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Introduction
In a recent ReviewPro webinar, Hotel Leadership and
Planning in Uncertain Times, Tim Towle, Cofounder of
ReviewPro, discussed how hoteliers can plan and prioritize
their technology needs during and after the recovery.
“Many of the big changes that were starting to take root in
business generally and particularly hospitality before the
pandemic have taken on new urgency during the
pandemic,” Towle said. “This is turning important
technology into urgent technology.”
Towle identified four key areas of technological change that
will impact hospitality in both the short term and the long
term: automation, artificial intelligence, workflow and
connectivity.

1. Automation
“Automation can be found everywhere in hotels today, in a
chatbot on your website and in robots in your
passageways,” Towle said. “However, here we use it as a
broad term, meaning a rethinking of processes with
technology that allow us to understand and act in specific,
repetitive ways to support the guest experience.”
During the pandemic, the immediate implementation of
automation means taking out as much human interaction as
possible to reduce exposure for guests and staff, he said.
But in the long term, it means creating a seamless
experience for guests and allowing them to control their
stay.

1. Automation
“When we hear the phrase digital transformation, the most
important part is transformation,” Towle said. “A good reference
here is the banking sector. It has already gone through an
automation revolution to the point where the need to go into a
physical bank is very low today.
“Of course, the hotel experience is at its core a physical and
presential experience. We don't want that to go away, but
automation is going to completely change how hotels service
guests from the booking phase through to departure. The big
challenge for hotels and everybody working in the industry is how
to maintain an exceptional guest experience as we go through this
accelerated change.”

2. Artificial Intelligence
Artificial intelligence (AI) in chatbots is enabling automation in the
front line of the pandemic response across almost every industry,
Towle said. “It is the most immediate AI that impacts the customer
experience; the ability to self-serve with the help of AI and involve
staff only when necessary for more difficult needs or to execute a
request.”
As an example, Towle cited ReviewPro’s chatbot, which can respond
to guest inquiries, take reservations and room service orders, and
decide when to hand over a query to staff. In the future, AI will change
analytics in the hospitality industry and how we look at data, manage
revenue and understand and react to demand generation, he said. It
will give us new ways of understanding guest profiles and the flow of
people on property, helping improve the design of lobbies and
restaurants.

3. Workflow
Automation makes workflow tools more important than ever,
Towle said. “They are the bridge between automation and staff
action. Instead of guests coming to the front desk to ask for a
restaurant reservation, they will do it from their phone via the
chatbot. And then that reservation will need to be actioned and
confirmed. The restaurant and reception need to know, and the
GM needs to track and report on it.”
Automation changes the traditional flow of information. A
chatbot can prompt actions in housekeeping, room service,
reservations, sales and other departments. “All these
departments will now be connected in unprecedented ways in
order to receive the output of the automated interaction,” he
explained. “Workflow and case management systems are
coming out of their silos and being adopted across the
organization, providing the glue in a world where information is
more customer-centric and real-time.”
This means that all tickets in case management applications will
need to be able to talk to the master workflow system.
ReviewPro’s Auto Case Management can be either used as the
master workflow system or integrated into another application.

4. Connectivity
The pandemic and the post-pandemic world clearly put
technology at the center of business, Towle said. This means
that connectivity between applications is now compulsory.
“Lack of integration is an inefficiency that organizations can
no longer afford,” he said. “It should be key to any
technology strategy and purchase.”
ReviewPro is investing heavily in making this happen in a
cost-conscious way for clients, he said. “We’re creating twoway integrations with PMS’s, workflow and case
management systems, check-in apps, room service and
restaurant ordering services, and more—anything that makes
sense and adds value to integrate.”

Guest Experience Automation™
These advances in hospitality technology drive the vision of ReviewPro’s Guest Experience Automation™ (GEA) product, Towle said. “GEA
allows an organization to manage communication with guests in a flexible manner, when guests need quick answers and when the hotel
needs to communicate with the guest. The platform works across multiple channels, including all the major messaging services and OTA
messaging applications such as Booking.com’s.”
Tools such as Cases, Workflow and Escalation Rules allow employees to react quickly and generate the correct response and action and
are configured to complement the hotel’s processes. Data and analytics tools allow hotels to understand the return on investment of the
platform and collect all guest interactions in one profile.
But recent advances in technology are only the beginning, Towle said. “In the future, AI will transform our world more than the internet
has, fundamentally changing how we interact with information and the physical world.”
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