
INTELLIGENT
MESSAGING 

Which is better for your hotel?

Quick setup of business phone number for 
messaging with limited IT involvement. 
Message templates and automation 
sequences can be created from scratch or 
pre-set templates can be customized. 

Browser-based application combines mix of automation 
and human control to facilitate two-way communication 
between hotel and guests through texting.

Guests can use their mobile devices and 
SMS texting or other messaging channels 
(Facebook Messenger, WhatsApp and 
others) to communicate with hotel staff 
around the clock.

Can provide immediate response through 
automations and can also identify and 
escalate complex situations to humans.

Artificial Intelligence and Natural Language 
Processing help identify and automate answers 
to questions, alert staff with suggested 
responses or escalate to staff when urgent 
issues arise. Machine learning and sentiment 
analysis inform and improve responses.

Enables customized 1:1 or 1:many messages by 
leveraging guest data from CRM or PMS and 
can proactively engage guests via triggered 
automations.

Fully automated chatbots enable hotels to communicate
with guests through texting, mobile applications the 
guest downloads or on the hotel’s website.

WHAT THEY DO

Setup and interface on hotel website or mobile 
application require IT and developer support 
along with guest-facing employees who  
configure common questions, keyword 
triggers and the automated answers.

Guests can ask the hotel questions around
the clock through texting, messaging on the
hotel website or a mobile application the
guest has downloaded.

Provides instant response pulled from 
database of answers based on certain 
questions and keyword triggers. 

Responses are only based on preset keywords 
and automated pre-filled answers, so they are 
more prone to errors when questions are not 
clear or are complicated and combine several 
issues. Limited for those reasons and lacks 
contextual and emotional signals.

Extremely limited. The primary purpose is to 
answer common questions quickly. Templated 
responses are sent to all guests with very little 
if any ability to personalize.

AUTOMATED
CHATBOTSVS

INITIAL SETUP

Integrates with property management systems, 
service optimization tools and other technology 
through pre-built API integrations, flat-file 
imports and third-party connectors, allowing 
seamless data transfer and streamlined ticket 
creation and service response.

Integrates with your hotel’s website or mobile 
application. Some chatbot software systems can 
integrate with property management systems to 
sync and share data. Chatbots do not integrate 
other messaging providers like Facebook, 
WhatsApp and others.

INTEGRATIONS

CONVENIENCE

PERSONALIZATION

ACCURACY

SPEED

71% OF CUSTOMERS WANT COMPANIES TO COMMUNICATE WITH THEM IN REAL-TIME
(SALESFORCE)

WHY REALTIME COMMUNICATION IS CRUCIAL 

of business travelers and 80% of leisure 
travelers want to use their smartphones 
to request service and message staff.

64%  
of U.S. hotel guests think it’s extremely 
important for hotels to invest in technology 
that enhances the guest experience. 

94%  70%  
of consumers spend more 
money with businesses that 
deliver great service.

70%  
of hotel guests report having 
positive experiences with 
personalization. (IBM)

2 Trillion
texts exchanged last year, 
an 18% increase over 2017.

15 People
Average number of others 
Americans tell about a poor 
service experience.

AI-powered messaging platforms are ideal for hotels that 
place a premium on guest service because they can infer 
intent, respond automatically or escalate to staff, send 
personalized one-to-many messages and be synced to other 
technologies to expedite service response and recovery.

Chatbots and digital assistants are effective solutions 
for hotels looking to automate answers to common and 
basic questions, but are limited in scope beyond that 
use case. 

BOTTOM LINE

(Phocuswright)

(Phocuswright)

(CTIA)

(American Express)

(American Express)


