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Executive Overview

In the luxury hospitality sector, the "Human Touch" is the

product. However, as guest expectations for instant, 24/7

digital responsiveness grow, traditional call centers have
become a bottleneck. This blueprint details how a global
resort leader utilized Agentforce and Voice Al to automate
45% of guest inquiries while actually increasing perceived

service quality through instant, zero-wait resolution.

The Luxury Friction Point

Traditional automation often fails for three reasons:

g

Complexity Security Tone

Standard bots cannot handle Most Al lacks the secure Robotic IVR systems damage
the nuance of multi-room, authentication needed actually brand prestige.

multi-date modifications. to change a booking.

The Core Pillars of the Solution

e ™
1. Secure Guest Authentication (SGA) Protocol
We moved beyond basic FAQs by implementing a secure verification layer.
= <
(@ The Process <>, The Value
The Al agent triggers a secure handshake with the This transforms the Al from a "search engine" into a
CRM, verifying guest details (Booking ID, PII, or "digital employee" authorized to handle sensitive
MFA) before accessing the guest folio. transactions.
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@? 2. Conversational Voice Al (Beyond the IVR)
Replacing "Press 1 for Reservations" with Natural Language Processing (NLP).
@ Bi-Directional Voice
The bot doesn't just take calls; it can place outbound calls to confirm stay preferences or notify guests of
room upgrades.
£ Tone Mapping
The voice interface was tuned for "Luxury Cadence" —sophisticated, calm, and proactive.
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Strategic Impact Metrics

Guest Resolution Time From ~8 minutes (Hold + Talk) to <90 seconds

Agent Availability 24/7/365 coverage with zero increase in headcount

Staff Focus Shift 60% reduction in "routine" calls, allowing staff to focus on
VIP arrivals

TECHNICAL ARCHITECTURE & ROADMAP

The "Integrated Concierge" Tech Stack

To achieve autonomous booking management, the implementation bridges four
critical layers:

Interaction Layer Logic Layer
Agentforce Voice & Service Salesforce Flow & Apex
Agents (Experience Cloud (Handles the "If/Then" of
& Phone). booking modifications).

Interaction Layer Data Layer
Secure API connection to Unified Guest Profile in
the Property Management Salesforce for a 360-degree
System (PMS). view of preferences.
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Anatomy of an Autonomous Modification Workflow
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Intent Discovery
Guest says, "l need
to shorten my stay
at the Maldives
resort by one day."

Authentication

Agent verifies the
guest's identity via a
secure token or
verified phone
number.

Constraint Check
Al queries the PMS
for cancellation
policies and room
availability.

Dynamic Pricing
Al calculates any
refund or additional
charge and presents
it to the guest.

Why it Matters: The Proactive Guest Journey

Execution

Upon guest
confirmation, the
Al updates the
PMS and sends an
instant SMS/Email
confirmation.
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This architecture enables Proactive Hospitality:

@ Pre-Arrival

The Voice Bot calls the guest to confirm airport transfer details.

During Stay

Guests text the Service Agent for late check-out requests, which are approved instantly based on real-time

occupancy data.

EZ Post-Stay

Automated follow-ups for feedback, resolving issues before they reach public review sites.

Compliance & Trust

The implementation uses the Salesforce Trust Layer, ensuring that guest PlI
(Personally Identifiable Information) is never exposed to the LLM's permanent training
data and maintaining the highest standards of data privacy.
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Move Toward the Future of Guest Experience

Is your organization ready to replace wait times with instant, luxury-grade resolution? Our
team specializes in bridging the gap between sophisticated Al and hospitality operations.

Contact our Hospitality Al experts



https://absyz.com/get-in-touch/

