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Telephone interviews were conducted with:

➔ 159 Design/Architecture Firms (D/A Firms)
➔ 164 Hotel/Restaurant Companies (H/R Companies)

Sample was drawn from the circulation of Hospitality
Design.

Interviews were conducted in November 2000.

Methodology
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Overall Internet Use

� Nine out of 10 respondents reported having access to
the internet.

� Design/architecture firm respondents were more
likely to have access than were hotel/restaurant
company respondents.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies

91%91%

85%85%

8888%%
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� About an equal number of respondents reported
having cable or a modem to access the internet.

� AOL and MSN were the leading internet providers.

 46% 46%

Overall Internet Use

11%11%

10%10%

  Type of Access:Type of Access:

ModemModem

CableCable

Don’t KnowDon’t Know

Internet Provider:Internet Provider:

AOLAOL

MSNMSN

16%16%

43%43%
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 Overall Internet Use

� On average, respondents with internet access
reported accessing the internet 15.6 times per week
for work functions.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies

16.916.9

15.615.6

14.314.3
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 Overall Internet Use

� On average, respondents reported accessing the
internet for 3.6 hours per week for work functions.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies

3.73.7

3.63.6

3.63.6



-9-

 Overall Internet Use

� On average, 45% of respondents reported that
having internet access to web sites was essential or
extremely important for their work.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies

42%42%

45%45%

 48% 48%

Percent Essential/Extremely Important Percent Essential/Extremely Important 
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Overall Internet Use

� While those 40 and over access the internet more
frequently per week than do younger respondents, the
number of hours spent on the net is about equal in the
two groups.

                Weekly Internet AccessWeekly Internet Access
                  TimesTimes                 HoursHours

  TotalTotal    15.615.6 3.63.6

  Age:Age:

     39 & Under     39 & Under     12.312.3 3.63.6

     40 & Over     40 & Over     17.817.8 3.73.7
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� Those who consider internet access essential or
    extremely important to their work, access the net
    more frequently than those who do not feel the
    internet is as important.

Overall Internet Use

                            Weekly Internet AccessWeekly Internet Access
TimesTimes              HoursHours

TotalTotal   15.6  15.6 3.63.6

Access Importance:Access Importance:

     Essential/Extremely     Essential/Extremely       19.6  19.6 4.74.7

     Very/Somewhat/Not Too     Very/Somewhat/Not Too   12.4  12.4 2.82.8
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Overall Internet Use

� With the emergence of the internet, respondents
reported there has been no change in the importance
of manufacturers’ sales reps or showrooms.

15%15%

6868%%

No ChangeNo Change

17%17%

    Less ImportantLess Important   More ImportantMore Important
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Useful Sources of Hospitality
 Related Information
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� Respondents judged the internet as the third most
useful source of hospitality related information after
trade publications and manufacturers’ reps.

 45% 45%

Useful Sources of Hospitality Related Information

37%37%

10%10%

Trade PublicationsTrade Publications

Manufacturer RepsManufacturer Reps

The InternetThe Internet

Trade Shows/ConferencesTrade Shows/Conferences

Trade AssociationsTrade Associations

NewslettersNewsletters

Percent One of Three Most Useful SourcesPercent One of Three Most Useful Sources

16%16%

 75% 75%

91%91%
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� Younger respondents and those who find web access to be
essential/extremely important to their work were more
likely than others to rate the internet as one of their three
most useful sources of hospitality related information.

  53%53%

Useful Sources of Hospitality Related Information

  40%40%

39%39%

Age:Age:

39 & under39 & under

40 & over40 & over

Access ImportanceAccess Importance

Essential/ExtremelyEssential/Extremely

Very/Somewhat/Not TooVery/Somewhat/Not Too

52%52%
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Reasons for Internet Use



-17-

Reasons for Internet Use

� The three most frequently mentioned reasons for using
the internet were:

88%88%

78%78%

76%76%

Product information/Product information/
Specification     Specification     

On-line product cataloguesOn-line product catalogues

Industry news/InformationIndustry news/Information
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Reasons for Internet Use

� Other reasons mentioned for accessing the internet
were:

Interact with business partnersInteract with business partners

Product samplesProduct samples

Industry trends and analysisIndustry trends and analysis

Design ideasDesign ideas

Design/Architecture portfoliosDesign/Architecture portfolios

ProcurementProcurement

Designing spaceDesigning space

Quotes on design/ConstructionQuotes on design/Construction

Managing workflowManaging workflow

66%66%

62%62%

59%59%

34%34%
31%31%

21%21%
19%19%

13%13%

52%52%
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Reasons for Internet Use

� Design/architecture firm and hotel/restaurant
company respondents have somewhat different
reasons for accessing the internet.

  

                                                    D/AD/A         H/R        H/R
                              FirmsFirms            CompaniesCompanies

Product information/specificationProduct information/specification 95%95%         80%        80%
On-line product cataloguesOn-line product catalogues 90%90%         65%        65%
Product samplesProduct samples 68%68%         55%        55%
Designing space      Designing space      27%27%         15%        15%

Interact with business partnersInteract with business partners 59%59%         74%        74%
Industry trends and analysisIndustry trends and analysis 52%52%         65%        65%
Procurement      Procurement      24%24%         39%        39%
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Internet Use for Product Information
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� Manufacturer web sites are the dominant source for
product information, followed by magazine/buying
guide sites, and on-line product resources.

  95%95%

Internet Use for Product Information

39%39%

11%11%

                Manufacturer Sites                Manufacturer Sites

     Buyers’ Guides Magazine     Buyers’ Guides Magazine
                     Sites                     Sites

  On-Line Product Resources  On-Line Product Resources
((e.g. ehub, emarket place ore.g. ehub, emarket place or
               exchange)               exchange)



-22-

� The two most frequently mentioned manufacturer
type sites judged most useful were carpets/flooring
and furniture.

 18% 18%

Internet Use for Product Information

Carpets/FlooringCarpets/Flooring

FurnitureFurniture

       Plumbing & Bathroom       Plumbing & Bathroom

Construction Bldg. MaterialsConstruction Bldg. Materials

 12% 12%

  8%8%

 5% 5%
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 Internet Use for Product Information

� On average, 27% of respondents reported that they
have used internet web sites for finding products
outside the U. S.

� Design/Architecture firm respondents are more likely
than hotel/restaurant company respondents to have
used internet web sites for finding products outside
the U. S.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies

 35% 35%

27%27%

 19% 19%

Percent Use Web for Products Outside U.S. Percent Use Web for Products Outside U.S. 
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� Forty percent of respondents mentioned
search engines such as Yahoo, as the
dominant sites for finding  products
outside the U. S.

Internet Use for Product Information
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� Product images, specifications, and realistic graphics
are the most essential elements in web sites visited for
product information.

 66% 66%

Internet Use for Product Information

Product images/cataloguesProduct images/catalogues

Product specificationsProduct specifications

Realistic graphics Realistic graphics 

PricingPricing

Customer serviceCustomer service

Product durabilityProduct durability

Ability to obtain samplesAbility to obtain samples

 65% 65%

 44% 44%

 39% 39%

 25% 25%
 21% 21%

 60% 60%
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Hospitality Internet Sites Visited
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� On an aided basis, the most frequently visited web
sites were:

26%26%

Hospitality Internet Sites Visited

Designonline.comDesignonline.com
Art.comArt.com

Buzzsaw.comBuzzsaw.com
Guild.comGuild.com

Light Forum.comLight Forum.com
PurchasePro.comPurchasePro.com

Hglobe.comHglobe.com
Hoteltools.comHoteltools.com

Todl.comTodl.com
Zoho.comZoho.com

15%15%
16%16%
17%17%

25%25%

 8% 8%
10%10%

7%7%
6%6%
6%6%
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Hospitality Internet Sites Visited

� There were differences in the the most popular web
sites visited between design/architecture firm
respondents and operator respondents.

  

    D/A              H/RD/A              H/R
                    FirmsFirms           CompaniesCompanies

Designonline.comDesignonline.com 33%33% 18%18%

Guild.comGuild.com 22%22%   9%  9%

Art.comArt.com 31%31% 19%19%

Buzzsaw.comBuzzsaw.com 22%22% 11%11%

PurchasePro.comPurchasePro.com   5%  5% 15%15%
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Past Year Internet Purchasing/Specifying



-30-

Past Year Internet Purchasing/Specifying

� Thirty-four percent of respondents who access the
internet for work functions reported purchasing or
specifying products or services on the internet.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies

33%33%

34%34%

34%34%

Percent Purchasing or Specifying on the NetPercent Purchasing or Specifying on the Net
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� The most frequently purchased or specified items on
the web were construction materials, carpets/rugs,
foodservice equipment, furniture and furnishings.

27%27%

Past Year Purchasing/Specifying

Construction MaterialsConstruction Materials

Carpets/RugsCarpets/Rugs

Foodservice EquipmentFoodservice Equipment

FurnitureFurniture

FurnishingsFurnishings 12%12%

13%13%

13%13%

16%16%

Unaided ResponseUnaided Response
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Past Year Purchasing/Specifying

� In total, 165 products were specified or purchased
on the web by 97 respondents.  Of these 165
products, 73% were purchased from companies
previously known to the respondent.

4%4%

7373%%
FamiliarFamiliar23%23%

    Not SureNot Sure
  Not FamiliarNot Familiar

Familiarity with CompanyFamiliarity with Company
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Future Internet Purchasing/Specifying
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Future Internet Purchasing/Specifying

� In the next 5 years, 95% of respondents with net
access say that they will use the net more frequently
to specify or purchase products.

95% - More Frequently95% - More Frequently

4% -About the Same4% -About the Same
Less Frequently - 1%Less Frequently - 1%
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Future Internet Purchasing/Specifying

� Respondents indicated that they have or will purchase/
specify the following products:

FurnitureFurniture

LightingLighting

Tile/Vinyl/Wood FlooringTile/Vinyl/Wood Flooring

Plumbing FixturesPlumbing Fixtures

Art & AccessoriesArt & Accessories

Surfacing Materials/LaminatesSurfacing Materials/Laminates

CarpetsCarpets

SignageSignage

Wall  CoveringsWall  Coverings

68%68%

68%68%

60%60%

57%57%

56%56%

53%53%

51%51%

56%56%

51%51%
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Future Internet Purchasing/Specifying

� Design/architecture firm respondents have or expect
to purchase a wider variety of products on the
internet than hotel/restaurant company respondents.

  

                                          D/AD/A           H/R          H/R
                                                                FirmsFirms           CompaniesCompanies            

Tile/Vinyl/Wood FlooringTile/Vinyl/Wood Flooring 74%74% 46%46%
Surfacing Materials/LaminatesSurfacing Materials/Laminates 69%69% 42%42%
LightingLighting 78%78% 59%59%
Plumbing FixturesPlumbing Fixtures 66%66% 47%47%
SignageSignage 59%59% 43%43%
Wall CoveringsWall Coverings 58%58% 43%43%

Glassware/China/NaperyGlassware/China/Napery 20%20% 38%38%
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� Faster access to a broader range of worldwide
products and services was seen as the most significant
change the internet will have on the hospitality design
market.

Future Internet Purchasing/Specifying

11%11%

Product AccessProduct Access

More/Unique ProductsMore/Unique Products
AvailableAvailable

Percent Most Significant ChangePercent Most Significant Change

 40% 40%
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Internet Transaction Concerns
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Internet Transaction Concerns

� Forty-eight percent of respondents who access the
internet for work functions say that an independent
reliability rating system for companies selling products
on the internet is essential/extremely/very important.

48%48%

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies 49%49%

48%48%

Percent Essential/Extremely/Very ImportantPercent Essential/Extremely/Very Important
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Internet Transaction Concerns

� Fifty-eight percent of respondents who access the
internet for work functions said they are very
concerned over secure financial transactions on the
web.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies

62%62%

54%54%

58%58%

Percent Very ConcernedPercent Very Concerned
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The Ideal Hospitality Web Site
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� The most frequently mentioned descriptions of the
ideal hospitality web site:

 52% 52%

The Ideal Hospitality Web Site

Clear image of the productClear image of the product

Complete spec informationComplete spec information

Be up-to-date & currentBe up-to-date & current

Contact namesContact names

Links to manufacturer web sitesLinks to manufacturer web sites

Pricing/Cost structurePricing/Cost structure

Links to industry productsLinks to industry products

 41% 41%

 38% 38%

 15% 15%

 12% 12%

 11% 11%

 11% 11%

Unaided ResponseUnaided Response  
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Hospitality News via E-Mail
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 Hospitality News via E-Mail
� Twenty-one percent of respondents receive industry

news via e-mail.

� Hotel/restaurant company respondents are more
likely than design/architecture firm respondents to
receive industry news via e-mail.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies  30% 30%

21%21%

 12% 12%

Percent Receiving Industry News via E-mailPercent Receiving Industry News via E-mail
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� The most useful types of information respondents said
they received via e-mail news:

 42% 42%

Hospitality News via E-Mail

27%27%

19%19%

Industry NewsIndustry News

TrendsTrends

Product UpdatingProduct Updating

New Product InformationNew Product Information

Percent Most Useful InformationPercent Most Useful Information

20%20%

Unaided ResponseUnaided Response
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Usefulness of a Visual Project Library
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 Usefulness of a Visual Project Library

� Fifty percent of respondents said that a visual library
of completed design projects catalogued by type of
project would be extremely or very useful.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies  48% 48%

50%50%

 52% 52%

Percent Extremely/Very UsefulPercent Extremely/Very Useful
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 Usefulness of a Visual Project Library

� Fifty-nine percent of respondents would e-mail links of
a visual library to their clients to demonstrate design
concepts or products in use.

TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies  48% 48%

59%59%

 70% 70%
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Fees for Web Services
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� On-line learning - CEU/conferences, research, and
visual libraries were the web based services for
which respondents were most willing to pay a fee.

 20% 20%

Fees for Web Services

19%19%

15%15%

On-line Learning - CEU/On-line Learning - CEU/
ConferencesConferences

ResearchResearch

Visual LibraryVisual Library

New Projects/ConstructionNew Projects/Construction
ReportsReports

Membership in an ExchangeMembership in an Exchange

NewslettersNewsletters

ArticlesArticles

Percent Willing to PayPercent Willing to Pay

16%16%

 30% 30%

43%43%

 32% 32%
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Firms’ Internet Web Sites
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Firms’ Internet Web Sites

� Seventy percent of hotel/restaurant company
respondents and fifty-six percent of design/architecture
firm respondents reported that their firm had a web
site.

  
TotalTotal

D/A FirmsD/A Firms

H/R CompaniesH/R Companies  70% 70%

63%63%

 56% 56%
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Firms’ Internet Web Sites

� Company web sites currently include:

  

                                                                        D/A           H/RD/A           H/R

                                                                Total Total         FirmsFirms      CompaniesCompanies

Information on companyInformation on company 97%       98%       97%97%       98%       97%

Images of completed projectsImages of completed projects 64%       88%       45%64%       88%       45%

List of completed projectsList of completed projects 63%       88%       43%63%       88%       43%

Links to other web sitesLinks to other web sites 39%       35%       42%39%       35%       42%

Industry newsIndustry news 19%       14%       23%19%       14%       23%
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Firms’ Internet Web Sites

� Two thirds of the respondents do not know how
their company measures success of its web site.

  

                                                              D/A    D/A          H/R      H/R
                                                        Total Total         FirmsFirms        CompaniesCompanies

How success is measured:How success is measured:

Don’t know       Don’t know             66%        67%         64%      66%        67%         64%

HitsHits       10%        10%         11%      10%        10%         11%
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Firms’ Internet Web Sites

� Thirty percent of hotel/restaurant companies
reported that they had visited a design,
architectural, construction or purchasing firm’s
web site.

� Of these, 28% said that these web sites were
very important in their selection process.

  


