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As digital transformation continues to
disrupt the hospitality industry, Hotel
Tech Report aims to educate hotel
owners, investors, operators and
employees through engaging content,
crowd sourced insights and data
driven recommendations to make
better business decisions, faster.

Adam Hollander
Co-Founder
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CATEGORY OVERVIEW

GUEST MOBILE
APP?
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CATEGORY OVERVIEW

C

Travelers are demanding more control over their stay and personalized experiences than
ever before. A hotel mobile app is a downloadable digital solution for smartphones and
tablets that serves as a key touchpoint for hoteliers to elevate their guests' experience
during their stay. Mobile apps allow hotels to connect with their guests and expose their
services and offerings through another, more direct, channel - increasing guest
engagement and expanding reach with offers and hotel services. Having a mobile app also
opens up a clear line of communication between hotels and guests. In addition to
accessing hotel information, such as services and amenities, guests can check-in
remotely, place service requests, order room service, and engage with all the hotel’'s

offerings, all in a single place. Offering a mobile app is a key differentiator for hotel guests.

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’s Guide



CATEGORY OVERVIEW

Expansion of Service Revenue
KEY B E N E FITS U F A Use your app to create upselling opportunities for in-room dining, the on-site spa,
activities sponsored by the hotel, and other services to drive an increase in service
HOTEL MOBILE

Real-Time Marketing

Promote special offers, guest services, events, and amenities with targeted
messages sent directly to your guests' mobile devices.
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Guest Loyalty

Capture valuable data about guests' preferences and how they spend their money.
Use this data to target in-house guests with personalized special offers and
0O promotions to fill unused capacity at your amenities while simultaneously building
_— guest loyalty and satisfaction.

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide



CATEGORY OVERVIEW

3 MOST IMPORTANT JOBS T0 BE DONE

Market & upsell ancillary services
Offering a mobile app (instead of a web-based app) provides a richer user experience in terms of both

content and functionality. Because a mobile app is downloaded directly to a guest's device, a hotel has 0 —
more opportunities to increase guest wallet share by sending targeted, property-specific notifications IIII
and inducing guest spend. Q —
[ ] [ ] [ ] [ ] 0 W 0
Request intake, routing & dispatching P
Guests want the ability to place requests through your mobile app. Whether its a request for late /\
check-out, room service, or a simple request for extra towels, your app should be able to intake l '

and process those requests.
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Guest communication & messaging

Your guests want to communicate with your staff in real-time. Your mobile app should
offer messaging functionality to accommodate that expectation, whether through an
integration with a messaging service or a fully functional message management
dashboard, messaging is a key function of any mobile app.
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CATEGORY OVERVIEW

2021 Mobile App Trends and Developments

Internet of Things in
Hospitality

Your mobile app should allow your
guests to have full control over their
stay and in-room experience. Guests
should be able to use their phones to
access their guest rooms, turn on the
lights, adjust the thermostat, and
access the TV. This is just the first
step in crafting a truly smart guest
experience.

Personalization

By mapping data across multiple
guest touchpoints, hotel apps can
utilize guest behavior data modeling
to personalize guests’ needs
throughout their stay.

Mobile Check-In

Guests are increasingly looking for
ways to streamline their check-in
experience. Hotels are responding
by implementing mobile check-in
functionality within their apps,
enabling guests to skip the front
desk and go straight to their rooms
upon arrival.




BUYING ADVICE & RECOMMENDATIONS

=| Features to look for

Mobile Check-In

Your mobile app isn't complete without an automated or expedited check-in solution. Mobile check-in offers your guests a frictionless way to reduce wait times at
the front desk, and, in some cases, bypass the front desk completely.

Mobile Key Integration

It's important that your mobile app offers mobile key functionalities that further streamline the check-in process and reduce costs associated with plastic room
keys.

Guest Messaging
Selecting a vendor that offers two-way messaging solutions will empower guests to directly interact with your staff. Whether through SMS, in-app messages, or
Facebook Messenger integrations, guest messaging enables more streamlined service recovery and improved guest experience.

Service Requests

Your mobile app should allow guests to place service requests, order in-room dining, access hotel information, book appointments at your on-property spa, make
reservations for your on-property restaurants, and much more.

Loyalty Program Integrations

Look for a mobile app partner that has the capability to integrate with your existing loyalty program. Integrating your loyalty program with your mobile app
encourages repeat guests to keep the app downloaded on their phones and encourages increased engagement before, during, and after a stay.

Local Services & Content
Promote local services and points of interest to market your location and help guests maximize their stay.

Requests & Ticket Management

Offer guests the ability to make bookings with the concierge, arrange transportation, or request more towels right from your hotel app, and automatically create
and route tickets for your team to followup and fulfill.

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide



BUYING ADVICE & RECOMMENDATIONS

o

Want to easily compare features of top hotel mobile
apps side-by-side?

Ratings summary Features Customers Pricing Reviews Screenshots Integrations Recent News
Compare INTELITY vs - INTELITY A ALICE (Guest) Nuvola (Angel)
ALICE (Guest) Vs Nuvola IIIIII : 3reviews  EEH : 14 reviews : 8 reviews

(Angel)
Get Proposal Get Proposal Get Proposal

Ratings Summary

HT Score 70 82 75

Popularity 3 verified reviews 14 verified reviews 8 verified reviews
Likelihood to Recommend 93% 90% I  °6%
Ease of Use 47 I 4.8 47
ROI I 5 45 49
Implementation Not enough data available 4.6 I 4.7
Cuet S . - 45 I 4.8

ustomer Suppor
Launch Comparison =»

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide


https://hoteltechreport.com/compare/intelity-guest-mobile

x

Simplify Your Hotel Guest Mobile App
Search with Our Free Toolkit

« RFP document: Easily map your goals and requirements by
filling in the blanks

«” Vendor answer sheet: Take your own notes or send it to
vendors to fill in to get consistent information to compare

«” Vendor scorecard: Grade vendors based on predefined hollistic
criteria and find out which is really your top choice

« Team collaboration: Invite key stakeholders and owners to
share your thought process and make an aligned and informed
team decision

FREE SCORECARD & TOOLKIT"

Hotel Guest Mobile Apps Vendor Scorecard HotelTechReport@”" ple

te:
ween th
ghts of ez

«Hover here to learn how the scoring section works

CRITERIA SCORES P - cons s onszcl

1. CUSTOMER SERVICE (DURING RFP PROCESS) 0.05 0 0 0
2. VENDOR DETAILS 0.05 0 0 0 odiz
3. USE CASE & UNDERSTANDING OF THE CUSTOMER NEED 0.2 0 0 0 int
4. DEMO & LOOK-AND-FEEL TRIAL 0.2 0 0 0
5. DATA SECURITY 0.05 0 0 0 -
6. CONTRACTS & LEGAL 0.05 0 0 0
7. SOFTWARE REQUIREMENTS 0.3 0 0 0
8. IMPLEMENTATION 0.05 0 0 0
9. PRICING 0.05 0 0 0
OVERALL SCORE 1 0 0 0 ea
& Top Choice
ight
CRITERIA CHECKLIST -
Hover here to learn how to fill in the criteria checklist <
1. HOTEL TECH REPORT REPUTATION VENDOR 1 VENDOR 2 VENDOR 3 BASIS FOR SCOI
HotelTechReport Reviews Link Read reviews
HotelTechScore 0 0 0 E
Number of Reviews 0 0 0
Likelihood to Recommend Score
Instructions ~ I. RFP Main Document ~ Il. Vendor Answer Sheet2 ~ 1ll. Vendor Contacts ~ IV. Vendor Scorecard ~ ‘et

AR
INTELITY
7



BUYING ADVICE & RECOMMENDATIONS

Top Rated Products’

Top rated vendors in the category to add to your shortlist.

INTELITY
7

INTELITY

Guest Mobile Apps

ALICE

Guest Mobile Apps

MyStay
Guest Mobile Apps

Alfie

Guest Mobile Apps

Portier
Guest Mobile Apps

View rankings and live leaderboard

Hotel Tech Report | 2020 Mobile Apps & Developers Buyer’s Guide


https://hoteltechreport.com/guest-experience/hotel-apps/intelity-guest-mobile
https://hoteltechreport.com/guest-experience/hotel-apps

BUYING ADVICE & RECOMMENDATIONS
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https://hoteltechreport.com/quiz/hotel_info?need_integration=0&category_id=25&subcategory_id=42

What hoteliers like you are saying...

| [ [ [x | ok [k [k

IT Manager from St. Lucia Director of Front Office from New Orleans

“The applied cost savings while improving Guest “ALICE is a wonderfully comprehensive, but all the while
Satisfaction. The ability to improve revenue by reaching a user friendly platform that streamlines communication
wider audience; ICE mobile, can help promote hotel between departments, maximizes the guest experience
experiences even before Guests arrive to your property. and empowers hotel associates to problem solve.”

Review of < INTELITY Review of F-¥ ALICE

EIE303E3363 |k [k [k

Rooms Division Manager from Port Jefferson IT Manager from Greece

“The App is so user friendly and easy to use! The team “Intelity has great support. Providing guest
was super helpful and have even assisted us with experience through the app & iPad touchpoints
creating a flyer ad that we can provide our guests to increases our Product Value.”

encourage them to use the Angel features.”
Review of @ Nuvola Reviewof @ INTELITY

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide


https://hoteltechreport.com/guest-experience/hotel-apps/intelity-guest-mobile
https://hoteltechreport.com/guest-experience/hotel-apps/intelity-guest-mobile

Featured testimonial

1 6. 6.6 6 ¢ NTeLITY

“In our ‘always on’ business, it is really J
important that our technology provides a Read more reviews -
frictionless connection between guest and

staff, which is why we chose to implement
the INTELITY platform-" HotelTechReport@ Categories Free Resources News & Analysis For Vendors eee Q ’About Login

Hom Guest Experience Mobile Apps/Developer INTELITY

Guest Service Manager
ReSOI‘t in Ca||f0rn|a Connecting service industry workforces

directly to their customers

Q Verified by Hotel Tech Report o
INTELITY
> INTELITY
Ranked 5th (out of 48) in Mobile Apps/Developers PRICE QUOTE
REQUEST A DEMO
Ratings Snapshot
Ratings Snapshot Read 3 reviews
Overview
Pros & Cons REVIEWS SUMMARY MOST POPULAR FOR
90%
Features ; 70 LResort °
930/ 4-7 : 3reviews HT Score ® 2V
Clients & References o Ranked #5 out of 48 in Mobile Apps/Developers 2.Boutique © 100%
Reviews ) )
Ease of Use I 4.7/5 3.Airport/ conference o n/a
il Recommend RO I .0/5 -
Implementation I 255 4.Bed & Breakfast Onria

Intecratione


https://hoteltechreport.com/guest-experience/hotel-apps/intelity-guest-mobile

Critical
integrations

Without the right integrations
even the best product can add
complexity and cost. Make sure
any vendor you consider has the
integrations you need to set
your team up for success.

CRITICAL
INTEGRATIONS

BUYING ADVICE & RECOMMENDATIONS

Property Management System

To capture and relay guest info to and from App to PMS easily and
allow guests to check-in from their phone

Point of Sale (POS)

An integration between your POS system and your mobile app
allows guests to make purchases within the app, either from your
in-room dining menu or in-app retail store.

Staff Collaboration

For seamless ordering of service requests and to communicate
effortlessly with the staff regardless of where the guest is.

Mobile Key

Your mobile app should integrate with mobile key solutions, which
allows guests to use their mobile device as a room key. This
streamlines the guest experience and reduces friction at the front
desk.

Loyalty Programs

Your mobile app should integrate with your existing loyalty
program and provide your loyalty members with easy access to
their loyalty profiles, benefits, and points.

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide



Looking for
integrations?

Browse hundreds of integrations for
top rated guest mobile apps to save
time, drive revenue and automate
your workflows

Browse top integrations

HotelTechReport @

Integrations > Intelity > Integrations

Categories Free Resources

Sponsored by 4. hapi

Intelity Partner Marketplace

News & Analysis For Vendors eee

ﬁ Find apps that integrate [@ Peer recommendations o Browse Intelity preferred partners

Categories

All (31)
Operations (18)
Guest Experience (12)
Food & Beverage (1)

By product

INTELITY (31)
INTELITY Staff (16)
INTELITY (13)
INTELITY (12)
INTELITY (6)
INTELITY (3)

ALICE (Staff App)

Service Delivery & Optimization

H H : 62 verified reviews

Enable your staff to work together and get
full visibility into your hotel operations

Showing 31 Intelity integrations & preferred partners

Mobile Access By ASSA
ABLOY Gilobal Solutions
Mobile Key & Keyless Entry

E  11verified reviews

Mobile Access offers guests a whole new
hotel experience. Convenient and secure,
there's no need for physical keys or
keycards.

BUYING ADVICE & RECOMMENDATIONS

Q | About Sign-out Let us find your solution

Need a custom integration? & ha Pl

Smartcon Solutions
Guest Room Automation

H u H n u 1 verified reviews

Energy Management, Lighting, Room
Automation Controls, Mobile Room
Control Applications, Hotels, Network
Systems, Hospitality Vendor Integration,...

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide


https://hoteltechreport.com/intelity/integrations

What
questions
should smart
buyers ask
vendors?

S

EXPECTATIONS & BUDGETING

Do you build apps that can integrate into my hotel brand app?

Hotel brands need access to a complete SDK to make app functionality within their branded app. Some vendors also
provide white-label apps that can be branded to your property, or fully customized app builds for additional functionality.

Can guests use your mobile app for mobile room key?

A hotel mobile app should securely create a mobile key for your guest reservations. It’s critical for any hotel app to
integrate with many industry-wide lock vendors and hardware partners to provide a seamless experience.

Will your app integrate with my existing loyalty program?
Hotel apps add the most value for repeat guests. By integrating into your loyalty program, not only will you get a higher ROI
by encouraging loyalty members to download the application, but you will also be able to serve up more targeted offerings.

Increased adoption and more targeted offerings combined remove friction between guests and their desires on property
services while driving increased revenue uptake.

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide



EXPECTATIONS & BUDGET"

Pricing & Implementation Guidance

Pricing
What are the typical pricing models and
ranges that | should budget for?

Implementation
What does the typical implementation
timeline and process look like to go live?

There are normally three phases of implementing a
mobile app at a hotel.

1) The vendor and the hotel should work together to
identify integrations needed for a successful launch
2) Implementation phase - this should be about two
months. This includes all app content and integration
connections. More complex features such as room
PRICE RANGE NO ADDITIONAL controls can add additional time to the project
implementation.

3) Post-deployment transition process from app
provider to the app providers customer success team.

IMPLEMENTATION EXPENSE

Installation and training included in your per-room
per night fee agreed upon in signing contract

MONTHLY SUBSCRIPTION

Pricing varies widely between $2-10/room per
month. This range accounts for all property types
and the functionality required by each individual hotel
or hotel group.

PRICE RANGE $2-10/room/month TIMELINE 8-10 WEEKS

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide




EXPECTATIONS & BUDGETING

How do I measure success?

Guest Engagement should be measured by a tangible output from guests. This can be represented
Engagement by number and frequency of app opens, or in-app actions (like # of messages sent, service
request submissions, dining orders, etc.) made by guests within a set time period.

Ancillary By introducing a mobile app, you can reduce staff overhead for guest service while

Service Profits simultaneously increasing revenue from those serivce. Profit increases can be measured by
first determining the staff-hours saved due to service request automation (i.e., reduction in
guest service phone call minutes x the average hourly rate for staff who would typically be
taking those calls), and subtracting that from ancillary revenue (e.g. spa bookings, room
service, etc.)

Cost Savings Printing in-room collateral can get expensive. Mobile apps can reduce printing costs by
hosting compendium, dining, and marketing collateral in an easy-to-use digital format. Hotels
that have implemented mobile apps have experienced up to 90% in savings on printing
expenses.

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide



How can I convince ownership that
its worth the investment?

INCREMENTAL REVENUE CALCULATOR

Rooms 200
Annual guests 58,400
Occ=80%, LOS=2, PAX/res=2
@ Guest download rate 20%
@ In-app purchase rate 5%
Avg. purchase ticket $50

INCREMENTAL REVENUE GENERATED A $29,200

By upselling amenties, services,
and ancillaries like room
service, late checkout,
champagne and spa treatments
—hotels can generate additional
revenue through their app to
generate a return on their
investment.

S~
@

QUICKPITCHTIP
Need an easy way to think about ROl convince
ownership to invest in this software?




Featured guest mobile
app success stories

Read real stories from hoteliers like you about how they
leveraged hotel mobile apps to grow their business.

r b um
Im::mm

Conrad Indianapolis Boston Harbor Hotel Dream Hollywood Intelity ICE proves to be
Launches INTELITY'’s Increases Revenue, Reimagines Guest major selling point for
Guest Service Platform Decreases Costs with Marketing Hotel Hotel Canberra

to Great Success INTELITY

Presented by = INTELITY
Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’'s Guide


https://intelity.com/success/

The State of Mobile Transactions in
Hospitality: Mobile Pay and Keyless
Entry

The “mobilization of everything” is here:
consumers do everything on their mobile
devices. According to Google, 46% of
leisure travelers and 61% of business

Apps for Hotel Management: How to
Put the Guest First

Guests are increasingly interested in
communicating with a hotel before,
during, and after their stay via apps for
hotel management. They're seeking an
easy avenue to check-in remotely,
explore amenities, and learn more about
the property and surrounding
neighborhood.

Read more insights & advice on Hotel Tech Report

EXPECTATIONS & BUDGETING

Further reading

Presented by "= INTELITY

]
HutelTechReport @ Categories Free Resources News & Analysis For Vendors eee

6 Ways to Make the Most out of
INTELITY's Hotel Management App

The INTELITY platform is an extensive
enterprise guest experience
engagement and staff management
platform for hotels, casinos, cruises, and
luxury residential brands. It’s especially
powerful for multi-property brands with
complex operations.

ALL MARKETING REVENUE MANAGEMENT OPERATIONS GUEST EXPERIENCE MORE GO TO RES

Trending Hotel Software Articles

How Checklists Train Your Hotel Staff To Be More Productive
by Hotel Tech Report

In some industries, checklists are the difference between life and death. During the Apollo 11
mission to the moon in 1969, the team of astronauts considered their extensive collection of.

The State of Mobile Transactions in Hospitality: Mobile Pay and

VN
Keyless Entry
by Hotel Tech Report

4
The “mobilization of everything” is here: consumers do everything on their mobile devices. In
a emerging markets like Southeast Asia and Africa many consumers are even forgoing laptops a

The Technology Cheat Sheet for
Hotel General Managers

The buck stops with the hotel’s general
manager. The GM is responsible for
anything and everything to do with a
property’s operation. However, a hotel
that manages a stellar guest experience
does not necessarily make money. It may

How to Kill Your Hotel: Price Rooms in a Spreadsheet
by Hotel Tech Report

Remember what happened to those taxi cabs who doubled down on fixed pricing structures
when Uber launched? In a few short years the entire industry has experienced upheaval and for...

So You've Got a Great Hotel Website, Now What?

by Hotel Tech Report

It's a best practice in the hotel industry to update your hotel’s website at least once every two to
five years. A hotel website design refresh alone costs a minimum of $2,000-$5,000 and up to...

Hotel Tech Report | 2021 Mobile Apps & Developers Buyer’s Guide


https://hoteltechreport.com/news/the-state-of-mobile-in-hospitality
https://hoteltechreport.com/news/intelity-hotel-mgmt-app
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https://hoteltechreport.com/news/hotel-manager-technology-cheatsheet
https://hoteltechreport.com/blog

SPECIAL THANKS TO OUR SPONSOR FOR MAKING THIS FREE GUIDE POSSIBLE

INTELITY's customizable mobile apps are a multi-faceted solution that
provides your operations team with a direct digital connection to your guests.
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Hotel Information

Conrad New York NOBLE HOUSE HOTELS & RESORTS

Kirkland, WA
102 North End Avenue, New York, NY 10282 ll 3 ¢
Confirmation # 3229135156 I% E"Iﬂ B M o
rm { s'.i“‘. %
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Digital Key

ARGONAUT HOTEL

San Francisco, CA

Resort Activites

Accomodations

Dining THE EDGEWATER

Seattle, WA

En Espanol

Contact Us
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https://hoteltechreport.com/guest-experience/hotel-apps/intelity-guest-mobile
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Hotel Tech Report makes it fun, easy and
accessible for hoteliers like you to

Have questions?

to grow your business.

Head to www.hoteltechreport.com for:

Start a conversation

The team typically replies in a day.

r

Find an answer yourself

Search for articles...

It
I®

Custom Unlimited reference Vendor price Shortlist &
recommendations checks quotes compare vendors
L @) o
Product Premium content, Chat with an Find top
demos guides & reports advisor integrations

HotelTechReport@





