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MOBILE CONSUMER & TECHNOLOGY
TRENDS IN HOSPITALITY

Paolo Torchio
VP. E-marketing







The future traveler
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We know travelers try to use their
phone everywhere...
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They take pictures of nearly everything...

b 1 Million |
Photos taken on phones }
at the Royj| Wedding |

« Source: Nikon .
T W
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Share their location with friends and network

TRANSPORTATION CHECK-INS LAST YEAR
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And use them to navigate cities all around
the world...
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And increasingly want more...
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As a new generation literally grows up using mobile devices

9 Mobile Technology Trends And The Impact On Travel Sabre sty



Impacting how consumers experience the world
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With an increasing level of mobile activity

mobile web
IS growing

8X

faster than
PC-based web
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And more options available to consumers

b

YouTube Contacts Locavore

—d

pUniverse

Wikipanion Zen Bound Flood-it! PRO Yahoo! NPR News

Tweetie foursquare NetNewsWire Calendar Music 2

e = == , N Bay Area

ather Stocks Bloom Facebook Routesy Oblique
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Frustrations with mobile are increasing

68% of shoppers are
frustrated with the
experiences that
retailers provide on a
& mobile phone.
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So where to start ?

I THINK WE SORRY.
MAY NEED DID YOU
A MOBILE SAY
STRATEGY

SOMETHING?

14

Hospitality
Eabre | soltions.




A mobile website: no longer nice to have
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Mobile commerce is a reality

Mobile shoppers
are expected to

spend $119 billion
globally on goods

and services in
2015, up from $12
billion |n 2009

e: ABI Research




Mobile hotel website traffic trends

Mobile Traffic Accounts for over 20% for SHS Managed Websites
25%

20%

15%

10%

5%

0% . .

Q3 2011 Q3 2012
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Shift from PC to mobile devices

100%

US Internet traffic

88% 8% 4%
Dfrom PC from Ofmm Tablet
06% Y/Y 467% Y/Y $173% Y/Y
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Three screens

Within a decade of release, smartphones reached 40M owners.

Tablets reached this milestone in only 2 years.

eV oy /L

:40M'LL'ON

Trend of US Device Owners; Source: comScore Mobilens, comScore TablLens
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Functionality differences

Hotel

Why do you use your phone instead of online or in-person?

Ability to make or changes reservations on the go Jel&
lldeiiali i 49%
access hotel content on their phone 22) 10 COMIENE DECES ©

Availability of special offers 43%
1 8 % Iﬁ_-l Easier access to the best deals By
booked a hotel on their phone

Source: comScore Mobile Metrix July 2012, % of Smartphone Consumers, comScore Mobile Advisor February 2012
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Device detection, utility navigation & simplified content

ul__ AT&T

3G

n @ ©

Photo Gallery The Resort Promotions

ul._ AT&T 3G 7:02 AM

New Search

Stay Dates: Friday, November 16, 2012 -
Saturday, November 17, 2012

Daily Rate
Vista Room - Two Double
Beds

s 451.79

Total inc. fees

Daily Rate
Fireplace Shangri-La
Room - King Bed

vs0 540.59

Total inc. fees

Daily Rate
Fireplace Shangri-La
Room - Two Double Beds

uso 540.59

Total inc. fees

o

m AT&T 3G - °

X | Directions

cemetery

PY 8HON [3d

%
N

S
&

713 AM

%
B

@ounw c,

Ojai Valley i
Inn & Spa

® B O

Country Club Dr

1S Oluojuy UeS
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Device detection, utility navigation & simplified content

u___AT&T 3G 9:16 PM u_ AT&T 3G

Historic HOTELS
of AMERICA

NATIONAL TRUST FOR MISTORIC PRESERVATION*

California (19)

The Berkeley City Club
Berkeley, California
Reserve: 800-678-8946

Learn More

The Inn at Furnace Creek
Death Valley, California

Boretic: BO6.BTH B85 Call to Make a Reservation

Find a Historic Hotel > =i Hot Deals

Call to Make a Reservation Grande Colonial
La Jolla, California
Reserve: 800-678-8946

Location

Hot Deals Media Gallery

Learn More
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Think about mobility not mobile devices
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Mobile is the platform not the channel

GDS & Travel Agencies

Ezbre

= Galileo <o
> . _ i -
Search Engines Gor ’SIL kavax  Youlilh Non-Traditional
@) & Meta Search
Ing & Citysearch

Online Travel = ©-Expediacom @ tripadvisor: Planning
Agencies ""\(travelocity' Your Website yelp,’k & Review
> @iPh »»
- i Spa R IPhone =) ) .
Non Tran::c;p?al SPAFINDER B =22 | Lobile Website
ebsites

© LUXURY DrFOID  SBlackBerry

Social Media
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Different devices at different times and in different places

The rise of the digital omnivore continues...

Tablets
PCs are used
rule our at home
workdays

i

Weekday Share of US Page Traffic; Source: comScore Device Essentials — July 2012
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I’'m browsing, dreaming,

shopping — and maybe

doing something else:
Lounging Device

«ill AT&T 3G 6:10 AM

Hotels; Results

264 results
M1 o=

Las Vegas
Sep 13 to Sep 14

' Mirage Resort & Casino
R 8 8 8 S+4 >
3400 Las Vegas Boulevar...

B, Las Vegas, NV 0.4 mi

The Palazzo Resort Hotel &...
1.8 8 8 ¢ ¢ >
3325 Las Vegas Blvd. South

Las Vegas, NV 0.7 mi

New York - New York Hotel &...
L 8 8 & §+4 >
| 3790 Las Vegas Boulevard

Las Vegas, NV 0.9 mi

Monte Carlo Resort and Casino
1.8 & & §%¢ >
il 3770 Las Vegas Boulevard..

Las Vegas, NV 0.7 mi

STINATIONMEETING

COLLEGTION MEETINGS & GROUPS

24 CLASSROOM

Mandalav Rav Re

niaht
er night

rt And Ca

Find Hotels or Resorts For My Meeting or Event

SELECT YOUR DESIRED EXPERIENCE: | All v

the go

Location Meeting Room (4. ft) Guestrooms
Any v Any v Any v

SEARCH *

Additional Search Options -

Special Criteria
Facility Tyne

Facility Location Facility Capacity

State: Facility Capacity - People

Facility Capacity
Total Indoor Meeting Space (sq. )

Work Mindset: I'm
planning, doing,
buying
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Optimize for the location not just the device

_—

@ )

= San Francisco |% Thight

Hotels Bookings Irwhe Credes
SF - Union Square
Hotel Abri

| AR ‘_,* $189 sas
el

Sk = "‘.“ Kensingion Park Hotel
;

‘ s | S179 $216
| [ ' | Imu
5‘“_ Vills Florence
- o ufN $139 510

1 Tonight

San Francisco

NYC - Midtown

i -~
LSl
ot |
e

-~ ‘:.\\

£

L5

-

N

«ll 3G 1201 PM

Cition New York Map

. Tomight

s

Cassa MHotel & Reskde.

$159

Night Motel
$149

Tonight

FWH

Comfort ian Times Sq
$99
Yonight

®
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Location specific content optimization
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A lot of new concepts
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Google Now voice assistant

Lunch with Brad iﬂ‘)ﬂ‘l San Francisco 55 minutes to work

Pacifica Airlines
flight 2340

-~

09pm

SFO

T p E 10:32pm

Hospitality
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Convergence

SO

Social _ocal Mobile




SolLoMo: Directories, listings and profiles are critical

3:27 PM

»

@ Historic

District
2
Google

Darl

=9

Close

L

inuel's Creative Cuisine
NERA

erican (N

Parigi Restaurant
BDRRBW Ao

Italian

.The Landmark
ERRAW

Ame (Traditional)

Green Papaya Bistro

Vietnamese

Cyclone Anaya's

G.m.. 20 Reviews

Mexican

Restaurants Friends

Refresh

i -

3
>

Everything

Wall More

Warwick Melrose Hotel,
DaIIas

Message

@) Photo

Aubree-Anna

I'm so looking forward to seeing you all this
evening at The Warwick Melrose Hotel, Dallas
Library bar! I start @ 9pm. Happy Mother's Day
Weekend to everyone!!! xoxo ® :)

Yesterday at 11:26am

Warwick Melrose Hotel, Dallas

Good luck to all of those running The Friends of
the Katy Trail 5K today! Come say hello to us
when you get done!

/ 10 at 3:14pm

Like - Comment

R Warwick Melrose Hotel, Dallas
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WALKING |
YOUR FACEBOOK | }

STATUS UPDATE
CAN WAIT.




Engagement Is key to success

Hospitality
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Annual Mobile Consumer Survey

Road Casual
Warrior Corporate

2009 2007 Leisure NA S-PAC LA EMEA

800 745 237 256 310 202 200 201 200

Baggage tracker information

Receive driving directions to a specific
destination

Flight notification
Ability to add/change flight seats
Auto re-accommodation

Access to frequent*'
account

Ability to request
Reserve taxi/lgrou
Receive destinati
local businesses

Send itinerary thr
a friend via e-mail

want to view want to book a want to add
hotels onamap hotel from their hotel to their
up 12% In mobile up 11% existing

2 years from 2009 itinerary

Hospitality
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Human Factors Lab
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Website Usability Testing
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http://cakebox.esitelabs.com/caliban/examples/shs/index

Responsive Website Design Viewed on

tablet

0o = . —_—
o ) Sabre Hospitality Solutions. ) : .

SPECIALS & PACKAGES

ACCOMMODATIONS ___
MEETINGS & EVENTS
WEDDINGS

SERENITY SPA . 7 2
DINING This summer, esmpe ta a cliffside villa )
Adipeicing oltt, ;di tusmod tempor et tulo incididunt ut ot §
ACTIVITIES .gm labore et dolore magna aligua. Ut emim ad minit veniam.
’

HARNAL ., DRRE | GUESS PROM) COIE

e N N s NG N

Viewed on abre Hospitality Solutions Resort & Spa
Adipisicing elit, sed do eiusmod or ulo incididunt ut labore et dolore a aliqua.
desktop e e o b sl Ll e

A —_—

S

Viewed on
smartphone

Dynamic screen resolution & navigation repositioning
Maintain only one website

Device specific content optimization

Consistent brand experience across devices

Hospitality
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@ tripcase

trip@)case ; :
Travel with confidence
and less stress

TripCase monitors your itinerary and anticipates your

needs

¢ Flight and Trip Alerts o Seat Maps

o Weather Forecasts ¢ Driving Directions
e Currency Converter o Gate Change Alerts
¢ Alternate Flight Search Even more benefits

on-time 10 your events
Zhours ago

\‘% Oniine Check in is now
S dvailable for United Aidines .
0]

Download and start using TripCase Now!

FEE B=

e

{ : Avlabrem 7
| Market

point your mobile browser*

Download Now Download Now to tripcase.com/m

Hospitality
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A Leading Travel Management Platform @tripcase
a

tripC)case sign out

1 wi. ATET = 10:58 PM 63% &
wyTies  trip()case (

MY TRIPS v : ! 1 Sales Meeting - Boston

US Airways
US1219 CLT-DFW Jun 29, 2011

Tools
| iImapguest

Current Trips

< . dbay s
- US Airways F@ -
Sales Meeting - US1219 CLT-DFW Jun 29, 2011 detais

DEPARTS

7:45am

Boston ) i :
starts Jun 29, 2011 — — o 3 ;
merge | dote —a S

ORTH
Charlotte Trlp DEPARTS TERMINAL/GATE

started Jun 16. 201 7:45am TBD lIERICA

é:23am

TripCase will monitor this trip
and will update you as your
travel date nears. ul B 1020am

‘ w  trip()case ¢

Mobile Marketing AU i s ChicazgS W

. - 7 “New York
Conference 9:23am E ULn_i t-e Q g *Philadelphia
started Nov 15, 2 A 4

MESSAGES St g s
New York Trip
started Oct 08, 2010 allasy

W (rip and will 2aso Bermt O

D A New Orloans

et

§ Add A Flight Add Lodging
Chicago - Employee

Engagement Raciteny;

»
a
e
% >@
o
®

Conference tripQ)case @
started May 10 o % h
Main Tools (—4 Manage A | P o n e Add Other Manage This Connections ||}
Medic
NEW YORK Trip s, Events Tip \
"Plebla de
Zartagoza ‘g g
Trip Log Alternative Flight Arrival
Flights Notification
United Airlines Viaw: Man
UA2332 DFW-ORD July 7, 2011 Status Board Trip Options
Departed Terminal/Gate —
g:15am Al26 ) J
- /1

Arrives Terminal/Gate \
11:25am 2/ET7 —

Prev 3/5 Next :
Android

Messages
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Metro Design and Mobile First

DESIGNING

MOBILE
FIRST

WITH

SCROLLING PUSH AD
AD DETARS COPY

Start

Sanjay Jacob
AL Let's 9o sow & movie tha weshend!
Sounds Me 8 good plan to me. | dont

68°
Sydney, Australa
Sumny 81/ 68*

Now playing
on the

Extr
) IS

=



Opportunity for Hoteliers: Own the pre-
arrival window

Hospitality
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From booking onwards is an increasingly
mobile engagement

Hospitality
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Conf No.123123 | Guest:
Robert Dawson | Arrive:
09/30/00 | # Nights: 2

HO TEL

-

Send Confirmation Text Messz

Send my confirmation text

B 301| - 555 |- 555
CAUU/TTOTET PHONT AIUITIDE !
Country:

| United States

Text message you will rece

-~

Hotel Icon Houston | Ca
Robert Dawson | Arrive:

() Send me a reminder text m

() Yes! | would like to receive
leading up to and during m

Lenamycontr

Al ATET =

Hotel Icon Houston | Conf
No.123123 | Guest: Robert
Dawson | Arrive: 09/30/09 | #
Nights: 2

Dec 3, 2009 8:30 PM

Welcome to Hotel Icon! 50%
off all wine at Voice
Restaurant tonight. Also
Happy Hour at Voice Lounge
6 to 8pm every night.




Expand Your Market Message Power

- Drive your guests to
indulge in your
services

- Keep their buying
power at your hotel

Sheraton Arlington Hotel
Arlington, TX

CHECK IN PLANNED TIME [

Wed, Dec 7 3:00pm

CHECK OUT PLANNED TIME

Sat, Dec 10 12:00pm

Enjoy breakfast, lunch and
dinner in the Cityhouse
restaurant or have drinks in
the Cityhouse bar! The
Market Place also serves up
your favorite Pizza Hut pizzas

and Starbucks coffee!
a few days ago

Tantalize your palate with the dining
options available at the Sheraton
Arlington Hotel. The Cityhouse
restaurant features regional and
American-style cuisine for

Eabre
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Better Position Your Ancillaries

ol 6

- Grow your cross-sell

and up-sell
opportunities by
better positioning
your offering

-all Verizon 3G -

1| "wmes  triplcase (v

Boston May 2012

iip  Boston Park Plaza Hotel An... ¢
Boston, MA

CHECK IN PLANNED TIME
Fri, May 11 4:00pm

CHECK OUT PLANNED TIME

Sun, May 13 12:00pm

Engpoy a day of relaxabon
and rejuvenadon at Exhale
MindBodySpa, st steps
fromthe hoted

-all Verizon 3G -

Back trip)case

More Info

Exhale as you enter our sanctuary
an urban $pa 0asis merging mind
and body 10 support you on your path

tooverall wellbeing. We invite youto
expenence Exhale’s active and mul-

Hospitality
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On-Property: Mobile Concierge

-

il CARRIER 3G

12:00
Need A Bike

Rent Equipment

o

il CARRIER 3G 12:00

26" Adult
Beach Cruiser

24" Youth
Beach Cruiser

|

il CARRIER 3G 12:00
Need A Bike

Your Cart

Pick-up Time: Monday
Drop-off Time: Friday

Items Selected

-
-

GO wo

Yellow Adult Helmet

did <o

26" Adult Beach Cruiser

Eabre /
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Merchandising Mobile Concierge on property

%lclﬁ?}a' o

OR300
i

NEED A BIKE?

Hospitality
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As you develop your mobile strategy

Mobile website no longer nice to have
Think about mobility not mobile devices
Location relevance & optimization
Engagement & Responsive Design

Pre-Arrival Window opportunity

Hospitality
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Thank you

@paolotorchio
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Mobile consumer & mobile technology trends in hospitality.

Join us for a discussion on the latest trends in mobile consumer behavior and ideas on how

to leverage mobile technology to engage with your guests. Capitalize on the opportunities
being presented by this quickly evolving channel.

Mobile stats to show growth
Video

Mobile consumer trends
Hospitality stats & shift/growth

Devices & Travel
1. Tripcase
2. Google

6. Different way to look at mobile:
1. Convergence: Mobile as a platform & behavior
2. Relevance via device
3. SoLoMo as a consumer behavior

7. It's not just about last minute deals: Opportunity for hotels: owning the pre arrival window
1. Mobile Site
2. Mobile Concierge
3. SMS

8. Closing Thoughts
1. Device Responsive

2. Making sure your listings are current
3. Mobile 1st

ok wnhPkE
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