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Don’t Missu;‘Sing_lgdffer from

AAHOA's Top Industry Partners!

Are you receiving AAHOA's
weekly Vendor Digest?

If not, you're missing out on tremendous savings from
ALHOA Club Blue, Platinum, and Silver Industry Partners.

Exclusive to AAHOA Members, the Vendor Digest
contains offers, deals, and discounts from as many as 15
participants. Opting in is easy and takes only a few
seconds in MyAAHOA. Or contact infoi@aahoa.com and
the AAHOA Team can add vou to the list.

Here's how you can gain access to our Vendor Offers...

STEP Ts STEP 35

Click “My Profile.” Under “Vendor Offers,”
click “Yes."

m m 5] a - r Updnte My Subssenphona snd Comtset Preferences
e a
S — —
STEP 2 |
" .

Click “Update My Subscription
and Contact Preferences.”

Get weekly savings delivered right to your inbox with just three clicks of a mouse.

OPT [N TODAYY
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WE HANDLE PAYMENT PROCESSING
SO YOU CAN FOCUS ON YOUR GUESTS

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

TRUST. SIMPLICITY. SECURITY.

Call 1-800-727-1872 or email lodging_team@chase.com today to learn more.



mailto:lodging_team@chase.com
https://merchants.chasepaymentech.com/AAHOANP19/Form/.ashx
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Risky business -
Is it better for a hotel to be on
the bleeding edge of technology
adoption or wait and see what =
works elsewhere first?al
by TOM GRESHAM ™

20
What’s on your tech radar? Blast off

As the world continues to change quickly, here are Three tech-savvy ways to boost revenue
the pieces of tech you should pay attention to and by MELANIE CALCAGNO
how they can impact your bottom line
by ALICIA HOISINGTON
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Proof that economy & quality can coexist.

Quite successfully, thank you.
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@ 2-MINUTE READING TIME

About AAHOA
This Month

AAHOACON22 SUBSCRIBE TO OUR VENDOR -

REGISTRATION IS OPEN! DIGEST FOR DEALS AND AAHOA

Registration is now open for the 2022 DISCOUNTS. VENDOR.

AAHOA Convention & Trade Show, the Did you know AAHOA sends weekly deals

most-anticipated event of the year! With and discounts from our Industry Partners

leading names in the industry, incred- exclusively for AAHOA Members? We took your feedback to heart and combined their
ible insights from experts you trust, specials into one weekly Vendor Digest, which is chock full of great offerings. Not sub-
inspiration around every corner, and scribed? Simply update your communication preferences in MyAAHOA.com and opt in
the chance to network, learn, and make soyou don’t miss out! You also can check out the online Vendor Directory for a complete
deals on the Trade Show floor, you do list of AAHOA’s Industry Partners. AAHOA.com/Vendors

year’s event, set
for April 12-15
in Baltimore,
MD. Lifetime
Members, don’t
forget! The dead-
line to qualify for
complimentary reg-

WE’LL SEE YOU AT HUNTER NEXT MONTH.

On March 22-24, the 2022 Hunter Hotel Investment Conference will bring
together the nation’s most influential leaders and investors in the hotel
industry to analyze trends, network, and turn prospective opportunities into
business transactions. If you believe, as we do, that successful businesses
and investments are built on meaningful relationships, you won’t want to
miss it! HunterConference.com

istration is February 11, so don’t wait!
AAHOA.com/Convention

WANT TO MAKE A DIFFERENCE? SERVE ON
THE BOARD OF DIRECTORS.

We are looking for motivated members who are eager
to assist AAHOA in achievingits latest goals as set forth
inthe 2021-2023 Strategic Plan. Answer the call and vol-
unteer to serve. The nomination period runs through
February 14, and open positions and eligibility require-
ments are available at AAHOA.com/2022Candidates.

v
®
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HUNTER

OTEL INVESTMENT

CONFERENCE

B

HELP AAHOA RECOGNIZE SHINING STARS.

Each year, AAHOA honors hoteliers for their contributions
to the hospitality industry. Do you know a hotelier who you
feel has gone above and beyond in theirefforts? If so, now
is the time to nominate him or her for one of seven awards
to be bestowed at AAHOACON22 in Baltimore, MD. The
deadline to submit nominations is Friday, Feb. 11, 2022,
and you do not need to be an AAHOA Member to submit a
nomination. AAHOA.com/Convention |
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STAY UP-TO-DATE AT AAHOA.COM/EVENTS
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LETTER FROM THE CHAIR

VINAY PATEL
AAHOA CHAIR (2021-2022)

@ 2-MINUTE READING TIME

Knowing when
to say when

AA

While under
lockdown
during the
COVID-19

pandemic, it

was a lonely
and isolating
time for many.
Thankfully,
technology
helped, allowing
people to
communicate
with loved ones
as we protected
ourselves from
the virus.”

HEN | FIRST STARTED WORKING IN HOTELS IN A LEADERSHIP ROLE, I

learned a very valuable lesson after asking some employees to take care of

something but not double-checking that it got done. Later on, a quality assur-

ance rep came to check if it was completed and, long story short, we failed the

inspection. Simply trusting people is in my nature, but ever since then, | always confirm that
things under my watch are completed.

Technology has given us an easy way to communicate. While face-to-face communication
is always important, especially in our industry, we now have tools at our fingertips to send a
quick text, make a quick phone call, or send an email for a quick response. With all of our eas-
ily accessible methods of communication, we’re able to eliminate time and distance, making
things like double-checking a task’s completion much easier.

We use technology to book hotel rooms, keep our travel documents, and virtualize basic
day-to-day tasks. Technology also has given us a wider audience. AAHOA is able to commu-
nicate with members, increase productivity, and share content, which allows us to get more
creative and reach a more diverse audience than ever before.

While under lockdown during the COVID-19 pandemic, it was a lonely and isolating time for
many. Thankfully, technology helped, allowing people to communicate with loved ones as we
protected ourselves from the virus.

But with everything, there’s a downside. Now, wherever you go, everyone is looking down
at their cell phone, distracted from the world around them. We’re all dialed in all the time
and it’s often difficult to turn it off. Technology can be a distraction, with several social media
platforms vying for our attention. It also can be a tool to spread misinformation. Excessive
use also has proven to have negative effects on mental health.

The point is, it’s up to you to decide the extent to which you use it in your personal life.
Technology has certainly made our lives easier and helped tremendously throughout this
pandemic. It has allowed us to operate more lean businesses and make better, and quicker,
business decisions.

But when it comes to reflecting on how we each use technology on a personal level, perhaps
it’s time we take a step back and recognize our overreliance on our devices, and instead take
some time to reinforce meaningful interactions - in person. That’s what the essence of our
industry is all about.

I trust that you’ll do it, but this time, I’ll be double-checking. ]
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AAFHOA

ASIAN AMERICAN HOTEL OWNERS ASSOCIATION

THE ROAD_
TO RECOVERY

RUNS THROUGH AAHOA

THE FOREMOST RESOURCE
AND ADVOCATE FOR
AMERICA'S HOTEL OWNERS

T

AMERICA'S LEADING ORGANIZATION FOR HOTEL OWNERS

Nearly 20,000 hotel owners rely on AAHOA for the critical information they need to
navigate the current landscape and protect their investments. It's during unpredictable
times that the power of an association really shines through - letting every one of our

members realize that because of AAHOA, they never have to go it alone.

ADVOCACY

AAHOA advocates on
behalf of hoteliers at the
federal, state, and local
levels, and represents the
voice of franchisees with
their brands. Thanks to
AAHOA's efforts, billions of
dollars of aid were
allocated to state and local
governments in the
American Rescue Plan.

& EDUCATION

AAHOA provides the
resources hoteliers need
to stay ahead regardless of
where they are in their
career. This includes
certificate programs,
hundreds of on-demand
educational webcasts, and
many other professional
development programs.

EVENTS

You can't find more events
for hoteliers anywhere
else - AAHOA hosts events
across the country to
bring hoteliers and vendor
partners together to learn
from one another and
grow their professional
networks.

JOIN TODAY AT AAHOA.COM

@© RESOURCES

With exclusive discounts
from AAHOA's Vendor
Partners, industry
resources, exclusive
partnerships, and more,
AAHOA is able to provide
the critical information
and resources hoteliers
need to protect your
investments.
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GOVERNMENT AFFAIRS

@ 2-MINUTE READING TIME

Congress in 2022

Redoubled policy priorities and the midterm elections

by SEAN GROSSNICKLE

T’S A NEW YEAR ON CAPITOL HILL AND MEMBERS OF

Congress returned to a snow-covered Washington, D.C., in

early January to commence the second session of the 117th

Congress. Lawmakers spent the opening weeks revisiting
unfinished agendas from 2021, addressing the Omicron vari-
ant, and promoting voting-rights legislation. This new year is
host to ajam-packed agenda, from the pandemic response to
social spending to federal government funding. And the 2022
midterm elections take place in November, so expect lawmak-
ers to hit the campaign trail in full force. With all that’s going
on, hereiswhat America’s hoteliers can expect from Congress
in the coming months.

orobstructing it depends on the member’s political affiliation.
Common ground between the two parties will be scarce.
Congress still faces looming deadlines that it extended
near the close of 2021, principally the December continuing
resolution that funds the federal government through Feb. 18,
2022. Just months ago, Democrats and Republicans scrambled
to pass the continuing resolution and raise the debt ceiling
twice, teeing up another test of bipartisan cooperation. The
major spike in COVID-19 cases could create an opportunity for
asupplemental spending bill passed with bipartisan support.
The AAHOA Government Affairs Team will continue to monitor
and report the latest news and updates to AAHOA Members.

After a partisan year of politics, Democrats and
Republicans are unlikely to mend their divisive
relationship. Political infighting and party-line
defectors defined the 117th Congress’s first leg-
islative session, particularly in the split Senate
where Senators Joe Manchin (D-WV) and
Kyrsten Sinema (D-AZ) often opposed key
measures of President Biden’s policies. The
2022 midterm elections will further strain

this relationship as lawmakers are keen to
achieve as many political victories as pos-

sible, whether that is passing legislation AAH OA 2022
’ policy priorities

Congressional Democrats, holding narrow majorities in both
chambers, remainintent on delivering the Build Back Better Act,
the cornerstone climate and social-spending legislation topping
President Biden’s agenda. The bill was tabled in December after
it failed to receive supportin the Senate. At the time this article
was penned, lawmakers had yet to renegotiate the policies,
price, and measures of the Build Back Better Act, which could
be delayed through March. |

oo

=

To learn more about AAHOA’s
policy priorities for this year, visit

AAHOA.com/advocacy/policy-agenda.
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COMMON GROUND

@ 2-MINUTE READING TIME

Congress delivers President Biden’s
Infrastructure Investment and Jobs Act

Common Ground profiles members of opposing parties who are
working together to advance issues important to hoteliers.

THE ISSUE

In recent years, the topic of America’s infra-
structure investment has frequented the halls
of Congress and the White House. Crumbling
bridges, contaminated water systems, and out-
dated power grids, just to name a few, are com-
monplacein the United States. Multiple events
showcasing the state of the country’s infrastruc-
ture in the past decade, such as the contami-
nated drinking water in Flint, Ml, or the power
crisis in Texas, have spurred Congressional
interestin infrastructure investment. President
Biden has adopted infrastructure investment
and reform as a key pillar of his presidential
agenda, working throughout 2021 to sell both
Congress and the American public on historic
investments into the country’s infrastructure.

COMMON GROUND

In June of 2021, the Infrastructure Investment
and JobsAct (IIJA) was introduced in the House
of Representatives. Congress extensively
debated and amended the bill in the House
and Senate. On Aug. 10, 2021, the Senate passed
an amended version of the Infrastructure
Investment and Jobs Act by a bipartisan
majority of 69-30, with 19 Republicans join-
ing Democrats to support the bill. The House
debated the measure again in September and
postponed the vote until November. On Nov. 5,
2021, the House passed the IIJA with a vote of
228-206. President Biden signed the IlJA on Nov.
15,2021. The IIJA passed through Congress on
a bipartisan basis with 50 Senate Democrats,
19 Senate Republicans, 215 House Democrats,
and 13 House Republicans voting in favor of the
$1.2-trillion bill.

by SEAN GROSSNICKLE

Rep. Peter A. DeFazio (D-OR-04), Chairman of the House Committee on
Transportation and Infrastructure

“Today, President Biden is making history by signing into law the largest invest-
ment in America’s infrastructure in a generation. This historic law will help
address the climate crisis, create good-paying jobs, and boost American com-
petitiveness by upgrading our roads, bridges, rail, transit, drinking water, and
wastewater infrastructure. I’'m proud of the role the House Transportation and
Infrastructure Committee played in setting a high bar for this legislation. | look
forward to working with the Biden administration as we began to implement
this law and get these much-needed funds out the door as quickly as possible
because communities can’t afford to wait.”

Rep. John Katko (R-NY-24), Member of the House Committee on
Transportation and Infrastructure

“During the past four years, | served as co-chair of the Problem Solvers Caucus
Infrastructure Working Group and successfully developed a consensus-driven
proposal that served as the basis for the Infrastructure Investment and Jobs Act.
In August, the Senate passed this measure with support from 19 Republicans,
including Senate Minority Leader Mitch McConnell. And last week, thisvnr)egsure

\&v
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THE C-SUITE

Together, we

Technological innovations
and NABHOOD’s 2022
outlook on Black-
owned hotels

by ANDY INGRAHAM

HANKS TO ACASCADE OF EVENTS
during the past two years that
sparked a global conversationon
issues related to race in America,
there has been an awakening
on behalf of countlessindus-
tries with regards to the value, perspective,
buying power, and needs of the minority
consumer. To look within our own indus-
try, more destination-management
organizations and tourism boards are
increasing their marketing efforts to
reach minority consumers. Similarly,
the welcomed focus on “Black Lives
Matter” has shifted many longstand-
ing goals of the National Association
of Black Hotel Owners, Operators &
Developers to the forefront of corpo-
rate America’s action plan.

At the core of our mission,
NABHOOD seeks to increase minor- Andy Ingraham,
ity employment at the executive President, CEO &
level and highlight diversity issues Founde

. TR Association
affecting the hospitality industry of Black Hotel
with the goal of positively impacting Owners, Operators
the economy. Approximately 1,000 & Developers

of the approximately 59,000 hotels (NABHOOD)
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To keep pace with evolving consumer preferences and
habits, we must use technology to remain data driven
as intelligence market research allows NABHOOD to
identify needs and behaviors of underrepresented com-
munities like the African-American market. That that
end, NABHOOD partnered with MMGY to conduct the
U.S. Black Traveler Study, which revealed in 2019:

- 440/0 of all U.S. travel spend is accounted for
by multicultural travelers

= 275 million
overnight trips

were taken by Asian Americans

= 458.2 million
overnight trips

were taken by LGBTQ+ Americans

= 444.6 million
overnight

trips were taken by LatinX Americans

= 458.2 million

overnight trips
were taken by African-Americans

The U.S. Black Traveler Study also found that African-
Americans spent $129.6 billion on domestic and inter-
national leisure travelin 2019, and Black organizations
spentan average of $800,000 on meetings, conferences,
and conventions pre-pandemic.

[L-R]: Raoul Thomas (CEO, CGI Merchant Group), Diana Sanchez (wife of
Raoul Thomas), Christopher J. Nassetta (President/CEO, Hilton), and
Andy Ingraham (President/CEO/Founder, NABHOOD). CGI Merchant
Group isin the process of acquiring Trump International Hotel in
Washington, D.C., and recently opened The Gabriel South Beach Miami.

in the U.S. are Black owned,
and NABHOOD is working
diligently to increase this
number. AAHOA represents
nearly 34,000 member-owned
hotels with more than 1 mil-
lion employees in the U.S.
economy, making the part-
nership between NABHOOD
and AAHOA necessary and
exciting as we are pursuing
similar goals. When we look
at AAHOA and the deals we’ve
made together, we realize we
can both thrive and truly make
a difference.

MOVING FORWARD
TOGETHER

NABHOOD’s 2022 outlook is
bright. On the heels of the
25th annual International
African-American Hotel
Ownership and Investment
Summit, held in October 2021
and attended by hundreds of
hoteliers and global tourism
organizations, the pandemic
continues to compel organiza-
tions like NABHOOD to focus
on technological innovation,
succession planning, and gen-
erational wealth creation. I'm
faithfully committed to edu-
cating individuals on how
to become hotel owners
and investors, and | remain
dedicated to forging rela-
tionships with major brands,
sharing minority investment
trends, and exploring supplier
opportunities.

As part of these efforts
and based on the changing
needs of today, NABHOOD
continues to take advantage
of hybrid programming with a
cadre of webinars. And though
NABHOOD Summit went vir-
tualin 2020, we found no true
substitute forin-person events
with an uptick in prospective
hotel owners and investors

@ 3.5-MINUTE READING TIME

desirous of connecting with
major brands in the confer-
ence format.

By keeping NABHOOD inti-
mate, we’ve seen monumen-
tal opportunities emerge. The
pandemic has created an eco-
nomic crisis that devastated
our industry, which is why we
continue offerings such as our
annual Investment and Hotel
Ownership Summitin addition
to hosting “The ABCs of Hotel
Ownership” in major U.S. cities
while transitioning the curricu-
lum to online platforms.

WHAT’S NEXT

The 2022 travel forecast shows
that business-travel bookings
and meetings remain down,
but leisure travel is on the
rise. Thus, NABHOOD contin-
ues its marketing campaign
to patronize Black-owned
hotels, an ongoing effort since
the 2012 launch of the first,
comprehensive online Black-
owned hotel directory.

We have also upgraded
our Career Portal as another
important step toward Black
hotel ownership for our mem-
bers. The first of its kind, the
portal allows students, recent
graduates, and hotel employ-
ees to match with jobs in the
industry, allowing them to
attain positions at various
brands and travel organiza-
tions, and realize the dream of
becoming hotel owners.

These efforts, and many
others, all work in tandem to
help us achieve our primary
goal of increasing the number
of African-Americans develop-
ing, managing, operating and
owning hotels. We hope you'll
join uson this journey, because
there is much work to be done
and together, we rise. [ |
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L]
OTELS AREN’T TYPI-

innovation. As a
whole, the industry
can be described

cally known hot-
b't of technzhal

as “technology hesitant,” accord-

ing to John Burns, president of Hotel
Technology Consulting. Not that there
isn’t a culture of innovation in the
industry, said Diane Estner, president
of DANNI Enterprises, “but there’s also
aculture around avoiding innovation.”

“The majority of our industry,
nobody wants to be first,” Estner
explained. “They want to know that
it’s been tested and tried and proven
before they actually sign up.”

Burns said that slowness to adopt
technology stems from hospitality’s
fundamental debate of high tech vs.
high touch. Previously, acommon belief
was thatembracing technology would
jeopardize a hotel’s customer rela-
tionship. However, Burns said hotels
increasingly see new tech tools as a
way to gain a competitive advantage
and differentiate themselves in their
guest services.

Burns said the changing preferences
of guests and the workforce make new
technology a necessity for most hotels.

“Our guests live in a world where
they expect recognition. They expect
efficient, detailed digital dialogue. And
they expect the contactless ability to
do things without necessarily [work-
ing with] a person,” Burns said. “So,
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wherever we are on the technology
adoption spectrum, our guests are
telling us to get on board. Our work-
force itself also is changing. We have
a traditional challenge in the hotel
business where we have high turn-
over, especially among line staff. And
the new line staff, the 20somethings
who are working our front desk, are
digital nomads. They’re certainly digi-
tally proficient, and they’re looking to
us as employers to have systems that
are in line with what they have in their
hands, which are remarkable devices.
So, we’re being forced to be more tech-
nologically literate, technologically
adept, and equipped. Whether we like
it or not, we’re being pulled into the
21st century.”

The question becomes how ambi-
tious a hotel should be in adopting
technology, weighing the benefits,
costs, and risks associated with one of
two approaches: pursuing the newest,
bleeding-edge tools or taki ore
deliberate approach.
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For some companies, inno-
vation is essential to the cor-
porate culture, said Mark
Haley, managing partner of
Prism Hospitality Consulting,
“not just in technology, but in
architecture, business mod-
els, [food and beverage], and
other aspects of the art.” For
those companies, a tech-rich
experience is essential to their
brand, and that means being
aggressive about integrating
the newest technology in the
marketplace.

“This posture of across-the-
board innovation can be a
powerful attraction for guests
and also for employees,” Haley
said. “And we all know what a
challenge attracting desirable
employees to the hotel industry
is right now.”

Haley said the drawbacks
to being ambitious with new
technology are obvious to
anyone who has had an IT
project “blow up in their
face.” Risks to the flow of
revenue or the guest experi-
ence can cause particularly
powerful problems, Haley
elaborated.

“Adopting a new tech-
nology is risky,” Haley said.
“Embracing an unproven
vendor partner can be risky.
The risks and consequences
of a failure impact your col-
leagues, your guests, your
[profit and loss], and your
boss. Not to mention your
career.”

The primary danger of a
hotel being an early adopter
of technology is that “all the
bugs won’t be ironed out,”
Burns said, creating opera-
tional problems during an
adjustment period and affect-
ing the guest experience.

“I’'ve had experiences as a
guest where the technology
isn’t consistent,” Estner said.
“It’s really frustrating when it
doesn’t work.”

For hotels looking to gener-
ate revenue outside of room
bookings, such as through
dining or spa services, Burns
said there is clear value in
using sophisticated tech-
nology to promote those
services to guests and make
it simple for them to make
reservations and use those
services.

“It’s an ongoing program
of assessment,” Burns said.
“It’s asking, ‘What could | be
doing? What more are my
competitors doing? What do
I need to do?”
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For a more conservative
company, a technology-
heavy strategy might focus
on operational excellence
rather than innovation,
Haley said.

“Instead of jumping on
5G services, [internet of
things], and beacons, they
zero in on offering the
greatest possible Wi-Fi
experience with mature
technologies,” Haley said.
“Maybe instead of buying
the newest system out
there because it’s new,
the strategy might be to
train your people as highly
skilled users of the systems
you have now.”

Organizations that
favor a more deliberate
approach to adopting
technology avoid get-
ting caught up in trends
that may not have staying
power and could prove
costly for those who jump
onboard early.

“When evaluating new
tech, it has to really fun-
damentally address core
initiatives and values
and the goals they want
to achieve,” Estner said.
“Because, otherwise, it’s
just a waste of time and
money. You can’t do new
tech just for new tech’s
sake. It must be built
around elevating the guest
experience, reducing costs,
streamlining things, and
having more insight.”

Those particularly slow
to adopt technology risk

failing to meet their guests’
expectations and turning
off their staff. For those who
attempt to take a wait-and-
see approach, Burns warns
against complacency.

“You can’t say, ‘I’'m going
to be in the middle. I’'m just
goingto stand here and watch
it happen,” because you’ll be
moving backwards,” Burns
said. “You need to have a con-
stant plan for evolution. You
can evolve slowly or quickly,
but you must evolve.”
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KEYS TO ADOPTION

For companies considering
new technology, whether it’s
leading edge or something
safer, J2 Hospitality Solutions
President Jennifer Jones said
hotels need to weigh whether

to the immediate user
base,” Jones said.

Estner said all stake-
holders involved need to
be invested in the adop-
tion, and Jones said hotels
should set goals and met-

any new technology, making
the purpose of the project
clear.

“Stakeholders want to
understand their return on
investment, so any team
implementing a project should

stakeholders are expecting
from the outcome of the
implementation,” Jones
said. “If you are embark-
ing on a technology project
without acknowledging your
goals, then people’s time and

they have enough resources
to supportthe new tools, par-
ticularly in the area of staffing.
The question of timing also is
crucial.

“Not only do we want the
implementation to be invis-

rics before implementing be in alignment with what money will be wasted.” W

~

bl | Grid strainer

ible to our.guests, we also keeps hair and

have to consider how we make .

this as least disruptive as pos- other items out of
bathtub drain

sible for our staff,” Jones said.
“Depending on what kind of
technology project you are
implementing, stakeholders
may want to implement when
occupancies are low in the
hotel, or it may be better to
implement when your book-
ing period is lower. Therefore,
it’s important to gather
information from all of your
operational team members to
understand critical dates that
are happening in each one.”
Strategies to reduce project
risk include testing for perfor-
mance and data integrity in a
lab environment, structuring
a pilot implementation that
allows the user to learn how
the technology will behave at
scale, and potentially running
the old system in parallel with
the new system for an adjust-
ment period, Haley said.
“When being the ‘beta’ for
anew technology project with
a vendor, | always recom-
mend that we spend a little
more money setting up a lab
environment and schedule
extra implementation time
for testing of integrations,
if applicable, as well as user
acceptance testing. This helps
give the lead users comfort
before we roll out the project

Makes old bathtub
drains new again.
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What's on your

As the world
continues to
change quickly,
here are the
pieces of tech you
should pay attention
to and how they can
Impact your
bottom line.

by ALICIA HOISINGTON

|ECH
RADARY

ECAUSE THE COVID-19 PANDEMIC
upended how people approach mostly
every part of a business, it’s no wonder
innovative technology solutions have
entered the market to solve the pain
points either created or exacerbated by
the crisis.

“The pandemic, coupled with an evolving labor land-
scape, has forced owners and operators to take a new
look at how they run their hotels that will likely last
forever. Many roles and departments have been cen-
tralized, and reduced staff sizes on property will lead
to employees operating more efficiently,” says Rod
Jimenez, CEO of SHR. “Fortunately, owners and opera-
tors were able to turn to technology to help overcome
these challenges.”

But what tech should hoteliers focus on as we con-
tinue to deal with what feels like an unending pandemic?
Continue reading to learn about several key pieces of
tech that have helped hoteliers adapt during the crisis
and will help them continue to innovate as we navigate
new COVID variants and the travel-recovery stage.

Here are some important pieces of tech all hoteliers
should have on their radar and how each one canimpact
a property’s bottom line.
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SPOTTING
the right
tech There’s so much tech out

there. How can you ensure

you’re picking the right solutions for

your business? The bottom line is that any tech

that solves a problem and ultimately saves costs

and/or resources is a good choice. Rod Jimenez,
CEO of SHR, provides three tips:

1

Focus on your needs. Don’t be distracted by
shiny new toys. Look at areas where you are

falling short and where investment would have
significant impact. Evaluate what guests are
expecting now from their lodging experience
and use technology that helps meet those needs.

2

Ask three questions: Will it save me money? Will
it help drive revenue? Will it improve the guest
experience? If the solution can do at least two of
those, it’s definitely worth taking a closer look.

3

Weigh the short and long term. In today’s
environment, digital adoption is affecting nearly
every partofour lives. If you choose to ignoreit,
or take baby steps, it won’t be long before com-
petitors have passed you by. Choose partners
who are in it for the long run and are excited to
build and innovate alongside you.

JITTAWIT21/SHUTTERSTOCK.COM, SHAINEAST/SHUTTERSTOCK.COM, DAVIZRO PHOTOGRAPHY/SHUTTERSTOCK.COM,
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CONTACTLESS CHECK-IN

Contactless check-in, while not new to the industry, has certainly evolved and
become top of mind for guests, and that means hoteliers need to meet these
new demands. “The COVID pandemic shifted contactless check-in experiences
from a nice-to-have to a must-have,” said Virdee Co-Founder Nadav Cornberg.
“Hotelierswho aren’t allowing their guests to check in on their preferred device
and bypass the front desk are now disappointing guests right at the onset of
their experience with your property.”

THE BOTTOM LINE

Cornberg said that contactless check-in tools, such as via a
mobile app or a lobby kiosk, provide an opportunity to trim
labor costs by allowing operating staff to work more efficiently.
It can give team members the ability to multitask and provide
avalue-added guest experience because staff is freed up from
completing the mundane tasks that are easily automated.
“Tools that can help automate tasks at the property level
will save labor hours and, therefore, reduce expenses. At the
front desk, instead of staffing two agents, you could now
schedule one, and that employee should no longer be stuck
behind a desk punching a keyboard. And some properties will
consider removing the front desk completely,” Cornberg said.
In a similar vein, Jill Dean Rigsbee, CEO and founder of
iDeal Hospitality Partners, said that self-checkout kiosks for
retail outlets, such as a grab-and-go center, that tie into the
property management system can keep labor resources at
the front desk. Meanwhile, guests
are happy they don’t have to wait
in line for a bottle of water or
snack, and itcan lead to more
sales because it eliminates
a purchasing barrier for
guests.

66

The COVID
pandemic
shifted
contactless
check-in
experiences from
a nice-to-have to a
must-have.”
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MOBILE TOOLS Mobile i
THAT ELEVATE THE redefining the way
GUEST EXPERIENCE we travel, and,

once again, the
Theindustry has long talked about providing a great guest experi- Iodg| ng md Ustry iS
ence while on property, but experts say the discussion needs to »
shift to the digital guest experience. After all, the pandemic has SIOW to ada pt
caused the majority of consumers to think “digital first.” That
means digital tools - such as mobile apps, two-way messaging
tools, mobile payment options like digital wallets, mobile-friendly

websites, virtual assistants, and more - can help amplify and

\ 4
personalize a digital guest experience. T H E B OTTO M LI N E

“Improving your digital interactions with your guests along their

journey is critical to future-proofing your business,” Cornberg said. Being slow to adopt mobile technology could mean
He points to other areas of the travel industry as leaders, such as hoteliers are leaving money on the table.
airlines that implement digital tools like kiosks, digital boarding “We are just at the tip of the iceberg of ways we

passes, and new innovations like CLEAR, which uses
biometric scanning technology to let travelers
skip through airport security and identifica-
tion procedures for a streamlined experience.
Cornberg also cited Uber as an example for
its ease of use and how it revolutionized
how many people use transportation.

“Then, once the traveler walks into
the hotel lobby, they put away their
phone and stand in line behind a
desk,” Cornberg added. “Mobile

can improve guests’ digital
experience while also driv-
ing revenue,” Cornberg
said. “Unbundling’ has a
negative connotation,
but there are many
instances where
guests would
gladly pay to
personalize
their expe-

is redefining the way we travel, rience
and, once again, the lodging at your
industry is slow to adapt.” property,
whether that’s

by choosing

their room, add-
ing F&B options,
extending their stay,
adding reservations or
tickets to local attrac-
tions, etc.”

By leveraging mobile tools that create a seam-
less digital guest experience that takes the friction
out of the equation, hoteliers can create upsell and
ancillary-spend opportunities.
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CENTRALIZED
COMMAND
CENTER
POWERED

BY Al

AA

In the end, it’s not
necessarily that

one piece of tech is
more important than
the other; it’s that
hoteliers can now use
technology in a more
integrated, holistic

It’s no secret that tech for the hotelindustry is highly fragmented, and data
silos can lead to blind spots that bottleneck the best decision-making.
Simply put, connectivity is key to success. Experts point to solutions that
help hoteliers connect all their systems and data, from integration of the
central reservation system to a guest-management system, revenue-
management system and more.

“We envision a less fragmented tech stack where hoteliers have one
placeto go - a centralized command center - where they can track traveler
behavior and truly present the right individual offer to each guest,” Jimenez
said. “A key prerequisite is the interoperability between systems. Just as
the organizational structure within hotel teams has become less siloed,
applications are now more connected, and the automation of workflows
and processes that involve data from multiple systems is now a reality.”

But, as the labor shortage continues to be a top challenge for hotels,
artificialintelligence (Al) becomes allthe more important. Al can help take
much of the human element out of the equation, meaning more operations
can be centralized, Jimenez added.

¥ THE BOTTOM LINE

Hoteliers have so much data at their fingertips, but it doesn’t drive
revenue unless they can extract the key insights that lead to better
business decisions.

“As recovery starts to take shape, hoteliers are relying on data

more than ever to understand new traveler behavior patterns and
present their properties to new sets of customers. As historical
data is less relevant and new sources of data are available for their
forecasting, tools that help operators forecast demand and market
to the right segments of guests using the most profitable channels
will continue to be invaluable,” Jimenez said.

And, when tech tools are powered by Al, automation becomes a
competitive advantage. “Leaders can now oversee more properties
and shift their focus to broader, holistic profit strategies, and return
to the job of hospitality and creating memorable experiences for
their guests,” Jimenez says.

“In the end, it’s not necessarily that one piece of tech is more
important than the other;it’s that hoteliers can now use technology
in a more integrated, holistic way to respond to a rapidly evolving
environment,” he added.

Rigsbee agrees. “Make sure you’re working with a company that
truly understands how the hotel business operates and offers an RO,
and/or solves problems specific to hotels,” she said. “Understand
what your guests’ needs truly are in today’s environment.” |

way to respond to
a rapidly evolving
environment.”

24 | FEBRUARY 2022 | TODAYSHOTELIER.COM

MY LIFE GRAPHIC/SHUTTERSTOCK.COM


http://TODAYSHOTELIER.COM
http://SHUTTERSTOCK.COM

Addressing 8

Labor
Shortage

I ‘h‘mm’"“?ﬁ’mi i
= W

—pPran
I 1?&:&:;&*‘!’

-

today’s d 1 \ , ™ A
Hotelier &=

magazine won a 2021 g Ay T
PLATINUM MarCom m
v
S

g
hard work,and - '
/ of industry -

todav’s T "
otelier o

Today’s Hotelier is AAHOA’s flagship publication. Published monthly,
Today’s Hotelier offers in-depth coverage and insights on the hotel
industry and related topics.

LEARN MORE AND SUBSCRIBE FOR FREE AT | todayshotelier.com



http://todayshotelier.com
http://TODAYSHOTELIER.COM
http://TODAYSHOTELIER.COM
http://TODAYSHOTELIER.COM
http://todayshotelier.com

ALONES/SHUTTERSTOCK.COM

FEATURE = -

26 | FEBRUARY 2022 | TODAYSHOTELIER.COM



http://TODAYSHOTELIER.COM
http://SHUTTERSTOCK.COM

Ll ; ' ! L]
: @ 6-MINUTE READING TIME

' Th ree tech Savvy NHQSPITALI_FY,A;IN_()THER

‘industries, little operates the

| Ways to bOOSt B '. same,way it did 10 years ago, .,

or even'two years ago. Plenty of

.‘. iy i) revenue : et TR peoplebemoanthelossofper—

. sonal connection as téchnol-
: T i e ogytakesovermoreofourdallyllves

E _byMELANIECALCAGNO : T -.Itcanseem_ llkeeveryonellsdlstr_acted" 2

: T ~ . withmuch of theirattention locked of

: ; : their own devnces How, do you reach

e S T iy customers through this distraction?”
: - 'How do you build relationships that :
build your business? The secretisin =~ . - =
“finding ways, to use technology to ! ST L
. make, ratherth‘ari'fepldce,abers‘ona_l 2 T -__' R
: I'_'connectlon i : o :
i ‘But what if it was possible to lean Wk p i .
i mto*technologyto"improveyourcon- E e
"7+ nectjon with guests and prospects? -
_LSpoderalert It’ stotallyp055|ble The : :
.'.!I'.';._f'.thelS that are succeeding now and : e e
© setting themselves up for long-term " - e S e B S
2.4 i, =+ growth arethe oples harfiessingthe ., 4" . 7" - e T £
o« -benefits’ of today’ stechnology. .+*, * = -

; j Here are some tlpsyou cammple-

.2 ' ‘ment now to improye revenue- pro— : e 42 e O
j ducmg cb_nnectlonsforyour h‘cztél T D i L R e



http://TODAYSHOTELIER.COM

Creative
places and

ways to use
QR codes
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Name tags

Business cards

Welcome letters at check-in

Elevator signage

Guestrooms: Menus, cleanliness proto-
cols, special amenities, operating hours
Marketing collateral

MAKE YOUR ONLINE

PRESENCE FRIENDLIER

Being friendly and accommodating is key
to being hospitable. That means we need
toaccommodate the way people like to get
information and reach out to them there.

Most people begin their quest for a hotel
by doing aninternet search, so your hotel’s
website is often the first impression you
can make. Is it attention-grabbing and
regularly updated? Does it offer visitors the
opportunity to sign up for newsletters so
you can notify them of upcoming specials,
packages, and events? Is it well organized
and informative to allow potential clients
to research your property independently?

A“frequently asked questions” page on
your website is a friendly way to help visi-
tors get basic questions answered before
they contactyou directly. It’s a win for the
customer to avoid having to make a call,
potentially wait on hold, and then ask what
may seem like a “stupid question.” And it’s
a win for the hotel, especially one that is
short-staffed, to reserve valuable person-
to-person time for specific conversations
that close the deal.

Social media is a great way to increase
visibility, promote offerings, and improve
brand awareness. Customers that didn’t
consider your hotel before may do so
today based on hotel options, how hotels
are marketing themselves, reviews they
receive, and ways the hotel exceeds cus-
tomer expectations.

Creating an active social media presence
candraw potential customersin. Known as
social selling, 78% of business employing
this method - according to LinkedIn Sales
Solutions internal data - outsell business
that don’t use social media at all. Most cus-
tomers are already engaged in social buy-
ing. Is your property engaged with them?

“TALK” TO GUESTS MORE

WITH QR CODES

You see them at restaurants, in retail
stores, and on real estate signs. Now more
than ever, QR codes are an accessible way
to provide audiences with quick access to
valuable information. Through a simple
scan, you can share just about anything
with no contact.
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QR codes are easy to create, simple for
the guest to use, and versatile. You can
use them to link to your website, provide
service details, or engage with your guests.
They can turn a brief touch into an ongoing
conversation, helping to build the guest
experiences that resultin repeat business
and referrals.

QR codes help keep signs short, sweet,
and easy to read. Why? Because you’re not
trying to say everything up front. You can
get the main point across quickly and then
invite the customer to engage further by
offering more detail at their fingertips.

There are plenty of free websites you
can use to create a QR code to implement
at your hotel, and be sure to check out
thetipsin the sidebars for more guidance.

THINK OUTSIDE THE
BOX FOR SALES CALLS
With so many ways to communicate with
prospective clients these days, generic
marketing materials no longer cut through
the noise. People tend to skim over mass
emails and click “delete” without reading
or even opening them. How can you over-
come that tendency?

It used to be easy to walk into an office
bringing cookies, visit briefly with a poten-
tial client, and give them an idea of your

property’s amenities and offerings.
These traditional sales tactics are
largely ineffective in today’s environ-
ment, especially during a pandemic.
Even in offices that have reopened,
many of today’s decision-makers
have grown to prefer mainly digital
communication.

Instead of a drop-in visit, you might
reach a prospect with an email that
includes a personalized video message
you record. You might send a $5 coffee
gift card and ask to schedule a virtual
face-to-face meeting to visit with the
client over coffee about your hotel. You
might follow up a virtual meeting with a
delivery of treats and a thank-you card.

Although you may not shake hands
with anyone, you can still make good
impressions by adding a personaltouch
to emails, digital advertising, phone
calls, virtual meetings, and interacting
with prospects via social media.

ADDITIONAL RESOURCES WITH
REMOTE SALES SERVICE

In addition to the examples cited above,
back-end technology also provides
powerful benefits for boosting sales.
Technology now powers lead genera-
tion, effective sales-channel manage-
ment, and methods of communication
with potential and current clients.

Pro tips to make QR codes
even more effective

L]l
n

« Location, location, location. QR codes should
be easily accessible to be safely scanned. Do not
place them too high, too low, or in a high-paced-
traffic area.

+ Check Wi-Fi accessibility. Wherever you opt
to place your QR code, ensureit can be accessed

" easily by all.
« Provide usefulinformation. The contentyou
want to share needs to be valuable and relevant

for your guests.
» Size matters. QR codes should be bigand clear
y, \ enough that even a lower quality phone can scan them
easily.

Not every hotelier has the time or
resources to leverage technology effec-
tively. Remote hotel sales service can
give you access to the latest technology
and the know-how to use it without hav-
ing to invest in infrastructure, constant
technology updates, and training.

In late 2021, Travel + Leisure reported
that travel would be even busier in 2022
than pre-pandemic and is projected to
generate almost $2 trillion in the U.S. To
capitalize on these opportunities, hotel
sales efforts must be proactive, even as
the ways we communicate and interact
continue to change. Hotels using an
effective combination of data analysis,
software, and digital platforms are gain-
ing an advantage.

Whether you own a small hotel in a
quiet town or properties in several cit-
ies, all hotel owners have one thing in
common: You need sales for your hotel to
thrive. Intimes like these, your sales and
marketing efforts are the key to generat-
ing demand. |

Melanie Calcagno’s real-life,
in-the-trenches business
experience includes more
than 15 years in the hotel
and lodging industry. As VP
of Sales for Jacarusco
Enterprises, an AAHOA Silver Industry
Partner, she rocks her sales and
management skills to deliver incredible
results for clients, all while championing
Jacaruso’s culture of innovation and
diversity. Her passion for professional
development in others is rivaled only by her
passion for Texas barbecue.
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TECHNOLOGY

The
isa

Using technology
to combat the
hospitality industry
staff shortage

by AMY JEFFS

S COVID-19 RESTRICTIONS CONTINUETO
lift, the hospitality industry is only going
to get busier, putting pressure on an
already-struggling workforce. According
to Joblists’ Q3 2021 United States
Market Report, “Job satisfaction in
the hospitality industry has declined substantially due
to the COVID-19 pandemic. One-third of current hos-
pitality workers report being “dissatisfied” or “very
dissatisfied” with their jobs, compared to 15% prior
to the pandemic. In addition, 58% of hospitality
workers planned on leaving their jobs by the end
of the year, which left hotels in a dire situation. To
combat these ongoing challenges, the hospital-
ity industry should implement solutions that
directly address the needs and concerns of their
employees. Here are three quick technological
solutions beingimplemented by savvy hoteliers
to simultaneously improve guest satisfaction
and their own bottom lines.

TONY BOWLER/SHUTTERSTOCK.COM
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AUTOMATION

With COVID-19, staff and guests both have
concerns about increased exposure, espe-
cially with new variants such as Omicron
continuing to spread. To address these
worries, hotels can implement self-service
technology that helps to limit direct con-
tact. A great solution is a check-in kiosk,
where guests can check themselves into
the hotel, answer health surveys or COVID-
19-related questions, and continue to their
room without the need to interact with
another party. Not only is this beneficial
for limiting direct contact, butit also helps
free up staff members’ time to work on
other important tasks.

IN-ROOM PORTALS

A similar self-service solution that can
improve staff’s work environment as
well as guests’stays is an in-room portal.
With aniin-room portal, guests are able to
access a variety of services, such as food
service, amenity requests, concierge ser-
vices, housekeeping, and more. When a
requestis made, staff members automati-
cally receive an alert to a mobile or desktop
device containing detailed information,
allowing them to complete the task quickly
and efficiently. This cuts down on the time
that guests spend trying to obtain infor-
mation and services by calling or walking
down to the lobby or even interrupting an
employee whois already working another
task. By automating much of this interac-
tion, more time is made available for staff
members and guests to receive quicker
service.

An in-room portal also can be used by
gueststo check out of the hotel. At the end
of their stay, guests can select the check-
out option from theirin-room portal, leave
their keys in their room, and then be on
their way. This keeps guests from congre-
gating in the lobby, and it’s also great for
expediting housekeeping to get the room
ready for the next guest. Cleanliness has
always been one of the most important
priorities in the hospitality industry, but
this has become even more vital since the
start of the pandemic. To allow housekeep-
ing to have the most time to clean aroom,
they can receive an alert any time a guest
uses their in-room portal to check out.

3.5-MINUTE READING TIME

66
When the hospitality
industry implements
solutions that streamline
communication, improve
workflow, and enhance
guest satisfaction,

staff retention and job
satisfaction improve.”

This alert would contain the room number
and otherimportantinformation, allowing
housekeeping to prioritize which rooms
they attend to firstand improve their over-
all workflow.

ENVIRONMENTAL MONITORING
Implementing environmental monitor-
ing technologies is another great way to
improve staff workflow. For example, with
temperature and door sensors, a hotel can
monitor the status of their refrigerators
and freezers. If a door is left open for a
certain amount of time or if a tempera-
turerises above a specified degree, a staff
member can be automatically made aware
of the problem. This allows staff members
to be proactive rather than reactive, which
can keep minor problems from becom-
ing major emergencies. Not only can this
save time and money, but it keeps many
potential issues from escalating to where
it can disturb the convenience and comfort
of the guests.

When the hospitality industry imple-
ments solutions that streamline commu-
nication, improve workflow, and enhance
guest satisfaction, staff retention and job
satisfaction improve.

COVID-19 has accelerated many changes
in the industry, but a lot of these changes
should be welcomed, because not only will
they create a better experience for staff
members, they will bring hotels up to a
new technological standard that benefits
everyone. |

Amy Jeffs is Vice President of Status Solutions,
a risk-management and situational-awareness
technology company.
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FRANCHISING

AVEYOU EVER
received a
letter from
your franchi-
sor about a
potential new
franchisee in your area? Do
you wish your franchisor had
consulted you regarding a new
franchisee before they opened
anew property so close to your
location? When a potential new
hotel within a franchise system
could draw business away from
an existing franchise, often the
best way to ensure the playing
field remains level for everyone
is through the use of impact
studies. These can help all par-
ties determine whether both
businesses can thrive in the
market.

Using data and
research to
find the line
between healthy

competition
and market
oversaturation

by ERIN CONWAY JOHNSEN

BACK TO BASICS

For these purposes, the most
basic definition of “impact” is
business that one hotel loses
to another. When analyzing this
impact, one can break it down
into two types: base impact
(not brand-specific) and
incremental impact (brand-
specific). Incremental impact
is particularly important for a
franchisee concerned about a
new hotel operating under the
same flag.

An impact study is a review
conducted to determine
whether, and how much, a
new hotel in a given market
will affect the business of an
existing hotel in that market.
Franchisors or franchisees
request these studies when
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the proposed new hotel will
be operating under the same
brand and marks as the exist-
ing franchisee.

Generally, a third-party
independent consultant will
conduct theimpact study. The
consultant performs a number
of interviews, with the owners
and/or managers of the exist-
ing and proposed businesses
and potentially others such as
local market participants and
local government officials. A
consultant also will analyze
reservation and operating
statistics, as well as economic
and demographic informa-
tion. The consultant obtains
this information from sources
such asthe franchisor, franchi-
see, proposed new franchisee,

chamber of commerce, and
other government agencies.
Tobeasaccurateas possible,
a consultant should consider
how the brand’s reservation
systems and loyalty programs
operate, as well as the franchi-
sor’s national advertising pro-
grams. Given how these details
can differ greatly from system
to system, franchisees should
inquire as to the consultant’s
experience with and knowl-
edge of their particular brand.

WHAT’S A FRANCHISEE
TO DO?

A franchisee concerned about
apotential new hotel under the
same brand should pay close
attention to any communica-
tions from their franchisor
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about the new property
and respond to all requests
for information or input.
Most hotel franchisors
have specific policies and
procedures for evaluating
impact, so the franchisee
should check their franchi-
sor’s manuals or policies
and speak with their brand
contacts about their con-
cerns promptly.

The existing franchisee
should begin by conduct-
ing their own fact-gathering
campaign to be sure thereis
sufficient concern to war-
rant objecting to the new
property and to provide the
most helpful information to
a consultant. The franchi-
see take the following steps:

Gather information on
r.the relevant market

(e.g. sources of busi-
ness, seasonality, timing
of business).

Understand the proposed
2'.7 operations of the new

business compared to

their own (price points,
property type, target
demographics).

, Be able to explain why

B"r the new business could

affect their hotel, being
specific about same-
brand competition issues.
While it’s important to
move quickly to comply with
the franchisor’s impact pol-
icy, a concerned franchisee

should also take the time to
fully understand theissue and
be reasonably certain there
isanissue with the proposed
new property before diving
head first into an impact
study.

An impact study can pro-
vide helpful information for
both the franchisee and fran-
chisor regarding how a new
property in the same brand
may affect the business of an
existing franchisee. However,
to obtain the most useful
data, the franchisee should
be prepared in advance to
cooperate with the consul-
tant conducting the study.
Working with experienced
advisors familiar with the
industry will aid a franchisee

!rAC
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in navigating an impact study,
aswell asin using these stud-
ies to argue their position to
the franchisor. |

Erin Conway Johnsen is a partner
and shareholder with Garner,
Ginsburg & Johnsen, P.A., a

firm that specializes in issues
specifically related to franchising
and has recovered more cash for
franchisees - $240 million - than
any other law firm in the country.
She can be reached at ecjohnsen@
yourfranchiselawyer.com.
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How to maximize
the value you

get out of your
hospitality
technology in
2022 and beyond

by CARTER DAVIS

AHOA IS PROUD TO PARTNER

with some of our industry’s very

best, from the biggest players to

the small independent opera-

tors, and we are thankful for

the support we consistently

receive from them all. AAHOA and Today’s

Hotelier would not exist without the support

of AAHOA Members and Industry Partners alike,

so we always like to take time whenever we

can to give a bit of insight into how AAHOA and

its partners work hand in hand to improve the

industry for everyone. Arising tide lifts all boats,

and when theindustry prospers, AAHOA and its
members are better off.

What follows hereis a conversation with DISH
Senior Vice President of Sales Amir Ahmed, an
industry veteran who has held progressive sales
rolesin both DISH Business and sister company
Echostar since joining in 1993. He was instru-
mental in building DISH’s indirect sales chan-
nels, including its nationwide independent
retailer network, and his lengthy tenure with
the company is a steady presence in an often-
challenging industry.
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Tell us about your
relationship with AAHOA

DISH Business has been a longtime
partner of AAHOA, and the associa-
tion truly is the gold standard of hos-
pitality associations and a model for
facilitating important connections
between vendors and hoteliers.
Furthermore, we recognize and appre-

support our industry through some
of the toughest challenges we have
faced. It has been a focus of the DISH
Business team throughout the COVID
and COVID-recovery eras to lighten
the load placed on hoteliers,and we’re
proud to work with organizations like
AAHOA that are doing suchimportant
work.

Tell us a little bit
about your business.

DISH Business delivers premium hotel
entertainment experiences informed
by years of innovation in the indus-
try. Our future-forward technology is
designed to evolve with guest needs
while providing the best value to
hoteliers. In addition to our personal

ciate the efforts AAHOA has made to efforts, our business is a collabora-
tive one, and we would not be able to
offer the level of service we do with-
out the hard work of our excellent
integrator partners - including MVM,
PureHD, Enseo, World Cinema, and
so many more. The value and added
services our partners are able to add
are unmatched in the industry, and
we couldn’t be more proud of what
they each bring to the table.

Living in this era of
continued recovery
from COVID-19, what
are your expectations
related to amenities,
technology, and how
guest expectations are
evolving?

The COVID era has been a period of
high engagement with the in-room
entertainment experience as guests
spent more time than ever in their
rooms. We feel the lasting effects of
this phenomenon will be anincreased
level of guest focus and expectation
surrounding in-room entertainment.
It’s more important than ever to pro-
vide an in-room experience that will
leave guests with a lasting positive
impression.

VingCard Essence

With the new VingCard Essence, you get the most advanced technology in a
clean, minimalistic design that seamlessly blends with any hotel decor. And now

In your opinion, what
are the most significant
changes to in-room
technologies currently
taking place in
hospitality?
Guestswant to bring the combination
of linear TV and streaming they have

the industry’s most uniquely beautiful and functional locking system is even
smarter than ever. Available with wireless online capabilities,

VingCard Essence is now compatible with Mobile Access, allowing guests to
bypass the front desk, using their smartphone or watch as a secure digital key.

Learn more today at assaabloyglobalsolutions.com/essence
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consumers at home or in the hotel.
We know the entertainment experi-
ence is important and want to lead
the industry by delivering the best
experience possible.

Can you tell us about
some of your hospitality
solutions?

become accus-
tomed to in their
own homes on the road with
them. DISH Business is proud of its
future-forward products that allow
hotels to offer their guests the wide
range of entertainment options they
desire.

What is the future of
guest entertainment?

The future of guest entertainment is
not actually limited to in-room. We
see the future of hospitality enter-
tainment as being acomprehensive
entertainment experience acces-
sible on any device throughout the
property. From televisions to tab-
lets to mobile devices, guests want
access to entertainment through
all avenues at all times, and we are
working to provide them just that.

As an organization, how
are you best positioned
to help hoteliers meet
ever-evolving guest
expectations?

We are well positioned to help hote-
liers meet and exceed guest expec-
tations because we’re listening to
them. We’re listening to their needs,
evaluating market trends, and then
responding with innovative solu-
tions. Thisisin the DNA of DISH, and
we’re always seeking to identify and
address the everyday pain points for

DISH Business has an unmatched
portfolio of technology products
designed to meet the needs of hote-
liers today and in the future.

SMARTBOX2 is our game-chang-
ing headend solution that can put
up to 192 HD channelsin all of your
rooms, all while saving on energy
and requiring less space than a
standard microwave. Gone are the
days of technology closets jammed
full of server walls. SMARTBOX2 is
an affordable and versatile solu-
tion for hotels of all shapes and
sizes. We know not all hotels are
large enough to justify the develop-
ment and deployment of custom
solutions and that concern was
top of mind while we designed the
SMARTBOX2.

EVOLVE is our set-top box solution
that provides guests with an intuitive
user experience. Guests can easily
navigate the EVOLVE platform to
access television guides, casting,
and all of their favorite streaming
services and apps. EVOLVE, like
SMARTBOX2, was designed with the
intention of making a premium expe-
rience available to hotels of all sizes.

OnStream allows guests to watch
live TVanywhere on the property on
their personal devices. Guests can
enjoy the finest in entertainment
from the gym or the pool without
being limited to where hotels have
installed televisions.

Anything else you'd like
AAHOA Members to
know about?

We would like to reiterate that we
are listening. We want to engage
with AAHOA Members and under-
stand what they see as important
issues that need to be addressed.
We are excited to expand our
relationship with AAHOA in 2022
and are looking forward to seeing
everyone at the regional events
and AAHOACON22! |
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GUEST EXPERIENCES

~ How technological
innovations allow

hoteliers to
better connect:
with guests

by ROY FRIEDMAN

USINESSES SPENT MUCH
of the pandemic, especially
during the early weeks
and months, scrambling
to communicate with their
customers. With expansive
databases and expensive email programs
in place, email communication saw a resur-
gence. Yet, as the pandemic continued,
companies realized that successfully deliv-
ering an email to a customer’s inbox was
no guarantee it would be read.

For hoteliers, often needing to inform
guests of service changes as a result
of COVID-19, the ability to engage with
guests was essential. To better connect
with guests, hotels looked to other sec-
tors such as government, health care,
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and e-commerce. By
looking across dif-
ferent industries, it
became clear that the
key to engagement is to
be where your guests are,
making it easy for them to
see and engage with your
communications.

To reach people quickly, businesses
turned to text messages. During the
pandemic, text messages sent by busi-
nesses surged 400%. In today’s mobile-
first world, smart messaging delivered
to pocket-held devices is 35 times more
likely to be opened compared to emails.
Simply put, people want short, easily
digestible communication.

Short messages also are more likely to
spur recipients into action, as the aver-
age response time for instant cell phone
messages is 90 seconds vs. 90 minutes
for emails. For service industries such as
hospitality, this delay can be the differ-
ence between a happy or a disgruntled
customer.
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In today’s mobile-
first world, smart
messaging
delivered to pocket-
held devices is 35
times more likely

to be opened
compared to
emails.”

THE TIES THAT BIND

Smartphones have become indispensable
tools for nearly everyone across society.
These tools double as offices and provide
a vital connection to faraway family and
friends. For hotel guests, cell phones are
used throughout the guest journey from
researching and booking travel to shar-
ing experiences through social media and
review sites.

The way guests use their cell phones,
however, is unique to them. Some prefer
making calls, some prefer promotional
communications via email, and others
prefer the more-immediate engage-
ment of instant messaging. With the

ever-increasing number of messaging
channels, consumers have their own
preferences on how they engage. Some
are instant messaging devotees, pep-
pering their messages with emojis, while
others prefer to engage with a business’s
Instagram page with queries about the
best local restaurants.

According to research and anecdotal
observations, a majority of us use our
phones most for checking, sending, and
answering text messages throughout our
day. This represents an opportunity for
hoteliers to bridge any disconnect with
guests, as technology can help hotels
automate messages and scale communi-
cation across a number of existing plat-
forms and even translate messages into
other languages.

USE YOUR WORDS
Communicating with your guests on their
preferred channelis the best way to con-
nect with them. Communicating with
them in their native language is even
more efficient. But with hoteliers already
short-staffed and under-resourced, how
can your team communicate across hun-
dreds of channels and languages? That’s
where technology comes in, with smart
messaging systems able to consolidate
communication channels into one plat-
form and translate language in real time.
This makes connecting with guests easier
and more effective for hoteliers.
Technology can go even further and
analyze guest sentiment, incorporating
changes to automated messages you may
have set up to empathize with the guest’s
emotional state.

Smart messaging not only helps build
meaningful relationships with guests,
butit can save your staff time and shape
intelligent guest profiles. Technology has
already driven refinementin operations
and improving the customer experience.
Recentinnovations can deliver personal-
ized services and interactions at scale,
meeting specific needs of each individual
guest.

The first text message was sent in
1992. It’s taken many businesses 30
years to find value in this low-touch
channel. Post-pandemic, consumers
expect more from the brands they inter-
act with. Guests traveling in 2022 will
demand more information, better digi-
tal services, and a two-way communica-
tion channel. Smart messaging presents
hoteliers with an easy-to-use, low-cost,
and high-return option to meet these
demands. |

Roy Friedman is an

entrepreneur at heart. He is

the founder and CEO of

EasyWay, the leading

Customer Experience (CX)

platform in the hospitality
sector. Roy founded EasyWay in 2017 while he
was still studying engineering at Tel Aviv
University, investing his life savings to start the
company. Roy is a specialist in contactless
communications and smart-messaging
systems, providing the industry with insights
on how to maximize digital engagement with
guests to improve the direct relationship and
guest services. Before EasyWay, Roy served as
a commander in the IDF Special Forces and
traveled the world for a year.
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HE COMMERCIAL REAL
estate industry contin-
ues to recalibrate toward
a more normal environ-
ment but must still navi-

How is the comme
rea l eState | n d U Stry U Sl n g the pandemic.g::eatrzesfll:bp?:cdtifcliz\r’\ve(r)sf
teC h n O logy a n d h OW |S |t are approachinginvestment choices with

L. a renewed focus on efficiency, better

b e n eﬂ tl n g b O rrO\Ne rS7 decision-making, controlling operating
o * margins, and realistic financial outcome,

.byRUSHI SH-AH ?ﬂ, and they’re looking to technology to lead

{" -ﬁt * ht""h -h the way. We’ve already seen advanced
L]

g;hgltal

technology become mainstream in the
form of the electric vehicle, blockchain,
! . digital tokens, and cryptocurrency, and
Al o H now there is an influx of capital investing
. in commercial real estate-related sec-
tors that historically have been slow to

innovate.
33 e engy g | T L ] " ™%k . THE POWER OF DATA

b :1," bt | b (ERS | BEanied 3. One of the main reasons commercial real
-} .E. 2"s ¥ Ry & \ estate has lagged behind other indus-
', tries in pursuing technology is because
"-.‘ ‘:' the risk-reward of every real estate deal
E?' is unique. The high cost and amount of

E 2 W resources needed to develop technology
e that could overcome this lack of standard-

ization have been an obstacle. In recent
years, however, we’ve seen the advent of
e q 0
artificial intelligence and machine learn-
ing. These developments have opened the
floodgates forinnovation in the commer-
_“ cialreal estate space. By leveraging these
: new technologies, companies are able to

~ merge structuredand unstructured data
to mak ter credit and investment
degisions. As information flows in and

out, the subsequent decisions train the
models, improving their intelligence and
pnredictability. Overtime, the endresultis
apowerful mechanism that willempower
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the next generation of commercial real
estate entrepreneurs, developers, inves-
tors, capital providers, and capital seekers
with smarter decision-making.

A laundry list of data points is used
to feed the models and is tracked at the
national, state, city, ZIP code, neighbor-
hood, block, street, and even a particu-
lar door of an office building level. These
inputsinclude behaviors such as spending
and traffic patterns, key fob door entries,
credit-card spending data trends, Uber
and ride-sharing service data, public
transportation usage, airportarrivals and
departures, and national and state park
visitors. Also going into the mix are demo-
graphics data such as number of job post-
ings in the area, high school and college
graduation rates, and crime and police
activity rates for a particular block. In
the past, harvesting granular data inputs
was too labor intensive and cost prohibi-
tive. With the entrance of application pro-
gramming interface (API), an intermediary
technology that allows two applications
to talk to each other, combined with the
increasing availability of data through
both private and public sources, itis now
easier to aggregate information and layer
it with machine learning. The end result
is a new ability to create sophisticated
rating algorithms and signals that can
accurately predict whether an asset is
worth the investment or not.

Technology’s muscle also can be used to
highlight an arbitrage between an invest-
ment’s bid and ask prices to ensure inves-
tors don’t overpay. This is accomplished
by aggregating the pricing and cap rate
data for all transactions and filtering by
asset class, geography, property qual-
ity, and a host of other attributes. Armed
with this powerfulinsight, brokers, service

AA

By leveraging
these new
technologies,
companies are
able to merge
structured and
unstructured
data to make
better credit
and investment
decisions.”

providers, developers, and owners can
make sounder investment decisions.

Capital markets also are getting smarter
and incorporating technology and data
into their daily decision-making. Now,
most investment banks, prominent rating
agencies, and debt funds strengthen their
risk and pricing models with actual closed
and securitized loan data. As the histori-
cal data grows and these pricing models
are refined and trained, we can expect a
profound change in the commercial real
estate industry. Each time a model spits
out credit and pricing decisions, practi-
tioners executing on those strategies will
pour the learnings back into the model,
making it smarter. With Al, the models also
cantrackthe loans’ performance. If thereis
anegative result or loan default, the infor-
mation immediately improves the model,
ensuring the same mistake isn’t made on
the next deal.

What we’ve discussed is a rudimentary
example of how artificial intelligence
works for credit decision-making within
the commercial real estate industry. Five
years ago, all of this wouldn’t have been
possible without a supercomputer. Now,
with the popularity and openness of
Amazon’s AWS and Microsoft’s Azure plat-
form, as well as improvements in Python

@ 4.5-MINUTE READING TIME

and other computer languages, these tools
are readily available through Al and ML
libraries from Silicon Valley juggernauts.

MORE THAN SCIENCE

Yes, technology will make the commer-
cial real estate industry more efficient, but
it’s most powerful when overlayed with
human creativity and personal relation-
ships. There is still an art and science to
succeeding in commercial real estate. At
the end of the day, deals are unique and
there are still exceptions to every rule. An
experienced investment banking interme-
diary with strong relationships will be able
to view the data and effectively tell a story
for the bespoke nature of each particu-
lar deal through both a quantitative and
qualitative lens. This skill, combined with
a personal track record and relationship
with each particular capital source, gives
the intermediary with access to data and
technology an advantage over just a robot
or technology alone when demonstrating
the viability of a deal. |

Rushi Shah is Principal and
CEO of the commercial

mortgage and real estate

’ investment banking firm and

AAHOA Allied Member Mag

& ifn’.J Mile Capital. As a leader in
hospitality financing, Shah specializes in
structuring and placing high leverage,
nonrecourse 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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OPERATIONS

New technologies to increase
energy efficiency in hotels

by CASEY SKY NOON

OING GREEN

00D FORTHE PLANET, REDUCING ENERGY CONSUMPTION DECREASES DEPLETION OF OUR NATURAL RESOURCES
and the impact of greenhouse gas emissions. It’s also (really) good for your hotel’s bottom line.

Concerned consumers increasingly expect “green” options, and hotels must become champions for climate miti-
gation to stay competitive in the market. The value of building efficiency goes beyond marketing as climbing energy

costs cut into profitability. Energy represents the single fastest-growing operating cost in the lodging industry and
EnergyStar estimates that the average hotel spends $2,196 per room on energy each year. Luckily, technological

advances in lighting, heating, cooling, and building controls are simultaneously improving visitor satisfaction and comfort as well
as energy efficiency. Here are just four options, but there are scores of other choices out there for the conscientious, cost-conscious,

and everyone in between.

PAN JJ/SHUTTERSTOCK.COM

LED LIGHTING AND CONTROLS

The low-hanging fruit of going green, retail-
ers can switch to LEDs and get the same
amount of light for less electricity/money.
In fact, according to the U.S. Department
of Energy, LEDs use up to 90% less energy
than incandescent bulbs! These high-
efficiency lights also last up to 25 times
longer than traditional bulbs, which means
lower maintenance costs. Manufacturers
have recently developed a broad range
of LED products available for indoor and
outdoor use, and many options include
built-in controls, such as timers, dimmers,
and occupancy/motion sensors. More
affordable than ever, these can be usedin
guestrooms, bathrooms, meeting spaces,
hallways, elevators, lobbies, restaurants,
and everywhere in between.
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HEATING UPGRADES

Traditional furnaces and boilers send a
portion of the air they heat up the flue,
wasting the energy that was used to
heat that air. Today’s equipment utilizes
a sealed combustion system so the fur-
nace or boiler will bring outside air directly
into the burner and release exhaust gases
(combustion products) directly to the out-
side without the need for a draft hood or
damper. In other words, these sealed-
combustion units eliminate that waste.
Combined with otherimprovements, new
furnaces/boilers have an annual fuel utili-
zation efficiency (AFUE) of between 90%
and 98.5%, which means the vast major-
ity of the energy in the fuel becomes heat
for the building. Only about 10% escapes
up the flue or elsewhere. In comparison,
older heating systems have an AFUE of just
56% to 70%. With that much improvement,
upgrading to a high-efficiency boiler can
potentially cut a hotel’s fuel bills in half!

AIR CONDITIONING UPGRADES

Innovations in air-conditioning technol-
ogy are making cooling units substantially
more energy efficient. Developments in
heat exchangers with fewer joints, vari-
able stage fans, multi-stage and variable
compressors, better refrigerant blends
that absorb and release heat better (and
also are more environmentally conscious),
geothermal systems, ductless options, and
economizers all reduce energy consump-
tion while improving guest comforits
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BUILDING AUTOMATION SYSTEMS
(BAS)

Building automation systems are smarter than
ever, and hotel owners/property managers
can significantly reduce their energy bills by
installing and properly maintaining one. ABAS
manages the heating, ventilation, air condition-
ing, lighting, security, and fire safety systems
through one “brain” to optimize the overall
performance of the building. Controllers take
the data from sensors installed throughout the
hotel (in air ducts, water valves, guestrooms,
stairwells, etc.), decide how the building should
respond, and send commands to the appropri-
ate systems. These controls are designed to
minimize energy waste and maximize opera-
tional performance by making subtle, yet cost-
effective, adjustments based on data over time.

“We have madeit our gold standard to incor-
porate BAS systems with all of our designs, no
matter what type of building the project may
be. Due to the impactful amount of energy
saved vs. using conventional equipment con-
trols, these systems have wonderfully short
ROIs,” said Joseph Sigg, LEED AP, Refrigeration
Engineering Department head at CoolSys
Energy Design. “We have seen buildings save
thousands of dollars every year by utilizing a
BAS.”

Overall, scientific breakthroughs and techno-
logical advancesin HVAC, lighting, and building
automation are significantly and continuously
improving the energy efficiency of properties
around the world. The first step toward taking
advantage of the latest and greatest systems
available is to have a comprehensive energy
audit performed by a qualified professional.
Whether you own or run a small independent
boutique hotel or world-class chain resort, now
is the time to optimize your facility. Go green
and save green this year. |

W Casey Sky Noon is a Business

Development Coordinator at
CoolSys Energy Design, a full-
service mechanical, electrical,
plumbing, refrigeration, and fire-
protection engineering firm.
Championing climate mitigation and adaptation
plans, she is especially interested in helping
buildings become as energy efficient and
environmentally conscious as possible while
reducing operating costs and maximizing comfort.
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Female Director Eastern Division Lina Patel and
North Central Regional Director Bhavesh N. Patel
celebrated Diwali with Ohio Sen. Niraj Antani.

AAHOA Chair Vinay Patel had the honor of introducing Virginia Governor-elect Glenn Youngkin at the 2021 VA1 Tourism Summit, held at The National

Patel (from left), Chair Vinay
Patel, and then-President &
CEO Ken Greene represented
AAHOA at the 43rd annual
NYU International Hospitality
Industry Investment
Conference.

Conference Center in Leesburg. Youngkin championed Virginia’s strength as a tourist destination and highlighted ways tourism can contribute to Virginia’s

economic growth as the state emerges from the COVID-19 pandemic.

=

AAHOA Lifetime Members (from left) Devesh Patel, former Radisson Hotel
Group Americas CEO Jim Alderman, Dr. Kiran Patel, AAHOA Treasurer
Bharat Patel, Jiten Patel, and Shailesh Patel enjoyed a great day in the
Florida sunshine at the Radisson Hotel Group Americas golf tournament.
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Then-AAHOA President & CEO Ken Greene and Kati Siconolfi, AAHOA
Director, State & Local Government Affairs, greeted Virginia Lt. Governor-
Elect Winsome Sears at the ALEC States and Nation Policy Summit.
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Regional Director Rahul Patel
(bottom row, fifth from left)

and a bevy of Women Hoteliers
welcomed Chair Vinay Patel, Vice
Chairman Nishant (Neal) Patel,
and Treasurer Bharat Patel to the
Florida Regional Conference &
Trade Show.

; ]
Several fellow Regional Directors and other AAHOA Me_mbers (above, ;ight), as well as the AAHOA Officers (above, left), came out in
support of Regional Director Naresh (ND) Bhakta during the Greater Los Angeles Area 2021 Regional Conference & Trade Show.

Congressman Marc Veasey (D-TX) was AAHOA Young Professional’s Generation NOW Leadership panel at HX: The Hotel Experience Powered by

one of several lawmakers AAHOA Chair AAHOA featured some of the brightest young leaders in lodging for an engaging discussion on the benefits
Vinay Patel met with while on Capitol of fresh perspectives, while facing the challenges and opportunities of today’s business environment. The

Hill to discuss key issues facing the hotel panelincluded (from left) CHLA Chairman Bijal Patel, Kendra Plummer, AAHOA Secretary Miraj S. Patel, and
industry. Aaron Anderson.
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AAHOA CLUB BLUE, PLATINUM & SILVER INDUSTRY PARTNERS

The following companies provide generous ongoing support to AAHOA and its members. A heartfelt and sincere
thank you is extended to every one of our Industry Partners for their contributions to AAHOA and the industry at
large. When searching for a provider, consider doing business with the Industry Partners.

AAHQOA CLUB BLUE MEMBERS

CLUB BLUE

£

Always Designing
for People”
ADP, Inc.
Thomas Bell: (973) 510-0196

ECOLAB

Everywhere It Matters.

Ecolab, Inc.

Home Box Office
Michelle Mahoney: (347) 610-108

Michael Pfister: (317) 250-5189

AUTOCLERK’
#It's how you manage:”
AutoClerk, Inc.
Mohammed Hansia:
(925) 284-1005

Gauthier Murphy & Houghtaling

LOWES
PROS

Lowe’s ProServices
Earl Madison : (404) 640-8657

John W. Houghtaling, II: (504) 456-8600

5A?EHDRA.

Avendra
Mara Radis: (301) 825-0311

Kcareers

Hcareers
Shawn Grenier: (360) 312-7402

CHASE O

Chase
Faheem Khan: (800) 727-1872

WORLDL LA

WorldClaim
Russell Heath: (518) 456-8523

LEYTON

Leyton
Vivek Arora: (781) 985-2784

e

Zonetad
Zonetail
Mark Holmes:
(416) 583-3773 x228

AAHOQOA PLATINUM MEMBERS

[PLATINUM
ey o
e e AT : RADISSON
ﬁ_ﬁﬁ_ T STAY ca Hilton
Amana PTAC Extended Stay America Hilton Radisson Hotel Group

Byron Cortez: (800) 647-2982

Linda Trexler: (980) 345-1600

B | Be

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

gy

i

Champion PTAC, LLC
Chris Gorman: (754) 224-9498

{2 CHOICE

Choice Hotels International
Tim Shuy: (301) 592-5000

.coNsoUDArED

Consolidated
Hospitality Supplies
Angela De Los Santos:

(224) 786-1294

S = )

Curve Hospitality
Sargent Khan: (713) 819-7296

@EMDS

Focus Brands
Rani Bhatt: (404) 978-4829

Bill Fortier: (703) 883-1000

Phil Hugh: (800) 336-3301

& fortispay

FortisPay
Nirav Shah: (855) 465-9999

IDEAS

A sas COMPANY

IDeaS
Emily Walsh: (952) 698 4317

ReuRoof

Red Roof Inn
Matt Hostetler: (713) 576-7426

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

IHG

HOTELS & RESORTS
IHG Hotels & Resorts
Karen Rogow: (770) 604-5379

) SONESTA +

Sonesta & RLH Corporation
Jordan Langlois: (509) 777-6330

GE Appliances
Amy Kaiser: (502) 452-3073

MNarrioft

INTEARKATIONAL
Marriott International
Christie Patterson:
(301) 380-3200

ofs totem

Totem Solutions
Geoff Rowson: (770) 876-9239

©

guestsupply

» S
Guest Supply -
A Sysco Company
Justin Haggart: (732) 868-2331

Merchaneer
Bob Ekman: (630) 240-4747

™w
i)
TV Asia

Pradeep Hegde:
(732) 650-1100 x26
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onity

Onity, Inc.
Mark Lewitt: (800) 248-6189

WYNDHAM

HEITELY & NEROETE

Wyndham Hotels & Resorts
Kevin Brickner: (973) 753-7158

OoYO

OYO Rooms & Technology, LLC
Stephen Jarrett: (423) 426-3148
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AAHOQOA SILVER MEMBERS

AccuLock, Inc.

Acculock, Inc.
Dan Brown: (866) 222-8562

DIRECTV
HOSPITALITY
DIRECTV, Inc.

Jeff Fox: (310) 560-0323

alvi
Alvi Satellites
Prashant Ajmera:
(678) 466-7868

d:sh

business

DISH Business
Tyler Floyd: (303) 723-1854

=HOTEL
EFFECTIVENESS
Hotel Effectiveness
Del Ross: (470) 424-0146

AMERICAN]
EXPRESS

American Express
Merchant Services:
(800) 528-5200

docyTt

DocytInc.
Sid Saxena: (844) 663-6298

)
i

Ashleigh Baker:
(800) 750-1174

Imy

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

2\
AmgriT’uf},h @ LG

AmeriTech Distribution
Himesh Jeram:
(877) 777-9769

EIS.

Elkay Interior Systems
(EIS)
Greg Gliniewicz:
(630) 346-7549

HYALT
Hyatt Hotels Corporation
Jim Tierney: (617) 803-4489

®
% myDigitalOffice
myDigitalOffice
Matt Curry: (270) 993-1197

]

INFINITIHR
Daniel Mormino:
(623) 455-6234

Pl e b ik

National Hot Water
Randy Meyer:
(888) 444-4435

M.

suf o
ARELD

Apollo Designs
S. K. Patel: (336) 880-7549

£ FERGUSON
Ferguson
Brian Winterble:
(954) 597-3163

-
JACARUSO
Jacaruso Enterprises

Melanie Calcagno:
(210) 415-0522

national

National Solutions
Keith Hudgins:
(800) 222-1028

GQMSW

Atlas Concorde
Michael Sautner:
(615) 661-7200

B B fepitatiny
Bath Knot Hospitality
Gavin Hsu: (347) 337-0691

FLOOR
DECOR l;g
COMMERCIAL
Floor & Decor Commercial
Delana Delgado:

(877) 659-2478

LOM =
Lodging Concepts
Manufacturing
Neil Shah: (917) 365-2003

iyl

l:lgxtGen

NextGen Hospitality
Consultants
Sean Patel: (210) 478-2734

@ benectoc:
BeneChoice

Petrina Skiles:
(717) 490-6313

FOLIOT

FURRITURE
Foliot Furniture
Mahesh Parekh:
(702) 278-7380

M3

M3
Haley Wolf: (770) 531-3746

% MNEWGEN
NewGen Advisory

Dinesh Rama:
(602) 648-2700

[ T i ]
O e

Brand Standard
Furnishings
Ansley Sanderson:
(404) 697-8578

PFRIEDRICH
Friedrich Air
Conditioning Company
Dave McDonald:
(210) 546-0500

&
Ll ]

Macrotech

Macrotech
Dipak Patel: (650) 376-2163

O'CAINNOR

0’Connor & Associates
Andrew Choy:
(713) 375-4224

Iz CANARY

TECHNOLOGIES

Canary Technologies
Bryan Michalis:
(877) 739-1545

gftgo
gitgogroup.com
GitGo
Amy Infante: (312) 636-7384

Marcus & Millichap
Brian Hosey: (202) 536-3750

P&G professional

P&G Professional
Rohan Varty: (609) 933-2925

n GRABSTI VICENTIA

Graniti Vicentia Group
Megha Raja: (713) 869-0800

MARGARITAVILLE
Matels £ Revants
Margaritaville Hotels &
Resorts
Rick Cunningham:
(407) 930-7228

PMC Commercial Trust
Kristi Lewis-Hodge:
(972) 349-3200

M\ Cloudbeds

Cloudbeds
Gina Mckee: (316) 619-2644

Four ink and bc.nrr specialits
Coast to Coast Computer
Products, Inc.

Kyle Kurtz: (800) 231-4553

groups:¢o

Groups360
Tim Floors: (615) 972-5519

22 MassMutual

Mass Mutual
Ana Lucia Divins:
(800) 835-8612

PHILIPS

PPDS
Scott Adams: (678) 908-9294

®
COBBLESTONE
HOTELS

Cobblestone Hotels, LLC
Brian Wogernese:
(920) 230-2622

« SUPPLY

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

Matrix Hospitality
Furniture, Inc.
Dilpreet Deol:
(647) 847-1299

p PremSupply

Prem Sales
Deepak Panchmia:
(806) 745-6651

hihotels

hihotels by Hospitality
International
Gary Gobin: (770) 270-9398

TELEEIM FRLRINNNY

Matrix Telecom
Ashu S. Upa: (800) 283-0539

& relay
Relay, Inc.
Barbara Sharnak:
(732) 718-4214

Rea

Rheem Manufacturing
Dave Hanley: (817) 680-4117

COX

BUSINESS

Cox Business
Alea Riley: (404) 269-3057

A=

Hospitality 1+
Hospitalityl
Dhar Patel: (714) 473-9813

MSI
MSI Surfaces

Anil Palasamudram:
(713) 570-7000

Rinnai
Rinnai
Dipesh Parekh:
(800) 621-9419

.QUDMDNE
SLumon

RoomOne Solutions
Nathan Faircloth:
(865) 302-3531

ROYAL
Royal Basket Trucks
Cindy Lapidakis:
(608) 358-1302

ShawContract’
hospitality

Shaw
Sean Finn: (404) 556-4110

SHATL:

Showtime Networks, Inc.
Doug Markott:
(770) 698-6937

]

Simmons Hospitality
Bedding
Andrea Hochworter:
(770) 353-0122

]
oy

|
SATELLITE
Sonu Satellite
Neil Doshi: (877) 999-7668

Spectrum»
ENTERPRISE

Spectrum Enterprise
Solutions
Stephanie Pitts:
(212) 379-5826

State Bank of Texas
Melissa Butler
(469) 200-8245

StayAPT
Gabrielle McMillian

Ukg

Universal Financial
Consultants
Vincent Munno:
(727) 669-0109

VISUAL MATRIX

Visual Matrix
Kristin Herring:(214)
291-4000

Vo

VSR Network Technologies
Karann Randall:
(530) 889-1500

wizehire'

Wizehire
Madison Mask:
(817) 914-7623

ﬁ;':?i.'-'-l'nrld Cinema
o
World Cinema, Inc.
Ella Ahmed: (713) 266-2686
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PRODUCTS FOR SALE

ROYAL TEXTILE INC.

Hospitality Drapery & Bedding Specialists

(248) 588-8600

‘We manufacture:

Multi Color Drapes:

(up to 5’ x5’ window)

Factory Direct Drapes

Drapes, sheers, and black-outs as well as top treatments.
Bedding goods such as duvets, coverlets, bed scarves, and bed skirts.
Let us provide your guests with comfort and style.

Solid Color Drapes:
Available in many colors
(up to 5’x5” window)

Drapeonly ... $89.00  Drape Only..ceevccccncsvverscssicnnen $79.00
Drape with Valance...................$139.00  Drape with Valance..................$129.00
Drape with Valance & Sheer ....$189.00  Drape with Valance & Sheer .....$179.00

Always Buy Direct from Manufacturer and Save
contact: Eddie@royaltextileinc.com | www.royaltextileinc.com | F:(248) 588-8606

GLOBALSAFE

21YEARS

800-545-4947

WWW.HOTELSAFES.COM

Our Safes are
in Every Major
Hotel Brand in
the U.S.A.
Hilton Daytona Beach, FL
Hilton East Brunswick, NJ
Hilton Hartford, CT
Hilton Toronto, ON
Hyatt McCormick Place
Chicago, IL
Hyatt Resort & Spa Guam
Hyatt Rosemont, IL
Hyatt Vineyard Creek, CA
Marriott Buffalo, NY
Marriott Los Angeles, CA
Marriott Riverside, CA
Marriott N. Charleston, SC
Sheraton Atlanta, GA
Sheraton Brooklyn, NY
Sheraton Columbia, SC
Sheraton Nashville, TN

BATHTUBS RESTORED

Don’t Let Amateurs and “Fly-By-Nights” Ruin Your Bathtubs!
Unique Refinishers 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.

(R

— | UNIQUE"®
REFINISHERS, INC.

Nationwide 1-800-332-0048
Atlanta 770-945-0072

Slip
www.uniquerefinishers.com Resistant
We specialize in fiberglass Bathtub & Tacuzzi Repairs Bottoms

48 | FEBRUARY 2022 | TODAYSHOTELIER.COM


http://WWW.HOTELSAFES.COM
http://TODAYSHOTELIER.COM
http://www.royaltextileinc.com
mailto:eddie@royaltextileinc.com
http://www.uniquerefinishers.com
http://www.royaltextileinc.com
http://www.uniquerefinishers.com
http://www.hotelsafes.com

ADVERTISERS INDEX

America SUPPLY INCuuvveereeeeeeeees 37
www.americasupplyinc.com

ASSA Abloy Global Solutions........cccce..ceervveennce 36
www.assaabloyglobalsolutions.com

Bizgrouplink LLC......oveeeereeeeseeeees 50
www.bizgrouplink.com

Chase Merchant Services..........cocoevvceeeceerrenea. 4
merchants.chasepaymentech.com

DPALaW GrOUP ..ot 49
www.dpaattorneys.com

Global Safe Corporation .......coc..cccevevceervvcreneees 48
www.hotelsafes.com

Hotel Technologies........c........ [nside Back Cover
www.hoteltechnologies.com

Kapal INAUSTIES ..o 49
www.kapalindustries.com

Matrix TelECOM ..o 50
www.matrixhotelpbx.com

Patel & ASSOCIAtES ... 50
www.patellaw.net

Red ROOF INN oo 7

www.redrooffranchising.com

Royal Textile, INCurveeieeeeee.
www.royaltextileinc.com

Saltzman Law Group, LLC
www.saltzmanlawgroup.com

Showtime Networks Inc. ...Qutside Back Cover
www.show.com

Unique Refinishers ..., 48
www.uniguerefinishers.com

Vanities International.........coccevrnnrrnenriinnns 50
www.vanitiesinternational.com

Watco Manufacturing Company.........ccooeeeeeee. 19

www.watcomfg.com

ATTORNEYS AT LAW

WESFUEIVE o+ RELRAMLE = WESILIENT

* Real Estate Transactions
» Employment Litigation
» Corporate Restructuring
* Wills, Trusts & Estate Planning
+ Contract Review & Drafting
» Franchise Negotiations

CALL TODAY (760) 372-0007 ¢ questions@dpaattorneys.com

OFFERING MANUFACTURED
CABINETRY & COUNTERTOPS

FOR
HOSPITALITY AND COMMERCIAL
PROJECTS
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FRANCHISE
LITIGATION

negotiating franchise agreements

PES)A

PATEL & ASSOCIATES

Legal assistance in reviewing/

Mahesh |. Patel

Patel & Associates, Attorneys at Law
Phone: 972-643-1813

Fax: 972-231-0104

Email: mpatel@patellaw.net

and liquidated damages settlements.

X .
7\ bizgrouplink.com

Free online discussion platform for hotel owners to network,
collaborate and help each other with business issues

VENDORS - DISPLAY 8 PRODUCTS for FREE TO SELL ON TRADE SHOW

Brainstorm ideas with all hotel owners in your franchise to increase Sales and ROI.
Post pictures, videos, Links. Share your comments. Invite others to your business group.

NEW! Register & Earn BIZ TOKENS. Get DISCOUNTS on
purchases or UNITS of BIZGROUPLINK*
Buy online on Trade Show from different Vendors and SAVE!
Email: admin@bizgrouplink.com e Call: 717-300-8718

*See details on httEs:ZZbizgrouEIink.com
Download the App “Bizgrouplink” on your Mobile device - _

‘ 5 Years » .
Warranty ¢

Easy

1 Financing ¥

5000+ HOTELS-MOTELS WORLD-WIDE TRUST

MATRIX COMMUNICATION & SECURITY
SOLUTIONS FOR EFFICIENT FUNCTIONING

« Hospitality IP Phone

System 3
« Time-Attendance and ’a
Access Control

« HD IP Security-Camera
System

| DIV Call: 1-(800)-283-0539
| }A' Fax: (888) 717-7472
sales@matrixhotelpbx.com
TELECOM | SECURITY www.matrixhotelpbx.com
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HOTEL VANITIES

B T TR

SINCE 1999,

GLOBAL LEADER

IN HOSPITALITY
PRODUCTS

Vanity Tops & Bases
Shower Surrounds & Pans

Granite & Quartz
Domestic & Import Options

Visit our website to download our Catalog
vanitiesinternational.com

888-457-7465
sales@VanitiesInt.com

A law firm focusing in all
matters hospitality and franchise.

SLG

Saltzman Law Group

Contact us for a

free consultation. * Liquidated Damage

Settlements

Richard Saltzman, Esq.

e Dispute Resolution
& 973.214.6031

X rs@saltzmanlg.com
in @SaltzmanLawGroup

® Franchise Agreement
Negotiation

www.saltzmanlawgroup.com
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otel ,
echnologies

The science of feeling at home

Wireless Charging

y

COMPACT SIZE, POWERFUL CHARGE

Introducing the iHome HW22 wireless charging alarm clock with USB-C and USB-A charging.

Featuring three charging options, guests can easily and rapidly charge up to three devices at the same time.
Alarms are easy to set, and the Single Day Alarm prevents guests from being disturbed by previous alarm settings.
Featuring a display dimmer to control LED Brightness for optimal room lighting.

For more information, contact Ely Ashkenazi at hotelorders@hoteltech.com, 888-74HOTEL, ext. 228 www.hoteltechnologies.com

.m
QIWIRELESS oot I o5 [l PRE-SET [l 23 Single Day I A
bos e (A QAiarm

CHARGING CLOCs Room Solutions

© Hotel Technologies, LLC. iHome is a registered trademark of SDI Technologies, Inc. iPhone, and iPad are trademarks of Apple Inc., registered in the U.S. and other countries. All other marks are trademarks of their respective owners.
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Give your guests the entertainment app that say
would make their stay more enjoyable.

FREE & EASY

Guests can choose what to {IWTHE

watch and when to watch -
no password required m
OPTIMIZED FOR HOTELS '

Supports platform parental
controls and there is no collec
of guests’ personal informatio

THOUSANDS OF CHOICES

Critically-acclaimed Original Seri
Movies, ground-breaking Documentari
action-packed Sports, and more
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LEARN MORE: SHO.COM/HOTELAPP
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©2022 Showtime Networks Inc., a ViacomCBS Company. SHOWTIME and related marks are trademarks of Showtime Networks Inc.
Individual programs, devices and marks are the property of their respective owners. All Rights Reserved.
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