iConvo.ai: The Future of Hospitality Al Engagement

Al conversational analytics has numerous real-world applications in the hospitality industry.
Hotels can use it to upsell services such as spa treatments and dining packages by
identifying guest interests through conversation analysis. Additionally, the technology can
detect dissatisfaction early, allowing staff to intervene and prevent negative reviews.
Automating frequently asked questions, such as check-in and check-out procedures,
improves efficiency and guest satisfaction. These use cases demonstrate the versatility and
impact of Al analytics in enhancing both guest experiences and operational performance. By
leveraging these applications, hotels can stay competitive and deliver superior service.

Having an intelligent hotel that surpasses customer expectations is the strategy for many
modern hospitality leaders. What adds viability to this conceptis the thought of making it all
enhanced with Al-powered care, support and service. There are certain essential elements
that make hotels intelligent. Some of which are:

* Concierge robots

* Digital assistance

* \Voice-activated services

* Travel experience enhancers

* Automatic data processing (machine learning)

Al robots not only diminish the human involvement with its voice-activated assistants but
also smarten the way hotel guest service is delivered to customer’s satisfaction. From
customer’s personal choices to their smallest of needs, Al-enabled hotel concierge bots can
offer minute service and careful assistance.

Guest Experience

On Property
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People love absolute control and flexibility and feel attracted to securing their comfort level
at hotel premises. As a part of special privileges, a good number of hotels treat customers
with smart controls as they arrive. A dedicated mobile app empowers customers’ stay, giving

them the luxury to unlock their room, adjust room temperature, and operate curtains, order
drinks and many other things using their smart mobile phone.

Here, Al-driven chatbots intervene as a vital key to customer service. Hotel guests can use
hotel’s special mobile device to interact with chatbots to perform all relevant tasks
including:

*  Ordering meals or drinks

* Suggesting special dishes

Today
Order Meals =
or Drinks < Specials

*  Controlling room temperature Recommendation

and lighting

* Scheduling dinners/lunch Schedule ‘
Lunch / Dinner - r Arésy:gr|[1g

— ritica

. . . Queries
. Managlng evening reservations

* Taxi booking and itinerary Making
Evening

planning Reservations

Recommending
Sightseeing
+ Visits

* Recommending interesting

sightseeing and visits Toxi Booking Control
- Room
’Pll‘;’r‘;';:ry Temperature
«  Answering critical queries e =Lgting

Through virtual interactions via mobile app, chatbots can bypass hotel staff and be a service
representative just like a human at the other end.

Core Capabilities
1. Inbound Engagement: The 24/7 Digital Concierge (Self Service)

More and more, hotel industries have come to realize that in-depth customer service with
properly harnessed customer insight is the best key to increase brand value. This is why we
have begun to see a rise in smart Al based service hotels where customers are not only
regaled with hotel’s interior charm but are also equally satisfied with Al robot concierge
service.
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In last few years, we have managed to feel comfortable with voice assistants on the go as
well as at home, bridging the gap between machine and humans. The hospitality industry is,
therefore, viewing this technology in form of Al hotel concierges. Take an example of Hilton
Worldwide Hotel whose new Al-based conciergeis transforming the hotel guests
experience. Performing just like a human concierge, it can assist arriving hotel guests
at front desk. It has the following attributes for offering exquisite customer service:

¢ Gives real-time recommendations for visit-worthy sites and attractions
e Answers customer queries on the spot

e Learns from frequent customer interactions to refine its responses

e Provides excellent care and support as a robotic concierge

Travelers have evolved lately and desire a great mixture of high-grade personalization and
exceptional serviced standards on the go. On the other hand, hotel operations often get
complicated due to heavy amounts of data about visitors and hotel staff, resulting in critical
challenges related to flawless customer experience. This is where Al digital self-service can
come to assist. As soon as a guest enters their room, they can avail Al-enabled phones that
offer amazing features such as:

with coffee. Please tell your staff to take
my order, would you?

*  Gamification and amusement
E
time of the day? '
. . Ly
* Al-powered in-built hotel app e
I b ffee
0 =0

. Handy travel guide to city VBRI o Breter il with your [\
)

*  GPS capabilities .
° Botel , | would like some quick meal

coffee? Also, we have special

attractions Fraivcd frics 1 g with your brew

| like black coffee without milk, And
*  Promotional offers Fronch HieE wRnd = dtaat o
Thank you. | confirm your request @ X
':!aﬂ”"

for strong black coffee, French fries
and chocolate cookies.

* Returntravel booking services
The order is submitted to front
desk downstairs. Do you need
anything else?

No, this is good for now. That

would be it.
Okay. Please allow us ten minutes 2 ¥L SR
before it is delivered to your room.

*  Quick access to hotel service
assistants
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2. Outbound Outreach: Proactive Revenue Growth (Sales) & Personalized Marketing
Campaigns

Al conversational analytics enables hotels to personalize marketing campaigns by
segmenting guests based on their conversation data. By analyzing guest interactions, hotels
can identify preferences, behaviors, and interests, which can be used to tailor offers and
promotions. For instance, a guest who frequently inquires about spa services can be
targeted with special spa package deals. Personalized marketing not only increases
engagement but also boosts conversion rates and revenue. Furthermore, it enhances the
guest experience by making them feel valued and understood. This strategic use of data-
driveninsights helps hotels build stronger relationships with their guests and drive long-term

loyalty.

e Al-Driven Guest Segmentation
Al conversational analytics
segments guests by analyzing
conversation data to identify
preferences and behaviors.

« Tailored Offers and Promotions
Hotels use guest insights to tailor
offers, such as spa packages,
increasing engagement and
conversion rates.

e Enhanced Guest Experience
Personalized campaignhs make
guests feel valued, improving

experience and fostering long-
term loyalty.

¢ Instant Follow-ups: Automatically trigger a call or message within seconds of a
web inquiry to boost conversion rates by up to 2.5x.

e Automated Reminders: Streamline rental payments, contract signatures, and
KYC document submissions through gentle, persistent Al follow-ups.

e Mass Personalization: Execute thousands of personalized calls for new project
launches or neighborhood alerts simultaneously.
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3. Conversational Analytics: The "Why" Behind the Data

Al Conversational analytics significantly enhances the guest experience by providing deep
insights into guest feedback and preferences. By analyzing conversations, hotels can
identify common issues and areas for improvement, allowing them to proactively address
concerns and elevate service quality. For example, if multiple guests mention slow room
service in chats, the hotel can investigate and resolve the issue promptly. Additionally,
understanding guest preferences enables hotels to tailor services, such as offering preferred
room types or amenities. This proactive approach not only improves guest satisfaction but
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also fosters loyalty and encourages repeat bookings. Ultimately, Al analytics empowers
hotels to deliver personalized and exceptional guest experiences.

Feature Impact
) Al conversational analytics
Al Insights from o
extracts deep insights from
Guest ] .
guest feedback to identify key
Feedback ) .
issues and service gaps.
Hotels use Al data to proactively
Proactive Issue address concerns like slow
Resolution room service, improving overall
service quality.
Understanding preferences
Personalized allows hotels to tailor offerings
Guest Services such as room types and
amenities for each guest.
Personalized, exceptional
Building Guest experiences powered by Al
Loyalty foster guest satisfaction, loyalty,
and repeat bookings.

The experience isn’t over after guests check out. In fact post stay could be argued as the
most important part of a guest’s journey. Will they leave a bad review, will they leave a
positive one? What guests decide to do post stay defines the properties Social Reputation
and starratings which has a direct correlation to a properties Revenue Charged per room per
night, for those of you who don’t sell in this space.

The post experience of many is mixed with the pre stay experience of multiple. What does
this mean? Well, if 93% of people go online to check for hotel ratings before they even decide
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where to stay...my pre stay experience starts right there, while checking for those reviews
from guests that have already ended their journey.

In Hospitality it’s the experience on property that will secure a positive experience post stay
which leaves us to our next topic — post stay monitoring.

Benefits

1. Improving Operational Efficiency

Al conversational analytics improves operational efficiency in hotels by streamlining
service processes and reducing response times. By monitoring guest interactions, hotels
can identify bottlenecks and optimize workflows. For example, if guests frequently ask
about check-in procedures, the hotel can automate responses using Al-powered
chatbots, freeing up staff for more complex tasks. Additionally, analytics can highlight
areas where service delivery is inconsistent, enabling targeted training and process
improvements. Automating routine inquiries not only enhances efficiency but also
ensures timely and accurate responses. Overall, Al analytics helps hotels operate more
smoothly, reduce costs, and deliver better service to guests.

2. Reduced Response Times
Al automates routine inquiries, reducing hotel response times by 20-30%, enhancing
operational efficiency.

3. Improved Guest Satisfaction
Personalized and timely service through Al analytics can increase guest satisfaction
scores by up to 15%.

4. Enhanced Marketing Impact
Conversation-driven data enables targeted marketing campaigns, resulting in higher
conversion rates and revenue growth.

5. Long-term Competitive Advantage

Investing in Al conversational analytics positions hotels for sustained success in a
competitive hospitality market.
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Implementing Al conversational analytics in the
hospitality industry yields significant return on
investment and benefits. Hotels can achieve a
20-30% reduction in response times by
automating routine inquiries and optimizing
workflows. Guest satisfaction scores can
increase by up to 15% due to personalized and
timely service. Additionally, targeted marketing
campaigns driven by conversation dataresultin
higher conversion rates and increased revenue.
These metrics highlight the tangible advantages
of adopting Al analytics, including improved
efficiency, enhanced guest experiences, and
stronger financial performance. Investing in this
technology positions hotels for long-term
success in a competitive market.

By:

Sherif Khairallah
Chief Executive Officer — iConvo.ai
Email: info@iconvo.ai

ICONVO_AI

© Copyright 2024, iConvo.ai. All rights reserved. iConvo and the iConvo logo are the registered trademark of iConvo
AB. All other products are the property of their respective companies.

ICONVO



