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 OBJECTIVE

OUTCOMES

Hotel News ME gathered a group of expert
GMs to discuss the changing landscape of the
industry, future hopes and growth anticipation

This month Hotel News ME, in association with Rikan General Trading
held a roundtable event at the Radisson Blu, Media City to discuss the

main challenges faced by the industry and what the experts wholesomely

anticipate to sce for the upcoming year in terms of growth.

What according to you, will be the
single most important trend to be
seen within the Middle Eastern
bospitality industry in 2015?

Allan: What I hope is going to be
the most important trend going
into 2015 is the supply coming into
the market. That the majority of ho-
teliers recognise they drive RGI best
by pushing rates rather than the ma-
jority positioning themselves in the
defector position of our occupancy
strategy, that it is no longer going to
be viable going into 2015.

Reinisch: 1 completely agree, this
year it is very important with the in-
creased supply and the small glitches
within the market, it is more impor-
tant for hotels and resorts to focus
on the unique competitive advan-
tages, instead of just joining the rate
game that we see. We do not just
want our properties to become an-
other commodity, so it is really very
important to talk about how unique
our various properties are.

Mansourian: We must also not
forget that there are however, many
plus rooms around, and that often

makes it very difficult to achieve
your average room rate and to fill at
complete occupancy. It is all good
and well to work in a hotel and wear
a nice suit, but we have to put plans
around, budgets in place.

We have a hard year in front of
us. Aditionally, you have to have a
good team and be a hands on per-
son. I open it in the morning and
I close it in the evening, this is my
business. Sometimes I can spend
up to 20 hours at work, so you can’t
be a person who does a 9 to 5 and
turns around and goes home, its full
time job.

Purcell: Tt remains a typical buy-
er's market totally driven by price.
All are in agreement that increas-
ingly higher booking volumes
pass through intermediaries that
are putting pressure on rates. This
trend will continue to grow and I
would love to see the RGI go up,
but the reality is a much bleaker
picture. In the UAE there are three
markets, Dubai Abu Dhabi and the
rest of us, Ajman falls into the rest
of us, and the rooms available are
picking up but not the occupancy
and not the rate.

N ATSOr

« WIRIKAN

_

The Hotelier

WAEL EL BEHI,
GENERAL MANAGER,
HAWTHORN SUITES BY
WYNDHAM JBR

FERGHAL PURCELL,
GENERAL MANAGER,
AJMAN PALACE HOTEL

FERNANDO GIBAJAS,
GENERAL MANAGER,
JUMEIRAH ZABEEL SARAY

ROXANA JAFFER,
CEO,
SOVEREIGN HOTELS
DUBAI



THE PANEL

{ The Hoteliers

MARKO JANSSEN
GENERAL MANAGER,
MELIA DUBAI

PETER MANSOURIAN,

GENERAL MANAGER,

GRAND MILLENNIUM
HOTEL DUBAI

JEFF SHEARER,
GENERAL MANAGER,
CITYMAX HOTELS

ELENI TSOLAKOU
GENERAL MANAGER,
CENTRO BARSHA, DUBAI

' "I THINK THE CORPORATE MARKET IS
. GOING TO BE SIGNIFICANT THIS YEAR,

I THINK THAT PROPERTIES HAVE
POTENTIALLY BEEN FIGHTING FOR
CORPORATE SHARES IN THE PAST AND
' THERE HAS BEEN A SIGNIFICANT SHIFT
IN THE LAST QUARTER"
- COLLIER

| Tsolakou: We are currently
1 hearing about the rates in the
market and over the summer
they are due to drop, and ho-
‘ tels that keep slashing the rates
dont even manage to break
even. If we keep on slashing
the rates, what do we do? Do
we just work for nothing? So
yes, I understand there is a hit
in the market and a big hit in
the Russian market which has

a trail on effect.

Shearer: 1 think there is a
little statement to make about
room rates, there’s no way we
can hold a mark on room rates
in the UAE. Anyone who has
ever been on a down-mark
knows it is not beneficial. You
need to assess the market and
leisure factors. We have to di-
versify and you've just got to
make sure you hit that spread.
I think everyone else is pull-
ing down the rates and if you
look at the OTA’s you can
see some of those rates drop-
ping. You've got to look at the
market place and look at your
position in the market place

and plan when you can,

Collier: 1 think the corporate
market is going to be signifi-
cant this year, I think that
properties have potentially
been fighting for corporate
shares in the past and there has
been a significant shift in the
last quarter. I think thats go-
ing to continue into this year.
I believe we are all going
to be fighting for the same
thing in terms of corporate
business and fingers crossed,
we can have a little bit of
confidence not to drop too
much out too early, because
then it would become a real

touchy situation.

Jaffer: People have got more
money in their pocket, espe-
cially the importers. Africa is
a market we should be tackling
now because they are becom-
ing more important and we
can see that already. The pic-
ture here is focusing on the
segment we ought to be tar-
getting, we are not as aware to
brand as the previous genera-
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"Last year the returns
for owners but if you

tion were. We are more technically sav-

between 8-10%"

" them and middle class people have a lot

vy so perhaps our marketing should be |

changing to show we are going more to-
wards the millennial mindset.

more money to spend and what they
will want to do is built on their horizons

" and travel to places like Dubai. Which I

Tap into that and re-group with the |

bosses. Eventually, they will have to
bring the prices down which will make

travelling cheaper, that is undisputed by

around April/May.
There are pros and cons but on the con-
trary if prices go down the infrastructure

will also go down in this region. I was

reading an article in Gulf News where

Saudi government is also planning to |

cut down because 15% of their budget is
towards payroll and that is a significant
market for Dubai.

Jaffer: So to tap on your point people
who are not oil exporters but oil import-

ers are now seeing that oil is cheaper for
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believe will create a much bigger influx

by 2016.

Reinisch: Don’t forget there are three
theme parks under construction that will
be invested in by millions of people and
we will not have enough room when it’s
ready. We have to see this as a blip in the
market and a very painful one at that. In

the long term we need more rooms, as a

were around 12-15% which is a real dream
look at the benclelrgaﬂg, the bench mark is
- El Behi

- What are the avenues for growth within
“ the industry over the next few years?

' Jaffer: With a drop in oil prices, the trouble
hitting an old time low, Iran and its softened
US sanctions, Dubai will witness a change
in feeder markets, a greater growth being
' witnessed from emerging and oil importing
| markets, whose consumers have more money

in their pockets as petrol prices drop. Since
Dubai has lent itself to being a destination
worthy of once in a life time visit, it will also
| be attractive to mature markets like China
& India and we have to be ready for a greater

use of our welcomes of Ni hao & Namaste.

company of course we are trying to bridge

the gap between budgets and revenues |

and profits.

Hotel apartments are still in profit,
they are still doing very well. Our plan
and focus now is to have an inventor
ready for 3 to 4 years’ time.

El Behi: Last year the returns were around
12-15% which is a real dream for owners,
but if you look at the bench mark, the bench
mark is between 8-10%. Across Dubai last
year, most of the owners got between a 12-

15% return.
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Arora &
Mansourian
catch up after
the debate

Purcell & Gibajas
exchange

notes on the
discussion
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Tangible stats from 2013 vs. 2014,
the first 6 months there was a 6%
increase in guest visits, 15% increase
in total revenue and so the indicators
are promising. Moving ahead, I think
this year it is all about hotels with
complications with price value that
might take a strategy.

Gibajas: The key for us is to just
maintain the rates for the moment.
We do however have a tactic and we
know that the guests are coming back
to us for the service. I mean if you
want to drop the rates then drop the
rates, but how are you going to main-
tain the service and the product? His
highness has a vision and he wanted
to make sure we had 12 million visi-
tors into the country, so I see a mas-
sive emphasise on growth.

Janssen: You are talking about new
competition coming in from the mar-
ket place and when something like
that happens you have to look at your
own property and say have I got this
right and where you are placed in the
market place and what position you
are in vs. what position they are in
on the market place. Where are they
getting their market share? We see
long term; we cannot judge the next
6 months because the indicators are
there that there is room for growth.

Shearer: STR has forecast that this
year there has been a 7% increase in
supply and a 5% increase in demand.
So revenue is 0.9 in comparison
to last year. So far 2015 to 2016 is
on the up, it is also very important
to have the right people involved in
your team.

Reinisch: There are three theme parks
in constructions that will be invested
in by millions of people and we will
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"WE REALLY HAVE TO GET A LOT BETTER AT TREATING OUR PEOPLE. IT IS NOT

— - o= Sug *

JUST THE SALARY WE NEED TO LOOK AT, BUT WHERE THEY LIVE, WE HAVE TO
LOOK AT HOW WE TREAT THEM AS HUMAN BEINGS AND WE’VE GOT

| Shearer imparts
with some
infustry insights

ready. In the long run we need more rooms,
as a company of course we are trying to

bridge the gap between budgets, revenues |

and profits.

Hotel apartments are still in profit and they
are still doing very well. Our plan and focus |
now is to have an inventor ready for 3 to 4 |

years time.

What is the one thing that hoteliers are

currently not paying enough attention to
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TO RETAIN THEM" - PURCELL

' that should ideally be addvessed?

not have enough rooms when they are |

| Purcell: We have to be very careful that we

don’t focus too much on the product in-
stead of the people and the service. We are
all going to be competing on the same level
of rates, what is going to set us apart is the
quality of service. We need to start training
and developing our people, I've just come
from over-seas and it really is horrifying
some the things we do here to get better.

The people are our biggest asset, not the

!\1!!.{1"" o v MIRIKAN

rooms, not the lobby not the variety of res-
taurants that we have, it's about the level of
service we get from the concierge and the
staff. We really have to get a lot better at
treating our people. It is not just the sal-
ary we need to look at, but where they live,
we have to look at how we treat them as
humanman beings and we've got to retain
them.

Eleni: 1ts our biggest problem, sourcing
takes 45% of our budget and that’s a huge



"IT’S OUR BIGGEST PROBLEM,
SOURCING TAKES 45% OF OUR
BUDGET"- TSOLAKOU

| TheGM's
- | catch
- | uponthe

: | debate

expense and we see how employees are turning around.

Jaffer: Talent retention is another important strategy.
Research shows that 46% of employees expect to move
jobs in two years, staff turnover costs eating into profits.
Focusing on loyalty schemes or bonuses related to pre-
set KPI get hit on the head as competition from new
hotel openings take effect when carrots are waved. Ho-
teliers do not pay attention in mounting strategies to
make work colleagues belong by looking into a work
ethic of empowerment, self worth and dignity by de-
veloping a work culture that is difficult to depart from.
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"TALENT RETENTION IS ANOTHER IMPORTANT STRATEGY. RESEARCH
SHOWS THAT 46% OF EMPLOYEES EXPECT TO MOVE JOBS IN TWO
YEARS, STAFF TURNOVER COSTS, ESSENTIALLY EATING

Such strategies are only as good as the leaders
and should be aligned to business strategies, to
be working in tandem and not on an ad-hoc
basis, to be sustainable.

Gibajas: 1t is very much about paying more
attention to the people that work for us. When
I first started the first think gl notched that I
had to do was look at my people, because I
had a high rotation I needed to understand
what was going wrong, so I spoke to my own-
ers and informed them that we would change
the staff caferetia, [ now eat there and keep up
to date with my peoples needs. As hotelier we
have to pay more attention to the people that
work for us.

Samir Arora: We also need to lok at our re-
cruitment strategy as hoteliers, we need to take
more time and more responsibility in terms of
who we recruit and keeping them in the or-
gaisation, more emphasis on training and de-
velopment. There are many skilled people that
have been working within the same industry
for over 20 years with no room to progress.
We need to make more room for progression.
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INTO PROFITS" - JAFFER

discusses his
news to the

Allan i
group

Left to right:
Tsolakoui,
Shearer,
Arora &
Gibajas
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