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The burgeoning serviced apartment sector is going mainstream and maturing 
with new business models and brands. Catherine Chetwynd has the lowdown
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There are three notable trends in the 

serviced apartments industry: the rise  

of aparthotels, the entry of designer 

products and the growth of brands.

They are among a number of factors 

combining to give the hotel sector a run 

for its money. 

“As products become central business 

district-orientated, they represent an 

alternative to hotel rooms and the 

average length of stay is decreasing,” 

says Managing Director of hotels and 

hospitality group JLL, Max Thorne.  

This allows operators to attract short, 

medium and long-stay business, making 

it easier to balance the books and 

creating a stronger business proposition. 

The new demographic of millennials is 

also playing its part with a preference for 

the central locations of extended-stay 

properties and their generous public 

spaces, ideal for taking up residence  

for work or for play. 

“We work with two of the big four 

professional services firms where the 

average age of their business travellers  

is in the late 20s,” says Sales Director of 

SACO, Ben Harper. 

“Travel managers and buyers are 

becoming more in tune with what their 

travellers are after. They are very engaged 

with the new brand proposition because 

they are being asked for it. Being able to 

offer that in a compliant, cost-effective 

way is a good opportunity for us.” 

aparthotel success
The aparthotel model in particular is 

proving a magnet to investors. “For the 

first time, as an industry, we are starting 

to talk a language investors understand,” 

says managing director of EMEA and 

APAC for BridgeStreet, Shaun Hinds. 

“They need a certain amount of 

assurance and the aparthotel model 

brings a proposition they recognise. The 

moment you put hotel into the name of 

your product, they get it.”

BridgeStreet’s new aparthotel brand, 

Mode, is a case in point. “We were at  

the International Hotel Investment Forum 

in Berlin in March and we were over-

whelmed with the amount of interest  

in it,” he says. “And most fascinating, 

investors who know us were coming 

back to us and showing an interest.” 

Low operating costs add to the appeal. 

The expense of running an F&B outlet  

is removed and the additional outlay 

involved in hosting shorter stays with 

attendant cleaning is balanced by 

medium and longer occupancies. 

The success of the aparthotel model  

is not lost on the major hotel groups 

who also have a toe in the water. 

AccorHotels has its Adagio brand, for 

example, while Marriott has Residence 

Inn and Marriott Executive Apartments 

and IHG has Staybridge Suites. 

Cycas Hospitality develops the latter on 

behalf of IHG. Its director, John Wagner, 

says: “Major corporate customers are 

becoming familiar with the idea of more 

space and better value but are unwilling 

to compromise on the key services and 

amenities of full-service hotels such as 

24/7 reception, daily housekeeping and 

breakfast, which are now basic offers.” 

He continues, “Serviced apartments 

often don’t provide the full range of 

required services and simply offering 

more space is not enough for many 

corporate clients.” 

Designer following 
Not for the first time, the serviced 

apartment sector is following the hotel 

industry, with larger and lifestyle 

properties making their mark.

As such, a preference for larger 

properties is emerging: SACO’s 167-unit 

Leman Street building in London is the 

first of a number of big properties the 

company is opening, while Go Native is 
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also planning to operate on a more 

majestic scale, with buildings of 100-plus 

units such as those to open in Croydon 

and on London’s South Bank. In addition, 

SACO and Go Native both plan to serve 

food in forthcoming aparthotels. 

Go Native is employing designers to 

hone its image and a Best Interior Design 

category at the Serviced Apartment 

Awards is a reflection of the trend. 

Mercedes-Benz Living @ Fraser is 

pushing the boat out at the luxury end 

of the market while SACO, with its new-

style Cannon Street property, aims to 

address the volume end of the market.

BridgeStreet’s new aparthotel brand 

Mode also fits into this bracket, with a 

strong community element in the 

lounge, where there will be social 

gatherings two or three nights a week. 

Décor will reflect the surroundings, 

whether in Paris or Washington DC – the 

new brand’s first two locations – and it 

has a strong digital element. Guests can 

have a digital key on their device and  

connect with the building via an 

interactive wall in the lounge.

SACO is also in the midst of developing  

a new brand, as is Cheval Residences:  

“It will create a more flexible product 

with a more competitive price point, but 

will still benefit from the Cheval brand 

promise of five-star service,” says 

director George Westwell. 

Corporate trends 
A response to millennial requirements is 

also in line with a change in corporate 

attitude. Many travel managers now allow 

increasing latitude – within policy – to a 

bunch of people that are of independent 

spirit and want a say in where they stay. 

“More and more travellers are getting 

involved in the decision-making process. 

They want to stay somewhere because 

it’s close to the office or near a 

restaurant they like, and we associate 

that with younger business travellers. 

They are independent, are used to 

travelling for business and leisure, and 

are blending the two,” says BridgeStreet’s 

Shaun Hinds.

Some operators have noted shorter 

stays and booked at shorter notice, 

possibly suggesting caution among 

corporates, but others are going great 

guns. Cheval Residences expects demand 

to rise 5% in 2016 and Citybase has seen 

two- to six-night stays increase from 

49% to 55%, with smaller rises in seven 

to 27-night stays and longer. 

The company is also seeing increased 

requirement from corporate clients for a 

turnkey accommodation package. For 

example, Citybase manages a customised 

programme that combines serviced 

apartments and hotels in locations 

across the UK for year-round short stays 

for a global cosmetics company with a 

highly mobile workforce. 

“This has achieved year-on-year cost 

savings through two-bed/share options 

and reductions in food & beverage 

spend,” says Managing Director of 

Citybase, Davor Parker. 

In another example, a major bank has  

a turnkey agreement with its supplier, 

including tenancy agreements and 

deposits, and where the room rate 

covers everything from wifi to welcome 

pack with food and beverage for two 

days. Occupants are largely (90%) back 

office staff from India on projects or in 

the UK for training, who generally share 

a two-bedroom apartment. “We find our 

guys tend to be more comfortable in 

apartments in London than in other 

cities,” says the bank's travel manager. 

Meanwhile, travel management 

companies, often maligned for not being 

“Some operators have
noted shorter stays booked 
at shorter notice, possibly 
suggesting caution among 
corporates, but others are 

going great guns”

➔

Pictured Previous pages: Cheval's Harrington Court  
(main image); SACO's Cannon Street; 

Above: Go Native Mayfair; AccorHotels' Adagio brand;
Below: Mercedez-Benz Living @ Fraser

SACO The Cannon is a brand new Aparthotel offering over 70 
beautifully designed studio and one bedroom apartments. 
Available from a night to a few months, it takes the best lifestyle 
hotel experience and blends it with serviced apartment living.

The Cannon enjoys an incredible location in the heart of The 
City with a timeless approach to interior design. Using our 
knowledge and long experience as industry leaders, The 
Cannon provides a unique quality proposition for today’s 
travellers, combining the freedom of their own spacious living 
area, the fastest Wi-Fi and an imaginative communal area at 
an affordable price. 

SACO also offers an incredible range of serviced apartments 
across the globe – from fully staffed Aparthotels for todays’ 
connected traveller, to classic serviced apartments for the 
independently minded. It’s all a part of how we are driving 
the sector forward through innovation and a unique customer 
experience. Beapartofit.

sacoapartments.com/cannonstreet 
 
info@sacoapartments.com 
 
033 0202 0505 

An urban retreat in the heart of  The City 

#beapartofthecity

BeAPartOfIt BTM 2016.indd   1 4/18/2016   11:44:05 AM
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➔ sufficiently au fait with the sector and its 

potential, are coming round. 

“We saw a 20% increase in bookings 

from TMCs last year,” says Managing 

Director of Marlin Apartments, Susan 

Cully. “This not only demonstrates 

business travellers’ growing demand for 

serviced apartments but also implies 

corporates’ increased use of TMCs to 

manage their travel requirements.”

reservations revolution
The Apartment Service’s most recent 

Global Serviced Apartments Industry 

Report showed that 72% of operators are 

bookable online – mostly through their 

own websites or direct from agents –  

but that the telephone still dominates. 

Global distribution systems were the 

least likely source of bookings and only 

half (49%) of those surveyed were even 

available on the GDS. Two-thirds of these 

(63.6%) received less than 10% of their 

online bookings from that source and 

one fifth (19.7%) less than 20%. 

The travel manager of the major bank 

above gives the “archaic” booking 

process as a reason she does not 

mandate the use of serviced apartments. 

“It needs to be reviewed. We manage 

the process through our agency and 

have put in an internal electronic form, 

which is completed and sent to the 

agency, which has to go out to serviced 

apartments to get availability. It would 

be good if we could channel it all the 

way through like we do for hotels.”

The new swathe of aparthotels better 

lend themselves to GDS representation, 

particularly to handle shorter stays. 

“All our big aparthotels are available  

on the GDS, which is a key part of the 

channel mix,” says SACO’s Ben Harper.  

In addition, the company is launching 

MyCo by SACO this summer, a booking 

platform on the company’s website that 

gives corporate travel managers access 

to their company’s preferred apartments 

and negotiated rates. Global programme 

management follows. 

Pictured IHG's StayBridge Suites

➔
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“Research shows that global distribution
systems are the least likely source of

serviced apartment bookings and that
only half of those surveyed are even

available on the GDS”
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FURNISHED 
AND SERVICED 

HOMES 
WITH STYLE 

– WORLDWIDE.
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“Airbnb’s influence on
the short-stay market has 

prompted online travel 
agencies to improve the 

way they promote 
serviced apartments”

Pictured Marlin Apartments

Cheval saw around 29% year-on-year 

growth in online booking in 2015. The 

company is also on the GDS, which 

produces 2% of its overall revenue, while 

6% came from direct website bookings, 

which it expects will “grow substantially 

in 2016 as we continue to focus on book 

direct benefits to our customers 

globally”, says George Westwell. 

Apple Apartments has launched a 

booking system showing negotiated 

rates and exclusive discounts to corporate 

clients so users can book online and 

travellers can make bookings under  

one account. 

And Roomzzz redesigned its website 

last year so guests can make and cancel 

bookings and view existing reservations. 

It also upgraded Corporate Royalty Club 

membership to allow more than one 

registered booker on an account, 

enabling them to manage reservations 

online around the clock. 

Getting in on the act
No comment on the market would be 

complete without mention of Airbnb, 

where BridgeStreet has accommodation 

listed. “We are seeing growth in bookings 

from Airbnb,” says Shaun Hinds. 

“This is long-stay business, three to  

five weeks, and is being booked by 

independent contractors who manage 

their travel and bill it out, and by 

travellers working for corporates who 

are making their own arrangements.”  

Hinds notes: “I am not seeing much 

leakage from my corporate client list  

to Airbnb.”

Citystay apartments’ Declan Fitzhenry 

notes that Airbnb’s influence on the 

short-stay market has prompted other 

online travel agencies to improve the 

way they promote serviced apartments. 

“This has had a tremendously positive 

impact on the number of bookings we 

have received via OTAs,” he says. 

However, this increased activity 

attracts business away from providers’ 

sites, prompting Citystay to partner  

with NewBook, which provides an 

➔

London City 1-3 nights 4-6 nights 7-27 nights 28-89 nights 90+ nights

1 Bed Serviced Apartment  £150  £140  £130  £125  £120

2 Bed Serviced Apartment  £185  £180  £170  £165  £160

Hotel  £159  £159  £159  £159  £159

Canary Wharf 1-3 nights 4-6 nights 7-27 nights 28-89 nights 90+ nights

1 Bed Serviced Apartment  £125  £130  £115  £120  £115

2 Bed Serviced Apartment  £210  £190  £160  £150  £145

Hotel  £124  £124  £124  £124  £124

Manchester 1-3 nights 4-6 nights 7-27 nights 28-89 nights 90+ nights

1 Bed Serviced Apartment  £90  £90  £77  £73  £73

2 Bed Serviced Apartment  £125  £125  £120  £115  £105

Hotel £129  £129  £129  £129  £129

Edinburgh 1-3 nights 4-6 nights 7-27 nights 28-89 nights 90+ nights

1 Bed Serviced Apartment  £95  £95  £90  £85  £75

2 Bed Serviced Apartment  £145  £145  £140  £130  £120

Hotel £139 £139 £139 £139  £139

SaMPle raTeS Per NIGhT

Sample data courtesy of SilverDoor

For business travel, leisure trips and 
everything in between, there’s a 
BridgeStreet serviced apartment for 
everyone.

Choose from 50,000 apartments in 
over 60 countries and six unique 
serviced apartment experiences, 
designed to fit the budget and 
lifestyle needs of every traveller.

DEPENDABLE SERVICE.
CONSISTENT QUALITY.
EVERYWHERE.

BRIDGESTREET.COM
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“Online bookings are the
desired route for bookers
to secure space but basic
issues mean it is not so
easy to bring into the
corporate environment”

➔ integrated property management 

system and booking engine. 

From this, the company hopes to turn 

a number of OTA bookings into direct 

reservations on its website and to offer  

a more personalised experience. Its 

corporate customers will be able to 

access negotiated rates, manage their 

accounts, create reports and make direct 

bookings with instant confirmation. 

“By doing this, we can provide our 

corporate accounts with the flexibility 

and procedural accuracy they require, 

while achieving the one-click mobile 

reservations that the millennial 

generation of corporate travellers 

demands,” says Fitzhenry. 

Covering all the bases 
Business in Edinburgh continues to 

flourish for small and large operators 

alike. Lateral City operates 58 units in 

the five-star Old town Chambers and the 

four-star Merchiston Residence. Its 

clients book online, through GDS, by 

telephone and by fax, leaving no channel 

unturned, although 50% of bookings 

come through OTAs. In three years of 

operation, occupancies have increased 

from 68% to 79% in 2016. 

Managing Director of TMC Traveleads, 

Gary McLeod, books Old Town Chambers 

for clients and also uses the accommo-

dation for himself and colleagues for 

two or three nights a month when they 

visit the company’s Edinburgh offices. 

“The negotiated rate is cost-effective and 

two or three of us share a flat,” he says.  

Skyline Worldwide has created a new 

website to include a quote generation 

system, which integrates with the 

company’s booking engine. It is also 

researching technology to provide live 

availability, including online tracking and 

MI data. All its London properties are 

available on the GDS. 

The Ascott portfolio is also available 

through a variety of channels, including 

the company’s group and brand-specific 

websites. The corporate booking site 

gives clients and bookers access to their 

negotiated rates and includes a booking 

tool with live availability. Around 50% of 

the company’s business and leisure 

reservations are made online. 

Some providers are still adamant their 

clients do not want to book online and 

Select Apartments’ relaunched website 

offers greater search functionality but  

no booking facility, as recent research 

showed that 89% of clients still wanted 

to talk to an account manager when 

booking. 

The last word on booking channels 

goes to CEO of The Apartment Service, 

Charles McCrow: “Online bookings are 
Pictured Skyline's St Dunstan's Court;  
Roomspace from The Apartment Service

Inevitably, there is much new inventory opening 
for business. In London, SACO the Cannon opened in 
April, to be followed by the Leman Street building 
(168 units) in October, augmented by the recent 
acquisition of an office building in Buckle Street (78 
units). Two SACO aparthotels in Edinburgh are next 
in line (2017). • BridgeStreet and Skyline have taken 
apartments in Lincoln Plaza, Canary Wharf. • Apple 
Apartments has opened a property with 35 units in 
Liverpool • Lateral City is developing a former bank 
in the centre of Edinburgh to become 51 apartments 
richer (July 2017), with 43 units in Glasgow to follow in 
2018. • Marlin lands its first aparthotel near London’s 
Waterloo station in 2017 • Roomzzz opened in Chester 
(64 units) and Nottingham (106) last year and this year 
brings Harrogate (98, TBC), London Stratford (82) and 
Manchester (114) to the mix. • Grange Hotels is opening 
its first aparthotel with 270 units near London's Tower 
Bridge in 2017.

BuIlDING oN INVeNTory

+44 (0) 20 7368 8801
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the desired route for bookers to secure 

space but basic issues mean it is not  

so easy to bring into the corporate 

environment,” he says. 

Operators want to expose their 

inventory through as many channels as 

possible but bookers want to access as 

many operators as they can through as 

few systems as possible. 

Multiple channels may do nothing to 

reduce distribution costs – OTA or GDS 

charges are typically between 15% and 

24% – “but these channels also help 

operators increase revenue by maximising 

occupancy and filling their rooms”, says 

McCrow. “The ideal way for companies 

to reduce costs is via direct connections 

such as to a property’s own online 

booking engine.

“The alternative to managing a supply 

chain internally is to outsource to a 

specialist serviced apartment agency 

provider. They will negotiate and 

consolidate chosen and preferred 

accommodation choices into a branded 

online portal, usually with no build cost, 

and this is evolving as the way forward. 

In my opinion, this is how companies will 

get the sought-after online booking 

services they looking for,” says McCrow.

Dynamic by association 
Industry group ASAP, the Association of 

Serviced Apartment Providers, has now 

launched its alliance with American 

industry body CHPA. The first wave of 

assessments was planned to start in 

April in around 180 apartments of 16 

businesses on the US East Coast, 

Toronto and New York. The association 

has also had conversations in Japan 

about accreditation and membership. 

In addition, it is absorbing the 

Association of Serviced Apartments  

in the Netherlands and an alliance is 

under discussion with the equivalent 

body in Germany, which already has an 

accreditation scheme. 

ASAP has also launched an agents’ 

accreditation programme comprising  

a compliance assessment. “We are 

influencing agents to ask questions of 

the operators they work with about 

whether they have insurances, what  

due diligence they undertake, safety 

standards and so on. We hope that 

anyone accredited as an operator will be 

an accredited agent,” says Managing 

Director of ASAP, James Foice. 

Meanwhile, ASAP’s Quality Assessment 

scheme in the UK is gaining traction. 

“Our large corporate clients have been 

keen to take advantage of the assurances 

afforded by the scheme,” says Commercial 

Director of SilverDoor, Stuart Winstone.

“Some prefer to place their guests 

exclusively in properties that have 

achieved accreditation and, due to the 

growing number of accredited operators, 

that is usually possible,” he says. 

➔

London City 1 night 5 nights 14 nights 30 nights 90 nights

1 Bed Serviced Apartment  £150  £700  £1,820  £3,750  £10,800

2 Bed Serviced Apartment  £185  £900  £2,380  £4,950  £14,400

Hotel  £159  £795  £2,226  £4,770  £14,310

Canary Wharf 1 night 5 nights 14 nights 30 nights 90 nights

1 Bed Serviced Apartment  £125  £650  £1,610  £3,600  £10,350

2 Bed Serviced Apartment  £210  £950  £2,240  £4,500  £13,050

Hotel  £124  £620  £1,736  £3,720  £11,160

Manchester 1 night 5 nights 14 nights 30 nights 90 nights

1 Bed Serviced Apartment  £90  £450  £1,078  £2,190  £6,750

2 Bed Serviced Apartment  £125  £625  £1,680  £3,450  £9,450

Hotel £129  £645  £1,806  £3,870  £11,610

Edinburgh 1 night 5 nights 14 nights 30 nights 90 nights

1 Bed Serviced Apartment  £95  £475  £1,260  £2,550  £6,750

2 Bed Serviced Apartment  £145  £725  £1,960  £3,900  £10,800

Hotel £139 £695 £1,946 £4,170  £12,510

CoST CoMParISoN: aParTMeNTS VerSuS hoTelS

Sample data courtesy of SilverDoor

Pictured Go Native's Garrick Mansions
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