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Managing the Guest Experience
High Tech or High Touch?

1



Agenda
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 Who am I

 A look into the past

 The future trends

 The HGRM-enabled guest & staff experience



Hotel Lugano Dante 87 rooms, 40 Staff members

Awards

 Swiss Quality Hotels Excellent Guest Satisfaction 2012

 IFITT 2012 Outstanding industry contribution Award

 Tripadvisor 2013 Best Service 2013

 Switzerland Tourism Most welcoming City Hotels 2013

 HTNG 2013 EMEA «Hotel Technology Innovators» Award 2013

 Tripadvisor 2014 Top Service 2014

 HSMAI Europe 2014 Best in class Technology: Revenue Management                  
Honourable mention
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Lets’ have a look into the past…
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1984
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1984 - 1990
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1984

1984
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Late 80s
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Lets’ have a look into the present…
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The future trends…
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Trends 2014 - 2020

 globalisation

 localisation

 personalisation

Creating “moments of trust” by IHG
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Hospitality: where are we now?
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If hotels look all alike, 
guests will mainly take their

decision solely on price

The risk:
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OTAS effect



The challenge:

In the era of commoditization, there’s a dramatic
need to improve Guest Satisfaction and grow

Customer Loyalty
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The answer

focus on Guest Experience

Guest Experience 
constitutes today a 

very important factor when 
choosing a hotel, 

often before 
location and price.



36What is customer Service?



Customer service is a 
voluntary act that 
demonstrates a genuine 
desire to satisfy, if not 
delight, a customer. 
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Guest Experience
is made by hundreds of thousands of interactions



39

Guest Experience 
happens:

 anytime
 anywhere
 anyway

with no precise rules

and even one single 
service failure can…



Maintenance

Welcome

Bar

Breakfast

Housekeeping

Reservations

Sales & Revenue
Marketing 

Reception

40



Experience

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?
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Does it look familiar?
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Does it look familiar?



… to the Guest 
Relationship

. 
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From the 
Reservation…
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The HGRM experience

http://youtu.be/LfP_wfj17Bg
http://youtu.be/LfP_wfj17Bg
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What is 
service & product 

innovation?
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Is this the future of Hospitality?
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Is this customer service?

https://www.youtube.com/watch?v=vltLXzpDIc4
https://www.youtube.com/watch?v=vltLXzpDIc4
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Maybe a combination of the following areas:

 People

 Organizations

 Data (Big data)

 Technology

What is service & product  innovation?
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The Guest
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Mypage
The guest’s 

personal page
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Customite
your stay



54

… to every
detail
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… to every
detail
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… to every
detail
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Conversations
threading 

… conversations
threading

From paper
to… 
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Housekeeping
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From paper to 
mobile



Room plan: 
seamless



All room 
information in 

one place
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Minibar 
consumption
monitoring



Maintenance
list



Traces & 
Preferences



One to one
messages
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Daily room 
cleaning check-

list

Results: daily, 
weekly, 

monthly, etc.



Staff on duty
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Flawless communication…
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The HGRM experience

http://youtu.be/LfP_wfj17Bg
http://youtu.be/LfP_wfj17Bg
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What is service innovation

Maybe a combination of the following areas?

 People

 Organizations

 Data (Big data)

 Technology



High Tech for High Touch
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Thank you! 

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

