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Customer Case Study

Luxury Hotel Delivers the Next-Generation Guest Roo m

Seattle’s Hotel 1000 is raising the standard for pe  rsonal service with
EXECUTIVE SUMMARY innovative guest services delivered with the touch of a button on a Cisco
HOTEL 1000 IP Phone.
Hospitality

Seattle, Washington, United States

BUSINESS CHALLENGE
150 employees

BUSINESS CHALLENGE A luxury hotel’s primary challenge is differentiagj itself from competing properties. In
To design a cost-effective communication Seattle—a market dominated by boutique hotels—theisasspecially challenging. A
infrastructure that delivers advanced guest . . o .
services and helps hotel staffs exceed guest new arrival to Seattle, Hotel 1000 includes 120sgueoms, 47 condominium units, and

expectations to build guest loyalty. . . " . .
P - valy a commitment to personalized, five-star servicegfmsts and residents. Not content to

NETWORK SOLUTION . . . : . . .
simply meet their needs, the Hotel aims to antieipaem, in order to deliver customized

Deployed a new network to support delivery of
voice, data, wireless, and video services service at every opportunity.
Extended communication capabilities
throughout the hotel for guests, staff,
and management

Connected third-party applications to network
foundation for delivering innovative services
BUSINESS RESULTS

Differentiates itself from other luxury hotels
in Seattle

Delivers outstanding guest experience with
unmatched personal service and convenience

Provides corporate group business with o . . . . .
tailored, high-quality communication capabilities “Tailoring the guest environment is critical toestion,” says Brian Flaherty, general

manager of Hotel 1000. “The way that we will aclei@ur goals is through an
information and technology infrastructure that daatus to deliver superior service to
guests and efficiently support our staff and managg.”

Flaherty says that the three primary customerhefotel 1000 infrastructure are guests and retsdstaff members, and the hotel’s
owners. The hotel's technology infrastructure naugiport advanced guest service applications, wétgetip front-line staff with the tools
and capabilities that they need to anticipate gluesieds and deliver excellent service. Hotel 180@frastructure must also increase
management efficiency, to help the hotel operatéitably in spite of rising utility, labor, medicand other operational costs. The third
infrastructure requirement is that it enables tbiehto quickly and easily deploy new services—nay@ver the next few months or
years, but in the future as new technologies aptiGgtions emerge.

For example, travelers’ demands for high-speedneteaccess from their hotel rooms emerged almasnaght. Today 75 percent of
business travelers travel with laptops, and 62qygrspend 75 minutes online per day accessing m@gpoetworks and the Internet.
Supporting the technology needs of travelers hasre mission-critical for hotels, yet deploying #gpropriate technology can be
difficult in older properties. Hotel 1000 knew thiae ability to accommodate new applications isangnt to its competitive advantage.
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NETWORK SOLUTION

“To achieve our vision of the ultimate guest expece, we sought partnerships with established diatthinking organizations that had
already built communications infrastructures,” sdgmes Simkins, senior vice president of MTM Luxuoglging, the hotel’s
management firm. “Working with Cisco Systems, Raegiand Valcros, we chose a Cisco Connected ldotation.”

Complementing the Cis€dConnected Hotel solution, Cisco Connected RealtEslutions use the power of the network to deplo
building intelligence, deliver collaboration and iy services, and allow building owners and mgers to easily develop new services
and revenue streams. At Hotel 1000, a single IRoré&t based on the Cisco Smart Business Roadmap|ezhthe management team to
reduce the costs normally associated with deploginfiiple hotel networks and services, simplify @i@ns, and enable a wide range of
innovative voice, video, and data services througlioe property.

“The Cisco Connected Hotel solution provides us with the infrastructure to
permit a number of new applications. We will measur e our return on investment
by our labor and cost savings and the overall effic iency of the network. We will
measure our success when guests return and say that their experience was so
wonderful that they could not wait to get back.”

—James Simkins, senior vice president, MTM Luxury Lo dging

Percipia, Inc. is a Cisco partner and an expettesigning and implementing hospitality telephonlygons. Hotel 1000's IP telephony
solution is based on Cisco Unified Communicatiasistions and Cisco 7900 Series IP Phones, whiclinéegrated with call accounting,
voice-mail, and the hotel's property managementesysin addition, Percipia developed innovativedess that make it easy for members
of groups staying at the hotel to communicate wihh other.

“At Hotel 1000, Cisco IP Phones are far more thalling devices,” says Chris Farrar, Ph.D., presidérPercipia. “They are powerful
interactive Unified Communication tools that delivmmatched functionality while making a powerftdtement about Hotel 1000’s
commitment to a high-quality experience.”

Percipia teamed with Valcros, also a Cisco partioetesign and deploy the Cisco network foundatiia supports the Percipia voice
solutions. Valcros also integrated and optimizegliaptions from 17 different vendors to form thecklaone of Hotel 1000’s service
delivery network.

“Hotel 1000’s owners and management had the fanesigdesign the information and communicationasfructure at the beginning of
the building planning process,” says Mark Mungeesfrlent of Valcros. “That foresight enabled utatoa foundation that maximizes
hotel management and guest service delivery—fromiageday into the future.”

The network was designed to facilitate operatiord services delivery from the lowest level of timelerground parking garage to the
rooftop mechanical systems. Cisco switches prowie switching within the hotel and connect Ho®@0Q to the management company’s
headquarters. On every third floor of the 24-stuuifding, additional Cisco switches aggregate icdfir switching over the main network.
The Cisco switches also supply Power over EthdaneZisco Aironet 1000 Lightweight Access Pointsdted through the hotel.

Cisco 2800 Series Integrated Services Routers geadnnectivity to the public switched telephontwvoek, enabling guests and
residents to make local and long distance calls tteeir Cisco IP Phones. The routers also suppsetare Virtual Private Network
connection to the management headquarters.

In each guestroom, a Cisco 7970 IP Phone featunegharesolution, color touch screen from which gflgecan order services. High-speed
Internet access is also provided through the pisaniteh port. A Cisco 7905 IP Phone at the bedsidgiges convenient basic calling
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services. A video-on-demand set-top box is conuettehe network, delivering free television andegs on demand. The mini-bar is
network-connected, as are the room thermostatghndiiow the guest to control room temperature. iére hotel, guest rooms
included, enjoys wireless Internet access. Otheicds, such as the room’s safe, can be easily aubdiba network in the future.

BUSINESS RESULTS

“We tested all applications against one overrigingciple: did it have a defined benefit to oneoaf three customer groups?” says
Simkins. “Each application that we have deployeddte either improves the guest experience, hédffsdeliver better service, or
improves manageability and return on investmené @ier criterion was that applications had tortveiiive—they could not frighten a
guest or cause the guest to have to ask for helglserthey would defeat their purpose.”

Tailoring Each Guest's Experience

Guests can specify certain preferences at cheduoh as room temperature or type of music playedt data is captured in the hotel
property management system and sent to the rooomatitally, so the thermostat is set correctly ireddesired music is playing when
the guest walks in. If the guest is returning,dritier preferences were captured from the rooniicds at the last visit, and the room will
be adjusted accordingly. For example, the miniviiirbe stocked with favorite items and a preferstgle of artwork will be displayed on
the room’s plasma screen. At check-in, the rooelahony services are activated for the guest, bith-distance calling and voice-mail.

Room thermostats use passive infrared technologgtiect a person’s presence, so that housekedpiiigan tell whether or not the room
is occupied. Hotel 1000 has completely eliminatadf aving to knock on doors, instead substituon§ chimes when room service or
other requested items are delivered.

Enabling One-Touch Control

Cisco IP Phones provide Hotel 1000 guests withtoneh control over services. Guests no longer retick telephone book to locate
nearby restaurants or attractions. Hotel 1000 guiestes are preset, enabling guests to find infdomaactivate their Do-Not-Disturb
sign, reset the thermostat, or speak with a ligéf stember.

Superior Voice Quality Improves Productivity

With the ability to prioritize voice calls over tmetwork, as well as the IP Phones’ high qualhig, voice quality of every phone call is
outstanding. Business users, the hotel's targekehagnjoy clear voice quality, improving regul@nemunication, as well as helping
ensure clear conference calls from the room’s CiBdBhone and speaker.

“When a person on the line can hear a pin droe20ffom the speaker on the other end, it makést@ansent all by itself,” says Farrar.
“Hotel 1000 knows what guests need to do businedgteey provide it.”

Providing Group Calling Features

Booking corporate groups will form a significantrpentage of Hotel 1000’s business. Percipia creatidtinctive group directory
application that streamlines communication betwgrenip members while reducing the call load on hoparators. The application
dynamically builds a list of group members as tblegck in, and the list appears only on group megil@sco IP Phones. When one
group member wants to call another group membeoy lsbe touches the person’s name from the lisppaeskes a button to be connected.
The call bypasses the operator. Group membersissamily view who has checked in and text messalgescan be broadcast to all group
members’ phones.

Enhancing Security and Guest Productivity

Hotel 1000 uses IP video cameras in the motor @andtthroughout the property for security monitgrilithe IP cameras are easy to
install, enabling staff to easily move camerasaidditional coverage where needed. The Cisco netisar&pable of delivering IP

television and high-definition television images cerporate guests can maximize their productwiti multimedia sessions and conferences.
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Responsive Valet Service

With limited parking available in Seattle, HoteldDdesigned three levels of underground parkirectmmmodate guests’ vehicles.
Working with Valcros, Hotel 1000 developed a phdrased application enables guests and residengsjtest their cars and hotel staff to
quickly and accurately deliver the correct vehidle.request their car, a person presses a buttdimeo@isco IP phone. The phones
connect to the valet parking system, sending agiqo valet staff's Cisco IP Phones to retriewa tar. As the car is requested, the
application also activates a video feed on the mmaart IP camera so that the guest or residensearwhen the car is delivered and go
down to retrieve it. The valet who acknowledgesriiest presses a button on the IP Phone andslbita car's make and model and
parking space information. As each car is delivedativery is acknowledged and the data is traéckete property management system,
where it provides useful information for helpingprove services. The parking application saves fan¢he guest and enables valets to be
highly efficient and responsive.

Helping Staff Maximize Productivity

Benefits to the hotel’s staff are immense. By egieg communication anywhere in the hotel, staff rnera can always be in touch and
provide high levels of service. By saving time,amuating responses to many requests, and providitagleld information about guests and
preferences, the Cisco Connected Hotel solutiomallsws staff to have more personal contact witbsgs.

Tracking Assets Efficiently

Hotel 1000 plans to deploy radio frequency idecsifion technology for tracking room service caats] audio and video assets, and
helping identify the closest staff member to a jwd® requires assistance. For condominium residéimé technology will identify them
as they enter the building, allowing them immed&teess to elevators and amenities.

Extending the Hotel Brand

The Cisco IP Phones’ full-color, high-resolutiomesmns lend themselves to displaying stunning visaatl extending the Hotel 1000
brand to all guests and residents. The in-housauest can display appetizing photographs of thésdoffering, enabling a guest to
press a button and immediately order it. Customaliswill feature the Hotel 1000 logo and visuabnnect with the hotel’'s Web-site.

Benefiting Partners
“The partnership among the many vendors who argngelus achieve our vision has been extraordinaay’s Pete Deleuw, one of the
hotel's owners. “This collaboration is not onlyuitisg in new applications for their productssitiso opening all of our eyes to future possibsgit

_ e
PRODUCT LIST
“The Cisco Connected Hotel solution provides uhlite infrastructure to permit a

Routing and Switching
Cisco Catalyst 3550 Series Switches
Cisco 2800 Series Integrated

SRIEES AN our success when guests return and say that ttggrience was so wonderful that they
Security and VPN

Cisco PIX® Security Appliances
Voice and IP Communications

Cisco 7900 Series IP Phones

Cisco Unified CallManager

number of new applications,” says Simkins. “We writasure our return on investment
by our labor and cost savings and the overalliefiicy of the network. We will measure

could not wait to get back.”

Wireless
Cisco Aironet 1000 Lightweight Access Points
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FOR MORE INFORMATION

To find out more about Cisco Solutions and Seryigesit: www.cisco.com

To learn more about Cisco Unified Communicationstsans, visitwww.cisco.com/go/voice

To learn more about Cisco Security solutions, weiw.cisco.com/go/security

To learn more about Cisco wireless solutions, Msitw.cisco.com/go/voice

To learn more about Hotel 1000 visiww.hotel1000seattle.com

This customer story is based on information proditg the Hotel 1000, and describes how that pdaic@rganization benefits from the
deployment of Cisco products. Many factors may haom@ributed to the results and benefits descriist;o does not guarantee
comparable results elsewhere.

Cisco provides this publication as is without warraty of any kind, either express or implied, including the implied warranties of
merchantability or fitness for a particular purpose. Some jurisdictions do not allow disclaimer of eegs or implied warranties,
therefore this disclaimer may not apply to you.
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