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How innovative tech is elevating
the guest experience

By David Sawers,
General Manoger, GuestPoint

The Queensland
accommodation Industry
Is no stranger to evolution.
While my past articles
explored how trust
accounting software

and owner performance
reporting are transforming
property management
behind the scenes,

the guest experlence

Is quletly undergoing

Its own revolution.

The axpeclations of Lodzy's
travellers are muoh higher
than ever before. and this
ncvi wave of lechnology now
plays a pivotal role In not Just
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meeung but surpagsing their
expectations. This evolution
marks a cruclal trust point.
vihere embrooing Innovation
becomes central to delivering
remarkable guest experienoes.

Guests expect more

The era of paper amival forms
ond Jangling metal keys Is rapidly
fading. From Its dying embers,

o new dawn of dig/talisation

and contactless experiences

1s emerg/ng. In the age of
smartphones and Instant
gratfication, the modem guest
demands seamless service at
every LouchpolnL From the
moment they start searching
online to thelr post-checkout
communications, guests vant
convenlence, speed. and vithout
doubt. personalisation.

For Queensland's hotels and
resorts, adapling to this new/
digital guest joumney Is no
longer optonal. Mabile check-
Ins. conlactess paymentls. and
reaume booking confirmations
are ropldly becoming standaord.
Yet many propertes sull rely
onlepacy systems that fall Lo
meet these demands. resulung
In slow check-Ins booking
errors, or miscommunication.

Intelligent property management
systems (PMS) streamline

every step of the guest jouney,
reducing vait Umes and
eliminating frequent fricton
polnts. For many properties.

this upgrade represents the
moment they mave from legacy
limilauons to seamless efficlency;
a trust point vhere Innovalon
meets reliability, and guest
expectations are redefined.

Connections aid
guest satisfaction

Behind the scenes, ItIs the
Integration of multple syslems
that truly elevates the guest
service. PMS platorms nowadays
dont Just handle reservalions;
they erther have Inbullt or

sync directly vath muluple
channels like channel managers,
housekeeping schedules,
point-of-sale systems, and
payment patevays to oreate

a seamless natural Alov..

This level of connectivity
allovrs leams to focus more
on the guest experience and
less on boring non-profilable
adminlstraUve tasks. therefore
oreating a warmer, more
responsive averall hospilality
experience. The benefits

muluply os errors deorease,
response times Improve. online
revievis become more posiuve,
new guests are drawm In, and
satisfoction conlinues to gow.

The change from
atransactionto

relationships

ldodem acoommedalion
management Is shifung from
trangactional Internctons to
meaningful relationships. Smart
platforms enable property
managers to automale post-
slay surveys, loyalty program
enralments, and Largeted offers
thot keep guests engoged

long after checkout. The trust
point here Is simple: allowing
technology to humanise
hospitality, not replace It

Technology vill not replace
human touck it should be
designed purely to enhance

IL By freeing team members
from repeUUve tasks, managers
ond leams con Invest more
time In cresting memorable
experiences, whether that's a
personalised welcome megsage.
responding promptly to guest
feedback. or l/loring unique
packages for repeat visitors.
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