
Uniting an 
association &  
a brand around 
what makes  
them different
The Relais & Châteaux Story
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Started in 1952 with six establishments on the road from Paris to Nice, Relais & Châteaux 
has grown into a collection of 525 of the world’s finest restaurants and hotels, each of them 
completely independent and utterly unique. Behind each of these exquisite properties are 
the equally unique members of the association — chefs, hoteliers and hosts who have a 
deep passion for hospitality and the simple art of living well.

The Back 
Throughout its history, the Relais & Châteaux brand had always taken a back seat to the 
individual brands of the member properties and of the members themselves, some of 
whom are the most celebrated chefs and hoteliers in the world. There was a reason that 
Relais & Châteaux attracted these unique, dedicated, award-winning individuals, and there 
was a deep bond that held them together, yet no one had been able explain what that was: 
to their guests, their staff, the media, the world.

Relais & Châteaux knew that to move towards a brighter future, it needed to fully uncover, 
define and share its brand story, and in doing so strengthen its ability to use that brand 
to further unite its members, attract guests and drive reservations to properties. Relais & 
Châteaux also needed to use their brand story as a springboard for new strategies, plans 
and activities, using thought, word and deed to carve out a differentiated position for itself 
in the complex and crowded world of hospitality.

“What do the world’s finest chefs, hoteliers and hosts have in common?”



Developed and facilitated 
by members of the BB&Co 
team while they were still 
at Envisioning+ Storytelling 
(E+S), the session, held at a 
Relais & Châteaux property in 
Berkshire England, included 
executives and board 
members of the association, 
representation from their 
new ad agency Y&R, and key 
strategic partners such as 
American Express, Lancel and 
Moët & Chandon. Relevant 
experts were also recruited, 
such as the CEO of Butterfield 
& Robinson, the CEO of 
Expedia France and celebrated 
Irish poet John O’Donahue, 
who had just published his 
book On Beauty. 

Staying at a Relais & Châteaux property, we all experienced, first-hand, the hospitality 
and gastronomy that a million guests worldwide are able to enjoy each year.  Over two 
full days, 21 people explored, played with and interpreted the aspects of the Relais 
& Châteaux brand that make it unique and meaningful. In addition, we collectively 
identified the philosophical elements that define and drive the brand and its members. 
In doing so we were able to create a deeply authentic statement as to what makes the 
brand so cherished by its members and guests. 

ENVISIONING SESSION       MAY 23RD & 24TH, 2007       NEWBURY, UK

RELAIS & CHATEAUX

“If you have an apple, and I have an 
apple, and we exchange them, then we 
each have one apple.  But if you have an 
idea, and I have an idea, and we 
exchange them, then we both have two 
ideas.”

GEORGE BERNARD SHAW
Playwright

What business are you really in?  

What is the difference you make in the 
lives of your guests?  What is the 
difference you make in the world? What 
higher purpose drives your efforts?

Think beyond the association serving its 
members.  Think to the end customer.  

EXPLORATION QUESTION

Uncovering 
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StoryFinding is a collaborative process that leverages the collective brainpower and 
experience of organizational leaders, trusted partners and relevant experts to help 
an organization define its brand, set a vision for their future and tackle key strategic 
challenges and opportunities. The outcome is a rich articulation of your brand’s 
strategic story—e.g. what distinguishes it, the higher purpose that drives it, where 
it’s going and why it should go there—which serves to align, focus and inspire your 
extended team and guide you as you navigate towards your future.

It begins by bringing the 
right people together

The space and time to uncover the true, defining purpose



Following this Envisioning 
session, we developed the 
Brand Storyline. This rich 
document articulates the 
key elements of the Relais 
& Châteaux brand story, 
serving as an enduring and 
comprehensive resource and 
“ultimate brand brief” for 
key staff, strategic partners 
and suppliers, such as 
their advertising agency. 

Uncovering 
In this document we defined 
the Five Ideals of Spirit for 
Relais & Châteaux, which 
capture the common beliefs 
shared by all members. We 
also captured the Five Unique 
Guest Experiences inspired by 
those Ideals, which clients can 
recognize and expect when 
travelling throughout the 
world of Relais & Châteaux.
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The internal rallying cry

A story as unique as the brand itself

From this session and Brand 
Storyline came the key 
realization that Relais & 
Châteaux is much more than 
just a collection of the world’s 
finest hotels and restaurants. 
Rather, it’s a fellowship of 
the world’s finest hoteliers, 
chefs, restaurateurs, each of 
them utterly unique, but all of 
them united by shared beliefs, 
passions and an approach to 
hospitality. “United by what 
makes us different” became 
their internal rallying cry, 
capturing their cherished and 
shared distinctiveness.



You As Storyteller

QUESTION: 

Share three examples of how your 
personal story, or the story of your 
property can link to the Relais & 
Châteaux story.

The BB&Co team played a key role in presenting 
the brand story to the members of Relais and 
Châteaux as they came together in Washington 
D.C. for their annual conference. When we 
presented the story first-hand, to the members 
from around the world who would own it, they 
recognized themselves in the story, and voted 
unanimously to adopt it. 

We also conducted 
StorySharing Workshops in 
English and French at the 
Washington D.C. Congress. 
Members were able to 
participate in breakout 
sessions to work through and 
with the elements of the story 
and determine how they could 
link those story elements 
to the brand stories of their 
own properties. Throughout 
the following year, through 
additional StorySharing 
workshops, we were able to 
further entrench the story with 
members and their senior staff.

beauté découverte héritage passion decu 
personalité respect singularité bienvenue 
beauté découverte héritage passion per-
personalité respect bienvenue singularité 
beauty discovery heritage passion personality 
respect uniqueness welcome beauty discovery 
heritage passion personality respect 
uniqueness welcome beauty discovery heritage 
passion personality respect uniqueness 
welcome beauty discovery heritage passion 
personality respect uniqueness welcome 
beauty discovery 

beauté 

découverte 

héritage 

passion 

personalité 

singularité 

bienvenue 

passion respect 
welcome 

beauty uniqueness 
personality 

discovery 

Linking to the
Relais & Châteaux Ideals
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Our Ideals. Our Spirit. Our Story. 

Nos Idéaux. Notre Esprit. Notre Histoire. 

Telling 
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StorySharing helps organizational leaders pull key audiences into their newly 
defined brand story and to ensure it resonates with them. Our process uses various 
tools and techniques to engage employees, tapping into their spirit so they see 
themselves in the brand story and understand how they can live it. Through 
StorySharing, we provide a range of creative services such as brand identities, keynote 
addresses, foundational print pieces, corporate films, StorySharing workshops and 
more…all designed to ensure your brand story lives in the hearts and minds of those 
needed to bring it to life.

Telling the story to all members

Connecting the dots



Bill Baker and the creative team at E+S captured the brand 
story in two oversized print pieces that weaved the story’s 
distinctive language with the brand’s evocative imagery. 
These two stunning publications were developed for distinct 
audiences — those inside their association (members and 
their staff); and those outside their fellowship (media, 
partners and guests).

Chalet d’Adrien   Brigitte de gastines-CaChart et eriC CaChart, Brigitte de turCkheim   Waldhotel Fletschhorn   Charlie neumüller, markus neff, 

maren müller   Les Sources des Alpes   mr fausto rusCa, georges & Paola konstantinidis-masCiulli   Castello del Sole   simon V. Jenny   Hotel Giardino   
mr furrer, PhiliPPe frutiger   Villa Principe Leopoldo & Residence   reto stökenius   Restaurant Jöhri’s Talvo   roland et Brigitte Jöhri, rené dittriCh   
Hotel Walther   famille Walther, thomas & anne-rose Walther   Hotel Paradies   famille rahe, mme BamBaCh, Boris BeneCke   Schlosshotel Chastè   
daniela & rudolf Pazeller   Walserhof   armin & Corina amrein-Juon   Parkhotel Sonnenhof   famille real, huBertus real   Hotel Stadt Hamburg   
harald hentzsChel, Bernd knoChenhauer   Hotel Abtei   Petra et fritz lay, mme andrea seyfried   Burg Schlitz   mathias stinnes, helmuth mahnkoPf   
Gutshaus Stolpe   kurt et Jutta stürken, miChael Von metzger et Carola mann   Hotel Bayrisches Haus   karl dürBeCk et gertrud sChmaCk, alexander 

dressel   Bülow Residenz   horst und monika BüloW, ralf J. kutzner   Hardenberg Burghotel   Carl graf Von hardenBerg, georg rosentreter   
Landhaus “Zu den Rothen Forellen”   reinhard und heidmarie Prause   Schlosshotel Lerbach   thomas h. althoff, mr. Benedikt JosChke, nils henkel   
Hotel Hohenhaus   mr ganske, hannes horsCh   Hotel Jagdhof Glashütte   edmund dornhöfer, silVia BuCCholz- lafer, thomas kahl et Johann lafer   
Burg Schwarzenstein   famille grossmann, miChael et stePhanie teigelkamP   Restaurant Amador   Juan amador & eriC Beuerle, ViCtoria amador   
Hotel Burg Wernberg   famille Conrad, ralf o. leidner, thomas kellerman   Wald und Schlosshotel Friedrichsruhe   lothar eiermann et Werner fuChss   
Villa Hammerschmiede   famille norBert sChWalBe, eriC griese & anette sChWalBe   Hotel Bareiss   hermann Bareiss, Claus-Peter lumPP   Restaurant 
Schwarzwaldstube   heiner finkBeiner, ansgar fisCher, harald Wohlfahrt   Hotel Dollenberg   meinrad sChmiederer   Hotel Schwarzmatt   famille 

mast-Bareiss   Schwarzwald - Hotel Adler   famille zumkeller, Windfried zumkeller   Villino   sonJa & reiner fisCher   Residenz Heinz Winkler   
gästehaus erfort, klaus erfort   Gasthof Post   famille moosBrugger   Singer Sporthotel & Spa   florian singer   Top Hotel Hochgurgl   famille 

sCheiBer, daniel Vogler   Schlosshotel Igls   famille BeCk, stePhan BeCk   Hotel Jagdhof & Spa   armin PfurtsCheller, thomas fresser   Tennerhof   
mag. luigi Von Pasquali, theo muntigl   Hotel Hubertus   Johanna et dietmar maier   Hotel Schloss Dürnstein   Johann & rosemarie thiery, Johannes 

C.thiery   Mörwald “Kloster Und”   toni mörWald   Hanner, Heinz Hanner   Brigitta lashofer   Palais Coburg Residenz   Jan hendriCk Van dillen, 

Christian Petz   Steirereck im Stadpark   famille reitBauer, heinz reitBauer   Taubenkobel   Walter eselBöCk, famille eselBöCk   Hotel Schloss Seefels   
egon hauPt   Kendov Dvorec   iVi sVetlik   Hotel Copernicus   famille likus, Joanna Wilgierz   Stikliai Hotel   romualdas zakareViCius et aleksandras 

et ana CiuPiJ, alfreda mikulskiene   Falsled Kro   famille grønlykke, Per hallundBaek et randi sChmidt   Kong Hans Kaelder   famille gronlykke, 

thomas rode andersen   Restaurant Bagatelle   Christen sVeaas et eyVind hellstrøm   Engo Gard   harald andersen et nina felling   Le Gavroche   
miChel roux Jr. et alBert roux   The Fat Duck   heston Blumenthal   The Waterside Inn   miChel et alain roux, diego masCiaga   Le Manoir aux Quat’ 
Saisons   raymond BlanC, tom leWis et gary Jones   The Vineyard at Stockcross   sir Peter miChael, andreW mCenzie, John CamPBell   Gravetye Manor   
andreW russell & mark t. raffan, laurent godard   Amberley Castle   lord andreW daVis, oliVer smith   Chewton Glen   ian liVingstone, andreW 

stemBridge   Summer Lodge   BéatriCe tollman, Charles lotter   Gidleigh Park   andreW and Christina BroWnsWord, sue Williams, miChael Caines 

mBe   Longueville Manor   malCom leWis, Pedro Bento   Lucknam Park   harry murray mBe   Whatley Manor   alix & Christian landolt, Peter egli   
Mallory Court   sir Peter rigBy, mark e. ChamBers   Buckland Manor   lord andreW daVis, nigel PoWer   Lower Slaughter Manor   lord andreW daVis, 

andreW thomason   Hambleton Hall   tim et stefa hart, Chris hurst   Ynyshir Hall   lord andreW daVis, Joan reen   Gilpin Lodge Country House Hotel   
famille Cunliffe   Sharrow Bay Country House   lord andreW daVis, andreW king   Farlam Hall   familles quinion et steVenson   Glenapp Castle   
graham et fay CoWan et John orr   Inverlochy Castle   Chai king Chong, mr Calum milne   Hotel Airds   shaun & Jenny mCkiVragan, roBert mCkay   
Kinloch House   famille allen, graeme allen   Kinnaird   ConstanCe Cluett Ward, James Payne   Sheen Falls Lodge   Bent hoyer, alan CamPBell   
Marlfield House   mary et ray BoWe, margaret et laura BoWe   Hotel Hermitage   famille neyroz, Corrado neyroz   Hotel Bellevue   famille 

Jeantet-roullet   Al Sorriso   angelo Valazza et luisa marelli Valazza   Il Sole di Ranco   famille BroVelli, andrea BroVelli et daVide BroVelli   
Antica Osteria del Ponte   famille santin, renata santin, ezio santin   Da Vittorio, Famille Cerea   franCesCo et rossella Cerea, enriCo-roBerto Cerea   
L’Albereta et Restaurant Gualtiero Marchesi   Carmen moretti de rosa, matteo Confalonieri   Villa Fiordaliso   rosa tosetti Pollini, max tosetti   Hotel 
Villa del Quar   famille montresor, eVelina aCamPora, Bruno BarBieri   Hotel Castel Fragsburg   renate & alexander ortner   Hotel Gardena 
Grödnerhof   hugo & Cinzia Bernardi   Hotel & Spa Rosa Alpina   famille Pizzinini, norBert niederkofler   Villa Abbazia   famille zanon de marChi   
Ristorante Le Calandre   famille alaJmo, raffaele et massimiliano alaJmo   Dal Pescatore Santini   famille santini, nadia et gioVanni santini   La 
Meridiana   famille segre, edmondo et alessandra segre   Relais San Maurizio   nadia finelli   Hotel Duchessa Isabella   eVelina Bonzagni   Restaurant 
Enoteca Pinchiorri   giorgio PinChiorri et annie féolde, alessandro tomBerli, italo Bassi et riCCardo monCo   Villa La Vedetta   aldo grassi, samuel 

PorreCa   Il Bottaccio di Montignoso   elio d’anna, sossio mosCa   Hotel La Collegiata   guido serio et franCo guidantoni, silVia Perko   Hotel Certosa 
di Maggiano   anna reCordati, anna Claudia grossi   Arnolfo Ristorante   ga etano troVato   Hotel Relais Borgo San Felice   alessandro maraChionne, 

Cinzia fanCiulli   Relais Il Falconiere   famille BaraCChi   Caino   famille meniChetti, maurizio meniChetti et nada Carletti, Valeria PiCCini et andrea 

meniChetti   Gallia Palace Hotel   famille gallia-ansaldi, luCiano Bonfanti   Hotel Cala del Porto   roBerto Polito, alessandro fiChera   Il Pellicano   
roBerto sCio, franCesCa tozzi   Parkhotel Villa Grazioli   famille CeriBelli, franCesCo CeriBelli   La Posta Vecchia   roBert sCio, danilo guerrini   Don 
Alfonso 1890   famille iaCCarino, mario, alfonso et ernesto iaCCarino   Il San Pietro di Positano   Virginia attanasio Cinque, Vito Cinque   Hotel Caesar 
Augustus   famille signorini, Paolo signorini et giamPaolo Padula   Grand Hotel San Pietro Taormina   famille de luCa, Piero Benigni   Il Melograno   
famille guerra, Camillo et roBerta guerra   Casa Velha do Palheiro   famille Blandy, Celeste ringertz   Casa da Calçada   famille mota, antonio 

aguiar BranCo   Hotel Quinta das Lagrimas   José-miguel alarCão JúdiCe, teresa loPes   Fortaleza do Guincho   Petra sauer   Vila Monte Resort   famille 

alarCão JúdiCe, mario stromP morais   Restaurante Atrio   toño Perez & José antonio Polo Criado   Valdepalacios   diego resusta   Hotel Orfila   
famille garCía, VeróniCa garCía Castelo   Restaurante Santceloni   santi santamaria, aBel ValVerde et osCar VelasCo   Hotel San Román de Escalante   
famille fernández, ruBen fernandez   Restaurante Akelare   Pedro suBiJana reza   Restaurante Martin Berasategui   martin Berasategui   Restaurante 
Arzak   Juan-mari arzak et maite esPina, elena arzak   Hotel el Peregrino   angelo CamBero, ruBen CamBero   El Castell de Ciutat   famille táPies, Jaume 

CasanoVas   Torre del Remei   José maria Boix et loles Vidal de Boix   Mas de Torrent Hotel & Spa   famille figueras, xaVier roCas et Vikky Benito   
Restaurant Carme Ruscalleda - Sant Pau   Carme rusCalleda et toni Balam, toni Balam   Can Fabes   santi et Àngels santamaria, santi santamaria   
Restaurant Neichel   eVelyn et Jean-louis neiChel   La Torre del Visco   Piers dutton et Jemma markham   Mas de Canicattí   maria angeles fuertes 

lloPis et sara CalaBrese fuertes   Hotel Montiboli   José maria CaBallé, manuel garCia   Son Brull Hotel & Spa   famille suau, alexandre et miquel 

suau   Read’s   mr ViVian read, famille read et marC fosh   Valldemossa Hotel Restaurant   famille ComPany reBagliatti, luCila siquier   Imaret   anna 

tzouma missirian   Spondi   aPostolos trastelis, eVriPidis aPostolidis et Christian Potelle, arnaud Bignon   Elounda Mare Hotel   famille sPyros 

kokotos, harry maranghides   La Maltese Estate   niCholas Balos   Kirini   nikos Pagonis, ria salmata   Zannos Melathron Hotel   P. Paleologos, 

Vladimir merenkoV   Ada Hotel   Vedat semiz, esra e. kiral   The Xara Palace   famille zammit-taBona, Justin zammit-taBona   Hotel Albergo   a.aBela, 

Jihane khairallah sakr   Mizpe-Hayamim   sammy Chazan, yair shaleV, hiCham hraid-roChette   La Villa des Orangers   Véronique et PasCal BehereC, 

Jean-Paul ComPagnon   Dar Ahlam   thierry teyssier, Jean-luC lalanne   L’Heure Bleue Palais & Spa   famille azoulay, isaBelle niClot   Singita Grumeti 
Reserves   noel Cameron   Singita Pamushana   Jason turner   Londolozi Private Game Reserve   daVid et shan Varty, Chris kane-Bergam   Singita Ebony 
and Boulders   luke Bailes, mark Witney   Singita Lebombo & Sweni   luke Bailes, Jason trolliP   Cybele Forest Lodge and Health Spa   ruPert et 

BarBara Jeffries, stePhan Vlaanderen   The Marine Hermanus   liz mCgrath, Jo massie   The Plettenberg   liz mCgrath, lisa knight   Hunter’s Country 
House   famille hunter, inge Johansen   Tsala Treetop Lodge   famille hunter, sandy Bohnen   Kurland, Peter Behr   Jonathan lithgoW   Gorah 
Elephant Camp   famille hunter, malColm PeaCoCk   Marataba Safari Company   famille hunter, Brenda Boyle   Kwandwe Private Game Reserve   Carl 

desantis et erika steWart, ms danel Van zyl   Hotel Izulu   oWen & JaCkie Williams, keith maCViCar   Le Quartier Français   susan huxter, riChard et 

Pauline friedman, linda Coltart, margot Janse   Grande Roche   hans georg allgaier, garnet C. Basson, franke zlomke   The Cellars-Hohenort Hotel   
liz mCgrath, Clayton hoWard   Ellerman House   Paul harris, timothy d. Cumming   Bushmans Kloof Wilderness Reserve and Retreat   famille tollman, 

nelson rodrigues   Tswalu Kalahari Reserve   famille oPPenheimer, gus Van dyk   Hotel Heinitzburg   famille raith, Beate et tiBor raith   Château de 
Feuilles   CédriC morel   Le Lemuria Resort of Praslin   PatriCe Binet-deCamPs, PhiliPPe guitton   Le Prince Maurice   PatriCe Binet-deCamPs, VinCent 

Bergmann   Anjajavy l’Hôtel   dominique Prat, daniel Peters   Hôtel de Mikuni   kiyomi mikuni, hiroaki oshikiri   Restaurant Hiramatsu, Hiroyuki 
Hiramatsu   takaya Jinnai   Restaurant Sant Pau   yuJi shimoyama, yorishige yamasaki et rie yasui, Carme rusCalleda et Jérome quilBeuf   Château 
Restaurant Joël Robuchon   mr hidenori asano, mr ken matsui, Joël roBuChon et alain Verzerolli   Enoteca Pinchiorri Tokyo   Hideaki Sakama   
toshikazu-tsuJi   Kanetanaka   shingo okazoe   La Bécasse   yoshinori shiBuya   Gôra Kadan   miWako fuJimoto, yuJi fuJimoto   Hotel Anaga   sadao 

lue, yuiChiro yamaWaki   Horai   seiyu furutani, ryozo tayama   Seiryuso   hideo tanaka, aki tanaka   Asaba   aiko asaBa, kazuhide asaBa   Family Li 
Imperial Cuisine   steVen Wang, iVan li   Hotel of Modern Art – Lotus   mr guang tsann tsao   Phuket Pavilions   Gordon Oldham   doeke Bonga   The 
Eugenia   mr yu-Ching yeh   The Rachamankha   mr rooJ Changtrakul, loha-hudom ChooChart   Heritage Suites Hotel   Pierre ader & didier faraud, 

faBriCe Pinault   Bali Pavilions   gordon oldham, mrs ilsoon kang   Matahari Beach Resort & Spa   ParWathi et magnus BauCh, Jany-miChel fourré   
Japamala Resort   federiCo asaro   Tamarind Springs Restaurant   federiCo asaro, som khuan Wandee   Le Taha’a - Island Resort & Spa   françois 

laustriat   Kauri Cliffs   Josie et Julian roBertson, kerry molloy   Whare Kea Lodge & Chalet   martyn myer, Pam simPson   Tetsuya’s   tetsuya 

Wakuda, Jerry Jones   Jonah’s   mr iain s. gray & mr Peter montgomery, sean Byrne   Chateau Yering   len milner, sue o’Brien   Kingsbrae Arms   harry 

ChanCey et daVid oxford   La Pinsonnière   famille authier, Valérie andrée authier   Restaurant Initiale   rolande leClerC & yVan leBrun, rolande 

leClerC   Auberge Saint-Antoine   famille PriCe, daVid mounteer   Manoir Hovey   stePhen & kathryn stafford, Jason stafford   Les Trois Tilleuls & 
Spa   miChel auBriot   Restaurant Toqué!   Christine lamarChe & normand laPrise   Hôtel & Spa L’Eau à la Bouche   Pierre audette & anne desJardins, 

emmanuel et anne desJardins   Inn at Manitou   sheila Wise et Jordanna Wise liPson   Langdon Hall Country House Hotel & Spa   familles Beaton et 

Bennett, Jill mCgoey, Jonathan gushue   Post Hotel & Spa   andré et georges sChWarz, geoffrey Booth   Little Beaver Creek Ranch   alex h. sChütz   

Telling 
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Les rituels profonds et 
néanmoins familiers de 
l’hôtellerie peuvent éveiller les 
sens et nous faire pleinement 
apprécier un endroit et les 
individus qui nous entourent. 
Chaque moment ordinaire peut 
être célébré. Mais chaque détail 
du service et de l’environnement 
doit être cohérent pour former 
un ensemble harmonieux.

Membres et clients de Relais & 
Châteaux s’inscrivent dans la 
tradition de la fête. Nos relais 
sont les endroits idéaux pour 
célébrer ces jalons importants de 
notre vie : baptêmes, fiançailles, 
lunes de miel, anniversaires, 
réunions de famille. Et pour 
cette même raison, nos endroits 
sont parfaits pour transformer 
n’importe quelle journée en une 
journée inoubliable.

un tel hommage aux sens exige 
un goût élaboré, une attention 
soignée portée aux détails et 
une aptitude particulière à 
orchestrer tous ces éléments 
pour en faire un évènement 

the deep yet familiar rituals of 

hospitality can awaken the senses 

and bring our full awareness to a 

place and to our companions. any 

ordinary moment can become a 

celebration. But every detail of 

service and the environment must 

be aligned to a single harmonious 

expression. 

Members and guests of relais 

& châteaux are rooted in 

celebration. ours are among 

the most perfect places for 

celebrating those significant 

milestones in life: christenings, 

engagements, honeymoons, 

anniversaries, birthdays, reunions. 

and for exactly the same reasons, 

ours are the perfect places to turn 

any day into a day to remember.

a celebration of the senses 

requires a comprehensive sense 

of taste, a careful attention to 

detail, and a remarkable ability 

to orchestrate all elements into a 

fully-realized experience. this is the 

ideal of Harmony. it is more than 

fashionable touches, vivid tastes 

and elegant impressions; it is the 

way all senses, all impressions 

and all activities combine to 

create a flawless representation 

of the character and personality 

of a property and its proprietor. 

this carefully choreographed 

parfaitement réussi. Tel est 
l’idéal des moments d’harmonie 
qui va bien au-delà de choix 
à la mode, de goûts tendance 
ou d’impressions élégantes ; 
c’est la manière dont tous les 
sens, les impressions et les 
activités s’assemblent pour faire 
fidèlement écho au caractère et 
à la personnalité d’une propriété 
et de son propriétaire. Cette 
combinaison soigneusement 
chorégraphiée de qualité et 
d’esprit, d’éléments  tangibles 
et intangibles, convient aux 
occasions les plus spéciales 
de l’existence, et transforme 
toute occasion en célébration. 
Lorsque les individus, les lieux 
et les intentions s’harmonisent, 
les clients se voient offrir la 
possibilité précieuse de se 
détendre, et d’être pleinement à 
l’écoute de leurs sens et de leurs 
émotions. Chaque détail est si 
soigneusement pris en compte 
que la tension se relâche, 
nous permettant de savourer 
pleinement l’assaisonnement 
d’un plat, le tanin du vin, la 
fragrance d’une roseraie.

combination of Quality and spirit 

– of tangible and intangible 

ingredients – suits life’s most 

special occasions and turns any 

occasion into a celebration. When 

people and place and purpose are 

in alignment, guests are offered 

the precious opportunity to relax, 

to pay attention, and to engage 

their own senses and emotions 

in the moment. each detail is so 

carefully delivered that cares fall 

away, allowing one to fully savour 

the seasonings of the meal, the 

tannin of the wine, the aroma of 

the rose garden. 

By committing each moment to 

establishing and maintaining the 

ideal of Harmony, members are 

able to maintain and enhance a 

level of service and quality that 

appears effortless, spontaneous 

and yet magical. this is the 

experience of a Celebration of 

the Senses, and it combines with 

personal generosity to mark 

relais & chateaux not only as the 

place to come to celebrate the 

milestones of life, but also the 

place to return to when life calls 

for a tonic. time spent at a relais & 

châteaux property should remind 

our guests of the rich banquet 

that is this life, and act as an 

inspiration to feast at this 

Notre Célébration 
des Sens

our celeBration oF the senses

momEnts 
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Films to capture  
hearts and minds

An enduring story to hold in your hands

Two brand films were also 
developed and produced. 
“The Soul of the Innkeeper”, 
a 12-minute piece, is used 
for internal purposes, 
orientating new members 
and their staff, helping 
everyone understand the 
ideological underpinnings 
that shape the brand and 
the association. The “World 
of Experiences” is a shorter 
film used at openings and 
press events. It speaks more 
an external audience of 
customers and media and 
celebrates the Five Unique 
Guest Experiences that 
Relais & Châteaux offers 
around the world.



The Brand Storyline served as a 
springboard for a new global advertising 
campaign developed by Y&R Paris, 
with the tagline, “All Around the World. 
Unique in the World.” This external 
language builds on their internal rallying 
cry, giving a public voice to the members’ 
communal beliefs.

BB&Co helped the association develop 
“Relais & Châteaux Days”, where senior 
leaders from the association spend a day 
at a member property and fully orient 
the staff to what it means to be part of 
Relais & Châteaux. These interactive 
workshops help ensure each employee 
is able to not only tell the Relais & 
Châteaux story, but also embody that 
story through the experiences they 
create for their guests.

Au cœur des immenses plaines d’Afrique, au bord des plages nacrées d’Océanie, dans les villes 

d’Europe chargées d’histoire, dans les décors irréels d’Amérique et de la lointaine Asie, sur tous 

les continents, nos établissements d’exception vous accueillent avec la même promesse :

 faire que chaque  jour soit un jour inoubliable. www.relaischateaux.com guide
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Loués pour leur cadre exceptionnel, nos établissements le sont aussi pour la qualité

de leur table, et de leur cave. A chaque repas, les plus grands vins et les plus grands

millésimes vous raconteront, mieux que quiconque, l’histoire de leur

terroir, de leur région, de leur pays. www.relaischateaux.com guide
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Bringing the story to the world

The story brought to life 
for every employee

StoryActivation helps leaders take the core concepts inherent in their brand story and 
connect them to the tactical plans for their business and operations. The process helps them 
to develop and deploy a strategic plan that will assist them as they navigate through change 
and, in doing so, bring their brand story and strategic vision to life. StoryActivation makes 
real your brand story and creates a tangible impact that will resonate and endure. 

Living 
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harley-davidson

the harley Owners Group (hOG) claims more than one million members in 135 
countries who see themselves in the brand, and share their affinity with others, 
as rebels who want to break free from traditional routines and society. this past 
summer the company celebrated its 105th anniversary by organizing a communal 
event called “the ride home.” it included 105 starting points for group rides that 
converged on harley’s Milwaukee home for a grand celebration including concerts 
by bruce Springsteen and the Foo Fighters. “the ride home” is a great example of 
harley-Davidson leading and interacting with its tribe, rather than talking to them. 
Some 100,000 tribe members participated in this event, including Jim Mccasslin, the 
President of harley-Davidson who joined a group on the ride, not as president of the 
company, but as a member of the tribe.  harley Davidson has succeeded brilliantly 
by focusing attention on its riders, rather than on the company that makes the 
motorcycles. 

thinking about tribes
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Ensuring the story and its impact are realized

Planning for the future

Through subsequent StoryFinding processes, BB&Co has helped Relais & Châteaux tackle 
various strategic challenges, address opportunities and develop new programs, products 
and initiatives. One StoryFinding process helped the association identify and determine the 
role of Cuisine in the world of Relais & Châteaux and the role of Relais & Châteaux in the 
world of Cuisine. Another StoryFinding was focused specifically on developing marketing 
strategies that would enable the brand to “activate its tribe,” connecting more people around 
the world to the exquisite pursuit of art de vivre and living well.

BB&Co helped the International 
President of Relais & Châteaux craft 
a Four-Year Strategic Plan that took 
the key tenets of the brand story 
and projected them into the future. 
This plan was presented at the 2008 
International Congress in Vienna 
and unanimously accepted by the 
members of the association.

Living 



now with a 
clarified direction 
and understanding 
of the story and 
their role in it

during which the 
membership came 
together around their 
story

developed  
and being 
implemented

in which the 
brand story is 
brought to life 
each and every 
day

that is now living its story 
and capturing its right place 
in the world of hospitality

around the world each 
year who experience 
the story first-hand
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The power 
of the 5

62

4
staff

annual 
congresses

1,000,000
guests

all working 
towards a 
collective 
vision

525
members

years of 
strategic 
planning:

countries

25,000

1brand
cherished



This work has truly enlightened us  
all as to what makes our brand, our 
properties and the experiences we 
create for our guests so unique and 
meaningful. Our story has enabled us 
to fully unite our members, engage 
our staff and explore and develop 
new paths for our future. We are 
aligned and inspired like never before 
and deeply excited about where our 
brand and our business are heading.
Jaume Tàpies, International President Relais & Châteaux



Storytelling, when applied strategically, can connect 
people to ideas, to each other and to a future that is 
achievable and worth achieving. If you would like more 
information on how BB&Co can help you uncover the  
one true story of your brand, set a strategic vision for 
your future, and then engage and align the human 
energy needed to bring that brand story to life and 
make that vision real, contact us at +1 604 868 1924 
or bill@billbakerandco.com


