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Due to the very nature of the hospitality business, our 
guests are truly mobile. They are with us because they are 
travelling. Some will be on a short trip, while others will be 
on those long-haul international business trips, visiting many 
countries. But whatever the reason for their trip, one thing 
all our guests have in common is what is in their pocket: 
their phone. Whether it be a normal phone or a smart phone, 
almost everyone today has a mobile. The International 
Telecommunications Union (ITU) predicts that by 2014, there 
will be more phones on the planet than people. Mobile-
cellular penetration rates stand at 96% globally (128% in 
developed countries, and 89% in the developing world). More 
than 50% of Internet consumption is now done via mobile.

Add to that the current trends of BYOD (bring your own device) 
and BYOC (bring your own content), and the increase in 
tablet sales. Apple says it has sold just fewer than 84 million 
iPads, and in the first quarter of 2013, according to IDC, 
Samsung shipped 8.8 million tablets. In total, more tablets 
were shipped in the first quarter of 2013 than in the first half 
of 2012. Desktop PC sales have fallen off the cliff. Some 34% 
of Americans have a smart phone or tablet on the top of their 
Christmas list.

So our customers are all going mobile. How can we as an 
industry integrate the mobile device into the experience we 
are providing to our guests? I am not going to say here that 
the mobile will replace front desk staff and remove all forms 
of guest interaction, but what I will say is that in the future, we 
should cater for guests who want to have their experience and 
interaction on their mobile device. For me, a great example of 
how this can be done is happening now in the airline industry. 
How many of us have booked our flight online, or through an 
airline app on our device, then checked ourselves in through 
our device, chosen our seat and downloaded the boarding 
pass? Imagine now that the possibility to do this was taken 
away. We would find ourselves back in the days of travel 
agents and arriving at the airport not knowing what seat you 
will be assigned. What would your impression of your airline 
be if that happened? The mobile device has empowered our 
guests to do more for themselves, by themselves – and they 
are fundamentally happy about it.

In a recent survey by toonz.com, 42% of the respondents say 
they have researched or booked a hotel room on their mobile 
device, with 70% of those people confirming that they have 
booked a room on their phone in the 24-hour period before 
arrival.

Going mobile!
by Ian Millar  i

In the not-too-distant future, more and more services and hotel-guest communication are likely to move out 
of the realm of face-to-face interaction and onto our mobile devices, writes Prof. Ian Millar, the technology 
specialist at Switzerland’s Ecole hôtelière de Lausanne. Here he takes us on a tour of some of the myriad 
touchpoints that may soon be taken over by cleverly designed smart phone apps, fundamentally empowering 
guests… and changing their hotel experience.  
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So why do we still make our guests queue to check in? More 
and more of our guests will see it as an added service to be 
able to get their room number confirmation on their phone, 
bypass reception and go straight to their room. That will of 
course depend on the device they have, but increasingly, we 
will see phones having the capability to open hotel room 
doors, either by MMS, NFC, Wi-Fi direct or other features.

Once your guest has entered this hotel room of the future, 
allowing her to connect her mobile device directly to the TV will 
be the norm. Wi-Fi direct or Miracast will allow the syncing of the 
hotel room TV and guest device. Guests will play movies, music 
and games on their device, all of which will be beamed onto the 
TV. We could even replace the traditional remote control and have 
the guests’ own device control the TV.

Then what would be wrong with having guests interact 
with the hotel through their own device? Marriott has been 
trialling this with their app called “Red Coat Direct”, designed 
specifically for meeting planners. The future of such services as 
room service, concierge, valet parking and many more could 
move as well to the guests’ own device. Think how much we 
could save on printing alone by getting rid of the in-room 
compendium!

By empowering our guests who want this experience, we 
are fundamentally giving them a better experience.  But with 
all this mobility comes the ultimate question of power. The 
Achilles’ heel of all mobile devices is their battery life. There 
is nothing worse than having “juice jitters” - knowing you’re 
down to your last 10% of power with no possibility of charging 
in sight. We always want our guests to have a good night sleep 
and wake up fully recharged, don’t we? So we should do the 
same for their phone. 

Ian Millar’s double expertise in the areas of hospitality and 

information technology sets him at the forefront of new 

developments in the international hospitality industry. 

He is also a Certified Hospitality Technology Professional (CHTP)

Ian Millar is a frequent presenter at international IT conferences 

and is a member of the Advisory Board of the European Hospitality 

Technology Education Conference EHTEC, as well as on the 

advisory board for HITEC the world’s largest hospitality technology 

conference.

Ian Millar has been instrumental in developing the exceptional 

resources and expertise available to students at the school. 

He created EHL’s unique CyberHotel, a specially equipped and 

fully functional centre on campus that features best practical IT 

solutions in hospitality technology currently used in the industry.

Within CyberHotel Ian Millar teaches the students about the latest 

technologies for the hospitality industry.

As of October this year Ian Millar is a member of the executive 

committee of HFTP, the world’s largest organisation for hospitality 

and financial professionals. Ian Millar served on their board of 

directors from 2008 to 2011.
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HFTP, Austin, Texas, USA and Maastricht, The Netherlands, founded in 1952, is the global professional 

association for financial and technology personnel working in hotels, clubs and other hospitality-related 

businesses. HFTP provides first class educational opportunities, research, and publications to more than 

4,800 members globally including, the premiere hospitality technology conference HITEC--founded in 

1972. HFTP also awards the only hospitality specific certifications for accounting and technology --- the 

Certified Hospitality Accountant Executive (CHAE) and the Certified Hospitality Technology Professional 

(CHTP) designations. HFTP was founded in the USA as the National Association of Hotel Accountants. 

 u www.hftp.org 
 

With an exclusive focus on global hospitality and tourism, Hsyndicate.org (the Hospitality Syndicate) 

provides electronic news publication, syndication and distribution on behalf of some 750 organizations 

in the hospitality vertical. Hsyndicate helps its members to reach highly targeted audience-segments in 

the exploding new-media landscape within hospitality... channels of ever increasing importance which 

are difficult to reach through classic wire services like PRnewswire or BusinessWire. With the central idea 

‘ONE Industry, ONE Network’, Hsyndicate merges historically fragmented industry intelligence into a single 

online information and knowledge resource serving the information-needs of targeted audience-groups 

throughout the hospitality, travel & tourism industries... serving professionals relying on Hsyndicate’s 

specific and context-relevant intelligence delivered to them when they need it and how they need it. 

 u www.hsyndicate.org
  

Since introducing the world’s first electronic hotel door lock and first electronic in-room safe in 1979, VingCard 

Elsafe has installed products in more than 42,000 properties worldwide, securing in excess of 7 million hotel 

rooms. Today, their comprehensive product line is comprised of VingCard electronic locking solutions, Elsafe 

in-room safes, Orion energy management systems, and PolarBar minibars. VingCard Elsafe leads the industry 

in advanced locking technologies, including NFC, RFID/RF-Online and ZigBee-based networking solutions, and 

offers the only UL-listed electronic hotel safe on the market. With an extensive worldwide service and support 

network, VingCard Elsafe provides continuous support to its clients around the globe. VingCard Elsafe is part of 

ASSA ABLOY Hospitality, the world’s leading provider of hotel locking solutions. ASSA ABLOY is a publicly listed 

Swedish company traded on the Stockholm Stock Exchange. 

 u www.vingcardelsafe.com 
 

We all know that the future will be different, but how will it be different? For companies in the hospitality 

industry, Wade & Co. uses scenario generation to get at the answer to that question – in strategic 

workshops, team-building exercises, and conference presentations the world over. As a specialist in 

business foresight, Wade focuses on visualizing how the future “business landscape” could realistically 

change, ushering in new kinds of customers and competitors, creating new opportunities, and affecting 

your chances of success. Heading the company is Woody Wade, who is also the founder and publisher of 

the Hotel Yearbook. 

 u www.11changes.com

HFTP

Publication Partners

HSYNDICATE

WADE & COMPANY

VINGCARD

Hospitality Financial and 
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Stay First
The maximum expression in 
minimalistic  electronic lock.

13,56MHz technology compatible with:  | ISO 14.443 A (MIFARE) | ISO 14.443 B | ISO 15.693 | Near Field Communication (NFC)

The First Invisible Lock
Essence by VingCard revolutionizes the electronic lock industry by housing all lock components, including the 
reader, inside the door and therefore, reaching the maximum minimalistic expression, the true Essence of an 
electronic lock. 

Essence takes the definitive step in minimal hardware on the door and truly blends with any design requirements, 
enhancing the style of your hotel and taking the user-interface experience to a new level. 

You cannot see it, but you will experience the true essence of a secure and reliable electronic lock.

VingCard Elsafe | P.O. Box 511 | 1522 Moss | Norway 
Phone: +47 69 24 50 00 | info@vcegroup.com | www.vingcardelsafe.com
Provider of: VingCard Locks and Systems | Elsafe Safes | Orion EMS | PolarBar Minibars

|  Advertisement  |

http://www.vingcardelsafe.com/en/vce/VingCardElsafe/Products/?productId=990260
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Hotel Yearbook 2014 
In 2014, the Hotel Yearbook will feature a comprehensive outlook for major geo markets as 
well as indepth interviews with hotel group executives focusing on key segments including 
luxury and lifestyle brands. Additional articles include expert views in the fields of design, 
environment, technology, social media, finance, education, business travel and human 
resources.
• This edition will be available from 20 December 2013

HYB Special Edition - Digital Marketing 2014
The Hotel Yearbook branches out again with a new Special Edition onthe future of digital 
marketing within the global hospitality industry. Authors include some of the industry’s 
best known thinkers and doers in various fields such as reputation management, revenue 
management, search engine optimization, social media channel management via OTA’s. More 
information on this special edition will be made available very soon!
• This edition will be available from 5 February 2014

HYB Special Edition - Hotel Concepts 2014
The Hotel Yearbook branches out again with a new Special Edition on innovative hotel concepts 
within the global hospitality industry. Authors include some of the industry’s best known 
thinkers and doers in various fields such as architecture, interior design, branding and consumer 
marketing. More information on this special edition will be made available very soon!
• This edition will be available from 22 March 2014

Buy & read the full HOTEL Yearbook 
edition on TECHNOLOGY ?

Upcoming editions of HOTEL Yearbook

  € 14,50 - Buy now 
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