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AVAILABLE WITH DIRECTV ENTERTAINMENT SYSTEMS

Availability of DIRECTV service may vary by location. In certain markets, programming/pricing may vary. Hardware and programming available separately. Receipt of DIRECTV programming subject to terms of the DIRECTV Terms of Service for Hospitality 
Establishments and the DIRECTV Terms of Service for Institutions; copy provided with new customer information packet. Taxes not included. DIRECTV programming, hardware, pricing, terms and conditions subject to change at any time. †To access DIRECTV HD 
service, HD equipment req’d. Number of HD channels varies based on package selection. ‡HBO® AND CINEMAX® PACKAGE OFFER FOR NEW HBO AND CINEMAX CUSTOMERS: Offer ends 6/30/23. Available to new or renewing customers that have not 
received or subscribed to the HBO and Cinemax Package from DIRECTV for 12 months prior to activation. Monthly rate is ($2.25/room/mo.) and requires a 3- or 5-year programming agreement. Customer must also subscribe to FAMILY ($3.50/room/mo.) or above 
with a 3-year programming agreement (with DRE or COM) or SELECT™ ($6.50/room/mo.) or above with a 5-year programming agreement (with DRE or COM). University accounts excluded. HBO® AND CINEMAX® PACKAGE OFFER FOR RENEWING HBO AND 
CINEMAX CUSTOMERS: Offer ends 6/30/23. Available to renewing HBO and Cinemax Package customers. Monthly rate is ($2.25/room/mo.) and requires a 3- or 5-year programming agreement. Customer must also subscribe to FAMILY ($3.50/room/mo.) or 
above with a 3-year programming agreement (with DRE or COM) or SELECT™ ($6.50/room/mo.) or above with a 5-year programming agreement (with DRE or COM). University accounts excluded. HBO® AND CINEMAX® PACKAGE OFFER FOR ADVANCED 
ENTERTAINMENT PLATFORM (AEP) CUSTOMERS: Offer ends 6/30/23. Available to new or renewing HBO and Cinemax Package customers. Monthly rate is ($2.00/room/mo.) and requires a 3- or 5-year programming agreement. Customer must also subscribe to 
ENTERTAINMENT ($7.50/room/mo.), technology fee ($0.65/room/mo.), Local Channels ($1.10/room/mo.) and AEP ($1.99/room/mo.) with COM. University accounts excluded. HBO AND CINEMAX PACKAGE  Monthly charge is ($2.75/room/mo.). IN THE EVENT YOU 
FAIL TO MAINTAIN YOUR PROGRAMMING AGREEMENT, YOU AGREE THAT DIRECTV MAY CHARGE YOU AN EARLY CANCELLATION FEE. CANCELLATION FEES ARE BASED ON PROGRAMMING PACKAGE SELECTION AND COMMITMENT PERIOD. In certain 
markets, programming/pricing may vary. Offers void where prohibited or restricted. Hardware and programming available separately. Taxes not included. DIRECTV programming, hardware, pricing, terms and conditions subject to change at any time. HBO®, Cinemax® 
and related channels and service marks are the property of Home Box Office, Inc. °SHOWTIME OFFER: Subject to change and may be discontinued at any time. The SHOWTIME programming offer ($0.99/room/mo.) is available only as a 2nd Premium add-on. 
Offer available to qualifying new or existing Hospitality accounts with a 3- or 5-year programming agreement and must not have received SHOWTIME programming from DIRECTV or any other distributor at a greater retail value (i.e. $1.99 or more) from DIRECTV or any 
other distributor during the 24 months preceding the date of activation of the SHOWTIME Package. Customer must also subscribe to FAMILY™ ($3.50 room/mo.) or above (with DRE or COM). After the applicable promotional period (3- or 5-years) ends, then-prevailing 
rate for SHOWTIME applies unless canceled or changed by customer calling 1.888.388.4249 prior to end of the promotional period. Offer may not be combined with any other SHOWTIME offer. SHOWTIME and related marks are trademarks of Showtime Networks Inc., 
a Paramount Company. ©2023 DIRECTV. DIRECTV and all other DIRECTV marks are trademarks of DIRECTV, LLC. All other marks are the property of their respective owners.

Whether you’re a small or large hotel, want a simple or sophisticated entertainment solution, DIRECTV offers a  
wide range of solutions for every type of customer.

Take advantage of equipment subsidies on our most popular HD entertainment systems when you get the best  
in entertainment for your hotel.

GIVE YOUR GUESTS THE BEST IN 
ENTERTAINMENT WITH DIRECTV

PACKAGE 
Starting at $2.25 per  

room per month.‡

Offer ends 6/30/23.

&

AS A SECOND PREMIUM

99 ¢ per room  
per mo. °

ADD

ACCESS TO  
100+ HD CHANNELS†

and more!

Call us at 1.855.656.3504 or visit us at  
entertainmentforhospitality.com

Offers end 12/31/2023. New or renewing approved H&I customers only. 3- or 5-year programming agreement required. Credit card required (except MA & PA). Early Cancellation Fee may apply.

The Last of Us on HBO®
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AMAZING 
RESTAURANTS,
WONDERFUL 
VIEWS, ENERGETIC
NIGHTS IN A 
SLEEPY TOWN.

Rediscover what matters.
Nothing beats the feeling of getting 
back to travel. Help your guests 
experience the same.
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Representing the industry’s latest capabilities in security access, Vostio 
Access Management is designed from the ground up to guarantee that 

enhanced security also means improved simplicity and ease-of-use. 
Without requiring a hotel’s staff to access a stationary PC terminal, cloud-

based Vostio Access Management can instead be managed on the go using 
a personal smart device or laptop. Without having to shift their focus 

from other tasks, hotel staff supported by Vostio Access Management can 
effortlessly, instantly and safely manage security-related issues no matter 

where their additional responsibilities may take them.

Vostio Access Management also provides hoteliers with the simplified tools 
to keep pace with evolving guest expectations. Its cloud-based design 

ensures that no system infrastructure overhauls are needed when adopting 
a new service such as digital room keys. This includes providing guests with 

the enhanced convenience of storing and using room keys within digital 
wallets located on their personal devices.

assaabloyglobalsolutions.com/vostio

Using advanced cloud and location-based technologies, Vostio 
Location Solutions is at the forefront of delivering limitless potential 
when it comes to enhancing staff safety, business efficiency and 
guest satisfaction. A platform that can be custom-tailored to address 
specific hotel business needs, Vostio Location Solutions notably 
features the industry’s leading capabilities in staff safety technology. 
Simple to install and use, yet always ensuring a quick response, Vostio 
Location Solutions - Staff Safety provides hotel employees with the 
confidence of knowing that assistance is always just a button push 
away in the event of an emergency. 

Vostio Location Solutions can also simplify and improve the daily 
management of hotel assets. By simply attaching a tag to guest 
amenity rentals, stock inventory, maintenance equipment and much 
more, hotel employees can easily identify the real-time location 
of any asset. This alone can save valuable time otherwise spent 
searching for items while safeguarding hotel budgets from having to 
replace lost or stolen assets.

assaabloyglobalsolutions.com/staff-safety

Gain the Edge in Simplifying Hotel Security and 
Efficiency With ASSA ABLOY Global Solutions

assaabloyglobalsolutions.com/hospitality

Vostio Access Management

Vostio Location Solutions – Staff Safety
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We get it. And we can help. 
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DEXTER.COM  EMPLOYEE OWNED  |  MADE IN THE USA  |  SINCE 1894  1.800.524.2954

When your business depends on clean laundry, you can depend on Dexter. 
Gain Total Control with Dexter’s New Softmount Washer Line! As always, 
these models are Made In The USA, backed with a 10-Year Warranty and 
Lifetime Technical Support.

INTRODUCING THE SOFTMOUNT LINE

VISIT US AT BOOTH #2242

OPTIONS 
YOU NEED

INSTALL 
OPTIONS 
YOU NEED

TOTAL 
CONTROL

QUALITY 
YOU CAN 
TRUST

1098494_Dexter.indd   1 14/02/23   3:28 PM

Edition5Things to Know

LEAVE A LEGACY OF SERVICE.
It’s no secret that AAHOA Members know and represent the 
best of the industry. As the second quarter gets underway, 
AAHOA Members have the opportunity to take an active role 
in helping the association thrive. There are currently 37 vacant 
seats across seven committees that need to be filled. Are you 
ready to make a difference in the industry and impact generations to come? 
Apply to serve on an AAHOA Committee. Applications must be submitted by 
11:59 p.m. ET on April 14, 2023. AAHOA.com/Committees

2HONOR THE PAST AND CREATE  
A BOLDER FUTURE.
This month promises to be action-
packed. Hospitality leaders, young 
professionals, women hoteliers, expe-
rienced hotel owners, and future hote-
liers will gather at the 2023 AAHOA 
Convention & Trade Show for top-tier 
education, exceptional networking, and 
unbeatable dealmaking. AAHOACON23 
attendees will also get to personally 
welcome the new AAHOA leaders. On 
Thursday, April 13, members will elect 
the 2023-2024 Board of Directors. The 
newly elected Board Members will be 
announced on Friday, April 14, in Los 
Angeles, and Vice Chairman Bharat 
Patel will take over the reins as AAHOA 
Chairman. The new Board will repre-
sent decades of hard work from those 
who came before them 
while paving the way for 
a bolder future. AAHOA.
com/Elections

LEVEL UP YOUR HOTEL GAME WITH AAHOA’S MASTERCLASSES.
AAHOA’s new, one-of-a-kind masterclasses are packed with expert advice to help 
you build long-term business success and walk away with practical solutions to 
take your hotel portfolios to the next level. You can kick off AAHOACON23 with 
this top-level education on Tuesday, April 11. Want to learn what it takes to 
build your business for scale and diversification? Attend “The Sky’s the Limit!” 
Masterclass. Ready for your hotels to thrive in the digital world? Grab a seat at 

the “Science and the Art of Digital Marketing” Masterclass. Are 
you planning to buy or sell a hotel? Don’t miss the “Let’s Talk 
Law” Masterclass, where you will receive expert legal advice on 
commonly overlooked aspects of purchase and sale agreements, 
franchise agreement clauses, and more. AAHOACON.com

DEMYSTIFY THE DIGITAL MARKETPLACE 
WITH CINDY ESTIS GREEN.
In collaboration with Kalibri Labs and its co-founder, 
Cindy Estis Green, AAHOA is proud to host a one-of-
a-kind, Elite Masterclass to help demystify the com-
plex digital marketplace. This Elite Masterclass will 
take place from 1:30 p.m. to 3 p.m. on Friday, April 14, 
at AAHOACON23. It’s time for hotel owners to move 
past the days of untracked and unmanaged commis-
sions and transaction fees. Make plans to join us for 
this Elite Masterclass and take back 
control of your hotel’s profitability 
and build the value of your assets. 
AAHOACON.com

EXPERIENCE WORLD-CLASS ENTERTAINMENT.
AAHOACON23 will include a Welcome Reception at the Los Angeles 
Coliseum, an LA Street Theme Block Party, Bollywood DJs for endless 
evening fun, and singer-songwriter Mika Singh, who was also a previous 
judge on The Voice India, headlining the Gala, and so much more. Don’t 
miss this world-class entertainment at AAHOACON23. AAHOACON.com
� ■

Los AngelesLos AngelesLos Angeles
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LETTER FROM THE CHAIRMAN 2-MINUTE READING TIME

NISHANT (NEAL) PATEL, 
CHO, CHIA 

AAHOA CHAIRMAN (2022-2023)

This year 
has been a 

whirlwind, and I 
am so thankful 

for all the 
members who 

worked with me 
as I led AAHOA 

into another 
successful year.”

End of an era

+

Add up your savings with 
our handy online calculator.

 

+1 214-291-4000 ext 2visualmatrix.com

Looking to save 
on hotel labor costs?

That equals a savings of 
$45,776 a year in labor costs!* 

Save  over 
2,500 hours
per year with automation 

*Labor hours and savings per year are estimated based on:  One (1) General Manager at $35/hr, two (2) Front Desk Clerks at 
$15/hr each, three (3) Room Attendants at $12/hr each, and one (1) Maintenance Engineer at $17/hr.  Based on a 50 room 
hotel. Your actual cost savings may vary.

Go to: visualmatrix.com/savings-calculator
 Calculate Your Savings and Get 90 days Free!  

$$

1091201_Visual Matrix.indd   11091201_Visual Matrix.indd   1 27/01/23   8:09 PM27/01/23   8:09 PM

AHOACON23 IS HERE!
AAHOACON22 brought 6,200 registered attendees together for industry-rich educa-

tional sessions, unforgettable networking events, award-winning keynote speakers, and 
deal-making with more than 500 exhibiting companies. We are hoping AAHOACON23 

is even bigger.
For the second time, we will host our Tech Pitch competition, giving hospitality-focused tech 

companies a platform to share how they’re helping hoteliers save on their bottom line. A panel 
of judges with expertise in technology and hospitality will choose contestants with the top ideas 
and products that will help the hospitality industry.

This will be my final message as I wrap up my time as AAHOA Chairman. This year has been 
a whirlwind, and I am so thankful for all the members who worked with me as I led AAHOA into 
another successful year. 

These past 12 months have shown me that we’re stronger together. During my year as your 
AAHOA Chairman, AAHOA appointed President & CEO Laura Lee Blake, who brings decades of 
experience in the fields of law, government, business, and academia. Several dedicated mem-
bers of the AAHOA team were also promoted.

AAHOA launched a brand-new website, released its updated 12 Points of Fair Franchising, and 
launched the 12 Points Webinar Series, helping AAHOA Franchisee Members begin conversations 
with potential business partners and better understand franchise agreements.

AAHOA hosted 23 regional conferences and trade shows, hosted more than 50 town hall 
meetings across the country, held its inaugural Volleyball Tournament in Orlando, Fla., raised 
$333,539 for local causes across five AAHOA charity golf tournaments, and came together with 
members to help hoteliers navigate the aftermath of Hurricane Ian.

AAHOA continues to actively fight human trafficking in the hospitality industry. In 2022, more 
than 1,000 AAHOA Members completed the Businesses Ending Slavery and Trafficking (BEST) 
Inhospitable to Human Trafficking Training sponsored by AAHOA, and more than 200 people 
attended training sessions at eight regional events.

AAHOA launched HerOwnership: Opening Doors for Women in Hospitality, an initiative aimed 
at elevating, educating, and empowering the women hoteliers of AAHOA and across the industry. 
As part of the initial launch, AAHOA hosted its inaugural HerOwnership Conference & Retreat 
at the Radisson Hotel Cincinnati Riverfront in October.

We held state advocacy events at capitols nationwide, had hundreds of meetings with public 
officials, hosted several Brand Alliance Meetings at brand conferences, and gained nearly 1,000 
new AAHOA Members.

AAHOA’s important work, message, and successes were shared on major news outlets, includ-
ing CNN, FOX Business, the Wall Street Journal, USAE, Hotel News Now, Asian Hospitality, Hotel 
Management, and more. We also launched our TikTok account.

These are just a few examples of what we’ve achieved during my time as chairman.
I want to congratulate Bharat for taking over as chairman this month. His dedication and 

support as vice chairman were instrumental to all these successes, and I know he will continue 
to lead the way for AAHOA.� ■
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+

Add up your savings with 
our handy online calculator.

 

+1 214-291-4000 ext 2visualmatrix.com

Looking to save 
on hotel labor costs?

That equals a savings of 
$45,776 a year in labor costs!* 

Save  over 
2,500 hours
per year with automation 

*Labor hours and savings per year are estimated based on:  One (1) General Manager at $35/hr, two (2) Front Desk Clerks at 
$15/hr each, three (3) Room Attendants at $12/hr each, and one (1) Maintenance Engineer at $17/hr.  Based on a 50 room 
hotel. Your actual cost savings may vary.

Go to: visualmatrix.com/savings-calculator
 Calculate Your Savings and Get 90 days Free!  

$$
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LETTER FROM THE PRESIDENT & CEO   2-MINUTE READING TIME

I always say, 
there is simply 

no place like 
AAHOA to 

expand your 
professional 
knowledge, 

achieve new 
goals, and make 
a real difference 

for the hotelier 
members and 

industry at 
large.”

LAURA LEE BLAKE, ESQ. 
AAHOA PRESIDENT & CEO

AAHOACON23 
approaches

Your guests want quality. 

You want savings. 

WIN/ WIN

www.milnor.com

Everybody wins when you buy a Milnor. That’s because Milnor knows industrial laundry better than anyone. 
Smaller facilities get superior wash quality and a low price from Milnor’s compact VRJ washer-extractor. Larger 
facilities enjoy washing I 00, 140 or even 160 lb. at a time in our larger models. Intuitive MilTouchTM controls 
offer unprecedented insight into your wash, where water can be programmed to any level in one-tenth of an 
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E SOON WILL BE MEETING IN THE CITY OF ANGELS FOR AAHOACON23!
While I have attended many prior AAHOACONs, this is the first in my role 

as President & CEO, and I am looking forward to meeting all our members 
and industry partners and making AAHOACON23 go down in history as one 

of the best.
I always say, there is simply no place like AAHOA to expand your professional knowledge, 

achieve new goals, and make a real difference for the hotelier members and industry at 
large.

Working for AAHOA for 10 years in a different capacity than I do now was one of the 
highlights of my professional career. I was frequently inspired by the work ethic and 
business acumen of the AAHOA Members and was surrounded by many amazing board 
members, executive staff, and employees (many of whom are still my friends today).

The AAHOA team has been working nonstop to ensure this convention and trade show 
is one of our most successful to date, and I am so proud of our dedicated group of team 
members, board members, and volunteer leaders who help make this event happen 
year after year.

I applaud the entire AAHOA team for helping our organization reach a historic milestone: 
securing a record level of booth sales for the trade show at AAHOACON23, making it the 
largest in AAHOA’s 34-year history.

The 2019 AAHOA Convention & Trade Show, AAHOA’s previous biggest show to date, 
totaled 77,500 square feet of exhibit space. AAHOACON23, at the time of printing, reached 
more than 85,000 square feet of sold exhibit space while we still had many weeks remain-
ing for industry partners to secure space.

What has historically been the most highly anticipated “Super Bowl” event of the 
industry, AAHOACON is known for bringing hoteliers together for networking, learning, 
and deal-making on the trade show floor. Each year, million-dollar buying decisions are 
made at AAHOACON, and with AAHOA Members spending $50 billion with suppliers each 
year, it’s no surprise.

In addition to a trade show of historic proportions and projected high levels of atten-
dance, AAHOACON23 will also feature 20 must-see educational sessions, three general 
sessions with world-class keynote speakers, and three nights filled with incredible 
entertainment and top-level networking.

As per tradition, on the second day, AAHOACON23 will also feature speeches and 
debates from the candidates running for the AAHOA Board of Directors.� ■
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VISIT US AT AAHOACON
BOOTH 2021 FOR LIVE DEMO

For more information
www.macrotech.net Call or SMS 1 888 999 8212, Canada 1 519 817 7003

IT'S PERFECT TIME TO 
UPGRADE YOUR 
HOTEL WIFI, PHONE
SYSTEM, LOCKS 
AND FRONT DESK 
KIOSK WITHOUT
INVESTMENT

Pay only for WiFi service support. It includes hardware,
software, and maintenance for internet access, guest 
management, and network security at no additional cost.

Get an unlimited number of lines, calls, and minutes, as
well as various hospitality features. Support all brands
and PMS Interface with no hardware cost.

The Hotel Kiosk as a service offers a cost-effective 
solution compatible with all PMS brands, with trained 
kiosk agents available 24/7.

Get A Complimentary
Phone System Upgrade

Get Cost-Effective WiFi 
Hardware & Support

Upgrade With Industry
Leading IOT Locks

Get A FREE Hotel Frontdesk
Self-service Kiosk

The Hotel Key Service offers door lock solutions with a
key encoder that supports all key types without an app,
24/7 customer support, and installation is the only cost.
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More than just 
payments.
Fortis offers tools that help hoteliers 
lower costs, prevent chargebacks, 
and accept payments securely.

Sign up today to access our Chargeback Guide 
on how to protect your hotel against fraud.

Come see us at 
AAHOCAON23!

Booth #1828

Why hoteliers choose Fortis
• Industry Expertise
• Transparent Pricing
• Chargeback Management
• 24/7 Support

go.fortispay.com/aahoa23
248-621-2616 
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THE C-SUITE

by CARTER DAVIS

S AAHOA MEMBERS CON-
gregate in Los Angeles this 

month for AAHOACON23, 
it will be impossible to 

ignore the many encamp-
ments of unhoused indi-

viduals throughout the city and Southern 
California as a whole. With AAHOACON23 
projected to bring approximately 8,000 
people to LA, it’s a perfect opportunity 
to harness the power of such a massive 
group to leave a positive impact on the 
area and help in the fight to serve, protect, 
and equip SoCal’s unhoused population 
with the resources they need to get them 
out of unsafe situations and open the door 
to employment opportunities.

So, during AAHOACON23, AAHOA will be 
raising funds for Covenant House California 
(CHC), with proceeds going to benefit the 
organization. Attendees, please help us 

AAHOA’s partnership with Covenant House California 
to serve, protect, and equip the unhoused
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What is Covenant House 
California (CHC)?

CHC is a non-profit youth shelter that provides sanctuary and 
support for unhoused youth or who have been victim to human 
trafficking, ages 18-24. CHC believes that every young person in 
California deserves shelter, food, clothing, education, recovery, and – most importantly 
– to be loved. CHC provides a full continuum of services to meet the physical, emotional, 
educational, vocational, and spiritual well-being of young people, to provide them with 
the best chance for success in independence.

for all

positively impact CHC’s efforts, and, if you 
aren’t planning to attend AAHAOCON23, 
you can still donate online. Or, you can 
volunteer at your local shelter. Let’s do 
this together.

To give AAHOA Members a better idea of 
what CHC is, what the organization does, and 
how they can help, CHC Chief Development 
Officer Amanda Sattler gave us a big-picture 
overview. Read on to learn more.

Creating a 
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  5-MINUTE READING TIME

Another challenge is food insecurity 
and hunger. In 2022, we provided nearly 
400,000 healthy meals for unhoused 
youth, joining in the important work of 
shelters, food banks, and nonprofits 
across the state in addressing this huge 
need.

While Southern California is famous for 
its sunny, warm weather, the intense rain-
storms and cold of the winter months can 
be devastating for the unsheltered com-
munity. There is only one shelter bed for 
every five unhoused youth in California, 
reflecting the urgent need to expand our 
state’s shelter capacity.

Finally, people experiencing houseless-
ness, especially adolescents and young 
adults, are extremely vulnerable to exploi-
tation such as human trafficking. We work 
to not only safeguard youth from these 
dangers, but also help them heal from the 
trauma of experiencing them.

– to be loved. CHC provides a full con-
tinuum of services to meet the physical, 
emotional, educational, vocational, and 
spiritual well-being of young people to 
provide them with the best chance for 
success in independence.

WHAT ARE THE MOST COMMON 
CHALLENGES FACED BY THE 
UNHOUSED, SPECIFICALLY 
IN SOUTHERN CALIFORNIA, 
AND ACROSS THE COUNTRY IN 
GENERAL?
AS: Many young people who are un-
housed lack a welcoming and safe family. 
We work to be that vital support system 
for them. Because of this, we not only 
engage youth with a strong, supportive 
community while they’re staying with 
us, but continue to reach out to sup-
port our alumni after they move into 
independence.

CAN YOU TELL US A LITTLE 
BIT ABOUT COVENANT HOUSE 
CALIFORNIA’S MISSION AND WHY 
THERE’S SUCH AN URGENT NEED 
TO PROVIDE RESOURCES FOR THE 
UNHOUSED?
Amanda Sattler: One-third of the nation’s 
unhoused youth live in California – a 
shocking statistic considering California 
accounts for only 12% of the U.S. popula-
tion. Nearly 12,000 young people experi-
ence houselessness on any given night in 
California.

Covenant House California (CHC) pro-
vides shelter and supportive services for 
unhoused young people, tackling home-
lessness in youth and young adulthood, 
when hope and possibility are still strong. 
We believe that no young person deserves 
to be unhoused; that every young person 
in California deserves shelter, food, cloth-
ing, education, and – most importantly 

TODAYSHOTELIER.COM | APRIL 2023 |  21

http://TODAYSHOTELIER.COM


1063531_Matrix.indd   11063531_Matrix.indd   1 11/01/22   11:44 PM11/01/22   11:44 PM

HOW DOES CHC’S WORK AFFECT 
THE FIGHT AGAINST HUMAN 
TRAFFICKING?
AS: Of the youth Covenant House California 
serves, one in four young people share 
that they have been trafficked while they 
weren’t safely housed.

As a provider of shelter, services, and 
support for formerly unhoused youth, a 
critical part of our work is helping youth 
work through the traumatic events they 
may have experienced, including traffick-
ing. To do this, we first work to build trust 

with our young people and ensure their 
basic needs are taken care of, offering 
personalized care tailored to the needs of 
youth who have experienced exploitation. 
We then help support, mentor, and encour-
age them as they embark on the difficult, 
important path to healing. Through onsite 
medical and mental health care, individual 
and group therapy, innovative program-
ming and workshops, and much more, we 
help youth achieve their goals and dreams, 
moving forward on their journey to stabil-
ity and success.

We also advocate for policies and sys-
temic changes that address the needs of 
unhoused and trafficked youth.

ASIDE FROM SUPPORTING 
ORGANIZATIONS SUCH AS 
CHC FINANCIALLY, WHAT CAN 
HOTELIERS DO TO PROVIDE 
RESOURCES FOR THE UNHOUSED?
AS: In addition to financial donations, 
you can support this work by volunteer-
ing your time! We have many volunteer 
opportunities every month at our shel-
ters in Anaheim, Los Angeles, Oakland, and 
Santa Clara, and so do our fellow shelters 
and service providers statewide. 

We always welcome donations of food, 
gift cards, new clothing, and any surplus 
new linens, housekeeping supplies, and 
hygiene items.

Another key element of our work is help-
ing unhoused individuals enter careers 
with the potential for professional growth 
and increased earnings. Helping provide 
referrals to fulfilling careers for formerly 
unhoused individuals can make a major 
difference in their lives.

Lastly, it’s vital that we work together to 
build awareness about the unacceptable 
burden of houselessness and human traf-
ficking experienced by young Californians. 
Youth homelessness is also an equity issue: 
Black and brown youth, LGBTQ youth, and 
systems-impacted youth – former foster 
care residents and formerly incarcerated 
youth – all experience very disproportion-
ate rates of houselessness. We must speak 
up and spread the word to get more of our 
community involved in the fight to ensure 
all young people have a safe place to sleep 
at night.� ■

We always welcome 
donations of food, 
gift cards, new 
clothing, and any 
surplus new linens, 
housekeeping 
supplies, and 
hygiene items.”
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FEATURE

Is the industry back to 
business as usual or still 

finding its way?
by FIONA SOLTES

Backontrack
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  7.5-MINUTE READING TIME

BACK ON TRACK? HARDLY. FRED DOMINIONI, 
chief revenue officer at Solonis, would say the 
hotel industry is “on a different track altogether.”

“As an industry, we’ve inarguably been changed 
by the events of the last three years,” Dominioni 
said. “As a result, hoteliers are now tasked with 

approaching daily operations and guest experience through a 
different lens – one that’s low touch but high personalization.”

The recent season has brought significant shifts in how and 
where people spend their time and money. Expectations have 
changed in terms of desired experience, safety, value, social 
interaction, personalization and more. There once was talk of 
simply making it through on the way back to normal. Today, 
however, there’s an increasing awareness that “normal” won’t 
look anything like it once did.

Dominioni sees the industry increasingly 
leaning on technology, mak-

ing “thoughtful investments 
that can allow staff to do 

more with less, increase 
daily efficiencies, and 

create better expe-
riences for guests 

traveling in 2023.” 
Historically, he said, 

“hotels have been a tad 
slower to adopt technology 

because of the critical impor-
tance of face-to-face interaction, 

but the industry is beginning to see that luxury experiences and 
technology aren’t mutually exclusive. It’s quite the opposite.”

The recovery of the industry, he said, comes down to the 
comfort level of the traveler. In late 2022, Solonis – which offers 
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One trend we uncovered is that the willingness 
of today’s travelers to stay at hotels is completely 
nuanced and individualized.”
a cloud-based property management 
system built for the hotel industry – con-
ducted consumer research to gauge travel 
sentiment and expectations.

“One trend we uncovered is that the 
willingness of today’s travelers to stay 
at hotels is completely nuanced and 
individualized,” Dominioni said. “While 
many guests are thrilled to be traveling 
again after such a long pandemic pause, 
no one-size-fits-all solution can make all 
people feel entirely comfortable travel-
ing in today’s climate. Whether pandemic 
related or economic driven, data shows 
that people will cut back on travel if they 
feel uncertain.” It’s worth noting, how-
ever, that “by and large, our industry num-
bers are trending upward, and I believe 

there are many reasons to be hopeful 
about the future of hospitality.”

Amid this optimism, however, concerns 
about labor shortages loom large. The 
same report projects U.S. hotels to employ 
2.09 million people in 2023, down from 2.35 
million in 2019.

Umar Riaz, EY Americas real estate, hos-
pitality, and construction consulting leader 
and EY Americas hospitality sector leader, 
wrote about the EY 2022 Hospitality CFO 
Survey in the company blog. The survey 
drew responses from CFOs at 20 leading 
travel and hospitality companies. 

“When the pandemic hit in early 2020, 
the entire hotel industry basically shut 
down,” Riaz wrote. “Analysts predicted it 
could be 2023 or even 2024 before RevPAR 

(revenue per available room) would 
return to pre-pandemic levels. 
However, 16 of the 20 lead-
ing CFOs surveyed believe 
the industry will reach that 
benchmark by spring 2023.” 
Nine of those CFOs were even 
more optimistic, “predicting a 
return to 2019 levels by the end 
of 2022.”

In keeping with that thought, 
leisure travel continues to 
grow; corporate travel is on a 
slower return.

As for those labor short-
ages, 12 of the 20 CFOs in the 
EY survey cited the challenge as 
the leading strain on hotel net 
operating income. “More than 
half of the respondents in the 
survey said they are adjusting 
amenities to customers and 
outsourcing various functions 
to try to reduce costs,” Riaz 
wrote. “Hotels are also raising 
pay to attract talent, with 17 
out of 20 CFOs surveyed claim-
ing they plan to do this. More 
than half of the respondents 
are also relying on technol-
ogy more than before to get 
things done and create more 
efficiencies.”

numbers 
	 don’t lie

According to an industry research 
report, released in January 2023, 
nominal room revenue is projected 
to reach new heights, and 2023 room 
night demand is projected to surpass 
pre-pandemic levels

1.3 billion occupied  
room nights  

(versus  
1.29 billion 

in 2019). 

In addition, hotels are expected to generate 
$46.71 billion in state and 
local tax revenue in 2023, 

up from $41.11 billion in 
2019, and average hotel occupancy is 

expected to reach 63.8% in 2023, compared 
to 65.9% in 2019.
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MINDFULNESS MATTERS
Kimberly Gore, national practice leader of 
HUB International’s hospitality specialty 
practice, extends kudos to the industry 
for being “so resilient and flexible,” and 
helping the general public feel comfortable 
about returning to travel.

At the same time, she notes the head-
winds, including those staffing issues and 
rising costs. Hoteliers will want to ensure 
they can deliver the guest experience they 
desire to present – as well as the internal 
culture they hope to maintain.

Even if other parts of the industry are 
forging ahead, “the ability to attract peo-
ple is still in recovery mode,” she said. The 
company touched on a number of these 
trends in its 2023 Hospitality Outlook 
report.

“There are a lot of hotels looking for 
people,” Gore said. “Good people have 
choices, so why do they choose to come 
on and to stay with you at your hotel?” 
Culture, feeling valued, and experienc-
ing a sense of inclusion can be every bit 
as important as the pay scale. “And all 
of that rolls over to your guest experi-
ence,” Gore said. “If your employees are 
happy and engaged, the guest is going 
to feel that.”

One element is extending the idea of 
“personalization” to hotel staff. Employees 
are increasingly enjoying personalized 
benefits with the ability to choose what’s 
most important to them, she said. Staff 
can be at different life stages: Some will 
have young children. Others will be car-
ing for elderly parents. Still others might 
have kids in college. But there’s no need 
for hoteliers to take on the costs of every 
option. In many cases, Gore said, employ-
ees don’t mind paying for voluntary ben-
efits, especially if they receive group rates 
and discounts.

She also is seeing benefits extending 
to part-time employees, and an increase 
in options like frequency of pay (daily, 
weekly, etc.) as well as flexible and/or split 
schedules. Her company, she said, takes 
a holistic approach to helping create the 
right offerings.

In this season, Gore sees possible “quick 
wins” by taking advantage of technology 
– especially when it frees up staff to bet-
ter take care of guests. But she also sees 
forward movement through an emphasis 

on employee safety, such as improved risk-
management measures and training, and 
focused efforts to meet customer expecta-
tions of sustainability.

Dominioni sees re-evaluation of the 
property management system as both 
an easy win and the key to long-term 
property growth. That applies in four 
areas: guest experience, front desk opera-
tions, property oversight, and revenue 

management. But he, too, mentions sus-
tainability. “In our recent survey,” he said, 
“65% of guests expressed positivity toward 
hotel sustainability efforts, yet only 30% 
of global room availability belongs to the-
Sustainable Hospitality Alliance. There’s a 
bit of a disconnect between what guests 
prioritize and look for and how the indus-
try is responding – although that’s actively 
changing. As a starting point, hotels can 

$10,000
free in ’23 

The next 23 hotels that join a hihotels brand by  
5/23/23 will receive up to a $10,000 incentive.*  

You decide how to apply the savings of this  
limited-time offer to your hotel.

say      to...

This is not an offering. Federal laws and regulations and the laws and regulations of some states and provinces regulate the offer and sale of franchises. An offering
will only be made in compliance with those laws and regulations, which may require that we provide you with a disclosure statement. © 2023 Hospitality International

800-892-8405 • hifranchise.com • sales@hifranchise.com

*Offer ends 5/23/23 and is up to $10,000. Certain restrictions apply. See hifranchise.com or contact us for details.

“hihotels delivers sensible standards,’ 
reasonable fees, and technology’  

that drives business to my hotel.”

  Ashish Patel, Scottish Inns & Suites, Houston, TX”’

Visit booth 2005 at AAHOACON23 or contact us today.
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respond in kind by reducing plastic waste, 
shifting away from keycard use, and mak-
ing smart appliance choices.”

THE GREEN REVOLUTION
Binu Matthews, CEO of IDS Next, a pro-
vider of smart hotel software across 
Southeast Asia, the Middle East, Africa, 
and Oceania, wrote about the industry 
trends he sees for 2023, as well. In terms 
of sustainability, he noted that “green is 
a responsibility.”

Modern consumers, he wrote, “do not 
settle for greenwashing. Hoteliers have no 
choice but to satisfy contemporary guests 
who are sensitive to social responsibility 
and committed to sustainability. The CCS 
Insights Predictions report on sustainability 
predicts that by 2025, a new green certifi-
cation will be displayed by websites using 
low-energy design and code, indicating to 
guests what brands genuinely commit to 
their sustainability goals.” He continued, 
“According to Abhijit Sunil, a senior analyst 
at Forrester Research, environmental sus-
tainability is forecasted to be a strategic 
imperative for businesses in 2023. Being a 

part of this green revolution is not a mar-
keting trick anymore, but a responsibility 
for hotels.”

Coming days, then, will continue to bring 
shifts in focus, streamlined objectives, 

strategic investments, and ongoing 
reminders that what worked in the past 
won’t necessarily work in the future. Even 
if past efforts did hold up, it wouldn’t be 
the case for every guest or every employee. 
Personalization will continue to be top of 
mind.

“Today’s consumers expect a height-
ened level of personalization in every 
brand interaction – whether with a hotel, 
restaurant, clothing store, or other busi-
ness,” Dominioni said. “In today’s digital 
world, personalization is the only way 
to break through all the noise and other 
messages consumers receive. However, 
that level of personalization can only be 
achieved with data, time, and creativity, 
which many hotels don’t always have the 
bandwidth to deliver.”

As an industry, he said, “we have fewer 
people to manage the influx of travel inter-
est and have to be smarter with allocating 
resources. I think that’s also why there’s so 
much emphasis on technology adoption in 
the hospitality space over the last couple 
of years: we’re trying to give staff the tools 
to do more with less.”� ■
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Modern consumers, 
he wrote, �do not settle 

for greenwashing. 
Hoteliers have no 

choice but to satisfy 
contemporary guests 
who are sensitive to 
social responsibility 
and committed to 

sustainability.�” 
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GIVE YOUR CUSTOMERS MORE ENTERTAINMENT OPTIONS AND WAYS TO CONSUME CONTENT
The Advanced Entertainment Platform° (AEP) combines DIRECTV® linear satellite and broadband over-the-top content for an enhanced 

entertainment experience for your guests, residents or patients. 

AEP adds an in-room set-top box, antimicrobial custom remote and cloud services to HD COM Systems to bring app-based content from 
SHOWTIME,® Hallmark TV and Music Choice.® Plus, customers get access to thousands of hours of content from dozens of programmers in 

the DIRECTV On Demand App, allowing viewers instant access to stream entertainment with no login or password required.

Offer ends 12/31/22. New or renewing approved H&I customers only. 5-year programming agreement req’d. Credit card required (except MA & PA). Early Cancellation Fee may apply.

PLATFORM BENEFITS

Example Home Screen pictured for illustrative purposes only.

The SHOWTIME® App lets 
customers stream thousands 
of premium entertainment 
titles, like Billions® and The 
Chi, plus movies, sports, 
documentaries and more. 

Access thousands of hours of  
On Demand titles from dozens of 
programmers; allows customers 
to watch what they want, when 
they want. 

Get HD

equipment

included at no

extra cost!

 Details on back.

Add your own  
promotional channels  
and share information with 
your customers with local  
and over-the-air content 
insertion features

Remotely manageable  
No PMS integration required

Easy-to-clean remote 
features antimicrobial 
additives

Streaming from personal devices 
through STAYCAST™† 

App-based and On Demand 
programming content at no 
additional cost

Live TV  
includes sports, breaking news,  
hit shows and more

4K^ HDR content 

Flexible, cloud-delivered updates 
to meet changing market needs

Customizable Home Screen  
includes a logo, welcome message, 
background image and more

Optional ability to use a personal 
mobile device  
to control the in-room TV
Requires a mobile device running Android 8 or later, or iOS 14 
or later. Requires download and installation of the DIRECTV 
Mobile Remote app. Data charges for the app download may 
apply. Requires acceptance of terms and access to device 
Bluetooth radio and location information. Device limitations 
may apply.

THE 
ADVANCED ENTERTAINMENT 

PLATFORM°

Customizable Property 
Information App included at 
no extra cost

Set-top box 
and custom 
antimicrobial 
remote.

The customizable Property 
Information App, included at 
no additional  cost, allows 
the property to highlight 
information to guests such as 
amenities, a property map, 
restaurant hours, and fitness 
center location. 

Call 877.233.1787 today to learn more.

1063718_Alvi.indd   1 08/02/22   3:35 PM
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IT’S A PERPLEXING TIME TO BE AN 
economist, or a hotelier trying to 
forecast revenue for the year. The 
numbers suggest that 2023 will be 
another strong year for the U.S. 
economy and the hospitality indus-

try. But as tech companies began a wave of 
layoffs this winter, there was a noticeable 
sense of unease among business leaders – 
a feeling that a recession, hopefully short 
and mild, loomed on the horizon.

Inflation was down for a sixth consecu-
tive month in January, and the monthly 
jobs report crushed expectations, with 
517,000 new jobs created. Leisure and 
hospitality led all business sectors with 
128,000 new jobs, helping to drive down 
the unemployment rate to 3.4%, its lowest 
level since 1969.

Still, with the Federal Reserve raising 
interest rates and credit-card balances 
climbing, many economists expect con-
sumers to tighten their belts. 

Ryan Meliker, president of Lodging 
Analytics Research & Consulting, said the 

FEATURE

Best practices for limiting the pain of 
an economic downturn
by NICK FORTUNA

most recent report from Moody’s Analytics 
called for a “brief, mild recession in early 
2023, but we don’t think that’s going to 
translate too much into the hotel industry.”

Meliker, whose firm tracks the country’s 
30 largest convention centers, said first-
quarter bookings were up 13% from the 
same period last year, which should help 
to offset any decline in leisure travel. 

“That’s certainly very positive for the 
hotel industry,” he said. “It gives hotels 
a nice base of demand and more pricing 
power. The counterbalance is that we think 
leisure travel will pull back because it’s 
been at unsustainably high levels over the 
past couple of years, and as that unwinds, 
that will weigh on some of those regional 
markets and assets that are more leisure 
dependent.”
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BIG IN 
PERFORMANCE, 
NOT IN COST.
The Ranger vacuum from Kärcher is a commercial 
vacuum specifically built to handle the wear and tear 
of the hospitality industry. For hotels seeking a profes-
sional vacuum to keep lobbies, entry areas, hallways, 
and guest rooms clean, the Ranger is a great, economical 
solution. Karcher.com/us/professional

SCAN WITH YOUR 
SMARTPHONE CAMERA  

TO LEARN MORE

1095625_Karcher.indd   1 1/12/23   4:21 PM
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START TODAY
Given all the economic uncertainty, it pays 
to be prepared for a downturn. Henrik 
Shimony, chief executive of Reeco, a 
shopping platform for the hotel indus-
try, said procurement is a good place to 
start. Shimony, a former hotelier, said 
many hotels stick with the same suppli-
ers instead of shopping around for the best 
deals and acquiring goods and services 
from multiple vendors.

Most of the supply-chain issues caused 
by the pandemic have receded, and some 
retailers have excess inventory, so now 
is a good time to audition new suppliers, 
Shimony said. If contracts are involved, 
take the time to review them before 
renewal time, and shop around for a bet-
ter deal.

“Local suppliers may give you really 
good pricing, so try to be more open-
minded to new, local suppliers,” he said. 
“It’s amazing to see how much savings 
a hotel can get if they shop from more 
than one or two suppliers, without any 
allegiance to suppliers. You just want the 
best deal. It’s a free market.”

To get more best practices for hoteliers 
concerned about a downturn, Today’s 
Hotelier spoke with Gary Gobin, director 
of franchise operations at hihotels, by 
Hospitality International, and Deborah 
Friedland, managing director at the 
accounting and business-consulting firm 
EisnerAmper. Here are seven best practices 
these experts had to offer.

HOTELS NATURALLY DEPLETED their reserves during the pandemic, so it’s vital that 
they rebuild them while business is strong. Friedland said a general rule of thumb is for 
hotels to earmark 3% of annual revenue for their reserves, but that figure might not be 
right for every hotelier. 

“We all have reserve replacement on our [profit-and-loss statements], but sometimes 
we’re not diligent about ensuring that the money is actually there,” she said.

Gobin, whose hotel company has five economy brands, said that even modest reserve 
replenishment can make a difference during lean times. “Save what you can,” he said. 
“You’re better off putting away 2% than 0%.”

IN A RECESSION, hotels with the best 
brand image tend to fare better than their 
competitors, so take a hard look at your 
hotel’s “online presence, making sure that 
you’re portraying your hotel in the best 
light,” Gobin said. 

If the photos on your website and the 
online travel agencies are old, perhaps 
now is the time to hire a photographer and 
update your image, he said. Hoteliers also 
can pay more attention to online reviews 
and respond to them when appropriate. 
Gobin said he often reminds hotel manag-
ers to ask departing guests whether they 
had a great stay, and if they did, to encour-
age them to leave a review. 

“Hopefully, that will improve their star 
rating, and if there is a downturn, that may 
give them an edge over their competition 
that isn’t doing that,” he said. “A lot of peo-
ple don’t pay attention to their properties’ 
reviews the way that they should.”

2Focus on  
brand image
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3
Remind staff  
to upsell
If a downturn is coming, then hote-
liers should make hay while they can, 
Friedland said. That means encour-
aging staff to upsell guests to better 
rooms, extended stays, and amenities 
such as spas and restaurants. Extra 
revenue now will make it easier to get 
through a downturn, she added.

4
Cross-train your staff

During the pandemic and the ongoing labor shortage, hotel employees who 
can fill multiple roles have proved invaluable. Your workers may be busy now, 
but it’s important to make time to cross-train them, familiarizing them with 
front-desk operations, food and beverage, housekeeping, and other opera-
tions, Gobin said.

No hotelier wants to be Darwinian, but the reality is that a recession would 
lead most hospitality companies to lay off workers. Employees who show 
a willingness to cross train and perform well in those roles make it clear to 
hoteliers that they should be retained, and rewarded, even during tough 
times, Gobin said.

5
Re-evaluate  
food-and- 
beverage 
operations
Friedland said some hotel clients are seeking 
to repurpose their large dining rooms due 
to changing consumer preferences. Fewer 
guests want to sit down for a three-course 
meal, and a greater number want to take 
their food back to their room and stream 
their favorite television show, she said.

Downsizing a hotel restaurant can free up 
workers for other roles, reducing the hotel’s 
overall manpower requirements. Hotels can 
make better use of that space, and consum-
ers get the hotel experience that they 
want, Friedland said.
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CLEAN FASTER CLEAN BETTER

©2023 BISSELL Inc.

EON® QuietClean® Upright Vacuum
MFG # SC5500B 

HydroCleanTM Hard Floor Washer
MFG # SC930A

Vacuum + Wash Multi-Surface

Cut your cleaning time
in half*

Doubles debis pickup on 
hard surfaces*

*Based on an AICS Time & Motion Study as compared
to a typical three-step manual cleaning process.

*Based on ASTM F2607 testing of the
SC5500B & SC5500A

JOIN US!
BOOTH # 2358

Multi-Surface

Sealed HEPA System

1098748_Sanitaire.indd   11098748_Sanitaire.indd   1 24/02/23   4:35 AM24/02/23   4:35 AM

6
Step up your  

community  
involvement

Hoteliers may be able to reduce labor 
costs by reaching out to local universi-
ties that offer hospitality as a major and 
creating internships and work/study 
programs, Friedland said.

Similarly, hoteliers should build rela-
tionships with local businesses such as 
wedding venues, funeral homes, and 
hospitals, recognizing that even in a 
recession, many people will travel to 
visit an ill relative, Gobin said. 

“It’s an opportunity to create dis-
counted business, but it’s still business 

that you may not have during a bad time 
in the economy,” he said. “Creating new 
relationships can carry you through bad 
times.”

Hoteliers should be active in their 
local chamber of commerce and other 
groups and should sponsor local sports 
teams and school clubs to the extent 
possible, Gobin said. “The more active 
you are in your community, the more 
people will remember you when it’s 
time to do business,” he said.

For independent hotels and smaller 
hotel companies, it might be possible 
to band together, boosting their pur-
chasing power to get discounts from 
vendors. Every dollar saved matters 
when times are tight, Gobin said.

“We may be busy now, but it’s 
important to focus on things that will 
set ourselves up for success in the 
future,” he said.

7
Consider tech 

upgrades
By keeping up on the latest technology, 
hoteliers can provide a better experience 
for guests and reduce their manpower 
needs, Friedland said. WiFi that’s fast, reli-
able, and free is a must, and more cus-
tomers are now demanding streamlined 
processes such as the ability to check in 
and check out through a smartphone app. 

“I just encourage management teams 
to continually educate themselves on the 
different technology offerings out there 
because they’re always changing,” she 
said.� ■

The more active you are in your community, 
the more people will remember you when it’s 
time to do business.”
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GIVE YOUR GUESTS 
PEACE OF MIND
with the Zoneline® PTAC with IEQ from GE Appliances*

To explore Zoneline® PTAC, contact your trusted GE Appliances dealer.

UV-C LIGHT TECHNOLOGY 

UL CLASSIFIED EQUIPMENTFOCUSED UV-C DIRECTION ON FAN

HIGH-POWERED LED ARRAY

Average

reduction of airborne viruses
within 180 minutes

93.9%

Customized for the PTAC appliaction. 
Designed to apply UV-C light to the air as 
it passes through the unit.

Representative samples of this product have 
been evaluated by UL and meet applicable 
safety standards.

Powerful UV-C lights focus on the PTAC 
blade, where air movement occurs.

High-powered LED array treats air passing 
through the PTAC.

*GE Appliances tested a Phi-X174 bacteriophage virus, nebulized in a sealed test chamber (10’ x 10’ x 10’ (1000 ft 3)) 
with an average temperature of 68ºF and relative humidity of 50.3%. Air sampling was taken every 30 minutes 
with the Zoneline PTAC on high speed with a new UVC kit active over 3 hours & compared to natural decay results. 
Testing was conducted at a nationally accredited laboratory.

IEQ models can be sold in all states except: CO, DC, IN, NM, OK, WV, WY

1099373_GEAppliance.indd   11099373_GEAppliance.indd   1 2023-02-22   10:54 AM2023-02-22   10:54 AM
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EACH YEAR, WE GET UP CLOSE 
and personal with the current 
AAHOA Officers, hosting a dis-
cussion that covers an array 
of subjects. For the past few 
years, understandably, much 

of the focus has been on the pandemic, its 
affects on the industry, and where hote-
liers go from here. However, more than 
three years from the pandemic’s full-scale 
onslaught, are we closer to life as normal, 
or will COVID’s shadow loom large for years 
to come? This year, we focus on those con-
cerns while exploring other issues, such as 
the labor market and new industry trends.
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Nishant  
(Neal)  
Patel

CHO, CHIA,  
Chairman

AFTER SEVERAL YEARS OF UNPREDICTABILITY AND 
UPHEAVAL IN THE INDUSTRY, CAN WE FINALLY SAY 
WE’RE BACK TO NORMAL?
The COVID-19 pandemic has caused significant challenges in the 
hospitality industry, leading to unpredictability and job losses. 
Although some hotels have started to recover, and most have job 
openings, it’s too early to say if the industry is back to normal. 
The pandemic and changes in consumer behavior will continue 
to impact the industry, and there may still be challenges with 
staffing, regulations, and demand. The recovery will be gradual, 
and the industry’s future growth and stability rely on continued 
investment and support.

WITH BUSINESS TRAVEL (STILL) YET TO FULLY 
RETURN, HOW CAN HOTELIERS MAKE UP FOR THAT 
LOST REVENUE?
Hoteliers can explore alternative revenue streams and pivot their 
business strategies. This can include expanding their focus on 
leisure travel, offering more local and regional experiences, such 
as staycations, and creating attractive packages for families. They 
can also invest in technology and digital marketing to reach new 
guests and improve their online presence.

WHAT CAN AAHOA MEMBERS DO TO BEST TAKE 
ADVANTAGE OF THEIR MEMBERSHIP?
Implementing what they have learned from AAHOA events, pro-
grams, and resources can help members stay current on industry 
trends and best practices and drive success for their businesses. 
Additionally, members can take advantage of AAHOA’s advocacy 
efforts, as well as its resources for professional development, 
training, and education.

WHAT INDUSTRY TREND ARE YOU MOST  
EXCITED TO SEE PLAY OUT IN THE COMING YEARS?
I’m most excited to see the adaptation of technology in the hos-
pitality industry. This will help with labor, and reduce operational 
costs to improve efficiency and streamline operations. The increase 
in guest-facing technology will enhance the customer experience 
and create a more personalized and seamless stay for guests. 
Additionally, the use of data analytics and artificial intelligence can 
provide valuable insights into customer behavior and preferences, 
helping hotels better understand and meet their guests’ needs.

WHAT ADVICE WOULD YOU GIVE TO THOSE STARTING 
THEIR JOURNEY IN THE HOTEL INDUSTRY?
Thinking outside the box and trying new approaches can help you 
stay ahead of the competition and drive success for your business. 
Do not be afraid of failure, as it can be a valuable learning oppor-
tunity. Embrace challenges and be open to new ideas, and you will 
be well on your way to a successful career in the hotel industry.

  2-MINUTE READING TIME

TODAYSHOTELIER.COM | APRIL 2023 |  39

http://TODAYSHOTELIER.COM


1095384_Intellihot.indd   1 1/13/23   4:47 PM

http://www.intellihot.com/electron-animation?utm_source=Today%27s+Hotelier&utm_medium=6+People+Digital+728x90&utm_campaign=Electron&utm_id=6+People&utm_content=6+People


Bharat 
Patel 
CHO, CHIA, 
Vice Chairman

AFTER SEVERAL YEARS OF UNPREDICTABILITY AND 
UPHEAVAL IN THE INDUSTRY, CAN WE FINALLY SAY 
WE’RE BACK TO NORMAL?
It’s a new normal. What’s currently happening in the industry is that 
we have some serious headwinds post-COVID. We have inflation, 
supply-chain issues, interest rate hikes, economic uncertainty, and 
a war on the global stage. So, how do we meet these challenges? 
The best way is to be united.

WITH BUSINESS TRAVEL (STILL) YET TO FULLY 
RETURN, HOW CAN HOTELIERS MAKE UP FOR THAT 
LOST REVENUE?
Business travel is coming back. That’s a given. But it’s good to 
think about what incentives you are offering that matter to busi-
ness travelers. You should also consider what you want to offer 
leisure travelers. Maybe for leisure travelers, it’s more flexibility 
in booking their hotel stays. Maybe for busy business travelers, 
it’s providing something extra if they are traveling with families, 
something that will make them want to travel and stay.

WHAT DO YOU SEE AS THE MOST IMPORTANT ISSUES 
FOR FRANCHISEES IN TODAY’S MARKET?
Profitability. The members I meet are concerned about the future. 
It comes to this: How much investment do you make in your hotel 
property? The future generation has to see that this industry is 
worth investing in. We knew there would be economic upturns 
and downturns, but no one expected a great recession or a global 
pandemic. I don’t think people expected the fast interest rate 
increases. These challenges are compounded, and it’s up to us to 
stick together to figure out what to do next.

WHAT CAN AAHOA MEMBERS DO TO BEST 
TAKE ADVANTAGE OF THEIR MEMBERSHIP?
Please get involved. Your AAHOA membership is just the start of 
your journey. The unique thing about our convention, or even 
our regionals, is meeting hoteliers from other markets that share 
details and best practices to help you get a better handle on your 
business and protect your investments. I’d also like to encourage 
members to look at the resources available on the AAHOA website 
and learn more about how they can make a difference.

LABOR REMAINS A PRIMARY INDUSTRY CONCERN. DO 
YOU SEE THAT CHANGING ANYTIME SOON?
Prior to the pandemic, we did a survey, and 90% of hotels had at 
least one open position. Post-pandemic, I can almost guarantee 
you that there’s at least one position open at every hotel in America. 
The question is, how do we deal with it? We’re really going to have 
to leverage technology better. It could take the form of a kiosk or 
start hiring people that are cross-trained. Investing in my team 
is important.
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 Miraj 
Patel 
MBA, CHO, 
CHIA, Treasurer

AFTER SEVERAL YEARS OF UNPREDICTABILITY AND 
UPHEAVAL IN THE INDUSTRY, CAN WE FINALLY SAY 
WE’RE BACK TO NORMAL?
Consumers feel slightly more confident than in 2021 and 2022. 
We’ve seen revenue increase, showing us that travel is also increas-
ing. But, there’s still going to be some time before things go back 
to pre-pandemic levels.

WITH BUSINESS TRAVEL (STILL) YET TO FULLY 
RETURN, HOW CAN HOTELIERS MAKE UP FOR THAT 
LOST REVENUE?
They’re going to have to get more creative when operating a hotel, 
especially taking advantage of technology and revenue manage-
ment. It’s important to ensure your occupancy and ADR stay up 
to par with the market. Many hotel owners are finding ways to get 
contracts from other market segments and stay up to par with the 
consumer group traveling.

WHAT CAN AAHOA MEMBERS DO TO BEST TAKE 
ADVANTAGE OF THEIR MEMBERSHIP?
We’re always pushing the membership to get involved and stay 
engaged. I think if we do a better job at promoting the things 
that are included in the AAHOA membership, then I think the 
membership will be more motivated to take advantage of it. But, 
the number one key is for members to be engaged.

LABOR REMAINS A PRIMARY INDUSTRY CONCERN. 
DO YOU SEE THAT CHANGING ANYTIME SOON?
Labor is something that every single hotel owner agrees is a 
problem. It was a problem even before the pandemic, and the 
only way I see anything changing is if we start getting more cre-
ative. We want to see how we can get this addressed with visa 
programs and other initiatives. If we start working on some of 
these things, then we’ll see the labor pool increase.

WHAT INDUSTRY TREND ARE YOU MOST EXCITED TO 
SEE PLAY OUT IN THE COMING YEARS?
Simplification. When it comes to operation, we need to start 
simplifying our offerings to guests. Before the pandemic, we 
started to make the hotel industry so complicated by offering 
so much that we almost over spoiled the consumer. If we just 
start simplifying operations and offerings, then not only will it 
make us more money, it’ll save us more money. I think it will be 
a win-win situation for operators and consumers.

WHAT ADVICE WOULD YOU GIVE TO THOSE 
STARTING THEIR JOURNEY IN THE HOTEL 
INDUSTRY?
AAHOA provides countless educational webinars and opportuni-
ties, panel discussions, and roundtable discussions. You should 
also read Today’s Hotelier magazine and check out what industry 
leaders have to say about the latest industry topics.
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AFTER SEVERAL YEARS OF UNPREDICTABILITY AND 
UPHEAVAL IN THE INDUSTRY, CAN WE FINALLY SAY 
WE’RE BACK TO NORMAL?
We’re progressing forward as an industry. Are we back to normal? I 
consider this the new normal. And like every other AAHOA Member, we 
are quick to adapt and move forward.”

WITH BUSINESS TRAVEL (STILL) YET TO FULLY RETURN, 
HOW CAN HOTELIERS MAKE UP FOR THAT LOST REVENUE?
AAHOA Members are quick to adapt to situations. My advice to AAHOA 
Members would be to understand your market, understand what’s avail-
able, and continue moving forward.

WHAT DO YOU SEE AS THE MOST IMPORTANT ISSUES FOR 
FRANCHISEES IN TODAY’S MARKET?
AAHOA Members need to have an open dialogue with their franchisors 
and the brands. We want to ensure that franchisees understand and ask 
the correct questions regarding their franchise contract. At the end of 
the day, I want to send one message: know your value.

WHAT CAN AAHOA MEMBERS DO TO BEST TAKE ADVANTAGE 
OF THEIR MEMBERSHIP?
AAHOA has a lot of membership perks. I encourage members to attend 
the Town Hall Meetings in their region and ask their regional director 
how they can help him or her. AAHOA has resources available to help 
hotel owners thrive.

LABOR REMAINS A PRIMARY INDUSTRY CONCERN. DO YOU 
SEE THAT CHANGING ANYTIME SOON?
We’re going to have to adapt to the new normal. The labor force is not 
what it used to be. We have to utilize technology to take the burden off 
our industry.

WHAT INDUSTRY TREND ARE YOU MOST EXCITED TO 
SEE PLAY OUT IN THE COMING YEARS?
The acceptance of technology in general. At first, our member-
ship, and even a lot of the brands, were kind of resistant to using 
technology in certain areas. We’re now seeing kiosks for check-ins 
and various other mobile check-in options. Guests can skip the 
front desk completely and go straight to their hotel room because 
their cell phone is now the key.

WHAT ADVICE WOULD YOU GIVE TO THOSE STARTING 
THEIR JOURNEY IN THE HOTEL INDUSTRY?
We have been a part of the hotel industry for decades now. We’re 
coming up on our third- and fourth-generation hotel owners. I 
encourage future hoteliers to reach out, talk to those who have 
been there, and ask questions. We are all here to help you, and we 
want to make sure anybody who wants to be a part of the industry 
will be successful.� ■

Kamalesh 
(KP) 
Patel 
Secretary
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FEATURE AAHOACON23 PREVIEW

by CARTER DAVIS

SIMPLY PUT, AAHOACON HAS BEEN A CAN’T-MISS INDUSTRY 
event for quite a while, and it continues to grow year after year. 
This year’s installment, in Los Angeles, will include the biggest 
trade show in AAHOACON history, with 500+ exhibitors and 
more than 85,000 square feet of exhibit space. In advance of 
one of the best industry shows of the year, here’s a quick look 

at just some of the high points of AAHOACON23.
For a comprehensive overview of the event and up-to-date information 

on education sessions, networking opportunities, keynote presentations, 
entertainment options, and so much more, be sure to visit AAHOACON.com.

HIGHLIGHTS
AAHOAC N

Hit the

A quick look at just some of the 
key events and offerings at
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LiveSEE IT 

IN THE AAHOA 
GARAGE
The AAHOA Garage is a game-changing platform designed 
to give you an immersive experience on the trade show 
floor. Watch as our knowledgeable and resourceful industry 
partners help you learn what to do and how to do it right 
when it comes to dozens of everyday projects that always 
seem to be at the top of a hotel’s maintenance or opera-
tions to-do list. 

The AAHOA Garage is open Wednesday 
and Thursday, from 11:30 a.m. to 
5:30 p.m., on the trade show floor.

Events
Wednesday, April 12

4:30-5:30 p.m.
It’s Your Time!

Prepare yourself to lead
Growing up working in the business is not 
the same thing as leading it. Join your peers 
and industry leaders for a fireside chat about 
what practical leadership looks like and what 
it takes to be able to make the decisions only 
owners can make. Should you keep building 
infrastructure to better manage your grow-
ing portfolio? How much involvement do you 
really want with daily operations? Should you 
partner with a management company? How 
much should you expect to pay? What are the 
best practices for managing the relationship? 
Can you negotiate a la carte services? The 
answers to these and many more questions 
will be answered in an interactive session 
that will help you consider your own portfolio 
growth options.

Thursday, April 13
2-3 p.m.
Caution!  

Opportunity Ahead!
Is your mindset future-ready?

Hospitality technologies are changing fast 
and how you choose to adapt can make or 
break the performance and valuation of your 
portfolio. Remember, not choosing is also a 
choice! Are you preparing for the Internet of 
Things (IoT)? For hoteliers, IoT means con-
necting devices, applications, and platforms 
to optimize operational efficiencies and 
enhance guest experiences. Industry leaders 
will talk about what’s coming and share how 
you can make your hotels and your mindset 
future-ready!

AAHOACON23 
YOUNG 

PROFESSIONALS

  5-MINUTE READING TIME
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MasterclassesAAHOACON23

AAHOAC N

Tuesday, April 11
The Sky’s the Limit! 

Build your business for scale  
and diversification

1:30-3 p.m.
You’ve already succeeded in growing your port-
folio by building essential management company 
capabilities, processes, and practices. Now you’re 
ready to take your portfolio to the next level by 
managing bigger hotels and next-tier brands. Or 
maybe you’re considering businesses in other 
verticals. Hear from experts who have already 
taken the journey and learn what it takes to build 
a management organization capable of managing 
anything you want!

Science and the Art of  
Digital Marketing 

Practical tips to help you  
thrive in a digital world

3:30-5 p.m.
Today’s marketers have more information about 
prospects and customers than ever before. On top 
of this, your guests’ online journey to find you and, 
ultimately, book your hotel has changed. We’ll 
start by giving you a unique behind-the-scenes 
look at how data science and AI are rewriting all 
the rules. Let’s be clear, the idea is to help your 
hotel stand out from the crowd to gain new guests 
and retain existing ones. And it starts with search 
strategies. Our experts will share how Google AI 
algorithm updates may affect search outcomes. 
We’ll cover the growth of chatbots and how dif-
ferent types of content can engage users in local 
search using hyperlocal experiences, as well as 
the ongoing importance of image optimization 
and tagging. Digital isn’t just a buzzword. It’s a 
new world in which your hotel can thrive.

Let’s Talk Law
Legal tips you need to hear!

3:30-5 p.m.
If you’re planning on buying or selling a hotel, 
you won’t want to miss this expert advice about 
commonly overlooked aspects of purchase and 
sale agreements, as well as franchise agreement 
clauses you should negotiate. The session will 
also cover succession and estate planning, plus 
the necessity for wills and trusts. It won’t be a 
lecture hall course. This AAHOA Masterclass will 
offer plenty of opportunities to ask any questions 
about the law and your hotel. And if you own prop-
erties in California, this is a must-attend session. 
Our experts will also address state issues and 
trends. Talking law doesn’t get more interesting 
or helpful than this!

Friday, April 14
Demystifying the Digital Marketplace 

(with Kalibri Labs CEO and Co-Founder Cindy Estis Green)
1:30-2:30 p.m.

Every booking comes with a price tag. Did you 
know it’s between 15-25% of what guests pay? 
You only keep 75 to 85 cents before guests even 
get to the lobby. The cost of revenue acquisition is 
second only to labor. Is it any wonder you’re feel-
ing squeezed? AAHOA is proud to host a one-of-a-
kind MasterClass to help demystify the complex 
digital marketplace. It’s time for hotel owners to 
move past the days of untracked and unmanaged 
commissions and transaction fees. You will learn 
what net ADR is; how to identify and pursue the 
best opportunities for business in your submar-
ket; and how to compare the costs from Brand.
com to costs of OTA bookings. Through a variety of 
case studies, you’ll also learn practical steps you 
can take to improve profit contribution from avail-
able demand in your market. Join us and take the 
first steps to taking back control of your hotel’s 
profitability and building the value of your assets!
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GetSocial!
FACEBOOK: 
facebook.com/AAHOAofficial

INSTAGRAM: AAHOAofficial

LINKEDIN: AAHOA

TWITTER: �@AAHOA,  
@TodaysHotelier,  
@AAHOAChairman,  
@LL510Blake

Coming to 
AAHOACON? 
Let us, and everyone else, know you’re on site! 
Join the conversation on social media, and use 
the hashtag #AAHOACON23.� ■

Let Us Take the Sting 
Out of Your Hospitality 

 

Compact or
Full size
Fridges,

Stoves and
Microwaves

 
 

Electric Vehicle
(EV) Charging
Stations  

 

Wall Mounts

 

Room Safes   

 

 

Hospitality
Commercial

Grade TVs

 

Scan Here

Samsung • Philips • LG • RCA

1098658_Queen.indd   1 13/03/23   8:46 PM1087591_Maytronics.indd   1 1/10/23   4:16 PM

CertifiedGet

Friday, April 14
BEST Inhospitable to Human Trafficking Training,  
and Certification Course, Sponsored by AAHOA

1:30-2:30 p.m.
BEST Inhospitable to Human Trafficking Training, 
Sponsored by AAHOA is a proven tool that improves 
hotel safety. Human trafficking harms victims and 
poses serious safety risks to guests and employ-
ees. It can also expose you to substantial legal and 
financial liabilities. Take this course free of charge 
and earn the certificate you need to help your staff 
identify the crime, proactively prevent it from occur-
ring, and protect yourself from legal liability.

#A
AH

OA
CO

N2
3
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FEATURE

A conversation with U.S. Representative  
Dr. Richard McCormick (R-GA) on the dire need for 
American businesses to be allowed to operate  
as independently and responsibly as possible
by NEAL A. PATEL

Space, and Technology Committees, as 
well as the Select Subcommittee on the 
Coronavirus Pandemic, and the NATO 
Parliamentary Assembly. My goal is to 
keep America and her allies strong, our 
men and women in uniform safe and well-
equipped, and our technology, infrastruc-
ture, and research the best in the world. 
It’s going to be a busy year, and I’m enjoy-
ing every minute of it.

WHAT ARE SOME OF YOUR 
LEGISLATIVE PRIORITIES WHEN 
THE NEXT SESSION BEGINS?
Our office will continue to prioritize our 
national security on a domestic and inter-
national stage. It’s important to provide 
stability for the American people, espe-
cially after the massive upheavals from 
the COVID-19 pandemic and the year-long 
conflict in Ukraine. These issues greatly 
affect the travel and tourism industries 
and their massive impact on the econ-
omy. Thinking outside the box, we should 
reward those who follow laws by stream-
lining legal immigration and in turn make 
it harder to come here illegally.

WHAT SORTS OF POLICIES – 
SUCH AS TAX AND REGULATORY 
REFORMS – DO YOU HOPE TO 
WORK ON TO SUPPORT SMALL 
BUSINESS OWNERS AND THE 
HOSPITALITY INDUSTRY?
Reducing regulation and healthcare 
costs for both small businesses and indi-
viduals is critical. Regulation is a hidden 
cost to all businesses, and healthcare 
costs have risen dramatically during 
the past 20 years, and individuals have 
seen the brunt of that cost increase. 
These policies also must seek to reduce 
the burden on small businesses to 
cover health insurance costs for their 
employees.

WHAT EXCITES YOU THE MOST 
ABOUT SERVING IN CONGRESS?
No feeling can match the history and 
solemn responsibility of serving in 
Congress. It is thrilling, but also sober-
ing, because the eyes of countless 
American heroes through the ages 
watch you from statues and portraits 
throughout the Capitol building. “You 

Industry
advocate

ADVOCACY IN ACTION

FOR ANYONE WHO HAS PAID 
even casual attention to its 
activities during the past year 
or so, it should be immediately 
clear that political advocacy 
has become a major corner-

stone of AAHOA’s approach. Accordingly, 
AAHOA has endeavored to educate mem-
bers on the importance of engaging in the 
political process, and Today’s Hotelier has 
been publishing interviews with numer-
ous government representatives to help 
AAHOA Members get to know these fig-
ures better and learn more about how they 
can engage with their federal, state, and 
local government representatives. In this 
issue’s advocacy feature, we showcase an 
interview with Representative Dr. Richard 
McCormick, who represents Georgia’s 6th 
Congressional District.

WHAT COMMITTEES DO YOU 
EXPECT TO SERVE ON IN 
THE UPCOMING SESSION OF 
CONGRESS
I’m honored to serve on the House Armed 
Services, Foreign Affairs, and Science, PA
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have been entrusted with the future of the 
great nation we built,” they seem to say. 
“Don’t mess it up!” So, I will do my best 
to help hardworking American families 
and their small businesses, protect their 
country, and approach this job every day 
with a sense of duty and humility.

WHAT INDUSTRY (OR INDUSTRIES) 
DID YOU WORK IN BEFORE YOU 
WERE ELECTED TO CONGRESS?
I served in the Marine Corps as a helicopter 
pilot for more than 16 years with tours in 
the Persian Gulf, Africa, India, and the Far 

East and the Navy for more than four years 
as an emergency medicine physician with 
a tour as the head of the ER in Kandahar, 
Afghanistan, in 2016. I then entered pri-
vate life as an emergency room physi-
cian at a trauma 2 hospital in Georgia. 
Serving on the front lines of warfare and 
the front lines of COVID have given me 
a deep appreciation for both the coura-
geous Americans who serve their country 
in uniform, and those who serve their fel-
low Americans as doctors, nurses, and 
first responders. Every day, I dedicate my 
work to them.

Rep. McCormick joined AAHOA for the 2023 Spring National 
Advocacy Conference in Washington, D.C.

WHAT LED YOU TO RUN  
FOR CONGRESS?
I was blessed to serve our country in the 
Marine Corps and the Navy, and later 
heal people in our community during a 
pandemic. I see Congress as yet another 
chapter, another opportunity for service. 
During the COVID-19 pandemic, I saw a 
lot of politics interfering with medicine 
and even business. I also saw politics 
affect the military negatively. No mat-
ter who you are, success should never 
be punished. That flies in the face of 
the American dream. Politicians and 
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DO IT RIGHT.

Technologies
B&C

WARNING
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media personalities often try to control 
medical decisions between patients and 
doctors, dictating “the science” to their 
fellow Americans. Some politicians want 
to overregulate and overtax businesses 
or to limit the number of students who 
can enter a college because of their heri-
tage and success. A big reason I came 
to Washington was to put a stop to this 
government interference to success. I 
believe it’s possible to build a society 
where every family can have health, pros-
perity, opportunities, and freedom. THAT 
is the American Dream.

WHAT DO YOU MOST ENJOY 
ABOUT STAYING IN HOTELS?
Putting my seven kids in rooms that are 
NOT mine!

WHY ARE HOTELS AND HOTEL 
OWNERS IMPORTANT TO YOUR 
DISTRICT/STATE?
The hotel industry is vital to the economy of 
Georgia, especially for tourism and conven-
tions in Atlanta and Savannah. Hoteliers 
employ many thousands of Georgia 
workers, who in turn support thousands 
of households. As AAHOA is well aware, 

Indian-Americans and South Asians are 
well-represented in hotel ownership and 
the hospitality business, and we’re blessed 
that many of these wonderful families live 
in Georgia’s 6th District. They are not only 
outstanding employers, but also pay a big 
share of taxes relative to their proportion 
of the population.

THE HOTEL WORKFORCE WAS 
ONE OF THE INDUSTRIES MOST 
AFFECTED BY THE PANDEMIC. 
DO YOU SEE CONGRESS PLAYING 
A ROLE TO SUPPORT BUILDING 
BACK THE HOTEL WORKFORCE?
Keeping taxes low and getting burden-
some regulations out of the way is a big 
priority – not just for hotels, but busi-
nesses of every size across the country. 
I am particularly interested in protecting 
small businesses from shutdowns and 
layoffs in the event of a future pandemic 
or national emergency. Our government 
should be able to protect public health 
without putting people out of business or 
shrinking the workforce. I trust the busi-
ness owner to make the right choice far 
more than the government.� ■

Neal A. Patel is the vice president of Alpine 
Group, a bipartisan, bicameral government 
affairs consulting firm located on Capitol  
Hill, and he can be reached at  
npatel@alpinegroup.com.

Representative Rich McCormick (R-GA)
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Making ownership opportunity happen for 50 years. 

To get in on a new way to extended stay contact Matthew Hostetler, Chief Development Officer, 

mhostetler@redroof.com   /    redrooffranchising.com

This is not an offer. No offer or sale of a franchise will be made except by a Franchise Disclosure Document first filed and registered with the applicable authorities. For New York: An offering can only be made by a prospectus filed first with the Depart-
ment of Law for the State of New York. Such filing does not constitute approval by the Department of Law. For Minnesota: #F-9524. HomeTowne Studios by Red Roof, 7815 Walton Pkwy New Albany, Ohio 43054.  © 2023 HomeTowne Studios by Red Roof

A brand new way to extended stay.®

n ow  i n c l u d e s

Our new prototype is  

all about function, style and 

defining the segment.

CONSISTENTLY 
OUTSTANDING 

REVPAR
EXTENDED STAY SEGMENT 

CONTINUES TO BREAK RECORDS IN

DEMAND & ADR

Combining modern room aesthetics  

with cost-effective development  

to set new standards  

for  improved operational efficiency.

C e l e b r a t i n g welcoming years.
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INDEPENDENT HOTELIERS

IT’S BEEN MORE THAN 
three years since the COVID-
19 pandemic started. During 
that time, independent hote-
liers across the United States 
have had to overcome a raft of 

challenges, including staffing short-
ages, mask mandates, supply-chain 
disruptions, interest-rate hikes, and 
much more.

And, as the industry stares down 
an unclear future – including the 
possibility of additional rate hikes 
and unpredictable economic con-
ditions – it can feel overwhelming. 
However, there are six key areas in 
which independent operators can 
focus their efforts to best prepare 
their properties today for tomor-
row’s uncertainties.

Planning ahead

FUND RESERVES
In any time of economic prosperity, it’s 
vital to build up financial reserves before 
an eventual economic downturn strikes. By 
having additional funds available, owners 
will have a better chance to combat an 
economic recession. No hotelier wants to 
face an inability to pay their mortgages, 
property taxes, or employees. If owners 
are unable to bear these costs, they will 
have no choice but to consider that their 
lender may foreclose on their property. 
Having cash reserves of at least six-to-eight 
months of monthly expenses would help 
significantly in the event of a recession.

ONLINE MARKETING
Understandably, hoteliers 
aren’t always proponents 
of OTAs. But, during an eco-
nomic downturn, having a few rooms filled 
is better than having no rooms filled. By 
maximizing hotel exposure on the internet, 
one should be confident knowing they did 
everything they could to market their hotel 
online. More specifically, if an indepen-
dent motel owner dislikes OTAs because 
they don’t like paying commissions, there 
is little doubt a nearby competitor will 
maximize their revenue by taking potential 
reservations away from that independent 
property.

PROPERTY CONDITION
If you have your fund reserves built up 
and your property adequately marketed 
online, all that effort may be for naught 
if your hotel’s physical condition isn’t up 
to par. In an economic downturn, prop-
erty condition and cleanliness are per-
haps more vital than ever because you’re 
competing for a smaller pool of potential 
guests. By updating your room’s flooring, 
paint, and furniture often, your hotel will 
be up-to-date and contemporary. With 
fewer potential guests, you want to give 
yourself the best chance possible to maxi-
mize bookings by providing a cleaner envi-
ronment, as well. To achieve this, you could 
incentivize your staff with more work hours 
by advising them to conduct routine clean-
ing and maintenance of common areas like 
the parking lot, laundry rooms, and lobby.

What independent motel properties can do in 
advance of another economic downturn
by VARAD DHAMECHA

1

2

3

During the pandemic, the hoteliers who 
maintained staffing levels and offered 

more hours once things re-opened were 
likely able to recover quicker, primarily 

because they prioritized  
their employees’  

health and safety and  
economic well-being.”
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  4-MINUTE READING TIME

STAFFING
When revenue and general 
room sales are down, a key 

area to examine when cutting expenses 
would be reducing overhead. But, when 
the economic downturn is short-lived – like 
many experienced after the initial months 
of the pandemic – a property may experi-
ence a quick resurgence of reservations 
and be left severely understaffed.

During the pandemic, the hoteliers who 
maintained staffing levels and offered 
more hours once things re-opened were 
likely able to recover quicker, primarily 
because they prioritized their employees’ 
health and safety and economic well-
being. Going above and beyond for their 
employees paid major dividends to hotel 
owners who had staff ready to handle the 
influx of reservations and uptick in room 
sales.

INVENTORY
Who would’ve thought 
toilet paper would be 
one of the major supply-
chain items that would cause so much stir 
when short on availability? What seems 
like afterthought now, the shortage on 
toilet paper was a chief concern across 
the country. As a result, large retailers to 
small convenient stores had to put a limit 
on how many packages of toilet paper con-
sumers were allowed to purchase. This had 
a dramatic effect on hotels as one of the 
most basic hotel amenities wasn’t readily 
available. Therefore, having adequate or 
overstocked inventory at your hotel would 
be ideal.

When the next economic downturn hits, 
the supply chain would almost certainly 
be affected, resulting in necessary items 
not being readily. No one can predict the 
future, but it may be best to have an over-
stock on certain basic amenities at your 
hotel like soap, bedding, and towels.

MORTGAGES
At the beginning of the pan-
demic, borrowing rates were 

very affordable. Last year, however, we wit-
nessed a significant rise in interest rates. 
The independent hoteliers who refinanced 
their mortgages before the rise of inter-
est rates are now very well-positioned 
to manage a future economic downturn. 
Having lower payments and lower liabili-
ties should allow an independent hotelier 
to manage expenses much more easily 
than someone who has a mortgage with 
a high interest rate. That’s why it’s crucial 
in the age of the internet to keep yourself 
well-informed on the intricacies of the U.S. 
economy and the financial affairs of the 
rest of the world.

Ultimately, it’s important that hoteliers 
continue to evaluate their experiences dur-
ing any economic downturn and use those 
lessons to plan for the future. While manag-
ing a recession always will be difficult, it’s 
possible to use past events to shape how 
we respond to the future.� ■

Varad Dhamecha has had a 
career in real estate as an 
agent/broker and has 
assisted his family in 
managing their independent 
hotels for almost six years. He 

also has a bachelor’s in science from UC Santa 
Barbara.
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INSURANCE

Hotel insurance claims 
explained

essential to provide proof that action was 
taken to prevent further issues.

Another step hoteliers should consider 
taking as early as possible is assembling a 
team of experts, including public adjust-
ers, building estimators, contents inven-
tory specialists, engineers or architects, 
mitigation and restoration companies, 
and municipal building codes officers, in 
addition to the insurance carrier’s adjust-
ers. When these parties work in tandem, 
the process is more likely to progress 
smoothly. The first priority for this 
team and the owners is to estab-
lish the possibility of keeping 
the hotel open post-disas-
ter, and the percentage 
of operations it can 
safely open to guests 
and employees.

THE INTRICACIES OF HOSPITALITY 
INSURANCE CLAIMS
If the hotel’s rooms or overall structure are 
damaged and guests are unable to safely 
occupy the space, decreased occupancy 
could translate to lost revenue depending 
on the hotel’s business interruption insur-
ance policy. One important choice that 
hoteliers must make following a disaster 
is to decide whether it is best to shut down 

by LUIS R. ESTEVES

HEN A NATURAL DISASTER 
strikes, damage to hotels 

can be costly, not only to 
hoteliers, but the local econ-

omy, employees, travelers, and even fami-
lies who hoped for a safe place to ride out 
the aftereffects of a storm. With many 
factors to consider following the stress of 
a disaster, it can be difficult for hotel own-
ers to know what steps to take to get their 
business back up and running.

Here’s what hotel owners should know 
about the insurance claims process to 
ensure the best possible recovery for their 
hospitality business:

FIRST STEPS FOLLOWING A LOSS
The first steps a hotelier should take after 
their hotel is impacted by a natural disaster 
are to contact their insurance company to 
report the loss and secure the property to 
ensure guests, employees, or even tres-
passers will not be injured, and no further 
damage can occur. As soon as it is safe to 
do so, they should take pictures of the area, 
then cover damaged roofs with tarps and 
rope off areas where it may be unsafe to 
walk.

It’s also important to document these 
efforts – an insurance claim can be denied 
if mitigation is not attempted, so it is 

Diverting 
disaster
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  2-MINUTE READING TIME

operations until restoration is complete or 
avoid more significant loss of income by 
remaining partially open. It has been our 
experience that even at a lower occupancy 
rate, the hotel can remain profitable and 
lessen the cashflow impact of having to 
completely shut down, however the short 
and long-term economic impacts need to 
be assessed before deciding. Policy condi-
tions are an important part of that decision 
if you don’t have the right coverage to carry 
out your plans.

It is also important to consider addi-
tional costs that may become a factor. If a 
hotel is part of a franchise, there could be 
upgrades that need to be made to meet 
brand standards. In older buildings that 
must be brought up to code, there could be 
similar additional costs to consider based 
on local regulations.

HOTELIERS’ RESPONSIBILITIES 
DURING THE INSURANCE CLAIMS 
PROCESS
The insurance claims process can be dif-
ficult to understand, but most insurance 
providers work within a similar structure. 
Once the hotel owner reports a loss, the 
insurance company will acknowledge 
receipt of the claim and begin investiga-
tions. Next, the insurer will let the policy-
holder know what additional information 
may be required. Once it is provided, the 
insurer will accept or deny the claim – with 
reasoning provided should a claim be 
denied – or request more time to process 
the claim.

Typically, the claims process itself 
includes points of interest, such as both 
parties agreeing on the scope of the dam-
age, preparing cost estimates, and then 
reaching an agreement on settlements.

Throughout the insurance claims pro-
cess, the hotelier will be responsible for 
providing specific information and per-
forming certain actions to ensure the claim 

is properly handled. It is the insured’s 
responsibility to:
•	 Notify the insurance carrier of the loss 

and allow access to the property.
•	 Take inventory of all property and pres-

ent it to the carrier.
•	 Protect property from further damage.
•	 Present an itemized scope of damage to 

the structure.
•	 Present a signed and sworn proof of loss 

within 60 or 90 days, which will include 
factors such as the time and cause of 
the loss, building occupancy, insurance 
contracts, and the replacement cost or 
actual cash value (ACV) of each item – 
and the quantity of such items – from 
the building.

As a business owner, it is common to feel 
at a disadvantage in the claims process 
because you don’t have the same expertise 
as your insurance company’s adjusters. 
Indeed, inexperience submitting a prop-
erty damage claim or not understanding 
your insurance policy can potentially com-
plicate the claims process. Here are a few 
tips for protecting your own interests and 
reducing potential issues along the way:

  5.5-MINUTE READING TIME
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1
TAKE YOUR TIME
Throughout the claims process, but 
especially at the beginning stages, don’t 
rush or dismiss the carrier’s requests for 
information. Having a cohesive and well-
planned recovery strategy is key in getting 
the indemnity you need to stay open after 
the loss.

2
DOCUMENT EVERYTHING
Keep thorough records and save them in 
cloud storage accessible from multiple 
devices. Request everything in writing 
and add it to your digital folder.

3
MIND THE DETAILS
Understand your policy, including its 
sub-limits. This will help you determine 
whether mitigation or a complete rebuild 
is the better option – don’t waste money 
on attempting to store or clean property 
that is beyond repair. Rather, spend the 
time to document and proof the damages 
and get expert reports on expensive items 
beyond repair, such as electronic equip-
ment, laundry or kitchen equipment, and 
key card/security equipment.

4
BE A STUDENT
Research options thoroughly and under-
stand what your insurance will cover before 
hiring a contractor. If the rebuilding cost 
ends up being greater than what you’re 
entitled to under your insurance policy, 
you’ll be responsible for the bill.

5
SEEK OUTSIDE ADVICE
For additional help navigating a claim, 
negotiating with the insurance company, 
or even just understanding your policy, a 
public adjuster can be hugely beneficial. 
They work for the policyholder, not the 
insurance company, to help them receive 
a proper settlement.

Following a loss, managing an insurance 
claim can be overwhelming, but hote-
liers don’t have to navigate the process 
blindly. With proper education and a team 
of experts on your side, your hotel can 
recover and resume operations promptly.
� ■

Luis R. Esteves is the principal 
and executive general 
adjuster for Jansen/Adjusters 
International. Luis handles 
between $500 million and $1 
billion in losses annually and 

has more than 30 years of experience with 
adjusting complex claims. For more info, visit 
jansenai.com.
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Payment processing that’s simple, secure and 
trusted by over 10,000 AAHOA Members

1Nilson ranking March 2022
2JPMorgan Chase 2020 Annual Report
3Euromoney, September 2020
Businesses are required to complete an application and agree to terms and conditions at the time of enrollment. All businesses are subject to credit approval. Merchant services are provided by 
Paymentech, LLC (“Chase”), a subsidiary of JPMorgan Chase Bank, N.A. ©2023 JPMorgan Chase & Co. All rights reserved. 

We’ve been AAHOA’s preferred partner for 25 years. As the number-one merchant acquirer in the U.S.,1 processing 

over $1.89 trillion globally2 and backed by financial powerhouse JPMorgan Chase (named World’s Best Bank 2020),3 

our strategic payments experts, solutions engineers and fraud specialists are here to help you. 

With Chase you’ll benefit from:
• A dedicated lodging team
• Preferred group rates
• 24/7/365 customer support
• In-person, online and on-the-go payment options

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

Visit Booth  
#1401 at AAHOACON23
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TECHNOLOGY

S TRAVEL CONTINUES TO REBOUND, MORE PEOPLE ARE HITTING THE 
road and looking for the best accommodations to meet their needs. With 

3.5 million guests staying at AAHOA Member-owned hotels nightly, it’s 
important to meet their need for safe, quality lodging with reliable con-

nectivity and hotel technology for work or relaxation.

Meeting guest demands with new tech 
doesn’t have to break the bank
by MIKE GRAY

Burdened by 

HOW TO DELIVER
Recognizing they might be due for a 
technology upgrade, many hoteliers are 
understandably concerned about the 
cost. Especially with the high demand 
for electronics components and supply 
chain issues, they might expect to pay a 
premium.

But investing in fast, reliable WiFi 
doesn’t have to break the bank, nor does 
it have to take months to set up. Here are 
six ways to get the best value and maxi-
mum ROI.

DON’T SETTLE FOR  
LONG  LEAD TIMES
Many suppliers of networking equipment, 
including wireless access points, are strug-
gling with long lead times due to supply-
chain disruptions. The longer you must 
wait, the more guests you risk having a bad 
experience. Instead, partner with service 
providers and technology vendors who 
can quickly create reliable networks with 
available stock that meets the price point, 
quality, and speed you need to accom-
modate guests in every room streaming 
shows, video calling, and gaming – perhaps 
all at the same time. 

How can budget-conscious hoteliers 
keep pace with these guest demands for 
technology?

GREAT EXPECTATIONS
With more people toting more devices (a 
mobile phone, laptop, tablet and/or gaming 
system) and greater expectations for tech-
enabled experiences, that means a much 
bigger demand for fast, reliable WiFi.

In fact, the 2023 Lodging Study found there 
was a “substantial increase in hotels’ rates 
of adoption of customer-empowering tech 
such as mobile reservations, mobile check-
in/out, mobile room key, and check-in/out via 
kiosk,” and properties that haven’t upgraded 
are “now at a significant disadvantage.”

Now more than ever, connectivity is 
critical to the guest experience. Besides 
a clean, comfortable room, guests expect 
solid WiFi to accommodate their streaming 
entertainment, video calls, online learning, 
file sharing, and document collaboration. 
Dependable internet isn’t just nice to have – 
it’s essential for maintaining positive online 
ratings and property reputation. Guests 
expect to have everything at their fingertips 
anytime, and most travelers won’t even 
consider a property if online travel sites 
are riddled with negative reviews about 
spotty WiFi.

INVEST IN FUTURE-READY TECH
Rather than sourcing low cost, residential-
grade hardware that breaks often or costs 
you money with disappointed guests and 
lost business, invest in commercial-grade 
products with longevity and reliability 
so you don’t have to replace equipment 
every year. WiFi 6 has become the stan-
dard for supporting growing speed and 
bandwidth needs of multi-device users and 
their high-bandwidth activities. With the 
right solutions, you can even add on future 
applications like low-cost PBX telephone 
services, contactless payments, and self-
service guest consoles. It’s also important 
to consider that every guest requires qual-
ity service: there’s nothing more frustrat-
ing than when another room is hogging up 
all the bandwidth, making it unstable and 
unusable for someone else.

PROMOTE CONNECTIVITY AS A 
COMPETITIVE DIFFERENTIATOR
Because of the need for speed and band-
width, travelers are seeking accommoda-
tions that deliver. Once you’ve set up a 
blazing fast network, rather than just list-
ing WiFi blandly among your list of ameni-
ties, promote it specifically on your website 
and in listings on travel aggregators like 
Expedia, Hotel Tonight, etc. Putting it front 
and center can attract more guests who 
specifically need stellar connections and 
garner more positive reviews of your ser-
vice and property.
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  2-MINUTE READING TIME

For better or worse, WiFi has become 
table stakes in hospitality. Even if they 
want to unplug, guests still have greater 
bandwidth demands and higher expecta-
tions for reliability and speed than ever. 
Failure to deliver on those needs can turn 
your property into a ghost town.

It’s important to emphasize that you 
don’t have to sacrifice quality and service 
for a lower price. There are hospitality-
focused technology providers that can 
deliver the same product at a more afford-
able price point, compared to the back-
logged major suppliers, and can offer the 
quality and flexibility to meet the hotel’s 
specific needs.� ■

Mike Gray is the global vice 
president, strategic 
partnerships, with Nomadix, 
an AAHOA Allied Member 
company.

PRIORITIZE GUEST  
AND STAFF SAFETY
Ensuring the safety of everyone who 
steps onto your property is paramount. 
WiFi-enabled security cameras and smart 
lighting networks that automatically turn 
on with motion detection or dim to save 
energy with daylight harvesting depend 
on reliable connectivity to keep guests and 
employees safe. For employees, wearable 
panic buttons allow staff to signal for help 
if needed and monitor for fall detection. As 
a bonus, some devices also monitor WiFi 
signals across the property.

CREATE A CUSTOMIZABLE 
EXPERIENCE
These days, personalization is everything. 
Consumers expect every company they do 
business with to anticipate their needs and 
give them options that fit their own style. 
In-room technology through wireless, in-
room devices give guests the opportunity 
to customize their experience right 
from their bedside table, with-
out having to call the front 
desk. With options like 
housekeeping, food deliv-
ery, self-checkout, and 
more, guests can control 
more of their own experi-
ence, and reliable con-
nectivity is critical for 
these services.

CONSIDER STAFF PRODUCTIVITY
Those same technologies are also tremen-
dous time savers for your staff. Upgrading 
doesn’t only enhance the guest experi-
ence; it boosts staff productivity as well. 
Virtually every property is short staffed 
and forced to do more with less. IoT and 
cloud-based productivity solutions, such 
as self-service check-in, smart thermo-
stats, mobile messaging, or in-room 
concierge devices, require reliable con-
nectivity. Supercharging your WiFi speed 
with an equipment upgrade gives your 
staff the tools needed to do their jobs more 
efficiently. This important operational ROI 
should be considered as much as the guest 
ROI when deciding whether to invest in 
technology upgrades or continue limping 
along with antiquated residential-grade 
tech.

  4.5-MINUTE READING TIME
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FINANCE

Is hospitality making a comeback  within the 
capital markets?

for finance

by RUSHI SHAH

FOR THE PAST THREE DECADES, BORROWERS HAVE BEEN CAUTIOUS ABOUT DIVING INTO NON-RECOURSE CMBS 
financing because they didn’t want to have to lock into the rate and terms for 10 years. This concern is no longer a barrier, 
thanks to renewed focus on five-year CMBS loans. These shorter-term, non-recourse loans aren’t only available to all bor-
rowers, they’re also priced more attractively and include new flexibility. A good way to look at is when the market gives 
us lemons, Wall Street figures out a way to make lemonade. This five-year CMBS lemonade has been around, but because 
the loan originators were contributing five-year loans in a 10-year bond pool there was a pricing discrepancy. As today’s 

FINDING CAPITAL
There are other tailwinds helping hotels 
find capital in today’s market. At the top 
of the list is the demise of office. Due to a 
widespread change in corporate behav-
ior post-pandemic – mainly pressured by 
employees wanting to work remote or 
hybrid arrangements – the need for office 
space continues to shrink. According to 
conventional wisdom, today’s office build-
ing will stay 20% vacant all of the time. 
This is bad news for office building owners, 
investors, and lenders, but it’s good news 
for hospitality, as lenders have capacity to 
seek riskier asset classes such as hotels.

HOW MULTIFAMILY IS  
BENEFITING HOSPITALITY
Multifamily real estate is suffering from 
what some would call a hangover effect. 
This is because there was too much capi-
tal chasing multifamily deals prior to the 
recent run up in interest rates. To make 
those deals work, many multifamily loans 
were underwritten using lofty assump-
tions such as 10% year-over-year growth 
in rent and exit valuation cap rates of 4.5% 
to 5%. Looking at the current landscape, 
it’s difficult to fathom that a multifamily 

deal would transact at a 5-cap rate. The 
gap between reality and expectation has 
pushed many lenders to shift their atten-
tion to hospitality and retail for deal flow.

Even life insurance companies that 
ignored select service hotels in the past are 
now considering good quality hotels with 
good quality sponsors at reasonable lever-
age. In today’s world, reasonable leverage for 
a hotel is 55% to 65% loan-to-value on senior 
debt. Good quality properties are those that 
have decent flags and sponsors willing to 
make capital expenditures to maintain the 
property’s overall health. A good quality 
sponsor has the infrastructure to own and 
manage properties, enough cash to weather 
a slowdown and the professionalism to deal 
with servicing of more complex loans.

INDUSTRY CHANGES  
ON THE RADAR
The biggest change looming will be from 
bond rating agency Fitch Ratings. The 
agency is re-inventing the methodology it 
uses to examine loans to reflect the new 
commercial real estate landscape, includ-
ing risk ratings for CMBS loans. This will be 
the most significant adjustment in capital 
markets lending since the implementation of JO
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bond buyers embrace shorter duration 
bonds in an effort to avoid rate increases 
on their bond investments, five-year paper 
is in demand. This has translated into bond 
issuers putting together pools just for five-
year loans.

INTEREST RATES & HOSPITALITY
The new interest rate environment is con-
ducive for hospitality lending, in particu-
lar, because hotels have traded at higher 
cap rates historically than office, retail, 
self-storage, and multifamily properties. 
This current cap rate premium makes 
hotels one of the few asset classes that 
can still provide positive cash on cash 
returns for both owners and investors 
after putting on debt. As a result, capital 
markets are motivated to lend aggres-
sively on hotels. The current inflationary 
environment bodes well for hotel own-
ers, allowing them to push ADRs without 
sacrificing occupancy. This is helping 
push higher trailing twelve revenues and 
higher net operating incomes for most 
hotels, leading to higher loan amounts. 
The bottom line: Hospitality is one of the 
few asset types that can weather the infla-
tionary storm.
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  2-MINUTE READING TIME

the Dodd-Frank Act. In the past, Fitch focused 
on only debt service coverage ratio to risk-rate 
loans. Under the new methodology, Fitch is 
including the significance of loan-to-values 
for loan-level risk analysis. This eases some 
of the leverage constraints that CMBS posed 
to borrowers because of higher interest rates. 
This new approach, combined with the advent 
of five-year CMBS loans, will lead to a massive 
CMBS loan volume issuance this year.

Pre-payment penalties have also been 
a pain point with borrowers seeking non-
recourse, fixed-rate debt. Five-year CMBS 
loans cure this issue since borrowers and 
sponsors are only looking at a 4.5-year pre-
payment yield maintenance. This is because, 
during the last six months of the loan, the 
debt can be pre-paid without any penalties. 
Lenders also are being more lenient when 
negotiating certain servicing language to 
make it easier for borrowers.

These collective changes position CMBS 
and life insurance lending as an attractive 
financing choice for borrowers seeking 
maximum leverage on their deals on a non-
recourse basis. This is especially critical as 
community and local banks continue to pull 
back on hotel lending after their terrible expe-
riences with borrowers navigating COVID-19. 
Life insurance companies, debt funds, select 
banks, and credit unions, however, remain 
active in the hotel lending space. There will be 
plenty of liquidity available for well-perform-
ing assets as we move through 2023. Having 
an experienced intermediary with strong rela-
tionships with all types of capital sources will 
improve your options, remove obstacles, and 
provide certainty of execution.� ■

Rushi Shah is Principal and CEO 
of the commercial mortgage 
and real estate investment 
banking firm and AAHOA Allied 
Member Mag 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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Next Gen
TELL ME SOMETHING GOOD

Catching up with one of AAHOA’s bright stars of tomorrow

Saahil Patel,  
AAHOA Member
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by EVELYN HOOVER

AHOA’S YOUNG PROFES-
sionals provide an unpar-
alleled look into the 

industry’s future. They 
bring energy, excitement, fresh 
ideas, an unwavering commit-
ment to learning, and more to 
the association and hospitality. 
That’s why AAHOA was proud 
to catch up with Saahil Patel, a 
young professional who recently 
completed the AAHOA Certificate 
in Hotel Ownership® (CHO) and 
represents a new generation of 
hotel owners.

Young professionals like Saahil 
Patel are the future of AAHOA and 
hospitality. AAHOA’s CHO pro-
gram is one way the association 
empowers and elevates the next 
generation of hotel owners.

CAN YOU SHARE YOUR 
HOSPITALITY STORY?

I’m a third-generation hotel 
owner. My grandparents started 
a spa hotel in Alabama. After my 
mom finished college, she bought 
her first hotel. I still remember 
being in the hotel office and see-
ing my mom run her business. My 
family has empowered me to grow 
in the industry.

YOU KICKED OFF THE NEW 
YEAR BY COMPLETING THE 
AAHOA CERTIFICATE IN 
HOTEL OWNERSHIP® (CHO) 
- CONGRATULATIONS! WHAT 
MOTIVATED YOU TO RECEIVE 
YOUR CHO CERTIFICATE?

Although I helped my parents 
with their hotels, I still needed to 
understand the tactical aspects 
of running or buying a hotel or 
investing with other partners. 
Also, when it comes time for me 
to purchase or own my hotel, I 
want to expand and see if I can do 
multiple hotels and operate dif-
ferent systems. The CHO courses 
gave me a better understanding 
of managing a hotel staff and han-
dling technical problems, such as 
marketing issues.

HOW DO YOU SEE YOUNG 
PROFESSIONALS LEAVING THEIR 
MARK IN THE HOTEL INDUSTRY?

We will try to own more hotels or 
perfect current hotel properties. 
Young professionals can jump-
start their ownership journey with 
educational resources like the 
AAHOA CHO certificate course.

  3-MINUTE READING TIME

4ways
young professionals 
can demonstrate 
their commitment to 
learning and growing 
within the industry

1 Register for the AAHOA 
Certificate in Hotel 
Ownership® (CHO) today. 

For more details, scan the QR code:

2 Don’t miss the largest trade 
show in AAHOA history at 
AAHOACON23, April 11-14. To 

register today, scan the QR code.

3 Attend the Young Professionals 
Sessions, “It’s Your Time!” 
on Wednesday, April 12, and 

“Caution! Opportunity Ahead!” on 
Thursday, April 13, at AAHOACON23. For 
more information, scan the QR code.

4 Connect with up-and-coming 
hoteliers at the Young 
Professionals Reception on 

Thursday, April 13, at AAHOACON23. 
For more details, scan the QR code. 

AAHOAC      N
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VISIT US AT
AAHOACON23
Demos. Giveaways. More.

Why talk about five-star property-enhancing 
technology when you can experience it? Stop by 
our booth and dive into our demos! Then discuss 
how we can help you modernize your network. 

• Hotel guest WiFi

• TV streaming and casting

• Managed network services

 

Booth #2015
AAHOA Convention 2023
April 11 – 14 
Los Angeles Convention Center
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WHY DO YOU THINK IT’S 
IMPORTANT FOR YOUNG 
PROFESSIONALS INTERESTED IN A 
CAREER IN HOSPITALITY TO TAKE 
AAHOA’S CHO COURSE?

The CHO course really dives into 
hotel ownership. You learn what 
it takes to hire hotel employees to 
the importance of general man-
agement. You see how each step 
works throughout the entire pro-
cess. CHO is a beneficial course for 
young hoteliers eager to learn the 
ins and outs of owning a hotel.

AAHOACON23 IS THIS MONTH. 
WHAT MAKES YOU EXCITED ABOUT 
THIS YEAR’S CONVENTION IN LOS 
ANGELES? 

This event will draw many expe-
rienced hoteliers and young 
professionals, and I’m looking 
forward to learning from every-
one I meet at the Trade Show, 
education sessions, and evening 
activities. I’m also thrilled that 
AAHOACON23 will include two 
Young Professionals sessions and 
a Young Professionals Reception. 
It’s truly going to be a spectacular 
convention.� ■

HOW DOES AAHOA SUPPORT 
AND EMPOWER YOUNG 
PROFESSIONALS?

The CHO is a great way to get 
industry-leading content and 
build foundational knowledge. 
Additionally, AAHOA provides 
events, webinars, and networking 
receptions so young professionals 
can learn from different hoteliers, 
experiences, and regions. Being 
an active AAHOA Member broad-
ens your horizon.
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AAHOA CLUB BLUE, PLATINUM, SILVER AND BRONZE 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.

AAHOA CLUB BLUE INDUSTRY PARTNERS

AAHOA PLATINUM INDUSTRY PARTNERS

ADP, Inc. 
Thomas Bell: (973) 510-0196

Avendra 
Mara Radis: (301) 825‑0311

Chase 
Faheem Khan: (972) 324-5510

 
DISH Business 

Khalid Jivani: (510) 299-7935

 
Ecolab, Inc. 

Michael Pfister:  
(317) 250-5189

Gauthier Murphy & 
Houghtaling 

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

 
Home Box Office 

Michelle Mahoney:  
(347) 610-1081

Leyton 
Vivek Arora: (781) 985-2784

Lowe’s ProServices 
Julie Patel: (210) 627-3830

Room Service Reinvented 
Anand Patel: (323) 236-5317

Advantage Alliance 
David Nylec: (469) 823-2895

Amana PTAC 
Byron Cortez: (800) 647-2982

ARS Global Emergency 
Management 

Piro Hernandez:  
(786) 575-2131

Best Western Hotels  
& Resorts 

Michelle Zajac:  
(800) 847-2429

bookit n go 
Sarah Eley: (949) 329-8181

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

Consolidated Hospitality 
Supplies 

Angela De Los Santos:  
(224) 786-1294

Extended Stay America 
Linda Trexler: (980) 345-1600

Fortis 
Raj Pannu: (972) 979-2296

G6 Hospitality  
Franchising, LLC 
Mike McGeehan:  

(972) 360‑900

Guest Supply – 
A Sysco Company 

Justin Haggart:  
(732) 868-2331

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

Procell 
Catherine Nelson:  

(289) 838-4759

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

Sonesta 
Jordan Langlois:  

(954) 254-3539

TV Asia 
Pradeep Hegde: 

(732) 650‑1100 ext.26

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

AAHOA SILVER INDUSTRY PARTNERS

AccuLock, Inc. 
Dan Brown: (866) 222‑8562

All Insurance Underwriters 
Regina Johnston: 

(813) 343-3100, ext. 149

Alvi Satellites 
Prashant Ajmera:  

(678) 466‑7868

American Express 
Merchant Services:  

(800) 528-5200

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

Bokser Home 
Ed Guzek: (651) 505-3760

Booking.com 
Richie Yang: (702) 235-5488

CIA Solutions 
Ralph Thiergart:  
(443) 220-3821

Coast to Coast Computer 
Products, Inc. 

Kyle Kurtz: (800) 231‑4553

Cobblestone Hotels, LLC 
Brian Wogernese:  

(920) 230-2622

Cox Business 
Alea Riley: (404) 269‑3057

Curve Hospitality 
Sargent Khan: (713) 819‑7296

Dickson Furniture 
Paul Mougel: (713) 747-0341

DIRECTV, Inc. 
Jeff Fox: (310) 560-0323

Docyt Inc. 
Sid Saxena: (844) 663-6298

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

ERC Provider 
Sunshine Chapman:  

(385) 330-7070

Ferguson 
Eric Tucker: (434) 249-3785

Floor & Decor Commercial 
Delana Delgado:  

(877) 659-2478
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AAHOA SILVER INDUSTRY PARTNERS (cont’d)

AAHOA BRONZE INDUSTRY PARTNERS

Focus Brands 
Rani Bhatt: (404) 978-4829

Foliot Furniture 
Mahesh Parekh:  
(702) 278-7380

Friedrich Air Conditioning 
Company 

Dave McDonald:  
(210) 546‑0500

GoDo 
Blair Gatchel: (404) 441-3521

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

 
hihotels by Hospitality 

International 
Gary Gobin: (770) 270-9398

Hospitality1 
Dhar Patel: (714) 473-9813

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

IDeaS 
Emily Walsh: (952) 698-4317

INFINITI HR 
Daniel Mormino:  
(623) 455-6234​

Jacaruso Enterprises 
Melanie Calcagno:  

(210) 415-0522

Lodging Concepts 
Manufacturing 

Neil Shah: (917) 365-2003

M3 
Haley Wolf: (770) 531-3746

Marcus & Millichap 
Biran Patel: (214) 505-4547

Mass Mutual 
Candy Chan: (848) 228-1822

 
Matrix Hospitality  

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

 
Matrix Telecom 

Ashu S. Upa: (800) 283-0539

MSI Surfaces 
Anil Palasamudram:  

(713) 570-7000

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

National Hot Water 
Randy Meyer:  

(888) 444-4435

national

National Solutions 
Keith Hudgins:  
(800) 222-1028

NewGen Advisory 
Dinesh Rama: (602) 648-2700

Nimble Accounting 
Rahul Kumar: (866) 964-6253

P&G Professional 
Maria Early: (904) 591-8644

 
PMC Commercial Trust 

Kristi Lewis-Hodge:  
(972) 349-3200

 
PPDS 

Scott Adams: (678) 908-9294

Prem Supply 
Deepak Panchmia:  

(806) 745-6651

Procure Hospitality 
Jyotish Patel: (408) 674-5930

Rheem Manufacturing 
Dave Hanley: (817) 680-4117

RoomOne Solutions 
Nathan Faircloth: 

(865) 302-3531

Serta Simmons  
Hospitality Bedding 
Andrea Hochworter:  

(770) 353-0122

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

Sonu Satellite 
Neil Doshi: (877) 999-7668

Spectrum  
Enterprise Solutions 

Stephanie Pitts:  
(212) 379-5826

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

stayAPT Suites  
Franchise Sales:  

(662) 607-1591

USA Digital, Inc. 
Aaron Gomez:  
(909) 200-5445

 
Wizehire 

Madison Mask:  
(817) 914-7623

World Cinema, Inc. 
Ella Ahmed: (713) 266-2686

Cetis Inc. 
Kevin Lesniewski:  

(719) 638-8821

Dairy Queen 
Jennifer Rude: (952) 830-0391

DPA Attorneys at Law 
Pooja Patel: (760) 372-0007

Hytera 
Ty Estes: (213) 519-7465

Intertek Cristal 
Seth Martin: (978) 614-0619

OYO Rooms  
& Technology, LLC 

Stephen Jarrett:   
(423) 426-3148

Parth Hospitality 
Aakruti Thakkar:  

(803) 319-7365

Peoples Bank 
Ashley Jones: (601) 867-6263

PhoneSuite 
Angela Koslowski: 

(303) 991-2649

Pinnacle South, LLC 
Stephanie Harrell:  

(770) 227-3476

PureHD 
Ryerson Ciesluk:  

(978) 460-5560

Queen Bee Purchasing 
Robert Brown: (972) 743-1254

 
Visual Matrix 
Albert Sledge:  
(512) 693-4622

Verdant Energy  
Management Solutions 

Erika Webber: (888) 440-0991
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AAHOA EVENTS

AAHOA Members and leaders meet with New Jersey State Assemblywoman Britnee N. 
Timberlake (fifth from left).

 Hotel owners met with more than 30 exhibitors 
during the Central Midwest Regional Conference  
& Trade Show.

Nearly 70 AAHOA Members attended the Town Hall meeting in Irving, TX, last month. 
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[L-R] Tanmay Patel, AAHOA Young Professionals Director, Western Division, Nittu Binnarh, National 
Strategic Partnership Manager at DISH Business, Andrea O’ Hara, Executive Director at Hotel and 
Lodging Association of Greater Kansas City, Shamir Bhakta, Regional Manager at Salina Hotel 
Corporation, and Tejal Patel, AAHOA Women Hoteliers Director Western Division, discussed the 
career paths and opportunities available in the industry, and how mentorship and networking can 
help professionals at all levels advance and achieve their career goals during the Central Midwest 
Regional Conference & Trade Show.

The Central Midwest Regional Conference & Trade Show welcomed 
nearly 150 attendees in Overland Park, KS.

AAHOA Central Midwest Regional Director Arti Patel hosted a successful regional 
event for hoteliers in Overland Park, KS.

The Tri-State Regional Conference & 
Trade Show brought hoteliers from 
Arkansas,  Louisiana, Mississippi, 
Missouri, Tennessee, and Texas for a full 
day of networking and industry updates.

Regional Director Arti Patel addressed hotel 
members in the Central Midwest region.

AAHOA Chairman Neal Patel spoke to a room 
full of hoteliers at the Central Midwest Regional 
Conference & Trade Show.
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CLASSIFIEDS

Call: 1-(800)-283-0539
Fax: (888) 717-7472
sales@matrixhotelpbx.com
www.matrixhotelpbx.com

� Hospitality IP Phone 
System
� Time-Attendance and 

Access Control
� HD IP Security-Camera 

System

MATRIX COMMUNICATION & SECURITY 
SOLUTIONS FOR EFFICIENT FUNCTIONING

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

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

Warranty
7 year

Custom Colors Available

2 3 Y e a r s

800-545-4947 
www.hotelsafes.com

Over
400,000

Safes
Sold 

1098489_Global.indd   1 2/10/23   11:26 PM

1061936_Unique.indd   1 13/12/21   2:06 PM

(303) 808-9500
hotel.reno.llc@gmail.com

Hotel
Renovation LLC

Specializing in

Wallcovering, Carpet, Tile, Texture, 
Interior and Exterior Painting, Tub 
Surrounds, Granite Tops, Pool 
Deck Coatings, FF&E
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Hotel Equities is an industry leading owner, operator and 
development firm managing a portfolio of over 250 hotels 
and resorts throughout the U.S. and Canada. We provide 
added scale, robust BI tools, best-in-class infrastructure 
and corporate support.

hotelequities.com

Hyatt Place Columbus/Polaris - 
Columbus, OH

Fairfield Inn & Suites Rome - 
Rome, GA

Development@hotelequities.com

1087223_Hotel.indd   1 14/02/23   3:27 PM

Because Hospitality Begins With a Good Night’s Sleep!

NEW YEAR! NEW PRODUCTS!
NEW LOWER PRICES!

YOUR #1 HOTEL MATTRESS MANUFACTURER NATIONWIDE

Hotel Memory Lux Hybrid
Model 3112 TTSS

Hotel Fairmont
Model 3240 PTSS

Hotel Deluxe Comfort
Model 2014

Hotel Preferred
Model 2028

NEW

PRODUCTS

CALL FOR PRICING

• Platform
• Hotel Mattress
• Bed Bug Cover

CHOOSE 

YOUR 

BUNDLE!

and Save $

All Dura Bed Bundles

ON SALE!

Dura Bed Platform Bundles! 107 E Rialto Avenue, San Bernardino, CA 92408

www.hotelmattresses.com
1.888.850.1044

WE ACCEPT:

Available in:
 Full , Full XL, Queen, King

NEW!

GOOD BETTER BEST

1099510_Hospitality.indd   11099510_Hospitality.indd   1 23/02/23   3:00 AM23/02/23   3:00 AM

Legal assistance in reviewing/
negotiating franchise agreements

and liquidated damages settlements.

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

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

DO IT ONCE, DO IT RIGHT!

REFINISHING OF:
FIBERGLASS TUB & SHOWER ENCLOSURES,

TUB & TILE, CULTURED MARBLE SINKS & VANITY TOPS

888.707.9297
artisticbathrefinishings.com

Refinish your bathtubs!
Volume pricing starting at "$99"
includes a non-resistant bottom!
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Thank you to the advertisers for their 
support of AAHOA and this publication.
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Scan the code to learn more about
the award-winning FreshAire PTAC

INNOVATION THAT EARNS AWARDS.
PERFORMANCE THAT WINS CUSTOMERS.

FreshAire® PTAC
Variable BTU output PTAC operates quietly, with reduced temperature swings for improved guest comfort.  
FreshAire® PTAC introduces MERV 8 filtered make-up air directly into the guestroom.  This allows rooftop dedicated 
outdoor air systems (DOAS) to be considerably downsized to service only the common areas of the property, greatly 
reducing the cost and complexity of hotel construction.

VRP® studio
The latest addition to the award-winning VRP® line, compact VRP® studio (23”x 23” footprint) is designed for 
today’s more compact and tightly-built hotel rooms.  It provides effective heating, cooling and dehumidification, 
and yet still allows customized comfort with sophisticated indoor air quality capabilities that help buildings meet 
ASHRAE 62.1 requirements for MUA (make-up air).  A direct fit replacement for our Vert-I-Pak® line.

CONTACT YOUR AAHOA ACCOUNT MANAGER
EMAIL: aahoa@friedrich.com  |  lodgingsupport@friedrich.com    CALL 1-800-399-PTAC 
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outshining the 
competition

OPEN YOUR HOTEL TO Setting the bar in the 
economy segment:

Dawn Guestroom  
Designed to Drive Consistency  
and Return for Owners 
DAYS INN BY WYNDHAM PARSIPPANY, NJ

Discover Dawn. Discover Days Inn. Discover the Wyndham Advantage.
Visit wyndhamdevelopment.com or call 800-889-9710.

113% RevPAR Index, 
outperforms its  
economy competition1

69% central reservation 
contribution with  
46% of room revenue 
from Wyndham  
Rewards members1

A leader in brand 
awareness, helps  
drive lower-cost  
direct bookings

This is not an offer. Federal and certain state laws regulate the offer and sales of franchises. An offer will only be made in compliance with those laws and 
regulations, which may require we provide you with a franchise disclosure document, a copy of which can be obtained by contacting us at 22 Sylvan Way, 
Parsippany, NJ 07054. All hotels are independently owned and operated with the exception of a limited number of hotels managed by an affiliate of the 
company. © 2023 Wyndham Hotels & Resorts, Inc. All rights reserved. 1 Days Inns Worldwide, Inc. Franchise Disclosure Document, dated March 31, 2022. 
RPI and Contribution numbers presented are based on averages for certain franchisees in the U.S. during 2021. 252 (45.1%) of the Qualified Franchisees 
whose data was disclosed in the FDD met or exceeded the RevPAR Index presented. 699 (52.7%) and 721 (54.4%) of the franchisees whose data was 
disclosed in the FDD met or exceeded the CR Contribution and WR member Contribution presented, respectively. Your results may differ. 

DAYS INN BY WYNDHAM  
PORT WENTWORTH / SAVANNAH, GA

DAYS INN BY WYNDHAM 
PAGE, AZ

DAYS INN & SUITES BY WYNDHAM  
DOWNTOWN/UNIVERSITY OF HOUSTON HOUSTON, TX

1098471_Wyndham.indd   1 2/11/23   2:37 AM
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