballroom 

events
20

CSR | Meetings & Events
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CSR | Post COVID-19
Not all heroes wear capes.  

Jean-Claude Messant, GM, Royal Mansour Marrakech

An orphanage visit in Marrakech during LHW Annual Convention



• Define your own story: Personal and Professional.  What are you and your hotel doing to make 
this planet a better place?  (Remember the 17 sustainable development goals identified by UN)

• Create employee and organizational culture around CSR and Sustainability

• Don’t force your customers, have them make their decision by given them choices

• Create memorable moments that combine CSR with tailored on and off-site experiences

• Properly balance the three P’s:  PEOPLE , PLANET, and PROFIT. 

• Follow the guidelines and trends in the industry:  https://www.gstcouncil.org/for-hotels-
accommodations/
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CSR | Key Takeaways

https://www.gstcouncil.org/for-hotels-accommodations/


DESIGNING SPACES 

& EXPERIENCES

TORTUGA BAY, DOMINICAN REPUBLIC



CONFIDENTIAL AND PROPRIETARY 
Information may not be reproduced or shared by anyone outside of LHW

Design in any form…

Should be physically appealing and be a solution 
to a problem.

In a post corona world hotels will need to 
consider two elements of design:

1. Physical Spaces

o Communal

o Personal

2. Experiences

o On-property

o Off-property

THE LEADING HOTELS OF THE WORLD │ 24

HOTEL FASANO
BOA VISTA, BRAZIL



• Digitalization is key, due to its 
touchless nature

• Spaced out communal spaces: 
Lobby, restaurants, pool, beach, 
SPA, fitness, etc.

• All Inclusive hotels may 
consider buffets to be split in 
multiple stations, each 
supervised by a chef serving the 
guest

• Consumers will rely more on 
trusted advisors: travel agents 
before arrival and concierges 
upon arrival
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Design of  Physical Spaces in a Post-Corona World

In Room High Touch Points

• Switches, plugs, etc

• Door handles

• Wet areas.

• A/C panel

• Remote control 

• Soap and shampoo bottles

• Iron and iron board

• Table surfaces

• Linens

• Coffee machine and mini 
bar



• In the past, definition of luxury was highly 
product-driven.  

• In today’s world, a great product is already 
expected.  Curious travelers are now 
seeking for experiential trips and story 
worth moments, customized for them.

• This is why AirBnB has been successful with 
their business model, as they focused more 
on experience less on product.

• Experience begins with the booking and 
ends with the post stay follow up, and it 
involves every single activity in between
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Designing experiences are much more complicated

BARCELONA SYMPHONY ORCHESTRA



CULTUREART

The best story may be the one that combines…

COMMUNITY

…and, in a post-Corona world, technology and digitalization are the inevitable additions

TECHNOLOGY

GASTRONOMY



Who will design these experiences?

- Nobody other than the Concierge Teams at each hotel

The purpose of a Concierge is more relevant than ever, when catering to today’s curious traveler

A Concierge is the “chief experience curator” for a hotel, not only off-site but also on-site

Emotional Intelligence (EQ) plays a critical role in creating on-site experiences



Creating Unique On-site Experiences

A pop-up restaurant that regularly changes theme by Grace Bay Club in Turks & Caicos

JarsStixCones



It is not only the story about the hotel, but also the overall story of the trip. Collecting 

story worth moments, even long after the trip is completed…
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Creating Unique Off-site Experiences



HOW LHW CREATED - DESTINATION EXPERIENCES AT LHW.COM
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emotional intelligence

noun

the capacity to be aware of, control, and express one's emotions, and to 

handle interpersonal relationships judiciously and empathetically.



When the guest asks for a story, give them a poem…

Nordstrom has a worldwide reputation as being the best 

department store for customer service and has had this 

reputation for years. 

A Nordstrom sales associate was a legend in the making, 

when a loyal customer asked to return her used tires to 

Nordstrom, even though she bought the tires elsewhere.  

A remarkable customer service that created a story worth 

moment through a high level of EQ



An example from the world of Housekeeping.

EQ requires hotel staff to go above and beyond the inspection checklist.





Housekeeper with proper EQ training, observes the entirely squeezed toothpaste and   

replaces it with a new tube a long with a note:  “With compliments of Hotel X”

This is going beyond the checklist.  

Hotels incentivize such behavior of its staff member.   A story worth moment is created. 

Everybody wins:  The guest.  The staff.  The hotel.



Lost teddy bear gets luxury five-

star Grand Hyatt Kauai hotel 

break in Hawaii





The role of EQ has become even more important post COVID-19
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Did the 

employee 

engage in a 

well-paced, 

natural, friendly 

and interested 

manner? 

Did the 

employee adapt 

to a changing 

situation 

and/or guest's 

need?

Did the 

employee make 

every effort to 

meet the 

guest's 

requests or 

offer a suitable 

alternative? 

Did an 

employee 

personalize the 

interaction in 

any way and 

engage the 

guest as an 

individual



• Engage and Inspire
– Bring the hotel home

o Send unique scent of the lobby

o Provide tips on perfect Housekeeping 
practices, teach how to do turn downs, 
etc.

o Have your chefs cook on social media 

o LHW has created a coloring book

• Don’t be tone deaf
– Be more conservative on call-to-

action on booking

– Call to action should be on 
engagement

• Do not try to sell rooms
– This is considered “insensitive”

– Rather bring the experience home
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In The Times of  COVID-19

• Be Flexible with Clients

• Communicate

– Be in touch with you guests, but avoid 

over-communication

• Social Media

o Show what actions the hotel is 

taking for the future

o Especially for rooms and F&B

• Best Leadership Practice:

– Positivity

– Transparency

– Compassion



• Hygiene & Health 

• Minimal Living 

• Digital - touchless processes 

through applications

– Formula: Human + 

Experience + Digitalization 

• Solo travel

• More boutique and customized 

experiences

• Isolation

• Zero waste
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Post COVID-19 Travel Trends

• Local experiences & more frequent micro 

vacations

– Hotels to have USP (Unique Selling Point)

o e.g. LHW’s Miami Hotels:  An orchestra

• Villas within Resorts

• Concierge and tour guides

• Complex Revenue Management Systems

– Rooms are properly circulated. 

– Hotels operate at a certain capacity

• For the city hotels, affiliations and brands may 

help due to strict hygiene guidelines
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Hospitality and Travel are resilient industries.  They are iron tough.  

We will be back, stronger than ever.



Q&A


