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THE 'OCCUPEERS' MEET

Led by Steven Skinner (UK CEO, HB Reavis), the 'OCCUPEERS' - a
newly formed global peer group of corporate occupiers - met
virtually to discuss the blending of hospitality and real estate.

Steven steers a fascinating conversation that seeks to find a mutual

understanding of 'hospitality' amongst occupiers, before discussing

workplace strategy post-Covid, the role of technology and the

evolving landlord-tenant relationship.

To discuss the blending of real estate and

hospitality 

OCCUPIERS ON HOSPITALITY
OCCUPEERS @ SPACE UK (04.02.21)

Discussion Summary

by Harry Wheeler for SPACE+

The OCCUPEERS:
Jeff Schumacher, Microsoft

Claudia Bastiani, Mastercard

 Jesssica Rentzos van Rozen, GSK 

Sonya Simmonds, Spotify

Sheridan Perkins, Standard Chartered

Jeanie Chuo, HSBC

DEFINING HOSPITALITY

Sonya Simmonds, Spotify's Head of Design and Build for Global

Workplace Services, started the discussion with the statement that

"hospitality in the office is linked to experiences we have", which

would become a common theme of the discussion.

Spotify, Sonya explains, use physical space to embody values;

reflecting who they are as a company. They want to help employees

to "feel like they are in a healthy and safe space" and to be able to

connect in new spaces for focus and collaboration. This is essential,

she says, for Spotify to achieve its primary goals. 

Employees must feel "well informed and well treated". The 

In the workplace
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"We're focusing just as much the joyous plaful areas as we
are on the retreat areas."

Hosted by

experience, Simmonds says, must go beyond the payroll; to visitors

and to the talent they want to attract. 

Jessica Rentzos van Rozen, GSK's Director for Real Estate EMEA,

adds that hospitality is about that "journey and employee

experience", not just about amenity, design and facilities. 

"It's now about the total package", she says. Hospitality should start

even before you step foot into the office. It needs to include what

Jessica calls “the workday journey”.

Claudia Bastiani, Mastercard's Director of Real Estate Services, spoke

about how, before the pandemic, lots of progressive companies

focused on good food and dinner offers as well as consumer services.

But now, the pandemic, she says, has prompted a "deeper

consideration for hospitality might be".. 

NEURODIVERSITY

Claudia raised the issue of "neurodiversity" as an example of that

"deeper consideration" of hospitality, This being the need for

workplace design to accomodate and inspire different types of

thinkers; such as introverts and extroverts. 

Sonia Simmonds describes this as “designing with a neurodiverse

lens”. 

‘Health and Wellness’ can't be integrated half-heartedly. Spaces

need to be dedicated specifically to wellness, rather than "two

hours for yoga", Bastiani says.

A deeper consideration of workplace hospitality

CULTURE AT RISK

Microsoft's Jeff Schumacher says that Microsoft see hospitality

and workplace experience as "a manifestation of our culture". It's

the same reason you go to a great restaurant; "Yeah, the food's

great, but the experience and the environment is great as well". 

Microsoft are now thinking about how to be pivot to a post-

pandemic "hybrid workplace", which raises questions about the

fragility of 'company culture' if so intrinsically linked to physical

space. "It's not just within the physical building", Jeff adds, "but

across the entire campus".

And Covid's 'sentiment drift'

MASTERCARD

CLAUDIA BASTIANI
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Simmonds
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"We're now competing with 100,000 workplaces: the
homes of our employees." SheridanSheridanSheridan

PerkinsPerkinsPerkins

STANDARD

CHARTERED

SHERIDAN PERKINS

Sheridan Perkins, Standard Chartered's Programme Director for

'Future of Work Now', echoed the importance of company culture.

As a financial institution, Sheridan describes the historical context

of an “entitlement culture”, with the concept of 'hospitality' as

previously "foreign to us". 

With so many people out of the office, he was seeing a lot of

"sentiment drift". 

Sheridan brings another key element of workplace to the table:

learning. 

"If you look at the younger generations, the office is a place of

learning and building their knowledge base for their future

careers. So hospitality is about drawing them in to allow those

connections to occur."

“Sheridan says that the challenge now, due to the pandemic, is

how they "provide hospitality for 100,000 workplaces; the 100,000

staff homes from which they work?”

If companies do not offer some differentiation to employees,

Sheridan says, it is inevitable that they will lose a cultural

connection to the company in which they work. 

Sonya Simmonds agrees; "We have to make the office more

comfortable and the home work better as an office". She echoes that

it's important to understand every generation in the office.

It is about making people "feel proud to be in the office", Sonya says,

and more importantly, "to want to be there". Offices need a plethora

of spaces which are diverse, she says, in order to meet the needs of

different types of people. 

POST-COVID

Sheridan emphasised that with or without Covid, hospitality is

"continuously evolving". In the last year Standard Chartered have

added a 'global head of workplace experience' role and built up

hospitality and event management teams. 

"We've just revamped our design guidelines. They look nothing

like the ones created two years ago," Sheridan says. "This time we

had over 30 people involved, including a behavioural psychologist,

which I never thought I'd see."

He appreciates that there is an inevitability that a design or a

What will change?
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"We're focusing on creating equity of experience."

concept of hospitality that's seen as revolutionary today will be

looked back on as primitive in the future. It's  a journey, he says, not a

destination, 

Both Claudia and Sheridan re-enforced the importance of the

process of hospitality evolving, by giving the example of cleanliness

within the office. Claudia reiterated that people now need to feel

comfortable within a space, which Sheridan descibes as "putting

their mind at ease".

Beyond cleanliness, which was agreed as a 'given', Jeff Schumacher is

focusing on "creating equity in the experience". For example, in a

meeting, "how can people outside the room have a similar type of

experience as the people inside it?" 

This has become particularly important from a connected

perspective, but also inclusiveness, he says. 

His team at Microsoft are asking the question; "how is technology

going to enable a paradigm shift in how we engage with people?"

The difference now, he says, is choice. Previously, working the choice

to work from home was "unspoken" but now it will become explicit;

"you can either come to the office or not". 

JeffJeffJeff

Schumacher
Schumacher
Schumacher

MICROSOFT

JEFF SCHUMACHER

Jeanie Chuo, Global Head of Workplace at HSBC, described how

user experience has changed dramatically during and after the

height of the pandemic. 

When it comes to the physical embodiment of all the plans spoken

about, Jeanie says that it boils down to the fact that the workplace

needs to evolve. A lot of HSBC’s current thinking is placed on

"mapping user experience". 

By mapping out the "small nuances of human behaviour" and

integrating them into the workplace, this helps dramatically improve

hospitality. 

Jeanie used the example of four hypothetical work cells: two working

in the office, the other two at home and occasionally coming into the

office. 

Jeanie asks the question, "how can, if these four cells decide to come

to the office, we cater for both sets of needs?" It gives a brilliant

indication of how different the office now needs to be. Not just in

design, but also in location. 

By mapping out our small experiences, it feeds into the bigger

picture and the future of real estate, which is conducive and intuitive

for the employees. 
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SPOTIFY

SONYA SIMMONDS

Sonya Simmonds adds an emphasis to the importance of

widening these ‘reference maps'. Before the pandemic,

companies were rather blinkered and tailored to the end user, by

only collaborating with a small number of colleagues. 

Now this hypothetical group has widened and so has the

collaboration. This has allowed companies to map out the

importance of employees and their experience within the

company. Thus, their workplace journey throughout the day will

improve. 

"A lot of technology investment is about minimizing
friction points throughout the employee journey."

SheridanSheridanSheridan

PerkinsPerkinsPerkins

Jessica adds that in order to maintain current high standards, we as

an industry need a lot of data to pre-empt the scenarios we will find

ourselves in when people return to their offices en masse. 

There now needs to be data collected, she says, around how the

space is used, what works, and what does not. "We can then move

forward as a sector," she concludes. 

Jeff believes this question of supporting change, goes back to the

digitalisation of our lives. There is much expectation of how our lives

should be lived. The use of social media and a smart phone needs

now to be more integrated into our working life. 

It is not as much about us compressing our space to align to what

the needs of the business are, Jeff says, but more to the needs of the

consumers.

Sonya related this view to the idea of flexible buildings; something

she believes should be high on a company’s agenda. “We need to

question what our buildings are actually doing?” In the future, there

might not be any need to travel. Would off-site units in specific 

TECHNOLOGY

"Three years ago", Sheridan Perkins says, "property functions had no

technology budget. Now have a running budget of $5 million a year.

And I could probably spend three times that." 

A lot of that, he says, is spent on minimalizing friction points

throughout the employee journey; "how can technology effectively

smooth the way?" 

Sheridan admitted that it is a daunting task. Fewer people are

coming into the office, yet that excess capital saved needs to be re-

invested and used to create new tools that are going to make

people’s lives easier. 

To support a change in mindset
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locations be an answer? 

Office spaces need to be flexible enough to pivot quickly and be

able to re-function as different spaces efficiently, Simmonds says. At

Spotify, focus has been drawn to "global design standards". By trying

not to build too much, when they do, it is through a holistic lens

that it is “flexible, sustainable and contributes to wellness”.

Claudia suggests that by utilising the technology that is already out

there, questions regarding the current ‘modern day office’ can be

answered. 

She says that the idea of the "hands free office" begs the question as

to "what can be put into the design of an office, that would make it

"easier for the end user". 

"Voice activation really excites me," Claudia says. "Imagine I walk up

the meeting room, it says 'Hi Claudia', and knows exactly what I

want in the meeting room. We all got to get clued up on these

things because they're available now."

Technology needs to be used as an enabler in order to evolve, as

people and as companies. 

In response to this statement, Sheridan Perkins voiced his

HSBC

JEANIE CHUO
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LANDLORD & TENANT

Claudia supported the idea that developers are very good at

connecting with corporates. With developers being abreast of how

corporates are feeling and what worries them, future planning can

be done. 

A changing relationship

"Connection is something that we all crave in the
virtual world." JeanieJeanieJeanie

ChuoChuoChuo
frustrations regarding the implementation of new software into a

company. It can take upwards of 9-12 months, especially due to

security testing in the banking industry. How can companies

implement and keep up to date with new technology, if it takes the

best part of a year to get it on board? 

Jeanie suggests that using technology that has already been

approved, it could save a lot of hassle. 

At HSBC as Jeanie explained, there are 12 different pilots trying to

differentiate what works best for the company. The successful ones

were the ones that utilised older technology. In terms of specific

legislative limitations that a bank faces, the red tape involved could

be cut significantly. 

https://hbreavis.com/uk/
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These communication channels need to continue to be kept open,

as information needs to be shared more freely. Tenants, landlords

and consumers alike must work more efficiently as a community,

rather than an industry. 

Landlords specifically, the group feels, need to be more open to

"progressive change".

Sheridan holds the view that the challenge is embodied within the

stubbornness for change within commercial models. They are still,

he suggests, heavily focused around a prescribed set of deliverables,

which do not lend themselves to concepts such as hospitality. 

From an industry perspective, the standard commercial model is

going to need a complete transformation in order to reinvent itself,

in order that we move forward constructively.

Concluding, Sonya and Jessica agreed that it is important for people

to have a choice. By integrating ideas such as placemaking, it gives

way for the office to become a destination.

Companies are now not racing for the perceived ‘premium location’.

Instead, everyone is looking at that specific location and then trying

to understand the whole user journey and cater amenity choice to

their customers and workforce. 

Hospitality, the OCCUPEERS agree, is now about creating a sense of

belonging within a company. 

Hospitality is primarily about the experience we

provide, which evolves over time, 

If physical space and company culture are

intrinsically linked, there is significant business risk

during and post-Covid. New strategies must be put

in place to create a sense of belonging in hybrid

working environments.

Technology should be utilised to its full extent to

provide a customer or employee journey. Not always

new technology.

Landlord and tenant communication is key. And

landlords and developers must be open to new

commercial models.
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IN SUMMARY

Watch the Discussion On-Demand at 
www.space-plus.org/hbreavis
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Steve Skinner is the UK CEO of HB Reavis.

HB Reavis create business ecosystems by providing a variety of

workspace offerings to cater to your business. 

By combining the magic of our workspace as a service offering, each

brand has its own field of expertise and they all together bring in

exceptional office space solutions.

In HB Reavis, we go far beyond the simple promise of making people

happy following the wellbeing approach in real estate development.

The synergies of our sub-brands and people-centric way of thinking

in mind allow us to approach all of our projects holistically and shift

us from the role of a classical developer to international workspace

as a service provider operating on several European markets. 

We not only build spaces, we transform them into lively

environments supporting communities of any kind and becoming

vivid societies themselves. Our buildings are not only shaping the

landscape of cities, they bring real value.
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