Press Release

Emaar Hospitality Group launches innovative service culture
programme to enhance guest experience
Dubai, UAE; August 16, 2017: Emaar Hospitality Group, the hospitality and leisure business of Emaar
Properties PJSC, has launched an innovative service culture programme that aims to transform every
touch point of the guest journey into a genuine lifestyle experience.
Further building on the brand values of Address Hotels + Resorts, Vida Hotels and Resorts and Rove
Hotels, the three hotel brands operated by Emaar Hospitality Group, the new ‘service culture
programme’ focuses on employees, and includes a series of workshops and training sessions to
inculcate the ‘service mindset’ further. On the business level, the programme is expected not only to
build guest loyalty but also drive long-term value creation.
Olivier Harnisch, Chief Executive Officer of Emaar Hospitality Group, said: “Ensuring highly guestcentric experiences has been fundamental to our operations since our inception ten years ago.
Service excellence is what sets apart hotel brands, and we are taking the whole ‘guest experience’ to
the next level through our ‘service culture’ programme. At the heart of this innovative initiative are
our employees, every one of them being a brand ambassador, who will bring add-on value to the
guest experience at every touch point. As Emaar Hospitality Group expands its geographic footprint
globally and focuses on digital transformation, lending an enhanced human touch is vital in ensuring
that we deliver genuine value to our guests.”
The new service culture programme is based on the ‘Reverse Thinking®’ approach, developed by
Performance Solutions, which focuses on the desired guest experience for determining the optimal
staff behaviour, working climate and leadership. This is underlined by research by Bain & Company
that while 80 per cent of companies surveyed believed they deliver a ‘superior experience’ to their
customers, only 8 per cent of the customers agreed to it. This ‘experience gap’ between the service
provider and customers is being addressed through the Reverse Thinking®.
As part of the programme, Emaar Hospitality Group will roll out a collaborative experiential approach
– both internally and externally – and empower staff to make sound decisions around those
experiences. A seven-phase programme, this would involve training sessions – practical and
insightful learning – to work together and challenge outdated norms. Emaar Hospitality Group and its
three distinctive lifestyle brands will benefit from direct customer insights and help shape a more
robust customer experience mindset, applied across all its entities and operations.
By fostering positive staff experience as a fundamental part of the organisational culture, the
programme also provides the freedom to act upon guest nuances and insights relevant to each
context. All employees thus become aligned to best practices and values across all touch points.
During the rollout of the programme that covers 18 months, all Emaar Hospitality Group employees
will live and experience a ‘Guest Experience Blueprint’ at different levels though several experiential
trainings, activities and workshops, executed by trained internal ‘Brand Experience Coaches’.

The Experience Blueprint will also be used as a basis for recruitment and selection tools ensuring that
new staff will connect with the values and service culture of Emaar Hospitality Group in a real
manner, delivering the desired guest experiences. A ‘rewards programme’ designed to recognise
each employee, who facilitates the desired guest experience will sustain the service culture. There
will also be regular follow-up activities including daily challenges.
With 11 operational hotels and three serviced residences in Dubai, Emaar Hospitality Group now has
a pipeline of 29 upcoming projects, a testament to its home-grown competencies and its expansion
strategy to operate hotels in key locations in high-growth markets.
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About Emaar Hospitality Group:
Emaar Hospitality Group LLC is a wholly-owned subsidiary of Emaar Properties PJSC, the Dubai-based global
property developer, and manages Emaar’s hospitality and leisure projects globally.
Defining its competency in managing mixed-use property developments, Emaar Hospitality Group owns and
manages a diversified portfolio of assets including hotels, serviced residences, golf clubs, polo club, marina and
lifestyle dining restaurants.
Emaar Hospitality Group has defined its credentials in the hotel industry with the launch of three brands, each
with a distinct niche – Address Hotels + Resorts, Vida Hotels and Resorts and Rove Hotels.
Address Hotels + Resorts has brought a fresh identity to the global hospitality and service sector by setting new
benchmarks with its gracious hospitality and exceptional service standards. Address offers a more personal and
engaging experience to guests in a premium lifestyle environment, enriching the lives of its guests with luxury,
style and elegance. Address Hotels + Resorts is set to operate hotels and serviced residences in Saudi Arabia,
Egypt, Turkey, Bahrain and other key markets in the region as well as in Dubai.
An upscale lifestyle hotel and residences brand, Vida Hotels and Resorts is for the new generation of business
executives, entrepreneurs and leisure travellers. Positioned as a lively and vibrant hub where inspiring minds
can create, connect and come alive, Vida hotels are a stimulating environment where style meets convenience
and interactivity. Vida Hotels and Resorts has two properties in Dubai and is set to operate hotels and serviced
residences in Bahrain, Saudi Arabia, Egypt and other key markets in the region as well as in Abu Dhabi and
Dubai.
Rove Hotels is a contemporary midscale hotel and residences brand developed by Emaar Hospitality Group for
a joint venture of Emaar Properties and Meraas Holding. Designed for the new generation traveller and highly
mobile socially connected global nomads who recognise value, stays connected through technology and
gravitate towards culturally-inspired surroundings, Rove Hotels are reliable, modern, fuss-free and superefficient. Rove Hotels has three properties in well-connected locations across Dubai and is set to operate
further properties in the city.
The leisure assets of Emaar Hospitality Group include Arabian Ranches Golf Club, Dubai Polo & Equestrian Club
and Dubai Marina Yacht Club.
www.emaar.com
About Performance Solutions
Performance Solutions is a privately owned company, based in The Netherlands (Amsterdam) with hubs in
Brussels, Frankfurt, London, Dubai, Mumbai, Hong Kong, Singapore, Minneapolis and San Francisco. With a
team of over 300 experience engineers they aim to spread delight by creating positive and memorable
experiences for their clients’ team members and customers/guests. Performance Solutions is changing the way
people learn, lead and interact by offering innovative (blended) learning solutions. To transform companies in a
fun way by engaging people, which empowers them to really make a difference.
www.performance-solutions.com
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