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A memo 
to hoteliers
by Michael Levie  i

To:  Hoteliers everywhere 
From: Michael Levie
Date: September 6th, 2013

Dear colleagues,

The impact of technology on the hospitality industry is 
significant; I guess we all agree on that.

It hits us from various angles, falls into clearly different 
categories, and as our guests are getting spoiled at home, 
they expect the same from us hoteliers. In-depth technology 
knowledge is needed these days to stay up with all the 
changes and new opportunities.

So how can we hoteliers deal with them adequately, make our 
hotel lives simpler and have an appropriate answer to the new, 
high-technology demands of our guests?

First, become aware and have a clear view of how many 
systems and different pieces of software we operate, are 
adding, and are allowing to complicate our hotel system’s 
structure.  Just because it is offered by vendors, or available 
against opex conditions, doesn’t mean it adds to the (guest) 
experience.

Second, break down the main hotel technology providers into 
possibly three areas, and have them subcontract all other 
(sub)services.  SaaS systems and remote access allow for total 
outsourcing and major savings.  Reducing to three vendors 
gives you three first-line support contact points, thus a strongly 
simplified technology landscape and staffing requirement.

So which three areas are we talking about?
•	 Hotel systems: SaaS offering PMS / CRS / CRM 

functionalities, with subcontracted services like POS 
systems, kiosks, etc.

•	 Smart rooms and building systems: IP-based in-room 
technology converging over central networks are a solution 
for providing the latest and most flexible offering. This 
can include in-room content, or door lock technology and 
more…

•	 Internet: This goes way beyond our web and mobile sites, 
but rather addresses the fact that it has become a way-of-
life dependency. This field calls for experts way beyond our 
industry and is a must to educate yourselves about.

 
And then there is demand management, which is the 
combination of channel management, distribution, revenue 
management, Internet transparency (concerning both rate 
and online reputation), and of course the macro and micro 
influences of the market. Dividing these tasks up among 
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different departments – i.e. not bringing them together in one 
P&L top sheet line item (“distribution costs”) – is asking for 
trouble.  Yet 95% of the industry is set up this way.

To make a quantum leap, you need a shift in mindset. And after 
years of tough recession, when we have become concerned 
about the financial impact of what we do, not acting will only 
make things worse.

So get educated; ask for help from professionals; admit to 
what you know – and more importantly, what you don’t know 
– and stop being led by vendors.

“Legacy” should mean taking a new look at current 
possibilities, thinking of security, thinking of short-term and 
long-term flexibility, and first designing where you would like 
to be next.  Only then should you look at what you have and 
create the bridge, operationally and financially.

In our hotel industry, only a few companies can afford great, 
up-to-date CIOs (Chief Information Officers) who function 
cross-divisionally and form part of the top of our organizations 
at board level. Most have tech-savvy individuals who have 
been promoted up from within their organization, and who 
advise senior management on the future.  Often they only have 
operational experience to draw upon, and are hardly (or not at 
all) capable of providing vision.

So my advice is not to take all of this lightly; to get support 
from experts from outside your organization; to get the base 
education yourselves and lead this process – which is a vital 
one for the future success of your company.  No, you don’t 
need to know it all, but rather just enough…

Keep in mind that our guests are totally spoiled everywhere, 
and we won’t get away much longer with what we have 
managed to get away with so far.  Waiting is not an option.

Good luck with your technology decisions,

Michael Levie

Michael Levie is a founding partner of Netherlands-based citizenM 

hotels, and heads the group’s operations. Upon graduating from 

ESSEC with an MBA in Hospitality Management, Michael Levie 

worked for various international hotel chains including Sonesta 

International and NH Hoteles, which took him to assignments all 

over the world and eventually led to the position of Vice President 

of Operations, giving him responsibility for managing large hotel 

portfolios. He also worked for the reservation management system 

provider SynXis, starting up and heading their European office. 
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HFTP, Austin, Texas, USA and Maastricht, The Netherlands, founded in 1952, is the global professional 

association for financial and technology personnel working in hotels, clubs and other hospitality-related 

businesses. HFTP provides first class educational opportunities, research, and publications to more than 

4,800 members globally including, the premiere hospitality technology conference HITEC--founded in 

1972. HFTP also awards the only hospitality specific certifications for accounting and technology --- the 

Certified Hospitality Accountant Executive (CHAE) and the Certified Hospitality Technology Professional 

(CHTP) designations. HFTP was founded in the USA as the National Association of Hotel Accountants. 

 u www.hftp.org 
 

With an exclusive focus on global hospitality and tourism, Hsyndicate.org (the Hospitality Syndicate) 

provides electronic news publication, syndication and distribution on behalf of some 750 organizations 

in the hospitality vertical. Hsyndicate helps its members to reach highly targeted audience-segments in 

the exploding new-media landscape within hospitality... channels of ever increasing importance which 

are difficult to reach through classic wire services like PRnewswire or BusinessWire. With the central idea 

‘ONE Industry, ONE Network’, Hsyndicate merges historically fragmented industry intelligence into a single 

online information and knowledge resource serving the information-needs of targeted audience-groups 

throughout the hospitality, travel & tourism industries... serving professionals relying on Hsyndicate’s 

specific and context-relevant intelligence delivered to them when they need it and how they need it. 

 u www.hsyndicate.org
  

Since introducing the world’s first electronic hotel door lock and first electronic in-room safe in 1979, VingCard 

Elsafe has installed products in more than 42,000 properties worldwide, securing in excess of 7 million hotel 

rooms. Today, their comprehensive product line is comprised of VingCard electronic locking solutions, Elsafe 

in-room safes, Orion energy management systems, and PolarBar minibars. VingCard Elsafe leads the industry 

in advanced locking technologies, including NFC, RFID/RF-Online and ZigBee-based networking solutions, and 

offers the only UL-listed electronic hotel safe on the market. With an extensive worldwide service and support 

network, VingCard Elsafe provides continuous support to its clients around the globe. VingCard Elsafe is part of 

ASSA ABLOY Hospitality, the world’s leading provider of hotel locking solutions. ASSA ABLOY is a publicly listed 

Swedish company traded on the Stockholm Stock Exchange. 

 u www.vingcardelsafe.com 
 

We all know that the future will be different, but how will it be different? For companies in the hospitality 

industry, Wade & Co. uses scenario generation to get at the answer to that question – in strategic 

workshops, team-building exercises, and conference presentations the world over. As a specialist in 

business foresight, Wade focuses on visualizing how the future “business landscape” could realistically 

change, ushering in new kinds of customers and competitors, creating new opportunities, and affecting 

your chances of success. Heading the company is Woody Wade, who is also the founder and publisher of 

the Hotel Yearbook. 

 u www.11changes.com

HFTP

Publication Partners
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WADE & COMPANY
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Stay First
The maximum expression in 
minimalistic  electronic lock.

13,56MHz technology compatible with:  | ISO 14.443 A (MIFARE) | ISO 14.443 B | ISO 15.693 | Near Field Communication (NFC)

The First Invisible Lock
Essence by VingCard revolutionizes the electronic lock industry by housing all lock components, including the 
reader, inside the door and therefore, reaching the maximum minimalistic expression, the true Essence of an 
electronic lock. 

Essence takes the definitive step in minimal hardware on the door and truly blends with any design requirements, 
enhancing the style of your hotel and taking the user-interface experience to a new level. 

You cannot see it, but you will experience the true essence of a secure and reliable electronic lock.

VingCard Elsafe | P.O. Box 511 | 1522 Moss | Norway 
Phone: +47 69 24 50 00 | info@vcegroup.com | www.vingcardelsafe.com
Provider of: VingCard Locks and Systems | Elsafe Safes | Orion EMS | PolarBar Minibars

|  Advertisement  |

http://www.vingcardelsafe.com/en/vce/VingCardElsafe/Products/?productId=990260
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Hotel Yearbook 2014 
In 2014, the Hotel Yearbook will feature a comprehensive outlook for major geo markets as 
well as indepth interviews with hotel group executives focusing on key segments including 
luxury and lifestyle brands. Additional articles include expert views in the fields of design, 
environment, technology, social media, finance, education, business travel and human 
resources.
• This edition will be available from 20 December 2013

HYB Special Edition - Digital Marketing 2014
The Hotel Yearbook branches out again with a new Special Edition onthe future of digital 
marketing within the global hospitality industry. Authors include some of the industry’s 
best known thinkers and doers in various fields such as reputation management, revenue 
management, search engine optimization, social media channel management via OTA’s. More 
information on this special edition will be made available very soon!
• This edition will be available from 5 February 2014

HYB Special Edition - Hotel Concepts 2014
The Hotel Yearbook branches out again with a new Special Edition on innovative hotel concepts 
within the global hospitality industry. Authors include some of the industry’s best known 
thinkers and doers in various fields such as architecture, interior design, branding and consumer 
marketing. More information on this special edition will be made available very soon!
• This edition will be available from 22 March 2014

Buy & read the full HOTEL Yearbook 
edition on TECHNOLOGY ?

Upcoming editions of HOTEL Yearbook

  € 14,50 - Buy now 
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