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Hotel guests’ service expectations continue to
rise with every frictionless customer experience
they observe.

From bookings to checking out, ensuring guest satisfaction at every stage of a customer’s
experience has never been more critical, especially as review sites for any hotel will be one
of the first things customers see when researching a hotel’s name.

But hotels are under increasing operational pressure at the front desk and within the call
centre. Many are facing the worst staffing shortage in recent history, exacerbated by rising
labour costs and high staff attrition.

It's no wonder then, that many hotels are exploring the potential of Al to enhance
guest experiences.
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Serving guests on the
channels they use

In an effort to provide excellent guest
experiences while alleviating pressure on
staff, many hotels have invested in digital
self-service.

Especially apps that allow guests to check-in, browse FAQs and make service
requests without having to speak with a member of staff.

Apps are a great way to allow repeat customers to self-serve, but is
downloading an app and creating an account a fair ask for a more casual
guest? Many guests will not download an app if they dont have plans to visit
the hotel again in the near future. Instead, they will rely on the phone and
on-site staff for support.
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A new generation of
guest-led voice experiences

As voice-based interactions with computers become
more common in everyday life, guests expect the same
convenience during their leisure or business travels.

While much has been made of popular home voice There is an alternative to these technologies.
assistants such as Alexa, hoteliers cannot simply Guests already make requests to the front desk,
drop consumer-grade technologies into the hotel concierge, and housekeeping using their bedside
guest experience. phones. Earlier voice solutions were too robotic and

_ _ _ _ unintelligent to be truly helpful to guests and staff.
Beyond the obvious issues of guest privacy, serious

questions follow from a decision to allow third-party A new generation of voice assistants eliminates
hardware to dominate guest interactions and, by previous limitations and presents new opportunities
extension, the customer relationship. for self-service and personalization in the hotel’s

guest experience anywhere in the world.

So what could a voice assistant do for your hotel?
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Taking room reservations

Front-of-house hotel staff are often tasked with
managing face-to-face interactions and taking
inbound calls.

During busy periods, guests at the front desk take precedence, leading to missed calls,
which equates to missed revenue opportunities.

By deploying voice assistants, hotels can answer every call immediately. Accurately
distinguishing between check-in dates and check-out dates, offering different room
types, and taking payments over the phone takes away the need for staff intervention.

When guests have complex requirements that need to be handled by a staff member,
a voice assistant can gather basic information such as the guest’s name, date of birth,
or party size while they wait to be served.



How smart hotels are using AI to enhance guest experience

Personalizing
guest experiences

Hotels that pay attention to little details create
a lasting impression. Whether a guest is traveling
for work or leisure, it’s vital to personalize

the experience.

Voice assistants can help hotel brands create memorable guest experiences and enhance
customer relationships. Integrations with property management systems and middleware
services allow voice assistants to differentiate the experience by addressing guests with
personalized messages, and recognizing loyal, repeat customers.

With the option to offer CSAT surveys over the phone or via SMS, hotels can capture
feedback in the moment to improve the guest experience or hotel operations.
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Resolving billing
Inquiries

Initiating
- Many guests call with questions about their
hOusekeeplng requeStS bills during their stay or in the weeks

following their visit.

: : — N
Extra towels, a few bottles of water, or toiletries are —— | |
among guests’ most frequently requested items when they Most are calling to get a copy of Alternatively, voice assistants can
call housekeeping teams from their in-room phones _ thelr.lnv0|ce or to pre-authorize a send gu.ests an SMS contalnln_g

credit card — tasks that generally an email address to make their

Voice assistants can accurately understand the requested item(s) and how many are need to be handled by an off-site requests directly or trigger an
required, regardless of factors such as accents or background noise. Integrations with team. Voice assistants can take email with a copy of their bill via
telephony systems also capture a caller's room number, enabling voice assistants to these calls immediately and route integrations with a hotel’s property

initiate workflows without human intervention. callers to the correct department. management systems.
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Handling seasonal peaks
In call volume

Hotels near national landmarks might experience
particularly busy periods during public holidays,
and resort-style hotel properties may implement
special offers as part of a seasonal calendar.

Unpredictable events like severe weather can require hotels to address concerns
of existing and incoming guests efficiently and with little warning.

Customer-led voice assistants are trained to recognize when guests ask about
particular landmarks, seasonal activities, special offers, and restaurant names.
Accurately understanding caller intent enables voice assistants to resolve common,
repetitive questions while allowing hotel staff to focus on the most urgent and
pressing concerns.

Call volumes may spike for predictable or unpredictable reasons.
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Deliver a 5-star experience
to every guest

PolyAl voice assistants answer the phone across
properties at Marriott, Hilton, Hyatt and Choice Hotels,
as well as Golden Nugget and Mohegan Sun Casinos.

PolyAl voice assistants can be easily customized

for each hotel site and are currently deployed in 10
languages - with many more to come!

Find out more at poly.ai/hotels
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Without the voice assistant, my staff would not have been
able to answer all of those calls. If those callers abandoned
and went somewhere else (which they do!), | would have
potentially missed out on about S600,000 in revenue in just
one month. That's about $S7.2m a year!

Brian Jeppesen

Director of Contact Center Operations at Landry’s



PolyAl is the inventor of
guest-led voice assistants.

To find out more about how PolyAl can help
you put your customers in the driver’s seat,
Improve loyalty and reduce cost-to -serve,
schedule a demo with our team.



https://poly.ai/request-demo/

