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Today’s Speaker 

“..we moved on from user-
centered, to offer the next-gen 
WEB+IBE.
A guest-centered and brand-
oriented experience design 
infused with AI technology

All this to significantly reduce 
OTA commission costs for 
hoteliers and strengthen the 
Brand.”
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Direct Booking vs
an Internet Booking Engine 
(IBE)

Definition: 

A direct booking refers to a 
reservation made directly with 
the hotel, typically through the 
hotel’s official website, phone, 
or in-person. This method 
bypasses third-party 
intermediaries like online travel 
agencies (OTAs).

0
Statutory Implications: 

ÅDirect bookings are 
associated with the hotel’s 
brand and domain name, 
ensuring that the transaction 
occurs within the hotel’s 
official ecosystem. This can 
include the hotel’s official 
website or mobile app, which 
are branded and controlled by 
the hotel.

Terminology
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Direct Booking vs
an Internet Booking Engine 
(IBE)

Definition: 

An Internet Booking Engine is a 
software application that allows 
customers to book hotel rooms 
online. It can be integrated into 
the hotel’s website or used by 
third-party platforms to facilitate 
reservations.

0
Statutory Implications: 

ÅAn IBE can be used on both 
the hotel’s official domain and 
third-party domains and 
websites. However, for a 
booking to be considered a 
direct booking, the IBE must be 
running under the hotel’s official 
domain name. This ensures that 
the booking process is 
managed and controlled by the 
hotel, maintaining brand 
integrity and direct customer 
relationships.

Terminology
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The key differences between 
online travel platforms and 
direct bookers

ÅA recent US survey shows that 29% of 
travellers prefer booking direct, compared 
to 22% through an online travel platform

ÅWhile direct bookers value consistency 
and familiarity, online travel platform 
bookers appreciate convenience and 
greater choice

ÅThe ability to book multiple elements of a 
trip in one place appeals to online travel 
platform customers

ÅOnline travel platform and Direct travellers
are two distinct customer segments –
Booking.com helps to drive incremental 
demand without competing with direct 
business bookings

Paul Smailes

ÅDirector of US Strategy & 
Business Operations at 
Booking.com

https://hospitality.uibs.net/
https://partner.booking.com/en-gb/taxonomy/term/3760


Tour Operator vs Individual vs Repeat guests over 

time
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Top “mega-trends’’ impacting 
hospitality 

With the arrival of a 
technology-fueled

on-demand economy, 
hotel chains are 

attempting to adapt

Competitionis a result of: 
(1) technology adaptation, 
and (2) increased visibility 

to lodging choices

Guests care about 
protection ofprivacy and 

data

Reevaluate security 
policies to regain public 

and consumer trust

Setclear 
privacy policies-

communicated to guests
and taken seriously 

bystaff

Gen Y/Z Tech savvy 
talent opens flexible 

workforce opportunities

Gig economy gives 
employees greater 

flexibility & more options

Working environment, 
diversity, purpose, 

& culture are a greater 
influence forhiring& 
employee retention

Travelers expecta
one-of-a kind experience, 

which can be anything 
from seamless booking to 
an array of dining options 

or access to the latest 
technology

Hotels need to consider 
the demands of the 

modern 21st

century guest

AI and tech 
άŘŜƳƻŎǊŀǘƛȊŀǘƛƻƴέ ŎǊŜŀǘŜǎ 

a 
two-edge sword

Low value tasks 
replaced with technology

Increased need for 
Tech Intensity of 

Management, Employee & 
Brand

Tech evolution enables the 
expert Guest/
self-service.

Balance between
|high- tech and

high-touch

Growing environmental, 
social and corporate 

governance expectations:

Neutral or Negative CO2 
commitments

Move to remote or digital 
delivery of services

Diversity & Inclusion

Commitment to Social 
Good/Giving Back

Increased competition Security, privacy 
& trust 

Employee expectations Changing guest 
demands

Technology 
impacts

Corporate social 
responsibility

https://hospitality.uibs.net/
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Google search 
algorithm leak
Ÿ Google domain authority

Ÿ Site-Wide Authority Metrics

Ÿ Brand signals

Key revelations:
Demotions and Penalties:
Various demotion signals include anchor 

mismatch, SERP demotion, navigation issues, and 

exact match domain demotions.

Domain and Page Authority: Google does track 

these, despite previous denials. Google uses 

internal metrics like "siteAuthority," it's not the 

same as the "Domain Authority" metric used by 

third-party SEO tool
https://hexdocs.pm/google_api_content_warehouse/0.4.0/api-

reference.html#modules

https://www.newzdash.com/guide/google-leak-71-news-seo-ranking-

factors-revealed-impact-news-publishers#1

https://hospitality.uibs.net/
https://hexdocs.pm/google_api_content_warehouse/0.4.0/api-reference.html#modules
https://www.newzdash.com/guide/google-leak-71-news-seo-ranking-factors-revealed-impact-news-publishers#1
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H2c Global Study

Ÿ Overall study results are based on 

the input from 88 unique hotel 

chains

Ÿ In total, 91 responses* provide the 

data for our quantitative research 

and break down to

Ÿ 77 online surveys 

Ÿ 14 executive interviews on hotel 

chain level.

0
Ÿ Regional coverage: Europe, 

Middle East & Africa, Asia Pacific 

and Americas

Ÿ Hotel chains with properties 

across multiple regions are 

assigned to the region with the 

most properties

Methodology

https://hospitality.uibs.net/


hospitality.uibs.net

Online-Direct Shares 
Are Increasing

Ÿ Direct online bookings surged in 

2022 but have now stabilized

Ÿ The increase was pandemic-

driven; 2022 was an outlier

Ÿ IBE (Internet Booking Engine) 

shares continue to grow slowly

Ÿ OTA and GDS shares remain 

stable, while offline bookings are 

steadily declining

1
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Undeniable Mobile 
Booking Growth

Ÿ Mobile bookings are replacing 

desktop sales

Ÿ Mobile could account for 50% of 

all IBE sales within 2-3 years

Ÿ Large hotel chains benefit most 

due to mobile apps and loyalty 

programs

Ÿ Middle East & Africa leads in 

mobile bookings with 53% share

2
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Loyalty Programs & 
Revenue Contribution

Ÿ 49% of hotel chains offer a loyalty 
program

Ÿ Loyalty programs generate 27% of 
total revenue, with the Americas 
leading at 42%

Ÿ Small chains lag behind in loyalty 
program adoption (34% vs. 86% for 
large chains)

Ÿ European chains contribute 24% of 
revenue via loyalty, below industry 
average

3
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Loyalty Program 
Benefits

Ÿ Most common benefit: lower 
member rates (67%)

Ÿ 55% of programs offer earning 
points, mainly in large and 
medium chains

Ÿ Small chains focus more on 
“member rate programs” than full 
loyalty programs

Ÿ Vouchers & subscription models 
are less common

4
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Challenges in 
Online-Direct Sales

Ÿ OTA competition is the biggest 

obstacle, unchanged since 2020

Ÿ Traffic acquisition & IBE 

functionality remain challenges

Ÿ Rate parity issues have improved 

but still impact large chains

Ÿ Lack of strategy & missing 

technology also hinder growth

5
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CRM & Data 
Cleansing Integration

Ÿ 70% of PMSs are integrated, but 

loyalty, POS & chatbots lag

Ÿ CRM guest data cleansing 

remains a high priority

Ÿ Poor data quality, formatting 

errors, and manual work remain 

major concerns

Ÿ 60% of hotels reported problems 

with CRM data cleansing

6
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IBE Pain Points

Ÿ Limited personalization (54%) is 
still a major concern, though it 
has improved

Ÿ Upselling functionalities remain a 
problem (49% in 2024 vs. 31% in 
2020)

Ÿ Issues persist with rate strategies, 
reporting, & mobile integration

Ÿ Multi-property functionality and 
website integration focus on 
improvements

7
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Key IBE Features 
for Direct Sales

Ÿ Most important feature: display 
of multiple/alternative rooms

Ÿ Payment flexibility (Wallet, 
ApplePay, GooglePay, crypto, 
BNPL) is a priority

Ÿ Personalization of loyalty rates & 
add-ons gaining importance

Ÿ Compliance with Web Content 
Accessibility Guidelines (WCAG) is 
crucial

8
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IBE System Integration

Ÿ PMS integration has significantly 

improved (only 14% rated poor)

Ÿ CRS integration has slightly 

declined since 2020

Ÿ Loyalty programs remain poorly 

integrated (56% report issues)

Ÿ CRM integration is improving but 

still has a 34% non-integration 

rate

9
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Ancillary Sales Potential

Ÿ Only 14% of hotel revenue comes 
from ancillary sales, but potential is 
23%

Ÿ Large chains have the largest gap 
between potential and actual 
revenue

Ÿ Top-selling items: breakfast, late 
check-out, transport, room 
upgrades, spa

Ÿ Personalization and upselling are 
key to unlocking additional revenue

10
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Retail (Item) 
Sales Trends

Ÿ Only 25% of IBEs currently offer 
retail sales independent of room 
bookings

Ÿ Middle East & Africa leads in item 
sales at 40%, APAC at 0%

Ÿ 74% of hotel chains are 
considering adding retail sales 
functionality

Ÿ Americas show the strongest 
interest in expanding retail sales

11
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Emerging AI 
Innovations

Ÿ Top innovation: AI for process 

optimization and recommendation 

engines (76%)

Ÿ Direct booking of local experiences 

is gaining importance (69%)

Ÿ AI-driven chatbots with full booking 

capabilities rank high (63%)

Ÿ Blockchain, AR/VR, and ESG-related 

innovations have lost momentum

12
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“Don’t you…
forget about me..”
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