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1.  Introduction 

The aim of this paper is to analyse tree articles about the development of new 

information and communication technologies, and to see if some of them can be 

used in the hotel industry in order to improve the tourism offer. 

As the experience is the basis of the tourism and hospitality industry, the creation 

of unique and personalised experiences is vital in order to make the stay of the 

client an unforgettable and one of a kind experience.  

Technologies and their constant development have a great role to play in this 

context, because this is the fastest way to transmit information and the settings 

can be easily personalised; and this is surely the solution to add value to the 

offer and use it as a new asset for the tourism industry and especially in the 

section of hospitality.   

2. High Touch Experiences 

New technologies 

ICT (Information and Communication Technologies) have clearly an impact on the 

tourism industry, nowadays the demand in tourism has changed: the modern 

tourist will seek for richer experience and more personal service. A more 

valuable background is asked, and the need of differentiation is appreciated, if 

not demanded by the client. 

Technologies are made to build a more appealing experience and with the 

development of the Web 2.0, the contents are even more personal. Blogs, 

videos, wikis, chats, podcasts and social media encourage the future client to 

share their personal information and preferences. The aim of the use of such 

interactive means is accessible also for hotels and this quite easily.  

The concept is to encourage the client to share his needs and wished on a co-

creating platform basis, where the access will be for both the client and the hotel 

employees. Making such a platform available is a key to encourage consumer to 

participate, giving personal information and sharing their requests and 

preference in order to get a differentiated and even more personal offer. 

(Neuhofer, Buhalis, & Ladkin, 2013) 

One of the best examples is the case of the Hotel Lugano Dante, a 4 star hotel in 

the canton of Tessin, Switzerland. The management developed a new technology 

for the customer service called HGRM, Happy Guest Relationship Management. 
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The tool was developed following the concept of digital customer relationship 

management. All the information entered by the guest is saved on a database, 

and is centrally accessible from both sides of the business: the guest itself and the 

company through its staff. According to the information given, the staff can 

adapt the future environment of the client, in order to make his stay a unique 

experience and a much more personalised service. This is a perfect example of a 

conjoint experience of co-creation, because information collecting is one of the 

crucial point in establishing a perfect profile of the guest, build a certain 

relationship with him an overall  make him feel special and unique. 

Integration 

Of course the development of new technologies requires good preparation in 

order to integrate it to the business. The need of staying up-to-date and always 

aware of the newest improvement is a key point in developing and technological 

relationship with the customer. A strong communication should also be made 

between the hotel managers, the IT (Information Technology) person and other 

business partner in order to insure that all the information are lead correctly and 

efficiently. (Law, Leung, Au, & Lee, 2012) 

The managers should also be aware of the principle of anticipation in order to 

always be one step ahead in all domains. The preparation for changes and the 

image of hotels of the future should always be kept in mind as the new customer 

demand is now a more personalised experience. Several improvements are also 

wanted in the hi-technology of the room, including internet but also entertainment, 

the possibility to manage the heating and air condition in a more efficient and 

simple way.  

Training 

Implementing such a new concept in a hotel requires also a certain level of 

technology knowledge from the staff and all the person that will use this very 

technique. In order to enhance the proficiency of the staff in using IT, the 

manager could offer to organise online training, especially on the use of internet, 

including social media, and also the good working of the device used: Computer, 

mobile, tablet etc. (Brymer & Singh, 2004) 

The staff needs also, as the manager and everybody gravitating around the 

hotel, to keep-up-to-date with the newest technologies and any progress made in 

this domain. Mobile applications are a good example, as there are updates on a 

daily basis, and the development and commercialisation of those is made very 

rapidly thanks to the internet. (Neuhofer, Buhalis, & Ladkin, 2013) 
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3. Conclusion 

It is now proven that a successful experience is the very basis of the tourism and 

hotel industry. Through new technologies using the two side concept (customer- 

staff) the creation of high-touch experiences is made possible and accessible to 

all. If an organisation wants to be successful nowadays, the use of innovative 

technology to create unique and personalised guest experience is the first step to 

undertake. 

Of course the concept can not be implemented in a finger snap and some action 

plans must be taken. The training of the staff in on key point, as it is absolutely 

crucial to the good working of the project. The managers should also be very 

aware of the improvement and development of the technologies and maintain 

good relationship with specialised person in order to insure the development of 

such a concept and stay competitive on the market. 

The studies of these three articles can easily be implemented in Switzerland in my 

opinion. Technology is very advanced in the country, and it is very possible and 

has even been realised in Lugano. The only limitation that I can imagine is the 

cost of such an implementation, but it can be counterbalanced with the future 

revenues of the over satisfied clients that have felt unique and have enjoy an 

unforgettable experience in the hotel.                                                          
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