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©2019 All rights reserved. G6 Hospitality Franchising LLC. 4001 International Parkway, Carrollton, Texas 75007. This advertisement is not an offer to sell a franchise. An offer can be made only  
by means of a Franchise Disclosure Document that has been registered and approved by the appropriate agency in your state, if your state requires such registration. Minnesota Registration  
Nos. – Motel 6: F-5053; Studio 6: F-5052. *Source: Item 19 of the March 5, 2019, Motel 6 FDD. **Source: Item 19 of the March 5, 2019, Studio 6 FDD.

G6 Hospitality is parent company to Motel 6 and Studio 6, two of the most iconic  
lodging brands in the United States. G6 owns and operates nearly 1,400  
locations across the United States and Canada, with over 155 new properties  
now in the pipeline, 50% of them new construction. Since G6 is one of the most  
reliable and financially rewarding franchise opportunities in economy lodging,  
becoming a franchisee in the G6 family is the smartest investment you can make.

1.844.456.3627     g6hospitality.com/franchising     franchisesales@g6hospitality.com 

FRANCHISE WITH US TODAY.

Reimagined. Reinvented. 
The All-New 6.
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Why choose 
Studio 6?
Today, the demand for quality and comfort at  
a value is stronger than ever for extended-stay  
travel. Studio 6 has begun answering that demand  
in earnest and sees its future as a promising one.  
As a Studio 6 franchisee, you’ll have the national  
recognition Motel 6 can give you, with the  
branding and operational support you need.  
And that’s promising for your bottom line.

THE BOTTOM LINE

AVERAGE 
 OCCUPANCY**

ONE OF THE EXTENDED-STAY 
SEGMENT’S FASTEST-GROWING  

ECONOMY BRANDS

72%
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An iconic 
American brand.
As a Motel 6 franchise partner, you’ll enjoy the 
immediate name recognition that comes with over 
55 years of being an iconic American brand in the 
economy lodging space. Giving travelers the ability 
to “save more for what you travel for” has been, 
and will always be, our mission and our promise 
since we checked in our first guest. Together,  
as partners, we will work to deliver on that guest  
experience, while helping to grow your bottom line.  
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Allbridge is the single partner who delivers ONE CONNECTED EXPERIENCE to your 
guests with all data, video, and voice technologies—scaling to your needs, reducing 

your capital expenditures, and freeing your staff to focus on other priorities.

*No deposit required. Minimum 60 month agreement required. Additional restrictions may apply. ©2019 Allbridge Intellectual Property. All Rights Reserved.

What does 

ONE CONNECTED EXPERIENCE
look like for you and your guests?

Contact us to find out more | 888-243-5404 | allbridge.com

 No Deposit Required*

 Significant Bundled Discounts

Limited Time Only

957630_Allbridge.indd   1 02/04/19   1:25 PM

http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=4&exitLink=http%3A%2F%2Fallbridge.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=4&exitLink=http%3A%2F%2Fallbridge.com


952906_RCR.indd   1 4/10/19   3:03 PM

http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=5&exitLink=http%3A%2F%2Frcr4you.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=5&exitLink=http%3A%2F%2Frcr4you.com


For more than 20 years, we’ve specialized in helping you process payments without hidden 
fees,1 teaser rates or long-term contracts.2 AAHOA members receive preferred rates, a 
dedicated lodging support team, and experience seamless integration into existing property 
management systems.

TRUST. SIMPLICITY. SECURITY.
Find out why more than 10,000 AAHOA members choose Chase as their payment processor.
Call 1-800-727-1872 or email lodging_team@chase.com today to learn more.

WE HANDLE PAYMENT PROCESSING 
SO YOU CAN FOCUS ON YOUR GUESTS

1 All applicable fees are listed on the Schedule A. 
2 Certain restrictions may apply. Not all businesses may qualify for month-to-month or no long-term contract, such as businesses who: require processing capabilities in multiple currencies, process 
over $5 million in annual credit/debit card sales or have certain software or connectivity requirements. Qualifying businesses may terminate their contract at any time by providing 30 days’ written 
notice. Businesses who receive a promotional consideration from Chase may be required to repay all or a pro-rated portion of the value of such promotional consideration if the contract is terminated 

Talk to a Chase Representative for more details. Businesses are required to complete an application and agree to terms and conditions at the time of enrollment. 
All businesses are subject to credit approval. Merchant services are provided by Paymentech LLC (“Chase”), a subsidiary of JPMorgan Chase Bank, N.A. ©2019 JPMorgan Chase & Co. All rights reserved.

958399_Chase.indd   1 02/05/19   1:10 AM

http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=6&exitLink=mailto%3Alodging_team%40chase.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=6&exitLink=https%3A%2F%2Fmerchants.chasepaymentech.com%2FAAHOANP19%2FForm%2F.ashx


TODAYSHOTELIER.COM | JUNE 2019 | 5

Contents
6 
LETTER FROM  
THE CHAIRWOMAN

8 
LETTER FROM  
THE INTERIM  
PRESIDENT & CEO

10 
GOVERNMENT 
AFFAIRS

50 
AAHOA CLUB 
BLUE, PLATINUM & 
SILVER MEMBERS

52 
AAHOA @
INDUSTRY EVENTS

54 
AAHOA ALLIED 
MEMBERS

61 
CLASSIFIEDS

66 
ADVERTISERS INDEX

DEPARTMENTS

Editorial inquiries: todayshotelier@naylor.com
Advertising inquiries: John O’Neil, joneil@naylor.com❱

THE OFFICIAL PUBLICATION OF

JUNE 2019
GENERATIONAL PLANNING

T
O

D
A

Y
’S H

O
T

ELIER
AAHOA’S OFFICIAL PUBLICATION

today’s June 2019 | todayshotelier.com

IN THIS ISSUE:  
EXCLUSIVE INSIGHTS  

from Lynn Minges, President & CEO,  
North Carolina Restaurant & 

Lodging Association

FOOD & BEVERAGE
From hotel rooms to 

dining rooms: Exploring 
tech and personalization 

in hotel F&B

FEATURE
Finding uses for 

blockchain technology 
in the hotel industry

PERSPECTIVES
How to avoid hotel 

tech disasters

STRATEGY
Five ways hospitality 

brands can benefit from 
audiovisual technologies

❱

❱

❱
❱

CONNECT
EMAIL 
todayshotelier@naylor.com

FACEBOOK 
facebook.com/AAHOAofficial

TWITTER 
@TodaysHotelier

YOUTUBE 
youtube.com/AAHOA

June 2019 | todayshotelier.com

COLUMNS

12 THE C-SUITE 
Finding the right blend of 
technology and human touch 
by LYNN MINGES, PRESIDENT 
& CEO, NORTH CAROLINA 
RESTAURANT & LODGING 
ASSOCIATION

14 COMMON GROUND 
Rebranding the visa 
waiver program 
by TONI-ANNE BARRY

28 FINANCE 
How is technology changing 
hotel financing? Is it good news 
for borrowers and will the loan 
transaction process become 
completely automated?  
by RUSHI SHAH

34 STRATEGY 
Five ways hospitality brands 
can benefit from audiovisual 
technologies 
by BRAD GRIMES

38 PERSPECTIVES 
How to avoid hotel tech disasters 
by DON KERMATH

42 CITY SPOTLIGHT 
Houston 
by ASIF LAKHANI

46 FOOD & BEVERAGE 
Exploring tech and 
personalization in hotel F&B 
by JOEL MONTANIEL

20
When technology 
misses the mark

by FIONA SOLTES

24
What makes a hotel 

a smart hotel?
by SANDY SMITH

Cover image: Lynn Minges, President 
& CEO, North Carolina Restaurant & 

Lodging Association

FEATURES

16

Today’s Hotelier 
is the official monthly  
publication of AAHOA
1100 Abernathy Road, Suite 725 
Atlanta, GA 30328 
P: (404) 816-5759 
info@aahoa.com 
www.aahoa.com

AAHOA STAFF CONTRIBUTORS
Toni-Anne Barry 
Communications & Public  
Affairs Coordinator
Lisa Brown 
Copy Editor
Peter Clerkin 
Director, Communications
James Jenkins 
Senior Vice President,  
Business Development
Rachel Humphrey 
Interim President & CEO
Alexandra Rodriguez 
Director, Marketing
Kati Siconolfi 
Director, State and Local 
Government Affairs
Kathryn Stone 
Chief of Staff

Today’s Hotelier 
is published by

 
5950 NW First Place 
Gainesville, FL 32607 
P: (800) 369-6220 
www.naylor.com 
todayshotelier@naylor.com

NAYLOR STAFF CONTRIBUTORS
Carter Davis 
Managing Editor
Sunny Goel 
Design/Layout
Kira Krewson 
Sales Manager
Rob Lee 
Publisher
Hannah Mulé 
Project Coordinator
John O’Neil 
Advertising Director
Nancy Taylor 
Senior Marketing Specialist
Geneva Toddy 
Contributing Editor
Chris Zabel 
Advertising Associate
Opinions expressed are those 
of the contributors and do not 
necessarily reflect the policy 
of AAHOA or Today’s Hotelier 
magazine. Publication of 
an article or advertisement 
does not imply approval or 
endorsement by AAHOA.

©2019 AAHOA, all 
rights reserved. The 

contents of this publication may not 
be reproduced in whole or in part 
without the prior written consent 
of the publisher. Today’s Hotelier 
(ISSN 24174062), volume 19, issue 6, 
is published monthly by Naylor 
Association Solutions, for AAHOA, 
1100 Abernathy Road, Suite 725, 
Atlanta, GA 30328. Periodicals 
postage paid at Gainesville, Florida, 
and at additional mailing offices. 
Postmaster: Send address changes to 
Today’s Hotelier, 5950 NW First Place, 
Gainesville, FL 32607.
PUBLISHED MAY 2019/AAHOM0619/7430

Finding uses for blockchain 
technology in the hotel industry

by CHRISTOPHER CURRY

http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2FTODAYSHOTELIER.COM
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=mailto%3Atodayshotelier%40naylor.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=mailto%3Ajoneil%40naylor.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=mailto%3Atodayshotelier%40naylor.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2Ffacebook.com%2FAAHOAofficial
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2Fyoutube.com%2FAAHOA
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=mailto%3Ainfo%40aahoa.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2Fwww.aahoa.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2Fwww.naylor.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=mailto%3Atodayshotelier%40naylor.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2Ftodayshotelier.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2Ftodayshotelier.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=7&exitLink=http%3A%2F%2Fwww.todayshotelier.com


6 | JUNE 2019 | TODAYSHOTELIER.COM

LETTER FROM THE CHAIRWOMAN
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AAHOA Chairwoman (2019-2020)

The tools for 
success

I 
CAN SAY WITH CONFIDENCE AND 
certainty that an AAHOA member-

ship is unlike any other. During the 

many years I have been a member, 

I have witnessed the association 

open doors and expand opportuni-

ties for so many hoteliers, both new and 

experienced. This membership gives each 

and every one of us tools and resources 

that help our businesses succeed, but the 

success of AAHOA itself is totally depen-

dent on us taking full advantage of these 

benefits. Active participation allows 

AAHOA to gauge the needs of members 

to determine what initiatives and benefits 

are most important to the entire associa-

tion moving forward.

With over 200 events each year, AAHOA 

makes it easier than ever for members to get 

involved. At many of these events, such as 

Regionals, AAHOA offers relevant education 

sessions that help hoteliers navigate new 

industry trends, learn best practices, and 

get tips on business development. Members 

can even access education sessions digitally 

through the online AAHOA HOTEL OWNERS 

ACADEMY™ where all AAHOA webinars are 

housed for use at any time. AAHOA’s educa-

tion team relies on member engagement 

to tailor education sessions and webinars 

to the needs of members, making them as 

helpful and informative as possible.

AAHOA’s efforts on human traffick-

ing awareness, for example, is one of the 

most important education initiatives to 

the entire association. In partnership with 

leading prevention groups, Businesses 

Ending Slavery and Trafficking (BEST) and 

Polaris, AAHOA Members have access to 

free, comprehensive training on human 

trafficking awareness. Sadly, human traf-

fickers take advantage of the privacy inher-

ent in hotels to exploit their victims, but 

all hotel owners have the power to make a 

difference by getting trained and requiring 

staff to do so as well. This step equips 

trainees with the ability to spot trafficking 

situations and learn how to respond appro-

priately. Every participating hotelier brings 

our industry and American communities 

across the country one step closer to being 

rid of the criminal acts of traffickers. Every 

member of AAHOA’s Board of Directors has 

been trained and challenges hotel workers 

to do the same.

In addition to educational opportuni-

ties, it’s essential for AAHOA Members to 

engage with their elected officials on both 

the state and federal levels. To do this, all 

members can attend their state’s lobby 

day and both of AAHOA’s annual advocacy 

events in Washington, the Legislative Action 

Summit and the Spring National Advocacy 

Conference. Hoteliers are invaluable advo-

cates for the entire hotel industry, and 

lawmakers can utilize this important per-

spective to understand the effects of certain 

policies on small business owners in their 

districts and states. Members who attend 

these events form relationships with legisla-

tors at the highest levels of government who 

become key allies on our legislative efforts. 

And to make sure that pro-business officials 

make it into office, AAHOA Members can 

contribute to AAHOA PAC, which supports 

candidates with a proven track record of 

advancing our initiatives.

Opportunities for members to engage in 

the association are not limited to education 

or advocacy, but these are great ways to get 

started. Members should also take advan-

tage of brand development days, various 

certification and training workshops listed 

on aahoa.com, and AAHOA’s annual con-

vention, which boosts the industry’s larg-

est trade show. Being an active participant 

allows AAHOA to serve us and our busi-

nesses in the best way possible, and since 

this year is AAHOA’s 30th anniversary, it’s 

the perfect time to get involved.� ■
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LETTER FROM THE INTERIM PRESIDENT & CEO

1
AAHOA Chairwoman 

Jagruti Panwala will appear on 
the “Franchising: The Growth 

Engine for the Industry” 
panel at the 41st Annual 
NYU Hospitality Industry 

Investment Conference on 
June 2 in New York City.

2
AAHOA Chairwoman 
Jagruti Panwala and 

Immediate Past Chairman 
Hitesh (HP) Patel will speak on 
the “Fireside Chat: View from 
the Top” session during HITEC 

on June 17.

3
AAHOA has partnered with 
Hyatt to offer the “AAHOA 

Women & Young Professional 
Hoteliers Development 

Day at Hyatt” on June 28. 
Seating is limited to the first 

25 registrants.

4
AAHOA Washington D.C. 
Area Regional Director 

Sandip Patel will kick off the 
post-Convention Regional 

Conference season with his 
event in Baltimore on June 18.

5
AAHOA Gulf Regional Director 

Nick Zaver will host his first 
Regional Conferences in 

Lake Charles, LA, on June 13 
and Jackson, MS, on June 25.

I
NCORPORATING NEW TECHNOL-
ogy is a great way to make hotel 

stays easier for guests. From 

mobile room keys to WiFi equipped 

workspaces, guests have more 

freedom to tailor their stay to their 

personal needs. The benefits of tech are 

numerous, but it’s important to remember 

that no matter how advanced it becomes, 

technology can never replace the need 

for traditional hospitality services or 

guest expectations.

One key example is remote check-in 

options. Several brands have recently 

started to implement room check-ins 

through guests’ mobile phones to expe-

dite the front desk process. This is an 

impressive innovation that undoubtedly 

adds another convenience for guests, but it 

also can detract from the traditional travel 

experience that many hotel guests still 

value as an important part of their trip. A 

welcoming smile at the front desk is one 

of the first interactions that travelers have 

when they arrive at their destination and 

guests often rely on these staff members 

to learn more about the local area. Warm 

greetings from a local can make a guest’s 

stay start out on a high and consumers 

will remember that the next time they go 

to book again. 

New technology doesn’t always result 

in staff no longer being responsible for a 

certain task, either. When any new fea-

ture, such as room service via robot, is 

integrated into a property, there is always 

staff behind the scenes who are in charge 

of making sure it is performing correctly. 

For this reason, it’s imperative that staff 

are appropriately trained in how the ser-

vice functions. But when tech features are 

implemented too quickly, comprehensive 

training is at risk. The guest experience 

can be jeopardized if onsite technology 

isn’t operational and guest satisfaction 

with hotel staff could suffer. It’s impor-

tant to give staff appropriate time to get 

used to one new feature before introducing 

another. A longer training period allows 

staff to get accustomed to the new technol-

ogy, leading to a smoother transition that 

reflects positively on the property and the 

entire brand.

Aside from staff concerns, cost is 

another factor that should be taken into 

account. For brands, it makes sense to 

put a heavy focus on innovation. Unique 

tech features can set one brand apart 

from another, but too much innovation 

too fast can take a financial toll on hote-

liers. Technology is changing so fast that, 

for many hotel owners, it’s impossible to 

keep up. As soon as the next innovation is 

out, two or three more are following right 

behind. This makes it increasingly difficult 

for hoteliers to afford these changes. While 

technology is a great tool for brands and 

hoteliers alike, it’s important for brands 

to not jump too quickly. Giving hoteliers 

time to acclimate to new costs will make 

sure that other aspects of the property, 

like maintenance needs or new hires, 

aren’t put on hold in order to finance 

new features.

In the hotel industry, reputation is 

everything. That’s why it’s important 

to see technology as the assistant it is 

without sacrificing traditional hotel ser-

vices. Finding spots where tech can help 

streamline services and give guests more 

control over their stay can create a better 

guest experience, but this is only possible 

if each new change is implemented with 

time and care. Remember, technology 

trends are changing constantly, but good, 

old-fashioned customer service never goes 

out of style and should never be a casualty 

in the race for the newest features.� ■

Look before 
you leap
RACHEL HUMPHREY
AAHOA Interim President & CEO
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TO DISCOVER THE RED COLLECTION, CONTACT 
MATT HOSTETLER, SVP FRANCHISE SALES & DEVELOPMENT, 
MHOSTETLER@REDROOF.COM, 713.576.7426.

Last year, Red Roof® introduced its first ever soft brand 
and premiered two new properties. And today, we’re 
continuing to grow with the opening of Lord & Moris,
our third entity in The Red Collection. This group of 
Upper Midscale unique hotels are hyper-local and 
inspired by the area’s vibe and culture. Each offering 

modern, accessible and affordable accommodations. 
All making this a great opportunity to affordably 
expand your portfolio in the heart of cities people 
love to visit. And all with customized property 
enhancement plans and brand standards based on 
consumer wants rather than design mandates.

OFFERED BY

This is not an offer. No offer or sale of a franchise will be made except by a Franchise Disclosure Document first filed and registered with the applicable authorities. For New York: An offering can only be made by a prospectus 
filed first with the Department of Law for the State of New York. Such filing does not constitute approval by the Department of Law. For Minnesota: #F-5824. The Red Collection, LLC, 7815 Walton Pkwy New Albany, Ohio 43054.

© 2019 The Red Collection, LLC
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L O R D  &  M O R I S  O F F E R S  A  C O Z Y,  C O M F O R TA B L E  S TAY  I N  T H E  H E A R T  O F  N YC .

Red Roof’s® soft brand 

is catching on like, well, Red Roof.

INTRODUCING 
LORD & MORIS – TIMES SQUARE HOTEL. 

THE THIRD PROPERTY IN THE 
RED COLLECTION IS NOW OPEN.
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GOVERNMENT AFFAIRS

AAHOA members to change this trend 

and use their responses to highlight 

the economic contributions of Asian 

Americans.

Now, AAHOA members care deeply 

about the protection of their personal 

privacy and it’s understandable why 

some hoteliers might hesitate before 

sharing their information. Title 13 of 

the U.S. Code, however, is a safe guard 

against any dissemination of personal 

information gathered through the cen-

sus. The law requires that any data col-

lected on individuals, households, and 

businesses can only be used for the pur-

pose of generating statistics. This protec-

tion allows all citizens to rest assured 

that their information will be kept totally 

confidential and secure.

Responding to the Census next year 

will be easier than ever. It’s a quick 

process consisting of simple, straight-

forward questions that everyone can 

respond to by phone, online, or in the 

mail at their convenience. Remember, 

complete participation in the census 

allows communities, small business, 

and the nation to progress. It’s never 

too early to start getting out the word, 

making sure that you and those in your 

community know that this simple yet 

important civic duty can have a lasting 

effect on the future of this country.� ■

Congressional seats to represent its resi-

dents in Washington, D.C.

It’s clear that every U.S. resident is 

personally impacted by an accurate 

census, but census data can offer small 

business owners in particular some ben-

efits that are unique to them. According 

to the U.S. Census Bureau, an accurate 

census can impact future business strat-

egies and informs business decisions. 

Census data helps business owners, and 

hoteliers specifically, identify optimal 

locations for expansion projects. They 

can see what geographies have emerging 

markets, where there is a solid consumer 

base, and concentrations of populations 

of job seekers. Analyzing the data on 

population and household income can 

even help employers develop competi-

tive pricing and wages. This is an oppor-

tunity that hoteliers can’t afford to pass 

up so now is the time to personally com-

mit to responding to the 2020 Census 

and encourage others to do so as well. 

It’s also important to note that cer-

tain subsets of the American population, 

such as Asian Americans, are actually 

much less likely to participate in the 

census than other ethnic groups because 

of unfamiliarity with the effort. This 

means that, in 2020, Asian Americans 

are at a high risk of being undercounted. 

The 2020 census is an opportunity for 

S
HAPING THE FUTURE OF 
America isn’t an easy 

task. Everyone living in 

a America in 2020 will 

have the once in a decade 

opportunity to play a role 

in doing just that, and the participation 

of each individual is equally invaluable. 

In mid-March of 2020 the U.S. Census 

Bureau will begin gathering data for the 

2020 Census by giving all households the 

opportunity to submit their census ques-

tionnaires online, by mail, or by phone. 

Unfortunately, not all U.S. residents see 

the impact that census data can have on 

their community and instead ignore the 

census form. In reality, each response 

directly contributes to the development 

and representation of their local area.

Data gathered from the census will 

be first and foremost used to determine 

how much federal aid or grants a com-

munity is eligible for. This helps the 

construction of new schools, hospitals, 

roads, and housing. These community 

improvements may lead to other long-

term benefits such as the creation of 

jobs and new opportunities for com-

munity members. But that’s not all—a 

state’s representation in Congress is 

also dependent on this data. A complete 

population count means that a state will 

be apportioned the correct number of 

The 
shape of 
things 

to come
by TONI-ANNE BARRY
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THE C-SUITE

“No matter how sophisticated 
artificial intelligence and 

augmented reality become, they 
will never take the place of a 

friendly front-desk attendant or 
helpful concierge.”
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No matter how sophisticated artifi-

cial intelligence and augmented reality 

become, they will never take the place of 

a friendly front-desk attendant or helpful 

concierge. The human touch can simply 

never be replaced. Hotel staff always will 

be called upon to provide their priceless 

local knowledge, such as recommend-

ing their favorite restaurant or offering 

firsthand insight into local entertain-

ment options. Hotel management will 

always be needed to solve problems as 

they arise, using their experience and 

real-world wisdom. No machine will ever 

be able to comfort a distraught guest or 

lend a helpful hand in an emergency.

The goal for hotels is to find an ideal 

balance between high-tech solutions and 

human interaction. Technology should 

be used to improve a hotel’s guest expe-

rience and to increase operational effi-

ciency. But it should never be thought 

of as a replacement for time-tested 

customer service techniques or human 

judgement and caring.

The future looks bright for the lodging 

industry in North Carolina and across the 

nation. We are experiencing a historic 

level of growth and prosperity. As the hotel 

industry continues to expand, guests will 

enjoy better experiences thanks in part to 

ever-improving hospitality technology. 

And behind the scenes, technology will 

help make life easier – and business more 

successful – for hotel operators, managers, 

and staff. The key to success for everyone 

is striking the right balance between tech-

nology and the human touch.� ■

business processes for hotel manage-

ment and staff. Data gathered by these 

systems can be used to optimize daily 

operations and improve a facility’s bot-

tom line. Among other things, the data 

can assist managers in fine-tuning 

their staff levels and predicting how 

long room cleaning should take. The 

newest point-of-sale systems further 

simplify booking and check-in, greatly 

speeding up these transactions. They 

also allow hotel staff to spend more 

time answering questions for guests, 

addressing issues, and providing guid-

ance. However, one of the most valu-

able pieces of hospitality technology 

has nothing to do with efficiency or the 

guest experience. Panic buttons, like 

those being adopted by many hotel 

brands, have provided enhanced secu-

rity and protection to hotel staff while 

doing their jobs.

Even with the emergence of these 

exciting technologies, there is little 

chance that traditional customer ser-

vice and simple human interaction will 

ever be replaced. In fact, it’s already 

been tried in the hotel industry, and 

it failed. In 2015, the Henn-na Hotel 

in Sasebo, Japan, opened with a staff 

consisting primarily of robots. Their 

novel approach to staffing caught the 

attention of the media and curious 

hospitality professionals worldwide. 

However, according to recent reports, 

the Henn-na Hotel has “laid off” half of 

their robotic workforce, replacing them 

with human staff.

I
N NORTH CAROLINA, WE HAVE 
seen a boom in hotel construc-

tion, with new lodging proper-

ties being announced almost 

weekly. Many of these facilities 

will feature cutting-edge tech-

nology. Like other industries, lodging is 

experiencing a technological leap for-

ward. Advances in facility and in-room 

technologies are helping hotels provide 

a more enjoyable experience for guests. 

We also are witnessing firsthand how 

high-tech solutions can improve hotel 

operations by increasing efficiencies 

and maximizing profit. The challenge 

is to find the right balance between 

advanced technology and irreplaceable 

human interaction.

From business travelers to families, 

today’s guests expect a personalized 

lodging experience. New hospitality 

software applications are enabling hotels 

to offer just that. Hotels can now easily 

obtain individual customer preferences 

through social media tracking apps and 

customer relationship management 

programs. This valuable data allows 

hoteliers to provide custom marketing 

promotions and web pages, personalized 

menu offerings, and other unique guest 

services. Starting at booking all the way 

through checkout, guests can enjoy a 

better experience that is tailor made for 

their individual preferences and needs.

We also are seeing how technology, 

such as the latest generation of prop-

erty-management and point-of-sale sys-

tems, can streamline many day-to-day 

Finding the right blend of 
technology and human touch
by LYNN MINGES, PRESIDENT & CEO, NORTH CAROLINA RESTAURANT & LODGING ASSOCIATION
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COMMON GROUND

Rebranding 
the visa 
waiver 

program
by TONI-ANNE BARRY

These days, it seems like politicians cannot agree about anything. That’s because it’s convenient for the media 

to use a gridlock narrative as shorthand for the contrarian and obstinate behavior that defines how our elected 

representatives address a few big issues. However, a different, more nuanced picture emerges when one takes a closer 

look at the actual lawmaking process – the pursuit of positive change. Common Ground profiles two members of 

opposing parties who are working together to advance issues important to hoteliers.

THE ISSUE
Renaming the Visa Waiver Program to the Secure Travel Partnership

The Visa Waiver Program (VWP) allows citizens from 38 des-

ignated countries to travel to the U.S. for up to 90 days without 

needing to obtain a visa. The VWP was first established in 1986 

and continues to enable millions of tourists to travel to the 

U.S. each year, supporting American small businesses across 

the nation. According to the U.S. Travel Association, 23 million 

travelers arrived to the U.S. through the VWP and generated 

$190 billion in economic output in 2017 alone.

For many Americans, national security is a top priority, and 

the name “Visa Waiver” can cause concern that this program 

poses a security risk. In reality, every traveler who uses the 

VWP must adhere to the strict security requirements of being 

Rep. Raja Krishnamoorthi (D-IL)
First Elected: 2016

Committees: Oversight and Reform, 

House Permanent Select Committee 

on Intelligence

“The Visa Waiver Program exists as a 

crucial program that protects our nation’s 

security, creates American jobs, and bolsters alliances with 

our friends. The rebranding of the Visa Waiver Program to the 

Secure Travel Partnership encapsulates these major benefits 

to our economy and national security, while eliminating any 

confusion about the true mission of this program.”

Rep. Tom Rice (R-SC)
First Elected: 2012

Committees: Ways and Means

“Renaming the Visa Waiver Program 

to the Security Travel Partnership more 

accurately reflects the program’s intent 

to strengthen national security and spur 

tourism to the United States. This important step is part of our 

larger effort to bolster homeland security, create American jobs, 

and bring more tourism dollars to South Carolina.”

pre-screened and pre-approved through the Electronic System 

for Travel Authorization before being allowed into the country.

COMMON GROUND
Legislators on both sides of the aisle understand the impor-

tance of the VWP and are concerned over possible misconcep-

tions that can arise due to its name. U.S. Representatives Tom 

Rice (SC-07), Raja Krishnamoorthi (IL-08), Guy Reschenthaler 

(PA-14), and Mike Quigley (IL-05) worked together to introduce 

legislation to rename the Visa Waiver Program to the Secure 

Travel Partnership to fix this issue. Renaming the program 

gives it the integrity it deserves as a key economic driver of 

the national economy without any doubt about the strength 

of its security.� ■
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Make your guests feel at home with the 
DIRECTV Residential Experience.

The DIRECTV Residential Experience offers premium entertainment benefiting your hotel and guests.

•

•

•

•

No Pro:Idiom TVs required

Simplified, anti-microbial remote

PLUS, OFFER INCLUDES:
(Conditions apply)

Full residential lineup with access
to over 100 HD channels1

Technology that’s easy, flexible and
compatible with most TVs and wiring

2019 
NFL SUNDAY TICKET

at no extra cost.2 
ASK HOW!

For even more Movies, Original Series, Sports, Documentaries and Comedy Specials. 

as a 2nd premium 
for only

ADD

99¢ per room  
per month3

1To access DIRECTV HD service, HD equipment req’d. Number of HD channels varies based on package selection. 22019 NFL SUNDAY TICKET PRICING: 2019 NFL SUNDAY TICKET will be delivered at no extra cost in all guest rooms for the 2019 season for all new DIRECTV 
Residential Experience (DRE) customers, COM System customers and DIRECTV Residential Experience Plus (DRE Plus); customers must subscribe to FAMILY Package ($2.49/room/mo.) or above, with a 3- or 5-year programming agreement. Other conditions apply. 
Subscription will automatically continue in the 2nd year at a special renewal rate of $99 and renew at regular rate thereafter unless customer calls to cancel prior to start of the season. Subscription cannot be canceled (in part or in whole) after the start 
of the season and subscription fees cannot be refunded. Commercial locations require an appropriate licensee agreement. Offer excludes University accounts. NFL, the NFL Shield design and the NFL SUNDAY TICKET name and logo are registered trademarks of the NFL 
and its affiliates. 3SHOWTIME OFFER: The SHOWTIME programming offer ($0.99/room/mo.) is available only as a 2nd Premium add-on. Offer available to qualifying new or existing Hospitality accounts with a 3- or 5-year programming agreement and must not have received 
SHOWTIME programming from DIRECTV or any other distributor during the 24 months prior to activation. Offer is available for accounts activated on or before 12/31/19. After the applicable promotional period (3- or 5-year) ends, then-prevailing rate for SHOWTIME applies 
unless canceled or changed by customer prior to end of the promotional period. Offer may not be combined with any other SHOWTIME offer. SHOWTIME is a registered trademark of Showtime Networks Inc., a CBS Company. Availability of DIRECTV service may vary by 
location. In certain markets, programming/pricing may vary. Hardware and programming available separately. Receipt of DIRECTV programming subject to terms of the DIRECTV Terms of Service for Hospitality Establishments and the DIRECTV Terms of Service for 
Institutions; copy provided with new customer information packet. Taxes not included. DIRECTV programming, hardware, pricing, terms and conditions subject to change at any time. ©2019 AT&T Intellectual Property. All Rights Reserved. AT&T, Globe logo, DIRECTV, and 
all other DIRECTV marks contained herein are trademarks of AT&T Intellectual Property and/or AT&T affiliated companies. All other marks are the property of their respective owners.

Call Alvi Satellites today at 877-233-1787.
hospitality.directvdealer.com/AlviSat
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FEATURE

KeyoCoin is one. Formed in early 2017, the company is 

launching a blockchain-based universal travel rewards pro-

gram as well as a travel concierge and booking app targeted 

at independent hotels.

“We will be their technology partner and they don’t need to 

know a thing about blockchain,” KeyoCoin CEO Adelle Demko 

says. “It will be set up on their dashboard for them.”

On the other hand, established industry players like global 

travel commerce platform Travelport are taking a deliberate 

approach to determine if and where blockchain has a use in 

their business operations.

“Our approach has been looking for suitability and not just 

fitting in blockchain for the sake of fitting it in because of the 

N THE DIGITAL ECONOMY, HOTELIERS HAVE STARTED 
to embrace new technology to enhance the guest experi-

ence and streamline operations. Guests book rooms, 

order room service, make a reservation at the spa, and 

even access their rooms with mobile apps. Data collec-

tion provides insight into guest preferences to craft a 

more personalized experience. Artificial intelligence and 

chatbots allow you to adjust the room temperature or request 

maintenance by voice command.

But where does much-hyped blockchain technology fit 

in? At this point, the jury is still out. On one hand, a wave 

of startups say blockchain can transform booking, payment 

processes, loyalty programs, and marketing.

by CHRISTOPHER CURRY
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hype around the industry,” says Monty Doshi, Travelport’s 

director of architecture in the Asia-Pacific region. “I think it’s 

important from our perspective to ensure there is proper use 

case implementation of blockchain and not just use blockchain 

for the sake of using blockchain.”

In Travelport’s case, the company worked with IBM to look 

at use-case scenarios, including potentially putting content 

from smaller travel companies onto its platform.

In the end, Travelport decided the best short-term return on 

investment is using blockchain to solve inefficiencies in the com-

mission payment process between hotels and travel agencies.

Those are just two examples of blockchain making inroads 

in the industry. To sort the hype from the reality, hotel and 

tech insiders offer additional insight on where blockchain is 

today and where they see it going.

CUSTOMER PAYMENTS
Blockchain is a decentralized digital ledger of transactions 

spread across a network of computers. Each transaction is 

linked to the previous one as a timestamped block, making it 

easy to follow money or inventory back to the starting point. 

It is difficult to tamper with because at least half the com-

puters on the network have to agree a change or transaction 

is legitimate.

At this point, the best-known product of blockchain tech-

nology is cryptocurrency, particularly Bitcoin, the digital 
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“Over the next 24 to 36 months, 
I expect to see a lot more 

guidance on how companies 
should treat it and use 

cryptocurrency.”
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Finding uses for blockchain technology in the hotel industry

LOYALTY PROGRAMS AND 
TARGETED MARKETING
Before Bitcoin, rewards points were the original digital cur-

rency, says Thom Kozik, the chief commercial officer at indus-

try leader Loyyal and former vice president for global loyalty 

at Marriott International.

Kozik feels hotels should use blockchain to improve the 

management of a loyalty program instead of shifting to a 

model where guests earn cryptocurrency tokens as rewards.

The complex and costly IT processes of keeping track of the 

liability of unredeemed rewards, determining payments to 

vendors and partner companies in the program, and adding 

partners to a program, even for limited-time promotions, are 

all simplified, Kozik says.

“When you think about blockchain, all of that goes away 

because you are all now dealing with the same shared ledger,” 

Kozik says. “That’s what a blockchain is – a distributed ledger. 

There’s no reconciliation because we’re all looking at the same 

set of records. Also, when you go to a blockchain, something 

magical happens that never existed. You now have the ability 

to revenue-manage your liability. We’ve not been able to do 

that before. You have a tremendous amount of control over 

liability and how you work with partners.”

currency launched in 2009 to facilitate peer-to-peer transac-

tions without a central bank.

Samantha Ahuja, an attorney with the firm Greenberg 

Traurig who specializes in hotel acquisitions, operations, 

development and management, says some hotels do accept 

cryptocurrency as guest payments to carve out a niche 

for themselves.

“I would not say it is becoming mainstream, but it is gaining 

traction,” Ahuja said. “More places are taking cryptocurrency 

as a form of payment. Vendors are accepting it. A handful of 

hotels see it as a unique opportunity to stand out and attract 

guests who want to use cryptocurrency as a form of payment. 

Every six months you see a couple more hotels signing on, but 

you don’t have the major brands yet.”

Ahuja says the price volatility of cryptocurrency and uncer-

tainty over tax policy and regulations have more hotels in a 

wait and see mode, particularly in the U.S.

“It’s not mainstream yet because a lot of companies remain 

hesitant to trade in cryptocurrency or accept it as payment 

because of that volatility,” Ahuja says. “But I think you will see 

it gain more traction. Over the next 24 to 36 months, I expect 

to see a lot more guidance on how companies should treat it 

and use cryptocurrency.”
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Kozik says for hotel ownership groups, blockchain also 

can create a new asset class by allowing them to trade or sell 

points between properties. At the same time, he does not 

expect major players such as Marriott or Hilton to embrace 

that type of relationship with competitors even as startups 

introduce cryptocurrency that could allow ubiquitous inter-

change between rewards programs.

What Kozik does foresee is more targeted marketing and 

promotional offers to guests and customers. That’s because 

the blockchain will automatically know when, where and 

how loyalty program members earn points, giving hotels 

insight into their habits and preferences without an intensive 

IT exercise.

“That will benefit the consumer, whose ability to do more 

things with those points is really limited by the legacy systems 

and approaches of these programs,” Kozik says.

KeyoCoin is taking a different approach, with a univer-

sal travel rewards cryptocurrency intended to give inde-

pendent hotels and travel experience companies access to a 

rewards program and provide guests more ways to earn and 

redeem rewards.

“Under the current model for rewards points, they are 

not very inspiring for customers to earn,” says Demko, 

KeyoCoin CEO.

Guests can earn cryptocurrency rewards by booking through 

the mobile app, purchasing a cocktail at a rooftop bar, or even 

taking a picture of the Hollywood sign, Demko says. They also 

will be able to use the cryptocurrency rewards earned at any 

partner in the rewards program’s marketplace.

BOOKING
Right now, a handful of large online travel agents (OTAs) 

dominate the online booking landscape.

Hotels get better visibility through those OTAs but pay a 

commission in the range of 10-to-30 percent for every book-

ing made through the site. That costs hotels a portion of their 

revenue and drives up costs for guests.

Winding Tree, LockTrip, Travala, and other startups are 

launching blockchain-powered booking platforms that allow 

guests to directly book rooms from hotels. The goal is to loosen 

the grip OTAs have on the hotel booking ecosystem and cut 

costs for hotels and guests.

Companies like KeyoCoin plan to use a cryptocurrency 

reward as an incentive to get customers to book through their 

mobile app instead of an OTA.

“We are very keen to offer an alternative to the OTAs and 

use travel rewards to disintermediate the OTAs,” Demko says.

SPEEDING UP B2B PAYMENTS
In the B2B space, the shared digital ledger of transactions 

allows everyone involved to look at the same records, accel-

erating the process.

“Essentially blockchain becomes that source of trust instead 

of separate distributed data sources,” Travelport’s Doshi says. 

“It will streamline the process of reconciliation.”

Jen Plahm, a spokeswoman for Fenex, a blockchain-powered 

payment and services solution for the travel industry, says 

blockchain technology can be easily incorporated into a hotel’s 

ERP system to simplify and accelerate the process of paying 

vendors, suppliers, and travel agents.

“On blockchain platforms, the transaction token can hold 

way more information than traditional systems in a secure 

form,” Plahm says. “This will make the process of reconcili-

ation and settlement much faster. Moreover, the payments 

can be tracked in real-time applications even though the 

settlement times are minimized to a maximum of two days.”

A LOOK AHEAD
Looking ahead, Travelport’s Doshi says their mid- to long-term 

forecast sees increased use of blockchain as a form of pay-

ment and for inventory and order management. The idea that 

an entire trip will be booked and paid for from end to end by 

blockchain is a more long-term possibility, he says.

Ahuja, the hotel industry attorney with Greenberg Traurig, 

says blockchain will continue to gain a foothold.

“If you look at blockchain over the last three to five years, 

the evolution has been fairly constant,” she says. “The ability to 

process, to create, to transact has been growing. So, while it’s 

definitely not there today, it is on its way to mainstream usage. 

I think you do see it more internationally than domestically, 

but certainly the hospitality industry will be a beneficiary.”�■
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ANI DEROS HAS MOVED 
hotel mattresses and dug 

under desks to find an outlet for 

charging his devices.

Tom Moore has found himself wary of 

hotel WiFi security.

And Michael Driedger has touched what looked to be a 

light switch at a property in Riyadh, and found it opened 

the curtains instead. He also delighted in a record player at 

a boutique hotel – until he noticed it was connected through 

Bluetooth, switching the sound from analog to digital and 

ruining its quality.

Regardless of good intentions, the introduction of technol-

ogy, or the ability to power it, sometimes misses the mark. 

Loyalty programs can go too far with familiarity and become 

creepy. There’s the realization that a virtual assistant in a hotel 

room, though convenient, is always listening. Guests may be 

able to go straight to their rooms using a special code, but they 

still end up at the front desk asking if they missed a step. And 

then there are those who gain access to the property with a 

digital key app, but their phone has died.

The definition – and expectation – of a great customer expe-

rience certainly has changed over time. Individuals increas-

ingly receive instant and personalized service everywhere 

else, so why not at hotels? Hotels, in turn, are attempting 

to apply what works in a home capacity to the commercial 

environment, often with mixed results.

“Today’s hoteliers are under pressure to adapt to a new breed 

of guest whose needs and demands are entirely different than 

those of previous generations,” said Deros, CEO and cofounder 

of CIRQ+, a platform that turns hotel rooms into smart spaces 

by allowing guests to seamlessly operate the thermostat and 

lights as well as charge their devices and more. “The customer 

experience is no longer just about quality service and a clean 

and comfortable room; it’s about the entire customer journey.”

That’s especially true with the tech-dependent millennial 

generation, he said; more than 70 percent of them, according 

to an Eventbrite/Harris Poll study, would prefer to spend on 

a desirable experience rather than a desirable product. Keep 

in mind that they’re now the largest living generation, and a 

sea-change is underway.

“Properties are realizing they are severely lagging behind 

the times with technology adoptions and are scrambling to 

find solutions to update and modernize their rooms,” he said. 

“As Internet of Things (IoT) or smart technology accelerates 

in the marketplace, we are seeing that room control systems 

are the fastest-growing trends in the industry, surpassing 

wireless door locks and connective TVs.”

“Most hospitality brands recognize that making a guest 

feel important and appreciated can go a long way,” Deros 

said. As technology continues to evolve, however, “brands 

will be required to gather and leverage big data to automate 

personalization and drive loyalty.”
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“Today’s hoteliers are under 
pressure to adapt to a new 
breed of guest whose needs 
and demands are entirely 

different than those of 
previous generations.”
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When technology misses the mark

So how do they do that, exactly, without potentially nega-

tively impacting the guest experience?

Driedger is a green building consultant in addition to CEO 

and cofounder of Operto, which offers keyless entry and 

self-check-in software solutions. Positive experiences with 

technology, he said, begin with understanding what tools are 

right for what spaces. A learning thermostat such as Nest, 

for example, might be a joy in an individual home, but not 

provide the same benefits when it has to “relearn” every hotel 

guest. And then there was that light switch in Riyadh. “That’s 

a mistake that people make in trying to automate things,” he 

said. “They change what the expected human interface would 

be. The interface has to be super-simple.” If it’s not clear and 

relevant to the large majority of guests, it doesn’t matter how 

exciting or advanced the technology is.

Operto allows guests in rental, hotel, and other properties 

to check themselves in and out using unique codes for each 

booking. The dashboard allows properties to see who has 

accessed rooms and when; eliminate guest lock-outs from 

failed keys; adjust temperature settings based on occupancy; 

increase revenue by allowing early check-ins and late-night 

bookings; and cut down on lines at the front desk. Automation, 

after all, can lead to efficiency.

Granted, getting guests accustomed to the idea of not hav-

ing to go to the front desk will take some time. Even though 

using Operto’s keyless entry is the equivalent of “punching 

in a code” as when using an ATM, Driedger said, in the early 

days, some properties had up to 80 percent of guests asking 

if that’s still all they needed to do.

“It can be hard to get used to,” he said. “It does take time. 

But it’s all about communicating. If you’re not communicat-

ing change to people, it can be unnerving.” Over time, that 

80 percent dropped to 50, and then to 20. “And now that people 

understand, the ease and quickness of not having to line up 

at the front desk is a key driver for return guests.”

It’s an important point. The best way to introduce new 

technology – assuming it’s the right technology, naturally – 

may be to ensure that its presence, purpose, and benefits are 

clearly shared.

Moore, retail and hospitality industry lead for Zebra 

Technologies, said hoteliers have to be “very methodical in 

how they engage with their guests.” Some ideas that appeared 

promising in the past – take the use of beacons to provide 

location-based services, for example – haven’t panned out 

the way people expected. Issues of privacy and security 

have continued to be paramount, even as guests expect 

personalization.

Zebra works across numerous industries in a variety of ways. 

In the hospitality realm, Zebra endeavors to help properties 

provide seamless and streamlined experiences to guests by 

empowering staff to communicate through mobile computers 

and Workforce Connect software, whether by phone, text, or 

push-to-talk. Zebra also offers a software security solution 

called LifeGuard for Android, extending the service life of 

Zebra’s Android-based devices three to five years beyond 

consumer operating system support with extended security 

support, and predictable periodic security updates.

At the end of the day, he said, there’s a balancing act. 

Technologies aim to focus on the guest, but also on the staff 

and how they can help the guest with less friction from the 

guest perspective.

“The other thing, the big challenge, is how do I make sure 

my staff is in the right places to serve the guest?” he asked. 

With larger properties in particular, being able to dispatch 

the task to the worker closest to the guest can lead to a bet-

ter experience. In that case, location-based sensors can be a 

boon, especially if some automation is involved.

In his view, it’s the check-in process that is still “stuck” in 

terms of streamlining and technological efficiency.

Micah Solomon, customer service consultant and speaker, 

said technology that feels intrusive and isn’t offered as a choice 

can “very quickly” destroy the hospitality experience, espe-

cially a luxury one. Solomon, who wrote The Heart of Hospitality: 

Great Hotel and Restaurant Leaders Share Their Secrets, brings up 

check-in kiosks of the past, and how some brands pressured 

guests to use them rather than be greeted by a person. That 

bombed, he said, but other hotels are starting to get things 

right. He points to European brand Citizen M, for example, 

which offers a human-assisted kiosk check-in instead. Solomon 

also offers a “Jetsons Test,” based on the 1960s TV show, to 

help companies determine when humans add value – and 

when they just get in the way. Among the considerations: 

whether a person can do a job more efficiently, effectively – or 

warmly – than a machine.

“Without the human touch, properly applied,” he said, “we 

quickly become a commodity.”� ■

MOTEL LOT FOR SALE
1.64 Acre site ideal for motel in Olivehurst/Yuba 

City, CA. Highway visibility, Growing area, shortage 

of available rooms, All utilities, Build now or hold, 

Financing possible, Brokers protected. 

214-682-6425 
goyaltexan@hotmail.com
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WHAT MAKES 
A HOTEL A 

SMART HOTEL?
An exploratory discussion with 

three industry veterans
by SANDY SMITH
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T
oday’s hotel owners are met with technology options on every side, from 

voice-activated room enhancements to information that drives more insight 

on the back end. So, how does a hotel owner become savvier as hotels 

become smarter? To find out, we asked three technology experts: Alexandre 

Simionescu, co-founder of Float4, which builds interactive and immersive 

experiences for a number of properties including hotels; John Edwards, CTO at RLH 

Corporation, the corporation behind brands like Red Lion and Americas Best Value Inn; 

and Dominic Locascio, VP, Americas, for InnSpire, which acts as a gateway to allow a 

simple, single interface for the hotel guest to access smart technology.
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WHERE IS THE OVERALL HOTEL INDUSTRY IN 
TERMS OF USING SMART TECHNOLOGY TOOLS 
THAT ARE AVAILABLE?
Locascio: It is still early in the adoption cycle of these new 

technologies, but more and more guests have a better tech 

experience at home than at the hotel. Most hotels today do 

not have the need or budget to deploy a full smart platform, 

but it is important to make sure that whatever pieces of that 

puzzle you deploy to your properties today that those tech-

nologies are scalable and integrate well with other vendors.

Edwards: From the overall guest room experience, we’ve 

really been focused on a couple: guest security and making 

sure that we find the right solution that allows the technol-

ogy to be simple and streamlined without any challenges or 

objections from the travelers on whom that is implemented. 

With voice-activated solutions, there is the issue that they 

are listening all the time. We’ve been really focused on com-

municating with our hotels to make sure that they know 

that and, at the same time, trying to help them understand 

what we’re doing on the back end to allow a guest to opt in 

to those services.

WHAT IS THE LOW-HANGING FRUIT THAT A 
HOTEL OWNER SHOULD KNOW ABOUT IN 
SMART TOOLS?
Simionescu: Given the immense concentration of applications 

that we have on our mobile phones, it is in integrating mobile 

platforms into the experience. It offers so many possibilities 

and it’s hardly something that is an emerging technology. 

It’s widely adopted.

Edwards: The focus for us in non-emerging technology has 

really been around our smartphone and our guest commu-

nication platform. We’re starting to drive the guest adoption 

around mobile check-in, SMS messaging to the hotels and get-

ting that communication flow with the guest. We’re starting 

to look at ways that we can leverage artificial intelligence or 

call centers to get back information to the guests.

HOW ARE ROBOTS BEING USED AND  
WHERE IS THE POTENTIAL?
Edwards: We have our two pilot hotels: Red Lion Anaheim 

(California) and Americas Best Value Inn in Hayward, CA. The 

operations housekeeping teams are working with the robot 

manufacturer, Peanut Robotics, to find ways that the robotic 

tools can enhance how the housekeeping team works through 

their day. Our housekeeping group in Anaheim is really excited 

that they have a new tool that actually directs the way they 

do their job, how well, and how fast.

Locascio: InnSpire currently has a hotel where guests can use 

their TV or a web app to order room service that is delivered 

by robot. This provides more than just a wow factor, but it 

dramatically impacts revenue. It may be 20 years before we 

see real scale here, but I believe that robots will definitely 

have a role.

WHERE IS THE MOST SKEPTICISM ABOUT THE 
VALUE IN CUSTOMER-FACING SMART DEVICES?
Simionescu: Technology evolves at a faster pace than ever, 

which presents both opportunities and challenges. When cli-

ents are building or renovating a property, their cycle is five, 

10, or 15 years. But even within the smallest cycle, technology 

would have gone through at least one new generation. Like 

any person who makes an investment, you want to reduce 

your risk and maximize returns. Technology can create these 

opportunities, but it’s not a silver bullet. It’s an enabler, not 

the solution in itself.

Edwards: I think it’s about execution. We have a lot of pilots 

going on. Some work out and some don’t. The ones that don’t 

typically fail around, ‘Can we successfully execute this across 

all our brands or for the right customer set?’ That’s why our 

system-wide initiatives have really been focused around the 

low-hanging fruit.

MORE SPECIFICALLY, WHERE DO YOU SEE THE 
MARKET CURRENTLY FOR VOICE-ACTIVATED 
DEVICES IN HOTELS?
Simionescu: The fact that it is something being adopted in 

private homes will help it being adopted in places like hotels. 

It will be something that people are already used to.

Locascio: People use voice every day in their home or just to 

“ask Siri.” Adapting this technology for the hotel environment 

has great potential. Ten years ago, it was revolutionary to 

put AppleTV into hotel rooms; now streaming is common-

place. I believe we will see the same for voice in some form 

or another.
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WHAT CONCIERGE TOOLS DO YOU SEE HAVING 
THE BIGGEST POTENTIAL?
Edwards: There’s a ton of solutions for guests to get local rec-

ommendations. One of the things we’ve been focused on is 

making sure those are valid and up to date. One of the things 

that we’ve been working on that we’re piloting internally is 

the ability for our hotels to make enhanced recommendations.

Locascio: There are so many tools like hotel apps, smart TVs, 

web apps, and text-based services that can support the tradi-

tional concierge and improve the guest experience. I believe 

that hotels are at the tip of the iceberg in terms of maximizing 

this potential. The question is, will our industry outsource 

this expertise or will we integrate and leverage these tools to 

bring our own knowledge and experience into the process?

WHAT POTENTIAL EXISTS OUT THERE THAT 
HASN’T YET BEEN FULLY REALIZED IN TERMS 
OF HOTEL OPERATION?
Edwards: As an industry, it’s still a personal experience, so 

there’s always going to be a lot of human touch. Finding new 

technical solutions that enhance that overall experience, 

there’s still quite a bit of opportunity there. Getting more 

access to more data will continue to drive innovation within 

the industry. Not having to work as hard to get that data will 

drive innovation significantly.

Locascio: Whether it is streaming their favorite shows or order-

ing food through their smartphone, expectations are higher 

than ever for technology to drive a faster, better, and easier 

hotel stay. Our industry needs to get better at adapting our 

technologies to what the guest is doing rather than expecting 

the guest to learn different systems and processes. We need 

to find ways to expand integration into the tech they are 

already using to improve ease of use and speed of adoption.

FINALLY, IF YOU WERE TO FORECAST ONE YEAR 
OUT, WHERE WOULD THE GENERAL HOTEL 
INDUSTRY BE WITH THESE TOOLS?
Simionescu: It’s a very small amount of time considering how 

long it typically takes. It’s hard to say if there’s something 

that we currently don’t have that will be present through-

out the hospitality industry in that short amount of time. 

What I think we will see is current trends and adoptions 

will increase.

Edwards: My goal is you would be talking about a bunch of 

robots in a bunch of hotels. We have a strong initiative and 

strong belief that the solution provider has a way to impact 

the way we operate our hotels. Our goal really is to get that 

out in those pilot hotels and not just one or two robots, but 

several within those hotels that we’re starting to learn from 

and roll out more widely.� ■

What makes a hotel a smart hotel?
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TOP 5

(Source: Napa Technologies)

HOSPITALITY & TECHNOLOGY TRENDS

#1
INTERNET OF THINGS FOR DATA

a. Allows for increased monitoring of things such as room 
 temperature, lighting, television use, etc.
b. Helps hoteliers anticipate energy costs, develop 
 budgets, etc.

#2
VOICEACTIVATED SMART ROOMS

a. Allows tasks like turning on the lights or TV to be 
 completed using voice activation and smart technologies
b. Provides for a smoother transition from home to hotel, as 

there is an increased use of smart technology in the home

#3
INCREASED SELFSERVICE OPTIONS

a. Provides self-service options for concierge services such 
 as requests for amenities, etc.
b. Allows remote check-in and checkout through kiosks 
 and apps

#4
TECH LOUNGES & CONNECTED MEETING ROOMS

a. Provides increased connectivity to allow business to be 
 completed on trips 
b. Includes such technology as video conferencing, smart 

boards, and high-speed data connections 

#5
ROBOTICS

a. Creates greater effi  ciency in repetitive processes such 
 as cooking simple foods and room-service delivery
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BY THE NUMBERS
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FINANCE

optimal capital stack and loan terms 

that meets both the lender’s criteria and 

borrower’s needs. He or she will know 

how to guide the transaction, adjusting 

the course as needed. This is the art of 

the deal.

The science of technology can 

empower the art by making the financ-

ing process faster but cannot replace 

it. This is because so many of the deci-

sion check-points in the loan transac-

tion process rely on expert judgements 

and are not rule based. Human touch is 

advancements will certainly increase 

efficiency and improve the overall trans-

action experience, hotel financing will 

still continue to need strategically placed 

human touch to get borrowers to the 

closing table. Let’s explore why.

THE ART OF THE DEAL
Hotel financing is complicated and no 

two deals are exactly alike. A skilled 

intermediary will draw on his or her 

expertise, lender relationships, and cre-

ativity to tell the story, and sculpt the 

I
N TODAY’S WORLD, YOU WOULD 
be hard-pressed to name an 

industry that hasn’t been affected 

or even disrupted by technology. 

As hotel owners, you experience 

the advancements every day in 

how you attract customers, manage 

your business, and communicate with 

your staff. The capital markets are no 

exception. A commercial loan transac-

tion can be a clunky process, and there 

are many companies turning to tech-

nology to streamline it. While technical 

How is technology 
changing hotel 

financing?
by RUSHI SHAH
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critical for negotiating terms, influenc-

ing decision-makers to make exceptions 

to a policy, driving valuations, architect-

ing deal structure to create a win-win 

for borrowers and lenders, and turning 

deal weaknesses into opportunities for 

a capital source. For example, we closed 

a heavily structured deal with a sponsor 

who had a previous credit blemish and 

had only recently acquired the assets. We 

were able to demonstrate to the lender 

that the asset had significant upside and 

that the sponsors had already created 

value. We used ground lease bifurca-

tion to secure a full cash-out strategy 

and achieve effective higher leverage 

and lower overall interest rates to the 

sponsor on assets that needed signifi-

cant CapEx. This was a story that would 

have been difficult, if not impossible, to 

tell through software. Bottom line: Our 

human intervention resulted in a suc-

cessful $77 million closing for the client.

EMPOWERING THE ART 
THROUGH SCIENCE
For a typical CMBS transaction, an inter-

mediary does a tremendous amount 

of research to assess market dynam-

ics and devise an option of value and 

size a loan for optimal execution. All of 

that hard work can unravel, however, if 

undisclosed items are uncovered after 

the lender starts its due diligence pro-

cess. Some surprises will merely stall 

a transaction. Many will trigger the 

lender to adjust the terms (not always 

in the borrower’s favor). Others will out-

right kill it. Leveraging technology early 

on to analyze market and comp data 

and spot accounting irregularities can 

speed up this arduous research phase. 

When issues are brought to light earlier, 

there is a better chance that they can be 

addressed and even solved, instead of 

derailing the transaction later.

WHERE TECHNOLOGY OFFERS 
THE MOST IMPACT
Some of the more common technol-

ogy being used in our industry today 

includes application programming 

interface (API), artificial intelligence 

(AI) and machine learning. APIs allow 

one software to talk to other data 

sources seamlessly without human 

intervention. Capital market interme-

diaries use API to get better data faster, 

so they can make knowledge-based 

decisions. Better decision-making 

upfront, translates into less risk of 

changes to the loan terms later, known 

as re-trading. Through AI technology, 

intermediaries can more quickly assess 

comparables, determine an opinion of 

value, and calculate the optimal lev-

els of debt the asset can support. Wall 

Street analysts rely on machine learn-

ing technology to evaluate financial 

statements and convert the data into 

cash flow underwriting models. This 

strategic use of technology empowers 

the players, streamlines the process, 

and prevents unnecessary human 

error. It’s no wonder many institu-

tions are putting significant venture 

and institutional capital behind these 

technologies to try to disintermediate 

the capital markets.

A great example of how technology 

is improving the hotel financing trans-

action is using API to enable access to 

the information available in a hotel STR 

report. The ability to easily download 

the competitive set from STR, accurately 

analyze the information, quickly identify 

positive and negative trends, immedi-

ately highlight any irregularities, and 

then use that robust information to cre-

ate a data-backed story that addresses 

any pain points is powerful.

It’s humanly impossible to uncover 

everything upfront using the current 

methodology. With the power of tech-

nology, however, much of the informa-

tion that historically has taken 60 to 

90 days to uncover can now be detected 

in 60 to 90 seconds. For example, many 

jurisdictions in the country have auto-

mated court records. Thanks to tech-

nology, other more readily available 

data sets include new construction 

activity, airport landings and departure 

schedules, local jobless claims, crime 

rates, delinquent real estate taxes, 

and negative environmental issues. 

Automation makes it easier to frontload 

the data into the deal process, which 

brings greater certainty of execution 

at the end.

Use of technology within the hotel 

financing world is growing every day, 

but there is still a greater concentration 

of usage among higher-volume interme-

diaries and capital sources that enjoy 

economies of scale. Over time, strategic 

technology advancements will become 

the standard, as borrowers and capital 

sources demand the efficiencies, likely 

cost savings, and minimized risk of 

re-trade it delivers.

BRINGING BOTH SIDES 
TOGETHER
The ideal intersection of humans and 

tech occurs when savvy humans lever-

age the rich data generated by integrated 

software built with AI technology to 

structure terms and then overlay those 

decisions with their relationships and 

negotiations. Even as advancements are 

made, the human touch, expert judge-

ment, and strong relationships between 

capital providers and seekers all still 

have more of an impact on the success of 

the final outcome, then the integration 

of technology.� ■

Rushi Shah is principal 
and CEO of the commercial 
mortgage and real estate 
investment banking firm 
and AAHOA Club Blue 
Member Mag Mile Capital. 

As a leader in hospitality financing, Shah 
specializes in structuring and placing 
high-leverage, non-recourse bridge and 
permanent debt with cash out for full- and 
limited-service hotels nationwide. Since 
joining the firm’s predecessor, Aries 
Capital, in 2015, Shah has structured and 
closed hundreds of millions in financing for 
all property types. Shah has held previous 
positions at Northern Trust and has an 
MBA from the University of Chicago’s Booth 
School of Business.
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transforming ordinary lobbies into glitzy 

nightclubs, AV technology is creating 

memorable experiences for guests and 

points of competitive differentiation for 

brands. Here are five ways that hotels, res-

taurants, and more are using technology 

to usher in a new generation in hospitality.

TRANSFORMING OPEN SPACES
Hotel lobbies are usually large open 

spaces with seats scattered throughout, 

and are generally viewed as places to 

travel through, not destinations.

When the W New York – Times Square 

sought to change this perception and

CCORDING TO A RECENTLY 
published AVIXA report, 

the global market for 

audiovisual (AV) tech-

nology in hospital-

ity is forecast to 

reach $7.5 billion for 2019 and grow at a 

compound annual growth rate (CAGR) 

of 6 percent through 2023; hospitality 

brands are increasingly turning to AV 

technology to elevate their guest experi-

ence and optimize internal operations.

From enabling guests to operate win-

dow shades, thermostats, and light-

ing, all from their personal devices, to 

STRATEGY

Five ways hospitality 
brands can benefit from 
audiovisual technologies
by BRAD GRIMES
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elevate the appeal of its second-floor 

main lobby, it created a tribute to Times 

Square, which is located just a few blocks 

away. Offering a lively atmosphere that 

shifts from a bright, airy daytime set-

ting to a vibrant, colorful nightclub set-

ting with a custom DJ booth, the space 

houses custom neon lighting, vibrant 

signs, and a digital countdown clock 

that’s almost 7 feet tall.

Hidden speakers deliver high-qual-

ity audio to 32 independent zones, 

with many speaker arrays directed 

at individual guest seating booths 

where patrons can control the volume 

for their specific zone. Using touch-

screen-based entertainment control 

systems, W New York staff also can 

adjust every light and speaker to pro-

duce the desired atmosphere from a 

selection of presets.

PUTTING SMART DEVICES 
IN GUEST ROOMS
With app- and voice-based home con-

trol systems growing in popularity and 

acceptance, hotel guests increasingly 

expect personalized control of their 

room’s lights, shades, media, and ther-

mostat from a smartphone or tablet.

The 1 Hotel near the Brooklyn Bridge 

was constructed with this in mind, 

integrating the latest in automation, AV, 

communications, and energy manage-

ment in all the guestrooms, as well as 

public spaces, ballrooms, and the roof-

top pool deck. Smart technology ensures 

that 1 Hotel remains “green” and pro-

vides guests with advanced control of 

lighting, shades, and climate.

To make each guest’s stay as smooth 

as possible, all of the lights in the room 

can be turned off with a single “Good 

Night” button located beside the bed, 

while the classic “Do Not Disturb” door 
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hangers have been replaced by a but-

ton to request privacy. The automation 

system also ties into a backend platform 

with energy-usage statistics that provide 

hotel management with a tool to track 

and improve sustainability.

IMPROVING NAVIGATION 
WITH LARGE-SCALE DISPLAYS
To provide better, larger maps for 

navigating the hotel and surround-

ing neighborhoods, the Hyatt Regency 

McCormick Place in Chicago installed 

four large LCD video walls at key 

points in the lobby, in corridors and at 

entrances and exits. With one located 

behind the concierge desk, two at oppo-

site ends of a high-traffic ground-floor 

hallway, and another at the base of 

an escalator, guests can always find 

their way to their destination quickly 

and easily.

The displays are sufficiently bright 

to overcome direct sunlight entering 

through large windows on the south 

side of the building, and all four are con-

trolled and updated from a small rack 

behind the concierge desk. Beyond way-

finding, the video walls are also used for 

promotions, advertising, and communi-

cations, such as signage packages during 

a trade show or custom messaging that 

supports branding efforts for the Hyatt 

Regency’s local city partners.

MAKING A HOTEL  
FEEL LIKE HOME
There is a clear trend among hotels to 

make the guest experience more like 

home by creating inviting and familiar 

rooms and spaces. For example, Marriott 

Hotels updated a 30-year-old property in 

Charlotte, NC, turning it into an inviting, 

flexible, and modern space.

The check-in area includes a touch-

screen monitor where guests can find 

their reservation, while a public kitchen, 

open to all guests, serves as a central 

place to socialize. In addition to the very 

latest in kitchen appliances, multiple 

55-inch OLED televisions provide enter-

tainment. The impetus for this space? 

Marriott recognized that when friends 

get together, they inevitably wind up in 

the kitchen, and it’s proven to be more 

popular than the hotel bar.

As for the guest rooms, all 444 of 

them feature a 55-inch LCD TV that 

serves as a hub for in-room information 

and entertainment. Hotel and local area 

information is at each guest’s finger-

tips, and the TVs allow guests to stream 

Netflix, Hulu, YouTube, and Pandora 

from their smart devices directly to the 

big screen.

REDEFINING RESTAURANT 
AND BAR SPACE
For sports bars and social clubs, it is 

crucial that no patron is left out of the 

audiovisual action.

When Lodging Hospitality Manage-

ment opened The Westport Social, a 

13,000-square-foot classic bar and gaming 

lounge packed with amenities and enter-

tainment, they chose to use large-scale 

fine-pitch LED video walls to ensure that 

every seat is the best seat in the house.

Three 16-foot-long, 9-foot-high LED 

video walls are each complemented by 

four smaller widescreen video displays 

that show alternate channels, giving 

patrons a total of 15 different screens 

to watch live sports.

As elaborate as The Westport Social 

installation is, each one of the 15 displays 

can be controlled by any employee using 

nothing more than an iPad. This allows 

the morning and evening shifts to turn 

everything on or off with one button, as 

well as change channels and switch from 

a single screen to a quad view.

As consumers increasingly rely on 

modern technologies to navigate their 

daily lives, hoteliers that integrate AV 

experiences will offer meaningful ben-

efits to guests and differentiate them-

selves from the competition. By offering 

enhanced services such as personal-

ized control of guest room electronics, 

on-demand wayfinding through digital 

displays, and the latest audio, video and 

lighting systems in restaurants and lob-

bies, the hotel industry will continue to 

improve guests’ stays and attract new 

generations of travelers.� ■

Brad Grimes is senior director of 
communications for AVIXA the Audiovisual 
and Integrated Experience Association. 
AVIXA represents the $186-billion global 
commercial AV industry and produces 
InfoComm trade shows around the 
world. For more information, visit 
www.avixa.org/hospitalityAV.
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PERSPECTIVES

UYING NEW HOSPITALITY 
tech is like buying a new 

car. You should take it for a 

test drive before you buy it. 

Guenter Gephard, general 

manager of Four Seasons 

Riyadh, Saudi Arabia, says the best tech 

advice he’s received is, “Always test it 

before you use it.” In the case of Four 

Seasons, they test end-user tech in a 

lab six to eight months before it ends up 

in a hotel room. “Always have a backup 

plan just in case the platform fails,” said 

Hazelynn D’Arco, general manager of 

La Quinta Downtown Baltimore, MD. 

Additionally, said Gephard and D’Arco, 

there is a class of guests that prefers to 

avoid technology. 

 3.5-MINUTE READING TIME

How to 
avoid 
hotel tech 
disasters
by DON KERMATH
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For these guests, you need to make the 

tech seamless and give them a way to 

bypass the tech and deal directly with 

a human. That’s advice any hotelier can 

use, from international luxury brands to 

local casual hotels.

Introducing new hotel tech can have 

unintended, but often predictable, con-

sequences. For example, Four Seasons 

tested a system to open and close cur-

tains from a control panel. During test-

ing, they discovered guests pulled and 

consequently tore the curtain instead 

of first looking for a button to open or 

close the curtain. As a result of test-

ing, they were able to have the system 

modified to sense when the guest was 

trying to manually open or close the 

curtain. At this point, the motor would 

finish the task for the guest. In this 

case, the technology was unfamiliar 

to the guest. If you don’t have a labo-

ratory to test new tech, ask your ven-

dor to install the tech in one room and 

test it over a period of months before 

committing to full-scale implementa-

tion. Be sure to ask your vendor about 

redundancies and back-up options in 

case the system fails, temporarily or 

permanently.

Redundancy makes good business 

strategy, D’arco said. It is easy to become 

dependent on the latest tech. La Quinta 

has a lodging operating program, for 

example, that automatically translates 

communications between the varied 

languages of the staff. You can’t trust 

that your technology will always work, 

you need a backup plan. Try to have at 

least one bilingual person on staff, in 

this example, so you can convey impor-

tant instructions during a communica-

tion system failure. Where practical, you 

should inventory replacement parts for 

customer-facing technology, like room 

thermostats, TV remotes, and WiFi rout-

ers. Once you introduce the new tech, 

the guests will expect it to work reli-

ably. You could lose repeat business, 

for example, if your WiFi is not working 

during a guest’s visit – not to mention 

generating poor online reviews. Always 

have a backup plan or workaround in 

case of system failure. According to 

D’Arco and Gephard, you also need to 

accommodate the guests who prefer not 

to engage with technology but rather 

with you, a human.

Ultimately, you’re in the hospitality 

business. That means the human touch 

will always be desired. Technology can 

be used to improve the human touch. 

Property management systems for lux-

ury and casual hotels now store personal 

information about the returning guest.

Suggested data points for a luxury 

brand:

	Does the guest like chocolate?

	What is his or her preferred room 

temperature?

	Does he or she prefer dealing with a 

human instead of a mobile device?

Suggested data points for the casual 

hotel to maintain and monitor:

	When was a guest’s most-recent visit?

	How long did he or she stay?

	Were there any complaints or compli-

ments logged?

With this information at hand, your 

staff can personalize the stay for your 

repeat guests. An automated text or 

email will never replace the feeling 

your guests get when you call them by 

their names.

Hotel technology is advancing faster 

than a savvy business person can com-

prehend. Imagine how your guests and 

staff feel. Always test the tech before 

wide-scale implementation so you can 

avoid disastrous unintended conse-

quences. Tech is going to fail, sooner or 

later, temporarily or permanently; have 

a back-up plan so your guests always 

have the best experience possible. 

Finally, while you are fiddling with your 

workstation or staring into your mobile 

device, don’t forget to look up; your staff 

and guests want to see your joyful smile 

and hear your gracious voice. You are 

in the hospitality business after all.� ■

Don Kermath is a human resources, 
communications, and connections expert 
who strives to empower hospitality 
leaders to transform their workforce into 
productive, cohesive, team players who 
stay for the long haul and contribute 
to innovation and excellence on the 
job. After meeting with Don and 
exploring how you are currently trying 
to improve your organization, you may 
discover that his highly customized 
programs make sense for you (and 
could really benefit your bottom line). 
Email Don at Don@DonKermath.com 
or visit www.DonKermath.com for 
more information.

“Ultimately you are in the hospitality business. That means the 
human touch will always be desired. Technology can be used to 

improve the human touch.”

http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=42&exitLink=http%3A%2F%2FTODAYSHOTELIER.COM
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=42&exitLink=mailto%3ADon%40DonKermath.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=42&exitLink=http%3A%2F%2Fwww.DonKermath.com


 © Hotel Technologies, LLC.  iHome is a registered trademark of SDI Technologies, Inc. iPhone, and iPod are trademarks of Apple Inc., registered in the U.S. and other countries. All other marks are trademarks of their respective owners.

STAY FULLY CHARGED… WIRELESSLY.
Introducing the HW4, a Qi wireless charging Bluetooth audio bedside stereo alarm clock with speakerphone.  
With two high-powered USB ports and a wireless charging pad, guests can charge up to three devices at once.  
Alarms are easy to set and the Single Day Alarm feature means they won’t be disturbed by the previous guests’ settings.

For more information, contact Chris Brunt at hotelorders@hoteltech.com, 888-74HOTEL,  ext. 370  www.hoteltechnologies.com

PRE-SET
USB
CHARGING

DUAL

959059_Hotel.indd   1 04/04/19   12:08 AM

http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=43&exitLink=mailto%3Ahotelorders%40hoteltech.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=43&exitLink=http%3A%2F%2Fwww.hoteltechnologies.com
http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=43&exitLink=http%3A%2F%2Fwww.hoteltechnologies.com


42 | JUNE 2019 | TODAYSHOTELIER.COM

CITY SPOTLIGHT

includes bringing 2,300 more hotel 

rooms online in downtown Houston 

alone, with hundreds more opening in 

nearby neighborhoods and communi-

ties, according to Visit Houston.

One of the city’s newest hotels, the 

Post Oak Hotel in uptown Houston, 

earned a AAA Five-Diamond rating 

within six months of opening, accord-

ing to Visit Houston. The 38-story hotel 

features a Rolls Royce showroom and 

a Bentley and Bugatti dealership on 

site in addition to 250 guest rooms, 

20  executive suites, and a sizable 

conference facility.

created to manage the city’s convention 

and performing arts facilities.

Nearly 90 percent (18 million) of those 

21 million visits in 2017 were made by 

domestic travelers, while the remaining 

3-million plus were international. (The 

city hosted Super Bowl LI in February 

of that year.) Still, Houston’s domestic 

travel numbers are higher than both the 

state of Texas and U.S. national averages, 

according to the report.

It only makes sense then that 

Houston’s hotel scene is scorching hot 

right now. In just a few years, the city 

will have completed a master plan that 

T LEAST A DOZEN PUBLICA-
tions have named Houston, 

Texas, as a top destina-

tion to visit in 2019 – all 

for a variety of rea-

sons. Whether it is 

the travel value, culinary excellence, 

invigorating nightlife, or all of the above, 

Houston is one of the hottest cities in 

America at the moment.

The city experienced more than 

21 million visits in 2017, according to 

research done by OmniTrak Research 

Group on behalf of the Houston First 

Corporation, a local government body 
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is among the highest in the nation. Six 

percent of the tax goes to the state of 

Texas, while the remaining percentages 

split across the city of Houston, Harris 

County, and the Harris County Houston 

Sports Authority, according to Houston 

First Corporation.

Houston First facilitates the success 

of the city’s tourism scene in multi-

ple ways. Its primary responsibilities 

include overseeing the execution of 40 

major events and 200 smaller ones (trade 

shows, conventions, etc.) a year, in addi-

tion to 600 concerts, theater shows, and 

civic events annually as well.

One of the biggest events taking place 

in Houston this year is the 50th anniver-

sary of the Apollo 11 moon landing. To 

celebrate, Visit Houston has worked with 

hotels, restaurants, artists, and more to 

curate a variety of space-themed itin-

eraries for multiple demographics. The 

offerings include space-themed meals 

and snacks – some menu items being 

resurrected from 1960s – at restaurants 

and hotels across town. (Houston’s food 

scene, in general, has earned a reputation 

as being one of the best in the country.) 

For more local culture, visit the Museum 

District or arts and crafts vendors in the 

Avenida Houston District in downtown.

Despite the success of the moon land-

ing, “Houston’s favorite tradition” is 

the annual Livestock Show and Rodeo, 

which takes place over the course of 

three weeks each spring. The 2019 event 

set records for concert attendance and 

livestock auctions, while awarding more 

than 800 scholarships to Texas students, 

according to Rodeo Houston.

In the end, it’s no surprise that 

Houston is a marquee destination for 

2019 and well beyond. The city aims to 

please and succeeds in doing so with a 

multitude of experiences that can either 

convey big city or represent the unique 

pride of a small town – sometimes both 

simultaneously. No matter what the lei-

sure or business objective of a trip to 

Houston is, it’s safe to say an encore visit 

will be called for in the future.� ■

portfolio. The building is listed on the 

National Register of Historic Places, 

according to the Houston Chronicle.

Maybe what’s most remarkable about 

Houston’s hospitality boom is the 17 per-

cent Hotel Occupancy Tax rate, which 

Recent hotel plans also have included 

renovating and rebranding the Melrose 

building in downtown, commonly 

known as “Houston’s first modern 

skyscraper,” into a Le Meridien hotel, 

which falls under the Starwood Hotels 
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FOOD & BEVERAGE

FROM  
HOTEL  
ROOMS TO 
DINING ROOMS
Exploring tech and 
personalization in hotel F&B
by JOEL MONTANIEL
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C
OMPETITION IS AT AN ALL-TIME 
high for hotel restaurants to win 

over guests and with total guest 

spending in hotel restaurants, 

bars, lounges, banquets, and 

more totaling $48.7 billion in 

2017, it’s never been more important to stand 

out. From restaurants hiring award-winning 

sushi chefs to the rise of robot bartenders, buzz-

worthy experiences that help restaurants stand 

out have been taking center stage in the press.

While it’s too early to label these experiences 

as experiments or mainstays, they continue to 

get attention from consumers. Regardless of 

your viewpoint on these stunts, it’s clear the 

most successful hotel operators are focusing 

on technological advancements for their F&B 

outlets that will enable them to integrate pre-

viously siloed tech and allow them to deliver 

exceptional service and hospitality to their 

guests from the hotel room to the dining room. 

And the opportunities are endless, with brands 

like Marriott, which recently dedicated much of 

its recent investor day presentation discussing 

its F&B strategy, taking notice of the changes in 

consumer behavior and thoughtfully revamping 

its food and beverage outlets with a focus on 

personalized experiences.

Today, the food and beverage industry is lever-

aging new connected technologies to stream-

line operations, manage reviews and loyalty, 

and deliver the personalized offers and dining 

experiences consumers crave at their properties. 

Hotel F&B outlets are no different. The hotels 

integrating this technology are poised to stand 

out from the competition.

TECH WITH A HUMAN TOUCH
While technology continues to play a bigger 

role in every aspect of consumers’ lives, includ-

ing restaurant and hotel experiences, opera-

tors are learning to focus on what diners really 

want: personalized, memorable experiences. 

Restaurants today, and particularly those within 

hotel properties, are starting to leverage tech-

nology for the convenience and personaliza-

tion it offers without losing sight of delivering 

a human touch.

Hotels using platforms connected to both 

their property management system (PMS) and 

point-of-sale system (POS) are able to collect, 
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store, and analyze important guest data 

and preferences that enable more pro-

active hospitality. For example, opera-

tors can store a guest’s favorite pinot 

noir that they ordered at their hotel 

restaurant in Miami and put a com-

plimentary bottle in the room during 

their next stay at their sister property 

in NYC. Similarly, if a guest mentions a 

peanut allergy at dinner, the hotel can 

remove peanuts from the mini-bar in 

their hotel room. By leveraging tech-

nology to create a high-touch hospi-

tality experience, hotel operators are 

staying ahead of the curve on every 

guest’s experience.

BUILDING RELATIONSHIPS 
WITH REVIEWS
With 91 percent of 18-34-year-old con-

sumers trusting online reviews as much 

as personal recommendations from 

friends, and 30 percent of diners looking 

to online reviews for new recommenda-

tions, a bad review can make or break 

any restaurant, and by association, the 

hotel property.

While it’s often resource-intensive 

for hotels to monitor all reviews, 

recent innovations have made it seam-

less. New platforms that aggregate 

reviews across multiple sites like Yelp, 

Google, TripAdvisor, and social media, 

allow managers to easily stay on top 

of responding to each review, whether 

positive or negative, and grow that cus-

tomer relationship. They can easily pull 

reporting of any date range, and get a 

daily review summary in their inbox so 

they stay on top of ways to improve their 

hotel’s restaurant experience.

Each review also contains important 

information about the guest, which 

hotels can now automatically pull and 

add to guest profiles that span across 

properties. This means if a diner raved 

about the champagne recommenda-

tions, the hotel can see the review and 

offer them a free glass of a new offering 

when they check in for their next stay. 

Alternatively, if a reviewer complained 

about the vegetarian options at a hotel 

restaurant in Los Angeles, when they 

check in to a sister property in Chicago, 

the front desk can recommend a new 

vegetarian room-service offering.

OFFERING PERSONALIZED 
SPECIAL OFFERS
One-size-fits-all marketing is no longer 

effective today with 58 percent of all rev-

enue generated from emails coming from 

targeted campaigns and 79 percent of 

consumers saying they are only likely to 

engage with an offer if it has been person-

alized based on a previous interaction.

With the abundance of guest data 

today, hotels can pull and aggregate 

data from reviews, reservations, and 

dining experiences to segment unique 

audiences and automate personalized 

email marketing. Whether it’s invit-

ing all guests who frequently order a 

Napa Valley Cabernet Sauvignon at 

the restaurant to an exclusive tasting 

or selling tickets to a holiday cookie-

decorating class for local families, every 

offer should be tailored to your guests. 

Restaurants also can manage settings to 

make sure they aren’t sending an email 

more than once a week and track ROI on 

each campaign in real time, ensuring 

guests are truly benefitting from the 

offers they receive.

HEY ALEXA, WHAT DOES THE 
FUTURE HOLD FOR THE FOOD 
AND BEVERAGE INDUSTRY?
Amazon spent 2018 making Alexa a 

staple in homes across the country, 

with people using the voice technology 

to do everything from calling an Uber 

to turning on the lights. A recent study 

estimates 50 percent of all searches will 

be voice searches by 2020, so the trend 

isn’t slowing down.

Voice-powered technology has been 

huge across all sectors and hotels are 

no different. While we’ve already seen 

an Alexa for hospitality partnership that 

allows guests to order room service, 

control lighting, and play music from 

in-room devices, the future will bring the 

convenience of voice to operators as well.

In fact, Amazon recently made its 

first foray into restaurant operations 

in 2018 with an investment aimed to 

bring voice-enabled tools to the in-ser-

vice experience. Think, “Hey Alexa, how 

many VIP hotel guests do we have dining 

with us tonight?”, “Is anyone celebrating 

a birthday or anniversary tonight?”, or 

“Hey Alexa, do any guests have a shell-

fish allergy?”

Further down the line, we’ll continue 

to see personalization play a major role 

in the industry as hotel restaurants 

apply emerging technology to deliver 

new offers and memorable experiences 

across the hotel, ultimately building 

deeper guest relationships across the 

guest journey.� ■

Joel Montaniel is the CEO and co-founder 
of SevenRooms, a reservation, seating, 
and guest-engagement platform, where he 
leads business strategy and sales. Prior to 
founding SevenRooms in 2011, Montaniel 
served as the chief of staff at LivePerson, 
leading strategic, operational, and cultural 
initiatives. He started his career at Credit 
Suisse within the Real Estate, Finance & 
Securitization Group. He graduated with a 
B.A. from Georgetown University.

“While technology continues to play a 
bigger role in every aspect of consumers’ 

lives, including restaurant and hotel 
experiences, operators are learning to focus 

on what diners really want: personalized, 
memorable experiences.”
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Energy Management System that can save up to 35%* in 
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lower operational sound levels.
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Wise Decision.
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AAHOA CLUB BLUE 
MEMBERS

 
ADP, Inc. 

Thomas Bell: (973) 510-0196

 
AutoClerk, Inc. 

Mohammed Hansia: (925) 284-1005

 
Avendra 

Mara Radis: (301) 825‑0311

 
Chase 

Faheem Khan: (800) 727‑1872

 
Dell 

Mobolaji Sokunbi: (800) 624-6145

 
Ecolab, Inc. 

Michael Pfister: (317) 250-5189

 
Home Box Office 

Brian Venable: (404) 239‑6695

 
Live Oak Bank 

Jamie Bourgeois: (910) 375-5925

 
Lowe’s ProServices 

Anthony Ruiz: (704) 589-6939

 
Mag Mile Capital 

Rushi Shah: (312) 640‑7430

 
Magnuson Hotels/ 

The Magnuson Hotels Company 
Thomas Magnuson: (509) 747-8713

 
United Health Group 

Kimberlee VanderVoorn: (800) 328-5979

 
Zonetail 

Mark Holmes: (416) 583‑3773 x228

AAHOA PLATINUM 
MEMBERS

 
Amana PTAC 

Byron Cortez: (800) 647-2982

 
Best Western Hotels & Resorts 
Michelle Zajac: (800) 847-2429

 
Choice Hotels International 

Tim Shuy: (301) 592‑5000

 
Diversey 

Deniz Alpaslan: (980) 221‑3235

 
G6 Hospitality Franchising, LLC 
Mike McGeehan: (972) 360‑9000

 
GE Appliances 

Amy Kaiser: (502) 452-3073

 
Guest Supply – A Sysco Company 

Justin Haggart: (732) 868-2200

 
Hilton 

Bill Fortier: (703) 883‑1000

 
Hospitality International, Inc. 
Jim Bloodworth: (770) 270‑1180

 
Hyatt Hotels Corporation 

Mary Schattenberg: (480) 308‑2935

 
InterContinental Hotels Group 
Karen Rogow: (770) 604-5379

 
Marriott International 

Christie Patterson: (301) 380‑3200

 
Northeast Bank 

Fred Schwartz: (404) 307-4198

 
Onity, Inc. 

Mark Lewitt: (800) 248‑6189

 
Radisson Hotel Group 

Terry Sanders: (800) 336-3301

 
Red Roof Inn 

Phil Hugh: (888) 473‑8861

 
RLH Corporation 

Paul Sacco: (509) 777-6468

 
Travel Media Group 

Dana Singer: (407) 673-6123

 
TV Asia 

Pradeep Hegde: (732) 650‑1100 x26

 
Wyndham Hotels & Resorts 

Kevin Brickner: (973) 753-7158

AAHOA SILVER 
MEMBERS

 
Access Point Financial 

Rhonda Loerzel: (404) 382‑9592

 
AccuLock, Inc. 

Dan Brown: (866) 222‑8562

 
Alvi Satellites 

Prashant Ajmera: (678) 466‑7868

T
he following companies provide 
generous ongoing support to 
AAHOA and its members. 
A heartfelt and sincere thank 

you is extended to every one of our 
vendor partners for their contributions to 
AAHOA and the industry at large. When 
searching for a provider, consider doing 
business with the following members.
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Amato Insurance Agency 

Joe Amato, Jr.: (732) 530-6740 x412

 
American Express 

Merchant Services: (800) 528-5200

 
American Hotel Register Company 

Nancy Mikels: (847) 743‑1258

 
AO Smith 

Chris Murphy: (800) 447-1953

 
Coast to Coast Computer Products, Inc. 

Kyle Kurtz: (800) 231‑4553

 
CrediVia 

Trusha Patel: (833) 777-2733

 
Curve Hospitality 

Sargent Khan: (713) 819‑7296

 
Dickson Furniture Manufacturers 

Paul Mougel: (713) 747-0341

 
DIRECTV, Inc. 

Jeff Fox: (310) 560-0323

 
DISH Business 

Tyler Floyd: (303) 723-1854

 
Ferguson 

Brian Winterble: (954) 597-3163

 
Foliot Furniture 

Mahesh Parekh: (702) 278-7380

 
Fresh Air 

Matt Hanson: (603) 643-7181

 
Friedrich Air Conditioning Company 

Dave McDonald: (210) 546‑0500

 
Frontline Performance Group (FPG) 

Nichole Campbell: (407) 592-2626

 
Gillis Consulting and Training 
Tammy Gillis: (800) 296-2962

 
HD Supply Facilities Maintenance 
Stratton Michaels: (800) 431-3000

 
Hodges Ward Elliott 

Clint W. Hodges: (404) 233-6000

 
The Home Depot Pro 

Susan Wright: (866) 412-6726 x105540

 
Hospitality1 

Dhar Patel: (714) 473-9813

 
Hospitality Designs 

Ruben Cohen: (877) 468-3588

 
Hotel Brokers Inc. 

Subhash Naik: (661) 808-4998 

 
Lodging Concepts 

Jinesh Naran: (714) 694‑5980

 
Marcus & Millichap 

Alexis Hummel: (630) 570-2225

Hotels Resorts  
Margaritaville 

Rick Cunningham: (470) 698-2273

 
Mass Mutual 

Ana Lucia Divins: (980) 293-8124

 
Matrix Telecom 

Ashu Upa: (800) 283-0539

 
Meridian One 

Yancey Burgess: (703) 461-5200

 
My Place Hotels of America 
Terry Kline: (605) 229-8684

 
Nimble Accounting 

Rahul Kumar: (576) 870-9131

 
OYO Rooms & Technology LLC 

Marcus Higgins: 91-700-363-7401

 
P&G Professional 

Maria Early: (904) 591-8644

 
PMC Commercial Trust 

Kristi Lewis-Hodge: (972) 349-3200

 
Prem Sales 

Deepak Panchmia: (806) 745-6651

 
Rinnai 

Dipesh Parekh: (800) 621‑9419

 
Shaw Hospitality 

Robert Stuckey: (888) 448‑7878

 
Showtime Networks Inc. 

Doug Markott: (770) 698‑6937

 
Simmons Hospitality Bedding 

Andrea Hochworter: (770) 353-0122

 
Sonu Satellite 

Neil Doshi: (877) 999‑7668

 
Spectrum Enterprise Solutions 
David A. Fitts: (212) 379-5826

 
SurferQuest 

Kathryn Konig: (814) 342-3120

 
Tara Energy 

Ashar Jafri: (713) 890-2222

 
Ten‑X 

Anthony Falor: (973) 727‑0314

 
Tyson Food Services 

Dennis Bell: (513) 284-0485

 
USA Digital, Inc. 

Aaron Gomez: (909) 200-5445
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AAHOA @ INDUSTRY EVENTS

AAHOA

	 1.	 AAHOA hosted an exclusive 
panel at BDwest in Los Angeles. 
Secretary Nishant (Neal) Patel, 
Female Director Western 
Division Nimisha Patel, South 
Pacific Regional Ambassador 
Jyoti Sarolia, and former Director 
at Large Vipul Dayal shared their 
insights on what hotel owners 
and designers can learn from and 
teach each other.

	 2.	 Young Professional Director 
Eastern Division Purvi Panwala 
was a guest speaker at the 
Tourism and Hotels Globally 
Empowering Women and 
Sustainable Development event in 
New York City. Purvi participated 
in a panel at the United Nations 
Commission on the Status of 
Women, the United Nation’s 
largest gathering on gender 
equality and women’s rights, 
and the single largest forum for 
United Nations Member States.

	 3.	 North Central Regional Director 
Naresh (Nick) Patel hosted a Town 
Hall in Lincoln Park, MI.

	 4.	 South Central Texas Regional 
Director Mike Patel held a 
well-attended Town Hall in New 
Braunfels, TX, one of several held 
in the state.

	 5.	 AAHOA Lifetime Member 
Trusha Patel conducted BEST’s 
Inhospitable to Human Trafficking 
Training sponsored by AAHOA 
at the Southwest – Albuquerque 
Regional in New Mexico.

	 6.	 Southwest Regional Director 
Imesh Vaidya hosted the first of 
30 AAHOA Regional Conferences 
in 2019 in Albuquerque, NM. 
Vice Chairman Biran Patel and 
Immediate Past Chairman 
Hitesh (HP) Patel were on hand, as 
was guest speaker, Albuquerque 
Mayor Tim Keller.

	 7.	 South Pacific Regional Director 
Mike Riverside and the South 
Pacific Regional Ambassadors 
hosted a Town Hall in Chino Hills, 
CA, that was attended by more 
than 100 members.

	 8.	 Female Director Eastern Division 
Lina Patel led a Women Hoteliers 
Town Hall that drew more than 
100 attendees in Cincinnati, OH. 
At the event, they hosted a Ladies 
in Lodging Panel, along with three 
guest speakers.

1

2

3

4
5

6
7

8
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9
10

12

13

14

15

16
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19
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11
	 9.	 Treasurer Vinay Patel was in attendance as 

Southwest Regional Director Imesh Vaidya 
hosted his second Regional Conference and 
Trade Show of the year, this one in Phoenix, AZ.

	10.	 Arkansas Regional Director Girish (Gary) Patel 
held the last Town Hall for the Gulf Region 
in Little Rock, AR. Because of the amazing 
growth in membership, Arkansas is now a 
separate region, and the Gulf Region consists 
of Louisiana and Mississippi.

	11.	 Vice President of Government Affairs 
Chirag Shah spoke at the Hunter Hotel 
Investment Conference in Atlanta, where 
he conveyed the importance of building 
relationships between government and 
business. AHLA President and CEO Chip 
Rogers, AAHOA’s former President & CEO, also 
spoke at the event.

	12.	 Florida Regional Director Bharat Patel hosted 
a Town Hall meeting in Tallahassee prior 
to the Florida Tourism Day at the Capitol, 
co-hosted by AAHOA and Florida Restaurant & 
Lodging Association.

	13.	 More than 60 members earned their 
certification in the BEST Inhospitable to Human 
Trafficking Training sponsored by AAHOA at 
South Central Texas Regional Director Mike 
Patel’s Town Hall in San Antonio. Immediate 
Past Chairman Hitesh (HP) Patel and former 
Director at Large Navnit (Nick) Patel also were 
in attendance.

	14.	 Southwest Regional Director Imesh Vaidya and 
the Regional Ambassadors hosted a charity golf 
tournament in Phoenix, AZ, that raised more 
than $30,000 for the East Valley Firefighters 
and the Pediatric Cancer Research Foundation.

	15.	 Mid South Regional Director Sunil Patel and the 
Regional Ambassadors hosted well-attended 
Town Halls in Paducah (pictured) and Bowling 
Green, KY.

	16.	 More than 300 AAHOA Members joined North 
Texas Regional Director Mayur (Mike) Patel in 
Irving, TX, for a Town Hall.

	17.	 Immediate Past Chairman Hitesh (HP) Patel, 
CHLA President & CEO Lynn Mohrfeld, 
AAHOA Interim President & CEO Rachel 
Humphrey, and AHLA President & CEO Chip 
Rogers attended the California Legislative 
Action Summit in Sacramento. The event was 
co-hosted by AAHOA and the California Hotel & 
Lodging Association.

	18.	 Immediate Past Chairman Hitesh (HP) Patel 
and Trusha Patel were in attendance as South 
Central Texas Regional Director Mike Patel 
hosted a Town Hall in Killeen. Officer K. Moore 
of the Killeen Police Department spoke at 
the event.

	19.	 Chairwoman Jagruti Panwala, Interim President 
& CEO Rachel Humphrey, Treasurer Vinay Patel, 
Immediate Past Chairman Hitesh (HP) Patel, 
and Sanjay (Sam) Patel, Mid Atlantic Regional 
Director held an open forum at the Edison, NJ, 
Town Hall.

	20.	 Mid Atlantic Regional Director Sanjay (Sam) Patel 
and Female Director Eastern Division Lina Patel 
held a Women Hoteliers Town Hall in South 
Brunswick, NJ.
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AAHOA ALLIED MEMBERS

ACCOUNTING SERVICES
M3 Accounting + Analytics 
Scott Watson 
770-531-3730

Nimble Accounting 
Rahul Kumar Singh 
866-964-6253

Vanguard Light Gauge 
Steel Building 
Donald Stevens 
540-327-4425

ADJUSTERS
Floridian International 
Adjusters 
Arthur Camayd 
305-330-6252

Global Loss Recovery 
Initiative 
Daniel Russo 
800-637-6103

Metro Public  
Adjustment, Inc. 
Steve Mccaffrey 
215-633-8000

Professional Claims 
Management, Inc. 
Carolyn Rea 
480-840-1816

Rosen Affiliates 
Brett Rosen 
732-540-8318

The Howarth Group 
Denis Rowe 
615-969-3760

ADVERTISING 
MARKETING
Leonardo Worldwide Corp 
Davis Howatt-Lambert 
416-593-6634

Lungsal 
Stanley Chen 
714-671-9788

My Hotel Reputation 
Brandy Conner 
866-960-9772

OBASA Hospitality 
Pamela Barnhill 
602-870-6929

Travel Media Group 
Dana Singer 
888-661-5060

AIR PURIFICATION 
WATER FILTRATION
FreshAir Sensor 
Matt Hanson 
603-643-7181

APPRAISERS
U.S. Hotel Appraisals 
Russ Rivard 
214-766-5394

ARCHITECTS
Base4 
Blair Hildahl 
608-304-5228

Cuhaci & Peterson Architects 
Keith Harwell 
407-661-9100

DesignCell Architecture 
Scott Brown 
702-403-1575

MWT Architect 
Mark Tiedemann 
716-713-3203

ATTORNEYS
Archer & Greiner 
Brian Lovequist 
856-795-2121

Fisher & Phillips 
John Mavros 
949-798-2134

Law Offices of 
Darshan Patel, APC 
Darshan Patel 
619-940-6623

Miller Law Group, P.C. 
Mitchell Miller 
650-566-2290

Patel Gaines, LLP 
Rahul Patel 
210-460-7787

The Patel Law Group, PLLC 
Rakesh Patel 
972-650-6848

BED BATH 
ACCESSORIES SUPPLIES
American Hotel 
Register Company 
Nancy Mikels 
847-743-4437

Avendra 
Mara Radis 
301-825-0311

CleanBrands LLC 
Gary Goldberg 
877-215-7378

Focus Products Group - 
Hospitality Division 
Nicole Pasik 
224-513-2014

Forever Foundations &  
Frame LLC 
Dennis Rodgers 
714-833-8639

JDT Worldwide 
Daniel Kral 
212-400-7570

NJ Hospitality Supply 
Sam Jariwala 
732-267-7473

Thomaston Mills 
Robert Zaslow 
877-474-3300

White Towel Services 
Demitria Thomas 
817-868-7900

WingIt Innovations LLC 
David Burcon 
734-550-9701

BEDSPREADS 
DRAPERIES PILLOWS
Aadiaum, Inc. 
Ashvin Parikh 
408-892-9852

Amerifab International 
Raju Mehta 
336-889-9890

Ameritex International 
Saqib Hafeez 
888-678-4950

Fabtex Inc. 
Sheila Sudra 
800-778-2791 x341

Integra Fabrics 
Jason Smith 
843-756-4700

JC Penney Commercial 
Earl Madison 
972-998-1649

Star Textile, Inc. 
Tanya Hendershot 
586-758-2700

Westport  
Manufacturing Co. LTD 
Kelly Sutherland 
604-314-5388

BUSINESS CENTERS
SurferQuest 
Kathryn Koning 
814-342-3120

AAHOA Vendor Partners
AHOA is pleased to provide this list of its Club Blue, Platinum, Gold, Silver, and Allied members as a resource for 

members. AAHOA, however, does not endorse these companies or the products or services they offer, or any of the 

discounts, deal terms or other offers related to the price that any of these companies may advertise, market, or 

promote to AAHOA members.

AAHOA strongly encourages all of its members and any users of this list to conduct all reasonable and neces-

sary due diligence and research prior to selecting a company with which to do business.

Gray shading denotes Platinum (Dark Grey) & Silver Members

Blue shading denotes Club Blue Members

A

http://www.todayshotelier-digital.com/aahom/0619_june_2019/TrackLink.action?pageName=56&exitLink=http%3A%2F%2FTODAYSHOTELIER.COM


TODAYSHOTELIER.COM | JUNE 2019 | 55

CABLE SATELLITE TV 
SERVICES
Allbridge 
Emily Marchbanks 
888-970-2788

ALVI SATELLITES 
Prashant Ajmera 
678-466-7868

Commercial Connect 
Television 
Timothy Evans 
858-598-2353

DIRECTV, Inc. 
Jeff Fox 
310-560-0323

DISH Business 
Tyler Floyd 
303-723-1854

Elite Satellites 
Gilbert Flores 
559-324-8244

Home Box Office 
Andrea Viola 
404-239-6695

PDI Communications 
Len Edelman 
800-242-1606

Sonu Satellite 
Neil Doshi 
877-999-7668

Spectrum Enterprise 
David Fitts 
212-379-5826

TV Asia 
Pradeep Hegde 
732-650-1100 x26

USA Digital Inc. 
Aaron Gomez 
909-200-5445

CARPET/CARPET 
CUSHION
Artisans Hospitality 
Jeremy Barton 
706-695-1060 x451

Embassy Carpets &  
Design Center 
Darabhai Jilla 
800-366-7847 x11

Kinsley Carpet Mills 
Hershell Wade 
800-225-2948

Peerless Contract 
Umar Rao 
604-354-8316

Republic Flooring 
Amber Huerta 
323-201-4200

Shaw Hospitality 
Robert Stuckey 
888-448-7878

CARPET FLOOR CARE
Aerus Electrolux 
Richard Luisi 
678-354-0492

Tacony Corporation 
Don Mullen 
800-880-2913

CASEGOODS
Dickson Furniture 
Manufacturers 
Paul Mougel 
713-747-0341

H Supply LLC 
Prajesh Mohan 
407-777-7850

Kimball Hospitality 
Charles Bastien 
800-634-9510

Lang Hospitality 
Lyle Lang 
715-387-1690

Lead Designs LLC 
Raju Mehta 
336-558-3410

Lodging Concepts 
Jinesh Naran 
714-694-5980

Neilmax Industries Inc. 
Niranjan Patel 
908-756-8800

Nerval Corp 
Jessy Nerval 
780-905-0515

Procure Hospitality 
Jyotish Patel 
415-704-8799

Southern Hospitality  
Furniture LLC 
Brett Ray 
901-552-4662

CHEMICALS
Anderson Chemical 
Company 
Alex Carlson 
800-366-2477

Auto-Chlor System 
Gene Micci 
901-521-3102

CCH Endurance 
Krupa Patel 
800-474-5727

Ecolab, Inc. 
Michael Pfister 
800-352-5326

R.R. Street & Co. Inc. 
Ty Huttenhoff 
800-478-7378

Sunburst Chemicals 
Teghan McCarthy 
952-886-3691

Super Source 
Jonathan McDole 
770-423-0006

COMPUTERS HARDWARE
AavGo Hospitality 
Hiren Mowji 
408-624-7080

DELL 
Mobolaji Sokunbi 
1-800-624-6145

COMPUTERS SOFTWARE
Agilysys 
Jennifer Reeves 
877-369-6208

Aivah.io 
Jason La 
888-647-1538

AutoClerk, Inc. 
Mohammed Hansia 
925-284-1005

GuestTouch 
Pinak Soni 
415-535-7435

Hotel Effectiveness 
Del Ross 
678-325-1150

HotelKey App 
Aditya Thyagarajan 
805-607-5006

SP Square Systems 
Jay Visnjic 
470-234-2955

Timeco 
Scott Rutledge 
713-781-5302

Websrefresh 
Nimesh Dinubhai 
602-647-9777

CONSTRUCTION
BidClerk 
Andy Johnson 
312-267-1018

Granger Construction  
Company Inc. 
Don Kowell 
315-463-2700

Peak Development Partners 
Lee Crewson 
716-240-9177

Sharpe Contractors 
Brian Mulligan 
678-765-8680

Tofel Dent Construction 
Brand Eigen 
520-577-0101

CONSULTING
CW Financial Services 
LLC dba RealINSIGHT 
Marketplace 
Nancy Currier 
202-715-9500

Five Diamond Screening 
Edward Robusto 
702-205-7388

Frontline Performance  
Group (FPG) 
Nichole Campbell 
407-682-3434

Gillis Consulting and 
Training 
Tammy Gillis 
519-240-6990

GRP Capital 
Krishan R. Patel 
888-855-0687

Hotel Brokers International 
Glenda Webb 
816-505-4315

ICF 
JaMarcus Brewer 
404-321-3211

Jacaruso Enterprises Inc. 
Melanie Calcagno 
603-553-3030

Premier Claims 
Kyle Maring 
877-219-0049

CONTRACTORS
Elkay Architectural Millwork 
Charles Welch 
630-207-5807

ProGroup Contracting 
Courtney Tamulevich 
888-393-2992

Wholly Construction 
Anwar Charlie 
925-895-5637

CREDIT CARD 
PROCESSING
Chase 
Faheem Khan 
972-324-5510
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AAHOA ALLIED MEMBERS

Shift4 Payments 
Shift4 Sales Team 
702-597-2480

CULTURED MARBLE 
SOLID SURFACE 
PRODUCTS
Resort Bath LLC 
Matt Zubrod 
602-501-2569

DOORS WINDOWS
TACC, Inc. 
Diane Farr 
704-896-3910

EDUCATIONAL 
INSTITUTIONS
San Diego State University 
School of Hospitality & 
Tourism Management 
Candy Flynn 
619-594-4964

ELECTRICITY AND  
NATURAL GAS
Ananta Energy Source 
Merrill Mangalasseril 
630-677-7499

Tara Energy 
Ashar Jafri 
713-890-2222

ELECTRONIC 
LOCKING SYSTEMS
Acculock 
Dan Brown 
866-222-8562

dormakaba Saflok Ilco 
John Samson 
706-754-3012

Miwa Lock Company, Ltd. 
Dan Staton 
949-328-5280

RFID Hotel 
Steve Brooks 
888-249-3068

EMPLOYEE BENEFITS 
EMPLOYEE LEASING
INFINITI HR 
Daniel Mormino 
623-455-6234

ENERGY MANAGEMENT
4AMPS Technologies 
Sunny Bhasin 
844-464-2677

ECR International 
Matt Conant 
413-344-3480

Evolution Energy Partners 
Chuck Hurchalla 
610-329-8288

iTouchFaucets 
Joanna Boey 
626-757-3663

ENGINEERS
Terracon Consultants, Inc. 
Christopher Green 
615-490-7239

EQUIPMENT APPLIANCE 
PROVIDER
APEX Procurement 
JoAnna Pabich 
817-490-0511

Consolidated 
Laundry Equipment 
Bob Erickson 
919-832-4624

FINANCING
Access Point Financial 
Rhonda Loerzel 
404-382-9592

American Express 
Courtney Robbins 
800-528-5200

Ascentium Capital, LLC 
Mark Kerrutt 
281-902-1948

Bloomfield Capital Partners 
Brent Truscott 
248-220-2405

CIBM Bank 
Joe Arie 
407-690-8292

Embassy National Bank 
Nitin Shah 
404-932-6562

Farmers State Bank 
Christopher Healy 
812-589-2018

Live Oak Bank 
Jamie Bourgeois 
910-375-5925

Mag Mile Capital 
Grace Clark-Mchale 
312-640-7430

Merrill Lynch 
Neil Mehta 
954-357-4566

New Leaf Funding 
Cory Lockert 
321-972-9994 x107

Pinnacle Hotel Finance 
Tim Maher 
954-449-9040

PMC Commercial Trust 
Kristi Lewis-Hodge 
972-349-3200

Retail Investment Group, LLC 
Steven Davis 
480-429-4580

SBA Funding Depot, LLC 
Wayne Lazarus 
404-281-4636

Staghorn Capital Partners 
David Gaskill 
214-635-4630

Thomas USAF Group 
Thomas Kimsey 
404-365-2040

FITNESS EQUIPMENT
Human Touch 
Deborah Joyce 
800-355-2762

HydroMassage 
Kevin Conaway 
727-536-5566

FLOOR COVERINGS
Durkan Select 
Kirk Lamonte 
706-272-1923

Ecore 
Virginia Armstrong 
949-424-9337

Eleganza Tiles 
Rebekah Lovejoy 
714-224-1700

F&D Commercial Flooring 
Kelly Burnette 
877-659-2478

First Choice Luxury Vinyl 
Plank 
Darin Dugger 
706-271-8023

MSI 
Anil Palasamudram 
713-570-7000

South Cypress 
Brandon White 
800-891-2623

TORLYS Inc. 
Scott Tye 
604-644-7055

FOOD BEVERAGE
Essensa 
Dawn Arenella 
281-384-6455

Golden Corral 
Van Ingram 
919-500-3873

Guest Supply A Sysco 
Company 
Justin Haggart 
732-868-2200

Pepsi 
Karl Bush 
336-251-9758

Tyson Foodservice 
Dennis Bell 
417-885-4575

Value 4 
Kevin Wencel 
651-747-6327

WaterStation Technology 
Bryce Froberg 
206-973-9312

FRANCHISING
Best Western Hotels & 
Resorts 
Michelle Zajac 
800-847-2429

Choice Hotels International 
Tim Shuy 
301-592-5000

Extended Stay America 
Linda Trexler 
980-345-1600

G6 Hospitality Franchising, 
LLC 
Lauren France 
972-360-9000

GreenTree Hospitality 
Group, Inc. 
Amanda Saye 
844-447-8733

Hilton, Inc. 
Bill Fortier 
703-883-1000

Hospitality International, 
Inc. 
Jim Bloodworth 
770-270-1180

Hyatt Hotels Corporation 
Mary Schattenberg 
480-308-2935

InterContinental Hotels 
Group 
Karen Rogow 
770-604-5379
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Magnuson Hotels 
Thomas Magnuson 
509-747-8713

Margaritaville 
Rick Cunningham 
407-930-7228

Marriott International 
Christie Patterson 
301-380-3200

My Place Hotels of America 
Terry Kline 
605-229-8684

Oyo Rooms & Technology 
LLC 
Marcus Higgins 
+91-700-363-7401

Radisson Hotel Group 
Terry Sanders 
800-336-3301

Red Roof 
Phil Hugh 
888-473-8861

RLH Corporation 
Paul Sacco 
509-777-6330

Wyndham Hotels & Resorts 
Kevin Brickner 
973-753-7158

FURNITURE FIXTURES
AC Furniture Company, Inc. 
Ken Robertson 
276-650-3356

All4Lodging, LLC 
Naresh Bhakta 
626-253-6355

Best Hotel Products, Inc. 
Scott Rubin 
847-749-0800

Curve Hospitality 
Sargent Khan 
713-819-7296

Draperies.com 
Kyle Choi 
626-471-9980

Foliot Furniture 
Mahesh Parekh 
702-278-7380

Furniture Industries 
Incorporated 
Carole Gibb 
612-827-1744

Hersha Purchasing & Design 
Ben Vaishnav 
717-236-2242

Hinkley Lighting 
Jeffrey Thomas 
440-670-1477

Hospitality Designs 
Ruben Cohen 
877-468-3588

Pinnacle South LLC 
Jason Allen 
770-227-3476

Prime Hospitality Group LLC 
Jim Donnelly 
931-762-5959

Rosewood Hospitality 
Rekha Prosad 
626-262-8038

The Living Company 
Laurie Provin 
469-687-8983

HEATING AIR 
CONDITIONING
Amana PTAC 
Byron Cortez 
800-647-2982

Builders Direct Depot 
Chung Khoung 
346-888-9495

Carrier Enterprise 
Dave Mehta 
806-441-7326

Friedrich Air  
Conditioning Company 
Dave McDonald 
210-546-0500

GE Appliances 
Amy Kaiser 
502-452-3073

MDM Commercial 
David Lingor 
800-918-4000

NRG Equipment, Inc. 
Aman Maharaj 
905-707-5027

Perfect Aire 
Michael Govea 
630-779-7572

Prem Sales, LLC 
Deepak Panchmia 
806-745-6651

PTAC 4 Less 
David Howell 
855-817-4747

HIRING
Hireology 
Margot Mitchell 
312-283-3595

HOTEL GUIDES 
MAPS DIRECTORIES
Free Hotel Coupons/ 
Official Interstate Guide 
Joseph Smith 
800-919-0696

North American  
Directory Services 
Tate Ellinger 
800-638-8445

HOTEL MOTEL BROKERS
Amber Hotel Company 
Steve Post 
818-851-3300

American Motel Hotel 
Brokers Network 
Mike Sprinkle 
602-230-2110

Cushman & Wakefield 
Ronn Thomas 
952-893-8230

Hodges Ward Elliott HWE 
Clint W. Hodges 
404-233-6000

Hotel Broker One 
Amber Bergman 
405-810-1414

Hotel Brokers Inc. 
Subhash Naik 
661-978-3109

Local Commercial Capital 
Chad Hoffmeyer 
734-634-1346

Marcus and Millichap 
Alexis Hummel 
630-570-2225

Mumford Company 
Karen Holland 
757-873-0962 x309

Singh Commercial Group -  
KW Commercial 
Rav Singh 
210-849-2175

Ten-X 
Anthony Falor 
973-727-0314

HOUSEKEEPING 
JANITORIAL SERVICES
Diversey, Inc. 
Deniz Alpaslan 
262-994-7158

P&G Professional 
Maria Early 
904-591-8944

Scot Young Research 
Todd Lancaster 
816-646-1321

The Home Depot Pro™ 
Susan Wright 
866-412-6726 x105540

INROOM AMENITIES
American Tex-Chem 
Corporation 
Mahesh Wadher 
909-383-8626

BDK America, “The Teaching 
of Buddha” 
Bill Teague 
619-248-3749

BIC Graphic USA 
Paul Migliorino 
570-815-4292

Pacific Lodging Supply 
Ali Shah 
800-537-7915

Showtime Networks Inc. 
Doug Markott 
770-698-6937

INSURANCE
Amato Insurance Agency 
Joe Amato, Jr. 
800-763-6574

Commonwealth Land Title 
Insurance Co. 
Tom Bassford 
609-927-0090

EPIC Insurance Brokers 
& Consultants 
Ethan Shaffer 
415-356-3955

Exceed Insurance 
Randeep Chawla 
855-539-2333

Farmers Insurance 
Rob Gibson 
303-422-1844

Flood Insurance Solutions 
Inc. 
Michael Freedman 
566-922-9735

HospitalityCARE 
Lauren Lockwood 
864-275-0295

MassMutual 
Ana Lucia Divins 
980-293-8124

Murray Insurance and 
Financial 
Jim Murray 
281-499-0377

Nieman Financial Group 
David Guenette 
516-926-1655
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Petra Risk Solutions 
Amie Patel 
800-466-8951

Texas Commercial Agency 
Sofia Hamirani 
469-237-8349

United Health Group 
Kimberlee VanderVoorn 
800-328-5979

United Insurance  
Agencies, Inc. 
Ron Thomas 
800-899-0000

INTERACTIVE TV 
SERVICES
Microsense Networks 
Ram Ramakrishnan 
610-400-1895

INTERIOR DESIGNERS
Hospitality Furnishings and 
Designs, Inc. 
Randy Choplin 
724-452-2114

IMSS Interiors 
Michael Gompertz 
925-258-9909

INTERNET SERVICES
Review my Room 
Nadia Alarakhia 
863-617-6545

Safety Net Access 
Amanda Stoutzenberger 
617-415-7176

Techguru Inc. 
Pragnesh Patel 
704-457-7000

Zonetail Inc. 
Mark Holmes 
416-583-3373

LAMPS LAMPSHADES 
LIGHTING
eLuminaire 
Dipesh Patel 
800-353-4001

LED King 
Danny Ali 
972-243-5464

Malar Contract Lighting 
Brandon Sawyer 
800-637-4992

LAUNDRY EQUIPMENT
AAdvantage Laundry 
Systems 
Marcela Veloz 
800-880-2138

Dexter Laundry, Inc. 
Jaimie Johnson 
641-472-5131

Electrolux/Wascomat 
Dan Goldman 
516-313-4717

Ozone Laundry Systems 
Randy Zorn 
801-599-5996

Skyline Equipment Inc. 
Nichol Weaver 
281-445-9907

Southeastern Laundry 
Equipment Sales, Inc. 
Niki Rigdon 
770-928-0080

TLC Tri-State 
Laundry Companies 
Shannon Smith 
678-564-1100

UniMac - Alliance 
Laundry Systems 
Bill Brooks 
800-587-5458

LINENS TEXTILES
VENUS GROUP 
Mark Kelleher 
949-609-1299

Weekender by Malouf 
Josh Fenton 
800-517-7179

MAINTENANCE SUPPLIES
HD Supply Facilities 
Maintenance 
Stratton Michals 
800-431-3000

Lowe’s ProServices 
Anthony Ruiz 
704-589-6939

MANAGEMENT 
COMPANIES
Marin Management, Inc. 
John Manderfeld 
415-331-1061

MATTRESSES BOX 
SPRINGS
Serta International 
Dianne Drever 
847-747-0484

Simmons Hospitality 
Bedding 
Andrea Hochworter 
770-353-0122

NATURAL STONE 
PRODUCTS
Arizona Tile 
Arden Mullins 
480-763-2808

Natural Stone Gallery 
Steven Lee 
713-778-0888

OFFICE PRODUCTS
Coast To Coast Computer 
Products, Inc. 
Kyle Kurtz 
800-231-4553

Office Star Products 
George Maniscalco 
843-516-1168

ONLINE LENDING 
MARKETPLACE
CrediVia 
Heather Duvall 
833-777-2733

ONLINE RESERVATION 
SYSTEMS
Elevate Rooms 
Rebecca Davis-Purcell 
416-709-7510

Travel Tripper 
Claudia Marchese 
405-635-7338

PAYROLL PROCESSING
ADP, Inc. 
Thomas Bell 
973-510-0196

PEST CONTROL SERVICES
Bed Bug- Heat Doctor/Prevsol 
Jeff Zimmerman 
517-936-9415

Orkin, LLC 
Tyler Love 
404-888-2786

PLUMBING SUPPLIES
Delta Faucet Company 
Clinton Cardinal 
317-752-8688

Hajoca Hospitality 
Jason Pentland 
203-628-5306

Kohler Co 
Anupa Maru 
703-371-4269

Morrison Supply Co 
Royal West 
817-999-5921

Uponor 
Terry Pappas 
312-497-7095

PRINTING DESIGN 
PRODUCTION
Western Hotel Supply 
John Pfeiffer 
605-725-8957

RENOVATION/
REMODELING
Hotel Makeover 
Joe Aiello 
832-484-1105

Safe Step, Inc. 
Dilip Patel 
952-358-3655

RISK MANAGEMENT 
SERVICES
Cadence Keen Innovations 
d/b/a CKI Solutions 
Gregg Saxton 
561-249-2219

SBA LENDER
Acclivity Financial 
Holly Beaubien 
770-354-8151

New Millennium Bank 
Youn Cho 
732-500-2034

Northeast Bank 
Fred Schwartz 
404-307-4198

Pacific Premier Bank 
Diane Heydon 
949-864-8516

SECURITY CONTROL 
SAFETY PRODUCTS
Innovative Hospitality 
Concepts, Inc. 
Roger Abram 
954-733-2500

Onity, Inc. 
Mark Lewitt 
800-248-6189
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SIGNS
American Image 
John Paragian 
201-384-9200

HOTELSIGNS.com 
Crystal Simpson 
423-838-3402

Image National 
Kate Getchell 
208-761-2041

Patel Sign 
Janardan Patel 
310-214-5410

SWIMMING POOL 
SUPPLIES EQUIPMENT
Poolcorp 
Roberto Gonzalez 
708-612-8666

TAX CONSULTANTS
Estes & Gandhi, P.C. 
Niral Gandhi 
214-272-8030

O’Connor & Associates 
Andrew Choy 
713-375-4224

Scott and Company LLC 
Tony Perricelli 
803-753-5244

U.S. Hotel Consulting  
Group, LLC 
Andrew Choy 
888-666-1876

TELECOMMUNICATION 
SERVICE EQUIPMENT
BluIP, Inc. 
Armen Martirosyan 
818-839-6410

To learn more about the power of TotalVue  
and request a complimentary Laundry  
Operating Cost Analysis ($350 value),  
VISIT UNIMAC.COM/ROI.

UniMac by Alliance Laundry Systems

ADD OUR SKILLED LABOR 
TO YOUR LAUNDRY ROOM.
(NO HIRING REQUIRED)

With today’s hiring challenges, laundries are tasked 
to do more with less. UniMac®’s TotalVue™ system 
will help you maximize performance without 
adding staff.

TotalVue provides a new level of visibility to 
your operation – with real-time reports that help 
identify ways to improve throughput and prevent 
downtime.

That’s laundry genius. That’s UniMac.

FINANCING AS LOW AS 5.99%* 
available for 36 months
*Rates are subject to formal credit approval and credit score.

953302_Alliance.indd   1 2/18/19   4:02 PM
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©2019 Red Hawk Fire & Security | info@RedHawkUS.com

I NEED TO BRING MY EXISTING SECURITY SYSTEM UP 

TO CODE, REDUCE FALSE ALARMS, AND DEVELOP  

AN INTEGRATED PLAN FOR OUR NEW GUEST SUITES.

RED HAWK  
COVERS THAT.

At Red Hawk, we understand hotel security is about a lot more than protecting 
just property. From 24/7 video monitoring in our UL-listed, CSAA Five Diamond 
Certified command center to access control to smoke and fire, you can trust our 
veteran team to deliver a fully integrated fire and security solution designed to  
safeguard your guests and the experiences they cherish. Whether you’re building 
from scratch or updating a legacy system, Red Hawk’s custom solutions are 
tailored to fit. RedHawkUS.com  |  888-991-0117

947513_Red.indd   1 26/03/19   12:53 AM

Corning Optical 
Communications 
Christopher Rivas 
571-375-5794

EnterSource 
Andy DeGraw 
931-680-0060

Matrix Telecom 
Ashu Upa 
714-706-9922

RAFT Integrations, LLC 
Amit Patel 
585-764-8758

Superior Connects Cabling 
Dana Gundlach 
612-559-3159

TELEVISIONS 
ELECTRONICS
AdCommTV 
Jason Cohen 
561-543-7543

Hospitality1 
Dhar Patel 
714-473-9813

RCA Commercial 
Scott Adams 
678-908-9294

TRANSPORTATION 
SHIPPING
Meridian One 
Yancey Burgess 
703-461-5200

Pac Van Inc. 
Shawn Borth 
317-981-6014

UTILITY BILL ANALYSIS
Commercial Water & Energy 
Thomas Masterson 
305-796-6502

UTILITY COMPANY
Georgia Power Company 
Brenda Figueroa 
912-306-2116

VANITIES TUB 
SURROUNDS
Architectural Ceramics 
David Benson 
301-943-6313

Hotel Vanities  
International LLC 
Anna 
317-831-2717

WALL COATINGS
PPG Architectural Coatings 
Kevin Lastacy 
616-335-3259

The Sherwin-Williams 
Company 
Gerrad Talkington 
240-508-2197

WATER HEATERS
ACT, Inc. D’MAND 
Kontrols Systems 
Larry Acker 
714-668-1200

AO SMITH 
Chris Murphy 
517-745-3384

Bradford White Corp 
Michael Carter 
484-401-8120

Ferguson Enterprises 
Solutions Center 
888-334-0004

Intellihot, Inc. 
Sridhar Deivasigamani 
309-430-6073

J.J. Commercial 
Water Heaters 
Richard Gutierrez 
510-783-6851

Rheem Water Heating 
Dave Hanley 
817-680-4117

Rinnai 
Dipesh Parekh 
800-621-9419
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PREFERRED VALUE MANUFACTURER OF HOSPITALITY 
FLOORING FOR OVER 35 YEARS  

 

FREE SAMPLES: CALL US AT 1-800-225-2948 OR AT 
OUR WEBSITE: WWW.KINSLEYCARPETS.COM  

KINSLEY CARPET MILLS UNDERSTANDS THE IMPORTANCE OF 
AFFORDABLE AND RELIABLE FLOORING.  

JOIN THE 750+ HOTELS  THAT HAVE UPGRADED THEIR FLOOR-
ING WITH KINSLEY CARPET MILLS IN 2018.  

AAHOA MEMBERS RECEIVE AN EXCLUSIVE DISCOUNT! 

- 100% WATERPROOF -  

LUXURY VINYL PLANK 

- HIGH VALUE - 

GUEST ROOM CARPET 

                TIME TO REPLACE? VISIT US AT WWW.KINSLEYCARPETS.COM OR CALL 1-800-225-2948.  

932420_Kinsley.indd   1 9/5/18   12:29 AM
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DESIGNER CEILING TILES 
PREMIUM QUALITY

TRADITIONAL & CONTEMPORARY
METAL & VINYL

Wall & Ceiling Decor Solutions

DecorativeCeilingTiles.net/AffordableHotelUpgrades

ORDER OR DOWNLOAD YOUR 
FREE DESIGN GUIDE TODAY

866.297.0380

953738_DecorativeTile.indd   1 2019-02-21   12:36 AM

FIRST CHOICE LVP FLOORING
Advantages of LVP Flooring over Carpet: 

Floor Score
CERTIFIED

 

CALL NOW for Samples & Prices

www.firstchoicelvp.com • firstchoicelvp@gmail.com
706-695-1504 | 706-271-8023

from the manufacturing First Choice, the most recognize 
and preferred name in the hospitality industry.

Pet
Friendly

Introducing
7.5 mm SPC

with attached
pad

2 mm glue down, 12 mil wear layer
2.5 mm, 20 mil wear layer
4.5 mm, 20 mil wear layer
5 mm loose lay, 20 mil wear layer
5 mm glue down, 20 mil wear layer
7.5 mm SPC, 20 mil wear layer, attached pad

935864_First.indd   1 10/3/18   5:20 PM

7-YEAR WARRANTY

                                     

Hotel Safes $95
Our Safes Are In Every  

Major Hotel Brand In The U.S.A.

Custom Colors Available

1-800-545-4947 
www.hotelsafes.com

  
20TH  
YEAR 

ANNIVERSARY

GSC102-19_AAHOA_Orange_Ann.ad_v3.indd   1 1/21/19   11:38 AM
957550_Global.indd   1 3/31/19   8:56 AM

Granite & Cabinet LLC
Hotel Furniture

Guestroom Furniture and FF&E
Granite & Quartz

Vanity and Kitchen Top and Cabinet

Lamp, Mirror & Artwork

Ph: 706.226.8888
Fax: 706.226.3488

www.granitecabinetllc.com

estimating@granitecabinetllc.com

933123_Granite.indd   1 14/09/18   6:41 PM
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Call: 1-(800)-283-0539
Fax: (888) 717-7472
sales@matrixhotelpbx.com
www.matrixhotelpbx.com

� Hospitality IP Phone 
System
� Time-Attendance and 

Access Control
� HD IP Security-Camera 

System

MATRIX COMMUNICATION & SECURITY 
SOLUTIONS FOR EFFICIENT FUNCTIONING

914947_Matrix.indd   1 21/04/18   1:24 AM

ORDER NOW
In Stock Ready To Ship

NATURALSTONEGALLERY.NET

Granite • Quartz Vanities 
Tub Surrounds • Shower 
Walls • Shower Pans 
Shower Doors • LED 
Mirrors • LVP Flooring 
Porcelain Tiles

Serving AAHOA and Hotel Owners Since 2003

INTEGRITY, QUALITY, VALUE, SERVICE

Brands Approved
Better Business Bureau Gold Star Member

S T E V E N  L E E
832 368 5673

935361_Natural.indd   1 15/11/18   10:46 PM

TRANSPORTATION & PARKING MANAGEMENT SYSTEM

CLOUD-BASED
FLEET MANAGEMENT
SOFTWARE

INCREASED
EFFICIENCY
AND GUEST
SATISFACTION

TRACK
 DRIVERS 

GUESTS 
LOCATIONS 

PICKUPS 
RESERVATIONS

EASILY MANAGE:
RESERVATIONS  – DISPATCH 
PICK-UP <> DROP-OFF
TEXT, SMS & EMAIL
SCHEDULE AND TOURS  
PAYMENT PROCESSING 
PARKING LOT MANAGEMENT

ShuttleQ.com

HOTEL

956308_ShuttleQ.indd   1 12/03/19   10:34 PM
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Don’t Let Amateurs and “Fly-By-Nights” Ruin Your Bathtubs!

Unique Refi nishers is the nation’s oldest and largest bathtub repair, 

reglazing and restoration company. You can be assured of  the highest 

quality workmanship and materials. Coast to Coast.

UNIQUE REFINISHERS

We specialize in fi berglass Bathtub & Jacuzzi Repairs

SLIP

RESISTANT

BOTTOMSW i li i fifififififibb l B h b & J i RRRi Ri
www.uniquerefi nishers.com

Detroit 1-800-235-6557

Atlanta 1-800-332-0048

796225_Unique.indd   1 2/24/16   9:42 AM

High End – Low Cost – Newest Designs 
Closeouts–Overruns 

1.50/yd and up! 
Over a million yards in stock!

Major credit cards accepted

750 Bloomfield Avenue, Clifton, NJ 07012 
(877) 779-2557 • (973) 777-2592

Browse Our Online Selection at 
www.walloutlet.com & order your free samples today!

Wallcovering Warehouse 
Factory Direct 
Commercial Vinyl Wallcoverings

952492_Arspec.indd   1 2/25/19   5:01 PM

24 YEARS OF EXPERIENCE & PROUD MEMBER OF THE B.B.B.

DO IT ONCE, DO IT RIGHT!

REFINISHING OF:
FIBERGLASS TUB & SHOWER ENCLOSURES,

TUB & TILE, CULTURED MARBLE SINKS & VANITY TOPS

888.707.9297
artisticbathrefinishings.com

Refinish your bathtubs!
Volume pricing starting at "$99"
includes a non-resistant bottom!
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·  CMBS  ·  Bridge/Mezzanine   
·  EB5  ·  SBA 7(a), 504 and USDA   
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ACQUISITION, REFINANCE &  
CONSTRUCTION

·  Hotel  ·  Multifamily & Healthcare   
·  Retail  ·  Apartments  ·  Self Storage   
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Legal assistance in reviewing/
negotiating franchise agreements

and liquidated damages settlements.

Mahesh I. Patel
Patel & Associates, Attorneys at Law
Phone: 972-643-1813
Fax: 972-231-0104
Email: mpatel@patellaw.net

FRANCHISE
LITIGATION

862136_Patel.indd   1 3/22/17   1:54 PM

 Former Fortune 500 Hotel Attorneys      Senior Franchise Executive 
Liquidated Damage Settlements 

Dispute Resolution
Franchise Agreement Negotiations

Acquisitions and Sales
Development 

GIAMBRONE & SALTZMAN, LLC
ATTORNEYS

862-210-8137    rs@giambronesaltzman.com    www.giambronesaltzman.com

Richard M. Saltzman, Esq. 
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DEVELOP THE BRAND WHERE
TRAVEL AND WELLNESS MEET.

EVEN® Hotels is a lifestyle hotel development opportunity that meets the 
large and growing demand for wellness-minded business travelers to stay in 
balance while on the road.

Learn more at development.ihg.com.

©2019 InterContinental Hotels Group. All rights reserved. Most hotels are independently owned and operated.
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1 Based on number of hotels. 2As compared to other economy conversion brands using leading guest survey platform as of YE 2018. This is not an offer. Federal and certain state laws regulate the offer and sale of franchises. An offer 
will only be made in compliance with those laws and regulations, which may require we provide you with a Franchise Disclosure Document, a copy of which can be obtained by contacting Wyndham Hotels & Resorts at 22 Sylvan 
Way, Parsippany, NJ 07054. All hotels are independently owned and operated with the exception of certain hotels managed or owned by an affiliate of the company. ©2019 Wyndham Hotels & Resorts, Inc. All rights reserved.

Shawn Punjwani, President, Embassy Holdings LLC, 
partners with Wyndham Hotels & Resorts to leverage 
the resources of the world’s largest hotel company1 
for his Super 8 in Bloomington, MN.

Super 8  
by Wyndham 
elevates the 
economy 
experience and 
inspires loyalty  
in my guests.

V I S I T  W Y N D H A M D E V E L O P M E N T. C O M  O R  C A L L  8 0 0 - 8 8 9 - 9 7 1 0

The INNOV8TE room design brings new energy to an iconic hotel. 
Rediscover Super 8 — the world’s largest economy brand1 with strong  

brand awareness and top-ranked guest satisfaction.2
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