
The business challenges 

 
Meeting guest expectations
As technology evolution continues to pick up speed, hotel guests are 
demanding more sophisticated in-room technology to aid work and 
relaxation, as Ronald Little, general manager at the Ramada Encore London 
West, explains: “Guests are used to having the latest technology at their 
fingertips at home and in the office, and quite rightly expect hotels to keep 
pace. In response, we took the decision to upgrade our in-room technology 
to move beyond traditional pay-TV and provide visitors with a much more 
sophisticated service through which to access and view content via the TV.”

Realising return on investment
The hotel needed to realise optimal return so were demanding an in-room 
solution that provided a communications portal that would not only deliver 
entertainment, but also allowed the hotel to enhance its communication with 
its guests and deliver information and content about its services and facilities 
in a bid to open up new revenue opportunities.
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Ramada Encore London West 
consolidates suppliers and  
selects Quadriga for hotel and  
guest communications

Highlights
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Ramada Encore selects  
Quadriga to provide a  single 
answer to their hotel and  
guest communications needs 
including  HP network support, 
internet access and in-room 
guest communications.

28 per cent of guests use  
Sensiq guest communications 
portal in first month to access 
content and information.

Promotional campaigns through 
in-room TV provide additional 
revenue streams and boost  
food and beverage sales.

The Ramada Encore London West offers 150 rooms in a central 
location for the business traveller looking for convenience and  
a minimalist environment to relax and unwind. With up to  
80 per cent of guests visiting repeatedly on a weekly basis for 
business use, the hotel prides itself in offering the very latest 
facilities and services to satisfy both business and leisure guests.
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Upgrading network infrastructure
The hotel also needed to upgrade its network infrastructure to support the 
increased level of bandwidth required to deliver a reliable internet provision  
to its guests, ensuring all guests have the right level of bandwidth for their 
specific requirements, be it to catch up on email or download content.

Additionally the hotel required an upgrade to its network infrastructure to be able 
to provide a superb quality IPTV solution with a choice of channels to meet the 
needs and expectations of all guests.

A single solution 

Taking a single supplier approach
To meet all of its requirements, Ramada Encore selected to work with Quadriga 
as its sole supplier for both the network infrastructure and the in-room guest 
communications solution. 

“Quadriga really understands our business and specific challenges, which makes 
them the perfect partner. The company’s depth of industry knowledge coupled 
with its focus on the guest experience made them our first choice when it came 
to upgrading our technology. Generating real business value from our investment 
was also key and Quadriga was able to clearly demonstrate how its solution 
could generate ROI and help maximise brand value,” comments  
Ronald Little.

“�In order to manage the scale and complexity  
of the project, we wanted to work with a single 
supplier for both the infrastructure and guest 
communications solution, to make the installation 
and support process as smooth as possible.”

	 Ronald Little 
	 General Manager, Ramada Encore London West 

Revenue-generating guest communications
 
To provide the hotel with a sophisticated and potentially revenue-generating 
solution to enhancing its communication with guests via the TV, Ramada Encore 
selected Quadriga’s Sensiq guest communications platform. This would not only 
enable the hotel to create its own unique information and entertainment guest 
portal, but would provide the hotel with some exciting new commercial 
opportunities in the form of direct and indirect revenue streams. 
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New HP network solution
 
Quadriga worked with Ramada Encore to replace the existing Cisco network 
infrastructure with a competitively priced HP solution, which provided the 
required bandwidth and security support to deliver a secure IPTV solution and 
additional TV channels, to enhance the overall guest experience.

As Ronald Little explains: “We were delighted that Quadriga could support HP 
to allow us to expand our services to guests in the form of IPTV. It’s important 
for us to be able to respond quickly to guest demands for the very latest 
entertainment so investment in a reliable, secure and scalable infrastructure 
is key in enabling us to deliver on this.”

In addition, the network upgrade enabled the hotel to offer an enhanced 
guest internet solution including a high speed, reliable WiFi internet service, 
both in-room and in the public areas of the hotel, with a choice of bandwidth 
speeds based on price and time.  This allowed the hotel to not only offer a fair 
internet service to all of its guests, depending on their internet requirements, 
but also to optimise the marketing opportunity and provide different levels of 
bandwidth at different prices.
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Driving new value opportunities 

Setting up a unique guest portal
Ramada Encore were looking for their portal to provide guests with information 
about the hotel services and facilities, as well as useful information about the 
local area.  Quadriga’s design experts worked with the hotel to define the 
required content, which included direct weblinks to nearby Wembley Stadium  
and Wembley Arena for details of forthcoming events, and also to define the 
most appropriate structure and layout.

“�Generating real business value from our 
investment was also key and Quadriga was able 
to clearly demonstrate how its solution could 
generate ROI and help maximise brand value.”

	 Ronald Little 
	 General Manager, Ramada Encore London West
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Exciting promotional opportunities
To drive new direct revenue opportunities using the in-room TV to promote hotel 
services to guests, the team optimised Sensiq’s powerful sales and marketing 
tools to design an initial promotional campaign focused on increasing food and 
beverage sales in the bar and restaurant. This involved creating a guest message 
– using the ‘promotion ticker’ – which scrolls across the home page directing 
guests to information about the promotional special offers.

Monitoring uptake with click reports
Once the promotions were up and running, the team were able to monitor their 
uptake and success through a series of click reports, which identified those portal 
pages of most interest and value to guests.  The first month of the campaign 
proved a great success with many guests accessing the ‘Offers & Events’ 
pages, which featured promotions on the restaurant and 2Go café detailing 
breakfast and lunchtime specials.

This analysis showed that 28 per cent of all guests accessed the new portal 
within the first month of installation, with 41 per cent of those visiting the 
hotel facilities section, to find out more about services and things to do during 
their stay. “We are extremely pleased with the initial usage figures and 
conversion rate of the campaigns we have run so far.  The team at Quadriga 
have been extremely responsive and worked closely with us to review the 
campaigns and suggest changes to further improve take-up and revenue 
opportunities,” adds Ronald Little.



Need for regular campaign refresh
On analysing data for the first few months, the team at Quadriga noticed that 
guest visits to the café promotional page peaked for the first two weeks of a 
promotion and then tailed off. Due to the high number of guests staying at the 
hotel on a regular basis, the team realised that future promotions needed to 
be refreshed much more frequently to maintain guest interest and encourage 
them to explore new hotel offers.

Moving forward
The success of these initial promotions has led the hotel, with Quadriga’s 
support, to introduce additional promotional campaigns via the portal to 
increase visitors and revenues in its 2Go café, including meal deals and 
breakfast juice offers, and a ‘Wok around the World’ offer where guests are 
encouraged to eat regularly in the hotel restaurant via a special offer which 
involves eating 5 lunches for the price of 4`.

Quadriga will continue to work with the hotel to regularly review and update 
campaigns and content, making recommendations based on usage reports, to 
keep campaigns fresh and information relevant and useful. Making content 
changes to the portal can be done quickly and easily.
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“�We work in a highly competitive market where 
providing the ultimate guest experience is paramount 
to the success of the hotel. Working with Quadriga to 
manage both our infrastructure and in-room technology 
requirements, we are confident of staying one step 
ahead of the competition and having the right support  
in place to respond to future guest demands.

	� Increasing revenues by maximising promotional 
opportunities to guests was a driver for the solution  
and an objective we have already met.” 

 	 Ronald Little 
	 General Manager, Ramada Encore London West 
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