Word -of -mouse ratings and
other changes to the

Reservations and Ratings
Process

School of Hotel, Restaurant and Tourism Management


http://www.bbc.co.uk/northernireland/yourplaceandmine/images/helpabout/keyboard_250x145.jpg

A Changes to Reservations and Ratings
I Bring educators up to date

A Strategies for teaching in the new reservation
environment

A Future
A Research Directions
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Historical Reservation Process

A Call Hotel Directly
A Call Reservation Center
A Call or visit Travel Agent

Betsy Bender Stringam for Rocky Mountain CHRIE
School of Hotel, Restaurant and Tourism Management
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Historical Reservation Process

A Call Hotel Directly
A Call Reservation Center
A Call or visit Travel Agent

Hotels controlled the
Inventory and sales process
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Internet

A Third party distribution sites capture sales

I Hotels lose control of
AlInformation presented to traveler
ASales Process

I Hotels maintain control of inventory
I At a costT commissions, fees, surcharges
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Third Party Distribution

I Internet reservations site owned by a third party
Expedia, Orbitz, Hot el s. com, et

Tickets
* travelocity Just lick. you'e there:

hotels.con® @ Exvediacom

HOW HOTELS | IDE AND OUT

Betsy Bender Stringam for Rocky Mountain CHRIE
School of Hotel, Restaurant and Tourism Management
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Consumers Prefer Third Party Sites

A Comparison
I Rates
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Consumers Prefer Third Party Sites

A Comparison
I Rates
I Amenities

Betsy Bender Stringam for Rocky Mountain CHRIE
School of Hotel, Restaurant and Tourism Management
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Remowe g

Hyatt Regency
Denver

Crenwer
550 15TH STREET
Crepwer, SO 20202

Map & Directions

Tawvelocity Rating
28 Reviews

Hotel Amenities
=" Dining Roorm
=" Modarm § Data Port
High-Speed Internet
Free Local Calls
Free Partking
All-Suites Propearhy
All-lnslusive Properhy
Bezachfront Properhy
Zambling Facilities
Golf Course
Tennis Courts
Hot Tub
wheslchair Accessible
Conwertion Center

LU

Busine=ss Center
Executive Floors
Masting Rooms=s

LY

Ory CleaningfLaundry
Kitchenette

" Imterior Corridars
Free Breakfast

Wiew hdore Hotel Info.

Hyatt Regency Denver

From:

fH#$135

avg. per night

FEemove g

The Curtis

Crenwer
1405 Curtiz Street
Crenwer, CO 20202

Map & Directions

Fhotos

Tawvelocity Rating
52 Reviews

Hotel Amenities

= Diming Roorn

=" Moderm § Dats Port

= High-Sp=ed Intern=t
Free Local Calls
Free Parking
All-Suites Propearhy
All-lnslusive Properby
Bezachfront Properhy
Zambling Facilities
GFolf Course
Tennis Courts
Hot Tub

" Wiheelchair Accessible
Convention Center

- Business Center
Executive Floors

-~ Measting Roams

" DOry Cleaning/Laundry
Kitchenette
Interior Carridars
Free Breakfast

Wiew hdore Hotel Info.

The Curtis

From:

H#$156

avg. per night

Femove g

Warwick Denver
Hotel

Drenwer
1776 SRANT STREET
Denwer, CO 202032-1211

hlap & Directions

'_'T x 3 : Fhotos

Tawvelocity Rating
17 Rewviewus
Hotel Amenities
= Diming Roorm
=" Moderm § Dats Port
High-Speed Internet
Free Local Calls
Free Parking
All-Suites Propearby
All-lnelusive Properhy
Beachfront Properhy
Zambling Facilities
< Golf Course
Tennis Courts
Hot Tub
wheslchair Accessible
Conwention Center

LAK

Business Center
Executive Floors

-~ Measting Rooms

" DOry Cleaning/Laundry
Kitchenette

Interiar Corridars

Free Breakfast

Wiews hdore Hotel Info.

Warwick Denwver Hotel

From:

H#$119

avg. per night

Femove oy

Sheraton Denver
Downtown Hotel

Denwer

1550 COURT PLACE
DENWER CO US 20202
Denwver, CO 20202

hlap & Directions

Tawvelocity Rating
G Rewviews
Hotel Amenities
=~ Dining Roorn
=" Moderm f Dats Port
= High-Sp=ed Intern=t
Free Local Calls
Free Parking
All-Suites Propearhy
All-lnclusive Properhy
Beachfrant Properhy
Zambling Facilities
< Golf Course
Tennis Courts
Hot Tub
Wheeslchair Accessible
Convention Center

LN

Business Center
Executive Floors
Mzstimg Rooms=s

LANA

Ory CleaningfLaundry
Kitchenette

Interior Corridor=
Free Breakfast

4

Wiews bore Hotel Info.

Sheraton Denver
Downtown Hotel

From: $439
5111

avg. per night
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Consumers Prefer Third Party Sites

I Convenience of Packages

I Total cost |
: | Fackages | Hotels | Cars Qg pl
I Time Poverty o Gook Tt & ot
() Flight + Hotel SAVES315
':::' Flight + Hotel + Car oh average

|5E|'-.-'E! by booking
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Opaque Distribution or Opaque Web
Site

I Internet reservations site in which the guest
cannot nNnseeo the proper
until after purchase.

I Rate Integrity

® COIM s

ire

Hotw

W 0

Betsy Bender Stringam for Rocky Mountain CHRIE STATE
School of Hotel, Restaurant and Tourism Management



Opaque Distribution or Opaque Web
Site

I Internet reservations site in which the guest
cannot Nseeo the proper

Priceline functions in a dual mode:
third party and opaque!

AT AR LAl

Betsy Bender Stringam for Rocky Mountain CHRIE STATE
School of Hotel, Restaurant and Tourism Management



Third Party
Merchant
Model

Opaque

. .
p rlcel I ne co . Flight= | Hotels | Cars | Vacation Packages | Cruises | Tours & Aftractions | PriceBreakers | Grou
- III

n-In | My Profie | My Trips | Ch r Request | First Time Users | @ He

221 HOtels in Den‘v"er, CO Thu., Feb 12 - Sun., Feb 15 == Change my search

list view atrix view lap view est dea .
our most popular hotels search areas, , prices. area map of hotels Name Your Own Price”
Show hotels in thiz area: Browse 221 Available Haotels .

Denver, CO (all areas) V| D El

Name Your Own Price
Search By » | Most Popular | Lowest Price | Star Rating  Hotel Hame | Hotels Near.... Save upto 'ml::;
Half Off in
Denver (o]

| - il

* LOWER P20 ina rees = mu rmiocs!MF CHANGE &€ CANCEL FEES

Hyatt Regency Denver At Colorado Convention Center Change My Search

k% Denver, CO (Denver Downtown)

Stunning $355 million 37-story hotel, featuring 60.600 =g ft of
above ground me... More

Avg. Guest Rating: 9.0 | Bead (127} Guest Reviews »

@ Thiz i a priceline special rate hotel. ZAGAT
2] =
see next page  Features | Booms | Phetes | Map JUH\' E {

@ City or Airport
O Landmark
O us Address

CXy or Airport:

for fee chop ver, CO
discount  {§) Book Online or Call 1-866-PRICELINE
Daily | Thu Fri Sat Awvg.Rate n By .
Rates §475 $115 $115  $135 024272009 i
Quality Inn Denver 0Z/15/2009 i
$48 % Denver, CO (Denver Airport (DEN})
Per Night The Quality Inn Denver, CO is located just 15 miles west of Rooms:

Denver Internationa... Mere
Avg. Guest Rating: 6.0 | Bsad 21} Guest Beviews »

Thiz iz a priceline special rate hotel. Sc‘;‘ltteilt);::l;e:
Features | Rooms | Photes | Map
I.Book Online or Call 1-866-PRICELINE Hotel Brand:
Fri Sat Awvg.Rate [-2ny- e
Ratcs [ = e Star Rating:

- __— Any - |

Hame Your Own Price® Find Half Price Hotels in Denver!
save up to

half off * Save up to half off other leading online sites

search

* %¥ou choo=se the price, area and =tar level

* Get your answer in 2econds -
Book online or
call 1-866-PRICELINE

CHOOSE

Renaissance Denver
$1 04 Wk 1/2 Denver, CO (Denver Downtown)

Per Might The closest 400 room Hotel to DA with a free airport shuttle, the
CHOOSE Renaizsance ... More

Avg. Guest Rating: 9.0 | Esad (130} Guest Revisws »
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Meta Search Sites

We search. You travel. The traveler's search engine=

©XO) tripadvisor’

get the truth. then go*

OgOdQ o
N N N K AYAK

go smarter. go agoda.
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