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Ben Jost, Co Founder and CEO of TrustYou, explains that
hybrid hospitality will only work when hotels fix the
“conversation gap” created by no reply emails, siloed
channels, and systems that do not share context. He
describes how an AI powered “AI Operator” sitting on top of
unified communication and guest data can turn every email,
chat, and call into one continuous, informed dialogue,
reducing staff workload and making the guest experience feel
faster, more personal, and truly connected.

A few months ago, I booked a hotel for a short trip. The
confirmation email arrived instantly from no-reply@hotel.com.

I had a simple question: could I bring my dog?

There was no way to reply to the email, no chat icon, or other
quick way to ask. After a few minutes of searching, I found the
phone number, waited on hold, and repeated my booking
details to someone with no context.

Moments like this reveal an underlying problem in our industry:
hospitality has always been about connection, yet our digital
systems often get in the way. Guests reach out through dozens
of channels, from booking engines to WhatsApp, while hotels
communicate through automated systems that rarely align with
each other. Staff are left to bridge the gap, repeating
information that technology should already know.

If we want to design a truly hybrid future in which automation
and empathy work together, we must first fix this conversation
gap.

A FRAGMENTED CONVERSATION

Across the hotel industry, communication has become
increasingly complex. On one side, hotels send guests
automated messages, such as booking confirmations,
marketing emails, upsell offers, and post-stay surveys, most of
which come from “no-reply” addresses. On the other side,
guests reach hotels through completely different channels,
including phone calls, web forms, messaging apps, the
extranet, and online travel agencies.

These two sides rarely connect. Each time a guest reaches out,
the context is lost, and the conversation begins again from
zero. A question asked on WhatsApp is not linked to the
booking email that triggered it. A request sent through an OTA
may never reach the team preparing the room.

The result is a fragmented experience that creates more work
for staff, missed revenue opportunities, and frustration for
guests. Front-office teams spend a significant amount of their
time trying to connect information across systems that were
never designed to work together. In an industry still facing staff
shortages, this disconnect has become a structural problem.

I firmly believe that hotels need to rebuild communication
around continuity, context, and choice to move forward,
allowing guests to reach out on any channel and still be
recognized as the same person on the same journey, and
receive an instant reply, regardless of the time of day.

THE SHIFT TOWARD HYBRID BY DESIGN

The future of hospitality technology will depend less on adding
new tools and more on bridging the gaps between the ones we
already have.

Automation and human service must work as one system to
create a truly hybrid model. That requires technology to
understand context, remember conversations, and act across
channels.

Artificial intelligence is now capable of providing that bridge.

For this to work, hotels require a solid knowledge foundation.
This includes public knowledge about the property, such as
reviews, ratings, and descriptions, combined with private
knowledge about the guest, including stay history, preferences,
and loyalty status. When these two knowledge layers connect,
AI gains the context it needs to communicate effectively. This
is what turns a simple question into a personalized and
informed conversation.

In this model, AI becomes an invisible layer that links every
guest interaction, whether it starts with a marketing email, a
WhatsApp message, or a voice call. It can combine what the
hotel already knows, such as its policies, amenities, and guest
reviews, with private data, including booking details,
preferences, and loyalty status.

When those two sources come together, communication
becomes continuous and seamless. A guest can reply to a
confirmation email to request late check-out, and the system
can recognize the guest, reference their booking, and respond
accurately. The conversation doesn’t reset. It continues
naturally, regardless of the channel or timing.

This is what 'hybrid by design' means: technology that
supports human service instead of hindering it.

WHAT HYBRID HOSPITALITY LOOKS LIKE IN
PRACTICE

In the first stage, AI serves as a conversational bridge. It allows
every email or chat message to form part of a single, ongoing
dialogue between the guest and the hotel.

Over the next two years, this intelligence will begin to act on
behalf of both guests and teams. Instead of only answering
questions like “Can I check in early?”, it will log into cloud-
based property management systems, check availability, and
update bookings. It will also assign rooms, process payments,
and manage simple operational tasks that require staff
intervention today.

Voice capability will add the final piece. Guests will speak
directly to the same system that already knows their history
and preferences. Routine calls about arrival times, room
changes, or upgrades will be handled instantly and accurately.

This evolution marks the arrival of what I call the AI Operator.

HYBRID HOSPITALITY
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It is not just another chatbot or app, but a unified intelligence
that can converse and take action. When applied correctly, it
creates a consistent layer of support that runs quietly in the
background, keeping every guest interaction connected and
every team better informed.

THE IMPACT ON HOTELS, STAFF, AND GUESTS

A connected communication model benefits every part of the
hotel experience. For hotels, it means fewer disconnected
systems and faster response times. A single interface can
manage all guest conversations, regardless of where they
begin. Teams no longer have to jump between platforms or
repeat the same information across channels, which reduces
workload and improves efficiency.

For staff, automation brings relief. AI can handle repetitive
questions that take up most of the day, such as check-in times
or breakfast hours. When those tasks are automated, teams
can focus on what truly defines hospitality: personal attention,
empathy, and solving complex guest needs.

Guests benefit most. Every interaction feels consistent,
immediate, and personal. They can communicate on their
preferred channel, such as email, chat, or voice, and the hotel
recognizes them instantly. A sense of continuity replaces the
stop-start frustration that has become a common feature of
digital travel experiences.

Over time, this creates a different kind of guest journey.
Questions are resolved quickly, requests are understood in
context, and information follows the guest rather than the
other way around. The experience feels more human because
the technology removes the friction that usually interrupts it.
What the guest feels is not automation, but attention, and that
sense of being remembered is what strengthens their
relationship with the hotel.

LOOKING AHEAD

For decades, hotel service has been shaped by a simple
sequence: a guest asks a question and the hotel provides an
answer. It is a break-fix model that works, but rarely elevates
the experience. With unified communication and AI, this
pattern begins to shift. When systems understand context,
they can anticipate questions before they arrive and support
teams with information that would otherwise take minutes of
searching. The industry moves from solving isolated problems
to understanding the broader journey, which is where the real
potential of hybrid hospitality begins.

By 2026, hotels with unified communication systems will
already see the benefits. Guest satisfaction will rise as
responses become faster and more accurate. Staff will spend
less time managing systems and more time focusing on
service. The relationship between hotel and guest will feel
smoother and more natural because every message will form
part of one continuous conversation.

The next step will be operational integration. As property
management systems, booking platforms, and AI layers
interact seamlessly, the hotel will begin to function as a
connected network rather than a collection of tools.

The AI Operator will become a quiet but constant presence
behind the scenes, coordinating actions that once required
hours of manual work.

In the near future, the line between digital and human
interaction will begin to disappear. Guests will no longer think
in terms of “channels” or “systems.” They will simply
experience service that feels immediate, informed, and
personal.

DESIGNING THE NEXT ERA OF HOSPITALITY

Hybrid hospitality will define the next phase of our industry. It
asks us to design technology that supports human service
rather than competes with it. The successful hotels will treat
every digital interaction as an opportunity to build trust and
connection.

When I think about the future of hospitality, I don’t imagine
more software or automation. I imagine fewer barriers between
people and the experiences they want to create. The systems
we build should do the hard work quietly so guests and teams
can focus on what truly matters: care, connection, and genuine
hospitality.

This is what it means to be hybrid by design: a deliberate
combination of human and digital working together to bring
hospitality back to its core purpose: making guests happy and
being able to “always reply” to any message at any time.
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