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THE ARGUMENT

. YESTERDAY EMERGING AHEAD
| ] n | |
Data — Intelligence Decisions
Records, dashboards, exports, Patterns, interpretation, prediction. Recommendations, actions,
alerts. outcomes.

Summary

"The challenge is no longer collecting information. It

Hospitality technology has spent two decades digitising and connecting hotel operations. iS Converting that information intO tlmely,
Those investments created real efficiencies. They were not the destination. They were the _ Lo "
foundation for a new competitive era, in which the winners will not be defined by what they CommerCIGIIy Valuable deCISlonS'

record, but by the quality of the decisions they enable.

- -
01 What is happening?

For twenty years, scale bought the data moat. In 2026 that moat starts to collapse. For the first time in the

industry's history, the operators best placed to move are not the ones with the deepest pockets. Independents will

02 Why is it happening? out-learn the chains.

03 What should we do next?
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OUR VIEW - 2026

Independents
will out=learn
the chains. B34% e

FOUR SIGNALS - WHY NOW

62%

of hotel chains cite lack of Al expertise as their biggest barrier to
adoption.

2 X

OTA cancellation rates run at 21.8% vs 10.6% direct. Distribution is no
longer just a margin question.

For twenty years, scale bought the data moat. In 2026 that moat starts to collapse. Off-the—shelf 4 O DAYS
intelligence is closing the gap the enterprise stack once opened, and agility becomes the advantage.

Booking windows have lengthened to 40 days. Cancellation windows
to 38.7. Every extra day is a decision an intelligent system can price
{o]

This is not a claim that every independent will win. It is a claim that, for the first time in the industry’s history, the operators best placed to move
quickly are not the ones with the deepest pockets.
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Hospitality's Third Technology Era

Cianan Clancy Beyond the Booking - Third Era

From digitising to
intelligent operations

Each era built the foundation for the next. The third redefines what the software is for: from recording and reporting to

recommending and acting.

ERA ONE ERA TWO
ERA THREE - NOW EMERGING
Digitising Connecting Intelli gent
Replacing paper. PMS made rate and inventory Systems, channels and workflows integrated.
measurable for the first time. Distribution widened. So did the dashboard count. Recommending and executing better decisions.

Software stops being another system to operate. It
becomes an active participant in running the hotel.



The Forces Changing Hospitality

THREE FORCES, ONE INTERSECTION

Three forces meet, and something has
to change

No single force creates the case for intelligent operations. Their intersection does.

FORCE 01

Operational
complexity

FORCE 02

Data
abundance

O1 02 03

Operational complexity Data abundance Rising expectations

THE NEED
More channels, payment methods, guest ADR, RevPAR, occupancy, booking windows, Guests compare hotels to the best digital services Intelligent
expectations, labour pressure and regulation. cancellation, channel mix, sentiment. Signals are they use anywhere. Owners expect stronger hotel

. . . . . operations
Independent operators feel the compounding effect plentiful. The task is not to add more, but to organise = commercial performance. Manual effort alone P

most acutely. them around decisions. cannot deliver both.

FORCE 03
Rising
expectations

Together, they create the case to redesign hotel technology around decisions, not dashboards.
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The Metrics Operators Watch

THE RAW MATERIAL

The metrics that carry the industry's
signal

Independent operators already know which measurements shape their week. The intelligence layer described in this
WHY THESE METRICS
report does not replace these metrics. It reads them together, faster, and turns them into recommended action. The six

Independents already collect them at scale. The
question is what an intelligent platform does with
them.

domains below anchor every later page.

o1 COMMERCIAL 02 DEMAND SHAPE 03 MARGIN 04 RISK

ADR - RevPAR - Occupancy Booking windows Distribution channels Cancellation rate & window

The three headline numbers of rate, revenue efficiency
and demand. Together they tell a hotel where it
stands and where the market is pulling it.

How far ahead guests are planning. A shifting window
changes how far in advance an operator can price
with confidence.

The split between direct bookings and third—party
channels. Every point of shift moves acquisition cost
and long—term guest ownership.

How often bookings fall away, and how much notice
they give. The signal that separates confident
forecasts from optimistic ones.

05 OPERATIONS

entire cost base of a week.

Length of stay - Check-in and check-out days

The rhythm of the property. Turnover cadence, arrival peaks and stay length shape staffing, housekeeping and the

Cianan C|ancy Beyond the Booking - Metrics

Aggregated market signals

Booking pace, cancellation behaviour and demand shape across regions and country peers. The layer that turns single-

property data into industry context.




The Hotel Decision Model

EVERY HOTEL ALREADY MAKES AI-SHAPED DECISIONS

Three levels of decision

Every hotel already decides what to price, when to staff and how to respond to a guest. Those decisions sit on one of three levels. The strategic question is

where each belongs.

LEVEL O1

Human
decisions

Empathy, leadership, negotiation and complex judgement.

Managing an important guest relationship. Resolving a complex service

failure. Coaching an employee. Defining the property's strategic position.

LEVEL 02

Machine-
supported

Analysis and recommendations, with human approval.

Changing rates. Adjusting distribution. Modifying staffing. Responding to

emerging guest sentiment. The system prepares. The operator decides.

LEVEL 03

Autonomous
decisions

Routine actions performed within defined controls.

Sending routine communications. Categorising service requests.
Reconciling records. Updating inventory. Triggering standard workflows
within the operator's boundaries.

"The strongest operators will not automate everything. They will automate the appropriate decisions."
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From Dashboards to Decisions

From dashboards
to decisions

Hotel technology has competed through functionality: more integrations, more modules, more
reports. Those capabilities remain important. They are no longer enough to differentiate.

Hotel operators rarely wake up wishing they had
another dashboard. They want confidence.

Confidence that rates reflect the real market. That margin holds across channels. That staffing matches

demand. That problems surface before they become reviews.

Cianan Clancy Beyond the Booking - Dashboards to Decisions

WHAT OPERATORS ACTUALLY WANT

o1

02

03

04

05

Rates that reflect the real market

Not last week's price. Not last month's benchmark. Today's shape of demand.

Margin protected across distribution

Channel mix that pays for itself.

Staffing matched to demand

Fewer surprises. Fewer overtime bills.

Important guests recognised
Without staff hunting through five systems.

Problems caught early

Before they become negative reviews.




4
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AN OBSERVATION

The problem

IS no longer

data scarcitv.

Itis decision scarcity.

Hotels have never had access to more information. They rarely have less time to interpret it. The next competitive
advantage is not another feed of data. It is a shorter path from signal to decision.

10



The Intelligence Layer

A continuous operating model

An intelligent hospitality platform operates in a loop, not a line. It reads the signals on page 07 continuously, and each cycle sharpens the next.

01 STAGE ONE 02 STAGE TWO 03 STAGE THREE 04
STAGE FOUR

Observation Interpretation Recommendation Action

The platform continuously gathers operational signals The platform identifies patterns, anomalies and The platform translates analysis into a clear, prioritised o
Automated within agreed controls. Human—approved

from every part of the hotel. relationships across those signals. action for the operator. ) ) _
where impact or judgement demands it.

SIGNALS READ WHAT IT SURFACES FRAMED BY
EXECUTION

ADR - RevPAR - Occupancy - Booking windows - Patterns - Anomalies - Causes - Predicted outcomes Prioritised commercial and operational actions, with )
Automated workflows - Human-approved execution -

Cancellation - Channel mix - Check-in patterns - Sentiment expected outcome and impact.
Outcomes fed back

- External demand

FEEDBACK LOOP - ACTION OUTCOMES RETURN INTO OBSERVATION - THE SYSTEM LEARNS ¢
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A FRIDAY MORNING

Seven moments,
one operating model

Friday, 6:45 a.m. The General Manager of an independent 120-room hotel opens the platform. The dashboard has been replaced by a
morning briefing. Four signals surface before 9 a.m., each a decision waiting to be made.

COMMERCIAL COMMERCIAL OPERATIONS GUEST RESULT
Briefing surfaces a GM approves an 8% rate Revised Sunday breakfast ~ Water-temperature Returning guest given an Rate lift boosts revenue Outcomes reviewed. No
weekend pricing lift on selected rooms. staffing. pattern triggers early room. without hurting exports needed.
opportunity. inspection. conversion.
BY MIDDAY WITHOUT JUDGEMENT
Several commercially significant decisions made. Spreadsheet exports or system-hopping. Applied where it created the most value.

Cianan Clancy Beyond the Booking - Scenario




2026 Trend - Data as Moat

TREND O1 - Proprietary data as moat

Proprietary data becomes the
moat

Al models will keep getting cheaper and more accessible. Generating text or automating a

workflow will not remain a durable advantage.

The lasting asset will be contextual intelligence. Hospitality platforms process ADR, RevPAR, booking-window,
cancellation and channel-mix activity across thousands of properties. Inside it sit patterns no single hotel can see

alone.

“The most successful hospitality platforms may develop from software providers into
intelligence networks."

Cianan Clancy Beyond the Booking - 2026 Trend 01

PATTERNS NO SINGLE PROPERTY CAN SEE ALONE

Booking windows shifting across a destination
Emerging demand in unexpected corridors
Cancellation behaviour by segment and channel
Direct-vs—OTA share evolving by market
Variations in labour productivity by shape of day

Structural shifts in guest expectation

Products no longer improve only because the underlying Al improves. They improve because every
operational interaction deepens the platform'’s understanding of hospitality itself.




Framework - The Intelligence Flywheel

THE INTELLIGENCE FLYWHEEL

A compounding advantage

Each turn of the wheel strengthens the next. The moat is not the model. It is the network of properties feeding it.

READING THE FLYWHEEL

More properties, more signals.
Sharper recommendations,
greater value. Greater value
attracts the next property. The
wheel turns again, faster.

Cianan C|ancy Beyond the Booking - Flywheel

STEP 01

More properties

STEP 06

Attracts more properties

STEP 05

Greater operator value

THE FLYWHEEL

Hospitality
intelligence
network

STEP 04

Better
recommendations

S M -

STEP 02

More operational signals

STEP 03

Better hospitality
intelligence

WHAT FEEDS THE WHEEL

ADR - RevPAR - Occupancy
Booking windows
Cancellation behaviour
Channel mix

Length of stay & check-in

Every metric a hotel already tracks is a turn of
the wheel.




2026 Trend - Trust Framework

TREND 02 - Trust as the adoption gate

FIVE PILLARS OF OPERATOR CONFIDENCE

Trust will determine adoption

Hotel operators will not delegate important decisions to systems they cannot understand. Five pillars determine whether they do.

O1

Transparency

Operators should understand why a
recommendation has been made, not

receive a conclusion without context.

02

Control

Hotels must set which decisions are
automated and which require approval.
Autonomy expands only when comfort

with outcomes does.

03

Reliability

A technically correct recommendation that
ignores how a hotel actually operates will

quickly lose credibility.

04

Security

Guest and commercial information must be
protected. Intelligence must be created
without compromising privacy or

regulation.

05

Accountability

Providers must be clear about where
responsibility sits when automated systems
influence commercial or guest—facing

decisions.

“In hospitality, trust is not an additional product feature. It is the condition that enables every other feature to be used.”

Cianan Clancy Beyond the Booking - 2026 Trend 02




A PEOPLE BUSINESS

Hospitality remains
a people business

Every technology shift in hospitality has raised the same fear: that service will become less human. Online
booking, mobile check-in, automated revenue management. Each time the fear was misplaced. Technology has

not removed the importance of welcome, empathy or judgement. It has changed where those qualities matter

most.
/
]
| !
4 c Al CAN ONLY A PERSON CAN
. Answer a routine question. Offer a thoughtful welcome after a hard journey.
Al CAN ONLY A PERSON CAN

Identify that a guest is dissatisfied. Read the cultural and emotional context behind it.

Al CAN ONLY A PERSON CAN

Recommend an operational response. Lead a hotel team through change.

“Technology does not replace hospitality. It allows hospitality to focus on what only people can deliver.”

Cianan Clancy Beyond the Booking - People Business



2026 Trend - Commercial Opportunity

TREND 03 - The commercial opportunity

SIX TERRITORIES OF VALUE

Six territories, one ecosystem

Six opportunity spaces open up in the transition. The strongest platforms will not treat them as isolated modules. They will connect them into a shared
intelligence layer, reading the same metrics from every angle.

READ AS

TERRITORY 01 TERRITORY 02 TERRITORY 03

ol . . Autonomous revenue management T . i
Decision intelligence 9 Predictive operations Commercial

ADR and channel decisions inside operator-set controls. territory
Convert fragmented operational information into prioritised Staffing, maintenance and service anticipated before they
recommendations. become costs. Experience
& network territory
SHARED

Intelligence

layer All six territories read from the same shared intelligence

layer. None operates alone.

TERRITORY 04 TERRITORY 06

Industry intelligence

Personalised guest journeys

TERRITORY 05

Portfolio intelligence

systems. signals across peers.
Compare properties, spread successful practices, spot outliers

Guest preferences applied without staff hunting through five Aggregated ADR, RevPAR, booking window and cancellation

early.
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Implications - Two Audiences, One Shift

TWO AUDIENCES, ONE SHIFT

What this means for
operators and platforms

The transition to intelligent operations lands differently on each side of the industry. Operators must decide which decisions matter most, and adopt intelligence one at a time. Platforms must redesign
around decisions themselves, not add Al features to legacy workflows.

FOR OPERATORS FOR TECHNOLOGY PROVIDERS

Start with one decision. Design the product
Expand only when trust is earned. around the decision.

o1 Which decisions consume the most management time? o1 The operational context of the hotel.

02 Which are repeated most often? 02 The relationships between departments.

03 Where does fragmented information create delay? 03 The commercial consequences of recommendations.

04 Which mistakes carry the greatest commercial or guest impact? 04 The boundary between automation and human approval.

05 Which could safely be automated inside defined controls? 05 The evidence operators need before trusting a system.

Cianan C|ancy Beyond the Booking - Implications




The Intelligence Readiness Diagnostic

A MONDAY-MORNING SCORECARD

Eight questions. One honest score.

Answer each item honestly on a scale of 1 (not really) to 5 (yes, consistently). The result is not a benchmark. It is a starting map: where the property stands

today, and where the next investment will earn the most return.

A -

DECISIONS

o1

02

We know which five decisions consume most of our
management time.

We can name the three decisions we would automate
first inside defined controls.

- DATA

D -

TRUST & OUTCOMES

03

04

ADR, RevPAR, occupancy, booking window and
cancellation live in one place, not five.

We can see our channel mix and cancellation rate by
channel this week, not next month.

- ROLES

06

07

08

When the system makes a recommendation, we can
see why it made it.

We measure the outcome of each automated action,
and can turn it off in one step.

The team trusts one system enough to act on it
without cross—checking three others.

1-2-3:-4-5

1-2-3-4-5

1-2-3-4-5

05

The line between human judgement and machine

action is explicit, written and understood by the team.

Cianan C|ancy Beyond the Booking - Diagnostic

HOW TO READ YOUR SCORE

8-16

17-28

29-34

35-40

Stage One - Recording
Information exists somewhere. Nothing acts on it yet.

Stage Two - Connecting
Signals are visible. Decisions are still all human.

Stage Three - Recommending
The system prepares. Humans still approve.

Stage Four - Acting

Selected decisions run inside your rules. Outcomes audited
weekly.




Conclusion Vi

CONCLUSION

The next decade
will be defined by intelligence.

A CLOSING OBSERVATION
THREE THINGS TO CARRY AWAY

Ol The winners will not be the hotels that automate the most. Hospitality Wi“ remain a peOple
business.

02 They will be the hotels that build the strongest partnership between human
judgement and machine intelligence.

But the people delivering it will increasingly be supported by

03 The platforms that enable this will move from software providers to intelligence technology that understands the business around them.
networks.

BEYOND THE BOOKING - 2026
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The industry spent the last twenty years

building systems that could record
every booking.

The next opportunity is to build systems that understand what every booking means.
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