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19 February 2010
‘Human touch’ in hotel-agency relationships remains critical in digital age: Expotel Niceties like friendly banter, educational and bookings ‘favours’ add market share: ceo Burnley
Expotel ceo Ian Burnley is reminding hotel gms that the ‘human touch’ in relationships with agencies remains critical even in this digital age. The travel management and reservations company is the leading booker of hotels in the UK, annually placing business worth £200m worldwide.

He comments, ‘the internet is the basis of efficiency, but person-to-person chemistry can significantly add to market share for hotels. It still matters that our reservations staff experience quickly-answered hotel ‘phones, pleasant voices, the ‘wow’ factor of extra effort, and are helped with occasional bookings favours at exceptionally busy times. They also value and take-up invites for serious educational visits, and enjoy detailed presentations in our offices by hotel salespeople.

'Such niceties are certainly not outdated despite the presence of the web. Instead they help differentiate one hotel from another when prices, amenities, location and contractual agreements are pretty much the same’.
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(i) Expotel is the UK's leading hotel and conference booking agency, each
year placing more than one million room nights in venues in this country and
overseas.  It is Britain's seventh largest travel management business. www.expotel.com 
(ii) Expotel is privately owned by its management team and Phoenix Equity
Partners.  The current Phoenix portfolio of 15 businesses generates annual
revenues exceeding £1bn in total.
