


Please post your questions via the Q&A box. 
Questions will be addressed at the end of the session. 

The on-demand video recording of today’s 
presentation will be distributed within 48 hours of 
the webinar. A copy of the presentation and any 
support materials can be found in the Members' Only 
portal.

This session is scheduled through
2:15PM ET (3:15PM AT).



#CHTALive

CHTA Strategic Partners
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Marketing Tools to Build Customer Trust

Insert Your
Logo Here

As a Safe Travels Ambassador, 
CHTA is authorized to issue 

this globally recognized stamp 
to Caribbean businesses

*Non-members can apply for a 
processing fee of $50.00

Exclusive to CHTA members, 
including listings in websites 

and resources to travel advisors 
and consumers

Step 5: Upon receipt of CARPHA’s Caribbean Travellers Health Assurance Stamp –
you can apply to receive: 

www.caribbeanhotelandtourism.com

Insert Your
Logo Here



www.caribbeanhotelandtourism.com

Member Exclusive Travel Protection 
Plan Administered by Trip Mate



Your membership helps us continue our work 
to safeguard the industry and build towards a 

strong recovery.

Join the #MyCHTA community!
Membership@CaribbeanHotelandTourism.com

www.caribbeanhotelandtourism.com

CHTA Membership





Prior to the pandemic, what percentage of your
business was generated from the following: 

19.30%

18.42%

16.67%

11.40%

8.77%

7.89%

11.40%
6.14%



Powered by

Looking ahead to 2021 and beyond, what percentage of your
business do you anticipate will be generated from the following: 

21.83%

16.90%

16.90%

9.86%

8.45%

9.15%

11.27%

5.63%



Rethink Travel: 

Drive More Bookings via 
Your Direct Channel



Why do customers choose to partner with 
us as their complete eCommerce provider?

The only end-to-end 
eCommerce experience 

to maximize direct 
conversion and revenue

per guest

Smooth and intuitive 
journey from looking 

to booking that is 
personalized and
recognizes guests

Industry-leading 
partnerships and strong 

connections provide 
unrivaled access to 
programs that drive 

demand

Centralized content, 
data portal and

support team make 
running your business 
easy and efficient





Journey Begins Experiential Web Frictionless Booking Custom Add-Ons Loyalty & Upsell

Entice to book with 
personalized offers

Login to loyalty 
program

Checkout with personalized 
enhancement

Reward & Redeem Loyalty for repeat direct bookings





Journey Begins Experiential Web Frictionless Booking Custom Add-Ons Loyalty & Upsell

Entice to book with 
personalized offers

Login to loyalty 
program

Checkout with personalized 
enhancement

Reward & Redeem Loyalty for repeat direct bookings



Guests find your property through 
Amadeus’ comprehensive distribution 
ecosystem 

OTAsConsortiaMetasearchBrand.com

Experiential
Website

Frictionless
Booking

Custom 
Add-ons

Loyalty &
Upsell

Journey
Begins

GDS

B O O K  N O W  O N  i H O T E L I E R



It starts on the 
search engines



TripAdvisor Google





TripAdvisor Google



Beautiful design, easy to navigate

Lead rates that link to Booking Engine

Special offers that are easy to book

Videography increases conversion by 13% 

~30%

Decrease
Bounce Rate*

Increase 
Time Spent*

~20%

Experiential
Website

Journey
Begins

Frictionless
Booking

Custom 
Add-ons

Loyalty &
Upsell

*Performance improvements after switching to 
Amadeus Web solutions



Quickly and easily 
create promos



Today

2 Day Promo

PROMO: 10% Off 

When: October 2nd and 3rd Only  

Must book today September 28th

Email Blast Flash Sale



Today’s guests expect personalized communications 
and treatment just for them.

Your guest at the center of 
everything you do



Rich Guest Profiles

GMS consolidates all data sources into 
unique guest profiles. In our Address Book, 
you can:

Opt a guest in or out of communications
Merge similar profiles
View numerous profile statistics such as:

• RFM score
• Total revenue
• Guest satisfaction score
• Subscribed tags, emails & workflows
• Present & future value
• Open & click rate
• Upcoming, past stays & room nights
• Custom built fields



Experiential
Website

Frictionless
Booking

Custom 
Add-ons

Loyalty &
Upsell

Journey
Begins



Personalize customer 
profiles with clickstream 
data 



Rich Guest Profiles

GMS consolidates all data sources into 
unique guest profiles. In our Address Book, 
you can:

Opt a guest in or out of communications
Merge similar profiles
View numerous profile statistics such as:

• RFM score
• Total revenue
• Guest satisfaction score
• Subscribed tags, emails & workflows
• Present & future value
• Open & click rate
• Upcoming, past stays & room nights
• Custom built fields



Highest value 
customers (RFM)

New loyalty 
sign-ups

Search for 2 adults 
0 kids

10th stay: get a free 
walking tour

Welcome back valued guest! 
Exclusive offer: 10% off premier 

suites just for you

Welcome back for your 10th 
stay! Enjoy our beautiful city via 

a free walking tour

Special offer: couple’s getaway! 
flowers & champagne, 

complimentary appetizer at 
rooftop restaurant

Sign up now and get 15% off 
during your 1st week of Favorite 

Friends program membership

Experiential
Website

Journey
Begins

Frictionless
Booking

Loyalty &
Upsell

Custom 
Add-ons



Rich Guest Profiles

GMS consolidates all data sources into 
unique guest profiles. In our Address Book, 
you can:

Opt a guest in or out of communications
Merge similar profiles
View numerous profile statistics such as:

• RFM score
• Total revenue
• Guest satisfaction score
• Subscribed tags, emails & workflows
• Present & future value
• Open & click rate
• Upcoming, past stays & room nights
• Custom built fields



Customer profiles
across all platforms



Room Upgrade

Cart Abandonment

Reward & Redeem Loyalty 
on BE4

Collecting Click-Stream Data



Increase for Waikiki Resort 
Hotel after implementing 

Room Upsell. Their highest 
tier room is now also their 

most popular.

Increase in YoY direct 
conversion rate after 

implementing packages for 
SEPAQ hotels.

Maximize RevPAR with room upsells
during and after guests complete a reservation

Improve guest satisfaction & revenue with 
experiential enhancements and personalized 
upsells
make relevant offers to guests based on their behavior or guest profile data 
Increase ADR by presenting upsells at the right 
time
by offering guests the opportunity to book upsells and enhancements 
during booking, at reservation confirmation, or pre-stay

Experiential
Website

Journey
Begins

Frictionless
Booking

Loyalty &
Upsell

Custom 
Add-ons



Personalized abandonment emails recapture guests and hold their 
place in the booking process, removing barriers to booking

Room hold functionality enables guests to book at a more 
convenient time

Leverage behavioral guest data to display targeted and personalized 
offers and remarketing advertisements

Serve up what the guest is most likely to purchase with 
content, rates, and availability pulled directly from your CRS.

Conversion lift on 
Personalized 
Remarketing

Experiential
Website

Journey
Begins

Frictionless
Booking

Loyalty &
Upsell

Custom 
Add-ons



_ Guests can login to access special offers, update 
preferences, and manage upcoming stays

_ Customize earn and burn programs with points or cash
_ Surprise and delight with a points-less program

Just like the big brands but without the tech build – customized for you and your guests.

Experiential
Website

Journey
Begins

Frictionless
Booking

Loyalty &
Upsell

Custom 
Add-ons



Booking using 
points



Guest messenger 
with chatbot



The only end to end eCommerce 
conversion analytics dashboard
Centralized analytics across the entire web, booking and 
guest engagement journey allow you to track 
performance like never before

Increased personalization
Guest data will be used across more aspects of the 
booking journey including digital media and logged out 
experiences to provide custom flows and offers

Integrated shopping experience
Website and booking engine unite to bring guests a 
completely frictionless booking path and a shopping 
experience that guests can tailor their way



Journey Begins Experiential Web Frictionless Booking Custom Add-Ons Loyalty & Upsell

Entice to book with 
personalized offers

Login to loyalty 
program

Checkout with personalized 
enhancement

Reward & Redeem Loyalty for repeat direct bookings

_ Retarget abandonment
_ Marketing emails
_ Loyalty member CTAs

_ High-performing video     
_ Personalized offers

and messaging

_ Arrive with web data intact
_ Top performing booking 

engine

_ Loyalty login
_ Personalized CTAs
_ Targeted enhancements

_ Reward & redeem with 
points, tiers, value

_ Surprise & delight
_ Personalized upsells



Q&A



Thank You!

www.amadeus-hospitality.com

Presenter:
Manny Melendez
Director of Sales, LATAM & the Caribbean, Amadeus Integrated Booking Suit
Manny.Melendez@amadeus.com

Please feel free to contact Robin Herrebrugh or Yesenia Mora - They will be happy to connect 
with you for any information on Amadeus' hospitality solutions and services.

Contact Details Below:
• Yesenia Mora, Director of Sales of Southern Caribbean: yesenia.mora@amadeus.com
• Robin Herrebrugh, Director of Sales of Eastern Caribbean: robin.herrebrugh@amadeus.com



www.caribbeanhotelandtourism.com
Open to CHTA Members & Non-Members



Thank You for Attending!

Get in Touch!
membership@caribbeanhotelandtourism.com

@CHTAFeeds

@CHTAFeeds

@CaribbeanHotelandTourismAssociation

Caribbean Hotel and Tourism Association
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