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with Safir Hotels & Resorts
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Getting Ready for the
World of Tomorrow
Previous crises have boosted digital
transformation in the past and so not
surprisingly, we are seeing the same trends
with the current COVID-19 crisis.
According to studies from McKinsey &
Company, tech adoption has accelerated
globally by seven years, since we are all
looking for ways to increase efficiency and
reduce costs.

Digital Transformation
Although digital transformation is a big
buzzword now in the hospitality industry,
many other industries have been moving
towards more digitized and automated
operations for a while. Think about online
banking, or online check-in for airlines. It is
time for hospitality to embrace new
technologies, not only to navigate your
operations through the current pandemic,
but because digital technology is now
expected at your property.
When we are looking for new
technologies to implement, we need to
look at solutions that are efficient,
flexible and made to last.

Efficient
Digital and automatic systems allow us to be more efficient with less resources,
they can take over simple and repetitive tasks, relieving the pressure on staff.
But technology should also increase efficiency for your guests. How easy is it
nowadays to check a menu, simply by scanning a QR code? These are the kind of
changes guests are now used to deal with and have become the expectation that
we have as travellers and clients.
Flexible
We are operating in a changeable landscape, with the road to recovery proving
to be anything but linear. Digital and automated technology gives us the
flexibility we need to navigate the inevitable ups and downs we face. We no
longer have time for huge legacy style onboardings: tech today needs to be
agile, flexible and automated to really benefit your brand.
Lasting
The pandemic has learned us that disruptions can happen any moment. So,
whatever steps you make now, should not only carry you through the current
pandemic, but also prepare you for whatever comes next. The right technology
allows you to future-proof your company for whatever comes next. Companies
that adopt quickly and decisively in times of crises to new paradigms, later reap
the rewards.
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How to Get
Everyone on Board?

Deciding on the right technology for your
organization is only half the battle. Making sure
your implementation is a success, relies on a few
other variables than only finding the perfect
product. In the end, a product is only as good as its
users. To ensure it is used to its fullest potential,
users need to be engaged with the platform. To be
engaged with it, users need to understand what it is
and what the benefits are.

According to an MIT study, 68% of executives
believe that upgrading their systems is critical, but
also admits to being slow to adopt new technology.
Part of the reason is that many companies don't
realize the full potential of their product due to
poor implementation.

68%

Guests too need to be encouraged into using new
technology correctly. Like with many things, if they
are not aware of the new options at your
establishment, they also will not use them. So, a good
promotion is key for success.

Safir Hotels & Resorts in Kuwait understood this
well and wanted to guarantee that its latest
technological acquisition is well-used, the company
created a comprehensive presentation for its
employees to get everyone fully on board.
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About Safir Hotels
& Resorts

Safir Hotels & Resorts (SHR) is a hotel management
company, owned by Kuwait Hotels Company (KHC),
which is part of the KIPCO Group.
Established in 1993, the company manages a portfolio
of eight hotels in Kuwait, Egypt, Oman, Qatar, Lebanon,
and Syria. Most of its hotels are managed under the
Safir brand, except for its flagship property “Marina
Hotel Kuwait,” and the “Salalah Gardens Hotel” in
Oman. Its portfolio strategy is aimed at growth in the
MENA region in the midscale and upscale segments,
managing both hotels and serviced residences. As the
first Arabian hospitality management company in the
region, the company has a wealth of experience in
bringing value to hotel development projects and
profitable hotel operations.

Safir Hotels & Resorts
Automates the Guest
Experience
Safir Hotels & Resorts understood the
urgency for efficient, flexible and lasting
technology and opted for Guest Experience
Automation™ (GEA) to offer clear and
automated guest communication. GEA™ is
an AI-powered chatbot and messaging
solution that automates both inbound and
outbound communication at all stages of the
guest journey: from pre-arrival, to during
stay and post-stay.

“

Thanks to GEA we have been able to offer a form of
instantaneous and contactless communication using
the channel of the guest's choice. Traditional modes of
communication are rapidly fading and making space
for new technologically advanced methods. 2020 has
sped up this process, and we are living at a time where
physical interaction is at an all-time low and online
connectivity is of high importance. We at Safir Hotels
& Resorts recognize that shift and the permanence of
it, which is why we didn't hesitate to take this
opportunity when it arose and take this journey with
ReviewPro.

”

Layla Al-Ghawas
Corporate Marketing Manager
at Safir Hotels & Resorts.
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Get Your Team
Behind You

How to Get Your Staff to
Embrace Your New Tech
Addition?

✓ Make sure they understand the
importance
✓ Sell the product internally
✓ Assign an Internal Expert
✓ Set a Clear Timeline and Expectations
✓ Continuous Training

Guest Experience AutomationTM

ü Make sure they understand
the importance
Make sure all the users are aware of what your
latest tech acquisition can do, what the
objectives are and its benefits. When they
understand what the value of the tool is, they
will also understand the importance of using it
and will become engaged.
Safir Hotels & Resorts created a detailed
presentation for its staff so everyone
understands what new steps the company is
undertaking as well as how it works and why
the decision was made.

Guest sends question via
messaging service of their
choice

Guest receives answer
directly on messaging
service

The Bot can:

Answer directly:

Yes, breakfast is served
from 8:00 until 11:00

Take more details:

Yes, give me more
details and somebody
will confirm your table

Escalate to an agent:

I can get a member of
staff to help you.

Guest Experience AutomationTM
Just-In-Time (inbound)
Flexible
Communication:

Right-Time (outbound)

Pre-trained Multilingual
Chatbot
Pre-filled Knowledge Base

Guest Journey Automation

Pre-Defined Chatbot Flows

Dynamic Templates

Mass Outbound Messaging

Channels:

Tools:

Data & Analytics:

Cases, Workflow & Escalation Rules

ROI Based Analytics

Configurable Conversation Flows

Guest Journey Captured

Guest Experience AutomationTM

Guest
Communication Solved
Automate both reactive (inbound)
and proactive (outbound)
communication

Messaging across
multiple platforms
Exceed expectations via the guests’ mobile
devices & preferred messaging service

Pre-trained
AI-powered chatbot
Provide your guest with just-in-time information
when they need it in any language.

Deliver remarkable guest experiences by leveraging the chatbot and automation tools, across
multiple messaging services (WhatsApp, WeChat, SMS and more).

ü Sell the Product Internally
How you sell your decisions is everything. Make
sure you motivate your employees by explaining
them the pain points this new technology solves.
Safir Hotels & Resorts in its presentation to
stakeholders explained a few key benefits of
Guest Experience Automation™:

• Guest communication solved: automating
inbound and outbound communication

• Messaging

across multiple platforms via
the guests' preferred channel and device.

• Pre-trained

and AI-powered chatbot to
provide multilingual support to your
guests then and there when they need it.

You can start a pilot project by
implementing the chatbot in only
one or a few establishments at
first. A soft launch can help
identify and smooth out any
problems before the technology
is implemented across your entire
business.

ü Assign an Internal Expert
For a fluid onboarding, it is helpful to have
one internal expert who can guide the rest
of your team. Every time your team has
questions, they can first be resolved
internally. It will lower the threshold for
looking for help and make the software more
accessible, which in turn will boost
engagement.

ü Set a Clear Timeline and
Expectations
Set up a clear and reasonable timeline of by
when you expect your chatbot to be fully
functional. Once these timelines are
confirmed, you divide the tasks internally
and communicate the deadlines to the whole
team involved. This way everyone is aware
of the phase of the project and when they
can expect to be using it. If there are
setbacks, be transparent about it and
communicate with your team what
happened and what will happen next.

ü Continuous Training
A good software continuously improves
and grows, which means its users need to
grow alongside it. A good tech provider
offers continuous trainings which allows
users to remain up to date with new
capabilities and always get the most out of
it.

19
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Get Your Guests
to Use It

Once you have chosen your next software and have properly
onboarded your staff, you are almost there.
Now it is time for your guests to start using it. Although that might
seem like an easy final step over the finish line, it requires a clear
strategy. First, let your guests know what new service you are
offering. Then to make sure that they are using it correctly. In the
end, if none of your guests know you are offering a chatbot, what is
the point in having one?

Have a Clear
Strategy
Safir Hotels & Resorts set up a clear
strategy of how it would communicate
the chatbot to guests:

•
•

A branded landing page

•

A social media campaign

QR codes spread across the
establishment
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A Branded
BrandedLanding
Landing
Page
A
Page
One way to offer a chatbot is by implementing it onto
your hotel website where any guest with questions can
start a conversation with your bot. However, for guests
on site this way of communicating is not ideal. Another
option is for you to have a messaging landing page, where
you list all your different messaging services, as well as
your web chat. So, when guests land on this page, they can
be redirected to the messaging app of their choice or
choose to start a conversation from that same page using
the web chat widget. Having all the channels onto one
3
central
page, will make it easier for you to advertise your
channel.

Your landing page should be branded according to your
look and feel, so the service looks like an integrated part
of your company and their guest experience
4

Email Signatures
Inform your guests about your messaging
service before they arrive by adding it in
your email signature. This way they will
be able to contact you for questions and
requests from the moment they receive
their confirmation email. The guest
journey starts well before check-in and a
smooth communication process will only
improve your guest experience.

QR codes across your establishment
Once you have created your landing page, you now need to
drive traffic to it, which means advertising your new service to
all your guests and visitors. Safir Hotels & Resorts wanted to
ensure its latest acquirement was a success, so it promoted its
messaging service through various channels.

Share Your QR Code
Key cards - this allows your guests to always
have your code by hand.
Contact cards - print cards the size of business
cards with your QR code, so guests can easily
save it in their wallet for when they need it.
Posters in restaurants, reception, etc. - posters
are a low-cost way of ensuring you have the code
available wherever your guests are.
TV-screens - have the QR code ready on the
start up screen of the TV in their room, which is a
place with high visibility and engagement.
Tent cards - a nice and visible tent card with a
clear call-to-action can drive extra traffic.

Make sure your design team makes them
look pretty and engaging, always stating a
clear call-to-action. The key to have guests
use QR codes, is making sure they know
where the QR leads them to and what it is
for. It is not a marketing campaign, but an
operational tool, and this needs to be clear
for your guests.

Key Cards
The benefit of the key card is that
your guests will always have your
code by hand and you can easily
inform them of the process at the
moment of check-in.

Posters & Banners
The best option is to have your QR code
available wherever your guests are. Hang up
posters with a clear call-to-action and a visible
and easy to read QR code throughout the
public spaces of your establishment, like the
lobby, elevator, restaurant, reception, etc. It is a
very efficient yet low-cost way to advertise
your hub to everybody at your establishment.

Posters in the lobby, (breakfast)
restaurant, elevator, reception…

Contact Cards
When guests check-in you can hand out
a little card, the size of a business card,
with the QR code and the website link,
so guests at any time inside and outside
the property can contact your service.

TV Screens
Have the QR code ready on the start
up screen of the room-TV, it is a place
with a high visibility and engagement
level.

Wi-Fi Landing Page
You can be sure that almost all of your
clients will at some point log in to your
wi-fi, so use this opportunity to let
them know about your messaging
service. The benefit of this channel is
that they are already interacting with
their phone, which will increase the
possibility of them clicking through if
they have an urgent request.

Tent Cards in Rooms
& Restaurants
Have the code spread all over your
property, both in public and private spaces.
Have a nice looking tent card with a clear
Call-to-Action and your QR code spread all
across your establishments. Place it on
tables, the reception, etc. Have it ready on
the bed wishing your guests a pleasant stay
and add your QR code.

After the chatbot was officially live and helping guests,
Safir Hotels & Resorts shared the news on social media
channels like Instagram, Facebook, Twitter and
LinkedIn. On its Facebook page, the company added a
WhatsApp button, so guests can immediately contact
them from the page.
For its social media channels like Facebook, Twitter
and LinkedIn, it made sure to always add the link to the
landing page. This way, Safir Hotels & Resorts was not
only able to advertise its new service but also nudge
future guests into the right behavior: looking for and
scanning its QR codes. Moreover, by advertising its
new tech investment it also put the brand forward as a
modern and forward-thinking company that is able to
evolve according to industry needs.

Social Media Campaign:
Posts & Captions

“

We recognize that contactless
communication is even more
important than ever for you, which
is why we've launched our multichannel, multi-lingual chat. Now
you can reach us online whenever,
wherever, on the channel and
language of your choice. We look
forward to chatting with you!

#SafirHotels #KuwaitHotels
#TrueArabianHospitality
#TheExperienceMatters

”
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Think About
Tomorrow

The Secret Lies in the Engagement
The success of your digital adoption does not only lie in
the software you choose, but also in how you then
generate engagement from both guests and staff. If
your staff are not on board with your decision, they will
not use the messaging platform correctly, which will
cause frustration with your guests
If your guests are not made aware of your newest
additions and are not well explained how to use it, they
will not use it and your investment will have been waste.
Adopting new technology is needed in modern times, but
the decision needs to be made consciously and not halfheartedly.

About Shiji

About ReviewPro

Shiji Group provides software solutions and
services for the hospitality, food service,
retail and entertainment industries, ranging
from hotel management solutions to food
and beverage and retail systems, payment
gateways, data management, online
distribution and more. Founded in 1998 as
a network solutions provider for hotels,
Shiji Group's 4,000 employees in more than
70 subsidiaries and brands serve over
74,000 hotels, 200,000 restaurants and
600,000 retail outlets.

ReviewPro is the world leader of Guest Intelligence
solutions, with more than 60,000 establishments in
150 countries. ReviewPro’s Global Review Index™
(GRI), the industry-standard online reputation
score, is based on review data collected from 175+
OTAs and review sites in 45+ languages. The
company’s
cloud-based
Guest
Experience
Improvement Suite includes Online Reputation
Management, Guest Satisfaction Surveys, and Auto
Case Management. ReviewPro also provides an AIdriven innovative Guest Experience Automation™
product to automate guest experience management
for hotels. These tools and processes enable clients
to prioritize operational and service improvements
to deliver better guest experiences and increase
guest satisfaction, online rankings, and revenue.

…scan the
QR code

Thank you for
reading our guide
If you are interested in GEA™…

A pretrained hotel
chatbot

Guest
communication
solved!

or sign up for a free demo at

www.reviewpro.com

