MPI Round Table Discussion
Pet Peeves of the planner/supplier relationships
Two dozen MICE experts, both planners and suppliers, came together in the Aloft
Brussels Schuman Hotel on 19 October, to discuss the pet peeves and annoyances
of dealing with each other on a professional basis. No violence ensued. In stead, it
turned into a healthy and informative round table conversation that showed everyone a lot of work still needed to be done in order to fully understand the other party
and what exactly it wants from us.
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P

lanners and suppliers are the key drivers of the
events industry. They need each other in order
to deliver effective meetings and grow the business.
And like in any kind of human interaction, the planner/
supplier relationships have their ups and downs. What
are these ups and downs, and wouldn’t it be nice if we
could find out how to avoid them?
This is precisely why around 25 industry people from
both sides of the spectrum came together in the Aloft
Brussels Schuman Hotel on 19 October. During a 2.5
hour round table discussion, they would listen to each
other’s grievances and hopefully come together somewhat in the end. Four experts were invited to lead the
conversation. For the suppliers, Attila Laszlo (Mondorf
Parc Hotel) and Dominique Janssen (Radisson Blu Antwerp) were present, and Jan Samyn (Seauton) and Mark
Van Hamme (In The Spotlights) were there as suppliers.
It proved to be an interesting afternoon, offering varied
points of view and valuable insights on several different topics. Let’s start with the first one.

How to manage planner/supplier expectations?
Dominique Janssen opened the conversation by saying
her biggest pet peeve was the lack of education and
ignorance about who does what exactly in the sector.
A hotel searcher is not an event planner for example.
There are lots of different roles and everyone should
do what they’re good at. If you’re not good at something, stay away from it and contact someone who is.
For Dominique, honesty and transparency about what
you can and can’t do is key in planner/supplier relationships.
Jan Samyn agreed with this statement, and said that
hidden agendas, a lack of transparency and the time
lost because if it is very annoying. Sometimes clients
go behind your back talking directly to hotels, which
isn’t fun. Openness from everyone is crucial. That is
why we’re all looking for partners we can trust. The
power of saying no at the right time is also important.
If a client wants to cut too many corners and there is
no extra value for us, we have to refuse.

Attila Laszlo added that it’s important to be a real professional in your field. Sometimes clients ask the hotels
for more than what the direct services can provide.
That’s when you need to get an event organiser in. His
biggest pet peeve is that sometimes the client doesn’t
listen to him, and wants him to organise stuff the hotel
can’t handle. Some people don’t want to work with
agencies though, so we call ours “suppliers”.
Marc Van Hamme said that if there’s a negative connotation surrounding agencies sometimes, it’s because
the client feels abused by them. In their eyes, they pay
too much for too little extra value. That’s why I call
myself an expert and not an agency. I try to explore
and explain, and convince the client of my message.
For Marc communication is important. Not replying to
emails is a shame, because speed is everything in this
business. Other people agree to this. Many people
would prefer to make a phone call if an email goes
unanswered.
Tomas Luko (Crowne Plaza) had a different pet peeve.
He says the industry is not catching up with technology. They don’t know the latest tools and there is a lack
of education. This is why so many of us keep hanging

on to old technology. We should want things that are
quick to use and ready to use. Why don’t hotels answer
request questions with a short video showing exactly
what we would get, for example?
Jan says his company already works with personalised
videos. They go to the hotel and communicate with
the client from there, so they know problems are being
solved proactively. They also don’t work with contracts
anymore, but with legal invoices. Attila agrees with
the general sentiment as well and feels that often you
need to fill in too many forms for too little value.

What are the best or worst ways to approach
planners?
According to Dominique, the worst way to approach
someone is clearly sending the same exact copy-pasted offer to everyone you contact. The best way on
the other hand, is to make sure you fully understand
what your client is looking for. Being able to say no
to requests that are not your expertise is a skill you
will learn with experience as well. It all goes back to
openness again. Agencies and hotels are actually partners towards the end clients. If something is not clear,
please keep asking the question until it is.

What is MPI?
MPI is the largest meetings and events association worldwide and is aimed at connecting the
community by offering education, networking
and business exchange.
The next MPI event will take place on 9 November. It’s an MPI Academy training session about
revenue management.
More info on www.mpi-belgium.be.

Jan says that sometimes being creative is necessary.
Seauton was competing in a worldwide pitch, but the
story they wanted to tell could not be put into the bid’s
standard excel file, so they didn’t fill it in. Later, they
were called and an exception was made for them to tell
the story in a way that suited them. Now they’re in the
last phase. Being clear about how you work is crucial.

Kristof Dewitte (The conference collection) says that
everyone is paying booking.com commission as well
and they don’t add any value either. It’s the client that
makes the decision not to go to the hotel directly but to
a venue finder because it’s easier. If you’re a hotel and
you can get the same sales with your own people: do
that. You’ll save yourself money.

Martijn Koelman (Revmax Consultancy) says his pet
peeve in this topic is clarity. Please be absolutely clear
with me and ask me all of your questions. He says it’s
also a question of how far you can educate people, and
how far can you push the staff around you to care.

Maarten Vanneste (Meeting Designer Institute) says
that the biggest players are billion dollar businesses.
They are huge global international companies and they
are not going anywhere. We’ll have to learn how to live
with them.

What is the role of venue finders in the plannersupplier relationship?
Not everyone is a fan of venue finders. Attila wonders
why we would pay 10% commission to a venue finder
when we also pay 10% to the agencies that organise
the entire event?

Dominique says that the clients are getting smarter as
well. They know where and how to look. For a hotel,
paying commission to a venue finder is not fun, but
if you can’t fill the rooms without them, you have no
choice. Maybe hotels should be smarter about their
marketing.

Talking about the online market, moderator Sandra
Lizioli asked what would be the impact of the younger
workforce that will start to dominate the market in a
couple of years. Every younger person in the industry
will soon be a digital native. Is there a difference in
communicating with a young or an old planner?

been lots of healthy discussion. One of the key findings
was that there is still an imbalance of understanding
in communication. Everyone agreed that we need to
communicate better to understand each other. The
educational component, as well as the need for trust,
honesty and transparency, is very important as well.

Dominique says you always have to adapt your style.
If you want to stay in the industry, you have to go with
the flow and know how the new generation works. You
adapt, because the industry is customer driven. Jan
agrees and says it’s the tools that are changing, not the
people.

The other big theme was that of the dinosaur. Why
does it still takes all of this cumbersome effort to fill
out contracts and forms and to get signatures? It’s very
time consuming. We need to use modern tools to bring
our information across, and we need to be far more
efficient about it.

Conclusion
After the session, Sandra Lizioli concluded there had
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