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[bookmark: _Toc58271368]                      Brief history of CitizenM company 

    The CitizenM company was founded in 2008 by Rattan Chadha, the founder and former CEO of MEXX (a fashion company who produces clothing, accessories, and perfumes) due to a desperate need of affordable prices for his former’s employees. Because of the type of business he owned, both, himself and his employees were always forced to travel to different parts of the world in different cities being obliged of course, to stay in the hotels. At that time, Rattan’s employees were complaining to stay in cheap and small hotels because there was no image, no style and he could not afford to let them stay in luxury hotels. Basically, he needed something which had a great style, but an affordable price. Hearing these complains repeatedly, he starts wondering why there are not luxury hotels, but with affordable prices in the big cities, and why has the hotel industry not really changed at all for decades? 
    Basically, the hotel business model has essentially staid the same, and sometimes most of the people feel a kind of frustration about the traditional hotel experience.  Knowing all these things and having a background in fashion design, Rattan decided to build his own hotel, and his ideas have been revolutionary for the new hotel industry. So, he builds a hotel from scratches for the next generation of traveller, the mobile citizen’’. Because of his smart thinking Rattan and his team created the perfect business model.
At that point, the first CitizenM hotel was build, in Amsterdam Schiphol airport in 2008, followed by one in city of Amsterdam itself in 2009. Its first overseas hotel in Glasgow opened in 2010, followed by one in London in 2012.
     In this moment CitizenM operates 22 hotels across North America, Europe, and Asia, and the company has 17 new hotels under development globally.

[bookmark: _Toc58271369]The best practice of community engagement in CitizenM               Company


       “Community engagement is a term that describes the way how people learn, contribute and collaborate with others adding value to the existing network partners”.
         CitizenM company has created an organization who aims to be a self-sustained, growing non-profit organization, however it will be supported by CitizenM and its success depends on the joined efforts, of CitizenM’s staff, guests, and the citizens from the cities where the company is present. The name of this organization is CitizenMovement.
In the structure of this foundation, CitizenM will be a direct sponsor of CitizenMovement by providing the organization with funds that come out of citizenM’s housekeeping savings plan, implemented in all operational hotels, sales from collectionM and cantineM as well as coordinating fundraising events. CitizenMovement will also receive donations, and from fundraising events.
Besides the housekeeping savings by the participation of CitizenM guests, CitizenMovement’s funds will be generated through donations and by engaging the company teams in staff related events that will raise funds for CitizenMovement’s mission and purpose.
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The 9 principles of community engagement in CitizenM company

      The mission and purpose of the organization, which is also the first principle of community engagement (Be clear about the purpose, goal and the community you want to engage) is mobilising citizens to help shorten the distances between people and opportunities. A platform to do good by providing mobility to people who do not have it. To create access and opportunities for life improvement of people living in less fortunate conditions through mobility, in a sustainable way. 
Also, the goals of the organization are to improve lives of people by shortening distances between them and opportunities with the gift of mobility and to bring CitizenMovement to life by engaging CitizenM guests and staff teams and make it a fundamental part of the CitizenM culture.
       The second principle of community engagement learn about the community, and the third one, go to the community and establish relationships, are defined by the purpose of this organisation. For CitizenMovement to achieve their mission and goals, they need to learn as much as possible about the CitizenM guest’s community, (the mobile citizen) because the guests are the most important people in this project, they are being the one to sustain this project having the possibility to donate, and promoting housekeeping savings, if their stay is more than 1 night. All money saved from housekeeping will go to citizenMovement. Also, CitizenMovement is establish relationships by organizing engaging events for Citizen guests and team members. They will engage Citizen guests and teams through organized staff events for Citizen hotels and support offices that can provide extra funds for their foundation. All fundraising events must be able to not only cover its costs, but bring funds into the charity, for this to thrive.
        A good example for principle four, Respect and promote the individuality of people in the community, and principle six, recognise and respect the diversity of the community, in the practice of community engagement in CitizenM Company, is the fact that they are saying: “We pride ourselves on being a hotel of the people. Indeed, it is the modern, mobile traveller that puts the ‘m’ in CitizenM. You will find our hotels in key European cities, across the Atlantic in New York and in Asia too. Yet our ambassadors the people that keep our hotels running come from all over the world. As Gandhi once said: “the whole world is one family.” In the spirit of diversity, we spoke to seven of our ambassadors hailing from across the globe about cultural differences, shunning phoney stereotypes and cool customs they have found while making a home in their exciting new cities”.
         As for principle five Partnering with the community, is applied for this company because CitizenM guests, staff and non-residents people are helping CitizenMovement to grow so is a clear partnership between the organisation and the community. Also, they have formed a partnership with a non-profit organization, World Bicycle Relief, and their BEEP initiative (Bicycles for Educational Empowerment Program). Partnering with strong, well established organizations is a great way to make an impact in people’s lives, while promoting awareness of their non-profit organization.
          The seventh principle of community engagement is Identify and mobilise community assets. For CitizenM company and CitizenMovement organisation the community assets will be the hotels. When a hotel is constructed, the construction team is building the base of the hotel, but the actual rooms of the hotel are built in Poland exactly as you can see if you are a guest and you walk in the room. When every detail is ready, and when they check if everything is perfect, the rooms are shipped from Poland to the site of the hotel construction and they assemble the rooms on the construction structure just like the Lego pieces. 
         CitizenM company and CitizenMovement organisation is describing the eighth principle of community engagement which is Flexible intervention to create change, by identifying the areas that can be impacted and helping implement a positive change. For example, CitizeneM company with the decisions of constructing the hotels sites in key areas of big cities, is helping regular people to afford to stay in a luxury hotel with a low budget. 
         The company is taking sustainability seriously. Hotels are designed and run with the goal of minimizing the environmental footprint. No matter where they create a hotel, they will value the local communities and manage their effect for the good of society, not just themselves. To do so, all new or existing hotels are tracked and refined in line with some commitments because: 
“No matter where the company own and operate in the world, Citizen meets the following commitments:
- apply sound environmental practices in hotel design, development, and operation.
- integrate technologies in the hotels to optimise efficiency.
- encourage efficient use of materials and resources during hotel construction.
- take biodiversity considerations into the development of the hotels.
- seek to reduce energy and water use – reuse and recycle resources consumed by the business wherever practical.
- monitor, record and review the environmental performance and greenhouse gas emissions every year.
- encourage guests, employees, suppliers, and contractors to join the company to meet the environmental objectives.
- communicate our policies, practices and programs with key stakeholders and incorporate their commitments into department objectives when they make business decisions.”
These commitments are describing the last principle of community engagement: Community collaboration and long-term commitment.
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The 5 planning stages of community engagement in                  CitizenM company


Stage 1: “Define initiative/ project, goals, participants, timelines and resource/ budget.”
This stage it is described in the principles. Also, the stakeholders of CitizenM company are guests & corporate clients, employees, governments, regulators, industry associations, NGOS, academic institutions and local communities.
Stage 2: “Determine level of public engagement and choose techniques through the worksheet.”
CitizenM being a hospitality company the level of public engagement is vast working for and with different people from around the world.
Stage 3: “Implement the public engagement. “
The company has 3 support offices: one in America, one in Europe and one in Asia, who are tracking the progress of the company, monitoring, and collecting data for the company, and taking feedback from the guests and sharing with the company and with the employees.
Stage 4: “Make recommendation and / or decisions and share results.”
The persons in charge to make recommendation, take decisions on daily basis and sharing results are the ambassadors and the managers of the hotels together with support office when is need it.
Stage 5: “Evaluate the public engagement process. “
For this stage, the responsible people are the border members and the CEO, who need to finalise evaluation, conduct team review and to communicate outcomes with all company. Also, all the CitizenM community is celebrating the success of the company.
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Most of the standards of community engagement are described in the principles. These standards are: 
Inclusion Standard:  CitizenM company as an international company promotes the law against discrimination and hiring people regardless of race, sex, religion etc. This is one of the “laws” of CitizenM written in CitizenM book rules.
Support Standard: The company is supporting the community by doing R.A.O.K (random acts of kindness) in different areas. 
Planning Standard: All the teams from all the hotels are involved and communicate between them when is need it to make a new decision about the wellbeing of the company and of his guests.
Working Together Standard: CitizenM company is like a family where everyone is the same and were, they can share opinions and be listen to.
Methods Standard: These standards are described in the CitizenMovement organization.
Communication Standard: As a hospitality company this standard is respected because it benefits the company but also the community outside of the company.
Impact Standard: The fact that the company is expanding so fast means that this standard is respected. 
Improvement Standards: CitizenM having luxury hotels with high-tech rooms, living rooms and with new technologies and ideas coming every year, this standard is respected. 
Working with others Standard: This standard is described in the third principle of community engagement 
Monitoring and Evaluation Standard: Border members, support offices and hotel managers are in charge for this standard.
Feedback Standard: For CitizenM the feedback is important, not just from his employees and guests but also from the non-residents and all other people from the community, because after a feedback the staff will know want it needs to improve and what they improve already so the community cand grow and thrive.

       The tools and techniques used by CitizenM for community engagement are:
- social media because is the best way to promote a company and organization and because is also the best way to receive feedback.
-web based engagement because being a hotel company they have their own wed channel to make bookings and to know more about the company and the hotels or events.
-community mapping and creative arts because CitizenM was created for the people, so the regular people can afford to stay in a luxury hotel.

       Also, the sustainable community engagement is described in the last principle of community engagement, community collaboration and long-term commitment.

                                            




[bookmark: _Toc58271373]                                      Conclusion:

             CitizenM company was born out of frustration and the technology used to construct this hotels ,the values which the company is built on , as the fact that employees of the hotels are called  CitizenM Ambassadors, and they have been hired not because of their curriculums  but because of their personality and passions, and also because they are empowered to take their own decisions in the day by day operations , helped CitizenM becoming the game changer in the hotel industry, revolutionizing at the same time the whole concept of Hospitality industry and respecting and using all the stages, principles, tools and techniques of community engagement. This company has demonstrated that they understand the impact of effective community engagement.
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