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Checking into  
Regal Classic Luxury
A gold cigar-sized leaden bullet is placed 
in the palm of my hand. ‘Your room key, 
Madame,’ proclaims a polite and dashing 
gentleman. Impractical? Indeed, but this 
classic luxury hotel in Vienna, synony-
mous with the world’s monarchy and 
dignitaries, knows its clientele quite unlike 
any other. The Chief Concierge is himself 
a primary pull for the many repeat guests. 
With more than 20 years’ service in this 
former Prince’s palace-turned-hotel, he 
explains, 
‘The weighted key guarantees face-
to-face interaction with each guest. 
Too heavy to carry, they must stop by 
Concierge to drop off and collect.’ 
It’s a subtle yet potent technique 
employed to organically encourage 

conversation and build rapport. Of such 
simple measures have been borne lifelong 
loyal relationships between guests and 
hotel staff. 
Hotel Imperial in Vienna is not the first 
occasion this month during which I 
experience such an esteemed quality of 
Concierge. A fortnight prior, at the private 
family-owned hotel institution ‘Beau 
Rivage’ in Geneva, Switzerland, Concierge 
prove to be the shining beacon of the 
hotel, acting as the backbone of my trip, 
ensuring each of my (often-demanding) 
requests are met and done so with 
pleasure.  Earlier in the year, I found 
Concierge at the pinnacle of supremacy at 
the Taj Palace hotels in North India. Umaid 
Bhawan Palace & hotel, in which the royal 
family of Jodhpur still reside, lavished me 
in such regal splendour, ensconced within 
the embrace of opulence, I struggled to 
assimilate back into normal life.  

The Art of 
Concierge
By Anisha Shah
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The Concierge Factor
So what do these hotels have in common? 
They share centuries of haut tradition, 
have hosted generations of aristocracy 
and feature a heritage of direct royal 
descent. Such qualities cannot be bought 
or built. These are qualities that, alone, can 
sell out a hotel; elements out of reach of 
the modern luxury counterparts, instantly 
propelling them into a highly desired elite 
league. It is, of course, a category in which 

Europe and India excel, as the forefathers 
of legacy. To this very day, European and 
Indian histoires of aristocracy & royalty 
continue to turn movies into box office 
hits, books into best sellers and theatres a 
land of nostalgic whimsy.

Concept of Concierge
There is great beauty in traditional 
Concierge, immaculately groomed, 
perfectly polite and a wealth of insider 

information. These pristine pillars of 
society are borne of timeless traditions 
of etiquette, grace and courtesy. As 
something of an innate traditionalist, I am 
slightly biased. But for like-minded indi-
viduals and world-travellers preferring 
the midas white-gloved touch, the classic 
luxury hotel market is a niche that’s 
thriving, and one in which traditional 
Concierge plays the leading role. Here, 
in Vienna, it couldn’t possibly be more 
fitting for a former palace. In fact, this is 

much in keeping with the founding roots 
of Concierge, from the days of European 
palaces in the 17th century. 

Role of Concierge
Concierge (French meaning key-keeper) 
not only hold the key to your suite but 
the golden key to create reality of any 
whimsy. At this level, they have the power 
of the city and country at their fingertips. 
This is invaluable in maintaining the 

Umaid Bhawan Palace & Hotel, Jodhpur Beau-Rivage, Genève
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bespoke, tailored & personal touch so key 
to success in this category. However, it is 
not exclusive to classic grand properties. In 
my 3 decades of travelling to 50+ countries, 
from Beirut to Barbados, Kerala to Kuwait, 
Seychelles to Singapore and experiencing 
‘Luxury’ properties of every style, from a 
pristine beach villa in rural Indonesia to a 
converted Orient Express monastery in Peru 
to the world’s first 6* iconic Burj Al Arab in 
Dubai, Concierge has come to me in many a 
tailored format. Right across the globe, the 
concept of Concierge is adapted to the style 
of residence. My personal preferences, the 
intimate & luxuriant 5* deluxe beach prop-
erties, such as Cotton House in Mustique, 
Huvafen Fushi in the Maldives and the 6* 
Al Husn at Shangri-La in Oman are destina-
tions I’d return to time again, primarily for 
their private butler concept. An equally 
non-negotiable requirement is their absolute 
control over privacy and paparazzi-free ease. 
They win over discerning guests by offering 
the utmost in discrete service through that 
one familiar face, whilst retaining an uncom-
promising stance on security and seclusion. 
This entirely tailored notion of personalisa-
tion direct to my villa door harks back to 
the same timeless traditions of fine living as 
traditional Concierge. 

What is ‘Grand Classic 
Luxury’ in a Hotel?
Whilst some luxury hotels boast a celebrity 
clientele, the guest lists at ultra-luxury and 
historical properties may feature royalty of 
the world. Here in Vienna, named one of the 
‘Best Hotels In The World,’ The Imperial boasts 
a formidable list of royalty including Queen 
Elizabeth II, Charles and Diana, Indira Gandhi, 
Bill Clinton, George Bush, and Jacques Chirac 
to name but a few. Calling such properties 
‘hotels’ is almost an injustice. They’re age-old 
traditions and iconic landmarks. 

With a penchant for luxury hotels, I’m 
often bowled over. But every so often, I 
enter a property and am swept off my feet. 
When I’m stopped still in my tracks, breath 
momentarily stolen and electrocuted with 
sheer excitement, I know I’ve walked into 
something extra-special. That momentous 
moment is ultra-grand classic luxury to me.  

Guest Opinions
For hotels that fall into this ranking, tradi-
tional Concierge service is a prime allure to 
guests. In Vienna, repeat visitors, enticed 
by new productions and exhibitions such 
as Gustav Klimt’s 150 years at Belvedere 
Palace, frequent the same hotels. They boast 
the luxury of time to savour a very select 
choice of upmarket activities, sample the 
grandest and best-renowned restaurants, 
and claim the financial ease to take up 
residency in only the finest hotels. Butlers, 
maids and sumptuous embellishments 
are home from home. These guests rely on 
Concierge to fulfil their ambitions upon each 
visit. Concierge must not fail. This is key. 
Delivering last-minute requests, meeting late 
demands and satisfying the most specific 
requirements where only the best will do, is 
part of the service; be it seats at the Opera or 
purchasing a German shepherd puppy from 
a reputable breeder abroad! (The latter was a 
serious request that was actually met.)
Any hotel Concierge that can make this reality, 
time and again, is rewarded with the highest 
honour in hospitality, the loyalty of guests. 

The Faces Behind 
Concierge
Keen to learn about the people behind this 
clockwork team of computerised efficiency, 
I interview the Chief Concierge at my hotel 
in Vienna. Mr Moser grew up in a family of 
hoteliers. With parents who owned a hotel, 

the industry is unwittingly infused in his 
lifeblood from early age. As a personality, 
he’s a self-confessed aficionado of the arts, 
visiting Vienna’s theatres and exhibitions 
weekly. Guests rely solely on his specific 
knowledge, opinion and contacts to book 
shows. Vienna’s theatres are undergoing an 
evolution, with an influx of nouveau modern 
styles. Some of his guests, he knows, would 
not be partial to that. Thus, he must remain a 
fount of knowledge whilst keeping particular 
guest preferences in mind. 
Another point to consider is the duty of care 
or dedication to the role. What makes a good 
Concierge outstanding? In today’s global 
24-hour era, particularly in the hospitality 
industry, the demands are never-ending. 
Chief Concierge is on call every hour of the 
day. He accepts that and delights in it. More 
than a job, it’s a way of life. Mr Moser fondly 
recalls an occasion when a guest decided 
at midnight that he’d like a bicycle early the 
following morning to ride into work. Unable 
to find a solution at that late hour, he rode 
his own bike into work at 5am, to hand over 
to the guest, for his early start. Such dedica-
tion can only come with fierce pride in the 
role and passion in his position. Yet at the 
same time, he remains modest. You are ‘Chief 
Concierge’ I exclaim. He modestly replies, ‘we 
are all of the same level and we all do the 
same job. I merely have a little more experi-
ence.’ 40 years of industry experience.

Evolution Of Concierge
Concierge, the word, conjures up images 
of the grandeur of yester-year. The role has 
indeed evolved drastically. In the past four 
decades, the entire logistics have trans-
formed. So what place, if any, does tradi-
tional Concierge have in today’s digital age?
Back then, letters would be sent to hotel 
Concierge months in advance of a guest 
arriving. The letter would detail specific 

requirements. Concierge, confirming the 
requests, would duly respond. Fast-forward 
40 years and, today, we can e-mail, Tweet, 
Facebook or even Skype a hotel. The lines of 
communication are boundless. So how does 
traditional Concierge fit into this? 
The priority of hotels lies in knowing their 
specific market. At Vienna’s Imperial hotel, 
Concierge is expected to be traditional. In 
a newer modern luxury counterpart, whilst 
Concierge must be prompt and able, famili-
arity is of less importance and the years of 
individual service aren’t expected. Efficiency 
is paramount here. The requests are different, 
interests differ; as do the age ranges and 
occupations of guests. 
Many modern luxury hotels outsource 
Concierge to a contractor. This is increas-
ingly common. But, in classic luxury hotels, 
I specifically seek out those with old-
fashioned Concierge with long-standing 
members of the team. This is a pre-requisite 
and determining factor in my hotel selection, 
knowing full well the difference this makes 
to my trip. Fellow guests with whom I’ve 
conversed all over the world have expressed 
a favourable consensus towards traditional 
Concierge in classic luxury hotels. They can 
be costly, however, often adding a steep 
surcharge to all reservations. Ultimately, 
the type of travel determines the decisions 
of many. Adventure, business or short trips 
have different needs to pleasure, luxury or 
occasion travel.   
Taking it a step further, nowadays, for a set 
fee one can become a member of an interna-
tional Concierge ‘VIP’ service, through which 
assistance of any kind is at one’s disposal 
around the clock. For the business traveller, 
this option can be appealing. The merits are 
clear, as tasks will be undertaken. However 
face-to-face interaction, which has become 
a highly undervalued and almost nostalgic 
notion, still remains high priority for many as 
online services fast lose their shine.
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From Print to Digital
On a day-to-day basis, the functions of 
Concierge have been revolutionised. Mr 
Moser fondly reminisces on the nostalgia 
of his days at The Dorchester in London. 
Decades ago it was arguably at its height 
of grandeur and elegance, for which it 
remains esteemed. He describes the lavish 
balls, floating gowns, royalty and aristoc-
racy. Now, he describes being overloaded 
with paperwork; ironic in this digital age. 
And on occasion, Mr Moser tells me, with 
the Internet and information available so 
widely about every avenue and alleyway of 
his city, his guests may display more knowl-
edge about a particular aspect than does 
he. In this instance, he confesses his trade 
secrets; honesty and willingness; honesty in 
admitting little knowledge and willingness 
to research quickly to become a master.  
I like this. This is admirable. And in fact, he 

teaches me that such a skill is useful in life 
generally.  I couldn’t agree more.

Concierge in the Classic 
Luxury Market
This Vienna trip is my first taste of solo 
travel. To date, I’ve traversed many thou-
sands of miles of all terrain right across 
the globe; always accompanied. Staying 
in luxuriant surroundings with accessible 
Concierge who are always on hand and 
pleased to assist, only makes this experi-
ence more invaluable. And it’s a luxury 
that proves inimitably enriching for the 
uber-luxury hotel market. For classic 
luxury hotels of any style, cutting corners 
on Concierge could spell the difference 
between a source of regular guests and a 
high turnover. I know which I prefer, both as 
a visitor and hotel insider!

A Niche World by Anisha Shah
Anisha Shah is a multi-talented, multi-lingual & multicultural award-
winning Broadcast Journalist. Having worked with the BBC for 5 years, she 
was most recently seen on TV screens reporting on athletes in the London 
2012 Olympic Games. Her innate affinity to new people, cultures and lands 
has seen her traverse vast terrain, from developing countries and emerging 
destinations to luxuriant tropics. With a fierce interest in conflict zones, 
stemming from her childhood dream of being a war reporter, as well as a 

passionate penchant for luxury hotels and properties globally, as a keen investor, her travels 
provide unique insights into rare destinations, cultures and lifestyles. 

She is now a highly motivated Travel Journalist planning an intensive whirlwind 2013-year, 
launching with Burma, Namibia, Ethiopia, Belize, Nicaragua and Sri Lanka. Her by-line has 
graced the pages of many esteemed international publications and she has a reputation as 
‘The Hotel Insider’. 

You can follow her real-time adventures on her blog ‘A Niche World’ at www.ani-shah.com and 
on Twitter at twitter.com/anishahbbc
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Mr Moser, Chief Concierge, Hotel Imperial, Vienna

Concierge Desk, Hotel Imperial, Vienna
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