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Conference Theme

Service Excellence and Performance Growth in the Global Hospitality Industry:
Strategies and Approaches for Navigating Forward



Roundtables for 2012
International Roundtable (Jan Katz): April 1-2

• Brand Management Roundtable (Chekitan Dev): April 2-3g ( ) p
• Ethics Roundtable (Judi Brownell): April 29-30
• Labor and Employment Law Roundtable (Dave Sherwyn): May 6-7
• Sustainability Roundtable (Rohit Verma): November 1-2

CHR Advisory Board Meetings
• April 12, 2012 – IthacaApril 12, 2012 Ithaca
• November 12, 2012 – NYC

CHR/SAS Webcasts and BlogsCHR/SAS Webcasts and Blogs
• Once / Month
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CHR PublicationsCHR Publications
Research Reports Industry Perspectives

Research Tools Applied Academic JournalResearch Tools Applied Academic Journal



CHR R hCHR Research



Research Projects

Research Priorities Identified byy
Sr. Partner Projects
Advisory Board (2 times /year)y ( y )
Annual Survey of Web-Registrants (110k+)
Media Affiliates and Industry Outreachy

Faculty members expected to write CHR reports
Grants from CHR for commissioned projectsGrants from CHR for commissioned projects
Data Sources and Industry Access



Sr. Partner Projects 
ASAE Foundation: The Future of Tradeshows
Carlson: Changing Face of Leadership
McDonald’s: Sustainability and Competition
NRA: Mobile Innovations in Restaurants
Phillips: Sustainable Product Development

Hilton Worldwide: Brand Management Roundtable
SAS: Webcasts and Blogs
STR: Data Initiative and CHRS Sponsorship
Taj: International Summit and CHRS Sponsorship



R t R h ThRecent Research Themes
Distribution Channels and Pricing
Daily Deals, Discounting, Revenue Management
Understanding Customer Choices 
Leadership and Strategic Planning
Sustainable Operationsp
HR and Labor Issues
Technology-based InnovationsTechnology-based Innovations
Real Estate Valuation
D i i M ki T l d T h iDecision-Making Tools and Techniques 
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Spotlight Research Theme:p g
Sustainability 

































Sustainability and Customer Choices
Vanessa Choy

MMH Student, Class of 2012

Howard Chong
Assistant Professor, Applied Economics and Sustainability 

Rohit Verma
Professor, Service Operations Management &

Executive Director, Center for Hospitality Research



Hotels run green programs in hopeHotels run green programs in hope 
of increasing guest satisfaction

In the process of doing good Hotels wish to see an impact on returns

HOTEL

In the process of doing good, Hotels wish to see an impact on returns

Profits
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Sample

J D Power and AssociatesJ.D. Power and Associates
4 years from 2007 – 2010
Sample Size 30 000 per yearSample Size 30,000 per year
89 Brands 



Hotels are offering more programs.

68%

2008 2010

+11%

57%

At Least 1 Program



Which programs are being offered?

86%

68%

85%

2008 2010
+11%

+10% +13% +14%+8% +9%

57%
48%

68%

58%

45% 43%

32% 35%

19% 21%

33% 30%

At Least 1 
Program

Towels & 
Linen

Energy 
Efficient 
Li hti

Indoor 
Plants

Water 
Saving 

B th

Recycle 
Options

Encourage 
guest 
idLighting Bathroom ideas

Base: Hotels that have at least 1 program



Choice of programs reflect the needs of the 
hotel segment.

81%
87% 88%

79%
Luxury Upscale

Extended Stay Economy

Base: Hotels that have at least 1 program

67%

51%

71%

51%

70%

55%
53%

Cost Saving

Enhance Experience
51%

45%

31%

51%

45%

30%

45%

53%

34%

Engage Guests

31%
27%

30%

23%
25%

At Least 1 Towels & Linen Energy Efficient Indoor Plants Encourage guest 
Program

gy
Lighting

g g
ideas

2007-2010
JD Power Segment Classification



G ld h fGreen programs is seldom the main reason for 
selecting hotel. But, consistently, about 70% of 
guests participate in programsguests participate in programs.

2007 2008
2009 2010

73%
76% 75%

79%
71% 68%

74% 77% 77% 78%
73% 71%72% 75% 76% 76%

71%
68%

72%
77% 75% 75% 72% 71%

P ti i ti L U l E t d d St Mid l EParticipation Luxury Upscale Extended Stay Midscale Economy

2007-2010
JD Power Segment Classification



Top brands by segment
Brands % 

Program 
Offered

% 
Participat

ion

Brands % 
Program 
Offered

% 
Participati

on

Lu
xu

ry

Fairmont 77.4 81.9

JW Marriott 72.6 78.4

Loews Hotel 72.3 77.3

M
id

 s
ca

le

Hyatt Place 76.8 73.2

Hilton Garden Inn 74.2 73.8

Four Points 69.4 74.9L

InterContinental 68.2 74.5

Westin 75.7 78.2

Doubletree 73.6 74.6

M Courtyard 67.4 72.0

om
y Red Roof Inn 50.1 66.9

Motel 6 49.1 67.6

U
ps

ca
le

Hyatt 73.5 76.5

Embassy Suites 73.4 75.1

Crowne Plaza 71.0 72.2

E
co

n
Howard Johnson 47.5 69.9
Travelodge 47.2 72.6

ay Staybridge Suites 80.7 77.5U

Hilton 70.5 75.6

Sheraton 70.2 76.5

Wyndham 68.4 80.6

xt
en

de
d 

S
ta y g

Hyatt Summerfield 72.4 78.7

Residence Inn 70.7 79.0

Extended Stay 62.0 81.0

2007-2010
JD Power Segment Classification

E
x

America



Higher participation from conference, 
female, highly educated and older guests.

71.9% 73.5%

80.8%

70.2%
75.7%

68 7%
72.8% 72.7% 74.0%

71.1% 70.8% 70.9%
73.6% 73.0%

70.2%

55.6%

68.7%

2007-2010
JD Power Segment Classification

Type of Stay Gender Education Age



Is there a link from programs and 
participation to satisfaction?

HOTEL

Hi h

ROI
HOTEL

Higher 
Satisfaction

Impact on guest 
experience

Green 
Programs

GUEST

experience

Guests’ perception of 
green responsibility



Hotels ranked high on satisfaction are not necessarilyHotels ranked high on satisfaction are not necessarily 
perceived to be environmentally responsible.

Brands Satisfaction 
Rank

Environmental
Responsibility 

Brands Satisfaction 
Rank

Environmental 
Responsibility p y

Rank

ur
y

St. Regis 1 10

Ritz Carlton 2 3

F S 3 3

p y
Rank

 s
ca

le

Cambria Suites 1 10

Drury Inn 2 5

H t I 3 2

Lu
xu Four Seasons 3 3

JW Marriott 4 5

Fairmont 5 1

E b 1 3

M
id Hampton Inn 3 2

Hilton Garden 4 4

y

Micro Inn 1 1

R d R f I 2 2

al
e

Embassy 1 3

Aloft 2 1

Omni 3 11

Indigo 4 2
E

co
no

m
y Red Roof Inn 2 2

Super 8 3 5

Howard 
Johnson

4 3

U
ps

ca Indigo 4 2

Renaissance 5 6

Marriott 6 4

Westin 7 5

Johnson
te

nd
ed

 
S

ta
y

Homewood 1 3

Staybridge Suites 2 2

Residence Inn 3 1Westin 7 5

Hilton 8 9

E
xt S Residence Inn 3 1

TownePlace 4 5



ImplicationsImplications
The Good The Bad The Questions

• Hotels are 
offering more 
varied green 
programs

• Guests are not 
participating more 
than before

• Why are guests 
not participating 
more? Are these 
the rightprograms

• About 70% of 
guests participate

• Environmental 
responsibility 
appears to have 

the right 
programs?

• What is the g p p pp
little impact on 
guest 
satisfaction*

bottom line?
• Are people 

willing to pay 
more?more?

• Are people 
willing to 
choose more?



k d f CHow you can take advantage of CHR resources

Get access to latest industry newsGet access to latest industry news
Download reports 
Write reportsWrite reports
Participate in events
Participate in research projects
…


