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Managingthe Guest Experience
High Techor High Touch?
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Agenda
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Ç Who am I

Ç A look into the past

Ç The future trends

Ç The HGRM-enabledguest& staff experience



Hotel Lugano Dante 87 rooms, 40 Staff members

Awards

V Swiss Quality Hotels ExcellentGuest Satisfaction2012

V IFITT 2012 OutstandingindustrycontributionAward

V Tripadvisor2013 Best Service 2013

V SwitzerlandTourism Most welcomingCity Hotels 2013

V HTNG2013 EMEA «Hotel Technology Innovators» Award 2013

V Tripadvisor2014 Top Service 2014

V HSMAI Europe 2014 Best in classTechnology: RevenueManagement                  
Honourablemention
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LetsΩ havea look into the pastΧ
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1984 - 1990
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1984

1984
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Late 80s
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LetsΩ havea look into the presentΧ
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The future trendsΧ
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Trends 2014 - 2020

Ç globalisation

Ç localisation

Ç personalisation

/ǊŜŀǘƛƴƎ άƳƻƳŜƴǘǎ ƻŦ ǘǊǳǎǘέ by IHG
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Hospitality: wherearewe now?
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If hotels look all alike, 
guestswill mainly take their

decisionsolelyon price

The risk:
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OTAS effect



The challenge:

Lƴ ǘƘŜ ŜǊŀ ƻŦ ŎƻƳƳƻŘƛǘƛȊŀǘƛƻƴΣ ǘƘŜǊŜΩǎ ŀ dramatic
needto improve Guest Satisfaction and grow

CustomerLoyalty
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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 tosatisfy,if not 
delight, a customer. 


