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HEDNA Conference 2007 
December 3-5, 2007

The Hotel Electronic Distribu-
tion Network Association (HEDNA) 
conducted its winter, 2007 confer-
ence in Phoenix, Ariz., on Dec. 3-
5.  During their breaks conference 
participants relaxed and networked 
outdoors under swaying palms, but 
when indoors attention was focused 
on timely topics during the confer-
ence sessions.

Henry Harteveldt, VP and prin-
cipal analyst at Forrester Research, 
launched the conference by deliv-
ering an insightful status report 
on travel sector e-commerce.  His 
news was both good and bad.  In 
the good category was his predic-
tion that, despite potential economic 
softness in coming months, online 
bookers will remain largely constant 
in their demand and volume.  

Less comforting was his assess-
ment that this same group is becom-
ing increasingly dissatisfied with the 
online travel shopping and booking 
processes.  Harteveldt suggested 
that a lack of continuing enhance-

ment of those sites was making 
them appear somewhat stale.  He 
also lamented the failure to achieve 
greater personalization.  Harteveldt 
suggested that too many travel Web 
sites, including hotel brand sites, 
continue to offer disheartening ano-
nymity.  In closing he reminded the 
audience of the necessity to focus 
on communicating value rather than 
price to potential guests.

Mike Kistner, COO of Pegasus 
Solutions, provided a useful look 
back on the evolution of hotel 
central reservation technology and 
illustrated how much the distribu-
tion environment has progressed 
over the past decade.  He reminded 
the audience that fundamental is-
sues remain open.  In the booking 
process, for example, “Who owns 
the customer?” he asked and, “How 
can hotels provide the depth of in-
formation that travelers seek? And 
do so through every distribution 
channel?”

A panel moderated by John 

Burns of Hospitality Technology 
Consulting delved into two topics.  
The panel discussed the evolving 
role of revenue management staff 
in both on-property and corporate 
decision-making processes.  Then 
the panel debated the future role 
of call centers and the GDSs in the 
hotel booking process.  They agreed 
the emergence of RM professionals 
to be disruptive, but valuable and 
far from complete.  Of the voice 
and GDS distribution channels, 
they concluded that both remain 
important.

Online payment became an at-
tention-holding topic as Mike Carlo, 
business development manager for 
Global Collect, reminded the audi-
ence not only of the lack of credit 
cards for use as a guarantee by many 
international travelers, but also of 
the preference by younger genera-
tions to use facilities such as PayPal.  
His bottom line message – the more 
payment options a Web site offers, 
the greater the likelihood of secur-

ing the booking.
Spencer Rascoff, chief financial 

officer of real estate Web site Zillow.
com and a former Expedia executive 
and HEDNA board member, deliv-
ered a thought-provoking compari-
son of process for real estate sales 
and hotel accommodation booking 
over the Web.  His identified simi-
larities (and notable differences), 
as well as shared technology op-
portunities (and shortcomings), 
providing an informative and enter-
taining session.

The conference concluded with 
futurist Daniel Levine reprising his 
resoundingly received presenta-
tion from HEDNA’s Spring 2007 
conference in Barcelona.  Levine 
challenged conference participants 
to consider five trends – person-
alization, targeted segmentation, 
mobile lifestyles, lifestyle visibility 
and life-easers – and to consider 
their implications for the lodging 
industry as well as commerce in 
general.   

By John Burns
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A record 3,000 attendees par-
ticipated in the 7th annual Americas 
Lodging Investment Summit (ALIS) 
in Los Angeles.  The A-list of leading 
hotel executives, lenders, investors, 
developers and professional finan-
cial advisors shared views on the 
subprime-lending crisis, the credit 
crunch, development and – for the 
first time – a dedicated track on 
sustainability and the green move-
ment where tech suppliers have a 
clear opportunity.  

Green is Here to Stay
“Eco is an important top line 

factor; two years ago 16 percent 
of Kimpton’s customers selected 
us because we are green,” said 
panelist Niki Leondakis, COO with 
Kimpton Hotels & Restaurants.  
“Companies want to do business 
with businesses who share their 
values, and eco is the latest one.”  
Kimpton has 42 properties now and 
19 in its pipeline.

John Strozdas, COO of the 
Ambrose Group, LLC, which owns 
the Ambrose eco-boutique hotel in 

Santa Monica, Calif., said its green 
initiative nets:

• 20 percent savings on the 
water bill
• 30 percent, or $32,000 per 
year, savings on energy using the 
government-sponsored ENERGY 
STAR systems
• 75 percent, or 13.5 tons per 
year, of the hotel’s waste is re-
cycled

Marty Collins, president and 
CEO, Gatehouse Capital Corp., 
said, “We divert over 75 percent of 
construction waste, or over 2,000 
tons, to recyclables. Green is the 
new black.”  

Winner of the ISHC Pioneer 
Award at ALIS, Stanley Selengut is a 
civil engineer and developer of the 
highly successful eco-friendly Maho 
Bay Camps and Estate Concordia on 
St. John, U.S. Virgin Islands. “We 
sold $270,000 from our [recycled 
materials] art gallery last year,” said 
Selengut, who developed a Trash to 
Treasure Art Center where guests 
can recycle, recreate and then buy 
the waste they created. 

Jay Rasudo, chairman, Walt 
Disney Parks and Resorts, echoed 
that idea.  “50 percent of Ameri-
can travelers are more likely to 
book if it’s green,” said Rasudo. 
Emma Duncan, deputy editor of The 
Economist, who gave a luncheon 
keynote, spoke incisively about the 
economics and business of sus-
tainability.  “The single thing that’s 
needed is a change of attitude in the 
American administration,” Duncan 
said. Carbon labeling is coming to 
Britain and, eventually, to the United 
States. “If you’re going to green, 
you need to move toward carbon 
neutrality.  Get a change of mind in 
America on the [green] issue; it’s 
the only thing that matters.”  

Where Are We Now?
Another topic that mattered 

at ALIS was the economy. The 
consensus among industry leaders 
is that we are headed into a down 
turn but it will not be deep due to 
the absence of supply excess.  

“Smith Travel Data shows 
what led up to the last two down 

turns were very strong increases in 
supply…We are very much in the 
healthy correction flow.  Once we get 
past 2008 it will be business as usual,” 
said R. Mark Woodworth, president, 
PKF Hospitality Research. 

A Friendly Face for Foreign 
Travelers

Jean-Claude Baumgarten, presi-
dent of the World Travel & Tourism 
Council (WTTC), also weighed in 
on the decline in overseas travel to 
the U.S.  “Before Sept. 11, 2001, 25 
million overseas visitors came to the 
United States.  In 2006, 21 million 
came,” Baumgarten said.

To help address this issue, 
Disney productions teamed with the 
U.S. State Department to produce 
and release a “Welcome: Portraits 
of America” video to encourage 
international travel. Already playing 
in Washington Dulles International 
Airport and Houston George Bush 
Intercontinental Airport, the seven-
minute video will soon be released 
to other major international U.S. 
airports.

By Julie Squires


