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Customer Experience
IS worth
$1.5 Billion

to the Hospitality Industry

Source: Global Travel Industry News, 360 degree survey, January 2012. (Nothing is free)

Cisco Confidential


Moderador
Notas de la presentación
“IT Spending Increases as Hotels Bank on Mobility and In-room Upgrades to Meet Rising Guest Expectations”
Budget Allocations have increased for Guestroom Technology, Networking Bandwidth and Connectivity, and the property management systems
Top Technical Priorities for CIO’s include: Customer facing mobile solutions at 39.5%, Adding bandwidth at 37.8% amongst several others.



Hospitality Trends

10x global growth in mobile data

Next 4 years will show larger swings between average usage compared to peak usage

Guests demand quality Wi-Fi connectivity

Wi-Fi expansion driving larger supporting wired networks

Wi-Fi and cellular convergence

Dramatic rise in IPv6 on guest mobile devices and technology inside hotels
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Moderador
Notas de la presentación
Use capacity of both services



Hospitality Moves to loT & IoE
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Moderador
Notas de la presentación
All of these things are being connected together by the network


Case Study: Deliver Differentiated Guest Experiences
Global Hotel Chain With Nearly 5,000 Properties

Transforms the guest experience

» Splash and landing pages for guest Wi-Fi access authentication, location-based
services, and personalized experiences

 Delivered on mobile, tablet and laptop devices Best-in-class guest experience

» Integrations between Cisco and hotel’s Loyalty databases and Property
Management Systems (PMS).

Increase opportunities for
profitable growth

Reduced network operating
costs
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Moderador
Notas de la presentación
See complete win summary at https://cisco.jiveon.com/docs/DOC-149843

THE PROBLEM
Before standardizing on Cisco Meraki and EMSP, the hotel’s corporate properties and those owned by franchisees used many different wired and wireless networking solutions. As a result, it didn’t provide guests with a consistent, user-friendly experience. The firm wanted to create a single point of management and control with the ability to drive new services quickly, remove complexity from hotel properties, generate critical analytics and create a consistent guest experience across all properties.
 
THE SOLUTION  
This end-to-end solution includes:
A Hotel Property Platform comprised of Meraki Switches, Firewalls, Access Points and Cloud based Management providing IHG with a single global dashboard with extensive network analytics.  
Splash and landing pages created using EMSP for guest Wi-Fi access authentication, location-based guest service options, and personalized experiences. EMSP will also provide critical integrations between Cisco and hotel’s Loyalty databases and Property Management Systems (PMS).  
 
Guest services at the hotels will feature:
Simplified internet access & authentication
Personalized guest experiences delivered on their devices
Context-aware mobile experiences designed to cater to guests needs & preferences
Loyalty marketing through personalized ads and promotions
 
EXPECTED RESULTS
Faster, personalized service
Best-in-class guest experience
Reduce network operating costs


Cisco Meraki and EMSP — Layer 7 Analytics Flow
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Moderador
Notas de la presentación
(Placeholder slide to tee off Hospitality mobile experience demo)

Let’s take a look at our opportunities for delivering dynamic mobile experiences in one particular industry – Hospitality. We’ll see what’s possible to enhance the hotel guest experience.


Hospitality

Santa Clara Hyatt
Driving Business Intelligence
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Digital Transformation | Ve S SN a0
= Wayfinding and location-based services T - - . ' ;

for 1.1 guést advertising

= Location and dwell-time analytics for
enhanced service delivery and revenue
growth

Business Outcomes

= 15-20% increase in non-room revenue

= 65-point increase in customer
satistfaction — raised property from
bottom 5% to top 5%

= 25% to 40% increase in lobby bar
spend by offering free Wi-Fi access

» Increase of 37% of Net Promoter Score
one year after implementation




Hospitality

MGM Resorts International
- Personalized Real-time Marketing

The Challenge

» Engage, entertain and inspire guests

» Enhance the resort experience by
providing personalized mobile services

Digital Transformation

= High-performance, tiered Wi-Fi for
customer satisfaction and revenue

= Personalized, location-based content
through Bellagio wayfinding application

Business Outcomes

= Tiered Wi-Fi driving customer
satisfaction and increased service
revenue

» Increased business opportunities with
Innovative customer interactions
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