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The Redefinition of Service

Millennials and Hospitality:

Treat Millennials as 
Individuals

Millennials often are tagged with sweeping labels: They’re 
demanding. They’re enterprising. They’re impatient. But 
the truth is, they defy simple classification. As tempting as it 
may be to stereotype them, hospitality operators can’t afford 
to make strategic business decisions on false assumptions. 
They need to recognize the individuality of millennials. Around 
the world they may share many common traits, but they also 
demonstrate different preferences and behaviors, especially 
when it comes to mobile devices and their usage in hotels 
and restaurants. Even more interesting, their choices and 
actions can vary greatly by geography and culture. Indeed, for 
millennials, all mobile devices are clearly not equal: Though 
87% of our survey respondents said they use a smartphone 
daily, only 37% reported similar usage for iPads and tablets. 
And though there is significant interest worldwide in paying 
with mobile devices, Brazilian and Mexican millennials covet 
this service (55% and 53%, respectively) far more than their 
Japanese counterparts (19%).

The use of mobile devices in hospitality settings is more 
pervasive than many in the industry may have thought. Such 
technology is radically altering guests’ expectations, meaning a 
belief that no need should go unfulfilled. Plus, millennials want 
them all addressed quickly with options. Operators need the 
capability to expand and change services at a moment’s 
notice, with the understanding all of their offerings won’t 
be consumed universally.

#1.
TIP



The Redefinition of Service

Millennials and Hospitality:

Offer Individualized 
Service

Millennials want more than just personal service; they 
want it offered based on their individual preferences. 
According to our survey, 52% of millennials want to use 
their mobile devices to take advantage of loyalty programs 
offered by restaurants, bars and coffee shops. They want to 
be acknowledged with personalized rewards. For food and 
beverage operators, loyalty programs represent tremendous 
opportunity: They can collect invaluable data about guest 
behavior and deliver targeted promotions. For hoteliers, guest-
facing websites, mobile applications and hotel operational 
platforms can help create individualized experiences by 
leveraging guests’ profiles, preferences, stay history and 
consumption patterns.  

What seem like obvious offerings, however, aren’t as 
commonplace as they need to be in hospitality – or in other 
industries, for that matter. In related Oracle research, 300 top 
U.S. executives, representing a spectrum of businesses, say 
they are experiencing a trend toward individualized customer 
experiences. But less than 20 percent say they actually 
have the ability to deliver them. It’s also paramount for 
operators to remember that millennials, for all their reliance on 
technology, still value human connection, too. It’s not about 
replacing service with technology; it’s about empowering 
hospitality staff with it to create memorable moments for 
guests. 

#2.
TIP

52% want to manage loyalty on their 
mobile devices



The Redefinition of Service

Millennials and Hospitality:

Provide Freedom  
of Choice

It’s imperative for operators to realize that giving millennials 
the opportunity to do it their way is the best way to earn their 
business. They fully expect options to receive services 
or access opportunities in any manner they see fit. For 
example, only 11% of millennials reported a willingness to pay 
for hotel-provided content. But such interest increased to 36% 
when they were given the option to enjoy their content – as 
well as hotel content – with their own devices. Furthermore, 
55% said they want to connect their mobile devices in hotel 
rooms to enjoy entertainment.

For operators, providing choice involves adhering to 
two principles: Accommodating millennials’ use of 
smartphones and tablets, and leveraging their own mobile 
devices to offer guests even more options anywhere, 
anytime.  

#3.
TIP

There are few freedoms, if any, that millennials 
treasure more than this one. 



The Redefinition of Service

Millennials and Hospitality:

Promote your 
Technology

Millennials are tapping their mobile devices to connect with 
hotels and use their services, but they’re hardly engaging in 
some opportunities. For example, only 12% had ordered room 
service, and just 13% had used the hotel’s mobile app. It is 
very likely that such low usage stems from guests needing 
hotel mobile applications to consume these services, and 
many just aren’t aware of their existence. Also, many of these 
services are available to members of hotel loyalty programs 
that provide access to such apps. The survey results clearly 
indicate hotels could do better in broadening availability and 
exposure. In related questions, millennials – who were asked 
to suggest ways for hospitality operators to improve their 
technology use – repeatedly answered: “Promote it more.”

It’s a fact that hotels are increasingly developing apps for 
their guests. But don’t forget to tout the mobile services 
you’ve invested so much time and money to create.

#4.
TIP

The survey results clearly indicate hotels could do 
better in broadening availability and exposure. 



The Redefinition of Service

Millennials and Hospitality:

Listen to Your 
Employees

Gaining a better understanding of millennials is essential not 
only to win them as guests, but to better prepare them as 
employees to deliver exceptional service. Everyone wants 
their voice to be heard, and millennials are no exception. 
But hospitality operators rarely seek the opinions of those who 
work for them: Only 15% of millennials who had worked in the 
field in the past five years said that their employers welcomed 
their feedback. That’s a missed opportunity, because when it 
comes to using technology to improve service, they’ll have 
plenty of useful suggestions. Keep in mind that more than 
one-third (36%) of survey participants said their employers’ 
use of technology had plenty of room for improvement. 

#5.
TIP

Tapping the knowledge of millennial employees to 
better understand millennial guests is a no-brainer. 
Engage your staff and reap a host of other benefits, 
too: improved operations, better morale and less staff 
turnover. 
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