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Travelers are expecting more seamless hospitality expernences. Image credit: Maniott

By SARAH RAMIREZ

To prepare for the travelers of the future, luxury hospitality brands need to streamline their services and offerings
from beginning to end.
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During a webinar presented by Phocuswire and sponsored by Amadeus Hospitality, industry experts discussed how
technology is influencing travelers' new expectations. Incorporating more streamlined technology will help larger

hotel groups offer improved personal service.

"Standardized experiences of the past are out, and personalized visits are in," said Ahmed Yousseff, executive vice
president of marketing and corporate development at Amadeus Hospitality.

The webinar discussion, led by Phocuswire editor in chief Kevin May, was based on research conducted by
Amadeus Hospitality.

Evolving travelers

As millennial and Generation Z consumers mature, they are looking to spend more on experiences, including
travel. However, their digitally-savvy nature shapes their demands for optimized and customized hospitality
experiences.

Among the emerging expectations from travelers are easily accessible price comparisons, guest reviews, booking
efficiency, tailored deals and services and positive corporate values.
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Luxury Card assists customers in booking high-end travel experiences. Image credit Luxury Card

The desire for optimized and immersive experiences ranges from the discovery stage through the end of a trip,
posing another challenge for hospitality brands.

"End-point solutions are not effectively talking to each other," Mr. Yousseff said. "How do you effectively distribute
content?"

While improving technology, including Web sites and mobile applications, should be a priority for brands, itis
unlikely digital tools will displace in-person hospitality.

Two-thirds of guests prefer interacting with hotel staff over using self-service technology, according to Amadeus.

Instead, technology and customer data will help staff better meet guest needs. These personal touches must be
relevant to be effective.

For instance, Mr. Yousseff described an instance in which he returned to a boutique hotel and found that the minibar
was only stocked with the beverages he drank during his first stay.

As the number of travelers swells Amadeus predicts there will be 4 billion international air travelers in 2019 so will
interest in alternative accommodations.

Findings from Amadeus show that the majority of travelers are interested in customizing a room, including a
respective 75 and 67 percent of travelers from Asia and the Americas.
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Many travelers are interested in customizing a room. Image credit: The Pierre

Travel context will also impact what rooms guests are looking to book.

When traveling with young children, parents are most likely to splurge on an upgraded room layout, such as trading
in a standard room for a suite, according to research from Top Flight Family. Suites top the list of preferred
accommodation type with 49 percent opting for this room type (see story).

Luxury applications
Loyalty programs will also need to evolve to meet travelers' omnichannel requirements.

"Loyalty will go beyond price, points and location," Mr. Yousseff said.

Rewards programs are crucial for hospitality groups since they encourage customer retention and emphasize
experiential travel, a growing trend among affluents.
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Bonvoy is Marriott International's newly revamped loyalty program that covers 30 hotel brands, including what was
once Marriott Rewards, the Ritz-Carlton Rewards and Starwood Preferred Guest. Members will also be able to
purchase or redeem points for unique experiences on a new digital platform, Marriott Bonvoy Moments (see story).

Luxury hotel groups are often at the forefront of experimenting with mobile technology to better engage with guests.

Marriott International is also harnessing voice technology to provide a more interactive guest experience at its
properties. Guests at select properties in Marriott Hotels, Westin Hotels & Resorts, St. Regis Hotels & Resorts, Aloft
Hotels and Autograph Collection Hotels will be able to use Alexa's voice technology to access services and
amenities (see story).

Artificial intelligence also helps hospitality brands gather guest feedback, which can be used to further improve
customer service or marketing efforts.

Hilton's Waldorf Astoria Hotels & Resorts used consumer insight data to inspire its first digital-led campaign.
Instead of focusing on how technology helps guests, Waldorf Astoria's video campaign emphasized face-to-face
interactions a conscious choice made based on a survey nearly 1,500 luxury consumers over the age of 25 (see

story).

"Artificial intelligence will empower us to provide guests with better experiences," Mr. Yousseff said.
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