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We’ve all experienced travel nightmares…



So how do we create a better travel 
experience for both consumers – and the 
companies running travel services?



The accommodation & hospitality ecosystem of the future

Needs to be be data-driven, 
interconnected & orientated to 

individual user needs.

Hotels

Consumers Business

Need to digitize operations 
& processes to understand 
customers & make 
informed decisions

Data & process integration 
between guest and service 
provider to enable a 
frictionless business offering

Personalised experience 
through smart data usage to 
reflect needs of the individual



The traveler experience in 2016

Abundance 
& choice Personalisation

Continuity 
& context 
switching

Stress-free
Spontaneity Safety

Join together for me 
the fragmented world 
of travel

Remove the anxieties 
and uncertainties of 
travel

Make things relevant for 
me, reflecting my tastes 
and desires

Help me find the right 
destination and place 
to stay

Enable me to pick up 
sticks and go whenever 
I choose to do so

World is volatile right 
now help me stay in 
one piece



But also especially for leisure travelers…

Empower me to have 
ownership & control of my 
data and preferences

Enable me to discover things in 
my own way & time, supporting 
adventure & serendipity

Where’s the Button?OFF



Current travel & stay experience is exhausting.

At 
home 

or 
office

What flight?
What hotel?
How much to spend?
Company compliance?
Receipts?

In 
transit 

to 
airport

At 
airport

In 
plane

At 
airport In 

transit 
to 

hotel

Which check-in?
Luggage tagging?
Receipts?
Journey time?
Which terminal?

At 
home 

or 
office

Where are receipts?
How do I claim expenses?

Which check-in?
Baggage to heavy?
Time for food?
Queues & delays?

Entertainment?
Can I work?
Edible food?
Comfort?

Where is luggage?
Where are taxis?

Journey time?
Correct route?
Money?

At 
hotel

START IN TRANSIT DESTINATION

END

Room location?
Room & amenities fit?
Time for dinner?
Where to eat?
Breakfast included?

Entertainment

Activities

What to do?
Costs?
Extend stay?
Manage expenses?

?In 
transit 

to 
airport

At 
airport

In 
plane

At 
airport

In 
transit  
back



Let’s look at the business traveler within a 
corporate setting…



Johann works in sales and needs to be at an urgent meeting 
tomorrow in NYC, he leaves immediately. He books his hotel 
using the corporate travel app. 

It’s booked, I also 
reserved a table at 
Chez Francois

Johann has a real-
time conversation 
with his travel 
assistant a bot

The corporate travel assistant 
can access his unique travel 
profile (TravelGraph) and book & 
arrange things based on his taste

Johann’s favourite 
hotel added to 

corporate inventory

Can I have the Hotel 
Soho, I love it there?

Sure I can easily add 
that one…



Johann made it to JFK in one piece and then on to his 
favourite hotel downtown. He has had a good journey but 
needs his bed and wants to get in his room asap. 

You have been 
checked-in!

Your room is setup, 
would you like to 
connect these 
services?

Spotify

Netflix

Johann brings his personal 
taste in music and movies to 
NYC with him. His favourite 
content is already waiting for 
him to play in his room.

Using beacon technology 
Johann has a fast-track 
check-in experience as he 
enters the hotel lobby. He is 
in bed in no time.



Would you like to 

adjust your room 

setup?

SAVE

Lights

Temp.

As Johann enters his room he hears his favourite travel 
playlist playing, and is offered to continue watching a movie he 
started earlier. He is surprised he can customise his stay even 

further...

Johann, where 

would you prefer 

breakfast?

In my room

In dining area

SAVE

Using the HRS app Johann 
can fine-tune many aspects  

of the room to his liking 

Johann’s 

travel profile

The room learns his 
preferences over 

time, continually 
improving and fine-

tuning his stay 
experience.



The next day Johann discovers he has some time to kill as a 
meeting has been cancelled. 

The app can access 
Johann’s schedule and

proactively suggest things 
to do that he will like and 

that are currently available 
in the hotel.

The hotel management system spots there 
are unused slots in the sauna coming up

Your calendar 
seems free for the 
next 2 hours, would 
you like to enjoy a 
session in the hotel 
sauna – 50% off if 
you book now

BOOK 

Sauna

10-11 booked
11-12 booked
12-13 booked
13-14 free
14-15 free



The app can 
access flight 

bookings and 
timetables

Your flight to Berlin 

leaves in 2 hours! 

Would you like to 

check out of your 

hotel now?

Add these items?

Breakfast x 1

Sauna x 1

C H EC KO U T &  PAY

Payment is made 
directly from his 

company digital 
wallet

Your car is waiting 

outside to take you 

to JFK airport

!

It’s time to check out, Johann is running late and a queue is 

forming in the hotel lobby…

Would you like to 

check-in for your 

flight – we can 

upgrade you using 

your Miles.

FLIG H T C H EC K-IN

Upgrade



Purchases made 
on trip using 

company digital 
wallet

12/07/16 – 14/07/16

Room 2 nights
Breakfast
Sauna
Dinner 
Uber 

Johann has returned home, he can relax now as his travel 
costs have already been processed...

Personal 
expenses kept 

separate

Payment system is integrated into 
company accounting systems

Johann Schneider

Total travel costs for July: €3.000
Under budget ✓

Corporate travel manager receives spending 
notifications and can easily keep track of 
employee spending

Refunded cash 
under budget



So how will big data help us achieve this?



Who we are…

Dr. Tilman Lesch
Data Scientist
HRS Innovation Hub



Current travel & stay experience is broken.

At 
home 

or 
office In 

plane

At 
airport At 

hotel

START IN TRANSIT DESTINATION

My company

Compliance

Rules

Do this…

Context

Mood 
Hunger?

Internal 
clock, 

calendar Location
Weather

Business 
needs

Personal 
needs

Travel services Media & contentPayment

What to do?
• Dinner?
• Leisure?

Where to go?
• Transportation?
• Accommodation?

In 
transit 

to 
airport

• Payment?
• Compliance?

• Entertainment?
• Culture?



Compliance is built into the process.

At 
home 

or 
office In 

plane

At 
airport At 

hotel

START IN TRANSIT DESTINATION

My company

Compliance

Rules

Do this…

Context

Mood 
Hunger?

Internal 
clock, 

calendar Location
Weather

Business 
needs

Personal 
needs

Travel services Media & contentPayment

In 
transit 

to 
airport

Selected service 
providers
Corporate rates

Corporate 
Transfer Corporate 

amenities

Corporate
Transfer

Corporate deals



Services are integrated to allow smooth handoffs.

At 
home 

or 
office In 

plane

At 
airport At 

hotel

START IN TRANSIT DESTINATION

My company

Compliance

Rules

Do this…

Context

Mood 
Hunger?

Internal 
clock, 

calendar Location
Weather

Business 
needs

Personal 
needs

Travel services Media & contentPayment

In 
transit 

to 
airport

Flight, hotel, transfers JIT amenities

JIT pickupJIT drop-off
Check-in
Luggage drop Local services

Amenities



Context details allow JIT planning and updating.

At 
home 

or 
office In 

plane

At 
airport At 

hotel

START IN TRANSIT DESTINATION

My company

Compliance

Rules

Do this…

Context

Mood 
Hunger?

Internal 
clock, 

calendar Location
Weather

Business 
needs

Personal 
needs

Travel services Media & contentPayment

In 
transit 

to 
airport

Scheduling

Real-time directions
Recommendations

Real-time directions 
Timed arrival
Leisure activities
Timed recommendations

Personalised 
Entertainment 
Timed services



Paperless transactions for more transparency.

At 
home 

or 
office In 

plane

At 
airport At 

hotel

START IN TRANSIT DESTINATION

My company

Compliance

Rules

Do this…

Context

Mood 
Hunger?

Internal 
clock, 

calendar Location
Weather

Business 
needs

Personal 
needs

Travel services Media & contentPayment

In 
transit 

to 
airport

Paperless invoicing

Cashless 
payment

Separation corporate,
private account



Media and content sources allow personalization.

At 
home 

or 
office In 

plane

At 
airport At 

hotel

START IN TRANSIT DESTINATION

My company

Compliance

Rules

Do this…

Context

Mood 
Hunger?

Internal 
clock, 

calendar Location
Weather

Business 
needs

Personal 
needs

Travel services Media & contentPayment

In 
transit 

to 
airport

Personal 
preferences 

Personalised 
Entertainment

Personalised 
recommendations



Data enriches the Travel Graph.

At 
home 

or 
office In 

plane

At 
airport At 

hotel

START IN TRANSIT DESTINATION

My company

Compliance

Rules

Do this…

Context

Mood 
Hunger?

Internal 
clock, 

calendar Location
Weather

Business 
needs

Personal 
needs

Travel services Media & contentPayment

In 
transit 

to 
airport



Summary

• 42yrs in accommodation booking business
• Three pillars: Consumer, Business, Hotel
• New challenges: 

• Be where the user is: Social Networks, Messengers, Content
• Travelers book short to travel
• Hotels enter digital grounds and discover new needs
• Corporates need to become smarter in sourcing and simpler in travel 

operations
• HRS Innovation Hub addresses with new experts organization 

model embedded with corporate assets



Thank you!


