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Introduction

The hospitality industry is entering a new era of digital
transformation. By the end of 2026, Milestone’s research across
more than 3,500 websites predicts that half of all search traffic will
flow through Al engines such as ChatGPT, Google Al Overviews,
Bing Copilot, and Perplexity.

This represents a fundamental change in how guests discover and
evaluate hotels. Instead of browsing through dozens of links,
travelers will increasingly expect direct, conversational responses
that provide recommendations, itineraries, and booking options.

For hotel executives, the implications are clear:

e Traditional SEO is no longer sufficient. Visibility in Al-powered
search is essential.

e Guest expectations are rising. Personalization, instant answers,
and seamless booking are now baseline requirements.

e The entire customer journey must be reimagined. From discovery
to purchase, hotels need Al-native platforms that automate and
personalize interactions.

This eBook provides a roadmap for hoteliers to future-proof their
digital strategies

Watch Video
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https://vimeo.com/1093213302
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How Customer Journey
is Changing

The guest journey is no longer linear. A traveller may begin with a
simple query to ChatGPT about “best beach resorts in Mexico” and,
within seconds, receive curated recommendations and itineraries
that bypass traditional search results altogether. Al is compressing
the discovery process into a handful of interactions.

This matters because hotels that aren’t structured and optimized for
Al visibility risk becoming invisible to prospective guests. Our
research shows that by 2026, 50% of search volume will shift from
traditional engines to Al-powered conversational platforms.

Guests are also seeking personalized guidance at every step. They
expect the digital equivalent of a concierge: suggesting activities,
offering room upgrades, and managing trip changes. If a hotel
cannot deliver this level of service online, the guest will quickly turn
to a competitor who can.

Key Takeaway:

Al is not just another digital channel - it is becoming the new
operating system of the guest journey. Hotels must adapt now or
risk being locked out of the next generation of discovery and
booking.

Evolution of the Hospitality Guest Journey

Discovery

(Al Search will be a
significant disruptor)

Experience

Personalized and
Conversational)

Conversion
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GEO is no longer optional. Hotels that adopt it today gain early mover advantage in visibility,
bookings, and guest trust.
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Al Agents that Impact the Entire Guest Experience
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escape of need some [ocal
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planning your sunry adventure!
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Payment Gateway

: Reservation Modifications |
Integrations

Cancellations

Promotions & Offers

Ask Anything..

Upsell / cross-sell

OFFERS WAYS TO STAY EXPERIENCES

Al Agents are ACross
The Guest Lifecycle

Al agents are transforming how hotels interact with guests before,
during, and after a stay. These intelligent assistants combine
structured data, natural language, and booking integration to
provide instant, accurate responses.

At the discovery stage, Al agents act as digital concierges,
answering property questions, highlighting local experiences, and
guiding itinerary planning. At the conversion stage, they streamline
reservations, check rates, process payments, and even upsell
packages or upgrades. After the stay, they manage loyalty offers,
cancellations, and cross-sells.

Importantly, these agents operate with trust guardrails. They hand
off seamlessly to live staff when queries fall outside defined
bounds, ensuring accuracy and maintaining guest confidence.

For hoteliers, Al agents deliver two critical benefits: improved guest
satisfaction through responsiveness, and reduced operating costs
by automating routine interactions.

Key Takeaway:

Al agents are not replacing staff - they are amplifying them. Hotels
that deploy agents strategically gain efficiency while elevating the
guest experience.

05

M I IQStO"Q www.milestoneinternet.com | 408-200-2211



Mhsmai

Personalization,
Trust & Data Governance

Personalization has shifted from a “nice-to-have” to a “must-have” in digital hospitality. Guests expect

websites, booking flows, and post-stay offers tailored to their behavior, demographics, and preferences.

Al makes this possible at scale. By integrating behavioral, transactional, and demographic data, hotels
can craft dynamic web experiences that adapt in real time. Imagine a guest browsing spa packages on
your site, then being presented with a discounted spa add-on during booking.

But with personalization comes responsibility. Data governance and security guardrails must be in
place to ensure transparency and build guest trust. Guests are willing to share data if they see clear
value, but breaches of trust can be devastating.

Key Takeaway:
The combination of personalization and trust is the foundation of long-term loyalty. Al helps hotels
achieve both - provided governance is built into the platform.

Before Personalization
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1. INSIGHTS
Milestone GEO

Tracks prompts
Recommends
Topic Gaps

4. INDEXING

Schema
IndexNow

3. PUBLISHING
Milestone CMS
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2. CREATION
Al Content Studio

Content Automation.
Events, FAQs

The Content
Flywheel for Hospitality

The most effective Al strategies are not one-off campaigns, but connected systems that continuously
generate, optimize, and distribute content. Milestone calls this the Content Flywheel:

1. Insights — GEO tools track prompts, identify missing topics, and benchmark competitors.
2. Creation - Al Content Studio automates content generation, from FAQs to event listings.
3. Publishing — Content is deployed via CMS across websites, microsites, and listings.

4. Indexing — Schema and IndexNow ensure Al engines capture content instantly.

Hotels using this cycle reduce content costs and time-to-market by 80-95%. This speed allows brands

to keep pace with shifting traveller behaviour and search trends.

Key Takeaway:
A connected content flywheel ensures hotels remain visible, relevant, and efficient in a fast-changing

digital landscape.
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Case Study in
Al-First Hospitality

An outdoor hospitality brand sought to improve online conversions while lowering
call center costs. By deploying Al-powered website agents, they automated
responses to guest questions, integrated booking engines, and provided upsell

opportunities.

The result: higher conversion rates, measurable cost savings, and greater guest
satisfaction. Guests received instant, accurate information, while staff were freed to

focus on high-value interactions.

© 0

Positive  Neutral

Sentiment

Negative

+ 56%

Increase in
conversion rate

Chat Conversations Themes for leads

68.5%

Chat Resolution
Rate

I |
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Trip Plannirg Gereral Inguiries  Booking Halp or
B
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Conversation Themes

Cost Savings
With Agent
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Case Study on Content
Optimization at Scale Automate optimizing brand.com

website for SEO and GEO

A leading hospitality group needed to optimize the brand.com websites for SEO and GEO across hundreds of
properties. The manual content updates required for each site were proving to be too costly and time-
consuming, hindering efficiency. To address this challenge, the group deployed Milestone’s Al Content Studio
and schema automation, which helped streamline the content workflows. This automation significantly reduced
costs and boosted the brand’s Al search visibility. By implementing these tools, the marketing teams were able
to shift their focus from time-consuming, repetitive tasks to higher-level strategic initiatives.

The results were impressive. Optimizing each website, which previously took around 10 hours, was reduced to
just 90 minutes with the content automation workflow powered by Milestone's Al-driven platform. As a result,
the hospitality group saw a notable increase in organic engagement and conversions across the properties.
With the success of the initial deployment, the group is now planning to expand the solution to 2,000 hotels,
allowing for greater scalability. This transition to automated workflows has lowered operational costs while
enabling the group to efficiently scale its content optimization efforts across a growing number of properties.

MIIQStO“Q www.milestoneinternet.com | 408-200-2211
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Platform for Hospitality

Hotel Facing Al Applications

B“ilding an Al—Native Al Application in Milestone Platforms

® ° °

Content Studio Website Chat Agents
D lg l tal E xp er l en Ce Onboarding Performance Data Insights Customer Health
Platform

Legacy systems are ill-equipped for the Al era. Hotels require

Al Search Visibility
Content Automation Schema Deployment

platforms that are domain-specific, scalable, and Al-native. -L J-

Milestone’s platform combines a Customer Data Platform, Al 3’ ‘[
Content Studio, CMS, schema management, and Al agents

into a single ecosystem. This reduces complexity, improves

efficiency, and lowers total cost of ownership. \E/ Content Agent -@3 Search Agent ||','|'I | Data Agent .I
N

Key Takeaway:

A fragmented stack slows growth. Hotels need unified Al-
native platforms to automate and scale the discovery-to-

purchase journey. Foundation Models Internal Knowledge Customer Data
(OpenAl, Gemini, Perplexity, Sources _ .
Claude, Getimage.Al, (Call Center Logs, Customer (Behavioral, Transactional,
Originality.Al) Support etc.) Demographic)
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Automating Discovery
to Purchase

Al platforms enable hotels to automate the entire guest journey; from the moment a potential guest
starts their search to the final booking. By leveraging Al, hotels can:

For hotel executives, the implications are clear:

e |ldentify new content opportunities: Al tools proactively track evolving guest interests and search
behaviours, identifying new opportunities for engagement and conversion in real time.

e Generating content to close topic gaps: Al-powered systems generate and distribute content to

i PRl FrliaT i fill information gaps and address guest questions, ensuring your property appears in relevant
- = 0 searches.
T e Indexing for Al visibility: Optimize your website content, making it more accessible and indexable
R AT P AT by search engines and Al-driven tools, ensuring better visibility in an increasingly competitive

digital space.

e Driving seamless booking and conversion: Guests are guided effortlessly from discovery to
purchase, reducing friction and increasing conversion rates.

This automation not only lowers acquisition costs but also enhances the guest experience, allowing
hotels to compete more effectively with OTAs while maintaining brand control. With Al handling the
heavy lifting, hotels can focus on delivering personalized service, fostering loyalty, and ultimately
driving direct bookings.
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Measuring Success
in the Al Era

In the age of Al, traditional success metrics like traffic and click-through Milestone Pioneciesey Creditnion [ Frefies)
rates are no longer sufficient. Hotel leaders must evolve their — O > GEOVisbiity > Pinnacleay CreditUnion > Overview
measurement strategies to include new, Al-driven KPls that offer & Local Overview 49/50 Prompts [ Jan 12,2024 - Jan 12, 2025
deeper insights into performance: @ Analytics
© Reviews © Brand Visibility Score ® @ Your Brand Visibility Vs. Competitors ®
|~ Insights
e Visibility in Al engines: The frequency with which your property is i St #1 @ Serenica Valley Medical % vs st week
featured in Al-generated prompts or answers is a key indicator of ® FAQ/ Voice (
’ - #2 @ QuraGen Medical Center You 70% vs last week
your brand’s presence and relevance in the Al-powered search © Reports
l.andsca pe CMS ~12% vs last week . . . .
& CoftentStudio #3 @ Verid Medical Institute % vs last week
Performance Range
e Sentiment and citations: How your brand is referenced across Al- e —_— e
et _ 1o e 3 g o #4 (@ KoastalCare Hospital 4@ vs last week

generated content-such as reviews, mentions in answers, or

Prompts

conversational Al interactions-plays a significant role in shaping

Citations

guest perceptions and credibility. Recommendations

# Al Recommendations @ 10 Insights View All =

e Conversion impact: The real success of Al is in its ability to drive Competitive Opportunities Citation Gaps Performance Gaps

15 responses highlighting competitors 3 key citation sources do not mention your 5 prompts have experienced a drop in

measurable outcomes-whether that’s increasing direct bookings, NG rend by
View Details View Details View Details

enhancing upsell opportunities, or improving guest engagement
through personalized interactions.

Dashboards that track these KPIs provide hotel leaders with a

comprehensive view of ROI, helping them allocate marketing budgets
effectively, adjust strategies based on performance, and ensure that Al
is not only enhancing guest experiences but also delivering tangible
business results.

MIIQStO"Q www.milestoneinternet.com | 408-200-2211 12
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Conclusion

The future of hospitality is undeniably shaped by the growing influence of Al. As Al-driven search

platforms become more prevalent, hotels must evolve by optimizing their content specifically for these
new engines. Embracing Al not only enhances guest experiences but also drives conversions, helping
hotels stay visible and competitive in an ever-changing digital landscape.

By following the strategies outlined in this eBook, hoteliers can ensure they remain ahead of the curve
in an Al-driven world, boosting visibility, engagement, and conversions across Al-powered search
engines and digital platforms.

This eBook reflects valuable insights gathered from Milestone’s Digital Experience Platform, our
customer partnerships, and industry research. We extend our gratitude to our clients and
collaborators for contributing to the development of the strategies shared here, and to our Milestone
team for building the innovative Al-native solutions that are empowering the future of hospitality.
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HSMAI Certifications for Hoteliers Short Term Online Courses

Certified Revenue

Rm gyhsmai M hsmai

Management Executive ACADEMY ACADEMY
S Certificate
in Introduction to
Revenue Revenue °*
Certified Hotel Management Management
Sales Leader (Hospitality)
c?r!iﬁed Hospitality ‘“ k%i%gﬂ% ‘“ leSArDrElﬂﬁl’
Digital Marketer
Certificate in Hospitality
Digital Digital
Marketing Marketing
Certified in Hospitality (HOSpitalitY) Essentials+

Business Acumen

CERTIFICATION

About HSMAI

The Hospitality Sales &amp; Marketing Association
International (HSMAI) is committed to growing business for
hotels and their partners. As the industry’s leading advocate
for intelligent, sustainable hotel revenue growth, HSMAI
provides hospitality professionals and their partners with
tools, insights, and expertise to fuel sales, inspire marketing,
and optimize revenue through programs such as the
Revenue Optimization Conference, Digital Marketing
Strategy Conference, and Adrian Awards. We offer
organizational and individual membership across four
regions — the Americas, Asia Pacific, Europe, and the Middle
East — encompassing more than 7,000 members worldwide.
Each region has geographic chapters and offers signature
programs and services for members.

URL: https://americas.hsmai.org/about/

The more you know, and the more you can prove you know, the better ROl you can provide to your employer or prospective
employer, the more you can improve your company’s bottom line, and the better you can position yourself in your chosen discipline.
HSMAI introduced certification for hotel sales professionals nearly thirty years ago. Today, HSMAI offers training and certification in
several disciplines, including digital marketing, revenue management, business acumen, and the newest, sales.

Learn more about our certifications including the qualifications and procedures to apply by selecting one of the options below.

For groups of 10 or more, bulk discounts are available. Contact Kathy Tindell for details.

M I IQStO"Q www.milestoneinternet.com | 408-200-2211

Click Here

URL: https://global.hsmai.org/certification/
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