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Executive summary 

In my assignment I point out how could we make sure our guests has pleasant stay by using new technologies and our guest profile site. Making recommendations for changes and talk about my favourite hospitality trends and hotel benefits.

Since we are in a digital word, technology is playing a massive part of our job. On the other hand the biggest “trend” is to be green and try to save our planet as much as we could, by reducing waste (waste management) and using recycled materials wherever it is possible.

Our guest’s expectations are changing and we need to follow them if we do not want to be left behind.

I hope one day hospitality industry will achieve to not use plastic at all, only recycled materials and go paperless. Our hotel is taking big steps, for example we do not use paper letters to leave a message to our guests, we do have an options to put the message on the smart TV in room. Would be nice this steps been follow and as well come up with more sustainable options. 
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Introduction

T
he hospitality industry is very competitive. How could we make sure our business is up to trends and could maximise guest expectations (or even go above!)? In numerous hospitality shows (in London) we could gain information regarding the latest technologies and the trends in different countries or continent. This is an extremely good opportunity to meet and listen presentation of the “leaders” of hospitality industry. An other way to receive feedback of our services is to enquire our guests. 
How does this work in every day of a hotel’s life? I will explain below. 



To keep up with any trends in these days are nearly impossible. Not even in hospitality, however in any fields of business. Trends could change from week to an other. So how is it possible to meet guests expectations or even go above? Based on my experience in my hotel, which is located in the heart of London, just 10 minutes walking from the iconic Buckingham-palace, mostly depends on the audience. I could monitor very closely the guests expectations and the particular reason for the circumstance every country has its own culture the inquiries could be extremely “colourful”. 

The most “popular” hotel trends in the previous years based on an article from Jordan Hollander, 2023 in HotelTechReport are the following ones:

Smart rooms
Going Green
Changing Workforce
Alternative Accommodations
Technology
Traveler Preferences
Hotel Business
Hotel design

The pandemic made an extreme change in our travel (how and why we travel). Technology and innovation are bringing countless changes. Let’s talk about each point, how it helps the traveller to have the most pleasant stay. I will bring examples from my hotel too. 

S
mart rooms. Most of the biggest hotel brands (Marriott, Hilton, IHG …) has their own application which could make the stay the more pleasant. You could access numerous extras on your smartphone without even going out of your rooms. Starting from booking, going throw check in, room service and amenities services. Guests wants “digital amenities” as well “physical ones”. Which are the “digital amenities”? A very good example is to connect to the smart television and listen their favourite music while getting ready to explore the city or continue watching their favourite tv series on Netflix. I guess in few years we will see a voice-controlled room, which now could sound futuristic. Either “Alexa” (could be managed with Android) or “Siri” (could be managed by Apple) will appear in a few years from now. These futuristic technologies could switch on-off light, the thermometer or television. 
One of my personal favourite is the “smart mirror”. Just imagine while you are brushing your teeth you could watch the latest news from around the world. (Offered by Savvy by Electric mirror).


G
oing Green. One of the most known programme is the “Green Key”. It was founded 30 years (!) ago. “The Green Key certificate is a leading standard of excellence in the field of environmental responsibility and sustainable operation within the tourism industry”; could be read on the website of the organisation. Why is it so important? We have only one earth, it is all our responsibility to save it and try to “heal” it as much as we could. 

Here are some options to “go green”:

LEED Certification (measure the eco-friendliness of the building)
Solar power
Water conversation (for example slower-flow shower heads)
Less or no plastic (straws, to go cutlery and containers, bottles)
Motion sensors (in room ac or heating stops working when the window is open)
Waste management (recycle bins)
Meat alternatives in F&B outlets (vegan, vegetarian)

I am proud to work in Sheraton Grand London Park Lane which owns a Green Key certificate. We replaced our plastic bottles in F&B and HSK. In our restaurant we have a “waste managed bin” which helps reduce the food waste by categorising and measuring the food. 
In FOH they are going paperless during check in and they are trying to invest in a new technology which makes the they stay paperless by using an iPad to sign documents. As well we do not have any physical newspaper however we do have review cards and maps, which we could be replaced with a recycled plastic card with QR code for easy access.


C
hanging workforce. As much as the digital world is takes more space in our life as much the employees tasks are changing, likewise the workforce. Companies has to hire effectively to reduce turnover of the employees and keep them happy and safe.

Global workforce and immigration
Gen Z
Unionization
Safety regulations 
Labor management 
The gig economy 


A
lternative accommodations. Today we have myriad of options for accommodations besides of traditional hotels, likewise hostels, apartments, treehouses, underwater hotels.

Coliving
Coworking
Vacation rentals
AirBnB
Mobile hotels
Underwater hotels
Remote work
Hometels
Next gen hotel brands (Life House)


T
echnology.  

 Selling experiences (upgrades, tours, F&B amenities)
AI based pricing (IDeaS)
No app required features (QR code)
Contactless and mobile check in
Choose your room (in Hilton app before arrival you are able to choose your room) 
Fitness
AI chatbots
Social media platform (Facebook, Twitter, Instagram, TikTok, Threads)
High speed internet access
Robot room service 
Contactless payment
Personalization (Marriott has a data basis with guests profile and preferences)
Cyber security (our wifi is highly secured by the IT team)


T
raveler preferences. The question seems simply, however it is certainly complicated. Everyone is seeking new experiences. As a company by staying on the top of the changes could make sure the properties are relevant to the travellers.
Experiences 
Bleasure (mixture of leisure and business)
Staycations (vacation in your city)
Wellness travel
Cannabis tourism
Medical tourism (like in Turkey)


H
otel business. Hotel brands are exploding. Likewise Marriott has 31 brands as well the other leading company, Hilton launches new brands too. Everyone can find the the brand which suits them the best regarding the purpose of the travel. 

As a business how could we make sure the business has a good reputation? In my opinion the features are just tools in our hands and it is our decision how we use them. 
To build a good reputation is easier then keep this reputation up. It is all starts with the “right staff”. The right hiring process helps the business to choose the employees who is up to brand standards. Why is it so important? Is it important for the reason of manners of ability to make the guest to be a “regular”. No hotels are perfect however if the business got the employees who could “sell” the hotel the business will have revenue. On the other hand we need to take care of every single detail.
Either is it a positive or negative review, the business MUST answer (and consider compensation or changes). If we have negative reviews regarding the wifi (like my hotel) we need to take further steps, which we did, changed company and installed more routers around the hotel. The compensation should not be written on the website to be seen everyone for the reason there are guest (the “Karen phenomom”) who’s final goal is to get refund for no or tiny reasons. 
As I mentioned the employees are taking a huge part of how our business runs. As an association we need to have a strong service and corporate culture. The place needs to be a place where employees love to work and love to work and consumers love to do business. Once my manager said: “Happy staff, happy guest.” Which makes a lot of sense. In my place I feel valued and feel they are listening to us. 

That is the reason maybe whenever I have a bad day I can not wait to go to work since I can see my colleagues being happy to work in this hotel. As well we do have a lot of employee focused programme, likewise birthday treats, Friday treats, staff gatherings. We can work as a team together, we can provide a strong and very good customer service and focus on our missions. For this reason out trainings are regular. On other huge part is our benefits, which are the following ones:
Staff rate in any Marriott property around the word
Healthcare
Mental healthcare
Open door policy 
Marriott marketplace and so on.

One of our biggest mission is “Mission 67”, which is a programme for our reviews. We have 5 different categories and review percentage should be below 67%. Our most important one is the loyal customers (Marriott Bonvoy) review. They are our “influencers”, takes a huge part of our revenue. They could enjoy many benefits too, it is all depends on the loyalty stage (how many nights you spend in Marriott hotels in a year). We are working hard to come up with new ideas to be more green, help our consumers to enjoy the stay and enjoy their benefits.

In every hotel, in every brand there are brand standard need to be follow. Guest know what to expect. In every segment of the hotel, in every department. 
As well regarding amenities, which could change by room or special occasions (high profile guest, celebrations, guests request). In my hotel we do have a great scheme, which gives the option to the employee to maximise personalised stay. We call it “Great to Grand’. Under the program we could purchase any gift up to £500 and with the help of guest the Guest Experience manager and housekeeping to be placed in their room with a message. This is what hospitality is about.
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