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“I’ve learned that people will forget what you said, people will forget what you did, 
but people will never forget how you made them feel.”  - Maya Angelou   

Creating Meaningful Experiences 
Through Flexible Services and Design

A flexible workspace environment services the needs 
and preferences of a diverse group of people from 
distinct organisations and industries. The challenge of 
bringing together disciplines, groups and businesses 
with different objectives and ambitions means that 
space must be a unifying force. 

The experience of working flexibly and collaboratively 
means that design should support our personal and 
professional wellbeing, it should be responsive, 
sympathetic and nuanced.

Psychology, organisational structures and cultural 
studies play an important role in determining how 
people work best, and how design can be optimised 
to support these learnings. In addition, some of the 
lessons learned from both the retail and hospitality 
industries can inform best practices in the flex industry.

This report will explore the ways in which 
The Executive Centre (TEC) is using internal 
data coupled with industry learnings and a 
Member-first philosophy to develop tailored 
experiences that have real and tangible 
value for our global network. 

Understanding Our Members 

Understanding our network means we can tailor spaces 
and develop personalised experiences that anticipate 
the ways our Members work best. It also means that we 
can innovate new products and services that elevate 
their work experience. We have determined that 76% 

of our Members are multinational corporations and this 
undoubtedly informs our network expansion and design 
philosophy. We know that Members stay with us for an 
average of 30.67 months and renew their contracts 3 
times, affirming the quality of their TEC experience.

Membership Type

Length of Tenure

Products and Services Used

The Executive Centre, Level 26, Prosperity Tower, Hong Kong

2018 TEC Member Survey
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As the world’s largest asset class, real estate is worth 
several times the global GDP. Predictions vary on the 
outlook for flexible uptake, but JLL asserts that by 2030, 
up to 30% of corporate commercial property portfolios 
could be made up of flexible space. This doesn’t mean 
coworking alone, as it also constitutes flexible space 
designed as a component of more traditional offices. 
Similarly, according to a CBRE report on flexible space 
in APAC, growth between 2013 and 2017 stood at more 
than 50%, year-on-year. In short, flex options will remain 
a significant opportunity for anyone seeking commercial 
space in the future, and these statistics affirm the value of 
innovating workspace design strategies and experiences.

TEC’s Senior Development Director of Expansion, 
Todd Liipfert explains the shift in expectations at work: 
“Advances in technology and changes to the inherent 
structure of businesses have had a tremendous impact 

Our industry has helped shape new strategies for 
landlords and tenants, and engineered a solution that 
provides customised, collaborative, and efficient spaces.

Additionally, the influence of external factors driving 
changes to the industry has significant global reach, 
beyond the rise of flex spaces and providers. Changes 
in the market are thanks to the emergence of four 
overarching global trends – urbanisation, technology, 
flexibility and an evolving workforce. Each of these 
factors are important contributors to the development of 
experiential spaces that optimise the way we work.  

Customisation is an important factor in 
the ability of flex providers to engineer 
genuine experiences for Members. 

“Our design is constantly evolving, 
because ultimately, the best workplaces 
are those where we feel most comfortable 
and productive.”
- Todd Liipfert
  TEC, Senior Development Director of Expansion

An Evolving Industry

Creating New Opportunities with Coworking

The influence of urbanisation, technology, flexibility 
and an evolving workforce have seen the demand 
for coworking significantly increase since TEC initially 
introduced dedicated Coworking packages in 2015. 
According to Colliers, 91% of Asia’s top 200 occupiers 
are considering using flexible workspace, indicative of 
the mainstream appeal and opportunities that come 
with a flexible approach. 

Coworking Revenue at TEC

2015 2018

6.4MUSD 8.1MUSD

“I think now it’s all about relationships 
– relationships in life and in work, and 
relationships between people and products.”
- Chelsea Perino
  TEC, Managing Director of 
  Global Marketing and Communications

Understanding the importance of 
developing meaningful experiences 
means understanding how online and 
offline initiatives can work together. 

What Defines an Experience?

A study by MPI Outlook for the IMEX Group asked 
respondents to define ‘experiential activities’ in meetings, 
conventions and events. Summarising the responses, 
the overall view and definition was that they are 
“activities that create an opportunity for attendees to 
use many senses and engage in an event while actively 
participating in a ‘hands-on’ way.” From this study, 87% 
of respondents indicated they had seen increased 
demand from clients or colleagues to include more 
experiential activities in their programs. 

Managing Director of Global Marketing and 
Communications for TEC, Chelsea Perino, articulates the 
importance of relationships in developing meaningful 
experiences. “In today’s dynamic environment there’s no 
longer a line between work and life, they are intrinsically 
connected. Similarly, it’s now impossible to separate 
‘communications’ and ‘experience.’”

An experience is something unique and engaging 
and as with experiential marketing strategies, an 
experience helps to build a relationship between an 
organisation or brand and their customers. It is a mutual 
opportunity to learn, a chance to observe and feel, and 
a moment to deliver something genuinely memorable. 
In a contribution by Doug Stevens to Retail Prophet, 
‘experience’ is defined as “digging below the surface 
within each moment to understand the underlying 
customer need and designing the exact combination of 
people, place, product and process to deliver delight in 
that micro-moment.” 

It is becoming increasingly clear that these ‘micro-
moments’ can have long lasting and far reaching 
impacts. According to a JLL report on hotel investment 
outlook for 2019, ‘experience’ is highlighted as one 
of the major emerging trends. Luxury consumers are 
today inclined to seek out unique and meaningful 
experiences with less focus falling on material goods. 
The experience trend is about going a step further, 
delivering one-of-a-kind opportunities that are 
completely unique and truly memorable. 

She continues, “Everything that a person encounters 
when it comes to flexible space, be that a piece of 
furniture, a layout, the façade of a building, the front of 
house staff, the online persona, these all create an overall 
experience which has the potential to build a positive or 
negative relationship.” 

on the tools we use to work and what we expect to find 
in a workplace. These trends continue to evolve and 
change what we visualise when we think of a workspace. 
Given that people are now able to work from almost 
anywhere, a workplace is no longer simply a space to 
accommodate the ‘tools’ of work. They have evolved to 
become the places where people work best.”

He continues, “At TEC, we deliberately design 
and curate our spaces to deliver an unrivalled work 
‘experience’. With a range of functional spaces 
including private offices, huddle booths, barista bars, 
meeting rooms, hot desks and community lounges, our 
Members can change their space throughout the day in 
ways that best suit them. Instead of imposing our idea 
of a workspace, we let our Members choose.”

The Executive Centre, Yintai Centre Tower 2, Chengdu
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Online elements of the Member experience at The 
Executive Centre are a hugely important part of the 
nuanced ecosystem of our flexible workspace experience. 
In 2018 we re-launched a much more sophisticated 
iteration of our app that allows Members to manage 
bookings for space and RSVP to in-centre events.     

Online Experience Matters

Aeron in Action
Why Flexible Workspace Providers Should Embrace Experience 

In January 2019, JLL reported on the trend of retail 
pop-ups as spaces that brands are happy to invest in 
without the expectation of immediate and tangible 
return in the form of sales. “Such spectacles are 
becoming commonplace for shoppers, with retail 
brands across the world creating Instagram-ready rooms 
that focus on wowing the customer and encouraging 
social media posts.” Similarly, the hospitality industry 
continues to implement experiential initiatives by 
introducing innovative technologies to create familiarity 
and reciprocity between spaces and guests. JLL write, 
“Consumers also want to discover their destinations 
through educational or physical adventures, and they 
seek connection to their environments.” 

Why does experience matter, and what does the flexible 
workspace industry have to gain from embracing this 
ideological shift away from space as a purely function 
entity? As we have seen, experiences allow for a more 
holistic understanding of space and are a way to create 
lasting relationships with consumers. Experiences allow 
providers to develop a deeper understanding of the 
actions of users and consumers, and ultimately, are an 

effective tool to create familiarity with products, services 
and new ways of thinking. Expectations about both B2B 
and B2C communications are constantly evolving and 
consumers are increasingly savvy and empowered. 
These interactions are not one-sided as they have 
typically been in the past, but genuine conversation 
needs to show that brands are entities with personalities 
and nuanced points of view. The essence of experience 
is a customer-first approach that provides opportunity for 
education and entertainment. On this point, Ricky Wells, 
Project Director, Development at TEC explains, “We 
ensure functionality and flexibility as the core of 
all new centre designs and developments.”

What TEC Community Initiatives Have You Engaged With in 2018?

“We believe that creating unique and 
immersive workspaces can help our 
Members to attract and retain talent, all 
while increasing their personal productivity 
and ability to connect and collaborate 
across our network.”
- Ricky Wells
  TEC, Project Director, Development 

Humanising Design 

With every centre, we add new elements 
and tweak existing styles to test new 
concepts. Feedback from our network 
is essential to make sure we refine and 
augment that offering for our next space. 

The future of work and workspaces will centre on creating 
new strategies for addressing physical, mental, social, 
intellectual, spiritual, and environmental wellbeing. 
Our centres are designed to create an immediate and 
individualised experience. We view our centres as a direct 
line of communication with our network and these spaces 
need to support and uplift them.

Longstanding TEC collaborator Fiona Hardie of Fiona 
Hardie ID explains, “There’s such a melding of cultures 
working together and it’s such a global concept, this 
idea of working together. I think in designing new 
spaces we are looking at a group of people, how they 
work together and it’s changing how people work, it’s 
evolving throughout APAC.” 

We also introduced an online community forum to 
facilitate communication and collaboration opportunities 
that transcend geography. This year will see new 
updates to our digital offering and a more robust event 
calendar in response to trends we observed in Member 
attendance in 2018. 

2018 TEC Member Survey

The Executive Centre, Enterprises Headquarter Building
Level 19, Xi’An
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The Executive Centre Experience 

The Executive Centre foregrounds the experience 
of Members by developing spaces that can cater to 
different personality types, work styles, industries and 
preferences at the same time. We do not necessarily 
need out Members to know us, but we make sure that 
we know them. With 23,000 Members, 125+ centres 
across Asia Pacific, Australia, China, India and the 

The Aeron Chair by Herman Miller is one of the most 
consistent design elements of The Executive Centre 
and can be found in all 125+centres, at the desk of 
each of our 23,000 Members. With a focus on creating 
a product that was “health-positive, cross-performing, 
inclusively sized and environmentally sensitive” the 
innovative material and form of the chair changed 
popular perceptions of design objects at work. Herman 
Miller is a longstanding TEC design collaborator and 
their deep research and development of the concept 
of the ‘Living Office’ has also informed the evolution of 
our spaces. The Herman Miller whitepaper All Together 
Now: The Importance of Helping People and Place 
Align explores the connection between space and 
utility. “Whether we realize it or not, we’ve all struggled 
to work in a space where the surroundings (the physical 
space itself), furnishings (the chairs and tables), and 
tools (both digital and analog) are out of sync with each 
other and with us.” 

Kellie Eminson | Global Content Editor 
kellie_eminson@executivecentre.com 

Pebble Lee | Global Public Relations Manager 
pebble_lee@executivecentre.com 

Christophe Hance | Development Research Analyst 
christophe_hance@executivecentre.com

Middle East and plans to grow further still, we want 
to use our spaces, products and services to create an 
elevated and genuinely bespoke experience for our 
network. In 2019 we celebrate 25 years of operation, 25 
years marked by continual evolution and innovation. We 
look forward to a future for our industry that continues 
to champion new experiences and ways of working.  

The Executive Centre, Two Chinachem Central, Hong Kong

For more information on the material contained in this report, 
or for information regarding collaborative research opportunities, 
please contact: 

 As part of our undertaking to develop an elevated 
experience for Members, it’s our responsibility to think 
about how we can maximise comfort and performance. 
For example, the high-tech functionality of the Aeron 
means that the spine is supported, and correct 
posture is encouraged, which in turns helps facilitate 
increased productivity.  Collaborating with Herman 
Miller to provide TEC Members with the Aeron Classic 
is an investment in a sustainable and human centred 
approach to wellness. Our Members may not give a lot 
of thought to the impact that something like a chair can 
have on their wellbeing and performance, instead, it is 
our commitment to supporting exceptional experiences 
that mandates the inclusion of these kinds of ‘tools’. 
Every piece of furniture, technological infrastructure and 
design decision is similarly well thought out. The result 
is a seamless experience that optimises the ways our 
Members work.  


