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THE CONSUMER CONUNDRUM 



Travelers are moving faster 

And connected to more 
people and services 
than ever before… 



SHARING EXPERIENCES  

Broadcasting their 
location and activities 



TRAVELING TO MORE CITIES 
AROUND THE WORLD 

With mobile connectivity 
to keep them plugged in 
to what’s happening 
back @ the office 



AND MIXING BUSINESS WITH 

PLEASURE 

#ShouldBEaThing , right!? 
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But not long...JUST 10 

Years ago 

• Only 5 % of Households 
had broadband 

• WIFI was rare 

• Social Media didn’t exist 

• Only 50% of people had a 
mobile phone 

• iPhones were still Three 
years in the future 



AND 

TODAY… 

It’s hard to find places 
without connectivity and 
people are social in 
radically different ways 



A GROWING 

DEMOGRAPHIC 

44% of the world’s 
population is under 24 – 
all born in the digital age 
 
Did not have to transition 
to mobile 
 



A NEW GENERATION GROWING UP 

WITH THIS TECHNOLOGY 



GEN-Y TRAVELERS LEAD MOBILE 

TRAVEL ADOPTION 

Source: Hudson Crossing 



THEY EXPECT EASY…AND 

HATE TO WAIT 



THEY EXPECT A FRICTIONLESS 

EXPERIENCE 



AS Evidenced BY THE MOST Successful 

BRANDS 



WITH THOSE SAME BRANDS NOW 

PROVIDING TRAVEL SERVICES 

21% of traffic now from 
mobile devices  
 

(7% tablets & 14% mobile phones) 

Source: Google March 2013 



Source: comScore Media Metrix Multi-Platform,  

             March 2013  

AND EXTENDING THEIR PRESENCE 

THROUGH DEVICES 



IT’S THE “COUCH AND FEEL” EFFECT 



Source: ComScore DataGem 

DEVICES CHANGE THROUGHOUT 

THE DAY 



43% of people now 
go between devices 
 

DEVICE AGNOSTIC 



A SOCIAL GENERATION 



HOTEL SEARCHES ON PCS ARE 

FALLING in 2013 

In 2013, hotel 
related travel 
inquiries will fall by 
4% on desktop PCs, 
but rise on tablets by 
180% and rise on 
mobile by 68% 

Source: EyeforTravel, March 2013 



HOTEL BOOKINGS IN CARS? 

43% of people booking 
hotels on their mobile 
devices using Priceline are 
now doing so in their cars 

Source: Priceline November 2012 



MANY MOBILE BOOKINGS ARE 

FOR TONIGHT 

70% of Expedia mobile 
bookings were for hotel 
stays within 24 hours 

Source: Harris Interactive 



MANY MOBILE BOOKINGS ARE 

FOR TONIGHT 
• 91% have never stayed 

@ the property 
• ½ wouldn’t have stayed 

in a hotel 
• 40% business travelers 
• 28 cities now included 

 

Source: Sam Shank, via Internet Retailer 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=ARWJ42D5E9_60M&tbnid=9YoIkXL_JqyoSM:&ved=0CAUQjRw&url=http://waggeneredstrom.com/blog/2012/07/19/hotel-tonight/&ei=hsoTUqH9GoqIygHE7YEI&bvm=bv.50952593,d.aWc&psig=AFQjCNHeiN5cU-LoCNi4qNIeJAZnSchy4w&ust=1377115134288969


TRAVELERS ARE GOING STEALTH 



THE INVISIBLE GUEST 

Source: IHG The New Kinship Economy 



USING SOCIAL: TO PLAN 

Source: IHG The New Kinship Economy 



USING SOCIAL: TO SHARE 

Source: IHG The New Kinship Economy 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=bMK-k4nzo4j5KM&tbnid=afjAvT1mBQiQKM:&ved=0CAUQjRw&url=http://www.bigpictureclasses.com/blog/instagram-fun.html&ei=TdITUqXbA4eMyAHX3IC4Cw&bvm=bv.50952593,d.aWc&psig=AFQjCNGAYFxsQOzNVoJpZ8lpXLKxDcQTOw&ust=1377116973210138
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=IOe7nCjBj-89VM&tbnid=ricJAGzxXO2WOM:&ved=0CAUQjRw&url=https://blog.compete.com/2013/01/30/what-can-vine-do-for-you/&ei=ydITUrP1Do3lygGK8ICADg&bvm=bv.50952593,d.aWc&psig=AFQjCNG6G8D1J5YsyPGRAZiWX3LmLudKQQ&ust=1377117245416098


USING SOCIAL: To DISCOVER 



32 
mobile was the catalyst for digital convergence 

 



A new “On-the-go” target for MARKETERS 



DRIVING FRUSTRATION 

FOR Marketers 



AND frustration for SUPPLIERS 



So what should I be DOING? 

• Distribution 

• Search  

• My website 

• Multiple devices 

• Guests going stealth 





• Organic Search 
• Remarketing 
• Paid Search Advertising 
• Social Media 
• Local Directories 
• OTAs 
• Meta Search 

All available  on Mobile 
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Mobile:  Channel or  Platform? 

http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/
http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/
http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/
http://testiphone.com/?address=off&url=http://hardrockhotelchicago.mobilehotelier.com/smartphone/


Google commissioned Ipsos MediaCT  travel study Aug 2013 
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Device Responsive vs. Device Specific 



Mobility vs. Mobile: What is the consumer 

trying to do? 



Mobile must 

have 

Easy  to Call 

Easy to Book 

Prominent Imagery 

Promotions 
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If you can:  Mobile First & Fully Responsive  

44 



What about 

Apps? 



Mobile website strategy considerations 

 

1. Content 

2. Budget 
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How am I doing? 

http://www.google.com/url?sa=i&rct=j&q=big+data&source=images&cd=&cad=rja&docid=M47P1X1SiwALCM&tbnid=V3TVZrDofkZNvM:&ved=0CAUQjRw&url=http://edudemic.com/2012/08/20-things-to-know-about-how-big-data-is-changing-schools/&ei=M0IHUZ3iF-LXyAHGhID4Bw&bvm=bv.41524429,d.aWc&psig=AFQjCNEueBw_3Y1cLbAC3MYfVbwYXqCJgQ&ust=1359516595615103


Webmarketing 1|2|3 survey of 500 digital marketers 2014 plans and challenges 

Marketing ROI remains elusive 

4
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Mobile accounting for 30% of hotel website visitors 
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2013 Sabre Hospitality Hotel Website Benchmark Analysis 



How about conversion ratios? 

 

2013 Sabre Hospitality Hotel Website Benchmark Analysis 

4 X 

2 X 

Mobile Tablet Desktop 



Easy to track mobile activity and establish benchmarks 
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Easy to track mobile activity and establish benchmarks 
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HSMAI Digital Marketing Benchmark Study 
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• Launched in October 2013 

based on 26 benchmarking 

questions  

• Provide insight into how you 

compare to similar hotels by: 

– Location 

– Size 

– ADR 

– Marketing Spend 

– Organizational Structure 
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Providing some interesting insights 
 

• What is your Segment? 

• What % of your Website Bookings come from mobile? 
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SO RECOGNIZE THIS CHANGE AND Embrace IT! 



In 

Summary 

• Traveler behavior is changing 
rapidly, driven by 
connectivity, social & mobile 
 

• Think about mobility and 
mobile as a platform not just 
a channel 
 

• Benchmark and measure 
 
 
 



Questions? 

Thank you 

@paolotorchio 


