
From raw fish to moving beds 

@YOTELHQ
www.yotel.com

Fergus Boyd, VP/Digital & IT Director
YOTEL

Differentiation through digital 
for a start-up hotel brand



Yo! Who?



What makes YOTEL different?
• Small but smartly designed ‘cabins’
• Per-hour booking (airports)
• Innovative SmartBed
• YOBOT & similar innovations
• Digital-first
• In-house product development
• High RoI for investors
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NEW YORK/Airports

Business Leisure BothGen X/Y/Millennials (“Digital Natives”) plus older 
more affluent travellers – “Digital Naturals”



“AFFORDABLE LUXURY
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New in 2014/5

FIRST IN “AFFORDABLE LUXURY”
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SELF CHECK-IN AND CHECK-OUT 
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YOBOT



OUR NEW 
HOTELS

“50 by 2020”



HOW?



OLD SITE

NEW SITE



NEW SITE LAUNCH - FOCUS ON UX & CRO

Site launch



OUR STRATEGY

•

•

•

•

•

•

•



CUSTOMER JOURNEYS

Research
online

Select cabin & 
buy online

Check-in 
online/kiosk

Receive mobile 
door key

Explore cabin, hotel and 
neighbourhood  via 

mobile app

Check-out 
online/kiosk

Feedback/ share 
online

Receive door 
key via kiosk 

or MC

Check-in via 
MC

Explore 
neighbourhood 

via concierge 

Buy via Contact 
Centre or 
OTA/TMCCheck-out 

via MC

“TLC journey”

“Express journey”

Including upsell eg early 
check-in, late check-out

Phase 1: QR code in email 
allows kiosk to pop out a 
NFC keycard



WHAT ARE WE DOING THAT WORKS WELL?

•

•

•

•

•

•

•

•



IT’S THE SAME BROOM!

“Only Fools and Horses”: Heroes and Villains (1996)
Trigger, Del, Rodders, Sid and Boycie chating in Sid's cafe. Trigger has 
just been presented with an award for saving the council money.
Trigger And that's what I've done. Maintained it for 20 years. This old 
brooms had 17 new heads and 14 new handles in its time.
Sid How the hell can it be the same bloody broom then?
Trigger There's the picture. What more proof do you need?

http://www.bbc.co.uk/comedy/onlyfools/christmas/1996_1.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/trigger.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/derek.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/rodney.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/sid.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/boycie.shtml
http://www.bbc.co.uk/comedy/onlyfools/head2head/cook.shtml


IT’S THE SAME WEBSITE - MULTIVARIATE TESTING

RESEARCH & INSPIRATION

GUIDANCE

SEARCH & SELECTION

TRUST & CONFIDENCE

INCREMENTAL REVENUE

“Only Fools and Horses”: Heroes and Villains (1996)
Trigger, Del, Rodders, Sid and Boycie chating in Sid's cafe. Trigger has 
just been presented with an award for saving the council money.
Trigger And that's what I've done. Maintained it for 20 years. This old 
brooms had 17 new heads and 14 new handles in its time.
Sid How the hell can it be the same bloody broom then?
Trigger There's the picture. What more proof do you need?

http://www.bbc.co.uk/comedy/onlyfools/christmas/1996_1.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/trigger.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/derek.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/rodney.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/sid.shtml
http://www.bbc.co.uk/comedy/onlyfools/uncovered/boycie.shtml
http://www.bbc.co.uk/comedy/onlyfools/head2head/cook.shtml


MOBILE CONCIERGE APP - “SHAGGY”

•

•

•

•



LOVE?



FUTURE SERVICES?
•

•

•



FUTURE PROCUCTS?



SUMMARY/WHERE NEXT

•

•

•

•

•
•



QUESTIONS?

@YOTELHQ
www.yotel.com

Fergus Boyd, VP/Digital & IT Director


