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likely return to pre-pandemic levels until 2025, it was certainly belied by the large
crowds in the hotels attending sporting events, enjoying a staycation, doing business or
at a convention like myself.
Statistics from STR perhaps explain the exuberance of hoteliers. Canada’s monthly
hotel rates exceeded 2019 levels for the first time since the pandemic began, according to
STR‘s March 2022 data.
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• Occupancy: 53.3 per cent (-11.2 per cent)
• Average daily rate (ADR): CAD149.73 (+0.7 per cent)
• Revenue per available room (RevPAR): CAD79.87 (-10.5 per cent)
The absolute occupancy level was the highest for any month since September 2021,
with the index to 2019 reaching a pandemic-era high at 89. The lack of gathering
restrictions allowed group demand to reach its highest level since February 2020, which
bodes well for the outlook near-term. Group travel typically rises until June before being
replaced by transient leisure demand over the summer.
According to STR, while room rates just surpassed 2019 levels in March, “the
momentum has continued into April, with rates currently $2 ahead of the pre-pandemic
comparable. Similarly, RevPAR in all location types, excluding urban and airport hotels,
exceeded 2019 comparables in March. While urban and airport hotels are lagging in overall
RevPAR, weekend levels returned to what was seen pre-pandemic, showing continued
strength from the leisure segment. Weekday performance remains under the microscope
for many hoteliers, but there have been green shoots in the data. The weekday RevPAR
index, which can be used as a proxy for the return of the corporate segment at this time
of year, showed significant improvement in March.”
You can read the full report broken down by city and province in this issue.
There is no question that there is a palatable sense of confidence now that restrictions
have been removed and the consumer may be returning a lot faster than originally
thought.
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business NEWS
REALSTAR HOSPITALITY CELEBRATES 2021
FRANCHISE AWARD WINNERS
Realstar Hospitality was thrilled to join in the celebration as G6 Hospitality
announced top winners in multiple award categories during their annual owner’s
conference in Dallas, Texas.
The G6 Hospitality Lightkeeper Award was presented to Motel 6 - Headingley,
Manitoba, based on outstanding scores in the areas of guest experience and staff
friendliness. The Top Performer Award went to Motel 6 - Moosomin, Saskatchewan

for remarkable quality scores and year-over-year sales growth. Motel 6 - Innisfail,
Alberta received the prestigious Franchise of the Year Award recognizing their fantastic
sales success, admirable quality and cleanliness scores over the past fiscal year.
“We are exceptionally proud to have hotel teams acknowledged for their on-going
commitment to hospitality excellence,” said Irwin Prince, president & COO, Realstar
Hospitality, the master franchisor of the Motel 6 and Studio 6 brands in Canada.
“The accomplishments of our franchisees speaks to their dedication to providing
exceptional service.”

Four Canadian Travelodge
by Wyndham Properties
Win Best of Travelodge
2021 Awards
Travelodge Canada is thrilled to
announce that four Travelodge by
Wyndham properties in Canada have
been awarded 2021 “Best of Travelodge”
award winners.
These include the Travelodge by Wyndham Victoria Airport, the Travelodge by
Wyndham Strathmore, the Travelodge
Suites by Wyndham New Glasgow and the
Travelodge by Wyndham Miramichi Hotel
& Suites. All four properties have all
been recognized for delivering strong
guest satisfaction scores, maintaining
compliance with mandatory training, and
remaining in good standing.
“The Best of Travelodge Awards sets a
very high standard for all properties to
aim for. Being recognized among the
top-rated Travelodge properties in North
America takes a serious commitment and
dedication to a terrific guest experience
across the board,” says Trevor Hagel,
executive vice-president, operations.
“All of us at Travelodge Canada offer
congratulations to all four of these exemplary
properties across the country.”

Top Performing Days Inns Receive
Brand Award with New Recognition
Honours Announced
Days Inns - Canada declared the winners of its prestigious
Chairman’s Award for 2021. The annual award recognizes the
elite group of Days Inns that meet the highest quality and
service level. Hotels are evaluated based on brand standards,
operational requirements, and guest feedback metrics.
“It is a pleasure to celebrate the success of those who represent excellence in hotel lodging,” said Irwin Prince, president &
COO, Days Inns - Canada. “Despite the challenges we continued
to face throughout the year, these 33 honourees remained
determined to deliver a ‘Count on Me’ experience while continuing
their commitment to putting health and safety first through
Wyndham Hotels & Resorts’ ‘Count on Us’ initiatives.”

To acknowledge select hotels’ ongoing dedication to providing
an exceptional service experience, Days Inns - Canada introduced
two new award levels: Gold and Platinum. Recipients of the Gold
award level have received a Chairman’s Award for a minimum
of five incredible consecutive years. The Platinum award level
rewards those who have earned a Chairman’s Award for a
minimum of ten outstanding years in a row.
Chairman’s Award Recipients for 2021:
• Days Inn by Wyndham 100 MILE HOUSE, BC
• Days Inn by Wyndham DAWSON CREEK, BC
• Days Inn & Suites by Wyndham BROOKS, AB
• Days Inn & Suites by Wyndham COCHRANE, AB
• Days Inn & Suites by Wyndham EDMONTON AIRPORT, AB
• Days Inn & Suites by Wyndham STRATHMORE, AB
• Days Inn by Wyndham CALGARY NORTH BALZAC, AB
• Days Inn by Wyndham INNISFAIL, AB
• Days Inn by Wyndham MEDICINE HAT, AB
• Days Inn by Wyndham RED DEER, AB
• Days Inn & Suites by Wyndham YORKTON, SK
• Days Inn by Wyndham ESTEVAN, SK
• Days Inn by Wyndham SWIFT CURRENT, SK
• Days Inn & Suites by Wyndham BRANDON, MB
• Days Inn & Suites by Wyndham THOMPSON, MB
• Days Inn & Suites by Wyndham WINKLER, MB
• Days Inn & Suites by Wyndham NIAGARA FALLS,
CENTRE STREET BY THE FALLS, ON
• Days Inn by Wyndham LEAMINGTON, ON
• Days Inn by Wyndham SARNIA HARBOURFRONT, ON
• Days Inn & Conference Centre by Wyndham OROMOCTO, NB
• Days Inn by Wyndham STEPHENVILLE, NF
2021 Gold Chairman’s Award Winners:
• Days Inn & Suites by Wyndham AIRDRIE, AB
• Days Inn & Suites by Wyndham SHERWOOD PARK, AB
• Days Inn & Suites by Wyndham WARMAN LEGENDS CENTRE, SK
• Days Inn by Wyndham SASKATOON, SK
• Days Inn by Wyndham STEINBACH, MB
• Days Inn & Suites by Wyndham LINDSAY, ON
• Days Inn & Suites by Wyndham THUNDER BAY, ON
• Days Inn by Wyndham BERTHIERVILLE, QC
• Days Inn by Wyndham MIRAMICHI, NB
2021 Platinum Chairman’s Award Winners:
• Days Inn & Suites by Wyndham LANGLEY, BC
• Days Inn & Suites by Wyndham COLLINGWOOD, ON
• Days Inn by Wyndham THUNDER BAY NORTH, ON
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business NEWS
COAST HOTELS APPOINTS
BRIGITTE DIEM-GUY
Coast Hotels Limited has appointed Brigitte
Diem-Guy as vice-president, revenue strategies and
communication.
In her new role, Diem-Guy will lead Coast Hotels’
marketing, communications, revenue performance
and sales operations, a new position representing
the consolidation of these disciplines into one tightly
knit department. This
consolidation will allow
Mark Hope, vice-president, development, to
lead the exponential
growth strategy and
advance distribution
for Coast Hotels in
major gateway cities
throughout North
America.
“On behalf of everyone at Coast Hotels,
we are delighted that
Brigitte has taken on this new cohesive role. I know
that her revenue generation experience and talent
along with a clear vision for the sales and marketing
departments will prove essential in reaching our
growth goals,” said Takamasa Machiura, executive
vice-president, Coast Hotels.

Days Inns - Canada Named Franchisees’ Choice
for the Second Year in a Row
Days Inns – Canada has been recognized as a recipient of the Canadian
Franchise Association’s (CFA) Franchisees’ Choice Designation.
“Receiving this designation for the second year in a row is incredibly
rewarding,” said Irwin Prince, president & COO of Days Inns - Canada. “Providing
an elevated level of service and support to our franchise family throughout
the pandemic has been a key priority for us, and it is truly rewarding to know
that our franchisees recognize, appreciate and benefit from the efforts of our
dedicated team of hospitality professionals.”

“The true strength of a franchise system lies in the mutually-rewarding
relationship between a franchisor and its franchisees,” says Sherry McNeil,
president & CEO, Canadian Franchise Association. “Being a Franchisees’ Choice
designee is an honour and a vote of confidence because the high rankings in
franchisee satisfaction come directly from the franchisees themselves.”
Designees are CFA member franchise brands who voluntarily participated
in an independently administered survey. Franchisees were asked to evaluate
Days Inns - Canada in critical areas of the franchise business model, including
leadership, business planning and marketing, training and support, ongoing
operations and the relationship between the franchisee and franchisor.

Home to hospitality innovations—A can’t miss
OS&E sourcing experience.

NOVEMBER 13-14, 2022
JAVITS CENTER, NYC
Co-located with BDNY

thehotelexperience.com
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business NEWS
STR: CANADA HOTEL RATES EXCEEDED 2019 LEVELS IN MARCH
Canada’s monthly hotel rates exceeded 2019 levels for the
first time since the pandemic began, according to STR‘s March
2022 data.
March 2022 (percentage change from March 2019)
• Occupancy: 53.3 per cent (-11.2 per cent)
• Average daily rate (ADR): CAD149.73 (+0.7 per cent)
• Revenue per available room (RevPAR): CAD79.87
(-10.5 per cent)
“Hotel performance improved significantly with the elimination
of nearly all COVID-related restrictions across the country,” said
Laura Baxter, CoStar Group’s director of hospitality analytics for
Canada. CoStar Group is the parent company of STR.
“The absolute occupancy level was the highest for any month
since September 2021, with the index to 2019 reaching a pandemicera high at 89,” Baxter said. “In addition, the lack of gathering
restrictions allowed group demand to reach its highest level
since February 2020, which bodes well for the outlook nearterm. We typically see group travel rise until June before being
replaced by transient leisure demand over the summer.
“While room rates surpassed 2019 levels ever so slightly in March,
the momentum has continued into April, with rates currently
$2 ahead of the pre-pandemic comparable. Similarly, RevPAR in
all location types, excluding urban and airport hotels, exceeded
2019 comparables in March. While urban and airport hotels are
lagging in overall RevPAR, weekend levels returned to what was

seen pre-pandemic, showing continued strength from the leisure
segment. Weekday performance remains under the microscope
for many hoteliers, but there have been green shoots in the data.
The weekday RevPAR index, which can be used as a proxy for the
return of the corporate segment at this time of year, showed
significant improvement in March. However, leisure demand
during the March break will have likely inflated the index slightly,
so April’s results will be a better gauge of metric.
Among the provinces and territories, British Columbia
recorded the highest March occupancy level (63.2 per cent),
which was 4.6 per cent below the pre-pandemic comparable.
Among the major markets, Vancouver saw the highest occupancy
(65.7 per cent), which was a 12.0 per cent decline from 2019.
The lowest occupancy among provinces was reported in
Newfoundland and Labrador (36.5 per cent), down 16.4 per cent
against 2019. At the market level, the lowest occupancy was
reported in Ottawa (-29.8 per cent to 43.4 per cent).
“The outlook for the rest of the year is positive, especially
now that testing requirements at the border have been lifted
and international arrivals are expected to gradually increase,”
Baxter said. “Occupancy is currently forecasted to reach 57 per
cent, while ADR is expected to come in at $158 for full-year
2022. The longer-term position remains relatively consistent
with previous versions of the forecast. RevPAR is expected to
come within $2 of pre-pandemic results next year and exceed
2019 levels in 2024 in nominal terms. However, when adjusted
for inflation, it extends the full recovery position beyond 2025.”

Partner with an Industry Leader
Focused on Franchisee Success.
With the cyclical nature of our industry, we constantly evolve to anticipate the needs of our hotel
owners, help grow their businesses and ultimately, help maximize the return on their investments.
Our proven brands in the upscale, upper midscale, midscale, extended stay and economy market
segments, coupled with our industry expertise, Canadian support teams, resources and tools, give
every hotelier the opportunity to achieve their dreams.
We are here to help you succeed.

ChoiceHotelsDevelopment.ca
©2022 Choice Hotels Canada Inc. All Rights Reserved.
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Provincial Focus: Saskatchewan w
By Rebecca La Marre
photo courtesy shutterstock.com

A SWIFT
RECOVERY IS
PREDICTED FOR
TOURISM IN
SASKATCHEWAN
BY INDUSTRY LEADERS

Optimism and
New Energy
S

ince 2019, hotels were hit the hardest by the pandemic,
many going into debt just to stay afloat. Insurance
skyrocketed while revenues evaporated overnight.
According to Jim Bence, president and CEO of Hospitality
Saskatchewan, while visitor numbers dropped “to practically
nothing” over the last two years, the industry is poised well to
recover. He attributes well-timed funding from the Provincial
and Federal Governments, as well as Saskatchewan’s decision
to keep the province open, to consumers renewed interest in
acting on pent-up demand.
Jonathan Potts, CEO of Tourism Saskatchewan, says that he saw
an increase in new kinds of experiences, with accommodation companies and outfitters expanding to serve increasingly diverse demographics in new seasons, at both the operator and community level.
Western Hotelier Magazine

For example, outfitters who
normally offer accommodation
during hunting season expanded
into the winter season, providing
experiences like a fully supplied,
heated, ice-fishing shelter. Guests can
request food to be provided on-site
Jonathan Potts, CEO,
while they fish. Similarly, the 100Tourism Saskatchewan
kilometre Boreal Trail in Meadow
Lake Provincial Park now offers a service where hikers can
arrange for hot meals and drinks to wait for their arrival in
bear-proof caches at each stage of the hiking loop. Potts believes
this kind of creative, hybrid experience will attract audiences
that might otherwise hesitate to participate.
15

The Boreal Trail in Meadow Lake Provincial Park offers hikers a service
where they can arrange for hot meals and drinks in bear-proof caches.
Photo Credit: Tourism Saskatchewan/Paul Austring

Outdoor activities like golfing, fishing, and camping did
very well during the pandemic and continue to do so. Accommodations, hospitality, airports, and business events have
suffered. Occupancy rates were cut in half from 65 per cent to
33 per cent. In 2021, they bounced back to 40 per cent, and in
2022, they’ve increased to 50 per cent in some cases. Business
travel related numbers are back to pre-pandemic levels.
The REVPAR across Saskatchewan dropped from $66 in
2019 to $35 in 2020. 2021 saw an increase to $44, and early
indications for this year suggest the numbers will continue to
grow. Potts anticipates restaurant spending and consumption
of food and drink will continue to
increase. This was helped by the
industry’s fast adaptation to
*April YTD 2022
changing safety requirements and
innovations in ways to deliver both
SASKATCHEWAN
food and alcohol to customers. In
Occ . . . . . . . . . . . . . . . . . . .46.3
rural areas, these numbers also
RevPAR . . . . . . . . . . . . $54.80
Supply (% Change) . . . . . -0.6
increased because of growth in the
Demand (% Change) . . . . 61.5
oil and gas sector, attracting workers in need of accommodation and
REGINA
Occ . . . . . . . . . . . . . . . . . . 44.7
food near cities like Humboldt.
RevPAR . . . . . . . . . . . . .$126.4
Bence tempers his optimism
Supply (% Change) . . . . . -4.8
about these numbers and offers a
Demand (% Change) . . . . 75.1
word of caution, saying that
SASKATOON
REVPAR statistics alone are not
Occ . . . . . . . . . . . . . . . . . . . 47.2
enough information to determine
RevPAR . . . . . . . . . . . . . $105.2
a trend. “It’s important to keep in
Supply (% Change) . . . . . . 0.0
Demand (% Change) . . . . 75.6
mind how many rooms are being
used. A hotel might say they are 80
MOOSE JAW
Occ . . . . . . . . . . . . . . . . . . . 53.7
per cent full, but that is a percentage
RevPAR . . . . . . . . . . . . . .$85.8
of the rooms that are currently in
Supply (% Change) . . . . . . 0.0
use. They might have two floors
Demand (% Change) . . . . 77.9
closed to visitors.”
Source: 2022 STR, Inc.
There is also the challenge of
staffing in hotels. Visitors are

returning, but there are currently 4,000 available jobs in hospitality. Many employees were laid off and chose to upskill, and
20 per cent of workers found employment in other industries.
There was a mass resignation in supervisory roles, and Bence
expects to lose 40 per cent of general manager staff in the next
two years due to burnout and retirement. Seven out of 10
teenagers get their first jobs in hospitality, but this changed
during the pandemic due to concerns about safety. These
pressures resulted in many hotels scaling back their operations.
These conditions created an opportunity for Hospitality
Saskatchewan, the non-profit formed
in 2019 to advocate for the tourism
industry, to accommodate 200 Afghan
refugees in September of 2021.
Part of organization’s mandate is to
help with refugee and displaced
persons settlement crises. Available
rooms in hotels have facilitated swift
turn-around times for newcomers
who arrive at a major port like
Toronto, but ultimately want to settle Jim Bence, president
and CEO, Hospitality
somewhere rural.
“The Federal Government will Saskatchewan
provide funding for refugees to find
accommodation when they arrive in Toronto for up to two
weeks, but what about when they come to Saskatchewan?
People are arriving with the clothes on their backs and no
money. This makes them vulnerable to labour trafficking and
human trafficking. They are in distress, and they lack language
skills and documentation. This makes them extremely vulnerable. Part of our job is to train hotel staff and settlement
officers in how to identify trafficking activity.”

AT A GLANCE
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THERE IS ALSO THE CHALLENGE OF
STAFFING IN HOTELS. VISITORS ARE
RETURNING, BUT THERE ARE CURRENTLY
4,000 AVAILABLE JOBS IN HOSPITALITY.
Ukrainians arriving to Saskatchewan are considered
displaced persons, rather than refugees, which means they do
not receive the two weeks of Federal support upon arrival.
Hospitality Saskatchewan partners with the Saskatchewan
branch of the Ukrainian Canadian Congress to place families
in hotels with available space.
Western Hotelier Magazine
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In addition to contributing to aid in relief work over the last two
years, the tourism industry has expanded cultural experiences for both
business and leisure guests. Whitecap Dakota First Nation,
Wanuskewin Heritage Park Authority, and Beardy’s Okemasis Cree
Nation formed a partnership to cultivate and enrich Saskatchewan’s
Indigenous tourism economy. Together, they create tourism packages
and opportunities to share Indigenous culture in the hospitality sector.
Wanuskewin continues to pursue UNESCO world heritage
status. These efforts were aided by a major archaeological discovery,
announced by Dr. Ernie Walker in November of 2021, of 1,000year-old petroglyphs and the tool used to carve them.
Dakota Dunes has introduced several new tourism initiatives,
including a golf course, a cross-country ski-trail, a casino, and new
cultural experiences. Beardy’s Okemasis Cree Nation is building
unique accommodations at Fort Carlton Provincial Park that

Post Show Update

IN ADDITION TO CONTRIBUTING TO AID IN RELIEF
WORK OVER THELAST TWO YEARS, THE TOURSIM
INDUSTRY HAS EXPANDED CULTURAL EXPERIENCES
FOR BUSINESS AND LEISURE GUESTS.

Canadian Hotel
Investment Conference
Sets Pace for Industry Renewal

T

The Delta Bessborough in Saskatoon.

feature A-Frame structures with glass ceilings. Visitors will be able to
experience Indigenous music, dancing, and theatre during their stay.
Potts points to these developments arriving at a time when there
is a growing awareness about the challenges created by colonialism,
and a hunger to learn and support Indigenous communities
through tourism. There is a palpable excitement about new
tourism opportunities led by Indigenous groups, sharing “the
Plains experience” and the “famous Saskatchewan Smile” with
Saskatchewan residents and the world at large. ●
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his past April 5th-6th, the Canadian Hotel Investment
Conference (CHIC) was held live for the first time in over
two years. With close to 500 in attendance, there was a
discernable electricity in the air as industry colleagues once
again had a chance to re-new acquaintances and share ideas.
Produced by Big Picture Conferences, the event looked at
the current investment climate given the backdrop of COVID-19
and its ravaging effects on the
hotel industry. There was a
surprisingly upbeat tone to
the discussions beginning with
a panel discussion “Raindrops
Have Stopped Falling on My
Head” covering issues such
as capital procurement and
market opportunities. Moderator Carrie Russel, senior managing partner at HVS, outlined
the current state of the market
and what the future may hold.
This was followed by another panel discussion on insurance
and property taxes. As moderator Christine Kennedy of
Atlific Hotels pointed out, despite the decrease in revenue,
insurance and taxes only continued to rise making it even
more difficult for hotels to operate profitably.
One of the major issues facing the hospitality industry is
the current labour shortage. This was covered in the panel
discussion “Recruitment, Retention and Rethinking Hospitality

Western Hotelier Magazine

Human Capital”, focusing on what strategies have worked to
attract more workers to the hospitality industry. The recent
announcement by the Federal government that the Temporary
Foreign Workers Program is being revamped to allow up to
30 per cent of the workforce to be temporary was welcome
news that panelists agreed would go a long way to helping
the industry overcome some of the labour shortages.
One of the highlights of the show was the presentation by
Susie Grynol, president and CEO of the Hotel Association of
Canada gave on how the association has successfully lobbied
the government for support during the COVID-19 crisis. She
received special recognition and a standing ovation for the
outstanding work done by her team to bring attention to the
unique needs of the hotel industry.
The next panel discussion moderated by Hugo Germain of
Germain Hotels focused on supply chain disruptions and
the impact it is having on costs and construction timelines.
Panelists described their own experiences and what strategies
they have developed to counteract the situation.
Looking at the current state of the economy with inflation
now dominating the outlook, the following panel discussion
“Canada and the New World Economic Disorder Set
Straight” outlined what hoteliers can expect going forward
with geo-political disruptions and uncertainty.
Closing remarks were made by keynote speaker Sebastion
Bazin, chairman and CEO of Accor, striking a positive note for
the industry now that travel restrictions have largely been
removed and the industry begins to return to normal. ●
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Hotel Renovations
By Deb Draper

Getting Ready for
Brighter Days
NOW IS THE TIME FOR PANDEMIC RENOVATIONS

I

t will no doubt be several years before the full impact of
the pandemic on the hospitality industry is known.
Many hotels had to shut down or just hang on by a
thread, operating with almost no clients or workforce as
they waited out the storm.
Some hotels, however, used the situation to make
renovations that would bring them out onto the
other side with a fresh look and the ability to take a
strong position in the market. With travel halted
early in the pandemic, occupancy reaching less than
10 percent for some hoteliers, this was for some the
best time to renovate.
Several larger hotels were able to take advantage
of the pandemic and low capacity to do renovations.
But the smaller independent hotel owners needed
guest income to stay in business let alone consider
Bruce Lowrey,
renovations.
chief lending officer,
Bruce Lowrey, chief lending officer for Access
Access Point
Point Financial (APF), a direct lender solely focused
Financial
Western Hotelier Magazine

on providing capital to the hospitality industry explained,
“For sure, the right time to renovate is when there will be
the least disruption to guests — with one caveat: if you
have the money to be able to afford to do it. Because of
COVID-19 and other factors, right now there is less hotel
capital available in general. When COVID-19 hit, travel
stopped immediately so hoteliers were able to stop a lot of
their reinvestment, renovations projects and hold onto
cash. Banks provided a lot of forbearance, and that included
a waiver in many cases to no longer make contributions to
their FF& E reserve, which funds a lot of future renovations. Even beyond that the same lender said, ‘We can dip
into your FF&E escrow to pay interest.’ So, at the same
time, virtually all the brands put up their hands and said,
‘We’re going to waive any requirements for upgrades,
brand initiatives.’ It really stopped across the board.”
As a hospitality industry leader in the design, planning
and development of hotels across Canada and in select
U.S. states, the team at Saplys Architects continued to offer
21

Monique Farley,
director of design
and procurement,
HotelFurniture.com

their clients fully integrated project delivery
and management services throughout the
pandemic. “There were benefits to the
shutdowns for some of our clients who
were planning to do renovations prior,” said Vito Picicci,
principal architect and partner with Saplys. “They were able to
use the pandemic as a window of opportunity to renovate their
buildings for inter-brand conversions, rather than converting
their buildings for different uses.”
Monique Farley, director of design and procurement, Hotel Furniture.com said, “Properties that were able to complete their
renovations in late 2020 and early 2021 are now reaping those
benefits as travel occupancy rates are almost back to 2019 levels.
While supply chain issues were significant, those lead times,
labour shortages, and now, material
shortages, have continued to increase.
Hotels that completed their renovations
earlier do not have to deal with such
current issues or face major service
interruptions, and with newly renovated
hotels come increased room rates.
The numbers from 2022 will show just
how much of a benefit as newly renovated properties are able to capitalize
on this year’s travel season.”
Vito Picicci,

Getting the Renovating
Timing Right

principal architect
and partner, Saplys
Architects

Darius Saplys, partner and at Saplys Architects’ affiliated
company API Development Consultants, explained that
although some clients were able to open their hotels during the
shut down, many are just now starting to reactivate their plans
for hotel development. Depending on the variables, “If they are
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obligated to do a brand property improvement plan (PIP),
then they will do so, otherwise they will wait to see if the
numbers make sense before pulling the trigger as each location
has its own set of variables to consider.”
Two of those biggest variables are costs and supply. With the
inflated costs of borrowing, and as the costs of materials (structural
steel especially), labour, and shipping rates also continue to rise,
not to mention supply and delivery obstacles, planning and
executing a renovation is difficult and perhaps even not advisable. Even though many hotel owners may now be financially
able to move forward with renovations, they still face these same
challenges, and that often means further delays. More than ever
before, a realistic schedule needs to be developed with very little
disruption to guests as they
finally do begin to return.
Perhaps the renovation needs
to be postponed to the slow
season. These are precarious
times indeed.
Nevertheless, when contemplating the renovation
schedule for 2021, the owners
of the Magnolia Hotel & Spa
in Victoria, B.C. decided to
continue forward with the
planned renovations to the
bathrooms of the boutique hotel’s 64 luxury guest rooms.
“We were scheduled to do major renovations to the bathrooms
in the hotel, between January and April 2021, and ownership
decided they were going to move ahead regardless of some of
the financial challenges the industry faced during the first year
of the pandemic,” said General Manager, Bill Lewis. In fact, the
uncertainty in the market made it maybe even a better time to
do the renovation in terms of not
displacing guests, so we moved ahead
with the original plans.”
That year, renovations started on
two floors of the Magnolia as tradespeople tore out the bathrooms and
replaced them with modern more
luxurious fixtures. “We’ve done the
next two floors this year and will do
the remaining during the off season
in 2023, “said Lewis.
Darius Saplys,
With the restrictions of the panpartner, Saplys
Architects
demic, occupancy was minimal and
so the hotel made the best of a poor
situation. Lewis added, “The trades were taking more precautions as required, not interacting with others, so the timeline
slowed down a bit, particularly in that first year. Maybe things
weren’t as fluid as they would have been in prior years, but it
was a logistical change, not a big-time change.”
“Even when we were open, the renovations didn’t have a
massive impact on our guests. We scheduled the loudest work
during the first weeks of January, by far the slowest time of any
year. We let guests know in advance that we would be doing the
renovations, and those who chose to stay with us anyway would
be out all day. We never did any work outside 9:00 a.m. to
3:00 p.m. and so were able to manage guest expectations very
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Magnolia Hotel & Spa in Victoria BC renovated the bathrooms
in 64 guest rooms in 2021. Photo Credit: Leanna Rathkelly

well through both years and will do the same for the last stage
of renovations next year.”
Lewis explained that the ownership is very invested in maintaining the hotel in keeping with a first-class luxury boutique
hotel. The hotel was built in 1998, and although the bathrooms
were in excellent condition, they were the original style and
some parts were not replaceable. It was time to embark upon a
modern bathroom to keep the product fresh and current.
“We’ve always had soaker tubs and individual shower stalls
in all the rooms,” Lewis said. “With the renovations, about
two-thirds kept a similar format with a new soaker tub with
wand added to make it more comfortable for the guest. The
new shower stalls in those rooms have multiple shower heads
with adjustable nozzles. After looking at current industry
trends, we decided to eliminate the soaker tub in the other
third of the rooms and put in an oversize shower with bench
and multiple shower heads in order to offer a couple of
options. We wanted to create that magical large luxury shower.
We’re continually looking to upgrade, always looking for
a few improvements, additions we can do. Our goal is to
challenge the management team to see what we can do to
improve our luxury guest experience every off season.”
What the Magnolia Hotel & Spa did was commit to its
luxury boutique brand by pushing forward with updates
despite the uncertainties and higher costs of the pandemic.
Gensler Research Institute has reported that this is a good
time for all hoteliers to assess and validate their hotel’s
current business model and operating concept, maybe look
at options outside a full-scale renovation to refresh the
property and attract returning guests.

Rethink, Repurpose and Renovate
HotelFurniture.com has developed a digital platform and
online FF&E marketplace that is making it easy for hoteliers to
plan those options. “While our clients indeed loved our
products during the pandemic when they were introduced to
it, most projects and purchases were on hold through those
months as the industry waited for recovery,” said Farley. “With
that now well on its way, many hoteliers have deep FF&E,
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renovation, conversion, and new build needs within their
properties and they are ready to move these purchases forward.
“Completing renovations now is always going to come with
some pros and cons; however, the long-term benefits of a newly
renovated hotel will outweigh the cons. My advice to hoteliers is
to be strategic in your planning. Complete your renovations
during your slower seasons if you are not under the time
restraints of a PIP deadline. Understand that lead times are going
to be longer than normal. Sometimes completing renovations in
phases is best and limits the amounts of service disruptions.”
Lance Flinkert, owner of Simple Shower Solutions offers the
same advice when it comes to scheduling. “You have to allow
for unexpected delays. Even though we have control on our
product lead times, once it gets on a truck for shipping it’s out
of our hands. We try our best to use reputable freight companies,
but they all are struggling with transit times. What used to be
four to five days to ship across the country has now turned into
a couple of weeks, but with our Tile Ready products that we
manufacture in Edmonton, we have full control and can still
supply with a short lead time.
We have found that some of our clients have changed
types of products used because of the long deliveries for certain
items. For example, some of our clients have gone from a prefinished shower pan to a fully tiled shower because we
manufacture our tile-ready shower pans right here in Canada.
Or switching from a cultured marble shower pan to a steel
shower pan. Most cultured marble companies are quoting 6-10
weeks whereas we can supply our Enamel Coated Steel shower
pan less than four weeks.”
This is also the advice that HotelFurniture.com gives its
clients when it comes to considering materials. “If possible,
procure as many items domestically. While your line-item costs
may be a little higher up front, you will still save money on the
back end when you consider current ocean freight costs plus
domestic freight costs.”
But there is more than time and money to consider when it
comes to renovating during and after the pandemic. In its
report “The Future of Hospitality,” the global consultancy
Deloitte stated: “The hospitality sector is gearing up to open
their doors once again. Yet the world in which the industry now
finds itself has changed. The COVID-19 pandemic and the
resulting global lockdown have dramatically affected consumer
behaviour. Understanding and responding to consumers’
changing behaviours will be essential to the recovery of the
hospitality sector.”
What does this mean in the real world? According to the
team at Saplys Architects, it means offering accommodations
for business travellers that provide a pleasant work environment within a long-term stay suite. “Room reservations for
long-term stay suites far outpaced those of short-term stay
suites over the past two years,” said Picicci. “And the ability to
prepare one’s meal or have it delivered really set the two suite
types apart.”
As a result of the pandemic, many hotel owners are focusing
on cleanliness, reduced contact, simple furniture lines and easy
to clean case goods with damange resistant finishes. Picicci
noted that they see Tier-1 brands including more touch-less and
touch-free options in the rooms, such as app-based TV remotecontrols, hands-free faucets, touch-less elevator call buttons,
Western Hotelier Magazine
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and app based check-ins. “Mobile app
check-ins were already in the works, with
all brands stepping up their roll-outs as a
result of the pandemic.”
And design has become much more
intentional over the last two years.
“Really honing in on what travellers are
looking for has been key,” said Farley.
“This means approaching design from a
more holistic approach that speaks
more to function versus solely on form
and esthetic. Overall, the pandemic
reset the industry to be more conscious
of who we are designing for. The whole
purpose of design is to innovatively
solve problems. The pandemic reminded
the industry of that.”
In his work with many U.S. hotels,
Lowery is seeing more alternative/mixed
use design initiatives in larger full-service
hotels. “I would say the dominant go-to
is to convert some or even all those
hotel rooms to work force housing/studios and multi-family.
A big term here right now is ‘Bleisure’–a blending of business
and leisure. Because so many are working from home, people
are flying into a hotel midweek, work all day Thursday, half a
day Friday, and then be a tourist through the weekend. They
will work from the hotel on Monday and fly home that night.

Simple Shower Solutions notes
that hoteliers have to allow for
unexpected delays.

This isn’t so much a hotel initiative
as the sudden freedom people now
have to work from home”.
People need to work but being
able to combine both at one location
delivers the best of both worlds.
That means bringing in well-sized
worktables/desks that can be used as
dining tables, good lighting, all the
technical bells and whistles, a sofa
and comfortable seating — a place to
work and a place to relax all in one.
As Deloitte reports in its “Future
of Hospitality”, “Organizations….
will need to develop offerings that
reflect the impact of COVID-19 on
customers’ health and finances while
also encouraging them to get out of
the house, travel, and spend.”
The darkness of the last two years in the hospitality industry
is lifting. Now is the time, as people finally begin to emerge
back into the world, for hotels to refresh their offerings and
prepare to accept their weary but grateful guests into the new
normal of travel. ●

BENEATH
ONE’S FEET
By Robin Brunet

F
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Partner with us to create a complete solution.
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Flooring

(pictured above)
The TORLYS
EverWood
and EverTile
Collections are
extra durable
and resist
surface staining
from urine.
Western Hotelier Magazine

looring is one of the subtlest ways to impart a
desired ambience in hotels, yet in too many
instances it is dismissed as something utilitarian, to
keep clean and perhaps switch up during renovations.
But given that it sets the tone in everything from lobbies
and conference rooms to bathrooms and dining rooms,
flooring merits careful consideration. Different areas of
the hotel have different needs, requiring unique options
for each. And considering hoteliers are just emerging from
the pandemic and into a world of painful inflation,
it’s vital to get the most out of one’s flooring dollar with
durability, ease of installation, and easy maintenance.
Sean Kennedy, manager, marketing at Kennedy Floorings,
says, “The hospitality market is conservative and in some
ways slow to change, but fortunately we’re seeing flooring
trends starting to emerge. Hoteliers want to attract guests,
and a good choice of flooring helps.”
Kennedy goes on to note that the feeling of a warm and
soft carpet underfoot is as popular as ever and will likely
never be fully replaced, especially considering its seemingly
endless design styles, textures, and colours in addition to
contributing to the all-important home away from home
sentiment. “Broadloom remains the standard bearer of

HOTELIERS HAVE MORE
FLOORING OPTIONS TO
CHOOSE FROM THAN EVER
hotel flooring and I personally think it looks better than
carpet tile. However, carpet tile has one huge advantage:
individual sections can easily be pulled up and replaced.
This is a big time and money saver for hoteliers, and
there’s no denying that carpet tile has come a long way in
terms of style and colour variety.”
Family-owned Kennedy Floorings has been servicing
clients since 1856 and pioneered many floor covering
products and categories; it also hand selects its products in
order to bring the latest in coverings to the market. Its
largest category is Stone Core, which through the process
of extruding limestone has features not possible in any
other flooring category. Installations up to 100 by 100 feet
are possible without transitional molding. Plus, Stone
Core is rated for a remarkable -40 Celcius to +40 Celcius.
Curtis Carpets is a well known provider of everything
from not only carpet but vinyl plank and ceramic tile to
laminate and hardwood flooring. This is significant,
as Curtis Sales Manager Evelyn Janz points out, “New
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While carpet has the advantage of
affordable up-front costs, it takes
considerable expense and labour to
disinfect them (not to mention
expense of replacement:

Kennedy
Floorings’
largest
category is
Stone Core.

construction hotels have started putting more luxury
vinyl plank in their suites rather than carpet, which was
always previously used. This is done for cleanliness reasons
and ease of maintenance and repairs, as you can replace
individual planks versus entire rooms if required.”
Indeed, LVT (Luxury Vinyl Tile) and porcelain are
becoming the favoured solutions for hotels in lobbies,
dining areas, and lounges as well as guest rooms — partly
because they are tough enough to stand up to heavy foot
traffic. In the case of LVT, a wider range of choices in
higher end design make the product more attractive to the
hospitality market, and although LVT can be up to 100 per
cent more expensive than carpet, it can last twice as long
(typically the renovation cycle for carpet is six years).
Arguably, the biggest concern of hoteliers of late is
keeping everything clean and sanitized. While carpet
has the advantage of affordable up-front costs, it takes
considerable expense and labour to disinfect them (not to
mention expense of replacement: JN+A and HVS Design’s
Hotel Cost Estimating Guide notes that it costs a midscale
hotel with 135 guest rooms nearly $700 to replace carpet
in each room). “One of the advantages of our company is
that a wide range of vinyl and engineered hardwood floors
include TORLYS Maxx Finish antimicrobial protection,
which defends against bacteria around the clock and
keeps floors 99 per cent cleaner between cleanings,” says
Cam Bowen, vice-president sales, builder & hospitality,
North America, at TORLYS.

By Melanie Franner

Bowen goes on to note that the TORLYS SmartCore is
infused with Microban protection to prevent microbes
from reproducing should bacteria penetrate between floor
joints. Underneath the floor, TORLYS FoamPlus Blue or
CorkPlus Blue underlays (which provide warmth, comfort,
and sound mitigation) are also integrated with Microban
technology to reduce mould and odour growth.
Another benefit of TORLYS is that the patented Uniclic
joint make installation quick and easy compared to other
flooring options. And for pet-friendly hotels, the TORLYS
EverWood and EverTile collections are extra durable and
resist surface staining from urine.
Finally, with so many choices of flooring available, hoteliers
can now enjoy the best of both worlds by opting for a hybrid
of materials — LVT, real wood, and carpet — in areas like
conference rooms, gift shops, and restaurants. This not only
keeps a cap on costs but makes rooms look bigger — and the
on-trend flooring design will never fail to impress guests. ●

A CASE FOR

CASEGOODS
Curtis Carpets notes that new construction hotels have
started putting more luxury vinyl plank in their suites
rather than carpet.

HOTELS PREPARE FOR UPTICK IN TRAVEL

C

anada’s 2021 resurgence in hotel
transactions bodes well for the
furniture and casegoods industry,
as new property acquisitions translate into
re-branding and additional capital investment. Add to this the upswing in business
and leisure travel, and hoteliers have every
reason to consider a furniture refresh.
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Collier’s 2022 Canadian Hotel Investment
Report states that the hotel real estate
market gained “significant momentum” in
2021 with total volume reaching nearly $2
Western Hotelier Magazine

billion. The $1.18 billion in trades is
described as “an impressive showing” in
contrast to the approximate $400 million
recorded in 2020.
The report is also quite positive in its
2022 outlook:
“The experiences learned through the
various lockdowns provided greater
confidence to buyers, sellers, and lenders
with sight lines to the other side of the
pandemic becoming clearer and driving a
tipping of the scales towards acquisitions
for hotel use. With pandemic concerns
receding, the outlook for travel demand

looks bright as the industry enters 2022.”
A recent report from Avison Young also
speaks to a rebound in hotel transactions.
Canada’s Hotel Market, 2021 Review and
2022 Outlook quotes hotel transaction
sales volume in Canada’s six major
markets as totalling approximately $712
million in 2021 – up 124 per cent compared with 2020, and the highest annual
result since $726 million in assets changed
hands in 2018.
The report states that a large volume of
smaller assets was sold across the country
(92 trades in 2021 compared with 75 in 2018).
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“We were fortunate that our vendor had
both domestic and overseas manufacturing,”
explains Stroinig. “But part of our decision
to go with our vendor was that they were
able to manufacture domestically.”
Prestige Hotels & Resorts exudes a classic
design that is both sophisticated and
timeless. For this reason, Stroinig anticipates that the new casegoods used in the
Kamloops property will have a longevity of
10 years or more.

MARKET SNAPSHOT

One of those assets that changed hands
last year is the Comfort Inn and Suites in
Kamloops, BC. The property re-opened in
January 2022 under the Prestige Hotels &
Resorts brand, after significant renovations.
“The renovations were extensive,” says
Tanya Stroinig, COO, Prestige Hotels &
Resorts. “They involved a full refresh of
the interior, including guest rooms and
bathroom renos.”
Casegoods accounted for a “major” part
of the renovation budget.

Prestige Kamloops
Hotel was re-opened in
January 2022 after
significant renovations
that included their
casegoods after a
rebranding from the
Comfort Inn and Suites
in Kamloops.

“Casegoods is part of the overall comfort of the guest room,” says Stroinig. “In
our case, we were fortunate to have a trusted vendor we’ve used for several projects.”
The purchasing decision came down to

several factors, not the least of which was an
existing relationship with the vendor. Other
factors included quality and durability, as
well availability, especially during a time
complicated with supply chain issues.

There is no doubt that the COVID-19
pandemic has taken its toll on all areas of
the hotel industry. The fact that the buying
and selling of properties is on the uptake
is good news for the casegoods industry.
New properties need to be re-branded into
corporate images.
At the same time, the pandemic is not
without its losses. The past two years has
seen the demise of two hospitality casegoods
manufacturers in Winnipeg alone — Buhler
Furniture Inc. and DeFehr Furniture. Both
had long, well-established histories in the
industry.
But there is good news ahead.

An April 2022 report from MarketandResearch.biz suggests that the global
furniture market size was worth around
US$4471.7 million in 2021 and is forecast
to grow by a CAGR of 3.5 per cent to reach
US$5705 million by 2028.

IN THE KNOW
Many of the more innovative hoteliers
began thinking outside of the box during
the pandemic. They took the opportunity
to re-imagine their spaces, transforming
some of them into outdoor oases with
broader customer appeal. And extending

their usability into cooler temperatures.
“Demand for outdoor furniture has
increased significantly,” says Neil Sneyd,
vice-president business development,
North America, BUM Contract Furniture
Limited. “Lots of hotels are looking to
utilize their outdoor spaces and improve
their furniture, while adding umbrellas,
patio flame heaters and tables.”
Sneyd describes the hotel patio as part of
the guest experience.
“If the property has an inviting patio
with lots of guests enjoying the facilities, it
is a bonus for the guest and the hotel,” he

The Eclipse Cantilever from B
UM Commercial Furniture is a 10’ square
cantilever that offers 360-degree
rotation to block out the sun and is
available in three colours.

A June 2021 report from 360 Market
Updates states that the global hotel furniture market size in 2020 was US$4190.8
million and it is expected to reach
US$5404.4 million by the end of 2027, with
a CAGR of 3.7 per cent during 2021-2027.
The Global and Japan Hotel Furniture
Market Insights, Forecast to 2027 report
identifies North America as the largest
market, with a sales market share of over
35 per cent. Europe is in second place, with
a sales market share of over 25 per cent.
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RBH Enterprises recently launched its MODS casegoods line.
Made in Canada, the MODS line consists of modular items for ease
of design selection. There are nine variations from which to choose.
Key features of the line include: metal legs or gabled ends; floating
or free-standing night tables; laminate, quartz or upholstered top
options; black or brushed nickel hardware; choices of laminate; and
ease of cleaning.

POSITIVE INDICATORS
The surge in travel is already well underway. And forecasts
suggest demand will continue to increase. Hoteliers have all the
more reason to be prepared for an uptake in reservations.
In its March 2022 Market Update, CBRE Hotels defines 2022
as the “Year of the Rebound”. CBRE projects RevPAR will grow by

RHB Enterprises recently launched its MODS casegoods line that consists of modular
items for ease of design selection in nine variations.
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says, adding that, in general, patio furniture
should be replaced every five years, while
ongoing improvements should take place
annually.
BUM Contract Furniture currently has
22 representatives across the country, with a
presence in every province. The company
works with many European and North
American manufacturers. And just recently
launched BUM Commercial Furniture USA.
“It is essential that hoteliers purchase
quality products for commercial applications,” emphasizes Sneyd. “It is more
important than ever.”

be refreshed with contemporary updates to
soft seating, wall covering and lighting.”
Berube continues to see a trend among
hoteliers to platform base beds.
“Platform base beds make it easier for
housekeeping to make the beds because
they don’t require box spring covers or bed
skirts,” he says.
RHB Enterprises provides casegoods
across Canada. The company offers customers the flexibility to manufacture what is
required (non-standard lines), with many
different finish options. It also has the capability to replace pieces damaged by guests.

TIPS OF THE TRADE

OUT OF THE GATE

According to Jeremy Berube, director of
operations, RHB Enterprises Inc., properly
designed furniture and rooms help deliver
guest satisfaction. Ensuring that they stay
fresh and updated is part of the equation.
“From a supply standard, I feel well-made
case goods should last a property 10+ years,
requiring replacements based on guest wear
and use,” he explains. “Rooms with welldesigned and manufactured casegoods can

New from BUM Commercial Furniture
is the Eclipse Cantilever, a 10’ square
cantilever designed for commercial applications. The item uses a marine-grade
fabric and comes with a three-year warranty.
The extremely durable aluminum frame
offers 360-degree rotation to block out the
sun at all times of the day. It is available in
three colours: dark grey, vermillion red,
and seashell white.
Western Hotelier Magazine

PROPERLY DESIGNED FURNITURE
AND ROOMS HELP DELIVER GUEST
SATISFACTION. ENSURING THAT
THEY STAY FRESH AND UPDATED
IS PART OF THE EQUATION.
43 per cent to reach $81 in 2022 — 76 per cent of 2019 levels.
Vancouver is predicted to see the strongest gains in occupancy
and rate in Western Canada in 2022 with RevPAR growing 48 per
cent to reach $117.
Regina and Saskatoon are both expected to see gains of just over
10 per cent in both rate and occupancy, with Regina projected
to finish 2022 at $53 and Saskatoon at $59. Winnipeg is expected to
grow RevPAR slightly — by 44 per cent to $68 in 2022 (but more
from demand than rate increases).
Calgary and Edmonton are projected to grow RevPAR more than
50 per cent, with the former expected to reach $62 in RevPAR and
the latter $53.

NEW LIFE
The numbers all point toward a much-improved year for hoteliers
all across the country. This, combined with an impressive number
of property transactions, bodes well for an increased demand to
refresh and update hotel casegoods. ●
Western Hotelier Magazine
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Post Show Update w

HAC ANNOUNCES
RECIPIENTS OF THE 2021
AWARDS OF EXCELLENCE
The Hotel Association of Canada (HAC) honoured four distinguished recipients with an Award of Excellence
at its 2022 HAC Conference. Each year, HAC recognizes members who have achieved significant accomplishments
and demonstrated the finest in professionalism, quality, and excellence in the hotel industry.
“Recipients of HAC’s Awards of Excellence share a commitment to enhancing guest experiences, each leaving
a significant impact on the hotel industry through their efforts. Together, we proudly celebrate their remarkable
achievements,” said Susie Grynol, President & CEO of HAC.
Most remarkably, these winners represent true resilience for their perseverance and resolve throughout the
most devastating period in industry history.

The recipients of the 2021 Awards of Excellence are:
GREEN KEY ENVIRONMENT AWARD
Hyatt Place Ottawa West
Sponsored by: Ecolab
The Hyatt Place Ottawa West, a 5 Green Key rated property, is one of only a few
Green Key Global members to have opened with a five key rating, the highest
rating awarded. Built to minimize its environmental impact, and operated in the
spirit of corporate social responsibility, the one-year-old new build Hyatt Place
Ottawa West employs cutting-edge technologies, policies, and programs in pursuit
of sustainable hotel operations.

GREAT TO BE BACK
TOGETHER!

ASPIRING HOTELIER AWARD
Rachelle Boutin, Hôtel Le Germain Montréal
Sponsored by: STR
Boutin displays passion for her work and compassion for her coworkers
and community making it clear that she will go far in the industry while
having a positive impact on those around her. Upon joining Groupe Germain in
2018, Boutin continued her quick progression taking on roles of increasing
responsibility, most recently that of director of accommodation with Hôtel
Le Germain Montréal.

AFTER A TWO-YEAR PAUSE, THE CANADIAN VIP HOTEL
LEADERSHIP DINNER RETURNED IN FULL SWING ON MAY 2ND
FOLLOWING THE HAC CONFERENCE OPENING RECEPTION

HUMAN RESOURCES AWARD
Hilton Winnipeg Airport Suites
Sponsored by: JRoss Hospitality Recruiters
The Hilton Winnipeg Airport Suites is dedicated to cultivating future industry leaders
and believes that a commitment to great human resources practices produces
great talent and a perpetuating passion for this industry. An everyday commitment
to HR practices is evident in the property’s numerous service recognition awards and benefits, as well a desire
to celebrate employees’ special occasions and career milestones. Awards and accolades from their community,
guests and industry peers only serve to solidify their reputation for developing talent along with a passion for
service excellence.

HUMANITARIAN AWARD
Karen Brooks-Earley, Hilton Winnipeg Airport Suites
With a fantastic dinner experience at Ruth’s Chris in downtown Toronto, leaders from over 40 of the country’s
top hotel companies and organizations were able to reconnect for this very popular social event for the first
time since early 2020.
Jason Cheskes, president of Above the Line Solutions consulting firm, who organizes and hosts the dinner,
noted that it was the 9th year the dinner has been held. This year’s invited guests included companies such
as Marriott, Wyndham, MasterBUILT, Coast, Hilton, Sandman, Atlific, Realstar, IHG, Sunray, Superior, Innvest,
Oxford, Canalta, Urgo, Gupta Group, and several others, plus key hotel association leaders.
The comments of many that night are summarized by one from John Nicholson, VP Listel Canada, “This is
one of the absolute best events of the year, and it’s great to be able to be part of it again!”.
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Karen Brooks-Earley has an unerring commitment to her community. BrooksEarley spearheads the hotel’s Blue Energy Committee, a Hilton-wide initiative
responsible for planning community service activities. Under her guidance, the
hotel has actively contributed to local charities such as the Rossbrook House
for children and youth, the local foodbank, Meals to Go supplying breakfast
kits for low-income families, pet food donations to the local humane society,
Coats for Kids, and more. Brooks-Earley is a shining example of positivity and
motivation and a true source of inspiration to her colleagues and community.
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By Nicole Sherwood

THE HOTEL ASSOCIATION OF CANADA
APPOINTS NEW CHAIR, DIRECTORS TO ITS
2022 BOARD OF DIRECTORS

The Hotel Association of Canada (HAC) has appointed Sara Glenn, chief operating officer, Canada, Caribbean, Mexico, and
Central America, Accor North America as Chairwoman of the Board. Glenn makes history as the first ever female chair of HAC.
“Sara is a global leader in hospitality and will be a tremendous asset to our association as we turn our focus to
post-pandemic recovery,” said Susie Grynol, President & CEO of HAC. “I am also thrilled to welcome our first female
chairwoman. Long overdue, this is an incredible moment for our association and our industry.”
“The Hotel Association of Canada has been critical to the survival of Canada’s hotel industry over the past two years, and
I am honoured to serve as chair. I am looking forward to working with our board, the HAC team and our members to
ensure our industry realizes a full recovery and a return to pre-pandemic growth,” said Glenn.
Glenn succeeds Jonathan Lund, regional vice-president, hotel operations, Intercontinental Hotels Group (IHG).
“I would like to thank Jonathan for his exceptional leadership and service as chair throughout the COVID-19 pandemic.
His guidance and support were key to HAC’s success over the past two years,” said Grynol.
On behalf of HAC,. Glenn welcomes Mark Kochhar, Hilton Worldwide; Satinder Dhillon, Innvest Hotels LP; R Gordon
Johnson, Atlific Hotels & Resorts; Bill Stone, Knightstone Hotel Group Inc. to the Board of Directors, and congratulates
Scott Jocelyn, Manitoba Hotel Association; Tony Elenis, Ontario Restaurant Hotel & Motel Association; Robert Pratt,
Sandman Hotels, Inns & Resorts; Marc Staniloff, Superior Lodging Corp, and Brian Leon, Choice Hotels Canada all of whom
were recently re-elected for a second year term.
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H

oteliers are hoping that the tourism industry
will begin to return to its pre-pandemic levels
this summer. However, labour shortages may
still cause them problems.
According to Statistics Canada in November 2021
the Accommodations and Food Services sector had
130,070 vacancies.
“The hotel industry, like the rest of the economy is
facing record low unemployment rates. This means that
there are far more positions than there are workers,”
explains HAC President & CEO Susie Grynol. “Difficulties
in hiring and retaining employees in this kind of labour
Western Hotelier Magazine

market comes as no surprise. In addition, the pandemic
caused a great deal of uncertainty for tourism workers,
and many have moved on to other sectors.”
There are clear demographic changes also underlying
the labour crisis and we will continue to see increased
competition for workers from an ever-shrinking supply.
“While these changes were felt prior to the pandemic,
COVID-19 has heightened and amplified the difficulties,”
states Tourism HR Canada President & CEO, Philip
Mondor. “The accommodations industry was amongst
the hardest hit over the past two years. Despite the
best efforts of many employers, tens of thousands of
37

individuals lost their jobs or were
furloughed. Given the unpredictability that
resulted from further waves and their impact
on reopening and recovery, many — understandably — sought work in other sectors
of the economy and have moved on.”

to work in the industry. As of this summer, international students
will be able to stay and work in Canada for an additional
18 months if they are applying for permanent residency in 2022.
These changes to Canada’s immigration policies were in direct
response to HAC’s advocacy,” shares Grynol.

REMEDYING THE SITUATION
THE TEMPORARY FOREIGN
WORKER PROGRAM

TIPS ON HOW TO REBUILD YOUR STAFF
Hoteliers should consider the following tips:
Look at ways to diversify your workforce: reach out to community associations,
review your hiring and employee review processes for bias or barriers, tailor your
recruitment strategies rather than taking a one-size-fits-all approach.
Be an employer of choice that has progressive HR policies, including around
diversity, inclusion, and accessibility. Make sure all staff receive training around
these topics and solicit feedback to continually improve on initiatives. Bring in
subject matter experts as needed.
Look at ways to create a rewarding workplace: birthdays off, employee
discounts, fitness subsidies, time off to volunteer, thank you notes or gifts etc.
Where possible look at flexible working arrangements (working remotely, job
sharing)
Offer training — not just on specific job skills, but cross-training for other roles,
management skills, language training, financial planning and more. If the employee
is working in a new language, explore opening up language classes to family
members.
Factors such as housing and transportation may play a role in some areas.
See if there are organizations to assist with securing these for staff, explore
providing employee housing or shuttle services or collaborate on communitywide solutions.
Tap into early talent, such as by connecting with post-secondary programs
— or even secondary schools — to offer students work-integrated learning
placements, career presentations, tours or informational interviews.
Be sure to build your employer brand. Share employee success stories on
social media, broadcast corporate social responsibility policies and highlight
community involvement. Consider working with industry associations who are
launching career awareness campaigns.

Now Hiring
A Free Guide to Help Employers
Attract and Retain Workers
in a Post-Pandemic Environment

TourismHR.ca/NowHiring
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The additional impact of reductions to
immigration and other programs such as
the working holiday visa that have been an
important source of employees is another factor.
The Temporary Foreign Worker Program
allows Canadian employers the ability to
temporarily hire
foreign nationals
to fill shortages in
Canada’s labour
force. It is jointly
operated by Immigration, Refugees
and Citizenship
Canada (IRCC)
and Employment
and Social Devel- Philip Mondor,
opment Canada Tourism HR Canada
President & CEO
(ESDC).
Effective April 30, 2022, the Accommodations and Food Services sector can now hire
up to 30 per cent of their workforce through
the TFW program for low-wage positions
for one year. There will no longer be a limit
to the number of low-wage positions that
employers in seasonal industries can fill
through the TFW program. The maximum
duration of these positions will be increased
from 180 days to 270 days per year.
“Even if we attracted every possible
Canadian worker, we would still have a
labour shortage. We will have to look to
immigration, which is where almost 100
per cent of Canada’s labour force growth
comes from. As a starting point, HAC has
been advocating for the federal government
to make it easier to hire foreign workers
that have the skills our sector needs and
we have secured some important wins on
the Temporary Foreign Worker (TFW)
program,” states Grynol.
The recent policy changes include additional funding to expedite processing
for TFW applications, increased caps
for accommodation employers and the
elimination of the automatic refusal policy
for regions that have an unemployment
rate of six per cent or higher.
“In addition, the government will now
allow international students more flexibility
Western Hotelier Magazine

The labour shortage is now the single biggest barrier to the
industry’s recovery.
“Hoteliers are meaningful employers, and offer flexible hours,
competitive pay, strong career trajectories, meaningful training
opportunities and life-changing job experiences. To attract and retain
employees our sector must do better at telling the story,” says Grynol.
The industry’s reputation took a hit during the pandemic.
“We’ve long faced the perception of low-paid, seasonal work that
is a means of income until something more ‘suitable’ comes along.
The rocky road to recovery has made employment in hospitality
seem even more precarious. While we know the industry has much
to offer in terms of stable, well-paid work, this public perception is
an additional hurdle to overcome,” says Mondor.
There are numerous strategies hoteliers can implement to adapt
to an increasingly tight labour market.
“It’s working noting that recovery doesn’t look like 2019. It’s not
about going back to former HR practices and expecting ‘to get back
to normal’. Job seekers have a lot of choice and employers will need
to go above and beyond to show what they can offer. And they
must deliver on their promises,” explains Mondor.

They’re working with associations across the country on career
awareness campaigns to show that hospitality can offer lifelong
careers beyond what they may imagine: roles in marketing, HR,
operations, finance and more.
Recently, Tourism HR Canada launched a new Tourism Workforce Recovery and Growth Task Force — the first of its kind
in Canada, to address long-standing systematic and structural issues
to improve on the sector’s resilience and strengthen its capacity as
a key economic driver. Working on behalf of the industry and
with key stakeholders at the table, including HAC, the Task Force’s
main goal is to influence policy changes and prioritize long-term
investments to benefit the tourism workforce.
“We encourage hoteliers to reach out for details on any of these
initiatives or for ways to get involved in the workforce recovery,” says
Mondor. ●

A HELPING HAND
Hoteliers are not alone when it comes to rebuilding their staff.
HAC and Tourism HR Canada are here to help.
Over the coming months HAC will continue advocating for
solutions to the labour crisis.
“Our goal is to establish labour as a key pillar in the Tourism
Growth Strategy so that we can secure meaningful policy shifts (e.g.
a dedicated immigration stream for tourism and hospitality) and
financial investments to support rebuilding the image of the sector
and repositioning hotels as a career of
choice,” shares Grynol.
Tourism HR Canada has a multipronged approach to helping the industry
rebuild a world-class workforce.
They recently launched a free resource
called ‘Now Hiring’, which covers a range of
essential HR practices, tips to implement
them, and practical checklists and forms
to help tackle key issues.
They regularly publish labour market intelligence on their website,
which can help employers review employment, demographic, and
compensation trends.
Their Emerit Tourism Training brand has training resources,
professional certification programs and small business resources
and will soon be launching an innovative competency framework
that will help employers with job descriptions, training pathways
and skills assessments.
They offer the Propel Student Work Placement Program, which
connects employers with post-secondary students for paid work-integrated learning opportunities (like internships and co-ops). Employers can access thousands in wage subsidies for each student hired.
Western Hotelier Magazine
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Housekeeping & Amenties
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By Anne-Marie Hardie
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Recruit Your
Laundry Workforce

Beyond
the Shine

GIRBAU

Labor costs are a hotel’s single largest operating expense
and good employees are hard to ﬁnd.
It’s important now more than ever to make sure you’re capitalizing on equipment productivity and
efficiencies. It’s more affordable than you think. Plus, our equipment will never demand a raise or
vacation — and they’ll always be on time! Hire the best in productivity. Hire Continental Girbau.
CONTACT YOUR LOCAL CONTINENTAL GIRBAU DISTRIBUTOR
FOR A PERSONALIZED INTRODUCTION!

Serving British Columbia

Serving Alberta & Saskatchewan

Serving Manitoba

888.442.3366 • 604.325.3281
haddon.ca

780.468.3127
coronetequipment.com

204.582.6668
westbrookmfg.ca

T

he past two years have had a lasting
impact on the entire hospitality
industry. However, the sector that
was potentially the most dramatically
impacted was housekeeping.
Maintaining a clean hotel has always
been important, but in the past, guests
were content with a sparkling bathroom
and a tidy appearance. In fact, there was a
silent acceptance that hotels’ cleanliness
standards were slightly inferior to more
sterile environments, like hospitals. The
Western Hotelier Magazine

ADOPTION OF AUTOMATED
AND ERGONOMIC SOLUTIONS
REDUCES WORKPLACE STRAIN
pandemic transformed this expectation
with hotels needing to quickly upgrade
their cleaning procedures and products to
address the risk of the virus. Today, hotel
spaces need to be cleaned and thoroughly
sanitized to place the guest at ease and
ensure that any potential pathogen has
been eliminated.
Today, housekeeping staff are working in
an environment where they are continu-

ously exposed to stronger chemicals while
also having to fit in new procedures to
their already long list of housekeeping
tasks. As a direct result, these employees are
faced with additional physical and mental
strains. There is also added pressure from
the guest, who expect to see evidence that
the hotel has maintained a high level of
sanitation and cleanliness.
“The current crisis has developed a
41
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heightened sense of awareness about the
detail of what goes on in housekeeping and
the laundry. These functions can no longer
be viewed as “back of the house,” says
Randy Radtke, content and media relations
manager, Alliance Laundry Systems.
“Moving forward, guests will want peace of
mind that their linens and accommodations have been thoroughly cleaned and
processes followed.”
Barley Chironda, sales director and
international infection control specialist,
Clorox Professional Products Company
agrees, emphasizing that guests are looking
for that confirmation that a place has been
thoroughly cleaned whether this is done
through an app, door signage, a seal on the
door, or certifications.
“The pandemic raised the prominence
and importance of disinfection in the space
of hotels, and it looks like this shift is here
to stay,” says Chironda. Introducing these
more potent chemicals requires the hotel
to include customized training so that the
housekeeping staff understands how to
properly use the chemical, including adhering
to the recommended application time and
if additional protective gear is required to
minimize exposure. To help facilitate this
understanding, housekeeping managers
could review their current training, such as
WHMIS, to ensure that it is customized to
focus on the specific cleaners that will be
used in the hotel environment.
These challenges are amplified by
the fact that hotels are faced with labour

shortages, including high staff turnover.
This is requiring the industry to take a
detailed look at their procedures to help
cultivate an efficient work environment
that minimizes the strain on the workers.
“We are very aware as we interact with
our customers that housekeeping has
changed in two ways; one is obvious, there
are new procedures, requirements, and
cleaning and sanitation recommendations
to keep everyone safe,” says Cindy Lapidakis,
vice-president, sales and marketing, Royal
Basket Trucks. “The second is from a
staffing perspective; everyone we speak
with could use more hands-on deck.”
The Canadian unemployment rate is at
an all-time low, with employees having the
unique opportunity of being able to choose
the environment that they want to work in.
During the pandemic, employees were
working in an industry that lacked job stability while also coping with regulations that
were continually shifting as new knowledge
about COVID19 was disseminated.
“There’s stress if you know you’re cleaning a room that someone was quarantining
in and there’s the other side of the coin
where there’s job security, because there
was a lot of unknowns during the pandemic
for many occupations,” says Jan Chappell,
senior technical specialist, Canadian Centre
for Occupational Health and Safety.

The new regulations have forced additional processes and procedures, increasing
the time to turn over an entire room. As a
direct result, some employees made the
decision not to return to the hospitality
sector. The labour shortage has forced
hotels to take a detailed look at their whole
process, to improve efficiencies and create
a welcoming environment for staff.

Cultivating a welcoming environment
begins with understanding the work
environment including the risks that these
employees face, and then putting plans
in place to minimize them. Hotel housekeepers are exposed to stronger chemicals,
sharp objects, including broken glass, and
the potential of being exposed to biological
infectious diseases. This is a job with
high physical demands including a lot of
awkward postures and repetitive motions
placing employees at risk of fatigue and
repetitive strain injuries. These health and
safety risks are not new for the housekeeping

Clorox Turbo is a cordless electrostatic sprayer that helps
alleviate the overall strain on the staff.
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industry; however, the need to complete a
more thorough cleaning, including the
integration of stronger chemicals, has elevated these risks.

Occupational Risks in the
Housekeeping Industry
Have Been Elevated
The lingering effects of the pandemic
have permanently altered how both the
hospitality industry, and the guests, look at
cleaning. As a result, hotel managers face
the daunting task on how to reduce these
environmental, physical, and emotional
stressors on their staff.

“If you’re looking from an occupational
perspective, their staff have to do so much
more; as a result, the wear and tear on their
bodies become higher and ergonomic
considerations become very important,”
says Chironda. “House cleaning staff
are cleaning more areas and using more
equipment; hoteliers should be thinking
about how they can reduce the burden and
wear and tear on the bodies of employees.”
Employers also want to look at ways to
reduce their occupational exposure to the
chemicals, including the potential impact
on employee’s respiratory systems and
their skin.

“The staff has to learn the proper use of
these new chemicals and factor in the time
needed to complete the additional steps
that provide that validation that the space
has been thoroughly cleaned,” says Chappel.
Housekeeping managers are faced with
the challenge of creating procedures that
maximize productivity and minimize
risk, while also ensuring that the spaces are
thoroughly cleaned. One of the critical
factors to consider developing is a robust
ergonomic program which would ideally
include training staff on correct body
postures while lifting, tw isting, and
working above their shoulders, and
ergonomic tools that they can use to help
alleviate the strain.
“There is an overriding responsibility to
ensure that your workers know how to
work safely, which includes designing your
ergonomic program and the corresponding
training to match your needs,” says Chappel.
Other strategies to prevent injuries, states
Chappel, include encouraging staff to take
the time to warm up their bodies before
working, wearing appropriate footwear
including having slip-resistant bottoms,
and reviewing the room layout to see if
there are ways to reduce the amount of

strain (moving furniture etc.). Investing in
ergonomically designed tools so that the
cleaning staff can utilize a neutral standing
position whenever possible also helps to
decrease the number of workplace injuries.
The housekeeping cart is one piece of
equipment that can often result in workplace injuries, as it requires substantial
effort to transport it through the hotel
environment.
“The average housekeeping cart is three
feet tall (36 inches), so that the person that
interacts with it is often bent forward when
trying to push the cart,” says Lapidakis.

monitor ergonomics and heavy lifting
— obviously, the laundry is a prime area
for back injuries from bending or pulling
items,” says Radtke.” Staff training is paramount to make employees aware of how
not paying attention to details and processes
can lead to injuries. For instance, something as simple as tumble dryers with a
reversing feature will help ensure large
items such as sheets do not twist together
into knots. Knotting can injure employees
when they are removing items that are
balled/knotted together. Reversing also
helps ensure items are dried fully.”

Incorporating equipment like UniMac’s
UT075 helps shorten drying time while
reducing utility and labour costs. This system
is equipped with several features, including a
self-cleaning lint filter and an extra-large
reversible steel door which provides staff
with convenient and efficient access.
“Leverage technology and laundry management systems to ensure process control. In
addition, efficiency is paramount as budgets
are tightening,” says Radtke. When looking
at wash extractors, Radtke recommends
seeking super-high G-Force extraction to
reduce drying times and a spray rinse to

Royal Basket Trucks invests the time to
understand the entire housekeeping
process and finding ways to streamline the
process, so that the hotel can meet the
new requirements with less staffing.

“This strain is increased when the cart
becomes full, making it challenging to
manage, especially on carpet.”
Installing ergonomic handles on the
cart, which are tilted towards the operator,
she shares, can help alleviate this strain by
allowing the staff to stand upright while
also providing additional foot space when
pushing the cart to comfortably move their
feet. To aid with loading and unloading
linens, Lapidakis recommends installing
spring platforms, so that when the staff
loads the linen, the platform lowers to
accommodate the additional products and
then raises as the cart is emptied. This
fairly simple adaptation reduces the need
for employees to continuously bend over to
load and unload linens from the cart.
“Hotel management should closely
44
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PRODUCT SHOWCASE
Enhance your guests’ experiences
with thoughtful extras
SANITATION AT THEIR
FINGERTIPS
Place the power of sanitation at your guests’
fingertips with the germ fighting power of
Clorox Disinfecting Wipes. Guests will feel
reassured with the familiar brand known for its
ability to fight off 99.9 per cent of germs. With
just a quick swipe, guests’ minds can be put at
ease helping them enjoy common spaces, including
the gym, lobby, and conference rooms.

CREATE THE SPA
EXPERIENCE

minimize water consumption, save time, and
improve efficiencies. The introduction of
laundry management systems into a hotel
space can help ensure that the procedures
are followed correctly, including that the
user chose the proper cycles and that the
chemicals were added at the correct time.

Cultivate a Supportive
Work Culture
Clear policies and procedures are essential to ensure that staff fully understand
their roles and how to conduct each job
safely. One of the best ways to do this is
encouraging regular communication
between management and staff, including
making the commitment to actively seek
employees’ input when considering any
procedural changes. Regular monitoring of

Pamper your guests with
True North’s Experience Collection.
This full line of bath and body products are
paraben free, competitively priced, and
packaged in biodegradable tubes with flip
caps for easy dispensing.

ADD A LITTLE EXTRA
One of the easiest ways to
delight your guests is by providing
them with a few unexpected extras.
True North Hospitality can help deliver this
experience while also reducing linen stains with
addition of make-up remover wipes.

VALUE-CENTRIC AMENITIES
Showcase your hotel’s sustainability
commitment with the indulgent bath
and body line of FairCosmEthics made
with Fairtrade certified Cane sugar and
Brazil nut oil. The paraben and silicone free
formula will soothe both your guests’ skin
and their senses.

SLEEK AND SUSTAINABLE
Elegant and sustainable, ADA Cosmetics
300 mil Smart Care Dispenser seamlessly
merges a sleek, contemporary design that
is simple to fill and use. This patented
system is easily installed with a hygienic
closed system that allows staff to easily
change the bottles while reducing
the potential for theft.
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UniMac’s
UT075 helps
shorten
drying time
while reducing
utility and
labour costs.

staff during their work period can also help
identify potential work strain risks and the
associated training opportunities to help
reduce these risks, including identifying
any equipment or workstations that would
benefit from adaptations.
When speaking with potential clients,
Royal Basket Trucks invests the time to
understand the entire process that the
housekeeping staff will be required to do.
“Envisioning the process helps us look at
how many touchpoints the hotel staff currently has and determine if any can be eliminated,” says Lapidakis. “It is about finding
Western Hotelier Magazine

ways to streamline the process so that the
hotel can meet the new requirements with
less staffing.” The same cart, for example,
can be installed with dividers so that the
housekeeping staff can use it for both linen
and the removal of trash and recycling.
“We want to encourage customers to
consider how the cart is being used, so
that the solution that is put in place will
increase efficiencies,” says Lapidakis. ”We
are able to offer a cart with two to three
compartments, It all depends on how
the customer wants to organize their
process.” These fairly simple adaptations
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demonstrate to the housekeeping staff an
understanding of their process and
a commitment to improve the overall
efficiency of their job.
Part of maximizing efficiencies is
choosing products and tools that are
multipurpose. This includes selecting
multipurpose cleaners whenever possible
and adapting equipment, like the housekeeping cart, so that they are cross-functional. The pandemic has also demonstrated a vulnerability in the supply chain,
which has increased the importance of
partnering with North American vendors

to reduce the potential of disruption.
From a cleaner standpoint, this includes
ensuring that the cleaner is both Health
Canada approved and widely available.
Before the pandemic, there was very
little automation in hospitality housekeeping; however, once the pandemic hit,
hotels needed to find solutions that would
provide the high level of cleaning required
with less staff. “I think the ergonomic
consideration is really around how can you
automate certain things to reduce the
strain on the body,” says Chironda.
Automation helps improve efficiencies
and provides a more enticing environment
to work in, helping improve retention and
recruitment. “When housekeeping staff
make a decision about where they want to
work, everything’s on the table now. The
potential employees are able to see the
technology and equipment in the space
and determine which environment that
they would like to work in,” says Chironda.
These employees are investing the time to
understand the work environment, including
which equipment they will be using when
cleaning. Integrating automatic products
like Clorox Turbo, a cordless electrostatic
sprayer, helps alleviate the overall strain on
the staff while also enticing new employees
to come to your space.
“When it comes to recruiting and staff
retention, it is about checking off all of the
boxes, including ensuring that you’ve both a
safe and positive environment to work in,”
says Chironda. Adopting solutions like,
using a streamlined product list that works
quickly, reducing the downtime, machines
that can simplify some of the product applications, and having clear protocols in place
with standardized training have become
critical areas to maintain that retention.
The past two years have completely
evolved the way that housekeeping is
conducted in hotel spaces. Standardized
cleaning procedures including the use of
stronger chemicals has increased the
health and safety risks for employees
including repetitive strain injuries and
the risks of chemical exposures. Hotels
can reduce these risks by thoroughly understanding each process and integrating
tools and procedures that reduce the
strain. This includes integrating tools that
encourage proper ergonomics, automation when available, and streamlining the
number of products used to reduce the
potential for error, while also increasing
productivity. ●
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By Frank Yeo

Time for an
Extraordinary Rethink
with Darlene Grant Fiander and Philip Mondor

Darlene Grant Fiander
Chair, Tourism HR Canada
and President, TIANS

These structural changes impacting tourism are part
of a larger workforce context affecting all sectors. The
industry is undergoing a great deal of change during
a highly disruptive period, and the emergent business
models also mean there are changing demands on the
number and types of workers and the skills needed.
There are growing examples across the globe of best
practices for employers in retaining current workers and
innovative recruitment strategies, but what happens when
that new employee is landed? As an Industry how are
we viewed as an employer of choice. Why is the service
economy valued differently in many European countries?
How does the education system in those countries support
its service economies and frame the brand of work?

Tourism Industry Association of Nova Scotia
tians.org

Philip Mondor
President and CEO,
Tourism HR Canada

COVID-19 has altered people’s views and priorities. As
a business you can control your brand and your culture.
You can create places where people feel connected
and proud. As an industry we need to consider the
integration of our education system and look at models
that support streaming students into trades and the
service economy; we need to celebrate the role tourism
plays in the economy; 80% of tourism businesses are
entrepreneurs and live in every Canadian community.
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As labour challenges force change for all sectors of the
Canadian economy, we have an incredible opportunity to
rede昀ne and reposition work in the tourism industry. It
has been interesting to take part in conversations that,
for the most part, have focused on the very tactical
solutions such as addressing wages, schedules, etc. That
the industry will improve its basic operating HR practices
has to be a given, as sectors across the economy raise
wages and improve work bene昀ts. If we focus on those
immediate things only, we will have missed a generational
opportunity to address the structural challenges that have
plagued the tourism sector.

“A fundamental aim of the task force is to work
with governments, businesses, the education
system, and other stakeholders, to in昀uence
policy changes and prioritize long-term
investments to bene昀t the tourism workforce”,
says Philip Mondor, President and CEO of Tourism HR Canada.

Tourism HR Canada has launched a new Tourism
Workforce Recovery and Growth Task Force, the 昀rst of
its kind in Canada, to address long-standing systemic and
structural issues to improve on the sector’s resilience
and strengthen its capacity as a key economic driver.
Addressing the shortfall in the supply of workers, the
growing skills mismatch, and barriers to employment is
a complex undertaking that requires a sustained all-ofsector approach—one that is dynamic and responsive
to ongoing market needs and to economic, social, and
political drivers.

Tourism HR Canada
tourismhr.ca

There is no doubt about how
central mobile apps are becoming
to the hotel guest experience.
Mobile apps — a downloadable digital solution for smartphones and tablets — are a great way to ensure a quick
booking experience for guests and keep them updated about
any promotions, offers, and events. They empower hotels to
market their property as well as their amenities to a much
wider audience in unique and engaging ways. Ultimately,
they elevate the guests’ experience during their stay and are
ingrained especially in younger generations of hotel users.
Western Hotelier Magazine

One of the biggest uses of mobile apps in hospitality
is to facilitate hassle-free check-ins and mobile keys.
This enables travellers to check in even before they arrive
and their keys would be ready. Mobile keys are another
beneficial option for travellers that allow them to open the
room doors simply with the help of their smartphones.
Many hotels have mobile applications that offer their
clients local information so that they can get all this
information at their fingertips, acting as a concierge. The
introduction of online navigators has eliminated the usage
of physical map and your phone conveniently guides you
to your preferred destination.
Mobile apps are the basis on which smart hotel rooms
51
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Mobile apps also help to build loyalty.
When your guests get the opportunity to
share their feedback on their experience
in your hotel through their smartphones,
it automatically builds a connection
between the guest and hotel.
the hospitality industry is the STAYmyway
solution from MTech Locks. This app
allows guests to make online check-in,
access the hotel, garage, spa, room, and
other hotel services. It gives the hotel more
control, enhances knowledge about the
guest, saves energy costs, routine processes,
and even ensures payment.
STAYmyway, moreover, integrates with
a hotel’s PMS and does not interfere with
the operation of the lock: guest cards will
continue to operate, and it is compatible
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can function, once again elevating the guest experience.
Not only can a room be easily accessed, TVs can also be
operated through phones while lights, temperature, and
music can all be controlled with mobile devices.
Mobile apps also help to build loyalty. When your guests
get the opportunity to share their feedback on their
experience in your hotel through their smartphones, it
automatically builds a connection between the guest and
hotel. Hotels can also learn about their preferences and
provide special promotions based on this knowledge.

With labour shortages, mobile apps can help save
money and time. When your dependency on manpower
reduces, it automatically cuts down additional costs on
staff maintenance and time on training them. This gives
you the scope to handle multiple departments on the
go including marketing, sales management, front desk,
revenue management and more.
Responding to the queries and requests of guests can be
a time-consuming task for hotel staff. If these are raised
online, it becomes easy for the hotel employees to track
and answer the same instantly.
A good example of how mobile apps are transforming

with any brand of locks. It will even
lengthen the life of your locks so you can
continue to use as before and giving them
a new life cycle.
Mobile apps are redefining the way
hotel industries work. The new concept
not only increases service efficiency but
also allows hotels to offer customers, value
for money deals. This helps hoteliers
increase their business as well as maintain
efficient operations. ●
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Across the West

Alberta
COAST HOTELS EXPANDS PORTFOLIO WITH ACQUISITION
OF REGENCY SUITES HOTEL CALGARY

British Columbia
AWARD-WINNING
MIXOLOGIST MASAHIRO
URUSHIDO BROUGHT
JAPANESE FLAIR TO
VANCOUVER’S FAIRMONT
PACIFIC RIM
For three nights this past April
Masahiro Urushido created a specialty
menu at both of the Fairmont Pacific
Rim’s exquisite restaurants: Botanist
and The Lobby Lounge & RawBar.
Urushido collaborated with the
all-star Botanist team, led by Head
Bartender Jeff Savage and Executive
Chef Hector Laguna, to create a unique,

Urushido collaborated with the
all-star Botanist team, led by
Head Bartender Jeff Savage and
Executive Chef Hector Laguna,
to create a unique, four-course
cocktail pairing menu,
available for one night.
four-course cocktail pairing menu,
available for one night. The dinner
included two seatings as a ticketed
event for guests and locals alike,
beginning with a welcome drink of
Lemon Daiginjo (Fords Officers’ Reserve,
lemon, sake) to open the palate.
Following the cocktail pairing menu at
Botanist, on April 21 and 22, Urushido
served a custom menu with Fairmont
Pacific Rim’s Executive Chef Damon
Campbell in the Lobby Lounge & RawBar.
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EARTH FIRST: INN AT LAUREL POINT
INTRODUCES NEW CARBON-NEUTRAL EVENTS PACKAGE
In honour of Earth Month, the team at Inn at Laurel Point is celebrating its status as BC’s
first carbon-neutral hotel by launching a new Carbon-Neutral Events Program, to the roster
of eco-friendly initiatives offered at the waterfront hotel in the heart of downtown Victoria.
As part of its 10-year vision to continue leading the charge towards a sustainable future,
the hotel has teamed up with Victoria non-profit Synergy Enterprises to formulate its new
Carbon-Neutral Events program.
Inn at Laurel Point already offsets the carbon footprint for guests staying at the hotel,
but this new package includes a toolkit that will enable Inn at Laurel Point to help
event planners calculate their carbon footprint and offset travel and food related emissions.
Event planners will then be provided with a certificate of authenticity to recognize their
commitment to carbon neutrality.
A key part of carbon neutrality is working to minimize emissions. The new events
program includes low-carbon menu options featuring plant-rich items, Vancouver-Island
sourced products and plated meals rather than buffet-style options to avoid food waste.
It will also recommend other like-minded businesses in the capital city like Eagle Wing
Whale Watching and Harbour Air, both of which have already established their bonafides as
carbon-neutral businesses.
Offsets will be directed toward providers that Inn at Laurel Point currently supports, such
as The Great Bear Forest Carbon Project on Vancouver Island and The Nature Conservancy
of Canada’s Darkwoods Conservation Area in the West Kootenays.
“We’ve had a long history of aiming to empower staff, guests and community stakeholders
to take a more eco-friendly approach. This new program is part of a strategy to go beyond
sustainability and do our part to restore balance to our environment, society and economy,”
says Brooke Harris, director of sales and marketing at Inn at Laurel Point. “This is just
another step that our team is taking to lessen the impact we all have on the environment,
and we are excited to show our meeting planners how they can take the first step by opting
for carbon-neutral events.”
“By leveraging all that they have learned from a decade of making sustainability a priority,
the team at Inn at Laurel Point continues to lead the charge to empower people to invest
in carbon-reduction initiatives,” said Kayli Anderson, chief operating officer of Synergy
Enterprises. “The carbon neutral events and low-carbon menus are two programs that will
directly contribute to a more sustainable future and hopefully inspire change across travel,
events and the hotel industry.”
Being eco-conscious is nothing new for Inn at Laurel Point. As a hotel that is committed
to the United Nations’ Decade of Action Plan, it earned its lofty status as BC’s first carbonneutral hotel by introducing projects such as a reforestation initiative in partnership with
One Tree Planted. Other innovations to minimize the hotel’s carbon footprint include:
• Net-zero air conditioning via hydrothermal technology
• Installing LED lights and low-flow fixtures to improve energy and water efficiency
• Spearheading the city’s Earth Day Power hour and beach cleanups
• Diverting unused bath products to Disaster Aid Canada’s ‘Soap for Hope’ program
• Turning worn sheets into bandages to provide first aid supplies for developing nations.
The hotel is also investing in six additional electric-vehicle charging stations and has
partnered with Nespresso to offer sustainable and fully recyclable coffee capsules for
guests in all guest rooms.
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Coast Hotels Limited has entered into an agreement to purchase the Regency
Suites Hotel in downtown Calgary from SM2 Capital Partners. The property will be
rebranded immediately as the Coast Calgary Downtown Hotel & Suites.
The Hotel is a 120 room all-suite property located in downtown Calgary at the
intersection of 6th Street and 4th Avenue. The all-suite accommodations are wellappointed to ensure a restful and relaxing stay. With spacious floor plans ranging
from 450 square feet in a studio suite, 650 square feet in a one-bedroom suite to
850 square feet in a two-bedroom suite, the property is the perfect choice for stays
of a night, a week, a month or more. All suites feature master bedrooms with plush
king or queen beds, separate living areas, and fully equipped kitchens.
Aside from modern amenities in each
suite, the hotel provides a complimentary
hot continental-style breakfast. There is
also a well-equipped fitness centre, 24hour business centre, on-site laundry
facilities, same-day dry-cleaning and a
grab-and-go convenience store.
“We are very excited to expand our
presence to the Downtown Calgary
Hotel market,” says Takamasa Machiura,
executive vice-president of Coast
Hotels Ltd. “The acquisition of this
high-quality hotel allows our company
continued strategic growth and expansion and aligns very well with our
existing Alberta properties located in
Edmonton (4), Canmore, and Lethbridge. The current owners of the hotel, the Ali
family and SM2 Capital Partners have very similar values as Coast Hotels, and we are
thrilled to be able to continue the legacy of the Ali family and its ambassadors as we
transition the property to the Coast family.”
The hotel, while a Coast property, will carry the “by APA” tagline and will
be upgraded with standard signature features of APA Hotels including 55” 4K HD
Televisions, TOTO® Washlets, and an array of thoughtful in-room Japanese hospitality
amenities including slippers and welcome origami cranes.
Calgary will be the fourth hotel addition to the Coast Hotels network in recent
months. Since February 1st, Coast has added properties in Grimshaw, Alberta, Fort
St. John, British Columbia, Dawson City, Yukon and now Calgary, Alberta. A fifth
property in Sechelt, British Columbia will be joining the chain in the next sixty days.

HOTEL EQUITIES ANNOUNCES ADDITION OF
DOUBLETREE EDMONTON DOWNTOWN
Hotel ownership, management, and development firm Hotel Equities (“HE”), has
assumed management of the DoubleTree by Hilton Edmonton Downtown, AB. The
property boasts a unique exterior and is located in
the heart of downtown Edmonton.
“This hotel is in an excellent location from a
management and operations perspective,” said
Senior Vice-President of Business Development,
Ryan McRae. “With HE’s regional Canadian offices
in Edmonton, the DoubleTree will have access to
industry leading support and resources provided
by our team of experts.”
“We are very excited to have the DoubleTree
by Hilton join our growing HE full-service hotel
portfolio,” said Senior Vice-President of Operations, Canada, Martin Stitt. “The property’s close
proximity to Edmonton’s business core, the
convention centre, and numerous attractions
makes it the perfect home base for Hilton Honors
members and all guests to experience Edmonton.”
The DoubleTree Edmonton is an excellent meeting and events hub, equipped
with 910 square metres of total event space and eight meeting rooms. The hotel
totals 255 upscale guest rooms.
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WebRezPro Integrates Pricepoint
to Drive Hotel Revenue
WebRezPro, a leading cloud property management system
(PMS) for independent hotels, inns, vacation rentals and
hostels, has announced direct integration with Pricepoint
revenue management system to help lodging operators
drive more bookings, revenue and profit.
Pricepoint’s AI-driven revenue management system
provides hotels with automated, real-time dynamic pricing
that can increase hotel revenues by 20 – 30 per cent.
Working 24/7, Pricepoint uses advanced data science and
machine learning techniques to forecast demand and
determine optimal rates for increasing hotel revenue and
occupancy.
“I used to manage 10,000 room nights per year a
decade ago. Such tools were not accessible to independent
hoteliers. If I could go back in time, implementing smart
dynamic pricing would be my first order of business.
It’s incredible how much money hotels leave on the table,”
said Mateusz Sznir, Pricepoint CEO. “We will work hard to

help WebRezPro customers take full advantage of modern
pricing technology.”
The direct two-way integration between Pricepoint and
WebRezPro PMS improves forecasting accuracy and pricing
optimization and automates immediate pricing updates to
ensure hotels are always selling at the best price across all
channels to maximize revenue.
Through the integration, WebRezPro automatically
pushes rate and availability information to Pricepoint, which
uses this data (along with market data and competitor
rates) to help forecast occupancy and calculate optimum
rates. Pricepoint sends accepted pricing updates to
WebRezPro, which are pushed to all connected booking
(OTA) channels. The combined, automated solution frees
hoteliers from having to manually duplicate data across
the two systems, saving hours of time and facilitating more
efficient and effective pricing strategies.
“We’re very pleased to offer our mutual clients
advanced automated pricing tools through our integration
with Pricepoint,” said Frank Verhagen, president at World
Web Technologies, Inc., the company behind WebRezPro.
“This partnership enables us to help independent hoteliers
drive more bookings and revenue through dynamic, datadriven pricing while reducing manual effort so they have
more time to focus on their guests.”

Tarkett Introduces New Patterns and
Palettes in Latest LinoFloor xf2 Update
Tarkett has expanded its LinoFloor xf2 and LinoWall xf2
collections, with new patterns and expanded colour palettes.
Made entirely of natural raw materials and enriched by more
than a century of heritage, Tarkett’s LinoFloor xf2 is a modern
solution to the challenges of contemporary interior design. The
collection is now available in five patterns and 106 colourways,
including the Originale series’ expanded offering of 16 colours
made from all-natural dyes.
Ideal for healthcare, education and hospitality spaces, LinoWall
xf2 protects walls from daily wear and tear and helps soften
acoustics for overall comfort. The material offers natural antibacterial properties, and is now available in an expanded palette of
10 colours that coordinate easily with the LinoFloor collection.
Tarkett’s linoleum is Cradle to Cradle Certified® Silver, and meets
Health Care without Harm Silver Level certification requirements.
The collection has been made with the same natural, renewable
materials in Tarkett’s Narni, Italy facility since 1898: linseed oil,
pine rosin, wood and cork flour, and jute. LinoFloor and LinoWall
are both carbon-negative from ‘cradle to gate’, including raw
material extraction, transport and linoleum production, resulting in
the category’s smallest environmental footprint throughout its
lifecycle. The Narni facility operates with:
• 100% renewable electricity
• 100% closed-loop water system
• 34% self-generated energy
• 0% production waste to landfill
• 60% reduction in greenhouse gas emissions since 2010
In addition to its use of healthy materials, LinoFloor and
LinoWall include Tarkett’s proprietary xf2 protection with a matte
finish, which delivers superior resistance to stains, abrasions and
chemicals, as well as durability under heavy traffic and rolling
loads. Further simplifying daily maintenance, Tarkett’s Lino
surfaces never have to be refinished.
For more information: keesha.nickison@tarkett.com
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NEW NON-TOXIC ORGANIC REPELLENT
MiceAway, a new Indoor Outdoor Organic Repellent Unit, repels and safely
prevent mice from invading your hotel by directly targeting their sense of smell.
It is a non-toxic, non-killing solution by naturally moving the mouse away — and
it’s now being shipped worldwide.
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Checking Out

By Nicole Sherwood

A Lush Landscape
SASKATOON INN & CONFERENCE CENTRE CELEBRATES 40 YEARS

T

he Saskatoon Inn & Conference
Centre may have seen some
changes over the past four decades,
but one thing that has stayed the same is
that they always find a way to ensure that
their guests feel welcome.
The hotel and conference centre broke
ground in March of 1980. It officially
opened its doors on Valentine’s Day, in
1982 with just over 26,000 square feet of
meeting place and 257 rooms, each
equipped with a large desk (with office
chair), flat screen TV, large armoire,
microwave, fridge, make-up mirror and
hair dryer. It features seven different room
types designed to meet their guests’ needs.
One of the hotel’s greatest features is
its courtyard.
“Our spectacular indoor tropical
garden is sure to be one of the highlights
of our guests’ stay. Nestled in the heart of
the hotel this lush paradise is filled with
hundreds of live tropical plants and
flowers,” shares Alex Fleischhacker, area
director of sales and marketing –
Saskatchewan, Atlific Hotels. “Large skylights, babbling brooks and pleasant
fountains add to the courtyard’s powerful allure. Take a relaxing stroll through
the winding pathways that lead to the
restaurant, lounge, swimming pool,
meeting rooms, private dining areas and
casual recreation areas. Pathways are lit
with old fashioned lamp posts and
graced with quaint park benches.”
The hotel was a Vollan Constructed
Ltd. project that was designed as a luxury property featuring a 1,500 person
banquet facility, restaurant, lounge, tavern and even a night club (Esmerelda’s),
all surrounding this lush landscape
teaming with vegetation.
Due to the culture and demographic
change over the years the hotel has since
removed the night club and tavern to
offer more banquet event space. Today
the hotel’s banquet space is now able to
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service 2,000 people.
It still offers services such as restaurant,
lounge, coffee bar, guest market pantry
area, pool and fitness facilities all surrounding the lush tropical vegetation
including plants, flowers and trees.
Their most recent renovations were
completed in the summer of 2015 and
encompassed all their guest rooms, meeting spaces, lobby, and public areas. They
have future plans to renovate the exterior
of the building and the parking lot.
“As an established airport hotel, we
happily welcome a wide variety of
travellers. From overnighters catching
a flight out of the city to conference
goers attending an event in our building.
We have found a way to ensure our
guests feel welcome — no matter what
their reason for staying.”
The hotel holds a 4 Green Key Rating.
“The Green Key is an initiative we
brought to the hotel in order to help
reduce our carbon footprint, as it is
important to us to do our part in creating
a sustainable future. This program
involves an environmental audit of the
property which supplies us with a list of
measures that can be taken to help

reduce our waste to the landfill and
supply companies with our compostable
materials. At the hotel we have taken
measures to reduce the number of plastics
we order or keep on site. We also order
materials that include less packaging and
we sort through all of our materials and
separate out our recyclables and any
compostable materials.”
The hotel was like many others that
faced hard times when the pandemic
struck. It made the difficult decision to
close its doors in March of 2020 for three
months.
Since then, business levels have been
slowly trending upward with the hotel
happily reaching pre-pandemic business
levels as of April 2022.
Going into their 40th year of operation
they look forward to once again hosting
large conferences and events.
“The Saskatoon Inn & Conference
Centre has become a staple for events
and celebrations. It is our goal to welcome
our guests for many years to come and
for them to enjoy their stay and celebrate
with us. We are proud and honoured
that travellers and locals trust us for an
excellent hotel experience.” ●
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