
 

 
MIAMI | Loews Miami Beach Hotel  

Day One - 22nd October 
 

08:30 - 09:00 
WORKSHOP 

Drive brand loyalty through guest experience 
 
As the hotel industry grows even more competitive, it’s crucial that hoteliers utilize 
scalable technology that enhances the connection between hotel staff and the guest. 
Learn how to: 
 

● Find technology that will be beneficial for your hotel, rather than make 
processes more complex 

● Create positive guest experiences through cutting-edge technological advances 
● Effectively capture guest experiences to curate a positive online reputation for 

your hotel and increase bookings. 
 

Griffin Miller, Director of Hospitality, Podium 
 

08:30  Registration  
09:00  Chairman’s welcome  

 
Charlie Osmond, Chief Tease, Triptease 
 

09:10 
HEAD TO 

HEAD 

The future of online distribution: how are Google planning to shape the industry? 
 
Google has become an integral part of how hotels attract online guests. However, many 
hoteliers are struggling to keep up with such rapid change, and there still remains a 
number of unanswered questions on the future of our industry. 
 
In this head-to-head debate, hear from the mind behind Google Travel on some of the 
hottest topics in hospitality suggested by Direct Booking Summit delegates, including: 
 

● The secrets behind maximizing your Google metasearch listings, and how to 
turn Google Travel into your biggest third-party partner; 

● Google’s perspective on the state of hospitality, and their plans for an online 
distribution revolution across the industry; 

● The important partnership between Google and hotels, and how both parties 
could learn from each other. 
 

Rob Torres, Managing Director, Google Travel 
 



09:50 
KEYNOTE 

Bridge the knowledge gap: the challenges between digital marketing and revenue 
management  
 
Is a lack of transparency across teams impacting your hotel’s long-term success? In 
the first of a three-part inquiry into the knowledge gap across hotels, we examine the 
problems that exist between teams, providing actionable insights into: 
 

● Why silos exist and endure within the modern hospitality landscape 
● How the perception gap could be jeopardizing your direct booking efforts 
● How to rethink your processes and communication to work better together. 

 
Dan Wacksman, Former SVP Marketing & Distribution, Outrigger Hotels and Resorts 
and Principal, Sassato LLC 
 

10:30 
PANEL 

The building blocks of a successful direct booking budget 
 
Do you find it hard to prioritize 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 where to start? In an interactive building blocks exercise, our 
speakers will construct their ideal budget, sharing their expertise on: 
 

● What mistakes hoteliers are making when investing in innovation 
● Why going back to basics could be the most efficient way to optimize return on 

investment 
● The areas your hotel needs to invest in now to prepare for future challenges. 

 
Stuart Butler, Chief Operating Officer, FuelTravel.com 
Charlie Osmond, Chief Tease, Triptease 
 

11:15  Coffee Break 
  STREAM A: Marketing, Sales & 

E-Commerce 
STREAM B: Revenue & Distribution 

11:45  Supercharge your direct bookings using 
user-generated content 
 
Integrated guest experiences and 
feedback is now more important than 
ever for hotels looking to drive 
customers through the booking journey - 
especially for hotels looking to stand out 
in a crowded market. Hear how to: 
 

● Fuel personalized messages 
through user-generated content 

The dangers of the ‘quick win’: create an 
effective 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: 
 

● The benefits and dangers of 
participating in OTA loyalty schemes 
 
 



● Make the most of social media 
platforms such as Instagram to 
drive customer loyalty 

● Utilize customer data to curate 
convincing and timely social 
proof. 
 

Amrita Gurney, VP Marketing, CrowdRiff 
 

● Looking beyond your business’s 
immediate needs to create a 
sustainable direct booking model 

● How to create a revenue strategy 
that lasts. 

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

12:15  How independent hotels can stand out 
in a crowded marketplace 
 
With so much competition, hotels need 
to tell their story at every customer 
touchpoint. This session will help hotels 
find unique ways to be noticed, 
alongside practical tips on: 
 

● Carving out a niche through a 
unique booking experience 

● The dangers of neglecting the 
offline experience 

● Building a promotional 
framework to best communicate 
your hotel’s strengths. 

 
Moderator:  
Marc Liu, Managing Partner, Gourmet 
Marketing  
 
Panel: 
Denise Randazzo, VP Sales & 
Marketing, Journal Hotels 
 
Leslie Lew, VP Revenue, Provenance 
Hotels 
 
Michael Stark, Enterprise Sales 
Consultant, NAVIS 
 
Matt Meyers, EVP, Star Island Resort 
 
Brian Covington, VP Revenue  
Optimization, Salamander Resorts  
 

Perfect pricing personalization: Creating a 
dynamic guest experience 
 
Are you giving a unique tailored experience 
to every potential guest? Hear why 
personalization is a crucial aspect of your 
hotel’s pricing strategy, and learn more 
about: 
 

● The options available for 
personalizing your rates  

● Whether true pricing personalization 
can ever be achieved 

● How personalization can have a 
dramatic impact on your revenue per 
guest. 

 
Moderator:  
Luke Markesky, VP Production and Product 
Management, NextGuest CRM  
 
Panel: 
Melody Weinberg, Digital Marketing & 
Ecommerce Director, HardRock Hotels 
 
Joseph Bustos, Regional Director of 
Revenue Strategy, RevRoc 
 



12:45  Lunch  
14:00  Could your acquisition strategy be costing you direct bookings? 

 
OTAs see the value of a guest across the entire customer journey - so why are so many 
hotels treating acquisition and conversion as two separate functions? 
 
In this session, you’ll discover how to unlock the power of metasearch and retargeting 
for your direct booking strategy. Utilize the power of your direct channel for effective 
real-time bidding based on guest behavior, uncover the secrets surrounding the future 
of Google Travel and discover how machine learning can be used to maximize your 
metasearch ROI. You’ll learn how to:  
 

● Ensure your acquisition and conversion strategies are working smarter together 
● Use on-site visitor behavior to power metasearch bidding at scale  
● Secure guest conversion through a unique personalized retargeting plan. 

 
Scott Stirling, Product Manager - Guest Acquisition, Triptease 
 

14:40  Behind the scenes of distribution: The challenges of a successful channel strategy 
 
Hotels have always faced challenges of rate parity and distribution - but the landscape 
today is almost unrecognisable from that of the past. With rate leakage a serious issue, 
how can hoteliers take back control of their inventory from OTAs and third parties? In a 
comprehensive analysis of the industry, a distribution expert exposes: 
 

● Why parity, promotions and profitability should all be at the heart of any 
successful channel strategy 

● OTA discount programs and other partnership schemes - all smoke and mirrors? 
● The rise of the marketplaces, and how Google could become a hotelier’s best 

friend in fighting back against emerging trends. 
 
Inderpreet Banga, VP Channel & Distribution Strategy, Wyndham Hotels & Resorts 
 

15:10 
 

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, exploring four years of comprehensive data from over 700 
hotels.  
 

● Learn the concept of rewards ‘breakage' and how it drives ROI 
● Learn why all types of rewards are excluded from rate parity clauses, and why 

this 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 
 

15:30   Coffee break 

16:00 
CASE STUDY 

Bridge the knowledge gap: How Sonesta Hotels overhauled their direct booking 
strategy 
 
We’ve heard of the dangers of a ‘silo mentality’ in hospitality - but here’s an example of 
how it can be overcome. As the second part of our inquiry into the knowledge gap, 
Sonesta will showcase how they overhauled and redesigned their direct booking 
strategies across their teams, sharing their experience on: 
 

● Realigning siloed teams towards a common goal in direct bookings 
● Breaking down guest personas to increase focus on revenue per guest 
● How simple, proven fixes can transform the relationship between teams through 

the power of transparency. 
 
Scott Weiler, VP Marketing & Communications, Sonesta Hotels 
 

16:30  Has technology twisted the concept of loyalty? 
 
The idea of guest loyalty is fundamental to how hotels operate - but have modern 
advances caused the industry to lose sight of the basics? Rediscover the powerful 
benefits of true loyalty to a brand, as our panel of innovation leaders reveal their advice 
on: 
 

● Why loyalty is more than just a tech solution, and starts with your staff 
● Going beyond repeat guests and creating a brand presence based on social 

proof 
● How to take a truly guest-centric approach to your hotel’s loyalty scheme. 

 
Moderator:  
Stevie Stevenson, Director of Offer Strategy, Hilton 
 
Panel: 
Michelle Luces, Director of Revenue Management, Elegant Hotels Group 
 
JD Cain, VP of Sales, Revinate  
 
Ryan MacDonald, VP Revenue Management & Ecommerce, Palm Holdings 
 
Priya Chandnani, VP Revenue Management, Benchmark Global 
 



17:10  “Three Strikes and You’re Out!” How to win the war against wholesale rates 
 
It’s time to take real action against rate leakage. After making headlines for taking a 
stand and suing Amoma after they repeatedly violated their terms, Colette Labis shows 
the success behind taking the ‘three strike rule seriously’, and how to navigate the 
complex world of wholesale rate distribution. You’ll leave knowing how to: 
 

● Take the right steps to regain control of your rate distribution 
● Choose the right partners for your hotel, and how to maintain a mutually 

beneficial long-term relationship 
● Fix the problem of third party rate leakage, and why this will be a key trend for 

the hospitality industry in 2020. 
 
Colette Labis, Director of Partnerships & Distribution, Westgate Resorts 
 

17:45  Chairman’s roundup 
 
Charlie Osmond, Chief Tease, Triptease 
 

18:00 - 23:00  The Party at the Betsy Hotel 
 

 
 

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. 

 
Dean Schmit,  Sr. Manager, Account Management & Metasearch Optimization, 
Wyndham Worldwide 
 

10:10  Beating big data: 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 
tackle the challenge of multiple data sources and easily provide a holistic view of 
performance. Learn how to: 
 



● Combine your data using a database management system 
● Bring revenue management and ecommerce together 
● Stay in control of data overload and integrate information across teams into 

your hotel’s wider strategy 
 
Connie Marianacci, Director, E-Commerce Strategy & Performance, AccorHotels 
 

10:45  Coffee break 
11:15  Hotel findings from Sojern's ‘State of the Travel Industry’ report 

 
A guest’s path to purchase is constantly increasing in complexity with more websites, 
devices, and choices - but how are hoteliers responding? Across a survey of over 300 
hotel marketers around the globe, Sojern share their findings on the state of the travel 
industry, including: 
 

● Which channels are heating up and driving direct demand  
● Proven popular strategies on how to maximize budgets across channels & ad 

formats 
● Actionable insights on how to rethink your efforts of acquisition and conversion 

through online advertising.  
 
Caitlyn Origitano, Senior Strategy & Growth Manager, Sojern 
 

  STREAM A: Marketing, Sales & 
E-Commerce 

STREAM B: Revenue & Distribution 

11:30  Influence the traveller path to purchase 
 
Learn how you can influence traveller 
purchase decisions, and the steps you 
can take to maximize your reach to 
potential guests. Break through the noise 
and come away knowing how to: 
 

● Leverage data-driven insights 
about traveller behaviour 

● Use purchasing patterns to 
influence booking decisions 

● Access valuable tips through a 
live consultation. 

 
TripAdvisor 
Speaker TBC 

Adopting a revenue-first mindset 
 
Building a strong revenue team is vital for 
hotels, especially when dealing with the 
impact of third-party partners on your 
revenue strategy. Adopt a revenue-first 
mindset with valuable tips on: 
 

● Best-practices on creating a revenue 
management powerhouse  

● Breaking down the silos between 
managers across teams 

● Handling the complexity of modern 
hotel pricing 
 

Katherine Soloman, Corporate Director of 
Revenue Management, Arlo Hotels 

12:00  Lunch 
 

13:00 
DEBATE 

What are the must-haves for a Booking Engine in 2020?   
 



As competition continues to grow amongst hotels, are booking engines keeping up with 
an evolving industry? Hear from three partners with contrasting approaches on what to 
expect from booking engines in 2020, upcoming trends amongst providers and how 
these could impact your hotel’s direct conversion rate. Our panel will discuss: 
 

● The importance of a frictionless booking experience, and what the hospitality 
industry can learn from ecommerce giants 

● How to strike a balance between innovation and reliability with third-party 
partners, and mobile’s future role in the booking journey 

● Why hoteliers must be more proactive in assessing whether a partner is truly 
right for their needs. 

 
Sascha Haussman, CEO, BusyRooms  
Gary Glodowski, Senior Director, Distribution and Revenue Management, Sydell Group 
 

13:40  Live website teardown: Discover 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. 
 

● See in real-time the strengths and weaknesses of direct websites 
● Discover easy actionable tips that all hoteliers can implement to enhance their 

conversion rates, with no technical experience required 
● Understand the importance of a seamless experience from the eyes of a guest. 

 
Justyn Hornor, Senior Digital Product Manager,  Las Vegas Sands 
 

14:15 
WORKSHOP 

Bridge the knowledge gap: Making your teams work smarter together 
 
Is one of your biggest challenges leading a successful cross-functional team or project 
across silos?  You aren’t alone!  As the final part of our inquiry into the knowledge gap, 
figure out practical ways to tackle ‘silo mentality’ for your own hotel. In an interactive, 
hands-on workshop, we discuss the best (and worst) ways to: 
 

● Balance interactions across departments that play a part in the complete 
channel experience, including leading and coordinating high-stakes, 
cross-functional projects 

● Create processes or initiatives to increase collaboration and innovation 
● Bring your biggest headache and get feedback and guidance from your peers! 

 
Stevie Stevenson, Director of Offer Strategy, Hilton 
 

15:00  Chairman’s wrap up 
 



Charlie Osmond, Chief Tease, Triptease 
 

15:30 - 16:30  Champagne Reception at Loews Miami Beach Hotel  
 
 


