
Hospitality
The Opportunity:
There are significant 
revenue-generating opportunities 
available for your organization 
right now.

The Challenge:
They are currently invisible to you.

The Result:
Host Hotels discovered a way to find 
them and begin successfully 
monetizing them in less than a year.

Host Hotels’ Innovation Mandate
Host Hotels & Resorts is the largest REIT in the 
hospitality industry, with more than 150 hotel 
properties around the world and, in 2016, one of 
Fortune Magazine’s Most Admired Companies. 

In 2013, their EVP for Asset Management, Minaz 
Abji, attended a World Business Forum 
conference in New York City, where he picked up 
a copy of The Power of Strategy Innovation, by 
Robert Johnston and J. Douglas Bate. 

From that book, Mr. Abji identified the innovation 
growth engine he was looking for to unleash the 
revenue-generating potential in his properties. 

Over the next two years, Host Hotels used the 
Discovery Process to realize an incremental $24 
million in revenue at a 48% profit margin (with $37 
million more forecasted for 2016, year three).

Grow House at the Ritz-Carlton Naples: Chef George Fistrovich grows salad greens 
(and reds and yellows) inside the newly installed climate controlled environment. 
(Photo provided by Ritz-Carlton)

“I learned that innovation is a 
journey. We now have an 
established and functioning 
iTeam (innovation team) at my 
property that we did not have 
when we started in 2014.”

~ Marriott General Manager

Winner of the 2016 
Entrepreneurial Spirit Award

Meets Strategy Innovation For New Revenue Growth
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Here’s how they did it...
The Starting Point
It all began with an Innovation Mandate by the senior 
leadership at Host Hotels for each property – to 
identify, develop, and launch at least two new revenue 
streams that would provide new revenue without 
significant investment and a 40%+ margin.  

The Mandate was announced by Mr. Abji at the 
General Managers Conference in March 2014, with 
strong support by Host Hotels Chairman, Dick Marriott. 
For the remainder of 2014, each hotel was to identify 
their opportunities for revenue-generation. In 2015, the 
properties were to implement their plans and 
recognize the revenue. At the General Managers 
Conference in early 2016, the “winning” hotels were 
honored and recognized for their achievements.

The Process
Using the Discovery Process, found in The Power of 
Strategy Innovation, each Host Hotels property began 
by identifying a Discovery Team that would drive this 
effort. Teams consisted of 5-10 people, representing a 
broad range of hotel employees across functional 
areas. Their instructions were to be entrepreneurial, to 
practice extreme collaboration, to have serious fun, 
and to build things together as a team.  

According to team leaders, the mere creation of these 
teams had a positive impact on the culture and 
day-to-day workings in the hotels. Employees at all 
levels appreciated the opportunity to be involved in 
this “grassroots” campaign and the variety of different 
perspectives they brought to meetings increased 
significantly the creativity of ideas. A Marriott General 
Manager added: 

Space Innovation – how to turn underutilized space to 
generate new revenues.
“Other People’s Money” – how to collaborate with 
external partners to raise revenues and lower costs.
Food and Beverage – how to dramatically increase 
current revenues.
Experience Innovation – how to develop themes or 
packages for new customer experiences.
Brand Inspired – how to leverage current brand 
identities/strategies (Host Hotels contains a wide range of 
brands – Marriott, Hyatt, Hilton, Westin, Four Seasons, 
Ritz-Carlton, Swissôtel).

The new insights identified were then leveraged in a 
series of internal brainstorming sessions to create new 
revenue-generating opportunities. Teams were 
encouraged to maximize the quantity of ideas and then 
prioritize them to focus on those holding the greatest 
potential. Catalysts for these sessions included 
empathy/customer inspired, future forces and innovative 
new value delivery.

Monetization
Each property targeted two new revenue stream 
opportunities to develop and monetize in 2015. The 
revenues were tracked across all 100+ properties and the 
top ten properties were invited to the General Managers 
Conference in early 2016 to present their results.

The type of results varied widely by property, leveraging 
their unique locations, assets, and brand equities. The 
“winning” property, Swissôtel-Chicago, realized $4.2 
million revenue growth for the creation of a themed 
customer experience package that leveraged the 
strength of their brand. This property won the Host 
Hotels Entrepreneurial Spirit Award for their outstanding 
efforts. All properties averaged almost four new revenue 
streams at their hotel.

And Beyond…
Each of the Host Hotels properties now has an internal, 
cross-functional team whose role it is to “sustain the 
fortress” – create ongoing, innovative revenue streams to 
grow the current business.  

A Marriott General Manager explained, “I learned that 
innovation is a journey. We now have an established and 
functioning iTeam (innovation team) at my property that we 
did not have when we started in 2014.”

With this Innovation Capability in place, Host Hotels has 
issued a new mandate to its properties – build a new 
Innovation Portfolio and double the revenue from the 
original mandate through 2018. In a recently completed 
“pilot” with four Washington, DC properties, the timeline 
from ideation to monetization was compressed to 12 
weeks, or less, for the participating iTeams.

“The work on the Host Innovation 
mandate changed me from a problem 
solver to a creative problem solver.”

The Discovery Process first put these teams in 
exploration mode, identifying insights that could be 
used as a basis for future, new revenue potential. 
Examples of areas of exploration included:
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