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ORGANIZATIONAL RECOMMENDATIONS FOR PRACTICAL 

CLASSES 

 

The course covers a wide range of issues related to the implementation of 

various applications of digital technology in the hospitality industry. Students are 

introduced to the opportunities for improving the business processes of the 

hospitality industry in the digital age. Particular emphasis is given to the role of 

digital transformation in enabling innovative changes in restaurant and hotel 

business processes. 

Guideline for practical classes is developed in accordance with the Revenue 

Management course program. They are part of a set of educational and 

methodological materials required to support the educational process. 

The aim of the course is to develop competencies related to the management 

of hotel and restaurant business in the digital era. Particular attention is paid to 

competencies related to the skills of using information and communication 

technologies, the ability to identify new opportunities and trends in hospitality 

development. The course also emphasizes the development of competencies related 

to the ability to communicate in foreign languages and to work successfully in an 

international multicultural environment. 

Competencies: 

GC02. The ability  to search, process and analyze information from various 

sources. 

GC03.  The ability to analyze, evaluate, synthesize, generate new ideas. 

GC05. The ability to use information and communication technologies. 

GC07. The ability to make informed decisions. 

SG05. The ability to create effective service, commercial, production, 

marketing, and economic activities of hotel and restaurant business entities. 

SG11. The ability to independently acquire new knowledge, use innovative 

technologies in the field of hotel and restaurant business 

SG12.  The ability to integrate knowledge and solve complex problems of the 

hotel and restaurant business in multidisciplinary context, in new or unfamiliar 

environments in the presence of incomplete or limited information. 

Learning outcomes: 

LO02.  To сommunicate freely orally and in writing in Ukrainian and English 

when discussing professional issues, research and innovations in the field of hotel 

and restaurant business. 

LO06.  To search for necessary data in scientific literature, databases and other 

sources, analyze and evaluate these data, systematize and organize information to 

solve complex tasks of professional activity/ 

LO07.  To investigate development models of international and national hotel 

and restaurant chains (corporations). 

LO08.  To initiate, develop and manage projects for the development of 

subjects of the hotel and restaurant industry, taking into account information, 

material, financial and personnel support. 
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LO09.  To apply specialized software to solve problems of management of 

main and auxiliary processes of hotel and restaurant business entities. 

The total volume of the course is 120 hours (4 ECTS credits): lectures - 32 

hours, workshops - 16 hours, self study - 72 hours. 
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TOPIC 1. CONCEPT AND TYPES OF BUSINESS PROCESSES 

 

 

Plan 

1. Definition and key attributes of business processes. 

2. Types of business processes.  

3. Basic elements of a business process.  

4. Examples of business processes in hotels and restaurants. 

 

Flipped Classroom. 

Students report and give presentations on topics: 

1. Internal and external consumers of business processes in the hotel and 

restaurant business. 

2. Main (operational) business processes in the hotel and restaurant business 

3. Accompanying (auxiliary, providing, supporting) business processes in the 

hotel and restaurant business. 

4. Managing business processes in the hotel and restaurant business. 

5. Development business processes in the hotel and restaurant business. 

6. Features of business processes detailing by means of subprocesses 

allocation. 

 

Case Study 

Read Catalyst's report on consulting services related to hotel business 

process improvement. Discuss this information during the practical exercises. 

Your task: 1) find possible shortcomings; 2) propose additional measures to 

improve business processes in the situations under consideration. 

URL: https://www.catalystconsulting.co.uk/impact/more-case-studies/luxury-

hotel-industry-case-study/ 

Our client, a leading 5-star luxury hotel group in London, approached Catalyst 

Consulting as they were experiencing difficulties in their processes, and wished 

to further improve guest satisfaction. To drive performance improvement, we 

worked collaboratively with the hotel group to ensure a deeper understanding of 

business and its objectives. This collaborative relationship created a tailored and 

bespoke approach to this unique client, whose clientele demand the highest level of 

service expected from a 5-star luxury hotel group. 

Working with the client, we deployed our Assess, Improve, Maintain (AIM) 

methodology to evaluate the current situation and to design and implement 

sustainable improvements to critical processes, utilising Lean Six Sigma principles 

in ‘live projects’. 

Catalyst conducted a tailored organisational assessment to develop a 

comprehensive and holistic overview of the business. We were then able to 

determine the key processes in need of improvement and deploy improvement 

projects in line with key business objectives. 
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Catalyst worked with the luxury hotel group on a wide range of live 

process improvement projects, including: 

Optimising restaurant procedures to increase efficiency 
Aim – to further improve guest satisfaction and personable service throughout 

the entire experience and to enhance restaurant staff job satisfaction and team 

engagement. 

Solution – involving all team members at critical stages in the project ensured 

that staff became engaged at every stage of this live project. We focused on 

increasing the speed of service for the guest and the ease of service for the team 

member.  As a result, the reduction in process time enabled staff to forge enhanced 

personalised relationships with guests, providing them with an excellent service, 

every time. 

Catalyst and the hotel group visualised how the work was initially delivered 

and assessed how each step was currently undertaken. These visual aids enabled the 

entire restaurant team to contribute to this assessment, including identifying areas of 

waste, such as duplicate and unnecessary steps, and opportunities for process 

enhancements. The process was then improved using the team’s knowledge and 

understanding of their day-to-day operations. Taking photos of these correct steps 

established a visualised understanding of ‘excellence’ in the restaurant and provided 

new staff with a catalogue of standardised processes. 

Developing a process ‘eLibrary’ to streamline daily procedures 
Aim – to establish an organic, online procedure manual, to be used by 

all  employees as a work learning aid and continuous improvement tool. The luxury 

hotel group found that there was a need to develop a sustainable, engaging online 

process manual to enable all existing and new employees to deliver a seamless, 

consistent and excellent service for guests. 

Solution – to enable the successful implementation of this project it was 

imperative that all staff be involved. Working with key staff representatives 

we observed how work was undertaken day-to-day. Capturing this work visually – 

using methods such as flowcharts and photographs of each process – was vital to 

map and analyse each step, enabling improvements to be made to each process with 

the relevant staff. We ensured that this information became easily accessible in the 

workplace at any time, using print and electronic formats for use on computers and 

mobile devices. 

The new eLibrary includes an online form for staff to input process 

improvement suggestions, establishing an organic and continuously improving 

database of optimal processes accessible and utilised by all staff. 

Having tailored procedures accessible to all relevant staff for reference, 

training, and improvement is vital to enabling and sustaining engagement and 

ensuring excellent guest service. 

Concierge  
Aim – to provide a consistent and seamless guest arrival experience from the 

front door through to receiving their luggage in their room/suite. 
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Solution – We established an understanding of how the guest arrival 

procedure was currently undertaken. We used hotel CCTV footage to visualise this 

process, from guests entering the hotel to arriving in their room, and recorded the 

time it was taking to complete each step. Every phase was analysed and we worked 

with key staff in the Concierge team to identify best practice methodology, and 

replicated this across the full Concierge team. We then established a visual best 

practice procedure, involving the team at every stage to engage all staff, working 

with them to implement any necessary changes. As a result, the Concierge team 

developed a sense of ownership over the new processes, ensuring that these steps 

would be adopted, refined and further developed over time. 

 

 

TOPIC 2. ROLE OF DIGITAL TECHNOLOGIES IN BUSINESS PROCESS 

ADMINISTRATION 

 

Plan 

1. Levels of the digitalization process (digitization, digitalization, digital 

transformation). 

2. Levels of application of digital technologies in hotel and restaurant business 

establishments. 

3. Evolutionary development of the digitalization process in the hotel and 

restaurant industry. 

 

Flipped Classroom. 

Students report and give presentations on topics: 

1. Evolution of digital-technologies implementation in hotel and restaurant 

business. 

2. Implementation of digital technologies in the hotel and restaurant business 

at the level of digitization. 

3. Implementation of digital technologies in the hotel and restaurant business 

at the level of digitalization. 

4. Implementation of digital technologies in the hotel and restaurant business 

at the level of digitalization. 

5. Features of improvement of available business technologies in the process 

of digitalization. 

6. The process of emergence of new business models in the hotel and 

restaurant business as a result of digitalization. 

 

  



9 
 

Case Study 

Revolutionizing the Hotel Industry: The Success Story of Hospitality 

Innovations Inc 

 

Prompts for Improving the Case Study: 

1. Provide specific examples of how Hospitality Innovations Inc. has 

implemented its customer-centric approach in its hotels.  

2. Explore the challenges faced by the company in maintaining its 

commitment to sustainability, particularly during the pandemic. 

3. Discuss the financial impact of Hospitality Innovations Inc.'s expansion and 

growth strategy on its overall performance. 

4. Include testimonials or feedback from guests and industry experts to 

demonstrate the company's success in revolutionizing the hotel industry. 

5. Provide insights into the future plans and initiatives of Hospitality 

Innovations Inc. to maintain its position as a leader in the hospitality sector. 

 

URL: https://www.linkedin.com/pulse/business-case-study-revolutionizing-hotel-

industry-inc-schonewille-1d6lc/ 

 

Hospitality Innovations Inc. is a leading hotel management company that has 

redefined the traditional norms of the hospitality industry through its innovative and 

customer-centric approach. Founded in 2010 by CEO Sarah Matthews, the company 

initially started with a single boutique hotel in a historic building, but its commitment 

to excellence and guest satisfaction quickly propelled it on a trajectory of growth 

and expansion. Over the years, Hospitality Innovations Inc. has carefully curated a 

portfolio of 50 luxury hotels worldwide, each offering a distinct and tailored 

experience to its guests. 

CEO Sarah Matthews, a visionary leader within the hospitality sector, has 

been instrumental in shaping the company's ethos. Her dedication to elevating the 

guest experience and her unwavering commitment to excellence have set the tone 

for the entire organization. Under her leadership, Hospitality Innovations Inc. has 

fostered a culture that places the customer at the core of every decision, leading to a 

reputation for unparalleled service and a deep understanding of guest preferences. 

Their success can be attributed to its pioneering business model, which 

revolves around customizing the guest experience to provide an authentic and 

localized feel at each property. The company has upheld this principle across its 

portfolio, ensuring that every hotel reflects the unique culture and heritage of its 

location. This approach has not only garnered positive feedback from guests but has 

also bolstered the company's brand identity as a curator of immersive and culturally 

rich experiences. 

Throughout its journey, Hospitality Innovations Inc. has continually 

demonstrated a dedication to forging strong partnerships within the communities 

where its properties are located. By collaborating with local artisans, chefs, and 

experts, the company has been able to offer guests a genuine and immersive 
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experience that extends beyond the walls of the hotel. This approach has enhanced 

the company's appeal and cultivated a deep sense of appreciation and respect from 

local communities. 

In the ever-evolving landscape of the hospitality industry, Hospitality 

Innovations Inc. has remained at the forefront by embracing and integrating state-

of-the-art technology to enhance the guest journey. Through their innovative mobile 

app, guests have the ability to seamlessly navigate their stay, from making 

reservations to accessing personalized recommendations for local attractions and 

activities. The company's commitment to integrating technology has not only 

streamlined operations but has also provided guests with a heightened level of 

convenience and personalization. 

As the company continues to flourish, it is poised to set new benchmarks for 

the industry through its unwavering dedication to customer-centricity, its 

commitment to sustainability, and its passion for delivering extraordinary 

experiences to guests. 

Business Model 

Hospitality Innovations Inc. has established a unique business model built 

upon the foundational principles of prioritizing customer satisfaction and elevating 

the guest experience to unprecedented levels. The company has seamlessly 

transitioned from the traditional approach of providing standard accommodations to 

curating personalized and authentic experiences for its discerning clientele. This 

shift in strategy has not only differentiated the company within the competitive 

hospitality landscape but has also fostered an unwavering sense of loyalty and 

satisfaction among its guests. 

Central to the success of Hospitality Innovations Inc.'s business model is the 

revolutionary concept of "micro-localization." Embracing this approach, the 

company has redefined the standard for guest experiences by customizing every 

facet of the stay to harmonize with the local culture, history, and surroundings 

inherent to each hotel location. This commitment to embracing and reflecting the 

locality of each property has resulted in an unparalleled level of authenticity and 

resonance that resonates deeply with guests. 

For instance, at their Hawaiian property, Hospitality Innovations Inc. weaves 

the enchanting traditions of the islands into the guest experience by offering a warm 

and authentic aloha welcome, complete with traditional lei greetings, hula lessons, 

and culinary experiences showcasing the richness of the local cuisine. Conversely, 

at their New York City location, the company has established innovative 

partnerships with local Broadway theaters, providing guests with exclusive access 

to the most coveted shows in the heart of the theater district. This tailored approach 

not only honors the distinctiveness of each locale but also guarantees that guests are 

fully immersed in genuine and unforgettable experiences that leave lasting 

impressions. 

Furthermore, the company has adeptly integrated various elements of the local 

culture into its properties, such as traditional art, music, and cuisine, thereby creating 

an immersive environment that captivates the senses and encapsulates the spirit of 
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the destination. This dedication to cultural representation has transcended the 

limitations of a typical hotel stay, resulting in the creation of deeply personalized 

and unforgettable moments for guests. 

By leveraging the power of micro-localization, Hospitality Innovations Inc. 

has set a new industry benchmark, illustrating how profound connections to local 

heritage can profoundly enrich and elevate the overall guest experience. This ethos 

thereby underlines the company's unwavering commitment to providing unmatched, 

culturally immersive experiences that are certain to resonate with the modern 

traveler. 

 

Innovation and Technology: 

Hospitality Innovations Inc. stands as an of the hospitality sector through its 

strategic integration of cutting-edge technology aimed at elevating the guest 

experience to unparalleled heights. A centerpiece of this forward-thinking approach 

is the company's development of a state-of-the-art proprietary mobile application, 

heralding a new era of convenience and personalization for guests. 

The mobile app, meticulously curated by Hospitality Innovations Inc.'s 

technology division, serves as a seamless bridge between the guest and the 

establishment, offering an array of intuitive features that have redefined the 

dynamics of the hotel stay. Guests are empowered to conduct remote check-ins at 

their convenience, bypassing tedious formalities and minimizing wait times, thereby 

initiating their escape to a world of comfort and relaxation without delay. 

However, the app goes far beyond mere operational convenience. It serves as 

a personal concierge, providing guests with bespoke recommendations for local 

activities, dining establishments, and cultural events, curated to align with individual 

preferences and interests. This level of personalization fosters a profound sense of 

anticipation and excitement, allowing guests to seamlessly immerse themselves in 

the pulse and vitality of the surrounding locale. 

Furthermore, the app's innovative functionality extends to permitting guests 

to employ their mobile devices as digital room keys, a modern amenity that affords 

guests unprecedented flexibility and convenience. The elimination of traditional 

physical room keys signifies not only a commitment to technological innovation but 

also a meticulous attention to the guest experience, ensuring a seamless and hassle-

free transition into the comfort of their accommodations. 

In addition to the advanced mobile capabilities, Hospitality Innovations Inc. 

has harnessed the power of artificial intelligence and machine learning to deeply 

understand and anticipate guest preferences and behavior. This profound analytical 

insight has enabled the company to curate highly personalized service offerings, 

meticulously tailored to meet the individual demands of each valued guest. By 

discerning and predicting these preferences, the company can effortlessly craft 

bespoke experiences, fostering an atmosphere of genuine care and attentiveness that 

resonates deeply with the guests. 

Ultimately, through its steadfast dedication to technological advancement and 

innovation, Hospitality Innovations Inc. has not only propelled its operational 
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efficiency and streamlined guest experiences but has also cultivated an environment 

of unparalleled luxury and personalization that ensures an unforgettable and deeply 

resonant stay for every guest. 

 

Sustainability Initiatives: 

Hospitality Innovations Inc. has demonstrated an unwavering commitment to 

sustainability and environmental stewardship, instigating a profound transformation 

across its properties by integrating conscientious and eco-friendly practices into its 

operations. Embracing an ethos of responsibility, the company has fervently pursued 

initiatives to minimize its environmental impact and concurrently advocate for the 

preservation of natural resources and ecosystems. 

To this end, Hospitality Innovations Inc. has swiftly pivoted towards energy-

efficient building designs, leveraging cutting-edge architectural solutions that 

optimize energy usage and minimize waste. Through the strategic integration of 

renewable energy sources, such as solar and wind power, the company has 

underscored its dedication to reducing its carbon footprint and advancing the 

utilization of sustainable energy practices. 

In parallel, the company has meticulously implemented waste reduction 

programs, deploying innovative methodologies and technologies to curtail the 

generation of excess waste within its operations. This proactive stance towards waste 

management not only reflects their commitment to environmental preservation but 

also fosters a culture of mindfulness and responsibility among staff and guests alike. 

Moreover, as part of its holistic sustainability approach, Hospitality 

Innovations Inc. has embraced the ethos of localism, endeavoring to source food and 

amenities from neighboring farms and businesses. By partnering with nearby 

agricultural enterprises, the company has significantly reduced the carbon footprint 

associated with transportation and supply chain logistics. This conscious endeavor 

serves as a testament to its dedication to support regional economies and reduce its 

environmental impact by minimizing the emissions associated with long-distance 

transportation. 

The successes of these sustainability efforts extend beyond ecological 

preservation and align closely with the company's fiscal responsibilities. By astutely 

embracing sustainable practices, Hospitality Innovations Inc. has experienced a 

tangible reduction in operational costs, a testament to the financial prudence that is 

intertwined with sustainability practices. This reduction in operational overhead has 

not only concurrently fortified the company's bottom line but also affirms the 

viability and soundness of sustainable practices within the hospitality sector. 

Ultimately, Hospitality Innovations Inc.'s fervent commitment to 

sustainability has heralded a transformative impact, positioning the company as an 

industry leader in environmentally conscious hotel management, and underscoring 

its profound dedication to the preservation of our planet's natural resources. 
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Expansion and Growth: 

Hospitality Innovations Inc. has masterfully navigated through the 

complexities presented by the COVID-19 pandemic and steadfastly pursued an 

ambitious trajectory of expansion and growth, resolutely solidifying its position as 

a dynamic force within the hospitality industry. By adeptly identifying emergent 

markets and strategic opportunities, the company has astutely seized upon manifold 

new properties in prominent tourist destinations, crafting a diverse and magnetic 

portfolio that resonates deeply with the evolving proclivities of today's discerning 

travelers. 

In an astute move towards diversification, Hospitality Innovations Inc. has 

judiciously broadened its portfolio, incorporating a rich tapestry of offerings that 

encompass boutique hotels, eco-resorts, and wellness retreats. By embracing this 

proactive and dynamic approach to expansion, the company has aptly recognized the 

evolving travel preferences and lifestyles of contemporary travelers, positioning 

itself as a pioneering purveyor of customized and authentic guest experiences that 

resonate harmoniously with the sentiments of the modern-day nomad. 

Through this strategic diversification, Hospitality Innovations Inc. has deftly 

aligned its offerings with the burgeoning demand for unique and experiential forms 

of hospitality, setting the stage for sustained growth and unfettered relevance in the 

post-pandemic era. This diversification has not only fortified the company's 

competitive edge but has also positioned it as an industry leader, fervently attuned 

to the pulsating currents of evolving travel preferences and expectations. 

Moreover, the resolute pursuit of expansion and diversification amidst the 

trials posed by the pandemic sets an enduring precedent, affirming Hospitality 

Innovations Inc.'s unwavering culture of adaptability and resilience in the face of 

challenge. By resiliently charting a proactive growth trajectory, the company has 

positioned itself as a paragon of fortitude and innovation within the hospitality 

sector, underlining its unwavering dedication to continuous evolution and 

excellence. 

Ultimately, Hospitality Innovations Inc.'s steadfast and forward-thinking 

approach to expansion and diversification bequeaths a narrative of sustained growth, 

innovation, and utmost relevance, positioning the company as a formidable and 

visionary force within the ever-evolving tapestry of the global hospitality industry. 

 

Conclusion: 

Hospitality Innovations Inc. serves as an illustrious archetype of innovative 

and customer-centric business practices, encapsulating the very essence of 

progressive and transformative hospitality management. With an unwavering 

commitment to excellence, the company has not only redefined the benchmarks for 

guest experiences but has also effectively raised the standards for environmentally 

conscious and forward-thinking operations within the hotel industry. 

The hallmark of Hospitality Innovations Inc.'s success lies in its profoundly 

unique business model, which epitomizes the pinnacle of personalized and authentic 

guest experiences, meticulously tailored to embody the cultural tapestry of each 
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locale. This resolute dedication to micro-localization has redefined the paradigm of 

localized immersion, ushering in a new era characterized by the authentic resonance 

of each property and an unwavering commitment to exceeding guest expectations. 

Moreover, the company's transformative approach to integrating cutting-edge 

innovation and state-of-the-art technology has fundamentally redefined the guest 

journey, ushering in a new era of convenience, personalization, and intuitive service 

offerings. This strategic alignment with technological advancement has not only 

streamlined operations but has also endowed guests with an unprecedented level of 

immersive personalization, raising the bar for unparalleled guest experiences within 

the industry. 

In its fervent pursuit of sustainability, Hospitality Innovations Inc. has 

emerged as a progressive vanguard, earnestly championing environmentally friendly 

practices and harmonious coexistence with our planet's resources. Through its 

dedicated efforts to curtail energy consumption, minimize waste, and localize 

sourcing, the company has not only served as a steward of the environment but has 

also achieved tangible financial prudence, fortifying its operational sustainability 

and vibrancy. 

Furthermore, the company's resolute posture amidst the challenges presented 

by the pandemic is a testament to its indomitable spirit and visionary acumen. By 

strategically diversifying its portfolio and boldly pursuing expansion initiatives, 

Hospitality Innovations Inc. has charted a course towards sustained growth and 

relevance, setting an enduring precedent of resilience and innovation within the ever-

evolving hospitality landscape. 

In culmination, Hospitality Innovations Inc. stands as a venerated paragon of 

excellence, setting forth an indelible legacy distinguished by its unwavering 

commitment to unrivaled guest experiences, technological innovation, 

sustainability, and transformative growth initiatives. As a stalwart and visionary 

force within the hospitality sector, the company's enduring impact on the industry's 

landscape serves as a resplendent testament to its intrinsic ethos of innovation, 

dedication, and unparalleled excellence. 
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TOPIC 3. BRIEF OVERVIEW OF LEADING DIGITAL TECHNOLOGIES 

 

 

Plan 

1. Cloud technologies in the hospitality industry.  

2. Business analytics and decision making based on Big Data.  

3. Internet of things (IoT) and integrated services.  

4. Artificial intelligence (AI) in the hospitality industry.  

5. Recognition technologies, chatbots, service robots.  

6. Virtual reality (VR) and augmented reality (AR) in the hospitality industry. 

7. Distributed ledger technology and blockchain in the hospitality industry. 

 

Flipped Classroom. 

Students report and give presentations on topics: 

1. New trends in use Cloud Technologies in the hospitality industry. 

2. New trends in use Big Data in the hospitality industry. 

3. New trends in use Internet of Things in the hospitality industry. 

4. New trends in use Artificial Intelligence in the hospitality industry. 

5. New trends in use Chatbots in the hospitality industry. 

6. New trends in use Service Robots in the hospitality industry. 

7. New trends in use Virtual Reality in the hospitality industry. 

8. New trends in use Augmented Reality in the hospitality industry. 

9. New trends in use Blockchain in the hospitality industry. 

 

Case Study. 

5 Digital Transformation in Hotels Case Studies 

Read the report. Discuss this information during the practical exercises. Your 

task: 1) find possible shortcomings; 2) propose additional measures to improve 

business processes in the situations under consideration. 

 

URL: https://digitaldefynd.com/IQ/digital-transformation-in-hotels-case-studies/ 

 

In the rapidly evolving hospitality industry, digital transformation has become 

a pivotal strategy for hotels striving to enhance guest experiences and optimize 

operational efficacy. The following five case studies illustrate how diverse hotel 

chains—from luxury resorts to eco-friendly retreats—have successfully 

implemented digital technologies to meet the unique demands of their clientele and 

setting. Each case study thoroughly examines the objectives, challenges, solutions, 

and outcomes associated with their specific digital initiatives. These examples 

showcase how hotels use technology to redefine hospitality, improve sustainability, 

and stay competitive in a digitally-driven market. 

Case Study 1: Digital Transformation at LuxStay Hotels 

In an era where digital innovation is supreme, LuxStay Hotels recognized the 

transformative power of technology to redefine the hospitality landscape. Operating 
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a chain of high-end hotels globally, LuxStay was challenged by evolving consumer 

expectations and the need for operational agility. Determined to enhance its 

competitive edge, LuxStay embarked on a strategic digital transformation to 

revolutionize guest experiences and operational processes. 

Objectives 

The primary goal of LuxStay Hotels was to enhance guest experiences by 

leveraging digital technology to offer more personalized services and streamline 

guest interactions. Another critical objective was to increase operational efficiency 

across all hotel operations, reducing costs and improving service delivery through 

automation. Additionally, LuxStay aimed to utilize better-collected guest data to 

refine their marketing strategies and service offerings, ensuring each guest felt 

uniquely valued and satisfied. 

Challenges 

1. Legacy Systems: Outdated IT infrastructure that was not integrated, 

leading to inefficiencies and data silos. 

2. Customer Expectations: Increasing demand for digital services such as 

mobile check-in/out, room customization via apps, and contactless interactions. 

3. Staff Adaptability: Resistance from staff accustomed to traditional 

methods and processes. 

Solutions Implemented 

1. Integrated Property Management System (PMS): LuxStay implemented 

a new PMS that integrated all hotel functions—front desk, housekeeping, 

reservations, and billing—into a single platform to streamline operations and 

improve data flow. 

2. Mobile Application Development: Developed a comprehensive mobile 

app that allowed guests to manage their entire stay—from booking to checkout, 

including room customization options like temperature control, lighting, and 

entertainment systems. 

3. Data Analytics Platform: Deployed a data analytics platform to harness 

customer data for personalized marketing and to enhance guest experiences based 

on previous preferences and feedback. 

4. Staff Training Programs: Comprehensive training programs were 

introduced to help staff adapt to new technologies and to foster a culture of 

innovation and constant improvement. 

Results 

1. Increased Guest Satisfaction: Guest satisfaction scores increased by 25% 

due to improved personalization and faster service delivery. 

2. Operational Efficiency: Reduced manual processes by 40%, leading to 

cost savings and quicker response times to guest needs. 

3. Revenue Growth: Saw a 15% increase in revenue through upselling 

personalized services and promotions based on guest preferences and historical data. 

Looking Ahead 

As LuxStay looks toward the future, its strategy focuses on harnessing 

emerging technologies such as AI and the Internet of Things (IoT) to 
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customize guest experiences further and optimize operational efficiency. Plans 

include deploying AI-driven chatbots for real-time customer service and 

implementing IoT for intelligent energy management and predictive maintenance 

within properties. By staying at the forefront of technological adoption, LuxStay 

aims not only to meet but exceed the evolving expectations of modern travelers, 

ensuring a seamless and memorable hospitality experience. 

Future Directions 

In the next phase of its digital transformation, LuxStay is exploring innovative 

sustainability practices, aiming to integrate renewable energy sources and smart 

building technologies into its hotels. This initiative is expected to reduce the chain’s 

carbon footprint and attract eco-conscious guests. Exploring biometric technology 

for enhanced security and customer convenience is also on the roadmap as LuxStay 

redefines luxury hospitality through technology. 

This case study showcases LuxStay Hotels as a leader in digital innovation 

within the hospitality industry, setting benchmarks for others to follow in creating a 

smarter, more connected guest experience. 

  

Case Study 2: Digonetal Overhaul at Coastal Retreat Resorts 

Facing a rapidly evolving hospitality sector driven by digital advancements, 

Coastal Retreat Resorts, a boutique hotel chain located primarily in coastal regions, 

recognized the need to modernize its operations and guest services to maintain 

competitiveness. The chain embarked on a digital transformation initiative to 

harness cutting-edge technologies to revolutionize the guest experience and optimize 

operational effectiveness. 

Objectives 

Coastal Retreat Resorts aimed to fundamentally enhance the guest experience 

by introducing digital solutions that offer unparalleled convenience and 

personalization. The chain sought to improve operational efficiency by automating 

routine tasks and integrating systems across properties to streamline management 

processes. Additionally, advanced data analytics was targeted to deepen 

understanding of guest preferences and effectively tailor marketing efforts. 

Challenges 

1. Scattered Property Management: Coastal properties operated semi-

independently with diverse systems, creating inefficiencies and complicating central 

oversight. 

2. Seasonal Fluctuations: High variability in guest influx due to the seasonal 

nature of coastal tourism requires flexible and scalable digital solutions. 

3. Digital Adoption: The existing workforce was predominantly accustomed 

to non-digital processes, posing a significant hurdle in adopting new technologies. 

Solutions Implemented 

1. Cloud-Based Management System: Implemented a unified, cloud-based 

property management system across all locations to centralize data and operations, 

enhancing real-time decision-making capabilities. 
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2. Dynamic Pricing Tools: Integrated dynamic pricing software that adjusts 

room rates in real time based on market demand, weather conditions, and local 

events, maximizing revenue, particularly during peak seasons. 

3. Guest Engagement Platform: Introduced an interactive platform enabling 

guests to engage with the hotel’s amenities digitally, from booking spa appointments 

to ordering room service via their devices. 

4. Employee Upskilling Initiatives: Launched extensive training programs 

to upskill employees, focusing on digital literacy and customer service in the digital 

context. 

Results 

1. Streamlined Operations: Achieved a 30% improvement in operational 

efficiency through automation and better resource management. 

2. Enhanced Guest Engagement: Recorded a 50% increase in guest 

engagement with on-site amenities and services, driven by the ease of digital access. 

3. Revenue Optimization: Saw a 20% increase in revenue through better 

room rate management and higher guest spending on amenities. 

Looking Ahead 

Coastal Retreat Resorts is now exploring integrating virtual reality (VR) 

experiences to offer virtual tours of the locality and augmented reality (AR) for 

immersive in-room entertainment options. This initiative aims to blend physical and 

digital experiences, enhancing the unique coastal charm with digital innovation. 

Future Directions 

The next strategic move includes adopting sustainable technologies such as 

solar-powered systems and smart water management to align with global 

environmental conservation trends and appeal to eco-friendly tourists. Coastal 

Retreat Resorts plans to explore partnerships with tech firms to co-develop bespoke 

hospitality solutions that could set new industry standards for guest-centric 

technology. 

This case study demonstrates Coastal Retreat Resorts’ commitment to 

embracing digital transformation to deliver superior guest experiences and 

operational excellence, positioning them as a forward-thinking leader in boutique 

hospitality. 

  

Case Study 3: Digital Innovation at City Center Business Hotels 

City Center Business Hotels, a chain specializing in accommodations for 

business travelers in major urban areas, faced the challenge of adapting to the digital 

expectations of its professional clientele. The hotel chain initiated a comprehensive 

digital transformation focused on smart technology integrations and enhanced 

business services to stay competitive in a market where efficiency and connectivity 

are paramount. 

Objectives 

The key objective for City Center Business Hotels was to streamline the 

business travel experience through technological enhancements that offer speed, 

efficiency, and connectivity. The chain aimed to optimize operational processes to 
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reduce wait times and improve service responsiveness. Another critical goal was to 

employ data-driven strategies to customize services for business travelers, 

enhancing guest loyalty and satisfaction. 

Challenges 

1. High Expectations for Connectivity: Business travelers demand high-

speed internet and seamless digital connectivity for meetings and work-related tasks. 

2. Efficiency in Services: The need for quick and efficient services, from 

check-in to conference facilities, is higher among business travelers than leisure 

guests. 

3. Integration of Business Amenities: Integrating advanced business 

amenities with traditional hotel services to create a cohesive experience posed a 

significant challenge. 

Solutions Implemented 

1. High-Speed Connectivity Upgrades: Upgraded the entire network 

infrastructure to provide high-speed, reliable Wi-Fi access throughout the hotels, 

including enhanced digital conferencing capabilities in meeting rooms. 

2. Automated Check-In/Out Kiosks: Installed automated kiosks to expedite 

the check-in and check-out processes, reducing wait times and allowing guests more 

control over their stay. 

3. Smart Room Technology: Implemented smart room technology that 

enables guests to control room settings such as lighting, temperature, and 

entertainment systems through a mobile app or voice commands. 

4. Business Analytics Suite: Deployed a business analytics suite to gather 

and analyze guest data, enabling personalized service offerings and targeted 

marketing campaigns to meet the specific needs of business travelers. 

Results 

1. Reduced Service Times: Achieved a 35% reduction in check-in and check-

out times, significantly enhancing guest satisfaction. 

2. Increased Connectivity Satisfaction: Guest feedback on connectivity and 

business amenities showed a 90% satisfaction rate, highlighting successful upgrades 

and integrations. 

3. Personalization Success: Personalized marketing and service adjustments 

led to a 25% increase in repeat business customers. 

Looking Ahead 

City Center Business Hotels is exploring further advancements in AI-driven 

customer service solutions, including AI concierges and automated problem-

resolution systems, to provide even more efficient and personalized services to 

business travelers. 

Future Directions 

Looking forward, City Center Business Hotels plans to integrate IoT devices 

to further enhance the guest experience, such as smart mirrors displaying news and 

weather updates and IoT-enabled coffee makers that remember guest preferences. 

The chain is also considering implementing blockchain technology to streamline 

payment processes and enhance security for business transactions. 
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This case study highlights City Center Business Hotels’ dedication to 

leveraging digital technology to meet modern business travelers’ high standards and 

dynamic needs, ensuring their position as a leader in the business hospitality sector. 

  

Case Study 4: Technological Revamp at Heritage Grand Resorts 

Heritage Grand Resorts, known for their luxury accommodations in 

historically significant properties, recognized the need to balance their rich heritage 

with modern technological demands. To attract a broader demographic and enhance 

the guest experience while preserving the aesthetic integrity of their properties, 

Heritage Grand embarked on a digital transformation project. 

Objectives 

Heritage Grand Resorts aimed to seamlessly integrate cutting-edge 

technology without disrupting the historical ambiance of their locations. The 

objective was to enhance guest convenience and provide modern amenities while 

maintaining the charm and elegance of their heritage settings. They also focused on 

utilizing technology to improve operational efficiencies and provide enriched data 

insights for better guest management. 

Challenges 

1. Preservation of Aesthetics: Integrating modern technology in a way that 

does not detract from or damage the historical significance of the properties. 

2. Technological Integration: Implementing state-of-the-art technology in 

structures not originally designed to support them. 

3. Guest Diversity: Catering to tech-savvy guests and those who prefer a 

more traditional, disconnected experience. 

Solutions Implemented 

1. Invisible Tech Solutions: Installed ‘invisible’ technology such as 

underfloor heating, Wi-Fi boosters hidden within decor, and noise-canceling panels 

disguised as artwork to maintain the historical look and feel. 

2. Augmented Reality Tours: Developed an augmented reality app that 

guests can use to learn about the history of the resort and its surroundings during 

their stay, enhancing the educational value of the visit. 

3. Smart Concierge Services: Introduced AI-powered smart concierge 

services accessible via smartphones, providing guests with information, 

reservations, and personalized recommendations without physical interaction. 

4. Energy Management Systems: Implemented advanced energy 

management systems to monitor and control energy use in real time, improving 

sustainability while reducing operational costs. 

Results 

1. Enhanced Guest Experience: Guests reported a 40% increase in 

satisfaction due to the convenience of modern amenities blended seamlessly with 

the historical environment. 

2. Increased Operational Efficiency: Reduced energy costs by 20% and 

improved staff efficiency by introducing smart systems. 
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3. Educational Engagement: The augmented reality tours led to a 30% 

increase in guest engagement with the property’s historical aspects. 

Looking Ahead 

Heritage Grand Resorts is considering further enhancements, such as 

biometric access controls for rooms and personalized environment settings that 

adjust based on guest preferences learned throughout their stay. 

Future Directions 

Plans include expanding VR (Virtual Reality) to offer potential guests virtual 

visits before booking and integrating more AI elements into everyday guest 

interactions. The resort also aims to explore deeper data analytics to predict guest 

preferences and create even more customized experiences. 

This case study demonstrates Heritage Grand Resorts’ commitment to 

innovation, showing how technology can be harnessed to enhance traditional 

experiences, ensuring that these historical properties remain relevant and appealing 

in the modern age. 

  

Case Study 5: Digital Evolution at Eco Escapes Resorts 

Eco Escapes Resorts, a chain specializing in eco-friendly accommodations in 

remote and pristine environments, faced the dual challenge of enhancing guest 

experiences while adhering to strict environmental conservation standards. To 

address these challenges, Eco Escapes embarked on a digital transformation to 

implement sustainable technologies and digital services that align with their 

commitment to environmental stewardship. 

Objectives 

Eco Escapes Resorts aimed to enhance the sustainability of their operations 

using digital solutions that minimize environmental impact. The key goals included 

improving energy efficiency, reducing waste, and providing guests with a digital 

interface that enhances their stay without compromising the natural setting. 

Additionally, the resort sought to leverage technology to educate guests on 

sustainability practices and the local ecosystem. 

Challenges 

1. Environmental Compliance: Implementing technology solutions that 

meet rigorous environmental standards and cause minimal disruption to natural 

habitats. 

2. Remote Location Connectivity: Ensuring reliable digital connectivity and 

technology deployment in remote areas with limited infrastructure. 

3. Balancing Tech with Nature: Offering modern conveniences that guests 

expect while preserving the natural and unspoiled experience that is the hallmark of 

Eco Escapes. 

Solutions Implemented 

1. Solar-Powered Wi-Fi: Deployed solar-powered Wi-Fi systems across 

properties to ensure connectivity that does not rely on conventional power sources. 
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2. Digital Educational Platforms: Introduced an interactive digital platform 

accessible via mobile devices that provides guests with information about local 

wildlife, flora, and sustainability efforts through engaging multimedia content. 

3. Smart Energy Systems: Implemented IoT-based smart energy systems to 

monitor and manage energy consumption more efficiently, significantly reducing 

the resort’s carbon footprint. 

4. Waste Reduction Apps: Developed an app that helps manage waste by 

educating guests on recycling protocols and monitoring their waste disposal habits, 

promoting a zero-waste lifestyle during their stay. 

Results 

1. Increased Sustainability: Achieved a 30% reduction in overall energy 

consumption and a 25% reduction in waste production. 

2. Enhanced Guest Education and Engagement: The digital educational 

platforms saw a 50% usage rate among guests, increasing awareness and 

participation in conservation efforts. 

3. Improved Guest Satisfaction: Guest satisfaction improved by 35% due to 

the seamless integration of eco-friendly technologies that enhanced their stay 

without detracting from the natural experience. 

Looking Ahead 

Eco Escapes Resorts plans to explore further emerging technologies, such as 

biodegradable drones for ecological monitoring and guest tours, enhancing the 

educational aspect of their offerings without impacting wildlife or the environment. 

Future Directions 

Looking to the future, Eco Escapes is investigating the potential for 

blockchain technology to develop a transparent supply chain for all goods and 

services used at the resorts, ensuring sustainability from source to guest. They are 

also planning to expand their use of VR to offer virtual wildlife tours, allowing 

guests to experience sensitive habitats without causing disturbance. 

This case study highlights Eco Escapes Resorts’ innovative approach to 

combining technology with environmental conservation, setting a benchmark for 

sustainable tourism in the hospitality industry. 
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TOPIC 4. BUSINESS PROCESS DESCRIPTION. BPMN NOTATION 

 

Plan 

1. Ways to describe a business process. Block diagram.  

2. Business process mapping.  

3. Notation.  

4. Business process development tools.  

5. Basic BPMN notation objects.  

6. Bizagi business process designer. 

 

Flipped Classroom. 

Students report and give presentations on topics: 

1. Business research as a task of describing business processes: peculiarities 

in the hotel and restaurant business. 

2. Versions of business process notations (except BPMN). 

3. Methodology of business process description. 

4. The market of business process description software: current state. 

5. The process of selecting business process description software. 

 

Practical task 4.1. 

In Bizagi program design any business process (at your choice) of the hotel 

front office. 

 

Practical task 4.2. 

In Bizagi program design any business process (at your choice) of hotel back-

office. 

 

Practical task 4.3. 

In Bizagi program design any business process (at your choice) of a restaurant. 
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TOPIC 5. BUSINESS PROCESS MANAGEMENT SYSTEMS (BPMS) 

 

Plan 

1. Business Process Management (BPM) as a structured approach to improving 

business processes in an organization. 

2. BPM software products.  

3. Business Process Management System (BPMS).  

4. Non-executable and executable business processes.  

5. BPM methods aimed at improving business processes.  

6. Levels of business process modeling. Business process maturity scale. 

 

Flipped Classroom. 

Students report and give presentations on topics: 

1. Business process improvement as a function of BPM (Business Process 

Management). 

2. Analyzing business processes. 

3. Modeling of business process behavior in different scenarios. 

4. Implementing changes in business processes. 

5. Monitoring of business processes. 

 

Discussion. 

Read the article. What are the main problems the author points out? What 

ways of solving the problems does he suggest? What other ways could you suggest 

to improve business process management? 

 

URL: https://www.restobiz.ca/business-process-management-help-hotel-operators/ 

 

Bringing it Together: How Business Process Management can help hotel 

operators 

By Mark McGregor 

More than ever before, hoteliers need ways to increase their productivity and 

leverage technology for staff, customer and client communications. Events are 

getting more complicated, hotel guests more demanding and everything is getting 

faster. Business Process Management (BPM) can help hotels and airlines sustain 

innovation and optimize their operations to ensure the consistent delivery of 

better  customer experiences, ensuring ease of use for everyone involved. Business 

Process Management brings hotel operations together, simplifying things for staff, 

stakeholders and customers while also offering actionable insights into the customer 

journey. 

Hotels have a staggering number of moving parts, from management to 

maintenance, and their efficient administration (another part!) is key to maintaining 

customer satisfaction. Business Process Management provides a practical 

framework for consistently doing so. Too often, travel companies forget that lasting 

impressions are created when customers interact with people, not systems, and 
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focusing on technology at the expense of understanding the complete customer 

journey risks alienating the same customers whose experience you set out to 

enhance. 

Too many processes, too little time 

The sheer number of processes needed to effectively run each location is one 

of the most difficult pain points. In a hotel, they typically fall into three categories: 

core processes, operating processes, and managerial processes. The core processes 

allow for employees to transparently view internal documents as well as policies and 

procedures that can be accessed by any staff member. Operating processes deliver 

on products and services specific to customer requests and needs. The front-facing 

operation of the organization is the process in which the customer experiences, but 

never realizes. The managerial processes are key to the basic functionality of the 

organization and may touch all aspects such as product supply, guest arrival and 

departure, as well as food service. All of these three fundamental elements must 

coordinate together into what the customer understands as their resort experience. 

Too often, however, they don’t coordinate well, or at all. On the ground, staff 

can be left overwhelmed by what they’re supposed to know. It is amazingly common 

to find that they have have to call the same people their customers do in order to get 

information, and often cannot actually get more or better information than the 

customers they’re helping. They’re stuck navigating a constellation of software 

products, property management software, point-of-sale software and electronic 

document management systems that ultimately affects everything from the massive 

annual conference in the ballroom to a couple’s honeymoon weekend. 

Simplify, simplify 

From an operational perspective, a BPM system manages all of this. Through 

the system, the hotel can confirm reservations, facility upkeep and payment. The 

system can automatically understand popular seasons and occupancy rates, and can 

assist in keeping a hotel booked at full capacity while avoiding the issues created by 

over-booking. Using business process management, specific rules and commands 

can be made internally, automating various parameters to maximize operational 

efficiency and return while minimizing risk. It can offer insight into customer 

engagement and even monitor day-to-day operations for tactical, on-the-spot 

decision making. You’ll not only give your management the tools they need to 

improve operations across the entire property — or group of properties — but you’ll 

give the staff the tools they need provide prompt customer service. 

Overall, with the digital transformation of a Business Process Management 

suite, customers and clients are retained through positive experiences with all 

departments in the hotel. Check in and buying processes are made simple, activities 

made more accessible, housekeeping made more reliable and experiences made 

more enjoyable, establishing trust and encouraging customer retention. 
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TOPIC 6. DIGITAL TRANSFORMATION OF BUSINESS PROCESSES IN 

THE HOTEL AND RESTAURANT INDUSTRY 

 

Plan 

1. Levels of integration of digital technologies in the hospitality industry.  

2. Main implementations of digital technologies at the guest services level.  

3. Main implementations of digital technologies at the managerial and operational 

level. 

 

Flipped Classroom. 

Students report and give presentations on topics: 

1. Digital transformation of the entrepreneurial ecosystem of tourism and 

hospitality. 

2. Transformation of traditional basic operations through the introduction of 

digital technologies. 

3. Introduction of software products that provide personalized customer 

service in a single virtual space. 

4. Customer focus and service improvement as a result of digitalization. 

5. Integration of digital technologies into the hospitality industry at the guest 

services level. 

6. Integration of digital technologies in the hospitality industry at managerial 

and operational level. 

 

Case Study. 

Successful AI Implementations in Hotels. 

Read the report. Discuss this information during the practical exercises. Your 

task: 1) find possible shortcomings; 2) propose additional measures to improve 

business processes in the situations under consideration. 

 

URL: https://medium.com/hotel-tech/case-studies-successful-ai-implementations-

in-hotels-2ae759eb7403 

 

In the ever-evolving hospitality industry, Artificial Intelligence (AI) is not just 

a buzzword but a game-changer. AI technologies have revolutionized how hoteliers 

improve service quality, enhance customer experiences, and manage operations. This 

blog post delves into various case studies that illustrate the successful implementation 

of AI in the hotel industry. From chatbots to AI-driven customer engagement and 

robotics, these examples showcase the transformative impact of AI. 

1. Revolutionizing Customer Service with AI 

A Dubai-based Hotels’ Perspective Dubai, known for its innovative spirit, has 

embraced AI in its hotel industry. A study by Nam et al. (2020) explores this trend in 

depth. Hotels in Dubai are using AI and robotics to reduce operational costs and 

improve service quality. The Technology-Organization-Environment (TOE) 

framework was utilized to analyze the adoption process, revealing significant factors 
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that influence the integration of AI in hotel operations. These factors include 

technological advancements, organizational readiness, and environmental dynamics. 

The case studies from Dubai demonstrate how embracing AI can propel a hotel to the 

forefront of technological advancement and customer satisfaction. 

2. The Role of AI Chatbots in Enhancing Customer Experience 

AI chatbots have opened a new avenue for hotel customer service. Um, Kim, 

& Chung (2020) conducted an interesting study comparing AI chatbots with 

traditional hotel self-service technologies. The findings reveal that in successful 

service situations, self-service technologies are preferred, but in cases of service 

failure, no significant difference is observed between chatbots and self-service 

technologies. This study underscores the evolving role of chatbots in the hospitality 

sector, balancing technology with the human touch to maintain customer satisfaction 

and loyalty. 

3. Aligning AI with Customer Preferences for Enhanced Engagement 

Another insightful study by Prentice, Weaven, & Wong (2020) focuses on the 

Australian hotel sector, where AI tools and services enhance customer engagement. 

This research emphasizes the importance of AI service quality and its impact on 

customer satisfaction. Interestingly, the study finds that customers’ preference for AI 

services significantly moderates their satisfaction levels. These findings are pivotal 

for hoteliers as they highlight the necessity of aligning AI services with customer 

expectations to foster engagement. 

4. Understanding AI’s Impact on Hotel Employees 

AI’s integration into hotels isn’t just about customer service; it also 

significantly impacts employees. Koo, Curtis, & Ryan (2020) explored this aspect by 

examining hotel employees’ perceptions of AI and its influence on job engagement 

and turnover intentions. Their findings suggest that perceived job insecurity due to 

AI impacts job engagement negatively and indirectly affects turnover intention. This 

study is crucial in understanding the human side of AI integration, emphasizing the 

need for a balance between technological advancement and employee welfare. 

5. Chatbots Reconfiguring Work in Hospitality 

Flandrin et al. (2021) provide an ergonomics perspective on how chatbots, as 

a smart technology, transform work activity in hotels. The study reveals varied 

perceptions regarding the role of chatbots among different stakeholders, from 

designers to operational staff. Operational staff, in particular, noticed increased 

flexibility in their tasks due to the chatbot’s implementation. This case study suggests 

that while chatbots can streamline operations and enhance customer experience, their 

impact on staff roles and work design is equally significant. 

6. Comparative Study on AI System Implementation 

In a comparative study by Kim (2019), implementing AI systems in hotels is 

scrutinized against traditional systems. The research outlines a comprehensive plan 

for successful AI implementation, emphasizing the need for top management 

decision-making, organizational and human resource planning, infrastructure 

development, and strategic alignment. The study concludes that AI systems offer 

significant benefits over traditional systems, including cost reduction, quality 
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improvement, and faster response times, providing actionable guidelines for effective 

AI project execution in hotels. 

Conclusion 

The case studies highlighted in this blog post illustrate the multifaceted impact 

of AI in the hotel industry. From enhancing customer service and engagement to 

redefining employee roles and operational efficiency, AI is paving the way for a new 

era in hospitality. As the industry evolves, implementing AI technologies will be 

crucial in staying competitive and delivering exceptional experiences. The future of 

AI in hotels looks promising, with endless possibilities for innovation and 

improvement. 

 

 

TOPIC 7. KEY TRENDS IN THE TRANSFORMATION OF THE 

HOSPITALITY INDUSTRY IN THE DIGITAL ERA 

 

Plan 

1. Features of the hospitality industry in the context of digital transformation.  

2. Key issues of using digital technologies in the hospitality industry.  

3. Classic concept of innovation cycles.  

4. Elements of the business model and digital technologies that can have a significant 

impact on the transformation of the corresponding element of the business model of 

a hotel and restaurant business. 

 

Flipped Classroom. 

Students report and give presentations on topics: 

1. Current trends of digital innovation in the hotel and restaurant industry. 

2. The problem of security and privacy in the context of digital innovation. 

3. The importance of interpersonal communication in the hospitality industry 

and digital transformation: the problem of interconnection. 

4. Digital transformation and innovative business cycles in the hospitality industry. 

 

 

Case Study. 

Transforming Failure Into Success: a Digital Marketing Case Study for 

Hotel Bookings 
Read the report. Discuss this information during the practical exercises. Your 

task: 1) find possible shortcomings; 2) propose additional measures to improve 

business processes in the situations under consideration. 

URL: https://www.hospitalitynet.org/opinion/4119422.html 

In this case study, we dive into the journey of a Hotel Management company 

located in the US that faced initial setbacks with their Facebook Ads efforts and how 

a strategic and complex approach led to remarkable success in driving bookings for 

their Branded Hotel. 

Confronting the Challenges 
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Before partnering with our digital marketing team, the hotel had experimented 

with Facebook Ads but encountered minimal engagement and conversions. The 

initial attempts failed to generate the desired traction, leaving the company with a 

sense of frustration and uncertainty about the efficacy of their online advertising 

efforts. 

Crafting a Comprehensive Approach 

Recognizing the need for a comprehensive approach, we began by laying a 

strong foundation. This included setting up essential infrastructure elements such as 

Google Analytics, Facebook Pixel, Google Tag Manager (GTM), and conversion 

tracking. These actions ensured a robust framework for monitoring and optimizing 

campaign performance. 

Strategic Content Creation and Campaign Structure 

To address the shortcomings in the initial campaigns, we revamped the ad 

content. Our team meticulously crafted headlines and descriptions tailored to 

different campaign objectives. Additionally, we employed UTM parameters to track 

and analyze user interactions, allowing us to refine our strategy continuously. 

The campaigns were structured into two main categories: 

Prospecting Audience with Website Traffic Objective: 

Leveraging demographic and interest-based targeting to reach potential 

customers. 

Utilizing both video and image ad formats to maximize engagement. 

Remarketing to Previous Site Visitors with Conversion Objective: 

Focusing on users who had previously shown interest by visiting the hotel’s 

website or engaging with specific pages. 

Implementing a mix of video and image ads to rekindle interest and drive 

conversions. 

Analyzing Results and Initial Challenges 

The initial month yielded modest results, with only a few bookings and phone 

calls generated. Although the start was not as promising as anticipated, signs of 

potential success were identified. This prompted us to dig deeper into the data and 

identify areas for improvement. 

Optimizing Towards Triumph 

With a commitment to delivering tangible results, our team engaged in a 

rigorous optimization process. This involved refining targeting parameters, 

tweaking ad creatives, and enhancing landing pages for a more seamless user 

experience. Continuous monitoring and adjustments were made based on real-time 

performance data. 

The Fruits of Persistence 

The efforts paid off, and the results began to speak for themselves. As of now, 

the hotel company has successfully generated a substantial 2,175 bookings and 

phone calls. What’s even more impressive is the significant reduction in the cost per 

result, plummeting to an efficient $1.34. 
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Conclusion 

This case study demonstrates the transformative power of strategic digital 

marketing. By addressing initial challenges, analyzing data, and implementing 

repetitious improvements, the hotel company not only recovered from a lackluster 

start but also achieved remarkable success in driving bookings and phone calls. This 

success story underscores the importance of a data-driven and adaptive approach in 

navigating the online advertising field. 
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