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Guest expectations have changed

Over 50% of internet users said it would take just one bad 

experience with a company in the travel sector before they 

switched. 

Source: Lithium, “The path to Happy Customers” conducted 

by The Harris Poll, March 20, 2017



In a world of big data, personalized 

experiences now shape the hospitality 

industry



62% of online adults have chosen, 

recommended or paid more for a brand 

that provides a personalized service or 

experience

Customer Experience In Hospitality: Embrace Customer Data And 

Elevate The Guest Experience,” Forrester, November 2015



Travel is no longer just about getting to 

the destination, 

it’s about the journey



The travel journey has evolved to include 

multiple data touch-points
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With antiquated & disparate systems, how 

do hoteliers align with this shift to drive 

success?



Use actual

intelligence to put 

the guest at the 
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Global Profile
A single version of truth is only 

realized when all disparate data is 

managed in CRMApps
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Sylvia Hommert

Arrival:  Mon, February 20, 2017

Departure: Thurs, February 23, 2017

Dear Ms. Hommert,









Putting this shift into practice

• Work collaboratively across your hotel and across teams to 

set your goals 

• Determine what your strategy will be to implement change

• Set objectives as an organization and within your teams

• Put in place team leads to take ownership of new strategies 

and technologies

• Finally, set in stone your KPIs to help track success



Setting your KPIs

• VIP scoring

• New vs returning guests

• OTA channel shifting to direct

• Confirmation email click through rate

• Guest satisfaction measured through during and post stay 

guest surveys

• Email marketing campaign ROI. Actual revenue generated 

from each campaign



Own your data with CRM.

Own the digital conversation with 

your guests. 


