Sophisticated and
Understated Luxury

An Interview with Ashish Verma, General Manager, The Lowell

EDITORES” HOTE Prior to assum-
ing Bis curvent posl, Ashisk Verma
stccesfully led post-Katrina recoe-
oy efforts that enabled e Windsor
Conrt Hotal in New Owleans o be-
come one of the firs botels To
reoben after the depastating bur-
ricane. Verma was olecied prosi-
dent of Greater New Oveans Hotels
& Lodging Association, and sevvad
as 3 board member of New Orleans
Tourism Marketing Corporation,
Arts Council, and Horzon Inftiative.

and we're in syme with what 1 also
pemonally belisve luxury hospitality
should be and what The Lowell is,
which is a very sophisticated and un-
derstated broury hotel.

As a result of the current re-
cessien, how much of an lmpact
have you seen for the propery,
and have you seen stabilization in
the business?

Comparad to 2008, in termes of oc-
cupancy and the average rate, we were
a bit lower in 20092, Compared to the

Verma previousy beld posis with
Obercd Hotels & Resorts International, Hyatt
Tnternational Corporation, Milleweiwm Hokels
and Fesords, and Oricmi-Express Hotek in Asia,
Europe, and North America. Versma was born
in The Punjab, India and received a BA. with
Bborors in pofifical science and economics from
Puwfab University, Chandigarb, India; a gradu-
ate degree in Hospitality Adminisiration from the
Oberod School of Hotel Management, New Delbi,
Irctia: and a Master of Busingss Adnrinistration
Jrom IMHT Cornel-ESSEC in Paris, France.

PROPERTY BRIEF Toe Louwll a 1927 land-
mark building, & delighifully situated off
Madizon Avenue in Mow York's exclusive Ubber
Easr Side. The borad uwew orelborel coml,
ulrich reflects discreel aristocralic and under-
stewrord Enropoan elegance, dofes upown s guests
with wriquely personalized service and abion-
How to detall, malwiaining 47 individually ap-
Pointed swites and 25 delue rooms, all of wlick
are decoralad with exquisite anlique furniture
ard upbolstered in fine fabrics. Guests will en-
oy complimentary beverages upon arvival Fifi
werker af furndown, and a selection of Bulgari
armenifies, and most suites bave wood-burring
Jirepblaces, some bawe fervaces, and almos all

Bave fully equipped Bitchens.

What initially excited you about the Opjpor-
tundty o come to The Lowell?

[t wvas the reputaticn of The Lowell, and
the opporunity to guide it to the next level of
providing the very best in a hotel experience. [t
is the guintessential hoouary hotel in Manhattan
and we are committed to keep improving and
upping the standards. [t was a nahual it for me
in terms of managing yet ancther wodd's pre-
mier hotel and o refam to Mew York, which is
home. The Lowell’s ownership is phenomenal,

competition, we are higher, so we have
actually improved vis-d-vis our position in the
marketplace. We are seeing further improve me nt
now. Apart from the recession, the supply fac-
tor also plays a role in Mew Yook on the Upper
East Side. The Pierre and The Made were closed
for a while, and now they're back However, we
still have a kot of our repeat guests. Maore supply
deoes debuge the market while demand is not in-
creasing during the recession. Nonetheless, from
September 2009 omwands, we began to see a pick
up, and hopefully this trend will contimae,

Is it important w0 have a different feel
from rocm o room within the propenty?

Abschitely. We have about 47 suites and 25
debame rooars, and most of our decor has been
done by the famous designer, Michael Smith. He is
a great blend of the classic and modem, and pro-
vides a comfortable ambience s ocur guests can
feel at home. We also have an interior designer on
staff who wodks closely with cur owvner to make
sure we are constantly updating and improving
our room produa. Several suites of ours are spe-
cialty suites like the Hollywood theme, Manhattan
theme, and the Garden theme. We also do com-
Flete renovations regulady. We do soft refurbish-
ing as needed, and for the past five years, we
have taken a few suites or fooms each year and
completely redone them in terms of constnacticn.
e enlarge and reconfigure the bathrooms and
kitchens — we now have deep scaking bathhabs,
se parate showers, and his and her sinks. We also
offer wood-buming Areplices and temraces — one
af the few hotels in Manhattan to do so. Thess
unique lements combined with the frst mie se-
vice make us one of the favorites,

How critical is & to the customer ex-
perience for a return guest o see the same
faces, and how have vou retal ned voor eim-
ployee base in an industry with generalby
high turnover?

Any luxury hotel aspires for the repeat
factor, if's easier to acquire new guests but
harder to have the guests retum. Cnr success
over the years has been a combination of very
committed and loyal staff, and 'm very proud
and formanate to have them on my team. Cuar
staff retention is owed (o prncipled and con-
sistent management. We aim for a healthy
work environment, thorough professicnalism,
extensive trining, and teamwork. Actually,
[ address my staff as The Lowell family of
employees.

As vou look to 2000 and bevond, what
are the key areas of forus that vou've ad-
dressing o0 make sure The Lowell keeps its
quintessential luxury positioning within
this market?

First, we are not in the business of trving
to make a smatement and outdo compsetition; we
let cur guests determine that. We respect cur
competitors but we follow our own path. We
are confident that the most disceming and so-
phisticated travelers understand and enjoy the
discreetness of The Lowell. However, we never
take this for granted. W& have a very commit-
ted team and the level of service we provide
for a 72-room hotel is something that guests
consistently appreciate, and we will contime (o
pedect our guests” experience. We have plans
to continue rencvating, however, we don't shut
dewn the whole hotel =0 everything is always
smooth and there is no dismaption of senrices or
disservice to our guests whatscever,

W are working on improving our food and
beverage outlets. Onr chef, our food and bever-
age team, and [ work closely and we have pro-
vided cur guests some unique aspects of dining,
not just seasonal menus but within the concepts
of Ane dining, like for raditicnal aftermmoon tea,
and weekend brunches. Cur chef is growing
his owvn herbs on the terrace at The Lowell, and
he is very fond of kitchen gardening, and uses
meostly local ingredients. We have incorporated
healthier aspects of food into our restaurant and
in-room dining,

From the guest aspect, we are improving
perscnalization and making the stay of a guest
at The Lowell even more unique so that we
genuinely understand, anticipate, and exceed
expectations of cur guests consistently. @
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