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The Concept 

360 degree 

transformation in 

guest experience
The travel industry is going through a period of rapid change with diminishing 

brand loyalty. It is becoming more and more difficult to differentiate guest 

stays, as products and services are becoming commodities.

AccorHotelsõ aim was to transform the experience of guests and employees 

and become the benchmark in customer service and in doing so, improve 

guest satisfaction and loyalty. After location and price, ratings and reviews 

are amongst the next most important factors when choosing a hotel.

The objective was to introduce a 360 -degree transformation across 

AccorHotelsõ core brands in the UK; Novotel, Mercure and ibis. This started 

with an internal cultural transformation called ôHeartistõ to empower 

employees to go off script and provide personalised service.

The use of a new mobile Operating System (OS) removed the need for check 

in desks and instead allowed staff to check in guests from an app on their 

smart phone or tablet. This technical transformation leaves less time for 

administration and more time for interaction.

As a result, space was made available in hotel lobbies, enabling a physical 

transformation in our hotels and in turn, creating revenue generating spaces 

such as coffee shop concept Chill#2 in ibis Cambridge. 



Empower employees 

to provide great 

customer service
Innovation

Make operations 

more efficient

Improve employee 

engagement and 

retention

Place hospitality back at 

the heart of the hotel for 

personalised experience 

Create the potential for 

revenue creation through 

retail services

Overall, AccorHotels has used 

innovation, enabled by mobile 

technology to simultaneously: -



To enable the cultural 

transformation, employees had 

to be given the time and space 

to spend less time being 

administrators and more time 

being customer services 

professionals.

A new OS has been introduced in 

over 100 of our hotels to allow 

employees to manage their 

schedules and access 

information while being freed 

up to interact with guests, 

approaching to help them rather 

than waiting to be approached. 

The removal of the traditional 

reception desk allowed for more social 

spaces around hotels to be created, 

which are more appealing for guests 

and passers-by. These also offer 

revenue generating opportunities by 

incorporating retail services in the 

space where reception areas would 

otherwise have been. This approach has 

enabled AccorHotels to roll out the Chill 

and Canary Coffee concepts faster.

Communication and 

Implementation

Technological: 

New mobile operating system

Physical: Removal of check in desks

The cultural change was introduced via an 

internal transformation programme called 

Heartist , AccorHotelõsreinvented brand and 

service ethos which has been rolled out across 

230 hotels in the UK and Ireland and influenced 

7000 UK employees. AccorHotels has provided 

hotel staff at ibis, Novotel and Mercure hotels 

with the freedom to go ôoff-scriptõ and find the 

spontaneous gestures that transform hotel stays 

such as cueing the music for your marriage 

proposal or going shopping for your favourite 

beer.

The ôFrom the Heartõ manifesto brings to life 

the service philosophy that doesnõt read from a 

training manual, is completely spontaneous and 

off -script, is personal and leaves you thinking

Cultural:

Heartist transformation programme

The 360 -degree transformation had three 

elements; cultural change, technological 

change and physical change in hotels. 



éempower them to be brand ambassadors, or ôheartistsõ. Heartists are 

encouraged to go the extra mile by adding a ôsparkleõ to someoneõs stay.

WE CONNECT 

HEARTS ALL AROUND 

THE WORLD

All 250,000 of our hearts beat 

collectively, we are united 

beyond brands, countries or 

jobs. 

Now, we are united by one 

purpose, we are one heartbeat 

away from connecting hearts 

all around the world .

WE ARE HEARTISTS

Passionate and 

sensitive, everything 

we do comes from 

the heart.

Creative and 

curious, we are 

experts in what 

we do.

WE MAKE THE 

WORLD A MORE 

WELCOMING PLACE

We are driven to connect 

hearts all around the 

world. 

This only works if we, 

HEARTISTS, all around 

the globe, make the 

world a more welcoming 

place, moment after 

moment.

WE PLACE PEOPLE AT 

THE HEART OF 

EVERYTHING WE DO

We all have deep feelings 

and are driven by our 

passion for people. 

Guests, colleagues, 

everyone is welcome. We 

place people at the heart 

of everything we do , and 

that is the ONLY way we 

do it.

CULTURAL:

The Heartist cultural transformation was designed to 

invest in employees across AccorHotels andé

HEARTIST TRANSFORMATION PROGRAMME



CHILL #2

COFFEE SHOP 

IBIS CAMBRIDGE

Chill #2 in ibis Cambridge is 

the main check -in area of the 

hotel, where guests can check 

in without the hassle of 

reception desks. The café -bar 

sources local produce, which 

will be prepared fresh onsite, 

and stock artisan coffee.

Allowing for more social spaces around hotels 

to be created such as the chill coffee concept 

PHYSICAL:

REMOVAL OF CHECK IN DESKS



CHILL #08

IBIS 

CANNING TOWN

Allowing for more social spaces around hotels 

to be created such as the chill coffee concept 

PHYSICAL:

REMOVAL OF CHECK IN DESKS



CANARY COFFEE

NOVOTEL 

CANARY WHARF
Allowing for more social spaces around hotels 

to be created such as the chill coffee concept 

PHYSICAL:

REMOVAL OF CHECK IN DESKS


