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1. HOTEL INDUSTRY OVERVIEW (2024-2026)

1.1 Global Hotel Market

Market Size & Revenue

» Global hotel and accommodation market was valued at $1.06 trillion USD in 2023 (Statista / Grand
View Research, 2024)

» Expected to reach $1.27 trillion by 2026 and $1.52 trillion by 2030 at CAGR of ~7.6%
« The global hospitality market (broader, including F&B, events) exceeds $4.5 trillion

+ Number of hotel properties globally: approximately 700,000+ hotels and lodging establishments
(STR, 2024)

« Total global hotel rooms: approximately 17.5 million (STR/CoStar, 2024)

Recovery & Growth Trajectory Post-COVID
» 2023 marked full RevPAR recovery globally vs. 2019 baseline (STR Global)
« Global hotel revenue grew +8.2% year-over-year in 2023 vs 2022
» 2024 saw continued growth of +5.4% globally (estimated)
» Asia-Pacific is the fastest-growing region at CAGR of ~9.2% through 2028
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Luxury segment globally outpacing other segments, growing at ~10% CAGR

Key Metrics — Global (2024 Full Year)
Average Global Occupancy Rate: 63.4% (STR/CoStar, 2024)
Average Daily Rate (ADR) Global: $152.80 (STR, 2024)
RevPAR (Revenue Per Available Room) Global: $96.85 (STR, 2024)

Both ADR and RevPAR exceeded 2019 pre-pandemic levels by ~15% in nominal terms

1.2 US Hotel Market

Market Size
US hotel industry total revenue: $261 billion in 2024 (AHLA State of the Industry 2025)
This represents a record high, surpassing 2019's $218 billion by ~20%
US hotel industry employs approximately 2.3 million people directly (AHLA, 2025)
Total economic impact (direct + indirect + induced): $1.1 trillion to US economy

Number of US hotel properties: approximately 566,000+ hotels with 5.3 million rooms (AHLA / STR,
2024)

US Hotel Performance Metrics (2024)
National Occupancy Rate: 63.0% (STR/CoStar full-year 2024)
National ADR: $161.23 (STR, 2024)
National RevPAR: $101.58 (STR, 2024)
RevPAR was up +2.3% vs 2023, driven entirely by ADR increases

Occupancy has plateaued near pre-pandemic levels but ADR growth continues
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US Segment Performance (2024)

SEGMENT OCCUPANCY ADR
Luxury 70.2% $387.45
Upper Upscale 68.9% $229.80
Upscale 66.1% $159.20
Upper Midscale 61.8% $121.40
Midscale 55.3% $99.80
Economy 51.2% $74.60

REVPAR

$272.00

$158.40

$105.23

$75.02

$55.19

$38.20

Source: STR/CoStar 2024 Full-Year US Hotel Industry Data

US Hotel Market Outlook 2025-2026
PwC US Hospitality Directions (2025) projects ADR growth of +3.5% in 2025
Occupancy expected to remain flat to +0.5% in 2025 due to supply additions
RevPAR growth projection: +3.0-4.5% for 2025 (PwC, CBRE Hotels, JLL)
New supply pipeline: ~175,000 rooms under construction (STR, Q4 2024)

Leisure travel remains robust; business/group travel fully recovered

1.3 US Hotel Market Segments Deep Dive

Property Count by Segment (US, 2024)
Economy: ~18,400 properties (32.9% of total)
Midscale: ~12,200 properties (21.8%)

Upper Midscale: ~11,800 properties (21.1%)
Upscale: ~7,400 properties (13.2%)

Upper Upscale: ~3,900 properties (7.0%)
Luxury: ~2,300 properties (4.1%)

Source: STR/CoStar Chain Scale Segmentation, 2024
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Why Segments Matter for Al Sales:

Independent hotels (not branded): ~33% of all US properties; have the LEAST technology, most
open to new solutions, most pain from staffing

Boutique/lifestyle: Growing fastest; tech-forward owners; willing to invest in differentiated guest
experience

Upper Midscale to Upscale: Sweet spot for Al concierge — enough revenue to justify investment,
enough pain from labor costs to act

1.4 Staffing Crisis — The #1 Forcing Function for Al

Turnover Statistics
Hospitality industry turnover rate: 73.8% annually (U.S. Bureau of Labor Statistics, 2023)
For context: the all-industries average is ~45%; hospitality is nearly double

Hotel-specific turnover (front desk, housekeeping, F&B): Estimated 80— 90% at entry-level roles
(Cornell Center for Hospitality Research, 2024)

Night auditor / night front desk turnover: 90%+ in many markets (anecdotal industry reports)

Hotel GM turnover: 25-35% annually — knowledge loss is catastrophic

Labor Shortage Numbers
AHLA 2024 State of the Industry report: 74% of hotels were experiencing staffing shortages
Average hotel was short 2-3 front-of-house staff per property (AHLA survey, 2024)
Estimated 250,000-400,000 unfilled hotel jobs in the US at any given time in 2023-2024

After COVID, hospitality workforce has NOT fully recovered — many former workers left permanently

Cost of Turnover

Cost to replace a front desk agent: $3,500-$6,000 (hiring + training + productivity loss) (Cornell
HRA, SHRM data)

Cost to replace a hotel manager: $25,000-$45,000
Cost to replace a general manager: $60,000-$150,000
Industry estimate: Hotels spend $4,500 average to replace each hourly worker

A 100-room hotel losing 20 front-desk/housekeeping staff per year spends $90,000+ just on
turnover costs
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Labor as % of Revenue

Labor costs represent 40—-45% of total hotel operating costs (AHLA, STR Benchmarking data,
2024)

For a $5M revenue hotel, that's $2-2.25M in labor annually
Front desk labor alone: 8-12% of total payroll for a typical full-service property

Night shift staffing (11 PM = 7 AM): Minimum 1-2 people at $18-25/hour = $50,000-$80,000/year
for coverage that handles minimal traffic

2. TECHNOLOGY PRIORITIES

2.1 What Hotels Are Actually Investing In (Survey Data 2024-2025) Hospitality
Technology Study (HT — Hospitality Technology magazine, 2024 Lodging

Technology Study) Top technology investment priorities for 2024-2025 (% of

hotels planning investment):

-—

-

© O 00 N O a ~ 0N

. Cloud-based PMS upgrade/replacement — 58% of hotels

. Cybersecurity enhancements — 54%

. AlJautomation tools — 51% (up from 28% in 2022 — nearly doubled in 2 years)
. Guest messaging/communication platforms — 47%

. Revenue management systems — 43%

. Mobile/contactless check-in — 41%

. CRM and guest data platforms — 38%

. Business intelligence/analytics — 35%

. loT (smart rooms, energy management) — 29%

. Loyalty program technology — 27% Key insight: Al/automation went from a fringe investment to a

TOP-3 investment priority between 2022 and 2024.
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2.2 Al Adoption Rates — Current vs. Planned

Current State of Al in Hospitality (2024)

37% of hotels have deployed some form of Al or automation technology (HT Lodging Technology
Study, 2024)

63% of hotels have NO current Al deployment (still a massive greenfield opportunity)
Among Al-deploying hotels, the most common applications are:

Revenue management Al (price optimization): ~22% of hotels

Chatbots/basic messaging automation: ~18% of hotels

Operational tools (housekeeping scheduling, energy): ~12%

Al-powered concierge or guest communication: ~8-10% of hotels

Planned Al Adoption (2025-2026)

68% of hotel executives say they plan to increase Al investments in 2025 (Oracle Hospitality / Skift
survey "Hospitality in 2025," 2023)

73% of hotel executives believe Al will "significantly transform" hospitality operations within 3 years
(Deloitte Travel & Hospitality Outlook, 2024)

Hotels planning to deploy Al concierge/guest communication: expected to grow from ~10% to
~35% of hotels by 2026

The Adoption Curve Opportunity:
Early majority has started; late majority is about to move

First-mover advantage window is closing: 2024-2026 is the critical window to establish market
position

2.3 Contactless & Digital Guest Experience Demand

Guest Preference Data

79% of hotel guests prefer hotels with digital/contactless options (Criton/ Hospitality Technology,
2023)

85% of guests say they would choose one hotel over a comparable hotel if it offered better digital
services

Post-COVID, contactless check-in adoption jumped: 45% of US hotels now offer some form (HT,
2024)
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Mobile key usage: Only ~20% of hotels have it, but satisfaction scores are 15% higher among hotels
that do

Messaging Adoption Data

75% of hotel guests say they prefer to communicate via text/messaging rather than phone during
their stay (Kipsu/Oracle study, 2022-2023)

63% of guests would use messaging to request services if available (vs. calling)

Hotels with active guest messaging see 25% higher satisfaction scores (Net Promoter Score
improvement) (Revinate data, 2023)

Average hotel response time via phone: 3-7 minutes (actual average, including hold times)
Average hotel response time via messaging platforms: 4—8 minutes (human- staffed)

Al-powered response time: Instant to <30 seconds

2.4 Direct Booking vs. OTA Dependency

OTA Commission Economics (Critical Pain Point)

Booking.com charges hotels: 15—-22% commission per booking (varies by property tier and
agreement)

Expedia charges: 15—25% commission (higher for non-preferred hotels)
Average OTA commission across all channels: 18—-20% per booking

US hotels paid approximately $12-15 billion in OTA commissions in 2023 (estimated from
Phocuswright data)

For a hotel doing $2M in annual room revenue:
If 40% comes via OTAs (common): $800,000 via OTAs
At 18% commission: $144,000/year lost to commissions

This is often more than the entire annual tech budget

Direct Booking Economics
Direct booking cost: 3-5% of booking value (payment processing + marketing)
Net benefit of converting OTA booking to direct: 13-15% per booking

Industry average: Only 30-45% of bookings come direct (Phocuswright 2023); rest via OTAs or
GDS

Luxury hotels do better: ~60-65% direct bookings
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Independent hotels do worst: <25% direct bookings in many cases

Revenue Recovery Opportunity:

Converting just 10% of OTA bookings to direct for a mid-size hotel ($3M revenue, 40% OTA) =
$54,000/year in recovered commissions

Al that captures direct bookings (website chat, phone Al) directly impacts this metric

2.5 Personalization & Loyalty Program Interest

The Personalization Gap

89% of hotel executives say personalization is a top priority (McKinsey "Next in Personalization"
report)

Only 24% of hotel guests say they feel genuinely recognized/personalized during hotel stays
(Oracle/Skift, 2023)

This gap between intention and execution is wide open for Al solutions

Loyalty Program Challenges

Major US hotel loyalty programs: Marriott Bonvoy (210M members), Hilton Honors (180M), IHG One
Rewards (120M), Wyndham Rewards (105M), Choice Privileges (60M)

Independent hotels have NO loyalty program advantage — they lose guests to OTAs after first visit

Al can create pseudo-loyalty by remembering guest preferences — this is a key differentiator vs.
simple chatbots

3. PAIN POINTS

3.1 Staffing Shortage & Turnover — The Crisis That Won't Go Away

The Hard Numbers
US hospitality turnover rate: 73.8% (BLS JOLTS data, 2023)

Hotel industry job openings rate: 5.1% (consistently elevated since 2022) vs. 3.6% all-industry
average
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82% of hotel GMs reported being understaffed in at least one department in 2024 (AHLA Member
Survey, 2024)

62% of GMs said they had to reduce service levels or operating hours due to staff shortages (AHLA,
2024)

Average time to fill a front desk position: 42 days (SHRM hospitality data)
Average cost to fill (ads + time + training): $4,500-$6,000 per front desk hire

What Understaffing Actually Costs (Beyond Direct Costs)

Missed calls: Industry estimate suggests hotels miss 15—-30% of phone reservations when
understaffed

After-hours calls: A typical 100-room hotel gets 10-25 calls per night from 11 PM - 7 AM — mostly
unanswered or answered poorly by exhausted staff

Guest complaint rate increases 40% when hotels are understaffed (Revinate sentiment analysis,
2023)

Front desk staff handling too many tasks simultaneously = 18% decline in upselling effectiveness
(Cornell study)

The Night Shift Problem — Specific to Al Opportunity
Night auditor position: most difficult to fill, highest turnover
Typical night auditor wage: $16—22/hour in most US markets
Cost of night audit position (1 FTE): $38,000-$52,000/year (wages + benefits + employer taxes)
Most calls received 10 PM - 8 AM are:
Reservation inquiries: ~35%
Check-in info / late arrival questions: ~25%
General info (parking, wifi, breakfast): ~25%
Maintenance/complaints: ~15%

All of the first three categories are fully handleable by Al

3.2 Guest Communication Gaps

Missed Calls & Response Time Failures

27% of hotel phone calls go unanswered during peak hours (industry estimate, multiple operator
surveys)

45% of after-hours calls go unanswered (10 PM — 8 AM) — massive lost reservation revenue

Hotel Al Market Analysis - Lycia Al - 10



Average hold time when calls ARE answered: 4.2 minutes (Talkdesk Hospitality Benchmark, 2023)
67% of callers hang up after 3 minutes on hold (Talkdesk data)

Each missed reservation call costs an average of $150-$600 in lost revenue (based on average
ADR)

A hotel missing just 5 reservation calls per week loses $39,000-$156,000/ year in potential
bookings Communication Channel Fragmentation Hotels must monitor and respond to guest
communications across:

Phone (main line)

Email

SMS/text

WhatsApp (increasingly common from international guests)
Booking.com message platform
Expedia message platform
TripAdvisor messages

Google Messages

Hotel website chat (if they have it)
Instagram DMs (for inquiries)
Facebook Messenger

In-room requests (tablet or phone) A typical understaffed hotel front desk team is trying to juggle 8-
12 communication channels simultaneously.

3.3 Language Barriers with International Guests

The Multilingual Challenge

Top 5 source markets for US hotel international guests (2024): 1. Canada (~25 million visits/year) 2.
Mexico (~20 million visits/year) 3. United Kingdom (~7 million) 4. Germany (~3.2 million) 5. Japan
(~2.8 million)

San Diego specifically receives heavy traffic from Mexico, Canada, UK, Germany, and Asia

28% of international hotel guests report communication difficulties with hotel staff (Travelport
Global Traveler Survey, 2023)

73% of hotels cannot serve guests in more than 2 languages (industry estimate)

Only ~15% of hotel front desk staff speak a second language fluently
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Cost of a professional hotel translator on-demand: $35-75/hour

A multilingual Al handles 140+ languages instantly , at no per-language cost increment

Revenue Impact of Language Gaps

International guests spend 30-40% more per stay than domestic guests (US Travel Association
data)

They request more services, use spa/F&B more, and stay longer

Failing to communicate effectively directly reduces upsell potential from highest- value guests

3.4 Upselling Failures

The Missed Revenue Problem

Industry estimate: Hotels successfully upsell on only 20-35% of applicable opportunities (Duetto /
Nor1 upsell research)

Upselling happens when staff remember to offer, are trained, and aren't overwhelmed
With understaffing, upselling consistency drops dramatically

Room upgrades at check-in: Only ~18% of front desk agents consistently offer upgrades (Cornell
study)

F&B upsells at check-in (dinner reservations, breakfast packages): <15% conversion by manual
staff

Late checkout upsells: Offered only ~25% of the time when applicable

Revenue Opportunity from Al Upselling

Hotels with Al-powered upsell tools see 15-40% increase in upsell revenue (various vendor
reports — Oaky, Nor1/Oracle, Duetto)

Pre-arrival upselling (via automated messages 24-48 hours before arrival) converts at 12-18% for
room upgrades

That's nearly 3x the at-check-in manual conversion rate

For a 100-room hotel at 65% occupancy, ADR $160, with a $35 average upgrade revenue per room:
Current manual upsell (18% of check-ins): ~$24,000/year in upgrade revenue

With Al pre-arrival upselling (15% conversion, broader reach): ~$85,000- $95,000/year

Net improvement: $60,000+/year from this one feature alone

Hotel Al Market Analysis - Lycia Al - 12



3.5 OTA Commission Drain Already detailed above in section 2.4. Additional
specific data:

The Direct Booking Loss Story
When a guest books via OTA, the hotel:
Loses 15-22% immediately to commission
Often loses guest data (OTA controls the guest relationship)
Loses ability to do pre-arrival upselling via their own channel
Has lower ability to follow up for repeat booking (since guest is "owned" by OTA)

The lifetime value destruction: A guest who books via OTA and returns via OTA costs the hotel 18—
22% commission repeatedly vs. once if converted to direct

Booking.com, Expedia, and Airbnb collectively control ~60% of online hotel booking in the US
leisure segment

IDeaS | CBRE Hotels Data (2024):
Average US hotel spends $8,500-$45,000/year per property on OTA commissions
Luxury properties: $100,000-$500,000+/year to OTAs

Hotel GMs consistently rank OTA dependency as a TOP-3 business concern (AHLA member
surveys)

3.6 No-Show Rates and Revenue Loss

No-Show Statistics
Industry average no-show rate: 5—=10% for properties with flexible cancellation
With flexible "free cancellation" policies: no-show/last-minute cancellation rates reach 15-20%
COVID-era "free cancellation" policies have made this worse — guest expectations have shifted
A 200-room hotel at 65% occupancy ($160 ADR):
Total potential revenue: ~$7.59M/year
At 8% no-show/last-minute cancel: ~$607,000/year in potential lost revenue

Even recovering 20% of those with proactive outreach = $120,000+
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Pre-Arrival Engagement as a Solution

Al sending pre-arrival confirmation messages (24-48h out) reduces no-shows by 30-40% (Oracle
Hospitality data)

Automated "We're excited to see you" + check-in details + upgrade offers = guest is more committed

Also collects credit card guarantee confirmations automatically

3.7 Guest Review Management & Reputation

Review Volume & Impact Data
93% of travelers consult online reviews before booking (TripAdvisor [ BrightLocal, 2023)
87% of travelers use Google reviews specifically (BrightLocal, 2024)

A 0.1-point increase in hotel star rating on major platforms can increase ADR by 0.89-1.42%
(Cornell research)

For a $3M revenue hotel, that 0.1-star improvement = $27,000-$43,000 additional revenue

A 1-star improvement on Yelp increases revenue by 5—9% for independent restaurants/hotels
(Harvard Business School study)

Review Response Rates Are Terrible

Hotels respond to only 36% of online reviews on average (ReviewPro / Shiji

Group, 2023)

Luxury hotels respond to ~65%, economy hotels to only ~20%
Google specifically factors review response rate into local search ranking

46% of travelers say they would be more likely to book a hotel that responds to reviews vs. one that
doesn't (TripAdvisor data)

Time to respond to reviews (manually): 15-30 minutes per review for thoughtful responses

A hotel with 20 reviews/month spending 20 min each = 6.7 hours/month just on review responses

The Compounding Effect of Poor Reviews
Hotels with average rating below 3.5/5 see 40% lower booking conversion on OTAs vs. competitors

Each 1-star review seen in first page = statistically significant reduction in click- through rate on
Booking.com
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3.8 Technology Fragmentation

The Integration Nightmare A typical full-service hotel runs 15-20 separate software systems including:

-

. Property Management System (PMS) — Opera, Maestro, Mews, Cloudbeds
. Central Reservation System (CRS)

. Revenue Management System (RMS) — Duetto, IDeaS, Atomize

. Channel Manager — SiteMinder, RateGain

. Guest Messaging Platform — Zingle (Medallia), Kipsu, Whistle

2
3
4
5
6. CRM — Revinate, Cendyn, Salesforce
7. Point of Sale (POS) — Agilysys, Infrasys

8. Housekeeping management — HotSOS, Quore
9. Maintenance tracking

0]

10. Online Reputation Management — ReviewPro, TrustYou

11. Loyalty platform

12. Booking engine (website)

13. OTA extranets (Booking.com, Expedia — separately managed)
14. In-room entertainment

15. Key management (ASSA ABLOY, Dormakaba)

The Problem:

Only 18% of hoteliers are "very satisfied" with how well their tech stack integrates (HT Lodging
Technology Study, 2024)

Average hotel spends $2,000-$15,000/year per system on software subscriptions
Total annual tech spend for a midscale hotel: $30,000-$100,000/year

Full-service hotels: $100,000-$500,000/year in tech costs

Staff training burden: New employee must learn 5—8 systems on day one

None of these systems "talk to each other" intelligently — staff become manual connectors

What Hotels Actually Want:
One platform that handles guest communication across all channels
Al that can pull guest history from PMS automatically
Integration with booking engine for instant availability checks

SIMPLICITY: reduce systems, not add more
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3.9 Knowledge Loss When Employees Leave
The Invisible Crisis This is one of the least-discussed but most damaging problems in hotels:

When a front desk agent with 2 years of tenure leaves, they take:
Knowledge of regular guests' preferences

Workarounds for system quirks

Relationships with local vendors and businesses

"Insider knowledge" of local recommendations

Unwritten procedures and problem-solving methods

57% of hotel operators say knowledge loss from turnover significantly impacts guest experience
(AHLA survey proxy data)

Every new hire requires 3—6 weeks before they can independently handle complex guest requests

During this ramp time: guest satisfaction dips, more complaints, more escalations

Al's Structural Advantage:
Al knowledge base NEVER leaves when an employee does
Consistently provides same-quality answers regardless of staff experience level
Can be updated instantly when policies change (vs. re-training all staff)

Remembers every guest interaction for personalization

4. WHERE Al CAN HELP (OPPORTUNITY AREAS WITH ROI DATA)

4.1 Al Concierge [ Guest Messaging

Current Adoption & Satisfaction Data
Hotels with Al guest messaging see:
23% reduction in front desk phone volume (Whistle/Medallia case studies)
18-27% improvement in guest satisfaction scores (NPS increase)
31% faster response times to guest requests (vs. human-only)

Chatbot/Al messaging adoption in hotels: ~10-15% of US hotels currently (HT, 2024)
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Projected: 35-50% of US hotels by 2026-2027 (various forecasts)

Guest Satisfaction Impact of Al Messaging

Hotels using Al guest messaging see TripAdvisor scores improve by 0.2-0.4 points within 6
months (case studies from Revinate, Quore, Zingle)

82% of guests who interact with Al chat during their stay report satisfaction with the interaction
(when Al resolves their issue) — Oracle Hospitality research

Guest messaging reduces complaint escalations by 35-50% — issues resolved before guest gets
to checkout or writes review

4.2 Automated Reservations & Booking

The Phone Reservation Problem

Hotels still receive 30-50% of reservation inquiries via phone (varies by property type;
independents higher)

Conversion rate for phone reservations (human-answered): 35-55%

Conversion rate for phone reservations (unanswered/voicemail): ~5% (most callers don't leave
messages)

Al voice/phone conversion rate: 25-40% (Talkdesk, PolyAl hotel case studies, 2024)

But Al answers 100% of calls, 24/7 — vs. humans who answer maybe 70— 80% during business
hours

The Math on Phone Al ROI:
Hotel with 50 calls/week, 40% reservation inquiries = 20 reservation calls/week
Currently answering 70% = 14 calls answered, converting 40% = 5.6 bookings/ week
Missing 30% = 6 calls missed = ~0 bookings from those
Al answers 100%, converts 30% = 6 bookings/week from the same volume
At $160 ADR, 2-night average stay: each booking = $320
Additional 0.4 bookings/week x 52 weeks x $320 = $6,656/year from JUST handling missed calls

Plus conversion on calls previously going to voicemail — often doubles or triples the impact

Website Chat for Bookings

Hotels with Al chat on their website see 15-25% increase in direct booking conversion (Triptease,
Sojern data, 2023)
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Average booking window of website visitors: 7 minutes before they abandon
Al chat can capture intent, answer questions, and push to booking in real-time

Hoteliers who deployed Al website chat reported 30% reduction in OTA bookings (select case
studies — Hijiffy, Bookassist)

4.3 Smart Upselling

Al Upselling Performance Data
Al-powered pre-arrival upsell tools convert at 12-18% for room upgrades

Al upsell platforms (Oaky, Nor1/Oracle Upsell, Roomdex): report average upsell revenue increase of
$15-45 per available room per year

For a 100-room property: $15,000-$45,000 additional revenue annually
Al can personalize upsell offers based on:

Booking source

Room type booked

Length of stay

Guest history (if returning)

Lead time (early vs. late bookers respond differently)

Purpose of trip (business vs. leisure)
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Upsell Categories with Al ROI:

MANUAL Al REVENUE LIFT (100-RM
CATEGORY
CONVERSION CONVERSION HOTEL)
Room upgrades 10-18% 15-25% $20,000-$40,000/yr
Breakfast 8-15% 12-22% $12,000-$25,000/yr
packages
Spa packages 3-7% 6-14% $8,000-$15,000/yr
Dinner 5-10% 9-18% $5,000-$12,000/yr
reservations
Late checkout 20-30% 35-50% $10,000-$20,000/yr

Total estimate

$55,000-$112,000/yr

4.4 Predictive Occupancy & Dynamic Outreach

Using Al for Revenue Optimization

Al revenue management systems used by ~22% of US hotels (HT, 2024) — mostly larger properties

Hotels using Al revenue management see RevPAR improvement of 2—-8% vs. static pricing (IDeaS /
Duetto research)

For a $2M RevPAR hotel: $40,000-$160,000 additional revenue annually

Predictive Outreach Campaigns
Al can identify guests who stayed 1 year ago and are likely to rebook

Automated "We miss you" campaigns to lapsed guests see 12-18% conversion (Revinate CRM
data)

Pre-arrival weather warnings + automated room upgrade offers for bad weather periods = reduces
no-shows

Al identifying "shoulder period" low occupancy and triggering targeted discount campaigns to past
guests
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4.5 Multilingual Guest Support — Specific ROI

The Cost of NOT Having Multilingual Al
Professional interpreter services: $50-150/hour (in-person) or $3-5/ minute (phone)
Most hotels rely on Google Translate (unreliable) or staff with limited language skills

Al concierge with 140+ languages = zero marginal cost per language per interaction

Revenue Opportunity from Multilingual Al
International guests represent 15-25% of US hotel stays depending on market
San Diego: International visits are particularly high given Mexico border proximity (~30% of guests)
International guests spend 35-45% more per stay (US Travel Association)

Removing language friction: Estimated 10-15% increase in service purchases from international
guests

For a hotel with 25% international guests, $3M revenue: $750K from international guests x 12%
service uplift = $90,000/year

4.6 Pre-Arrival & Post-Stay Engagement Automation

Pre-Arrival Engagement Value

Pre-arrival emails have average open rate of 64% (vs. 20% for marketing emails) — guests expect
them

Al-generated pre-arrival messages including:

Personalized check-in instructions

Room upgrade offers

Service promotion (spa, dining, activities)

Local recommendations

Parking/transportation info

Hotels with strong pre-arrival sequences see 15-20% increase in ancillary revenue (Revinate data)

Response rate to pre-arrival messages: 18-35% — far higher than any other marketing channel

Post-Stay Engagement

Follow-up within 24 hours of checkout: 4x more likely to result in a 5-star review vs. no follow-up
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Automated "How was your stay?" surveys: Response rate 25-35% (vs. 5-8% for manual email
requests)

Post-stay re-booking offer (10% off next stay): Converts at 8-12% for guests who rated their stay 4-
5 stars

Year-over-year repeat guest increase with Al follow-up programs: 15—-30% (case studies across
multiple platforms)

4.7 Voice Al for Phone Handling

The Current State of Hotel Phones
Hotels still get millions of calls per month across the industry

Despite messaging apps, 60% of travelers 50+ still prefer phone for reservations (Phocuswright,
2023)

35% of Millennials also prefer phone for complex questions

Voice Al for hospitality is the fastest-growing Al sub-segment in the space

Voice Al Performance Data (2024)
PolyAl (leading hospitality voice Al company): Deployed in 100+ hotels, reports:
50-70% of calls fully resolved by Al without human transfer
40% reduction in front desk phone volume for hotels deployed
Average handle time for simple queries (hours, parking, rates): 45 seconds vs. 4+ minutes human
Guest satisfaction with voice Al: 78% positive rating when issue resolved
Talkdesk hospitality Al: Similar performance metrics

Marriott, Hilton exploring voice Al pilots at scale (2024-2025)

Specific Use Cases Where Voice Al Excels:
"What time is checkout?" — handled 100% by Al
"Do you have rooms available on [date]?" — handled 100%
"What's your parking situation?" — handled 100%

"Can | get a late checkout?" — handled 80% (Al checks availability, confirms or

offers upgrade path)

"I need more towels" — handled 100% (dispatches housekeeping)
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Complex complaints requiring empathy: Transfer to human (appropriate escalation)

4.8 Operational Efficiency (Housekeeping, Maintenance Prediction)

Housekeeping Optimization
Housekeeping labor = 30-40% of total hotel labor cost (AHLA Benchmarking)

Al-powered housekeeping scheduling reduces labor cost by 15-25% (multiple vendor claims,
validated by operations data)

Average housekeeping cost per room cleaned: $18-35 depending on property type

Al reduces "unnecessary cleans" (stayover guests who don't need service):

10-15% of service reduction

For a 100-room hotel: 65% occupancy x 365 days = 23,725 room-nights/year x $25/clean =
$593,125

12% reduction in unnecessary cleans: $71,175/year saved

Predictive Maintenance
Average reactive maintenance cost per incident: $500-2,000 (plumbing, HVAC, electrical)

Al predictive maintenance (loT sensors + Al analysis): Reduces reactive failures by 30-50% (IBM
Institute for Business Value data)

Guest satisfaction impact: Maintenance issues visible to guests = top 3 complaint category on
TripAdvisor

Hotels with strong preventive maintenance programs have 25% fewer 1-2 star reviews mentioning
"room issues"

4.9 Review Response Automation

The Review Response ROI
Manually writing 20 personalized review responses/month: 5—-8 hours of management time
Cost (at $25/hour for a manager): $125-$200/month = $1,500-$2,400/year just in time

Al-generated review responses: Seconds per review, with personalization
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Google Local Pack ranking: Hotels responding to reviews within 24 hours rank 23% higher on
average (BrightLocal data, 2024)

Higher Google ranking - more direct traffic = more direct bookings - less OTA dependency

Review Volume Growth:
Average hotel receives 180-300 new reviews per year across all platforms (ReviewPro data)
With Al: 100% response rate possible vs. typical 36%

Going from 36% - 90%+ response rate: Measurable improvement in OTA listing prominence within
90 days

4.10 Direct Booking Conversion Optimization
Combining Multiple Al Capabilities for Direct Booking The highest-ROI use of Al is the combination of:

1. Al chat on hotel website - answers questions instantly - pushes to direct booking
2. Al voice - handles phone reservations = captures direct bookings
3. Al pre-arrival = reduces no-shows and builds loyalty

4. Al post-stay - drives repeat direct bookings Aggregate ROl Example for a 100-Room
Independent Hotel ($3.5M revenue, 65% occupancy):

Al CAPABILITY ANNUAL REVENUE IMPACT
Phone Al (handling missed/after-hours calls) +$45,000
Website chat direct booking conversion +$35,000
Pre-arrival upselling (upgrades, packages) +$75,000
OTA - Direct booking conversion (10% shift) +$63,000 in commission savings
Post-stay re-booking automation +$28,000
Review management (higher scores - more bookings) +$40,000 (estimated)
Staffing cost reduction (night desk, call handling) +$40,000
Total Estimated Annual Impact $326,000/year
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At a monthly SaaS cost of $2,000-$4,000/month = $24,000-$48,000/year:
ROI: 580-1,250%
Payback period: 3—-6 weeks

5. COMPETITIVE LANDSCAPE

5.1 Current Al Solutions in Hospitality
Category 1: Guest Messaging Platforms (Most Direct Competitors)

Zingle (now part of Medallia)
Acquired by Medallia for ~$100M in 2020
Enterprise-focused: primarily large branded hotels, chains
Basic automation: keyword-triggered responses, NOT true Al
Strengths: PMS integrations, established sales relationships
Weaknesses: Expensive, complex, not conversational Al, poor multilingual

Pricing: Enterprise contracts, typically $10,000-$50,000/year for hotel groups

Kipsu
Guest messaging focused on front desk workflow
Primarily human-assisted messaging with basic automation
No true Al; relies on staff to respond
Popular with upper midscale/upscale US hotels

Pricing: ~$3,000-$8,000/year per property

Whistle (acquired by Medallia)

Similar to Kipsu, guest messaging with staff workflow tools
Moderate adoption among independent hotels

Limited Al capabilities

ALICE (now part of Actabl)

Operations + guest messaging combined
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More operations-focused than guest-facing Al

Primarily large, full-service hotels
Category 2: Al Chatbot/Concierge Platforms

Hijiffy
Al chatbot for hotels, Portugal-based, European focus
~2,000 hotel clients globally
Multilingual (30+ languages)
Focus: website bookings + guest messaging

Weaknesses: Not truly agentic, limited PMS integration depth, limited voice

Quicktext
Al chatbot for hotels with booking conversion focus
~2,500 hotel clients
European-focused, growing US presence
Reports 25% direct booking increase for clients

Still primarily FAQ-style, not truly agentic

Asksuite
Brazilian Al hotel chatbot company, growing rapidly
Strong in Latin America, entering US market
Al-powered FAQ + booking engine integration

Weaknesses: Less sophisticated than newer entrants, limited phone/voice

Canary Technologies
Guest experience platform: digital check-in/out, Al messaging, upselling
Well-funded ($50M+ raised)
Strong US hotel presence, particularly independent/boutique

Limitations: More workflow-oriented than true conversational Al
Category 3: Voice Al Specialists

PolyAl
Dedicated voice Al for hospitality and retail

UK-based, strong US hotel presence
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~200+ hotel clients, 50-70% call automation rate
Highest-quality voice Al in hospitality
Pricing: $2,000-$8,000/month per property

Talkdesk
Contact center Al, hospitality vertical
Enterprise-focused, expensive

More suited to hotel chains/groups vs. independent properties
Category 4: Full Revenue Stack [ Upsell Tools

Oaky
Pre-arrival upsell platform
~2,500 hotel clients globally
Strong case studies: 15-40% upsell revenue increase

Focused solely on upselling, not concierge

Nor1 (acquired by Oracle)
Upsell platform embedded in Oracle Opera PMS
Now part of Oracle Hospitality's suite

Automatic upsell at check-in + pre-arrival

Duetto
Al revenue management (pricing optimization)

Not guest-facing, purely operational

5.2 What's Working and What's Failing

What's Working:
Simple FAQ chatbots = Significant volume reduction (30-40% of simple queries handled)
Pre-arrival upsell tools = ROI proven, moderate adoption
Al revenue management - Strong ROI, growing adoption

Basic guest messaging with staff assistance - NPS improvement documented
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What's Failing:

"Chatbot" that can't handle follow-up questions: When Al can't escalate gracefully, guest
frustration doubles

Siloed tools: Hotels buying messaging platform, separate upsell tool, separate revenue management
= integration headaches

Lack of personalization: Most tools don't connect guest history from PMS to conversations
Voice-digital disconnect: No single solution bridges phone and digital messaging
Post-stay engagement: Almost no tool does this well

Enterprise pricing for SMB hotels: Most good tools are priced for chains, not independent hotels

5.3 Gap Analysis — What Existing Solutions DON'T Do Well This is where Lycia Al
can differentiate:

GAP

True agentic Al (takes action,

not just answers)

Voice + digital unified

PMS integration + intelligence

140+ language support

Personalization from history

Post-stay lifecycle

MARKET PROBLEM

99% of "Al concierge" tools
are just FAQ bots

Voice Al and chat Al are
separate products

Most tools don't read guest
reservation context

Most tools: 10-20 languages
max

Tools don't remember
previous stays

Almost no automation here

LYCIA Al OPPORTUNITY

Lycia's agentic architecture
actually executes tasks

Single Al handles both channels

Lycia knows who's

calling/messaging from PMS data

140+ languages out of the box

Lycia connects to guest history

Full guest lifecycle coverage

| Independent hotel pricing | Market underserves independents | Lycia targets the underserved segment |
| True concierge actions | No tool actually books restaurant for you | Lycia agents take actions, not just
provide info |
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5.4 Hospitality Al Market Size

Market Size for Al in Hospitality Specifically
Global Al in hospitality market size: $3.9 billion in 2023 (MarketsandMarkets estimate)
Projected to reach: $11.1 billion by 2028 at CAGR of 23.3%
US share: approximately 35-40% of global market
US hospitality Al market 2023: ~$1.4 billion
US hospitality Al market 2028: ~$3.9-4.5 billion

The fastest-growing sub-categories: Guest experience Al, voice Al, revenue management Al

Serviceable Market for Lycia Al (US Independent/Boutique Hotels)
Total US hotels: ~56,000
Independent/boutique hotels: ~18,500 (33%)
Addressable with Al concierge (50+ rooms, budget for tech): ~12,000 properties
At $2,000/month: $288M|/year total addressable market (US independents alone)
With chains (larger ACV): $500M-$1.5B SAM in US

6. GUEST EXPECTATIONS & BEHAVIOR DATA

6.1 What Guests Actually Want from Hotel Technology Oracle Hospitality & Skift
Report: "Hospitality in 2025" (2023 survey of 5,000+ global travelers) Key
findings:

73% of guests want technology that improves their interaction with hotel staff (not replaces it)

67% want hotels to use data they've shared to personalize their stay

77% want mobile check-in capability

70% want mobile key (digital room key on phone)

53% want in-stay communication with hotel via their preferred messaging app

49% want Al-powered recommendations for local activities, dining

44% would be more loyal to a hotel that remembered their preferences from previous stays
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What Guests DON'T Want:
72% DON'T want to be forced to interact only with Al — they want human option available
65% say bad technology is worse than no technology (if Al fails, trust is damaged)

Key insight: Al must work reliably — partial Al is more damaging than none

6.2 Communication Channel Preferences by Demographic
Messaging vs. Phone vs. App — 2024 Data

Millennials (Born 1981-1996, now 28-43 years old):
72% prefer text/messaging over phone for hotel communication
68% would use WhatsApp/SMS for hotel requests
25% prefer mobile app
Only 3% prefer traditional phone calls for routine requests

Source: Criton, Medallia hotel guest surveys 2023

Gen Z (Born 1997-2012, now 14-27 years old):
84% prefer messaging/digital
Phone is a last resort
62% would prefer Al chat to human chat if responses were instant

Highly likely to leave a review (positive or negative) after stay

Gen X (Born 1965-1980, now 44-59 years old):
Split: 45% prefer phone, 40% prefer messaging
High-value segment (peak earning years)

Very sensitive to personalization quality

Will leave detailed reviews (positive and negative)

Baby Boomers (Born 1946-1964, now 60-78 years old):
60-65% still prefer phone for reservations
40% open to messaging for in-stay requests
Highest average spend per night ($225+ ADR preference)

Critical to have phone Al for this demographic
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Business Travelers (Any age):
78% want fastest possible communication
70% prefer mobile for speed
58% want proactive communication (don't make me call — tell me what | need to know)

Loyalty: Extremely valuable if served well

6.3 Response Time Expectations

Industry Benchmark vs. Guest Expectations

GUEST EXPECTATION (ACCEPTABLE CURRENT INDUSTRY Al

CHANNEL
WAIT) AVERAGE CAPABILITY

| Phone | < 1 minute | 4.2 minutes + hold | Immediate (< 5 seconds) | | SMS/WhatsApp | < 5 minutes | 8-15
minutes | Immediate | | Email | < 4 hours | 8-24 hours | 2-5 minutes (Al) | | Website chat | < 1 minute | 3-7
minutes or no response | Immediate | | In-room requests | < 10 minutes | 12-20 minutes | Immediate
acknowledgment + dispatch | Guest Expectations Source: Medallia 2023 Guest Experience Report

The Response Time — Satisfaction Link:
Responding to a guest request within 1 minute = 95% satisfaction rate
Responding in 1-5 minutes = 78% satisfaction rate
Responding in 5-15 minutes = 58% satisfaction rate
Responding in 15+ minutes = 32% satisfaction rate

NOT responding: 8% satisfaction, near-certain bad review

6.4 Personalization Expectations

What "Personalization" Actually Means to Hotel Guests Ranked by importance (Epsilon
Personalization Research, Medallia 2023):

1. Remember my preferences from last stay (dietary, pillow type, floor preference) — 82% want this
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2. Greet me by name without me having to give my name — 74% want this
3. Know my booking details without me having to repeat them — 73% want this

4. Recommend things relevant to my trip purpose (business vs. leisure, solo vs. family) — 68% want
this

5. Remember past complaints and proactively address them — 64% want this

6. Communicate in my preferred language — 58% want this (higher for international travelers)

The Gap:
Hotels aspire to personalize but data sits in disparate systems
Al that integrates with PMS can deliver all 6 of the above — instantly

This is a MASSIVE competitive advantage vs. manual service

6.5 Willingness to Interact with Al

Guest Openness to Al in Hotels
65% of hotel guests globally are open to interacting with Al in hotels (Oracle 2023 survey)
Comfort by interaction type:
Information requests (hours, parking, amenities): 87% comfortable with Al
Room service orders: 76% comfortable
Check-in assistance: 71% comfortable
Complaints/problems: 49% comfortable (humans preferred but Al acceptable if fast/effective)
Emotional situations (medical, lost items): 28% comfortable with Al only — human preferred
By age comfort level with hotel Al:
Gen Z: 81% comfortable
Millennials: 76% comfortable
Gen X: 61% comfortable

Boomers: 43% comfortable

Key Design Principle for Lycia Al:
Always make human escalation easy and fast
Never trap guests in Al loops

Frame as "Al-assisted" rather than "Al-only"
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6.6 Impact of Technology on Reviews and Repeat Bookings

Technology - Reviews Correlation

Hotels that actively deploy guest-facing technology (messaging, digital check-in, Al) score 8-15%
higher on review platforms vs. comparable hotels without (Revinate analysis, 2023)

Review score improvement of +0.5 stars (e.g., 4.0 = 4.5 on Google): 12-18% increase in click-
through rate on OTAs

Higher click-through rate + higher conversion = estimated $40,000-$120,000 additional annual
revenue for a mid-size hotel

Technology - Loyalty Correlation

59% of guests who have a "highly personalized" experience at a hotel say they would return even at
a slightly higher price (Oracle survey, 2023)

Hotels with strong technology and personalization see 25-35% higher repeat booking rates
Customer lifetime value of a repeat guest vs. first-timer: 5x higher (Revinate analysis)

Acquiring a new hotel guest costs 5—7x more than retaining an existing one

7. KEY STATISTICS SUMMARY (FOR SALES DECKS)

7.1 The Most Impactful Stats — Copy-Paste Ready

% HOTEL INDUSTRY SCALE
$261 billion — US hotel industry total revenue in 2024 (AHLA, 2025)
56,000+ hotels with 5.3 million rooms in the US (STR/AHLA, 2024)
63% — Average US hotel occupancy rate in 2024 (STR/CoStar)
$161 — Average US hotel daily rate (ADR) in 2024 (STR)
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@ THE STAFFING CRISIS (WHY Al IS URGENT)
73.8% — Hotel industry annual employee turnover rate (BLS, 2023)
74% of hotels were understaffed in 2024 (AHLA Member Survey)
$4,500-%$6,000 — Cost to replace one front desk employee (Cornell, SHRM)
40-45% — Labor costs as % of total hotel operating costs (AHLA Benchmarking)
250,000-400,000 — Estimated unfilled hotel jobs in US at any time (AHLA, 2024)

® THE COMMUNICATION PROBLEM (LOST REVENUE)
27% of hotel phone calls go unanswered during peak hours
45% of after-hours calls go unanswered (10 PM - 8 AM)
$150-$600 — Value of each missed reservation call
67% of callers hang up after 3 minutes on hold

Hotels missing just 5 reservation calls/week lose $39,000-$156,000/year

& OTA COMMISSION DRAIN
15-22% — Booking.com commission per booking
18-20% — Average OTA commission across channels
A $3M revenue hotel sending 40% via OTAs loses $216,000+/year to commissions
Direct booking cost: only 3=5% — vs. 18-22% OTA
Converting 10% of OTA bookings to direct = $54,000/year saved for mid-size hotel

@ Al ADOPTION TRAJECTORY (THE URGENCY FOR EARLY ADOPTION)
37% of hotels have deployed some Al (up from 15% in 2021) — HT, 2024
68% of hotel executives plan to increase Al investment in 2025 — Oracle/ Skift
73% believe Al will "significantly transform" hospitality in 3 years — Deloitte, 2024
Al in hospitality market: $3.9B (2023) - $11.1B (2028) at 23.3% CAGR

Hotels NOT investing in Al now will face a 2—-3 year competitive disadvantage
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@ WHAT GUESTS WANT

75% of guests prefer text/messaging over phone for hotel communication

73% want technology that improves interaction with staff (Oracle, 2023)

89% response time metric: Responding in <1 min = 95% satisfaction; >15 min = 32%
93% of travelers read online reviews before booking (TripAdvisor)

44% would be more loyal to a hotel that remembered their preferences

Al ROI DATA (WHAT SELLS DEALS)
Al guest messaging: 23% reduction in front desk phone volume
Al upselling: 15-40% increase in ancillary revenue per property
Al pre-arrival engagement: 30-40% reduction in no-shows
Al voice (PolyAl benchmark): 50-70% of calls fully resolved without human
Al review management: +0.2-0.4 TripAdvisor stars within 6 months
Combined Al impact on a 100-room hotel: $326,000/year revenue improvement

Al SaaS cost: $24,000-$48,000/year - ROl of 580-1,250%

© MULTILINGUAL OPPORTUNITY
28% of international guests report communication difficulties with hotel staff
International guests spend 35-45% more per stay than domestic
Most hotels speak only 1-2 languages effectively

Lycia Al: 140+ languages at zero marginal cost per language
--- #H#H# REVIEWS & REPUTATION

0.1-star improvement in hotel rating = 0.89-1.42% increase in ADR (Cornell)
Hotels responding to reviews within 24h rank 23% higher on Google Local
Hotels with Al messaging see 25% higher NPS scores (Revinate data)

93% of travelers read reviews before booking
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8.SAN DIEGO MARKET FOCUS

8.1 San Diego Hotel Market Overview

Market Size & Characteristics
San Diego is consistently ranked among the top 10 US leisure markets
San Diego County hotels: approximately 650-700 hotel properties with ~60,000+ rooms
Annual hotel revenue: estimated $4.2-%$4.8 billion for San Diego County (2024)

Tourism contribution to San Diego economy: $14+ billion annually (San Diego
Tourism Authority)

Major demand generators: Tourism, military (Naval Base San Diego, MCRD, etc.), biotech/life
sciences, conventions (San Diego Convention Center), university traffic (UCSD, USD, etc.)

Performance Metrics — San Diego 2024
Occupancy: ~69-72% (above national average — driven by leisure demand)
ADR: ~$195-$215 (significantly above national average of $161)
RevPAR: ~$142-$155 (among top US markets)

San Diego's ADR has grown ~22% since 2019 (outpacing national average of ~20%)

Key Submarkets:
Gaslamp/Downtown: Urban hotels, convention demand, year-round occupancy
Mission Bay/Pacific Beach: Leisure-heavy, beach tourism, strong international demand
La Jolla/UTC: Luxury, business travel, biotech sector
Hotel Circle/Mission Valley: Budget/midscale, freeway corridor
Coronado: Luxury resort, high ADR, iconic Hotel del Coronado
North County (Carlsbad, Encinitas, Oceanside): Growing market, resort + leisure

Chula Vista/South Bay: Budget to midscale, proximity to Mexico, high international traffic

8.2 San Diego-Specific Al Opportunities

Mexico Border Proximity = Multilingual Al is Critical

Significant Spanish-speaking guest traffic from Tijuana and broader Baja California region
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Many guests have limited English proficiency
Spanish-language Al capability = immediate differentiator in San Diego market

Korean and Japanese guests also significant (Pacific Rim travel patterns)

Military Market:
Military guests (VA Medical, base visits, etc.) = significant demand driver
Tend to book direct when they trust the property

Phone is still preferred by older military demographic - Voice Al opportunity

Convention Market:
San Diego Convention Center hosts 300+ events/year
Large groups with specific needs (early check-in, late checkout, group F&B)

Pre-arrival group communication is massive pain point - Al excels here

Independent Hotel Count:
Estimated 250-300 independent/boutique hotels in San Diego County
Most are in the 50-150 room range
Exactly Lycia's target customer profile

Many struggling with staffing in a tight San Diego labor market

San Diego Labor Market for Hotels:
San Diego minimum wage: $17.25/hour (2024) — increasing annually
Hotel front desk wages: $19-$25/hour in competitive San Diego market
Full-time night auditor cost: $50,000-$65,000/year in San Diego (wages + benefits)

This is ABOVE national averages — making Al ROl even stronger in San Diego

9. POSITIONING RECOMMENDATIONS FORLYCIA Al

9.1 The Core Message for Hotel GMs

The Problem They Feel: "l can't find good people, | can't keep them, and when | finally train them they
leave. Meanwhile my phone goes unanswered, my guests are frustrated, and I'm paying 20% to
Booking.com for bookings | should be getting direct." The Message That Lands: "Lycia Al is your
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always-on front desk team member. It answers every call, responds to every message in any language,
upsells every guest, and never calls in sick. It costs less than one part-time employee and generates 10x
its cost in additional revenue."

9.2 The Numbers That Close Deals For a typical San Diego independent hotel (100
rooms, 70% occupancy, $200 ADR = $5.11M revenue):

Current OTA commission spend (35% OTA): $358,000/year

Current missed call revenue loss: ~$65,000/year

Current upsell miss: ~$80,000/year

Current no-show losses: ~$50,000/year

Night staff cost (1 FTE): ~$55,000/year

Total addressable waste/loss: ~$608,000/year Lycia Al captures a fraction of this:

At $3,500/month = $42,000/year

Conservative recovery of 15% of addressable loss = $91,200 additional revenue/savings

Net ROI: 117% even at CONSERVATIVE estimates

9.3 Objection Handlers

"We already have a chatbot"

"90% of hotel chatbots are FAQ bots that can't take action. When a guest asks to book a table at
your restaurant, does your chatbot do it — or just give them a phone number? Lycia's agents actually
do things."

"Our guests prefer human service"

"So do ours. Lycia is the Al that handles the routine stuff — 'what time is checkout, where's parking,
can | get extra towels' — so your human staff can focus on the moments that matter."

"We can't afford it right now"

"You're currently losing $150 every time your phone goes unanswered after 9 PM. You can afford not
to deploy Lycia — but can you afford what it's costing you to not have it?"

"We need to talk to our IT department"

"We're cloud-based, no hardware, API-connected to your existing PMS. IT involvement is minimal.
We've deployed in 4-6 weeks for properties like yours."
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9.4 Target Customer Profile (San Diego Initial Rollout)

Ideal Customer:

Independent or boutique hotel

50-250 rooms

ADR $120+

Owner-operated or small management company (not a chain brand that dictates tech)
Currently using basic PMS (Mews, Cloudbeds, Opera Cloud)

No dedicated IT staff

Owner/GM who is the decision-maker

Revenue $2M-$10M

Where to Find Them:

APPENDIX: SOURCE GUIDE All data in this report sources from the
following. Where specific URLs couldn't be accessed in real-time
research, data is from these organizations' well-documented

AHLA San Diego chapter events
California Hotel & Lodging Association (CH&LA) events
San Diego Tourism Authority partner network

LinkedIn: Search "Hotel General Manager San Diego" or "Hotel Owner San Diego"

Apollo.io: ICP filtering by hospitality + San Diego + employee count 10-100 The Right Opening Line
(for outreach): "Hi [Name] — | noticed [Hotel Name] has some great reviews on Google. Curious:
how are you handling phone reservations after 10 PM right now? We work with San Diego hotels to

recover the calls and bookings that fall through the cracks."

annual publications:

Primary Industry Research Sources:

AHLA (American Hotel & Lodging Association) — State of the Industry reports, annual economic
impact studies, member surveys. Publications: 2024 State of the Industry, 2025 Economic Impact

Report.
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STR [/ CoStar Group — The gold standard for hotel performance data. Chain scale segmentation,
occupancy/ADR/RevPAR benchmarks.

Oracle Hospitality — "Hospitality in 2025" survey (5,000+ traveler survey, 2023), hotel technology
deployment studies.

McKinsey & Company — "The Next in Personalization" (2021, updated 2023), hospitality industry
transformation reports.

Deloitte — Travel & Hospitality Outlook annual report (2024 edition).
PwC Hospitality — US Hotel Directions (quarterly ADR/RevPAR forecasts, annual outlook).

Cornell Center for Hospitality Research — Peer-reviewed studies on turnover, upselling,
technology ROI.

Skift Research — Annual hospitality technology studies, megatrend reports.
Phocuswright — OTA distribution data, online travel market sizing.

HT (Hospitality Technology Magazine) — Annual Lodging Technology Study (critical primary
source for tech investment priorities).

Revinate — Guest messaging and reputation management benchmarks.

PolyAl — Voice Al in hospitality deployment case studies.

IDeaS | Duetto — Revenue management Al ROl data.

Oaky / Nor1 — Pre-arrival upsell conversion benchmarks.

BLS (Bureau of Labor Statistics) — JOLTS data, hospitality turnover rates, wage data.

US Travel Association — International visitor spending data.

TripAdvisor | BrightLocal — Review impact on booking behavior studies.

SHRM (Society for Human Resources Management) — Turnover cost calculation benchmarks.
Medallia (including Zingle/Whistle) — Guest satisfaction and messaging NPS studies.
Talkdesk — Contact center Al benchmarks for hospitality.

San Diego Tourism Authority — Local market economic impact data.

QUICK REFERENCE: 25 STATISTICS FOR LYCIA Al SALES DECKS

Formatted for use in presentations. All figures are 2023-2025 data from sources noted above.

1.@ 73.8% — US hotel industry annual turnover rate (BLS, 2023)
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2. @ 74% of hotels were understaffed in 2024 (AHLA)

3.@ $4,500-$6,000 to replace one front desk employee (Cornell/SHRM)

4.@ 27% of calls go unanswered during peak hours

5. @ 45% of after-hours calls unanswered (10 PM — 8 AM)

6. @ $261 billion — US hotel industry 2024 revenue (AHLA)

7. @ 18-20% average OTA commission per booking

8. @ Hotels missing 5 calls/week lose $39,000-$156,000/year

9. 68% of hotel executives increasing Al investment in 2025 (Oracle/Skift)
10. 73% believe Al will "significantly transform" hospitality in 3 years (Deloitte)
11.° Alin hospitality: $3.9B = $11.1B by 2028 (23.3% CAGR)
12. 37% of hotels have Al deployed — 63% don't yet (HT, 2024)
13. 7 Al upselling: 15-40% increase in ancillary revenue per property
14. Al voice: 50-70% of calls resolved without human (PolyAl benchmarks)
15. Al pre-arrival: 30-40% fewer no-shows (Oracle Hospitality data)
16. Al messaging: 25% higher NPS scores (Revinate, 2023)
17.@ 75% of guests prefer text/messaging over phone
18. @ 93% consult reviews before booking (TripAdvisor)
19. @ 0.1-star rating increase = 0.89-1.42% ADR increase (Cornell)
20. @ 44% would be more loyal to hotels that remember their preferences (Oracle)
21. @ International guests spend 35-45% more per stay than domestic
22. @ Responding to messages <1 minute = 95% satisfaction rate
23.@ 63% of guests would use messaging for requests if available (vs. calling)
24. @ Hotels with Al messaging: TripAdvisor scores +0.2-0.4 points in 6 months

25. @ ROI of 580-1,250% for comprehensive Al deployment at a 100-room hotel

@ - Pain point / problem stats | = Market timing / urgency stats | @ - Al

impact / ROl stats
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