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Intelity's mobile ICE

 industry was
slow to adapt. The door was left open for online travel agents to make their mark. The lesson? Society gravitates to
better access of information and easier paths of payment. Several business models, like Amazon.com and iTunes,
continue to prove this point.

 

Smith Travel Research reported average daily rate dropped 8.8 percent in
2009, and PKF Hospitality forecasts a further 1.1-percent drop in 2010. So,
as demand increases, maximizing guest spend with new devices is even
more crucial.

Self-service
Gas stations and grocery stores have mastered self-service, and the hotel
industry is slowly getting there with kiosks in lobbies. Kiosks normally are
associated with check-in and check-out, but any device giving the guest
control presents an selling opportunity.

Marc Bauer, GM at the Hotel Duval in Tallahassee, Fla., said his property

sits in the guestrooms. Bauer said 82 percent of his guests use ICE to order room service (most predominant), spa
treatments, reservations and more.

Bauer said two big benefits of self-service technology are upselling and updating capabilities.

s voice orders,

And with no need for paper, Bauer can update menus and service items so guests always know what is available and
what it costs.

ema said.

Mobile

revolution is just beginning.

f
Knotice, a direct digital marketing solutions provider.

Shutters on the Beach, a luxury hotel in Santa Monica, Calif., contacted Runtriz, an interactive software
firm specializing in Web design and touch-screen solutions, to implement its mobile e-concierge. Guests can access

s.

e
gory Day,

Day said this service gets the most use at the pool, where guests can order a drink and have it brought
right to their chair.

Data collection
With either a mobile e-concierge or a kiosk, the hotel benefits from data collection.

, monthly
ce manager for the

Malibu Beach Inn, which also uses Runtriz.

The data collection also benefits the guest. Similar to how Amazon.com suggests items based on previous purchases,

Have you had bed bugs at your property? (responses
are all anonymous)

Yes
No
Don't know
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