
Moment of delight. 

Provide travellers with a welcome surprise that ends their self 

check-in on a positive note.
 

Incorporate mindset of systematic design by considering the 

complete traveller journey. 

Ensure closer tech integration in the various systems (e.g. PMS, 

housekeeping) so that housekeeping and room allocation are 

activated in line with traveller movements.

Train all staff to guide. 

It is crucial for all staff, especially staff who are the first 

touchpoint with onsite travellers (e.g. bellman), to be equipped 

with knowledge of self check-in and its next steps. Staff will need 

to be able to guide travellers to the various self check-in modes 

(kiosk, mobile app).  

Clear and intuitive flows. 

Ensure seamless and easy-to-use screens with clear call-to-

action (CTA) buttons and troubleshooting tips. Remember to also 

test and validate flows with users.
 

Design environmental cues that invites self check-in. 

Ensure that the hotel lobby is welcoming and inviting for self 

check-in. For example, place self-check-in kiosks in a prominent 

and highly-visible location for travellers to find easily, and 

provide comfortable seating areas for travellers to perform self 

check-in on mobile independently. 

Keep it meaningful. 

Communicate the benefits of self check-in with tangible terms 

such as time savings and faster check-in, to inspire action. Ensure 

messages are bite-sized and mobile-optimised.
 

Use familiar terminology. 

Prioritise language that makes the impact of an action clear to 

the traveller (e.g. instead of “pre-registration”, "pre-check-in” 

conveys what the traveller is submitting their data for).  

Prompt and nudge. 

Send timely reminders that encourage travellers to complete pre 

check-in, using effective communication channels (e.g. email, 

WhatsApp, WeChat etc).
 

Break process into simple steps. 

Give the traveller a simplified summary of the process, so that 

they can anticipate what will happen next. Keep infographic copy 

concise, with key information only.
 

Provide preview of what’s next. 

Convey the self check-in process in a bite-sized way that feels 

manageable and achievable to travellers.

Thoughtful guidance. 

Include estimated form completion time, pre-empt documents 

travellers will need on hand and provide pre-filled form fields 

wherever possible.
 

Make it special. 

Offer travellers the option to add in special requests to enhance 

their overall stay/experience.


Empower to self-serve. 

Reiterate key information that travellers need to take note of 

when they arrive at the hotel, so they are not caught by surprise 

later.
 

Visuals for clarity.  

A picture speaks a thousand words, especially when on the go. 

Use visuals to pre-empt travellers on key things to look out for 

upon arrival, such as the location of the kiosks and other 

common self-check-in queries.

Timely assurance. 

On the day of arrival, let travellers know that the hotel is ready to 

welcome them and include thoughtful touches throughout.
 

Anticipate next steps. 

Equip travellers with what they need for a smooth arrival at the 

hotel. Recap self check-in process with clear and easy next steps, 

and essential information.
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RECEIVE ARRIVAL INSTRUCTIONS

How can we assure travellers on their day of arrival?

ARRIVE & ACTIVATE KEY

How can we ensure a seamless and delightful arrival and self 

check-in experience at hotel?

ENTER ROOM

How can we leave a delightful final impression to make self 

check-in a special experience?

PRE-REGISTER

How can we motivate travellers to start self check-in ?
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