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Going mobile  
The key to your  
guest’s heart is digital 



 Want happy and loyal guests? Go mobile! 

 Guest mobility

 Employee mobility

  Network and security

 A word about the future 
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Going mobile The key to your guest’s heart is digital

Most guests walk into your hotel with at least one device, expecting more 
than a friendly service and a comfortable room with the as-advertised 
amenities. They expect the same level of technology as at home and the 

ability to interact with hotel staff using mobile technology. 

Serving mobile guests is a bit more than just powerful - and obviously free - Wi-Fi 
coverage. If you want an all-inclusive mobility, also consider:

 ■  Deploying a high-performance infrastructure that reliably handles both guest and 
employee mobile devices

 ■ Deploying a powerful Wi-Fi coverage

 ■ Providing employee mobility to improve hotel operations

 ■ Offering mobile services to increase guest satisfaction

 ■ Adding services such as location-based notifications

A ROADMAP TO THE MOBILE HOTEL

Added- 
value  

services 

Mobile guest  
services

Employee mobility  
& collaboration

Security & IoT containment

Wireless technology 
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Want happy and loyal guests?
Your guests already have the answer!



Going mobile The key to your guest’s heart is digital

It’s an obvious fact: hotels that go the extra 
mile and provide a level of service that is 
only possible through mobile technology 

will benefit not only in return guests and 
increased bookings, but in more positive 
online reviews. 

Mobility is not something to be added onto 
your website anymore but instead, needs to 
be at the heart of how you serve your guests 
from first click to checkout.  

According to the 2017 J.D. Power 2017 
North America Hotel Guest Satisfaction 
Index Study*, 25 percent of all reservations 
are now made on mobile devices, including 
smartphones and tablets. Additionally, 
the study found that guest loyalty and 
satisfaction is higher among guests using the 
hotel’s mobile app. 

You can add value to your traditional 
reservation tools with features that allow 
easier room booking, faster check-in/out and 
seamless communication during the journey 
to entice guests to stay at your property. 
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The little device  
that made a big  
difference 

Power 2017 North America Hotel Guest  
Satisfaction Index Study
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1. Shorten the booking and rating 
process with bots
Integrating bots in your reservation process 
allows guests to: 

 ■ Receive fast answers to frequently asked 
questions

 ■ Start a voice call, a video chat

 ■ Share their screen with a representative 
for personal assistance 

 ■ Automate stays confirmation/cancellation

 ■  Allow guests to rate your services and 
give feedbacks

2. Enable communication while the 
guest is on property
Allow your guests to communicate with hotel 
personnel while on the property and keep 
them informed about their room status or 
different services they can use around the 
property 

3. Push relevant notifications to 
guests  
Send relevant vouchers and special 
promotions to guests based on their location
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3 seamless ways  
to make your guests happier
Guests have the answers they need, bookings are completed quicker and 
staff no longer spends hours answering emails.

CALL

My Hotel
Welcome

SERVICES

HAPPY HOUR!

SEE
OUR COCKTAILS 

MENU

COCKTAIL
PLEASE!
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 ■ Can it be hotel-branded?

 ■  Is it free for the guest?

 ■  Is it accessible over wireless and 4G 
networks?

 ■  Does it offer telephony services besides 
chatting, for a warm, human welcome?

 ■ Can it integrate with your telephony system?

 ■  Do calls via the application cost guests extra? 

 ■ Does it enable e-concierge services through  
 push notifications, to entice guests to use  
 property amenities?

Things to consider 
when choosing a hotel 
mobile application

 ■ Is it available in the cloud or just on premises?

 ■ Is it vendor-agnostic?

 ■  Does it offer multimedia services (IM, audio, 
video)

 ■ What additional services does it offer? 

 ■ Does it integrate with your installed base as  
 well as third party applications and business  
 processes?

 ■ Does it have open APIs for future services  
 customizations such as guest services and  
 information bots?

Things to consider 
when choosing your 
relationship machine 
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Let your guests contact 
you before their arrival, 
via multiple channels 

Send automatic 
notifications to confirm 
room reservation or 
cancellation

Offer guests instant 
access to hotel services

Allow guests to contact 
your teams from their 
own devices

Gather guests ratings 
directly on your hotel 
mobile app and maintain 
contact after their stay !

Learn more about Rainbow

One solution to communicate with your 
guests before, during and after their 
stay - on their own devices !

https://www.openrainbow.com/
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Sweden’s first Winery 
Hotel: Urban and mobile

A custom designed mobile eConcierge 
application delivers personalized hotel 

and voice services to guest’s smart 
phones. The hotel chose to abolish the 

184 room phones, but still needed to 
provide voice services, This was done 

via the ALE Mobile Guest Softphone 
SDK. Social media integration enables 

the hotel to customize their wine tasting 
services and allows wine enthusiasts to 

share their experience online!

“I would like to describe ALE ’s 
work with us as trustworthy. 
They were there for us, they’re 
very interested in our needs, and 
I look forward working with 
them in the future.”
Marcus Östlundh, Managing Director, 
The Winery Hotel
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Take a tour of The Winery Hotel  

with analyst Dave Michels.  

Download the whitepaper.

https://www.al-enterprise.com/en/-/media/assets/internet/documents/ale-winery-dave-michels-en.pdf
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Emirates Palace offers 
guests the ability to call for 
services for free from their 

mobile devices

Interior surface of over 1 million sqm 

• 1 km separating the two isles

• 1,3 km private beach

Besides the surface of the hotel, the 
second challenge is that VoIP is not a 

free service in the Middle East.  
Guests could not pass free calls via the 

Wi-Fi network.

The Mobile Guest Softphone  
offers guests complete mobility across 

the large resort. The “one-touch call” 
button enables connections with hotel 

services, such as concierge, spa or 
restaurant anytime. A firewall ensures 

the privacy of guest calls.

“As part of our mobility and 
innovation strategy, we were 
looking for a unique service 
that would offer our guests an 
enhanced experience unmatched 
by any other hotel”
Mehmet Akdeniz, Director of IT and AV  
at Emirates Palace
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Watch the full  

testimonial

https://www.al-enterprise.com/en/company/customers/emirates-palace
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1. Understanding the technology 
and devices 
Your staff must approach every new 
project, problem or process from a mobile 
perspective to design a solution that works 
with your guests’ and staff’s mobile devices. 
True mobile hotels undergo a cultural change 
of embracing and using mobility. 

2. Identify a mobility leader  
for each department
Once mobility solutions are in place, you 
must educate and train employees starting 
with a team who has the expertise to 
assist other staff members. that starts with 
hotel leadership and is embraced by every 
employee from the general manager to the 
housekeeping staff.

ROOM XX

Settings

Appointment

Mail

Events

RECEPTION
HOUSE 

CLEANING

MANAGERS

SEASONNAL 
EMPLOYEES

Consider mobility  
to improve hotel operations
Create a mobile first culture.
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1. Consider an enterprise-grade 
cloud-based communications 
solution
A mobile, borderless, connected solution 
allowing your teams to collaborate in 
real-time via mobile devices and various 
channels.  

2. Make the best of legacy 
technologies
DECT technology is typically used when 
implementing voice over wireless LAN is 
complicated, often because of outdated 
infrastructure or historical buildings. 

WLAN - Hotels with a wireless LAN 
infrastructure can decrease the costs of 
cabling and outlets by leveraging their 
wireless network for voice and data 
applications.  

3. Select your devices
Standard handsets - Employees who spend 
most of their time inside the hotel, at the 
front desk, in the lobby or at the restaurant 

Ruggedized handsets – these handsets 
provide an isolated worker protection 
feature, including an alarm, man down, no 
movement and shock detection features.

SecurityGardenersRepair menReceptionistsMaidsConcierges

Choose the right  
mobility tools for the job
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 ■ Video call launch   
 based on availability

 ■ Predefined contact list for each service

 ■ Presence sharing to improve efficiency

 ■ Collaboration bubbles 

Learn more about Rainbow
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 ■ Staff Communication Bubble

One solution for team collaboration 
across the property, and for all profiles ! 

https://www.openrainbow.com/
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Interior staff and 
mobile teams

Learn more about the mobile handsets

Exterior staff and/or 
security profiles

Cost-effective radio 
infrastructure

Easy centralized 
directory lookup 

Easy to trigger alarm 
key

Intuitive hot-keys

Micro-USB  
charging

Great voice quality

Shock-proof screen 

Shock-proff casing

XL alarm button

Lone worker 
protection

Device geo-loc

Choose the right  
mobility tools for the job

https://www.al-enterprise.com/en/products/devices/dect-handsets
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Locanda dell’Arte  
enhances staff mobility

• Charming 4-star hotel with 30 suites 
and a relaxing SPA

• Needed a separate, more mobile 
phone system for its management and 

restaurant phone lines

• Needed staff mobility and availability 
for guests at all times

• Wireless Internet access in each room 
and throughout the property

With a single DECT 
terminal it is possible for 
Locanda staff to manage 
the entire structure and 
attend to guests needs 
without needing to be at 
the reception desk.
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See the full  

success story

https://www.al-enterprise.com/en/company/customers/locanda-dell-arte
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Buddha Bar Hotel  
goes mobile

• 56-room 5-star boutique hotel

• Located in a beautiful eighteenth-
century mansion in the center of Paris

Solved the mobility challenge by 
providing all 45 employees with 

handsets that free them from their 
desks. Employees are now always 

reachable and can provide more 
responsive customer service. 

“Today, everyone from 
the concierge to the maid 
can connect and share 
information in real time”
Loic Le Berre, Director General, Buddha Bar 
Hotel, Paris, France
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Watch the full 

testimonial

https://www.al-enterprise.com/en/company/customers/buddha-bar-hotel#sthash.ilWNUAWP.dpuf
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Did you know that your hotel guests 
would have a hard time choosing 
between wireless access and air 
conditioning in your hotel? 
 

And, that most of your guests would also 
pick wireless over food? Yes, you read that 
right – Arbitrip’s 2017 report found wireless 
service and air conditioning tied as the top 
guest amenity with breakfast coming in 
second. 

When you upgrade your hotel network, you 
give your property a competitive edge. 

Your guests will be happy with the super-
fast wireless, and the new services your 
hotel can now offer with smartphone apps: 
check-in/checkout, order a drink while at 
the pool or turn the lights on in their room 
before entering. Your staff can also now 
communicate and coordinate with each other, 
as well as guests, using mobile technology 
from anywhere on the property. 

Wi-Fi: The amenity that makes  
the difference 

SERVICES

HAPPY HOUR!

SEE
OUR COCKTAILS 

MENU

COCKTAIL
PLEASE!

My Room108
CHECK OUT
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Calculate your Wi-Fi ROI ! Choose the right access points !

Not sure about investing in Wi-Fi and 
which access points  are right for you? 

Access  

the calculator

Visit the product 

selector

http://wifi-roi-calculator-enterprise.alcatel-lucent.com/en/
http://conversation.alcatel-lucent.com/wi-fi-selector-tool?elqTrackId=32a8382d29124585ba975a683645f70b&elq=00000000000000000000000000000000&elqaid=5251&elqat=2&elqCampaignId=
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1. Coverage
In the past, wireless coverage was only 
needed in a few places – the guest rooms 
and maybe the lobby. However, today’s 
guests expect coverage everywhere in the 
hotel – even pool areas and the parking 
garage. And employees need to be able to 
communicate from the housekeeping closet 
or the maintenance shed at the back of the 
property. 

3. Throughput 
It’s no longer email and Facebook that your 
guests want to access. They want to use 
multimedia applications such as streaming 
video from wherever they are in their room, 
the swimming pool or even a golf cart. The 
result is high bandwidth use. 

5. Levels of service/access 
Not everyone on your hotel property 
needs the same network access. Guests, 
employees, management, IT staff – all have 
different needs. By having the ability to 
define multiple user types, you can create 
a different environment on the same 
infrastructure for each user type, improving  
security service, and helping control 
bandwidth. Hotels can also provide VIP guest 
access with special perks – faster service, 
more bandwidth, or access to premium 
services or applications. 

2. Traffic patterns
Your guests and employees move around 
constantly while accessing the network, 
resulting in unpredictable traffic patterns. 
And they expect the same level of 
connectivity wherever they are on the 
property. 

4. Security
Guests trust your network with their work 
documents, banking information, travel plans 
and more, and they expect a network free 
of viruses and data breaches. This becomes 
even more challenging to ensure with so 
many different people and devices accessing 
your network. 

5 things to consider when upgrading  
your hotel network
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Radisson Blu Hotel  
in Doha 

With a limited number of IT resources, 
Radisson Blu Hotel was looking for 

a converged solution to meet guest’s 
expectations with upgraded internet 

services in all rooms and public areas.

Radisson Blu Hotel also wanted to 
offer guests free internet access, and 

the maintenance staff wanted to be 
connected with Wi-Fi phones offering a 

full communications experience. 

Wireless internet access running 
throughout the hotel offered the perfect 
BYOD platform for guests. Housekeeping 

staff is now connected on the move. 
All 1200 users are now connected and 

future services can be easily added. 

“There will always be ad hoc requirements,  
and it is good to know that we have a solid 
platform on which we can always add 
applications to.”
Mr Huzefa Hussain, IT Manager, Radisson Blu Hotel
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Read the full story

https://www.al-enterprise.com/en/-/media/assets/internet/documents/ramada-plaza--radisson-blu--scs-ext-eng-05-2012.pdf
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What does the future  
of mobility look like to ALE? 
Christophe Ameline, Global Business 
Development and Strategy Director Verticals

 ■  Intelligent Wi-Fi that follows guests and devices 
and not the other way around

 ■ Location-based services for even more    
 personalization and frictionless digital interaction  
 between guests and hotel departments

 ■ A.I., bots, intelligent objects and systems    
 integrations

 ■ User notifications enabled by a centralized   
 emergency management 

 ■ Better guest intelligence

Read the entire interview on hospitalitynet.org 

How should hoteliers prepare  
for what’s coming?  
Heitor Faroni, Solutions Marketing Director, 
Network Business Division 

Start today with building the network infrastructure, 
that will be the foundation of your digital evolution. 
The network should be the enabler of this evolution, 
and not the roadblock. Also plan with capabilities to 
minimize the risks of cyber-attacks. 

When you plan your network consider: 

 High performance, pervasive Wi-Fi 

Ruggedized network devices for outdoors connectivity

IoT friendly capabilities like simple device onboarding 
and containerization;

Read the interview in Hospitality Technology 
magazine

A word  
about  

the future

https://www.hospitalitynet.org/opinion/4084695.html
https://hospitalitytech.com/connected-hotel

