
THE VALUE OF 
CROSS-CHANNEL 
COMMUNICATION

How Hotels Can Use 
Text and Voice 
Messaging to Increase 
Guest Satisfaction and 
Improve ROI



TrustYou and Volara will uncover:

● How to create consistency across communication channels
● How multi-channel communication methods benefit a hotel
● The value of cross-channel messaging through Voice and SMS
● Use-cases for text and voice messaging, including when and when not to “Bot”
● Established best practices (and results) from leading hotels! 
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We’re glad you’ve joined today’s webinar:
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VALERIE CASTILLO
Senior Director of Marketing

DAVID BERGER
Co-Founder & CEO

Today’s speakers:
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73% of Guests Communication Digitally with Hotels

69% Email*
58% Phone Call
29% In-Person
19% Travel Agent
16% Text Messaging*
15% Social Media*
And now automated voice...
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Top 3 Guest-Preferred Digital Communication Methods

76% 27% 25%
EMAIL HOTEL’S 

SITE*
MESSAGING

*78% of travelers will visit the hotel’s site “Always” or “Most of the time”
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Multi-Channel Communication

MESSAGING

Third-Party
Messengers

Voice

Email

Webchat

In-App

SMS
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Benefits of Guest Messaging

5. CROSS-CHANNEL 
INTEGRATIONS

4. GUEST 
SATISFACTION

3. REAL-TIME SERVICE

1. MULTI-CHANNEL
COMMUNICATION

2. PERSONALIZATION 
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Positive Communication Impacts Guest Satisfaction

When using text messaging and 
social media combined to 
communicate with a hotel, 
travelers report significantly 
higher satisfaction ratings.

4.5
5.0
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Use Cases of Guest Messaging

Ensure details of a 
request are not 
missed when 
passed among 
departments.

Hi there, could you please bring 
some extra towels?

Sure, we’ll be right up

Housekeeping: Please 
bring two towels to room 
303

Provide prompt 
responses to all 
guests, no matter 
how busy it gets.

Hi Julie, we’re experiencing 
some power problems on your 
floor, would you a free drink in 

the lobby while we fix the issue? 

That would be great! I’ll be 
right down.
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“Hotels and OTAs Failing to Inspire Guests”

...hotels and OTAs are not yet fully 
embracing the opportunities 

around upselling and ancillary 
revenues…
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Use Cases of Guest Messaging

Increase revenue 
through 
personalized offers 
and upgrades

Sure, what other benefits
come with signing up?

Congratulations! It’s your 5th 
stay in our hotel. Would you like 

to sign up to our loyalty program 
to save next time?

You can find more 
info on our site 

Give guests 
peace-of-mind with 
requested status 
updates and 
notifications.

How long until my order will be 
delivered to my room?

Your dinner will be delivered 
within the next 15 minutes

We’re sorry for the short delay, 
your food is on its way up now 



The Future of 
Communication in 
Hospitality is Happening 
Now!
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The Voice 
Connection



Harnessing this frictionless medium to meet your business objectives.
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Voice
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Volara
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Case Study #1: Driving Efficiency

240 Item and Service Request 
Per 1000 Occupied Room Nights
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Case Study #2: Influencing Guest Behavior

700 Opportunities to Influence Guest Behavior 
Per 1000 Occupied Room Nights
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Case Study #3: Improving Guest Experience

Over 400 positive TripAdvisor reviews to date.
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It’s a powerful means of communication, but isn’t the perfect medium for every 
interaction with your guests.
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Voice
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VALERIE CASTILLO
Senior Director of Marketing

DAVID BERGER
Co-Founder & CEO

db@volara.ai
Volara.io

Questions?
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