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Overview
Amidst the COVID-19 outbreak, a new trend has
emerged to fight back against the pandemic.
Many hotels, including big groups such as
Marriott, Accor and Hilton have launched
"Working from the Hotel" programs to attract
remote workers and generate new sources of
revenues. These initiatives are part of a larger
group of booking strategy often referred to as
Day-Use bookings.
In this white paper, we will dive into how these
big hotel chains implemented this innovative
solution within their preexisting business model.
Subsequently we will analyze how to take some
of these principles and apply them to your hotel.
Then, we will explore more ways to generate
additional revenue despite the health crisis by
tapping into ancillary services.
Finally, we will put forward a concrete guide on
how to Implement this new strategy through
technology solutions and the different ways to
promote it.
Along the way, we discussed how PrivateDeal
can help achieve these key strategic issues.
Please enjoy the tour!
Your PrivateDeal Team
www.privatedeal.com
contact@privatedeal.com
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Context
New world, new measures
The COVID-19 pandemic profoundly reshaped travel habits on a global scale. In this uncertain context,
hotels have had to discard almost all their past experience to relearn the ways of the market. Amongst
the many changes that occurred are the drastic drop in international travel as well as the subsequent
surge in local travel. While this new statu-quo benefited some hotels, others had to endure a
particularly dry period of almost no booking which often forced hoteliers to close their business
(temporarily or not).
The global health crisis also severely impacted business travel all around the globe. As such, many city
hotels, which mostly rely on business travelers to fill up their rooms, are put in an even more
precarious situation. Indeed, unlike leisure hotels which were able to fall back on local tourism to
survive, business hotels were left with very few solutions to generate revenue. However, despite all
of this, hospitality professionals were able to think outside the box to find a way to adapt. Their answer
to the crisis? Day-use bookings.
As a reminder, day-use booking describes selling a hotel room or service for a few hours during the
day without the guest staying the night. These are a great way to cater to the local travelers who may
want to enjoy the hotel's amenities during the day without having to stay the night. Moreover, it can
also allow people working remotely to find a more adequate environment to work from.
At this point, almost all big hotel chains jumped on the day-use wagons. Hilton, Marriott, Hyatt and
Accor recently introduced “Work form the hotel” programs to tap into this new source of revenue. If
you are a branded hotel, you probably already offer such a service. However, if you are either an
independent hotel or part of a smaller chain, it can be difficult to set up. In this white paper, we will
go through how to implement a successful day-use strategy to generate new revenues amidst the
COVID-19 crisis.

Revenue is down especially in the upperscale hotels (more likely to host conventions) as well as in the
urban hotels which are the most dependant on business travel. Day-use bookings stands out as a
solution to this dire situation. (source: STR)
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The Perfect WFH Formula
How big hotel groups address innovation
In the wake of the health crisis, hotels around the world had to react fast to prepare for a crisis that has
been described as worse for the industry than both the 9.11 attacks and the 2008 financial crisis
combined. This proved to be true with the major hotel chains showing numbers nothing short of
disaster. As examples, we can cite Marriott’s global occupancy rate dropping to just 11% in April1
(revenue down from 5,3 billion to 1,5 billion $) and Hilton RevPAR down 81% in the 2nd quarter of
20202.
These results triggered a major reassessment of priorities for these companies as they started looking
for new ways to keep their heads above water. As we previously discussed, one of the solution was
found when analyzing the new traveling and working habits that emerged with the pandemic. With
more and more people having to work remotely and less and less actual travelers staying at hotels,
these big groups decided to launch “work from the hotel” initiatives (shortened WFH) to adapt to this
new normal.
Even though WFH formulas are nothing new in the industry, the COVID-19 situation certainly propelled
it to a whole new level. Almost every big hospitality actor is now promoting some form of WFH program,
with positive results already starting to show, and for good reasons. Indeed, these large hotel chains
correctly identified that they could adapt to a more local business clientele since they were currently
developing new working habits. With the advent of remote work forcing people to stay home, some
struggled to find there a suitable working environment. The comfort and the calm of a hotel room,
when tailored for the occasion, was the perfect fit to fill this new need.
While there now exist several different implementation models amongst hotels, they all bear different
features to attract different kinds of customers. Let us draw an overview of what the various WFH offers
look like on today’s market, starting with Marriott’s.
America’s largest hotel group offers three distinct WFH packages: Day Pass (only for the day), Stay Pass
(for multiple overnight stays, for example a quarantined business traveler) and Play Pass (for multiple
overnight stays including family). This multichannel approach reflects Marriott’s large portfolio of
hotels, as the Stay and Day Passes are best suited for resorts while Day-Passes are more dedicated for
city hotels. These passes include access to all the hotel’s amenities (pool, gym, …) in addition to the
room and are active for a check-in at 6am and a check-out at 6pm. Hotel staff are sometimes also
available to supervise children while the parents are working. Marriott also included benefits for their
Bon Voy loyalty program members to offer discounts and additionnal perks for these packages.

1
2

Source : Fool.com
Source : Phocus Wire
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Hilton also decided to prioritize their most loyal guests by offering upgraded rooms and discounted
prices for their HHonor members. However, most Hilton hotels’ packages do not include an extendedstay option, only the equivalent of Marriott’s Day Passes. Most Hilton hotels also adapted their room
equipments to better fit the requirement of the remote worker (monitor, microphone, flip chart, …).
To round up our summary, Accor and Hyatt also developped WFH packages although they differ from
Marriott and Hilton quite a bit. Accor is trying to push coworking spaces (think WeWork) which means
you will not necessarly need to book a room but can instead work in a dedicated area (conference room
for example) with all the proper equipment. The European group is also aiming to promote cross-selling
amongst their hotels through their loyalty program which allow guests to work at any of the affiliated
Accor partner hotel. For its part, Hyatt is looking to cater to longer stay business travelers with
discounted overnights packages in some of their resort locations.
You will find below an overview of the different WFH formulas we discussed categorized by hotel
brands. Depending on your hotel (resort VS city), you choose the option that suits best your clientele.

Three Packages (Day, Stay, Play)

Day Stay Package

Loyalty Program Bon Voy

Loyalty Program HHonor

Staff can supervise children

Dedicated Working Equipment

Day Stay Package

Longer stay Package

Multi-hotel stays with loyalty program

Loyalty Program World of Hyatt

Coworking spaces in select hotels

Discounted prices on resorts
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Ancillary Services
Boosting Revenues with Local Travelers
While most of the spotlights are currently directed towards the WFH trends, day-use also applies to a
whole other range of bookings. Indeed, ancillary services are another great way to attract guests in the
post-COVID-19 hotel industry. These services can include spas, swimming pools, or fitness rooms and
can be sold individually to local customers who are unlikely to book an overnight stay at your hotel. This
strategy opens a new range of potential revenue much needed in a time where international travel is
almost nonexistent.
Resorts are the most likely to want to offer this kind of
services to external customers as they often have
multiple amenities and a larger capacity. There are a
couple of ways ancillary services can be sold for resorts:
individually or most notably, through packages.
Depending on the location, local guest might be happy
to enjoy a day at the pool, or at the beach. Through
packages you could include the restaurant, drinks at the
bar or a massage at the spa.

Ancillary services also suit luxury hotels very well,
especially spas and swimming pool entries. Indeed,
the prestige associated with most upscale can easily
attract local travelers eager to see what the
establishment looks like in person. While hoteliers
need to be careful not to degrade their hotel's image,
this strategy can still help generate extra revenue in
these difficult times.

Offering this innovative kind of day-use service allows
your hotel to cater to a whole new type of client,
sensitive to a new range of customer experience. They
are also an excellent opportunity to optimize your
hotel’s profitability while staying close to your guests’
needs.
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Implementing Day-Use
A Practical Guide to the Right Solution for your Hotel
If you are part of one of the aformentioned big hotel chains, you might already have everything in your
hand to start your day-use bookings strategy. If not, you will need to look for the right solution to start
implementing your own Day-use offer. Let us go through the different options you have in terms of
technology solutions.
One of the first place you might want to look at first when trying to sell your room and services in dayuse are Online Travel Agencies (OTAs). While some OTAs are indeed dedicated to Day-use bookings,
the standard problems linked to using a 3rd party seller remain (huge commissions, no guest data
ownership, …). Moreover, these OTAs are not nearly as well-knowns as Expedia and Booking.com and
your customers are just not that likely to find your hotel and book a room there.
Henceforth, your best bet would be to generate day-use bookings through your own channels,
especially your website. However, most booking engines are not designed to handle ancillary services
nor WFH packages. Furthermore, developing a solution yourself would not only be costly but also likely
inefficient.
This is where PrivateDeal comes in. This simple solution allows you to sell rooms and ancillary services
directly on your website through an innovative booking process.

PrivateDeal displays as a dynamic widget, tailored to your brand identity on your website
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Once on the PrivateDeal interface, guests can book a day-use stay by proposing their own price for a
stay. A negotiation algorithm then processes the offer through parameters set up beforehand by the
hotelier and can either accept it or propose a counteroffer until an agreement is reached. The system
can also be used to sell day-use services on a fixed price basis. Regarding WFH, guests also get to book
their room around the clock (24h) and by the hour.

Guest can simply toggle between Day and Night to choose their preferred trip

Thanks to PrivateDeal’s solution, you can sell both rooms to be used as ephemeral offices (WFH) and
ancillary services. Similarly to big hotel chains, you can also decide to define packages (example:
drink+spa entry, day-pass+restaurant, ...etc.) to optimize your acquisition strategy.
Meanwhile, in the background, you have access to an extranet through which you get to update your
rates dynamically and easily add new offers for your guests to book. The platform also gives you access
to a marketing tool that allows you to create custom coupons to send to your most loyal guests.
While setting up PrivateDeal, you can enjoy free support on how to best setup your day-use strategy in
order to maximize your revenue generation. Our team is also available to help you monitor your
revenue management as well as your marketing efforts.
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Promoting Day-Use
Best ways and arguments to sell day-use bookings
Once you are done setting up your day-use booking acquisition channels, you can start thinking about
ways to promote it. The COVID-19 crisis heightened the importance of marketing as people are less and
less inclined to want to visit hotel's websites. Without as much organic traffic as pre-COVID, you need
to take the matter into your own hand and start communicating about your new offers.
The most efficient strategy is to adopt a multi-channel approach. First, you can try working with
traditional medias as well as online medias to promote your day-use packages. For example, both Accor
and Marriott worked with the hotel media Hospitality Net to promote their WFH initiatives. You may
also communicate your offers through social medias and search engine advertisement in order to widen
your online reach. Contacting companies that have put their employees on remote work can also be a
good way to sell WFH packages. Do not forget to also let your websites visitors know about your dayuse offers by displaying it on your home page.
Finally, you need to make use of your email database in order to announce these new services to your
loyal guests. As we saw, all big hotel chains leveraged their loyalty program in order to extend the
message's scope as much as possible.
Once you selected the appropriate channels, you still need to think about the content of your campaign.
First, make sure to use up to date (adapted for the season) and appealing pictures in your messages to
better convince your prospects. In order to assist you in choosing the right arguments to promote your
new services, we listed below some that we think are the most likely to hit the bull's eye:

Work from the Hotel

Calm and secure environment
Professional equipment
Change of scenery
Hotel amenities (gym, pool, …)
Conference rooms
High Speed Internet

Ancillary Services

Select the best part of the hotel
Professional service
Flexible duration
Customizable packages
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Conclusion
Innovation and the Future of the Industry
In this white paper, we saw how big hotel chains adapted to the post-COVID-19 customers’ expectations
and to the new reality within the travel industry. Every single actor took Important actions in order to
make sure they kept on generating revenue even in these precarious times. As a small hotel chain or
an Independent hotel, it is paramount that you follow the lead of these hospitality leaders to not fall
behind.
This is not a timely thing. As the Industry shifts and we enter the new normal these kinds of initiatives
might very well be the difference between life and death for a hotel. While adapting to these changes,
make sure to think beforehand about the right strategy to adopt and select the right tools to help you
implement it.
The Hospitality industry will recover. And all the lessons we learned during the crisis will remain and
make us even more resilient to tackle the future. Learn, adapt, and innovate and you will be a part of
the hotels of tomorrow.

Contact
PrivateDeal SA
c/o École Hôtelière de Lausanne
Route de Cojonnex 18
CH-1000 Lausanne 25

contact@privatedeal.com
www.privatedeal.com
+41 787 207 161

Not a PrivateDeal client yet?

FREE TRIAL
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