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Executive summary

The future guest journey is connected by design - not stitched together after the fact. It begins before
booking, continues through the stay and creates the conditions for a valued ongoing relationship.

EXECUTIVE FOCUS

Design a single journey around the guest, with connected systems underneath.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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The new guest expectation

Guests compare hotels with the best digital services they use elsewhere. They expect speed, transparency,
relevant information and control.

EXECUTIVE FOCUS

Hospitality competes with the wider digital experience, not only other hotels.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Mapping the end-to-end journey

A connected journey should be designed as one experience, even though many systems operate
underneath it. Map discovery, booking, pre-arrival, stay, departure and return.

EXECUTIVE FOCUS

Map the journey before choosing the technology.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Design principles

Good hospitality technology removes decisions, delays and uncertainty. The most effective guest
technology is purposeful, relevant and simple.

EXECUTIVE FOCUS

One journey, not a collection of disconnected features.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Before booking

The future journey starts before a reservation. Website content, search, conversational assistance, reviews
and direct-booking experiences should answer the questions that influence conversion.

EXECUTIVE FOCUS

Help guests understand, compare and choose with confidence.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Booking as the first digital relationship

Booking is often the first moment a hotel can establish a meaningful digital relationship. Reduce complexity,
support confident choices and capture only useful information.

EXECUTIVE FOCUS

A clear booking experience earns trust and creates a better foundation for service.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Pre-arrival

The period between booking and arrival is a high-value opportunity for engagement. Prepare, reassure and
offer relevant services before guests reach the property.

EXECUTIVE FOCUS

Turn a reservation into a journey, not a waiting period.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Arrival without friction

Arrival is where the online promise meets the physical hotel. Technology can remove queues and
unnecessary handoffs, but must support exceptions, device failure and guests who prefer traditional
service.

EXECUTIVE FOCUS

Design digital arrival alongside an excellent human fallback.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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The connected room

The connected room should give guests useful control without requiring them to learn a complex system.
Bring room controls, information, messaging and service requests together simply.

EXECUTIVE FOCUS

Useful control is more valuable than technical novelty.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Service, messaging & the human layer

Digital service should strengthen human hospitality, not replace it. Route requests to the right team, provide
status visibility and keep the guest informed.

EXECUTIVE FOCUS

Capture a request once, then make ownership and progress visible.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Personalisation that creates value

Personalisation is valuable when it improves relevance. It becomes intrusive when data is used simply
because it is available.

EXECUTIVE FOCUS

Use preferences and context to help, not to overwhelm.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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AI in the guest journey

AI should act as an intelligence layer across existing journeys, not another disconnected channel. It can
support discovery, assistance, translation, service triage and operational decisions.

EXECUTIVE FOCUS

AI should improve an owned journey with clear escalation and oversight.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Architecture: one journey, many systems

The guest experience sits above a connected technology estate. Clear architectural boundaries allow
systems to evolve without repeatedly rebuilding the journey.

EXECUTIVE FOCUS

A coherent experience depends on modular, well-owned platforms.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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APIs and integration strategy

The quality of the guest journey is constrained by the quality of connections between systems. An API-led
architecture creates a clearer boundary and lets guest-facing services evolve independently.

EXECUTIVE FOCUS

Integration is a strategic experience capability.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Data, identity & consent

A connected journey requires clear identity and data practices. Distinguish reservation information, guest
profile data and current-stay context.

EXECUTIVE FOCUS

Trust depends on consent, minimisation and responsible access.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Cybersecurity for the guest journey

A seamless experience is successful only when it is trusted. Guest identity, access credentials, APIs,
devices and building systems must be treated as one security estate.

EXECUTIVE FOCUS

Protect the journey end-to-end, not system by system.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Accessibility & inclusive design

Digital convenience should not create a new barrier. Guest technology must support different abilities,
languages, ages, devices and levels of digital confidence.

EXECUTIVE FOCUS

Inclusive design is a quality standard for every guest journey.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Measuring the journey

The right measures connect experience improvements to business performance. Adoption alone is not
enough; measure conversion, engagement, service performance, satisfaction and value.

EXECUTIVE FOCUS

Every improved moment should link to a meaningful outcome.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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The business case

Every technology investment should have a measurable guest, operational or commercial outcome. Fund
the future journey as a business transformation programme, not a collection of software purchases.

EXECUTIVE FOCUS

Value comes from connected experience, operational flow and commercial impact.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Roadmap: 0-90 days

Start with the journey, the problems and measurable outcomes - not the software catalogue. Map current
moments, identify friction, document systems and nominate owners.

EXECUTIVE FOCUS

The first 90 days create clarity, evidence and a practical priority set.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Roadmap: 3-12 months

Scale only after the first experiences demonstrate measurable value. Deploy priority pilots, connect core
platforms and introduce digital arrival and service orchestration where appropriate.

EXECUTIVE FOCUS

Prove value in focused releases, then scale with confidence.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Future-state blueprint

Design the journey first, then choose the technology that makes it possible. The future state connects web,
messaging, access, room controls and human service.

EXECUTIVE FOCUS

The blueprint is a connected operating experience, not a fixed software stack.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.
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Conclusion & executive checklist

The future guest journey will be won by organisations that connect experience, operations and technology
around a common purpose. The opportunity is not to digitise every interaction, but to make every interaction
better.

EXECUTIVE FOCUS

Connect the experience, empower the team and measure what matters.

Leadership actions

Design for the guest moment and a clear outcome.

Connect accountable people, process and technology.

Measure experience, adoption and business value.

Use this page to align owners, priorities and practical next actions.


