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Introduction 
 
In today’s hyper-connected world, enormous strides in 
communication and online entertainment have taken place 
over the last decade. From the way we interact with household 
amenities and business services to how we choose to watch 
our favorite movies, innovations such as smart devices, online 
streaming and voice control have transformed the average 
consumer lifestyle into one that is accustomed to instant results 
and personalization. With such platforms having been available 
on the mainstream market and with numerous improvements 
made since their initial launch, adoption rates and usage 
frequency have flourished, leading consumers to expect the 
same level of convenience from virtually any industry that seeks 
to earn their business. 

With a commitment to providing guests with a high standard 
in comfort and a true home-away-from-home, hospitality 
professionals belong to perhaps one of the industries most 
in need of catering to these new consumer expectations. 
Following up on its BYOD (Bring Your Own Device) Survey 
conducted in 2016, Hotel Internet Services has again reached 
out to hundreds of hoteliers and their guests in order to better 
understand what is demanded by today’s hospitality market, 
in terms of guestroom online connectivity, entertainment and 
convenience. Consisting of responses by 565 guests and 207 
hoteliers, this new research demonstrates a strong demand for 
faster online connectivity, enhanced wireless content streaming 
functionality and greater control over guestroom amenities. 
Such demands—when compared to 2016’s survey—have only 
increased exponentially, and will certainly continue to do so into 
the future.    
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DEVICES

Which devices do you normally carry with you when you travel? 
Guests:

Hoteliers:
Of the following internet-enabled personal devices, which ones do you think 
today’s guests are most likely to travel with and use to interact with/order hotel 
services and amenities?



4 © 2018 Hotel Internet Services. All Rights Reserved. The BeyondTV logo, and other trademarks are trademarks of Hotel Internet Services and may not be used without 
permission. The names of other companies, products and services are the property of their respective owners.

Guestroom  
Entertainment Study 
of Guests & Hoteliers 

2 

1
4

3

Answer Choices Response Percent Responses

1 18.83% 106

2 45.83% 258

3 22.91% 129

4 8.7% 49

5 3.2% 18

Other (please specify) 0.53% 3

Answered 563

How many devices do you think a hotel’s WiFi services should be able to 
support for each guest?

How many devices do you typically travel with?

Hoteliers:

Guests:

With 96.10 percent of guest respondents indicating that they travel with 
smartphones, that is an obviously impressive number. When compared to the 
2016 survey result of 84.6 percent, however, we can see this trend has increased 
by more than 10 percent in only two years. When coupled with the fact that a 
majority of guests now travel with more than one smart device, today’s hotels are 
undoubtedly in need of WiFi networks that can accommodate this drastic influx, 
while still delivering an optimal online experience to each guest. 

DEVICES

2

3

4

5
1

Answer Choices Response Percent Responses

1 1.45% 3

2 32.37% 67

3 37.2% 77

4 15.46% 32

5 12.56% 26

Other (please specify) 2.42% 5

Answered 207
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What type of phone do you use?

What type of tablet do you use?

Guests:

Guests:

Perhaps most revealing from guest respondents when asked what kind of device 
they use, is the fact that a sizeable majority opts for Apple products, such as 
iPhones and iPads. When compared to the 2016 survey where 57.8 
percent of guests indicated a preference for iPhones, statistics now 
indicate an increased iPhone adoption rate of approximately 10 
percent; suggesting a greater need for hoteliers to ensure that 
their their television mirroring, streaming and 
casting abilities are at least iOS compatible.

DEVICES

Apple Android Other (please specify)

iPad Android I don't own a tablet Other (please specify)

Answer Choices Response Percent Responses

iPad 53.19% 300

Android 19.33% 109

I don't own a tablet 23.76% 134

Other (please specify 3.72% 21

Answered 564

Answer Choices Response Percent Responses

Apple 67.44% 379

Android 30.07% 169

Other (please specify) 2.49% 14

Answered 562

Over 50%  
of Phone & Tablet users  

use Apple devices.
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What features would you be interested in using if provided as part of a  
guestroom TV entertainment system?

Guests:

65% of guests  
pointed out that they would also like to have 
the option of using guestroom televisions to  
surf the internet

65.00% 

54.46% 

52.86% 

52.68% 

44.46% 

43.57% 

41.96% 

41.79% 

39.11%

38.57% 

38.57% 

36.43% 

36.25% 

36.07%

35.00% 

33.04% 

27.50% 

26.79%

21.43% 

17.50% 

364

305

296

295

249

 244

235

234

219

216

216

204

203

202

196

185

154

150

120

98

ANSWER CHOICES RESPONSES

GUESTROOM TV FEATURES
With consumers now accustomed to home-based solutions that are capable of an 
array of diverse functionality, it is hardly surprising that guests taking part in the 
survey indicated a preference for multiple guestroom entertainment features in 
almost equally high numbers. Of significant note is the fact that surfing the internet 
and wireless casting ability remain among the top three sought-after features, as 
originally identified during the 2016 survey. When comparing the 2016 and 2018 
results, wireless 
casting has actually 
risen in popularity 
as a desired 
feature by almost 
20 percent, further 
evidencing the 
need to include 
this functionality 
as a core feature 
in any guestroom 
entertainment 
system.  
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What features do you think guests would be interested in using if provided as 
part of a guestroom entertainment system?

Hoteliers:

GUESTROOM TV FEATURES
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Hoteliers:

Guests:

While survey numbers reflect that some guests are still willing to use a hotel’s VOD 
services, that 61 percent of guests stated no such interest demonstrates the impact 
that streaming technology is already having on the hospitality industry. Surveyed 
hoteliers provide further evidence of VOD’s declining value, with 71 percent also 
stating their belief that guests are no longer interested in the service. 

Answer Choices Response Percent Responses

Yes 28.99% 60

No 71.01% 147

Answered 207

!1

GUESTROOM TV FEATURES

Do you believe that guests are still 
interested in using a hotel’s Video-On-
Demand service to rent Hollywood 
movies?

Are you still interested in using a 
hotel’s Video-On-Demand service to 
rent Hollywood movies?

Answer Choices Response Percent Responses

Yes      39% 222

No      61% 341

Answered 563
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With Netflix identified as the No.1 app most commonly used by guests, the 
decision by respondents to select wireless casting as a top priority in guestroom 
entertainment makes even more sense. The fact that 63.8 percent of respondents 
opted to stream their own content verses just 36.2 percent of those who prefer 
video-on-demand provides even more evidence of this growing trend. When 
compared to the 2016 survey results, preferences for content casting can actually 
be seen to have grown by almost 10 percent during the last 24 months. 

64% answered Cast Content from my own device

36% answered Watch Video-On-Demand Movies

Answer Choices Response Percent Responses

Watch Video-On-Demand movies 36.2% 202

Cast content from my own device 63.8% 356

Answered 558

What apps do you commonly use?

422

384

206

192

180

158

145

139

139

129

If you had a choice to watch Video-On-Demand movies via the guestroom TV or the ability to 
cast Netflix, Hulu, HBO, etc., to the TV from your own device, which would you prefer?

Guests:

GUESTROOM TV FEATURES

75.09%  

68.33% 

36.65% 

34.16%

32.03% 

28.11%  
25.80% 

24.73% 

24.73% 

22.95% 

ANSWER CHOICES RESPONSES



10 © 2018 Hotel Internet Services. All Rights Reserved. The BeyondTV logo, and other trademarks are trademarks of Hotel Internet Services and may not be used without 
permission. The names of other companies, products and services are the property of their respective owners.

Guestroom  
Entertainment Study 
of Guests & Hoteliers 

Do you believe Video-On-Demand still acts as a reliable source of revenue or one 
that is continuing to decrease in value?

Hoteliers:

Hoteliers:

Answer Choices Response Percent Responses

Decreasing in value as 
a revenue source

90.24% 185

Serves as a reliable 
revenue source

9.76% 20

Answered 205

!1

Hoteliers proved to be in tune with their guests’ behaviors , with a higher number 
of hotelier respondents realizing the importance of wireless guest casting at an 
impressive 90.34 percent. Consequently, only 11.11 percent of hoteliers believed 
guests would prefer to utilize video-on-demand services. 

90%
Casting

VOD

11%

If guests had a choice to watch Video-On-Demand movies via the guestroom TV or 
the ability to cast Netflix, Hulu, HBO, etc., to the TV from their own device, which do 
you think they would prefer?

Answer Choices Response 
Percent

Responses

Watch Video-On-
Demand movies

11.11% 23

Cast content from 
personal devices

90.34% 187

Answered 207

GUESTROOM TV FEATURES
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As with previous questions asked to guest respondents regarding wireless casting 
abilities, a majority of 82.41 percent indicated a preference for the functionality 
verses just 17.59 percent who preferred to input personal app login details directly 
into guestroom televisions. The number opting for wireless casting again grew 
by almost 30 percent when compared to 2016, once more demonstrating that 
this trend will only continue to strengthen and become seen by more guests as a 
required guestroom amenity.     

Would you prefer to wirelessly Cast apps from your personal device onto the 
television or directly enter your usernames and passwords into an app on the TV if 
given the option?

Guests:

Prefer to wirelessly Cast apps with own device
Prefer to directly input login details into apps that are located on the television

82%

Over 82% of hotel guests 
recently surveyed said they would prefer to CAST CONTENT FROM THEIR OWN DEVICES 
versus using an app on the guestroom TV.

Answer Choices Response Percent Responses

Prefer to wirelessly Cast apps with own device 82.41% 459

Prefer to directly input login details into apps that are located on the television 17.59% 98

Answered 557

GUESTROOM TV FEATURES
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How concerned are you with security related to inputting usernames and 
passwords into an app on the guestroom television?

Guests:

Highly concerned Somewhat concerned Little to no concern

From a privacy and security standpoint, how concerned do you think guests are 
with inputting usernames and passwords into an app on guestroom televisions?

Hoteliers:

Highly concerned Somewhat concerned Little to no concern

While a majority of hoteliers indicate an understanding of the priority that guests 
place on username and password data security, it is noteworthy to point out that 
approximately 13 percent more guests reflected their high concern over the issue. 
Hoteliers should therefore maintain focus on the security features included with 
any potential entertainment platform, while also making efforts to inform guests 
that such safety protocols are in place.

SECURITY

65%

52%

30%

39%

5%

9%
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Do you own an Amazon Alexa or Google 
Home?

Do you currently offer Amazon Alexa or 
Google Home in your guestrooms?

How likely are you to use an Amazon Alexa or Google Home voice-activated 
virtual assistant in your guestroom?

Guests: Hoteliers:

Guests:

If provided in each guestroom, how likely do you think it is that guests would use an 
Amazon or Google voice-activated virtual assistant?

Hoteliers:

While still a relatively new technology, voice control and virtual assistants such as 
Google Home and Amazon’s Alexa have steadily increased their presence in consumer 
homes, with a combined 37 percent of guests revealing that they currently own at least 
one of the two platforms. Within a hotel setting, a total of 60 percent of guests indicated 
that they would be somewhat likely to use such as device, if made available, while a 
total of 81 percent of hoteliers also agreed that guests would consider the option. Yet 
only 7 percent of hoteliers disclosed that they currently provide either Alexa or Google 
Home in their guestrooms, demonstrating a considerable opportunity for hotels to 
differentiate themselves by leveraging this growing trend. 

VOICE CONTROL
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VOICE CONTROL

What would you use a voice-activated virtual assistant for?

What voice-activated features do you think would be of value to your guests? 

Guests:

Hoteliers:

Both guest and hotelier responses ranked multiple features in high numbers when 
asked what sort of functions should be included with voice control in guestrooms. 
As with the previous question that asked what features should be included in a 
guestroom entertainment platform, the results again reflect a growing prevalence of 
multifunctional devices in today’s homes. Furthermore, this indicates that guests are 
expecting hoteliers to deliver the same level of convenience during their hotel stay. 
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By providing the ability to promote 
hotel services and allow guests 
to order amenities, do you 
think virtual assistants can play 
a valuable role in increasing 
property revenues?

Since Amazon and Google 
virtual assistants are capable 
of answering an array of 
guest questions and able to 
automatically direct requests to 
the appropriate department, do 
you think virtual assistants could 
play a significant role in reducing 
labor costs and streamlining 
operations?

Hoteliers:

Hoteliers:

Enhanced guest satisfaction and convenience aside, guestroom voice control 
solutions are also increasingly being identified by hoteliers as a means to enhance 
profit and streamline operations. With hoteliers seeking out alternative revenues to 
offset declining in-room sales from video-on-demand and minibars, voice activated 
platforms offer a revolutionary means of guest-to-hotel communication that is far 
more aligned with evolving consumer behaviors; as it places greater value on the 
ability to receive information and initiate service requests in an instant. From an 
efficiency perspective, the ability for guests to directly connect with the appropriate 
departments and personnel when initiating a request can enhance response times, 
while significantly decreasing the number of staff involved when coordinating any 
particular request. 
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While the reasoning behind a guest’s preference for voice control can be as 
diverse as the variety of functions that such platforms provide, guests almost 
universally provided feedback stressing enhanced ease of use when interacting 
with guestroom amenities or services. As voice-activated devices inevitably 
become more commonplace in homes and hotels around the world, such 
heightened conveniences will be sure to play a deciding factor in future booking 
decisions, as WiFi and content streaming does today. 

Any additional thoughts or comments regarding a voice-activated virtual 
assistant?

Guests:

What would be the advantages of such a system?
Guests:

“Easier than having to call for info or log in on the Chromebook.” 

“Ease of use. Love playing music with it instead of an alarm clock.” 

“No need to search using remote, easy to find lot of services” 

“Quick and easy to use” 

“Not having to get out of bed to turn off the lights.” 

“Wouldn’t have to bother front desk employees.” 

“Ease and everything in 1 location” 

“It’s helpful in streamlining activities” 

“it’ll help in services” 

“It would be a nice convenience.” 

“I think it’s a great idea.”

“I use them all the time at home and feel they could make my stay 
much better at a hotel.” 

“It would be interesting in a hotel” 

“Great idea in keeping up with our modern society in our virtual 
world”
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Revalidating guest comments regarding easier and more accessible use of hotel 
amenities, another common theme found among hotelier feedback was voice 
control’s ability to reduce operational costs and save time for both guests and staff.

What other advantages do you believe a virtual assistant can provide for either 
hotels or their guests?

Hoteliers:

“Cost savings and more efficiency” 

“Parking assistance, Show Tickets, Alerts” 

“Faster services but keep the personalize” 

“I think the virtual assistant would be an excellent in room 
experience.”

“Back up for simple requests saving staff time” 

“Book other appointments such as spa or golf tee times”

“enhanced level of service, expedite requests, easy for guests to 
use/user friendly”
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SUMMARY

The Guests View
Guestroom Entertainment Streaming and Casting

Not unlike what modern consumers are relaying to home-based entertainment 
providers, hotel guests are demanding that today’s in-room entertainment solutions 
cater to their preference for personalized content-streaming subscriptions. When 
weighing the option to purchase movies from a limited content video-on-demand 
list versus wirelessly casting their own subscription services that offer not only 
greater variety, but also personalized content, 63.8 percent chose the latter. Given 
that guests can freely access such subscriptions on their own mobile devices,¹ it 
is up to hoteliers to adapt to this strengthening trend. Judging by a recent survey 
conducted by Nielson, where more than two-thirds of respondents said that 
watching on a large screen is preferred over viewing content on a mobile device,  
the potential for hoteliers to leverage such technology is obviously there. By 
incorporating wireless casting functionalities into their guestroom entertainment 
offerings, hoteliers instead not only provide a valuable service that enhances 
guest satisfaction, but also open up a vital communications channel that is far 
more effective in supplying guests with details on available hotel services and 
promotions.

Voice Control  
Despite its status as a more recent innovation, voice control and virtual assistants 
are continuing to have a great presence and impact in the daily lives of traveling 
consumers. From asking Apple’s Siri to provide nearby restaurant suggestions, 
telling Alexa to turn on the burglar alarm or using a car’s built-in virtual assistant 
to make hands-free phone calls, voice control is here to stay as a way of making 
everyday life that much easier. Even with 60 percent of guests acknowledging 
a likelihood of using such devices in a hotel setting and with many indicating 
preferences for an array of functionalities such as lighting, thermostat and 
television control, only 7 percent of hoteliers currently offer Google Home or 
Alexa. Based on the evidence of this growing trend, that statistic is sure to rise 
considerably in the near future. 

The Hoteliers View
Guestroom Entertainment Streaming and Casting 
As with any new amenity under potential consideration by hoteliers, the decision 
to implement guest experience-enhancing technology,, such as wireless casting 
ultimately comes down to the reality of cost vs. return on investment. With more 
than 90 percent of hoteliers agreeing that online streaming is the first choice for 
in-room entertainment among guests, a trend that is undeniably casting a shadow 

 1.  https://www.hospitalityupgrade.com/techTalk/October-2018/In-room-Entertainment-–-Catering-to-the-21st-Centu
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over video-on-demand sales, adept hospitality professionals are steadily realizing 
the benefits that an entertainment system with built-in wireless casting can have on 
regaining revenues. By first providing guests with the valuable incentive of viewing 
their own content on a larger screen, such hoteliers are directing their attention 
to a platform that not only addresses an immediate need, but that provides a near 
limitless potential to effectively inform guests about additional hotel services such as 
spas, bars or in-room dining options. 

Voice Control  
With 81 percent of hoteliers viewing voice-activated guestroom features as 
something that guests would likely use, the prevalence of voice control technology 
is sure to rise considerably in the coming years. When analyzing hotelier feedback 
that acknowledges an enhanced ability for guests to inquire about services or make 
requests, while also reducing staff workloads, the future of voice control within the 
hospitality industry is certainly a bright one. According to Hospitality Technology in 
fact, 56 percent of hoteliers see voice control as being the solution set to have the 
most impact on the hospitality industry in the near future.   

Conclusion 
 
From consumer homes to hotel guestrooms, the impact that online content 
streaming and voice control have had on pre-existing services is already profound 
and will only continue to grow as more become accustomed to the advantages of 
both technologies. Rather than consider such innovations as competing services, 
hoteliers today are in an optimal position to integrate streaming and voice into 
their operations with tools that already exist and that are capable of maximizing 
both guest satisfaction and hotel profits. It is simply up to each hotelier to seize the 
opportunity and present guests with an in-room environment that meets today’s 
standards for a faster-paced and more customized lifestyle. 

 1.  https://www.hospitalityupgrade.com/techTalk/October-2018/In-room-Entertainment-–-Catering-to-the-21st-Centu  2.  https://hospitalitytech.com/2018-customer-engagement-technology-study-plugging-digital-minded-consumer
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