
 
 

Direct Booking Summit: Americas 
Day One - 22nd October 

 
08:30 - 09:00 
WORKSHOP 

Brand loyalty driven by guest experience 
 
As the hotel industry continues to become competitive, it is imperative that hoteliers 
utilize scalable technology that enhances the connection between hotel staff and the 
guest. Learn how to: 

● Know which technology will be beneficial for your hotel rather than make 
processes more complex 

● Create positive guest experiences through technology 
● Capture guest experiences through technology to solidify a positive online 

reputation and increase bookings. 
 

Griffin Miller, Director of Hospitality, Podium 
 

08:30  Registration  
 

09:00  Chairman’s welcome  
 
Charlie Osmond, Chief Tease, Triptease 
 

09:10 
KEYNOTE 

Ten insights to boost your hotel’s revenue with direct bookings 
 
How do you balance your effort in driving direct business against achieving the hotel's 
overall success? Learn why the latest update to Google Hotel Ads means more to your 
SEO strategy than meta, and how timely pricing can have a significant impact on your 
ability to drive direct bookings. By the end of this talk you’ll learn: 

● How to prioritize your strategies to maximize both the market and channel share 
● Practical insights and best practices you can implement today to drive bookings 

on your website. 
 

09:50 
KEYNOTE  Bridge the gap between digital marketing and revenue management  

 
Discover how you can break down the knowledge and perception gap between teams 
to optimize your direct booking efforts. With the customer at the focus of this keynote, 
we’ll explore why silos exist and endure, the consequences of them and how you can 
rethink your processes and communication to work better together.  
 
Dan Wacksman, Former SVP Global Distribution, Outrigger Hotels and Resorts  

10:30 
PANEL 

How to prioritize your direct booking budget 
 



Do you find it hard to prioritise your spend when you’re trying to drive direct? From CMS 
to RMS, personalisation to parity, there are dozens of areas you could be investing in - 
so how do you know which to choose? Our speakers will build their ideal budget in this 
interactive session, and come away knowing the tactics that really make a difference 
when it comes to direct bookings.  
 

11:15  Coffee Break 
11:45  Adopt a ‘revenue-first’ mindset 

 
Katherine Soloman, Corporate Director of Revenue Management, Arlo Hotels 
 

  STREAM A: Marketing, Sales & 
E-Commerce 

STREAM B: Revenue & Distribution 

 
12:15 

Influence the traveller path to purchase 
 
Learn how you can influence traveller 
purchase decisions, and the steps you 
can take to maximise your reach to 
potential guests. Break through the noise 
and help travellers to choose your 
property.  
 

● Get exclusive, data-driven 
insights about traveller behaviour 
and purchase patterns 

● Discover how you can leverage 
this knowledge to influence 
booking decisions 

● Access valuable tips and best 
practices through a case study 
and live consultation. 

 
TripAdvisor 

Perfection in personalization, from your 
pricing to your website 
 
How do you give a truly tailored experience 
to every guest? This talk explores the 
potential for personalization throughout the 
guest journey, and questions whether true 
personalization can ever be achieved. You’ll 
walk away knowing:  
 
 

● The options available for 
personalizing your rates  

● How personalization impacts your 
Revenue per Guest  

● How to use audience segmentation 
to transform your website 
experience. 

 
Luke Markesky, VP Production and Product 
Management, NextGuest CRM  
 
Melody Weinberg, Digital Marketing & 
Ecommerce Director, HardRock Hotels 
 

13:00  Lunch  
14:00  Automation and Artificial Intelligence: The key to direct bookings  

 
In this session you’ll discover how to unlock the power of metasearch for your direct 
booking strategy with real-time bidding based on guest behavior. Hear about the growth 
of Google Travel and how machine learning can be used to maximize your metasearch 
ROI. You’ll learn how to:  
 



● Get your acquisition and conversion strategies to work hand-in-hand  
● Use on-site visitor behavior to power metasearch bidding at scale  
● Invest your budget to see the highest return 

 
Scott Stirling, Product Manager - Guest Acquisition, Triptease 
 

14:40 
Behind the scenes of distribution  

● Parity, Promotions and Profitability  
● Parity; rates, availability, content, policies, commissions  
● When Opaque and Package is not what they seem  
● OTA Discount Programs – All smoke and mirrors?  
● The Frenemy of my Frenemy is my Best Frenemy (Google)  
● Crisis at hand – rise of the marketplaces 

Inderpreet Banga, VP Channel & Distribution Strategy, Wyndham Hotels & Resorts 

15:10 
  Live website teardown and UX best practices to boost conversion rates 

 
Join conversion expert Justyn Hornor for this interactive deep dive, where he will review 
delegates’ hotel websites and suggest what actions they should take to improve the 
guest experience and boost conversion rates. 
 
Justyn Hornor, Senior Digital Product Manager, Las Vegas Sands 

 
15:40  

Coffee Break 

16:10 
The power of rewarding vs. discounting  
When it comes to driving direct bookings, cash rewards can be five times more 
profitable than discounts and ten times more relevant than points. This session will 
cover the reasons why and substantiate the numbers based on four years of data from 
over 700 hotels.  

● Learn the concept of rewards ‘breakage' and how it drives ROI  
● Learn why rewards (even cash rewards) are excluded from rate parity clauses 

and why that matters  
● Understand how rewards can provide an extra direct booking insurance policy 

against OTA rate parity violations, especially in metasearch 

James Gancos, CEO & Founder, The Guestbook 



16:30 
The truth about wholesale distribution 
Want to know what’s really going on with your wholesale rates? In this session we’ll be 
investigating the complex world of wholesale distribution and examining why and how 
so many rates are finding their way onto OTAs. Find out where your responsibilities lie, 
how you can better manage your partners and why fixing this problem is going to be 
key to your success in 2019. You’ll leave knowing how to:  

● Track and eliminate wholesale rate disparities  
● Negotiate with partners to ensure mutual success  
● Understand your wholesale landscape and choose the right partners for your 

hotel. 

Colette Labis, Director of Partnerships & Distribution, Westgate Resorts 
 

17:00 
Chairman’s roundup of Day One 
 
Charlie Osmond, Chief Tease, Triptease 

17:15 - late 
The Party 

 
Direct Booking Summit: Americas 

Day Two - 23rd October 
 

09:00 - 09:30  Registration 
09:30 

KEYNOTE 
Which metasearch engine should I invest in at my hotel? 
 
TripAdvisor. Google. Kayak. Skyscanner. Trivago. How are they different, and which is 
the best fit for your hotel? This keynote will dive into how to evaluate your meta 
partners and ensure your brand stays strong online. You’ll come away knowing: 
 

● What sets each metasearch engine apart 
● Why metasearch is the battleground for direct bookings in the next decade 
● How to allocate your bidding budget based on your ideal guest. 

 



10:00 
Organize and visualize your data to drive meaningful actions  
 
We’ve all heard of data overload. It’s time to do something about it. There’s power in 
your data - if you know where to look. Hear from the best in the field about how to 
combine data from different systems to reveal hidden insights into conversion rates, 
guest behavior and your channel mix. 
 
Connie Marianacci, Director, E-Commerce Strategy & Performance, AccorHotels 

10:30 
PANEL 

Is your booking engine working hard enough? 
 

● What are the minimum standards for a booking engine leading into 2020? 
● What key characteristics should hotels be looking for in a booking engine? 
● Which features enhance and detract from the booking experience? 
● What are the upcoming trends for booking engines, and how will these impact 

your hotel’s direct conversion rate? 
 
Sascha Haussman, CEO, BusyRooms  
Gary Glodowski, Senior Director, Distribution and Revenue Management, Sydell Group 
 

11:10   Coffee Break 
 

11:40  The future of guest relationship management 
 
During this case study, Sonesta will showcase how they overhauled and redesigned 
their direct booking strategies across their teams. Hear how they realigned siloed 
teams and broke down guest personas to increase focus on revenue per guest.   
 
Scott Weiler, VP Marketing & Communications, Sonesta Hotels 
 

 
STREAM A 

STREAM B 



12:10 
How to boost your brand as an 
independent hotel  
 
Understand how to create a holistic 
brand and make sure you’re telling your 
story at every customer touchpoint. This 
session will help you find your unique 
identifiers and differentiators and build a 
promotional framework to communicate 
this across your website and in your 
hotel. 

Marc Liu, Managing Partner, Gourmet 
Marketing  
Denise Randazzo, VP Sales & 
Marketing, Journal Hotels 
Leslie Lew, VP Revenue, Provenance 
Hotels 
Matt Meyers, EVP, Star Island Resort 
 

Supercharge your direct bookings using 
User-Generated Content 
 
Creating integrated customer experiences is 
fundamental to driving customers through 
the booking journey. Learn how to: 
 

● Utilize user-generated content and 
customer data to fuel personalized 
messages 

● Drive customer loyalty and repeat 
direct bookings with timely outreach 
 

Amrita Gurney, VP Marketing, CrowdRiff 

12:40  Lunch 
 

13:40 
PANEL 

What does loyalty mean to the guest of today?  
 
In this session, our speakers will debate how to encourage true loyalty to a brand. Is it 
through offers, or experiences? Points, or instant rewards? Hear from the brands 
pushing the boundaries of what loyalty means, and discover what it looks like to take a 
truly guest-centric approach. 
 
Michelle Luces, Director of Revenue Management, Elegant Hotels Group 
JD Cain, VP of Sales, Revinate  
 

14:20  The dangers of the ‘quick win’: Create a long-term revenue management strategy  
 
Are short-term incentives harming your long-term performance? It’s time to get real 
about the benefits and consequences of discount schemes and short-term rate 
manipulation. In this session we’ll be exploring ways to look beyond your business’s 
immediate need to build a sustainable direct booking model for your hotel or hotel 
group. Discover:  
 

● How to balance short-term incentives with long-term rewards  
● The benefits and dangers of participating in OTA loyalty schemes  
● How to create a revenue management strategy that lasts. 

 



Derek Brewster, Director of Revenue Management, Lotte New York Palace 
 

14:50 
PANEL 

Ask the Hotel Heroes 
 
The Hotel Heroes are a panel of trusted experts sharing their experience and knowledge 
with the wider hotel industry with the aim of educating and empowering their peers. 
Join in this interactive panel and pose your burning questions to our experts on 
everything from metasearch to dynamic rates, staff training to website best practice. 
 
Justyn Hornor, Senior Digital Product Manager, Las Vegas Sands 
Inderpreet Banga, VP Channel & Distribution Strategy, Wyndham Hotels & Resorts 
Katherine Soloman, Corporate Director of Revenue Management, Arlo Hotels 
 

15:15  Chairman’s wrap up of the Summit 
 
Charlie Osmond, Chief Tease, Triptease 

15:30  End of the Summit 
 

 
 


