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The hospitality industry is experiencing renewed growth and opportunity in the wake of the recession, lower fuel prices, and 
the growing global middle class. It must act quickly to capitalize on these opportunities and turn them into revenue, while also 
responding to changes in customer behaviors, desires, and needs.

The three leading issues facing the industry today are:

•	 Lowering	costs	while	driving	profits;
•	 Personalizing	the	guest	experience	and	leveraging	loyalty	programs;	and
•	 Market disrupters like Airbnb and Uber.

Here are three examples of how proactive communications are transforming the guest experience:

Booking confirmations and payment reminders. Companies can offer upgrades for a small additional investment or reward 
points, or ask whether the guest would like to book complementary services such as hotels and car rentals. Letting guests know 
when	their	payment	is	due—or	sending	a	booking	confirmation	upon	receipt—ensures	prompt	payment	and	creates	an	opportunity	 
to cross-sell or up-sell the trip.

Personalized concierge services. Hospitality	groups	can	use	outbound	notifications	to	encourage	guests	to	book	ancillary	activities	
and services through the company, increasing revenue and driving loyalty. Booking restaurant and car reservations, securing event 
tickets,	and	reserving	tee	times	and	other	popular	activities	simplifies	customer	effort	and	helps	ensure	guests	will	have	a	great	time,	
while referral partnerships can turn that loyalty into revenue. Incorporating such activities into loyalty programs increases stickiness.

Real-time updates and alerts.	Using	text,	push,	email,	Passbook,	and	voice	notifications	to	 let	customers	know	when	a	trip	 is	
delayed or cancelled—as well as options for rebooking—reduces inbound contacts and improves customer satisfaction. It also 
keep	operations	running	smoothly	even	in	the	face	of	unexpected	weather,	maintenance,	or	traffic	events.	Most	major	airlines	are	
already	doing	this;	taxis	and	public	transit	can	also	benefit.	And	extending	the	alert	to	include	value-add	information,	such	as	nearby	 
hotels or restaurants in the event of a long delay—can deliver a personal touch that eases customer complaints.

As consumers increasingly make purchasing decisions based on reputation and recommendations, companies must proactively 
manage their brand and the customer relationship by proactively communicating with customers in order to keep customers 
informed, increase satisfaction, and build long term customer relationships. A complete outbound engagement solution lets 
organizations dynamically create, manage, and tune their outbound campaigns using self-service tools and offers a deep well of 
natively	integrated	channels,	including	outbound	IVR,	predictive	dialer,	text	messaging,	email,	and	push	notifications.

Click to learn how Genesys can help deliver exceptional outbound customer engagement by downloading the  
Frost & Sullivan White Paper – Change the Conversation with Proactive Communications.
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