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Managing the Guest Experience
High Tech or High Touch?
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1 The HGRM-enabled guest & staff experience
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Hotel Lugano Dante

Awards

v

v

Swiss Quality Hotels
IFITT 2012
Tripadvisor 2013
Switzerland Tourism
HTNG 2013
Tripadvisor 2014

HSMAI Europe 2014

87 rooms, 40 Staff members

Excellent Guest Satisfaction 2012

Outstanding industry contribution Award

Best Service 2013

Most welcoming City Hotels 2013

EMEA «Hotel Technology Innovators» Award 2013
Top Service 2014

Best in class Technology: Revenue Management
Honourable mention
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Lets’ have a look into the past...
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PHILIPS
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Late 80s
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[KLAS

User name:

B | I....
V' Save password

F Comect zen D I

Connect Zen Intemet

zen12345@Qzen

User name

Password

V| Save this user name and password for the following users

© Me only

[To change the saved password, cick heve]

million people

access the Web
at 56.6 kb/s

or slower &

2en12345@2en

User name

Password sesssnnes

Save s user name and password for the following users

1995
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icrosalt:

Budget Rent-a-Car

Expedia Travel 30 1 msn.corn

Home page Travel agemnt Magazine Maps Resources Communicate

Discount Fares Destination
to Eurape an information
Lufthansa Select a region + |
Vacation
Book aflight Reservearoom Rentacar shopping:
OR Fackages
Cruises
G!LIES.TIC?NS |7 Desorts
[ |z this sife secUre”?  Try our fast Roundtrip Fare Finder: Mew ? Register first Cither travel
Read our privacy policy Leaving fram Departing (MMWDDAYT  Time m
& credit card quarantee 12423498 | Bvening ¥ | Laledones
zoing to Feturning (MMWDDSST Time
[ MNew to Expedia? 12425,/98 | evening ¥ | |7
Sl o oo [ Seecildeak

B Mofa LS. resident?

Australia, Canada, UK,
Cther

Thiz =earch iz limited to adult roundtrip coach fares. Click "Book &
flight" to do a more detailed search.

e

OTHER TRANMEL PLANMMIMNG TOOLS Mews? Redizter first

e Fare Compare: Check the lowest published fares before you shop for flights.
e aved itineraries: View your purchased, reserved, or planned trips.

HIGHLIGHTS

e “egas package for Billboard Music Awards Destination of the month
e How to put vour miles to charitable use San Antonio: A 3807 taur

e okiing at Beaver Creek: 3 perfect days of the scenic Paseo del i
e More headlines. .. (River YWalk)

FEATURED TREANEL PRONIDER

1996
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4 What's New 4 Corporate Information 4 Worldwide Lodging Traveler's Companion

Marriott Management Services = Senior Living Services = Marriott Distribution Services

Did you Marnott hotels brewr 12,000 pounds of coffee each day — greater than the average weight of an
koow? MFL team.

HMETSECAFPE
Thie cite bect wieaed arith N ."’:"E?ﬁ'l'.'-'."

A0 corderits Sooperl@ MG Mariott Bdematiotal B Al rights necerred.

1996 12
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&

WESTIN

Hots & Resorrse

' iy el
Discover M a
2 4

Westin and you may

never want

lo_leave.

: ey : Listings & .
What's New World of Westin & Special Offers Westin Premier
Reservations

A ccess the advantages of Westin Hotels & Resorts in the convenience of your own home or office with

the Westin Travel Guide. Learn where to find the best scuba diving and snorkeling, check out our golf
courses, find out about our special kids programs or services for business travelers, use the Traveler's
Adwisory for details such as currency, weather and airlines information, or ask questions of other travelers in
the Traveler's Forum. Whether you're planning a business trip, a meeting or conference, romantic getaway
or family wacation, we have more than 75 destinations worldwide from which to choose. We're happy to
give you a brief orientation to the guide and its capabilities, or, if you prefer, explore on your own using the
navigation bar above.

©J7 005 Westin Fotels & Resorts
13
1996
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S ights) hotes cars | "$583kes  cruises | deals | guides  maps  business

-Site Mag | ﬁ iy Trips | Eﬁ iy Profile | @ Customer Support

TODAY'S DEALS

wEIanF to E!pgdiﬂ. Sl SR Yegas hotels from $19
Sign in - Sign up - Sign out Departing from: iFoing to: Acults:
Expedia international stes T S F. hotels from $49
Europe deals from $85
Fare Tracker When are you leaving? When are you returningy 0.C. hotels from $69
The best fares, Jun W |15 % | Moon W v W || Moon v —
; right in your Hotel deals from $19
inbox! Tip: e havie mahny mare fight, hotel ahe car options. m HOT DESTIHATIOHNS
Haroaii ~an Francisco
s v n
“ 5 N Mexico Crlando
Etu-rn - Urban escapes: Seven cities on sale—save up to 30% hore
- Mewl Save money on top airlines—hook 2 Web fare for less I
TRAVELER TOOLS - Bummetr in Europe: Save on hotels and packages from $85 TOP SPONSORS
- Bermuda cruise deals: Seven-day cruises stading at $599 _ .
* Flight Status _ : : : : Free Airport Parking
CIYM SISTUE Mexico vacations: Book an airhotel package and save up to 35%

=pecial Partner Deals

v Ajrport Information

= Fare Tracker CUSTOMER SUPPORT

Privacy and security

" CUFrEncY Converter NEW OH EXFEDIA

UL B - Mernorial Day savings: Book a hotel from $69 Bargain Fares Credit Card Guarartes
= Westher - Mew! Save money on your next flight with Web fares - Aoerts on call 24 hrs,
* Passport Information - Europe: Hotels and vacation packages starting at $85 N M to the site?
- Hotel deals: 100 hotels in 40 destinations, from $19
- Walt Disney World® Resort: Vacations from $572 SPECIAL INTERESTS
Family Trawvel
Folf Travel

Fomantic Travel

izt msn.com

dbout Expedia, Inc. site map become an affiliate adwerising international sites jobs Expedia, Inc. terms of use  privacy policy
Expedia, Inc., not responsible for content on external Web sites, 2002 Expedia, Inc. All rights reserved. Photo: Corbis

2002
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Home  Resorts  Weekend Escapes  Find Rooms & Rates  Check Reservations  Meetings  Special Offers At Your Service  Your Account

About Westin Contact Us  Travel Agents Help

HOTELS & RESORTS

SRR SRS Over 100 hotels and resorts, more than 25 countries—and one Heavenly Bed.

! Search far Top Destinations

L]

WELCOME FIND GREAT RATES

Pleasa sign in: Enter destination to search across all Starwood
/. For faster online booking brands. Book online and earn 500 bonus
« To check reservations online starpoirts!
Enter city here .
U=sernarme :
State/Province v Exp]nre EUI'D‘ € | Lj
Countr v £ "'
FPassword Y Learn Mnre -
Check in

August w02 w2002 »

__ signin_|
; Check out

[ save for next visit August w03 » 2002 =

T3 | SPECIAL OFFERS
I_I View All Special Offers

Up to 50% Off the World!

* Forgat vour password ? | Search | Experience exdtic, enticing internationsl destinations. Al
) ) - Click here to perform a detailed zearch. gt up o 50% off.
* First time vistor? Experience an Endless Weekend
Treat yourself ta low weekend rates, 4pm check-out,
* Starweood Preferred Guests: Get and more.

vour new login information for
uze an all Starwood sites.

Book Unlimited Golf
Drive. Pitch. Putt. A= many times as you want through
=eptember S0th.

2002
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Sign In :: Create Account Home :: lobal Sites :; About Brands :: Help :: Contact Us :: Site Map
%\mmn“ Welcome to Marriott. com
Find & Resarnve Specials & Packages Lestinations= Events & Meetings b arriott Rewards

AL Check Rates/Availability Marriott Rewards

Enter travel dates (if known) Earn points or miles at more
than 2,500 hotels warldwide

City Chedein date Toin now = =
| """'l | *""l = Learn more ==
State (USA anly’ Ched-out date
| v | | v | ~| B Marriott Rewards members
Country Mo. of rooms  Guesteroom 1gnin ==

| v| special on chocolate ==

Yote for Marriott Rewards in
Select a brand Meed more rooms? .
: the annual Freddie Awards &
|AII brands v| Marriott Eewards number

Marriott Millions Sweeps ==

Earn points toward vour next

vacation with a Marriot Save 20% on weekends =
Rewards \Wisa Card

I:l Uze Marriott Rewards points

Loaok up Reservations == More search options ==

| Cur Family of Brands *u*| Hotel directory ==
Resorts Golf Weddings| Packages
Cwn fabulous vacations Give the gift of travel
at resorts around tha with Marriott
wiorld with Marriott's or

Corporate Information | Careers | Travel Agents

Terms of Use - Internet Privacy Statement PRIVALY
2 1996 - 2005 Mariott International, Ine. All rights reserved. bariott proprietany information. BEBONLINE

2005

16
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WESTl N find & book~ westin difference~ offers~ resorts & spas~ new hotels~ about westin~
HOTELS & RESORTS ) )
find a westin welcome
['t'érr't'e'r your destination) ! 2 check in [MMDDAYYYY | spg sign in

more search options check out ?MM.‘DDNYYY \ rEcentsearches v Earnupto 1,000 honus Starpoints
for each stay at patticipating
Starwood hotels. Learn More

affer: your last night is on us at Westin Hotels worldwide.

[ would like to
see Westin offers offer: enjoy breakfast in bed each morning and 4pm late checkout with our Heavenly Getaway Package.

2008 o
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Lets’ have a look into the present...
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HYALT"
RATES & RESERVATIONS HOTELS & RE

Customer Service English v Hyatt Gold Passport Sign In or Join v

v
Q
Q
p’
w

SPECIAL OFFERS MEETINGS EVENTS ABOUT HYATT HYATT GOLD PASSPORT
Like | 211k

FIND HOTELS

DESTINATION

City, aftraction, address, or airpori
YOUR STAY' IN THE CHECK-IN DATE CHECK-OUT DATE
PALM OF YOUR HAND. mmiddiyyyy | % | mmiddlyyyy | Gis
ROOMS ADULTS CHILDREN (?)

0 = [ = [ [=]
RATETYPE (@)

(e Best Available Rate (~ Government
(" AAA/CAA Member (~ Senior/AARP

SPECIAL OFFER CORPORATE/
LEARN MORE [ M " CODE » GROUP #

Quickly find your reservations, check in

and view your Hyatt Gold Passport®
point balance - all from your iPhone®
with Hyatt Passes in Passbook®

Our Guaranteed Bést Rates

FIND HOTELS No Booking Fees.

TRAVEL PACKAGES

Book Flight, Hotel & Car

Follow Us #

Browse additional special offers and
promofions from Hyatt. Learn More.

RISE REFRESHED
ces and benefits at Hyatt hotels Treat yourseif. After a splendid sound sleep, begin the day your
way with a delicious fresh start. Learn More

% Y El

J .8 ’ [ ' | ® h 4 L) pie

PARK HYATT®* A GRAND |HYATT HYAT ] . * HYATT

Our Brands \ N (i . - I AR Eo HVATT ATSIDENCE CLUE
PLACE' house’

19



GRM

appy Guest Relationship Management

Sign in to My Account

Not s
'v" MEETINGS RESERVATIONS ~ : = ber?
‘4\‘ Marrlo“t English-US&Canada * ¥ = &EVENTS  \iew & Manage Email or Rewards # | Password [ i sy

Join Now
Find a Hotel ” ‘I 5

i ;“
Location ‘5 X
1 ! .t "] v‘
City, State or Airport code : 4 2 H %
Checkin Check out A"
“':. = | 11/11/14 1 11/12/14 1 : | !
R 1 K &
'é - ST -
"""’::"l
Deggg—

JW Marriott Los Angeles LA LIVE, California

=)

Email or Rewards # Password Not a member?

Aarrott
REWARDS,

Join Now

[“] Remember me Forgot password?  Need a password?

Offers

Hotel Deals 50,000 Points + 1 Free Night Pick Your Package Resort Offer Our holiday gift to you
See all savings Learn mors Book by December 31t (0 Get up to $50 daily credit

20
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Find a Hotel or Resort Pian an Event Residences Experience Four Seasons Gift Cards Offers * . @ English ¥

11/11/2014
K OUT: 12/11/2014

Q FIND A HOTEL OR RESORT
2 | ADULTS D | | CHILDREN

EXTRAORDINARY EXPERIENCES' co [

Q LEARN MORE
Q SEE ALL HOTELS AND RESORTS

EXPERIENCE FOUR SEASONS

EXTRAORDINARY PRIVATE JET SIGNATURE

EXPERIENCES EXPERIENCES SLEEP

Explore our new collection of Fly by private jet to dazzling Discover the world's first fully
experiences with exclusive destinations, with renowned customizable hotel bed, along

access to the world’s most > Four Seasons service. > with expert sleep tips and global >

captivating people and places. bedtime rituals.

CONNECT: , f ﬁa ‘D S' "\',‘ a About Us | Press Room _areers ~ontact | Legal Notice Privacy Polic Site Mag

21
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The future trends...
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Trends 2014 - 2020

] globalisation
. localisation

1 personalisation

i
"
@
[}
v
¥
-
-
-
[
G
.
| ; I
o

Global
Coherence

Local Personal .
Relevance Differences .
i ®

Creating “moments of trust” by IHG

24
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WE STl N' Find & Book. Westin Well-Being. Offers. Resorts & Spas. New Hotels. About Westin.
HOTELS & RESORTS -
FIND A WESTIN WELCOME
Check In Check Out
il SPG Sign In
Q) Destination, hotel MM/DDAYYYY MM/DDAYYYY

LEARN ABOUT

OUR BEST RATE m
GUARANTEE )

Stay, surf, savour and save. Your weekend awaits. Celebrate Your Birth Year

ure Save up to 20% when you book in Eam up to triple Starpoints® with the SPG® Pay rates equal to your birth year at
advance.Learn More More For You promotion. Learn More Starwood hotels in the United States and

WESTIN WELL-BEING ) Canada. Learn More

n Follow us on Facebook

SLEEP SMARTER
WITH LARK

Westin brings you sound sleep through
smart tech. Learn more & get Lark >

2014 25
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WESTIN'

HOTELS & RESORTS

Find & Book. Westin Well-Being. Offers. Resorts & Spass New Hotels. About Westin.

FIND A WESTIN WELCOME
Check In Check Out
L SPG Signin
Q Destination, hotel @ MM/DD/YYYY E MM/DD/YYYY
LEARN ABOUT
OUR BEST RATE m n Follow us on Facebook

GUARANTEE )

2 :
Celebrate Your Birt

‘ Your weekend aw

Stay, su avour and save.

Save up to 20% when you book in
advance.Learn More

Eam up to triple Starpoints® with the SPG® Pay rates equal to your birth year at

More For You promotion. Learn More
Canada. Learn More

IT'S ALL ABOUT YOLUI.

New! Add stay preferences to your spg.com profile to personalize your stay >

Starwood hotels in the United States and
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WEST I N Find & Book- Westin Well-Being+ Offers+ Resorts & Spas+ New Hotels- About Westin~
HOTELS & RESORTS
FIND A WESTIN WELCOME
Check In Check Out
e RS SPG Sign in
Q Destination, hotel MMIDDAYYYY MM/DDIYYYY
LEARN ABOUT
OUR BEST RATE
CUARANTES m n Follow us on Facebook

Celebrate Your Birth Year

Eam up to triple Starpoints® with the SPG® Pay rates equal to your birth year at
More For You promotion. Learn More Starwood hotels in the United States and
Canada. Learn More

Stay, surf, savour and save. Your weekend awaits.

IS Save up to 20% when you book in
advance.Leam More

I

WESTIN WELL-BEING )

EOHEOE
JOIN THE
MOVEMENT.

Find your personal path to well-being with Westin >

< PR

27
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Find & Book- Westin Well-Being+ Offers+» Resorts & Spas- New Hotels- About Westin~

WESTIN

HOTELS & RESONTS
FIND A WESTIN WELCOME
Check In Check Out
. e SPG Sign In
() Destination, hotel MMIDDAYYYY MM/DDIYYYY
LEARN ABOUT
OUR BEST RATE SEARCH)» n Follow us on Facebook

GUARANTEE )

Stay, surf, savour and save. Your weekend awaits. Celebrate Your Birth Year

Save up to 20% when you book in Earn up to friple Starpoints® with the SPG® Pay rates equal o your birth year at
advance.Learn More More For You promotion. Learn More Starwood hotels in the United States and
Canada. Learn More

KIDS EAT WELL AT WESTIN

Discover delicions and nuiritious kids’ meals with SuperChefs™ >
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HYALT Customer Service English v Hyatt Gold Passport Sign In or Join v

—— indulge in every

HYATT . DELIGIOUS DETAN

ABOUT HYATT HOTELS
LOCATIONS
SPECIAL OFFERS

MEETINGS & EVENTS

MAKE A RESERVATION ¥

City, attraction, address, or airport

ARRIVE MMM/ DD/ YYYY
DEPART MMM /DD / YYYY

CHECK AVAILABILITY

I & ONE ROOM / ONE GUEST p
SPECIAL RATES {AAA, GOVT, ...) p




@ @) HGRM

Happy Guest Relationship Management

HYALT Customer Service English » Hyatt Gold Passport Sign In or Join v

ANdAZ

the andaz experience - : ARRBIVE ANVISITOR
locations A4 i V% : S = DEPART A LOCAL
andaz salon \ ) ' '

dining + drinking

meetings + events

what's new

special offers

MAKE A RESERVATION v
City, attraction, address, or airport

ARRIVE MMM /DD /YYYY
DEPART MMM /DD /YYYY

CHECK AVAILABILITY @'

30
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Hospitality: where are we now?



elationship Management

The risk

If hotels look all alike,
guests will mainly take their
decision solely on price

32
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Hotel Kreuz Bern

Bern

7 326

Es sieht sich gerade 1 Person dieses Hotel an.
Letzte Buchung: vor 3 Stunden

& Economy Einzelzimmer Frihstiick inbegriffen
2 weitere Zimmerkategorien »

Belle Epoque Boutique Hotel O 128

Bern

Es sehen sich gerade 3 Personen dieses Hotel an.

Letzte Buchung: vor 5 Stunden

& Doppelzimmer mit Dusche KOSTEMLOS stornieren - SPATER ZAHLEN
5 weitere Zimmerkategorien »

Sorell Hotel Ador O 172

Bern

Es sieht sich gerade 1 Person diesas Hotel an.

Letzte Buchung: vor 2 Stunden

Hotel National Bern

Bern
Es sehen sich gerade 3 Personen dieses Hotel an.
Letzte Buchung: vor 4 Stunden

Let
Wir habe

+ o Zweibetizimmer mit eigenem Bad auf dem Gang
KOSTENLOS stornieren - SPATER ZAHLEN, Fruhstiick inbegriffen

4 weitere Zimmerkategorien »

Wir haben noch 2 Zimmer!

Unser letztes verfligbares Zimmer in dieser Unterkunft ist berei

OTAS effect

Ergebnis von 1315 Bewertungen

CHF 198

Hotel Waldhorn G

Bern

J

Pud
=]
%]

Sehr gut 8,2

Ergebnis von 1122 Bewertungen

Letzte Buchung: vor 43 Minuten

« Standard Zweibetizimmer

Wir haben noch 2 Zimmer!
KOSTENLOS stornieren - SPATER ZAHLEN, Frithstiick inbegriffen

CHF 173,70

Hotel Allegro Bern Sehrgut 8,4

Bern Ergebnis von 591 Bewertungen

1 weitere Zimmerkategorie »

Es sehen sich gerade 3 Personen dieses Hotel an.

Letzte Buchung: vor 1 Stunde

&5 Economy Doppelzimmer
3 weitere fZimmerkategorien »

Hotel Sternen Muri C Sehr gut 8,1

Bern Ergebnis von 274 Bewertungen

J

-
-
o

Letzte Buchung: 24. Oktober

& Einzelzimmer

1 weitere Zimmerkategorie »

Best Western Hotel Bern < Gut 7,8

Bern Ergebnis von 455 Bewertungen

J

]
[

Es sieht sich gerade 1 Person dieses Hotel an.

i Letzte Buchung: vor 3 Stunden

& Economy Einzelzimmer Wir haben noch 2 Zimmer! CHE 285 CHF 225

5 weitere Zimmerkategorien »
Jetzt buchen

33
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The answer

Guest Experience Why do guests select a hotel?

constitutes tOday a Guest Experience Factors [ 51%

- Location [N 48%
very important factor when aeesan ke
Price [N 42%

ChOOSing d hOteI; Loyalty Program Points [ 18%
often before Promotions [N 16%

. . Amenities [ 8%
location and price. T

Green Program | 1%

focus on Guest Experience

35
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ustomer service iIs a

' ‘voluntary act that
demonstrates a genuine
desire to satisty, if not

s ndelightpascustomer.
it L
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Guest Experience

is made by hundreds of thousands of interactions

38
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Guest Experience
happens:

v anytime
v’ anywhere
v’ anyway

with no precise rules

and even one single
service failure can...

39
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Reservations Reception

27 W \‘1
% \\‘\‘.,f‘"‘ﬂ
‘\&\‘”\h
‘ i
“r‘o.\%

S

O Dreaming of a romantic Getaway
in Lugano
1 "

Welcome 0

Marketing

40
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Experience

co-creation

A work system that brings staff
and guest together so that they can
engage in value co-creation
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Hotel operations: where are we now?

42
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@DANTE - Room Plan for 2014

Diate |11/11714 | Room Type | 1 | #| ¥ aAgsigned Rooms [ vertical Zoom
¥ Unassigned Rooms | Harizontal Zoom
Room Class | | i| Features | * |
Rooms | E3N: Smoking E3
Tue Wed Thu Fri Sat =un Mon Tue Wed Thu
Room Status Rm. Tyvpe| 11711714 121114 1311714 1411114 1811114 161114 171114 1811714 181114 20011714
101 Clean DAL IPisano, Sergio F=
102 Clean DAL Sabey Hlorman Roy  [== Ehrensherge== kKouvaras, Jg==
103 Clean DBL Sabey, Marman Roy  |== == == Biahler, Lare
104 Clean SGL BE Carnelli, Lui Witale, Giuse
105 Clean DBL Greiling, Redina =R ==
106 Clean DBL Brand, Christian =R ==
107 Clean DBL Mirmun Diaz, ==
104 Clean DAL Ulrich, Tho ==
(EOC~  El IZullivan, Mark Stephen ==
131 Clean SLIP Apperley, Sty Fetrachi, Davide BE [mhof, Benno ==
132 Clean SLIP Fandall, Mat [mhof, Benno BE Garcia, Antonia
133 Clean DBL FHallier, Brice Sandmeyer, Guy Fubiala, Ang==
134 Clean sUQ ==
IGENIRENEI Hotz, 1sabell|Croset, Van R Rentzsch, D:Franzkowiak Brunschwig, |Premier, Alk
Ty IZassigneul, Thomas F= Brentini, kicola ==
E:lernurlter, B Blau, Peter | Wagner Bartak, Hadine |== _Eggenberge Wallone, Lori
- Righy, Rayng=> Hafl, Afrodit Schmitt, Arm
ST ek, C =>
206 Clean IMigogeler, Di Faoveda, Michele s
207 Clean DBL Amadari, Gilkniess, MargEEE gk = = Trifild, Francesco
208 Clean SLIF Audaoine, Th febdi, Reda == Pult, Jon |Herzodg SchliFiessinger, J==
204 Clean S INiggeler, O Rasetti, Sirmona (3) .
210 Clean Ty Pace, Rober Muheim, Ral >
211 Clean DBL IBoze, Subh|Hasler, Urs B David, Len (JDaum, Thom==
212 Clean T IBanhote, Jan Fiessinger, JHungerhueh=:=
IPizano, Sergio == | = = | ==

43
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Hotel Lugano Dante, Lugano 1aenz
' Pulizia Camere 1043
Camera Clients Parlenza Adulis  Childran  Arrivio
Hotef Lugano Dante, Lugano 1311212 101 Venier, Glauco 161212 1 0 121212
102 lasib, Daniel 13M12/12 1 o 1111212
104 Botezan, Aurel 131212 1 o 101212
STAMPA CESTINI 10:40 107 Reboh, Michel 14/12/12 1 0 111212
109 Walle, Pietro Luigi 1412112 1 0 12112112
Room No. :-anitt Guest Full Name Rate Amount Occupata  Pagata Rate Code Departure Date  Adults Children 130 Emirsoy, Muhsin 1611212 2 0 1112n2
s .
102 Walpoth, Marc 156.25 DBL Q1 BR NET 14/12/12 1 0 j il ag:gg' gt::%lo 1 Eﬂ g:g : g 1(2};.1' gﬂ g
103 Pont, Nicolas 188.00 DBL Q1 SHOP 151212 1 0 I d And i
104 Heymann, Frederic 150.30 SGL Q1 SaH 1212 1 0 203 Hoglund, Andreas Mz ! 0 D2ri2n2
105 17104112 Frischknecht, Andreas 198.00 DBL Qi BEST 141212 1 o 204 Battistella, Primarosa 1412112 1 0 111212
RESTRICTE 208 Schwagerl, Mariejeanne 1411212 1 0 131212
) D 209 Kwon, Seong Hee 14/12112 2 0 081212
106 Schreen, Claudia 188.00 DBL a BEST 14112112 1 0 210 Mcleod, Al ejandra 14012112 2 o] 12112112
RESTRICTE 211 Mcleod, Alejandra 14/12/12 2 0 121212
132 De Freitas, Amelie 265.50 sup suP LVUITTON 1412112 1 0 230 Rovaris, Gualliero 131212 2 0 121212
133 301210 Piccolo, Andrea 331.50 suQ SuUT 3%10 16/12/12 2 0 231 Lucignano, Francesco 131212 1 0 11212
201 os/02/08 Buchmann, Hans Urs 255.00 DBL DBL cs 14112112 1 0 233 Batkin, Marc V 14/12/12 1 0 05M2M2
202 211z Dierna, Assunla 351.00 sSuT suT A.DIERNA 1412112 2 0 301 Sartori, Laura 2411212 1 0 10/12M12
205 Taranov, Alexadr 273.00 sSuT DBL BARVOICE 16/12/12 1 0
206 Mazzi, Federica 274.50 suT ™ BAR-10 151212 1 ] ggﬁ Ez:gﬁgialgi ovanni jiﬂgﬂg ; g ?g:}ggg
207 08/04/12 Schnyder, Wilhelm 370.00 DEL DBL BARVOICE 1512112 2 o 307 Satt Anl , 14112112 1 0 2119112
208 Schwégerl, Mariejeanne  269.00 sUP sUP SQH BR 14/12/12 1 0 eite, Andrea 1211211
212 Santana, Noelia 274.50 ™ DBL LVUITTON 14/12/12 1 0 312 Popa, Aurel 13112112 1 0 101212
214 oB/0S/10 Dotti, Fabian 247.50 suQ sup GROUP 15112112 1 0 330 Arata, Gianmario 14112112 1 0 101212
230 Schori, Martin 352,00 suG suQ FUGA NELLA 14112112 2 0 331 Pesce, Maurizio 14/12/12 1 o 121212
231 0512012 Centola, Loris 215.00 SUP SUP UBS 14112012 1 0 332 Pesce, Stefania 1401212 1 o 121212
232 Eﬂth, And;?:t" gég»gg ggi ggf gmorCE liﬂgg : g 333 Sullivan, Mark S 141212 1 o Q8Mz2M2
303 ontana, Aldo . .
304 . Conigliaro, Franco 190.00 SGL SGL UBS 14112012 1 0 ggg gg:_iﬂ?ﬁégﬂ:;ﬁ?omo 1 g: %;:‘I g f g :;l)::} g;: g
308 Mueller, Alexander 215.00 SUP SUP gIRSTICARIJ 1611212 1 0 201 Eriksson-Hynynen, Kerstin 141212 1 0 0211212
309 Woods, David 315.00 suT DBL BARVOICE 1412112 1 0 402 Lind, Fredric 14/12/12 1 0 02M1z12
310 Chevalier, Alexandre 155.25 SGL [o}] BR NET 1411212 1 i) 403 Munoz, David 14/12112 1 1] 101212
311 . fmr:,'"i}" Alexander ggg gg‘{ ;\gl_ (B;E';\L%'Rc: :gﬁg‘lg 1 g 404 Crihalmeanu, Dan Sebastian 13/12/12 1 0 11M12A12
312 arbi, Myriam X 1 1 : :
314 2370012 Bordiga, Stefano 355.00 suT DBL BARVOICE 15(12/12 2 ] 3?3 g‘gg} #QME?:J:Q }gﬂ ggg 1 g E;:: gﬁg
335 280an2 Spengler, Karsten 315.00 suQ DBL BARVOICE 141212 1 0 411 Giamb ' David Paul 14/12112 1
336 1anoz Manfredi, Giovanni 410.00 suQ suQ BARVOICE 1411212 2 0 lambrone, David Pau 0 0512712
404 Occhetti, Marco 265.50 SGL SGL BAR 14112112 1 o 414 Patrizio, Anthony 14/12(12 1 ¢ 05f12112
405 201112 Di Fante, Marco 265.50 DBL DBL BAR 14112112 1 0 431 Stein, Rita 141212 1 0 o0gM2fz
433 Cassagne, Renee Jean 141212 1 o 091212
Fiter  Amval Date=1 /12412 Page 1of 2 stampacestini 435 Holliger, Heinz 151212 1 o 10M212
436 Shymko, Yevgen 131212 2 o 121212
502 Holm, Kristin 14112112 1 0 o222
503 Eicher, Manfred 14112112 1 4] 12/12{12
505 Monti, Massimo 141212 1 0 12112112
512 Winstone, Norma 16/12/12 1 0o 121212
530 Luvison Costa, Rosangela  13/12/12 2 0 121212
531 Bavastrelli, Brigida 14/12/12 2 0 11122
Page 1 of 2 pulizigcamere
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From the
Reservation...

... to the Guest
Relationship

Rate Code *| Reason _g_l
Rate .. 0.00 y

Packages [P \

{ \‘

Block Code

Name [Milestone ] | Phone [+393405200852] | Agent| | &
First Name [James | © ames milestone] | company [TEST COMPANY | |
Language 0| *| county Party |  Group! 3
Title viP _!_I Source | 3
Contact Testcontact, - | &
More Fields I B
arrival [IEGE |BE  Sunday Channel _&|Online resen | Gyest Balance
Nights [1 | Market [LE| | ¢|Leisure BAR | proferences -4
Departure [1212/11 |8 Monday Source & | vertical Book Features| |8
adults [2 ] cnia [0 ] AgnoTax[ ] Res. Type [CON s | Confirmed i I
No. of Rms. Payment [CO_| #| |l
RoomType [SUI | *#|  grc [SU | | creditcard No. | |
Room|[ | *| onm pises[ | Exp. Date

CRS No.

| CustomRef [
a fafigy 0val Code [ s

-

ral Amt

N
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http://youtu.be/LfP_wfj17Bg
http://youtu.be/LfP_wfj17Bg

W~ Happy Guest Relationship Management

What is
service & product
iInnovation?
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s this the future of Hospitality?

48



I!I;nglﬁeMRelatmnshlp Management I S t h i S C u Sto m e r S e rVi Ce ?

Robotic hotel staff

A byte to eat

Aug 20th 2014, 10:44 by J.J.C. (&) Timekeeper  [FYELY S 133| |9 Tweet| 16

V B

STARWOOD HOTELS is rolling out a robot
to help fulfil room-service requests for its
guests. The butler known as a "botlr" is
being tested in its Cupertino hotel in Silicon
Valley (naturally) with a view to expanding
its presence worldwide. Botlrs come
complete with bow ties and resemble a
cutesy cross between Disney's Wall-E and
R2-D2 from Star Wars. As well as having
novelty value, they are capable of
delivering room-service orders by
navigating lifts and corridors before dialling
the occupant’'s room number to announce
their arrival.

Unions, fearing for members' jobs, have
taken a dim view. One denounced Botlrs as
gimmicky and unable to offer the human
touch or level of service that a real person
can provide. On the other hand Botlrs could
singlehandedly dispense with the often
awkward and always costly practice of tipping room-service staff. It is true they lack the
human touch. But then again they won't hover around your room showing you how the
television, curtains, shower and telephone work until you peel off a five dollar bill to regain
your privacy. All that a Botlr asks for a tip is a tweeted thank you, and it is unlikely that it
will bemoan your miserliness if you don't comply.


https://www.youtube.com/watch?v=vltLXzpDIc4
https://www.youtube.com/watch?v=vltLXzpDIc4

Happy Guest Relationship Management

Maybe a combination of the following areas:
J People

. Organizations

1 Data (Big data)

J Technology
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The Guest
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Mypage
The guest’s

personal page

by HOTEL LUGANO DANTE

TIEN|DE|FR| LOGOUT

Davide Bernasconi

HOME | WISIT LUGANO | HOWTOREACHUS | AGIFT TO AFRIEND |

BOOK

Adulis Children

o (- (N

BEST RATES GUARANTEE  Verisign secured

Dear Mr. Bermasconi

| wish to give you some useful hints
before your amival in Lugano.

If you need more, all the Staiff is
eager to give as much information as
you might need.

See you soon!

VISIT LUGAND 2»

Caro Fontana
General Manager

U ove '
« &;?/ow

Some uzeful information:

* Check-in & Check-out
your roeom will be at your dispozal as of 3 pm on the day of amival. Check-out time is 11 am on
the day of departure. VWe would gladly handle your luggage before and after the fimes

specified

* Internet WiFi
the Hotel has excellent WIFI| coverage, offered free of charge for you to use. The connection
iz secure (free from viruses and SPAM), and your computer will not need to be configured
(Zero configuration level)

* 100% Smoke Free
we became the first 100% SMOKE FREE hotel in Lugano. VWe are very proud to welcome you
to a sweet smelling environment full of fresh air

Upon your arrival we'll welcome you with a smile:

b
Cristina Pietrg Roberta
Assisfant  Suest Guest
Fronf Office  rmeiations relzfions
Mznager

Weather forecast
Th 10.10 Fr11.10 Sa12.10 Suw13.10 Mo 14.10 Tu 15.10
X, | de | X | ¥ | ¥
- =7 Yy =
14" e 811" 13" 515" &*|16"

Bource: kei=oEwizs

Coract
‘m& ?emw
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ILCLIMAEIL LETTO IDEALI

Le principali scelte per dormire al meglio: la temperatura della camera che trovera al suo arrivo e le diverse tipologie di cuscino e coperta per il suo

letto.

Letto Mediterraneo

Letto Nordico

Temperatura

Offerto ¥ Offerto [ Offerto

¥ 21°C/70°F Con un morbido e soffice piumino Con una calda coperta della

[] 22°C/72°F anallergico in stile nordico per un  migliore lana.

[ 23°CI74°F soggiomno di assoluto comort.

[ 24°CI75°F

[ 25°CITT°F

Anallergico in memory foam  Flora by JJB Benson Ortopedico by Elisa
=

[ Offerto [] Offerto [ Offerto

Cuscino in materiale espanso
poliuretanico per il sostegno delle
spalle e della zona cervicale.

Cuscino a rotolo, adattabile
individualmente per 12 nuca, la
ragione sacrale e le gambe.
Adatto per le persone che danno
particolare attenzione all'igiene o
che soffrono di asma.

Realizzato in memory foam, al
contatto si ammorbidisce
adattandosi perfettamente alla
singola conformazione.

Cuscini

Offerto

Customite
your stay

(] Naturale in lana

¥ Naturale in piuma

[1 Anallergico in fibra elastica
(7] Anallergico 100% lattice
[ Anallergico in poliestere

[ 9-CHF
Topper anallergico dall'eccelle
comfort dello spessore di 4,5¢
aggiunge benessere al letto
mantenendo inalterato il livello
rigidita - Previa disponibilita

FOR PLEASING OUR SMALLER GUESTS

To make our rooms pleasant and perfect even for all our little guests we offer you a selection of accessories made especially for children to choose

from according to their tastes and preferences.
Price per room/night

Anti-suffocation Pillow Ergonomico Automodellante

&
[] Offered [] Offered

The inner structure perforated The Ergonomic Pillow helps to
allows air to freely circulate inside prevent the risk of head

and keep the baby safe in case he deformation syndromes caused by
accidentally covers his mouth and the prolonged time babies spend
nose whilst sleeping. in the cot whilst sleeping supine.

Hand Held Shower

Fish Bath Temperature
Indicator

g

[] Offered Offered

Chicco Cute Blow Fish has a heat [7] DOG Hand Held Shower
sensitive strip which indicates how [] CAT Hand Held Shower
hot/cold the water is. It changes

color while indicating the

temperature of water.

Humi Vap Humidifier Magic Lantern

[J 12- CHF [0 9-CHF

Changing table

[ Offered {] Offered
Practical, versatile changing table Bath-fime is one of the most
in water repelient fabric — Subject important times of the day,

to availability. especially for babies — Subject to
availability.
Toilet seat reducer ring Multiuse stool

-

] Offered 7] Offered

The rear hooks keep the reducer A helpful, fun aid for toddlers,

ring stable on the toilet seat, helping them to reach the sink and
providing a comfy seat for toddlers the toilet — Subject to availability.

— Subject to availability - subject to

availability.
Plug-in nightlights Socket covers
¢ s
-
- - .

[] Offered
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ENJOY LUGANO!

Discover the relaxation of a walk in the city town, or the pleasure of a bike ride along the lake ..discover Lugano has never been easier!

Price per person

Art- Exhibition
Jean Arp-Osvaldo Licini

|

Cultura Pass
Bellinzona

Lugano by bike
VELOPASS

Af, veloposs
N

niie o e  WiKE
» e's jo Wiy

A

[) 6.-CHF

Museo d'Arte Moderna, Lugano: A
visual dialogue between the
sculptor Jean Arp and the ltalian
painter Osvaldo Licini

[ 7.5.-CHF [ 5-CHF

3 exhibitions and to Villa dei Cedri. to calmly enjoy the picture

=>More Info alleys in the centre of Lug
the magpnificent lakeside

=>More Info landscape by bicycle.
=>More Info

3 days Pass Dinner & Casin6 Voucher Voucher 10% discount

TICINO DISCOVERY CARD CASINO DI LUGANO WATER PARK SPLASH

-
Dinner 4

7
&( asino ,

9

ticino-discovery-card

.
JCAsNOLLGAND

[] 87-CHF

The Passepartout to visit,
Museums, Parks, Pools, touristic
transportations included.
=>Discover More

[ 58.- CHF

Course dinner menu at the
panoramic restaurant "La Perla"
valid for 1 person - tokens to the
value of CHF 10. - Welcome drink
at the bar of the Casino.=>More
Info

[7] Offered

10% discount 4 hour tic|
(without SPA): 10°000 s¢
of every shape, 700 mete
water revolutionary slides
=>More Info

.......

Entrance to 3 Bellinzona Castels + A tailor-made offer for wh-

... to every
detail

Swissminiatur

Ei e "-gr- -

[] 15.- CHF

Rty Ty

e R I L e e N e

THAT SOMETHING EXTRA...
Some elements to render the air of your room special and a greater quantity of accessories for a top quality stay.
Offered: throughout your stay. If you are willing to buy it, please contact directly the Reception.

Paying: Price per room/night
Ultra Soft - Toilet Paper 100% Recycled - Toilet Paper

Camonmille - Toilet Paper Colored Toilet Paper

- - - A * o
- e | W &
.
.. -
\ 7 R
[ Offered ] Offered [] Offered Offered
Soft and durable, with its quilted  it's softer and more luxurious than The note of perfume inspired by [} yellow

flowers of chamomile makes each [7] blue

processing, ideal for all sensitive
skin.

you might expect, proving that
recycled loo roll doesn't have to be roll more special. The delicate

a compromise in quality, and scent is applied on the inside of
quality doesn't have to cost the the tube of cardboard in order to
earth. respect the skin.

Toilet Paper - Chicken in Toilet Paper - Love Toilet Paper - Euro Toilet Paper - Sudoku

(] 3-CHF
Clucking with a friendly chicken...

[ 3-CHF
Boundless love...

(] 3-CHF
Crisis, what crisis?

[J 3.- CHF

Do not disturb. I'm thinking...
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GOURMET-PAUSE
Eine Auswahli an kleinen Gaumenfreuden die Sie in aller Ruhe in Ihrem Zimmer kosten kdnnen, vom Salzigen bis zum Sussen, vom Rotwein bis zum
Champagner, von den Krautertees bis zum Kaffee direkt ab der Kaffeemaschine im Zimmer.

... to every
detail

Erdbeeren & Champagner Saisonfrichten Tessiner Degustation Prosecco

A
] 125.- CHF [] 25.- CHF (] 30.- CHF M AR - CHF
Eine Flasche Champagner(75¢l) Eine feine Saisonfrucht fur einen  Geniessen Sie eine De - _
Mineralwasser Fanta Coca Cola Coca Cola Light
und Erdbeeren auf dem Zimmer, gesunden und frischen Snack. der bekanntesien Tess 9
um gemeinsam anzustossen Spezialitaten: ein feine
Merlot, Brot, Salami un ,‘ :

Tessiner Kase.

Tessiner Merlot Schweizer Schokolade Nespresso

¥ Kostenlos 7] Kostenlos [7] Kostenlos 7] Kostenlos

Mit Kohlensaure Fanta Coca Cola Coca Cola Light
[ 50.- CHF [ 30.- CHF [ 25.- CHF
N}Jtzen S:g dl.e Gglegen_hert und N_utzen Sie die Gelegenheit, um  Nespresso bietet Ihner Coca Cola Zero Fruchtsafte Choco Drink Schweppes Tonica
gonnen Sie sich eine feine eine Auswahl an Produkten der Stunde den besten Kai
Tessiner Meriot (75 cljund besten Schweizer Maitres und elegant - Nur bei
geniesst alle Difte einer Chocolatiers zu kosten. Verfugbarkeit, Preis [ -
geschichtstrachtigen und Ubernachtung. 15
traditionsreichen Region. ‘ |

Q ey )
¥ Kostenlos ¥ Kostenlos [7] Kostenios [ 4- CHF
Coca Cola Zero Fruchtsafte Die perfekte Kombination aus Schweppes Tonica

Milch und Schokolade
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TO OUR FOUR-LEGGED FRIENDS

To help lightening the travel load, you can personalize the stay of your furry friend!
Bautique & Spa Lugano: tuttti i nostri ospiti possono beneficiare di un 10% di sconto su tutti gli acquisti(vedi sito ufficiale). Per maggiori informazioni

rivolgetevi direttamente alla Reception. to eve ry
BAUTIQUE & SPA BAUTIQUE & SPA BAUTIQUE & SPA Bautique & Spa: .
Spa & Relax Treatment Paw Caring Perceptible Snouts 10% discount on every d eta | |

l [ bactique: ]

[ 25.- CHF 1 35.- CHF [ Offered

] 50.- CHF

Jacuzzi and drying (only small Nail cutting and filing, hydration of Peeling and rehydration specially 10% discount on every purchase:
dogs), with dead sea salts and the paw's pads and varnish. A true dedicated to Pugs and Bulldogs SPA treatments & hairdresser for
natural relaxing essences. cure-all/elixir for the tired paws. and all the breeds with wrinkles on dogs - Bakery & organic-bio food -

the face, which are vulnerable to = Home Design - Accessories,
dry skin and dermatitis. collections and gift shop.

ALLERGIES & FOOD INTOLERANCE

n addition to the gluten-free biscuits always present in our buffet breakfast, the Hotel Lugano Dante is happy to take into consideration special
requirements for the preparation of breakfast and snacks for who has allergies or food intolerances.

Offered: throughout your stay.

Paying: Price per room/night.

GLUTEN-FREE Breakfast NO LACTOSE Breakfast 1Q Air Cleaner & Purifier lonizer
Special Care Special Care

Offered Offered 0 20 - CHF 0 15 - CHF

[ French croissant ] Rice milk The 1Q Air suits to allergy and The ioniser generates purifying

[] Plumcake with yoghurt ] Soy milk asthma sufferers, thanks to its ions to cut down atmospheric

] Crunchy/fruit Maesli [ ] Sliced cheese airborme particle, molecular and pollution caused by pollen,

[ Mixed jams [1 Natural yoghurt smell filtration system - Daily bacteria, viruses, allergens and

] Corn Flakes - Cereals [ Birchermuaesli Rates and upon availabily. mites - Daily fee, subject to
availability.
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Da: - Fabiana [mailto

A: Hotel Lugano Dante Center: "Feel at home away From home.."
Oggetto: ok - 478531 RE: reservation for one room

Dear Mr_Dettori =» REPLY TO THIS MESSAGE

For Payment please take following number.
Mastercars IR 7>

valid D812 10-06-2013 14:42 tests p» Details

Thank you for your confirmation and best regards,
Fabiana SN

=» REPLY TO THIS MESSAGE

From: Hotel Lugano Dante Center: "Feel at home away From home...” [mailto:Info@haotel-luganodante.com]

To: [ ~=bian 27-04-2013 18:26 test§ ¥ Details

Subject: R: reservation for ane room

Dear Mrs. .
. Dear Mr. Gasparini

Thank you for your booking. following your request to receive an official confirmation in order to obtain your VISA, please follow the
Regarding the reservation for Mr. -, to have a complete confirmation we need a credit card number with its foll C e
expire date as guarantee. ollowing nstruchon:

Best wishes, 1. enter your Mybookings section on the right side
Dettori Antonio / Guest Relations

Da: [ Fabiana (maito Favians [

A: Hotel Lugano Dante Center. "Feel at home away From home..." Please know that we are not allowed to send any other document except this official confirmation.
Oggetto: RE: reservation for one room

2. select POF and print the reservation

Dear Mr. Dettori Thanks a lot for your understanding and best regards.

Thank you very much for the clarification on this. We would very like to take one comfort room for Peter [JJJ|
Please send me a confimation. Thank you in advance and a good evening.

Best regards, Carlo Fontana
Fabiana [
- General Manager
From: Hotel Lugano Dante Center: "Feel at home away From home..."” [mailte:Info@haotel-luganodante.com]
To: I F=bizna  —
Subject: R: reservation for one room
pear vies - REPLY TO THIS MESSAGE
Thank you very much for your request. Regarding your request, the price for one single room from January, 10* for
one night is CHF 215.00 including Breakfast, Minibar and 100% connection of our WiFi. Escluded Local taxes CHF 16-04-2013 13:13 test nuova funzicanlita - RISPONDI ¥ Details

4,70 per person and day.

Best regards,

Antonio Dettori / Guest Relations D ear M r. G EE-FI arini

hallo

Da: [ F2biana [maito Fabiana [

A: Hotel Lugano Dante Center: "Feel at home away From home..."

Oggetto: reservation for one room Antonia

Dear Sir or Madame Guest relations

Reguest you to kindly book one room comfort for one night: i

Guest: Peter

Arvl: 10" January Return: 11" Januwary  Room: 1 room i

Please inform me about your tariff for this room before you confirm the reservation.

Thank you in advance and have a nice evening. 3 REPLY TD TH'S MESSAGE

Best regards.

Favians I 16-04-2013 13:11 test nuova funzioanlita - RISPONDI » Details
16-04-2013 12:59 test » Details
16-04-2013 12:58 test » Details

.. conversations 27-03-2013 15:16 test » Details

threading

15-03-2013 15:59 test » Details
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From paper to

mobile
Hofel Lugano Dante, Lugano T3
Pulizia Camere Tadd

Camera Cliente Partenza Adults Children Arrivo

101 Kwon, Seong Hee 151113 1 0] 111113
102 Bouhmida, Fairouz 12/11/M13 1 0 11/11/M13
103 Amone, David 121113 1 0] 111113
104 Camerlingo, Francesco 121113 1 0] 111113
107 Mendoza Beggiato, Juan 121113 1 0] 111113

Manuel
130 Tracy, Timothy Matthew 121113 1 0] 10/11/M13
133 Meier, Michael 151113 1 0] 10/11/M13
134 Dana, Victor 121113 1 0] 111113
202 Goo, Ee May 141113 2 0] 10/11/M13
203 Dierna, Assunta 121113 1 0] 10/11/M13
204 Weber, Roger 121113 1 0] 111113
205 Tan, Poh Lee 121113 1 0] 10/11/M13
207 Winzenried, Patrick 141113 1 0] 111113
208 Amstutz, Gianluca 121113 1 0] 111113
209 Tressoldl Simao, Patricia 14/11/13 2 o 10/11/M13
211 Cipolletti, Roberto 121113 2 0] 10/11/M13
212 Attias, Sarah Deborah 151113 1 0] 111113
214 Schnider, Stephan 15/11/13 1 0 11/11/M13
230 De Dottori Degli Alberoni, 121113 2 0] 10/11/M13
Andrea

232 “aleri, Pier Giorgio 12/11/M13 1 0 10/11/M13
303 Chen, Yi Han 141113 1 0] 10/11/M13
307 Mccann, Timothy 121113 1 0] 10/11/M13
309 Heng, Selena 14/11/M13 2 0 10/11/13
310 Papavasileiou, Apostolos 121113 1 0] 111113
311 Di Benedetto, David 121113 1 0] 10/11/M13
312 Furestier, Romain 15/M11/M13 1 o 11/11/M13
330 Schreiber, Benjamin 121113 1 0] 10/11/M13
331 Schreiber, Benjamin 121113 1 0] 10/11/M13
333 Djunaedi, Femin 13/11M13 2 0 10/11/M13
334 laffaldano, Laura 141113 1 0] 10/11/M13
335 Brugger, Steffen 151113 1 0] 111113
336 Robins, Garry 14/11/M13 2 0 11/11/M13
402 Yeo, Shi Jing Gavin 141113 1 0] 10/11/M13
403 Probst, Manuel 121113 1 0] 10/11/M13
404 Azzi, Carlo 12/11/M13 1 0 10/11/M13
406 Ferro, Michelangelo 121113 2 0] 09/11/M13
407 Garbani, Ivo 121113 1 0] 111113
409 Gasperoni, Sergio 121113 2 0] 10/11/M13
410 Cassigneul, Thomas 151113 1 0] 111113
411 Braemer, Lars 121113 1 0] 10/11/M13
412 Mathys, David Yves 151113 1 0] 111113
414 Waling, Thomas 121113 1 0] 111113
430 Tramonti, Dario Severin 151113 1 0] 111113
431 Meletta, Pierre 121113 1 0] 111113

Fage 1 aof 2 puilEiscamerns
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TOTAL :

arrivals: 40 |

departures: 38

remaining: 45

Room plan:
seamless

\/_/

Cleaned : 15 (DI 15) | Marija: 15 (DI 15) | Olivera: 15 (DI 15) | Riffadije: 15 (DI 15) | Roza : 16 (DI 16) | Suzana: 11 (DI 11) |

101 Sehr geehrte Frau OuUT| 06/10 T Servizio Pulizia .
Los*** Ste*** [A:1 C:0) 07/10 = Change bedding
Guest in the room
Dear Mr. IN| 07/10 o P
Ban*#** Dan**#* (A:1 C:0) 0g8/10 — (
102 Egregio Signor ouT| o0s/10 " Servizio Pulizia
Spi*#®* Dan*** (A1 C:0) 07/10 = Change bedding
Madame IN| 07710 =3
Ger*#% Lis*#%% (A:]1 C:0) 08/10 (
103 Egregio Signor ouT| os/10 f Suzana Savic
Nuc*®** Apd*#** (A:1 C:0) 07/10 Change bedding
Dear Mr. 07/10 e
Kra**#® Yur#*#% (A1 C:0) 0g8/10 (
104 Dear Mr. OuUT| 06/10 Suzana Savic .
Alh*#%%* Fat**#% (A:1 C:0) 07/10 Change bedding
105 Dear Mrs IN| 06/10 E Suzana Savic
Gro*** Eli**% (A:2 C:0) 08/10 ~—

Guest in the room

Y
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All room
information in

_‘?Em

one place

LEFT

|

L} ]
S

Nuc*** And#**

room: 103 [(elUEYRINE 0] FNY- V' C

 EEm—
arrival: 06 October 2014
departure: 07 October 2014
adults: 1 children: 0
TOTAL: 189.85

language: IT

birthday: 22 February

previous presences and next: (V)
031172013 room: 407 (Quality singola)
29/10/2013 room: 432 (Superior singola)
281072013 room: 432 (Comfort singola)
18/08/2013 room: 302 {Comfort singola)

PREFERENCES

the guest has not selected any preferences

pravious preferences

21°Ci70°F - Letto Mordico - Letto Mediterraneo - Maturale in piuma - Flora by JJB
Benson -

We have noticed nothing

ADD A NOTE ®

Coming soon

L] ]
S

Kra*** yurs*

LI [N COMFORT DOPPIA)
arrival: 07 October 2014
departure: 08 October 2014
adults: 1 children: 0

TOTAL: 307.0

language: E
birthday: 02 April
first stay

PREFERENCES
the guest has not selected any preferences
The guest has not got any previous preferences

We have noticed nothing

ADD A NOTE ®
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Minibar
consumption

=t moow o ronitoring

CHARGE

CONTENT USAGE DAILY

Bevande

2 acqua

2 Coca Cola

2 Coca Cola Light

2 Succhi di frutta

1 Birra Heineken

+ |+ |+ |+ |+ |+

2 the freddo

TOTAL

O OO0 O 0|0

O O O O O O O
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Maintenance
list

ROOM * FAULT ¥ DATE - PESO # STATUS: AREA #
CONDIZIONAMENTO RUMOROS0 2014.10.07: 17 .42 = remaining rooms
1 02 To change Carlo Fontana ASSIGN
update
CASSAFORTE 2014.10.07: 17.52 remaining rooms
1 05 Lina Padrevita Guestin the ASSIGN
update
room
TENDE SGAMNCIATE 2014.10.07: 17.53 remaining rooms
1 06 Lina Padrevita Guest in the ASSIGN
update .
ROOM * FAULT * DATE ¥
Tastiera leto spostata GUASTO generico: GUASTO 2014.10.02: 15.57
201 DA TERMINARE. ASSIGN
Testata letto staccata GUASTO generico: GUASTO  2014.09.07: 17.30
2 1 4 DA TERMINARE. ASSIGN
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Traces &
Preferences

3 TRACES:

room: 209
Bom™* Chr*™* (E} - adults: 2 - children: 2 arrival: 08 October 2014 - departure: 10 October 2014 - Nights: 2 (HOU) preparare culla e Pelusch 2 mesi + 3° lefto

room: 314
Alg™* sae™™* (E) - adults: 2 - children: 1 arrival: 0& October 2014 - departure: 11 October 2014 - Nights: 3 (HOU)} preparare 3° Letto 7 anni

room: 134
Bar™* Vic™* (E) - adults: 2 - children: 1 arrival: 08 October 2014 - departure: 10 October 2014 - Nights: 2 (HOU) Culla (e Peluche)

room: 209
Bom™* Chr=* (E) - adults: 2 - children: 2 arrival: 08 October 2014 - departure: 10 October 2014 - Nights: 2 (HOU) preparare culla e Peluches 2 mesi + 3° letto

® ® & ||®

3 PREFERENCES:

room: 102
She™* Nad*™™* (E) - adults: 2 - children: 0 arrival: 08 October 2014 - departure: 11 October 2014 - Nights: 3
Maturale in lana - Succhi di frutta - Acqua - Fanta - Letto Mordico - Coca Cola Zero - Flora by JJB Benson - 22°C/72°F - Anallergico in memory foam - Carta lgienica Ultra Morbida - Choco

Drink - @

room: 105

Hae™* Jes™* (E) - adults: 2 - children: 0 arrival: 08 October 2014 - departure: 10 October 2014 - Nights: 2

21°CITO°F - Letto Nordico - Naturale in piuma - Carta Igienica Ultra Morbida - Asciugamani aggiuntivi - Acqua - Coca Cola - Coca Cola Light - @
room: 109

Wyd™* Ale*** (D) - adults: 0 - children: 0 arrival: 08 October 2014 - departure: 10 October 2014 - Nights: 2
Succhi di frutta - Letto Nordico - Naturale in piuma - Choco Drink - @
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One to one

messages

Open conversations and today’s conversation

*J Select Language | ¥

G v &

make up room 232 as a priority

Carlo Fontana

07 October 17:30

Bring an additional pillow (n. 5) to room 133

Carlo Fontana

07 October 17:29

Room 132 arrived after a long trip and with a great jet lag. They want to sleep: please be careful.

Carlo Fontana

07 October 17:28
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Daily room
cleaning check-
list

YES NO
Bagno .
Results: daily,
Pavimento @ &)
Pulitc & senza capellifpeli Wee kly’
Piastrelle pareti e porta @ ® mo nt h |y etc_
Pulite ,
Asciugamani e tappetino & @
In ordine con logo in evidenza dove possibile - B
Accappatoio @ ()]
In ordine su sgabello B B
9 from 01/09/2014 to 01/10/2014
Cabina doccialvasca @ ®
Piatto doccia, stipiti e soffione puliti & senza capelli - B
Specchio e mensolina @ (&)
Puliti & senza impronte - B
Gabriella Calore Ivka Gavranovic Marija Radav Suzana Savic Riffadije Sylejmani
Lavabo @)
Pulitc dentro e fuori, saltarello che tiene e senza capelli B 99.83 m m
Scopettino WC @ ® I la statistica personale ] [ la statistica personale I I la statistica personale ] [ la statistica personale ] I la statistica personale I
Pulito, integro e senza acqua restante - B
Water e Bidet @ @) =0
Senza calcare, puliti dentro & fuori, asse we non traballante e con B . a
tappini -
-
- - Olivera Nandrea Elizabeth Diaz Agramonte Servizio Pulizia Roza Stojkova Bassetti
Cassetta WC @ @
E“ﬁi"eﬁ‘e',‘: @ © | la statistica personale | | la statistica personale | | la statistica personale | [ 1a statistica personale |
ulita e lucida
Aspiratore @ ®
Pulito
Luci @ |:::|

Funzionanti, interruttori puliti
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ORARI INGRESS0-USCITA

Staff on duty

a

@ Antonio Dettori

!?S Christian Oddo

Cristina Vignone

Federica Camplani

Giovanni Bernacchi

iﬂjj Pietro Pompeo

Roberta Fagetti

Simona della Marianna

ﬁ Valentina Panarisi
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http://youtu.be/LfP_wfj17Bg
http://youtu.be/LfP_wfj17Bg

Happy Guest Relationship Management

Maybe a combination of the following areas?
. People

. Organizations

1 Data (Big data)

. Technology
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http://www.youtube.com/watch?v=SE2Ct2WeXdA
http://www.youtube.com/watch?v=SE2Ct2WeXdA

