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1. Executive Summary 
 
High speed Internet access (HSIA) has become a key technology asset for hospitality providers 
around the world with its unique mix of problems and benefits, adding more responsibilities for hotel 
properties and IT managers.  
 
HSIA is now widely regarded as a bottom-line impacting resource that must be properly managed to 
prevent negative impacts on a facility’s revenue. This white paper discusses how to have a winning 
HSIA strategy, grow guest satisfaction and secure recurring revenue. 
 

2. Overview of the problem  
 
Since the mid-90’s, business travelers have been accessing the Internet through dial-up connections 
in their hotel rooms, accessing key corporate resources like email, CRM and sales force automation 
tools. With the widespread availability of high-speed links at the turn of the century, hospitality 
providers began to implement network-based access to the high-speed links in the room. 
 
Business travelers have grown accustomed to having access to this service in the past few years, 
setting a new expectation for the hospitality industry. Not only do customers expect HSIA in the 
hotels they stay in, but they also expect performance and availability from HSIA services. 
 
With the addition of this expectation came bandwidth-intensive Internet applications that started to 
heavily tax HSIA data links or circuits used by hotel sites. Such applications include YouTube, 
Slingbox, Skype, Bit Torrent and other peer-to-peer (P2P) applications, rich webmail clients, video 
conferencing and Internet-based broadcasts (radio, podcasts, etc.). Combined with the traditional 
tools used by business travelers, existing telecommunications links (DSL, T1, etc.) have proved to be 
no longer sufficient to meet demand. Hotel properties also need to consider that guest usage at all 
times of the day is increasing, especially at sites with conference capabilities. 
 
Should a hospitality provider’s HSIA be unreliable, congested or simply provide a negative 
experience, business travelers are significantly less likely to stay at the property again. The short 
term financial impact of unavailable 
HSIA is the inability to invoice 
customers for daily Internet charges, 
and the long term financial impact is 
loss of repeat customers, therefore 
room, food and drink and other 
sources of revenue will be impacted 
negatively over the longer term. 
 
Additionally, leisure travelers increasingly keep in touch with their electronic communications during 
holidays, and with laptop prices hitting record lows quarter after quarter, leisure travelers are also 
bring them along on personal travel. 
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3. HSIA reliability and performance strategies 
 
The best approach to the HSIA congestion and downtime problem is to implement a strong 
bandwidth strategy in each establishment that provides Internet connectivity for its guests. To meet 
and exceed expectations set by either customers or the organization, the following items must be 
considered:  

 Defining the amount of bandwidth needed 
 Number of Internet links to provide the required bandwidth 
 Types of Internet links, based on cost and quality 
 Link management and implementation plan. 

 
First, defining the required bandwidth will drive further decisions. Evaluating the current utilization 
rate of existing bandwidth through traffic studies will provide critical technological information, and 
guest satisfaction surveys or anecdotal evidence of poor performance of the HSIA solution (i.e. slow 
speeds, inability to connect, etc.) will aid in the decision to add more bandwidth. Being aware that 
guest bandwidth usage is constantly increasing month over month would suggest that over-
provisioning bandwidth would be more favorable from a guest viewpoint than not offering enough 
with the new configuration. 
Different circuit types with given 
speed configurations can 
influence how much bandwidth 
is ultimately delivered.   
 
Second, multiple links should be employed to ensure uptime. The primary value in having more than 
one link is maximizing uptime of the network and eliminating guest complaints. By merging the 
bandwidth of two or more links, locations are able to augment available bandwidth by using the links 
simultaneously and provide redundancy, ensuring uptime in the event one of those circuits fails. 
Should a failure occur, the other available link will carry all data transmissions until the failed link is 
available again. Utilizing multiple Internet links is a vital part of a strong HSIA policy, thereby 
ensuring bandwidth for guests and higher customer satisfaction. 
 
The third item to consider is link variety, where using a single type of Internet link will result in a 
single point of failure beyond the hotel’s reach and control. Most links used are from the local 
telephone carriers, including T1s, DSL, T3s, DS3s and fiber 
links, regardless of the selected provider. The carriers own 
the physical networks used by Internet access providers, 
and when the local access point where the links converge 
fails for any reason, all ISP links fail simultaneously. 
Common causes for local access failure include municipal 
infrastructure repairs, accidentally cut cables, defective 
equipment and weather hazards disabling the local access 
point. Therefore, using multiple ISPs with diversified link 
technology will provide greater assurances of network 
uptime. 
 
An assortment of HSIA link technologies is recommended to ensure that failures in one link from a 
provider will not impact the others. Suggested technologies other than the telco-available links (T1s, 
DS3s, xDSL) include: 
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 Cable modems: cable HSIA providers typically use an alternative physical infrastructure, but 
should be investigated locally. 

 Utilities fiber networks: electrical utilities, natural gas utilities and others have started 
deploying their private fiber networks, providing an alternative high speed link technology at 
competitive prices. 

 Microwave carriers: in some regions, point-to-point microwave Internet access providers 
offer a “wireless” alternative which is independent of the traditional infrastructures, at 
competitive prices. Their business continuity capabilities should be investigated locally. 

 3G mobile networks: mobile networks can provide significant speeds for HSIA as a 
temporary solution while the main links are being worked on. 

 WiMax and other emerging technologies: organizations should track these technologies; 
they will offer wireless access at significant performance as of 2008 and should prove to be 
a worthwhile alternative. 

 
Low-cost link aggregation should also be considered. By combining multiple links such as DSL to 
replace or complement more expensive lines such as T1s and DS3s, organizations can save 
thousands of dollars every year and strengthen the HSIA strategy. For example, a T1 line will start at 
US$350 per month (November 2007, Tier-1 ISP, USA) providing a 1.5Mbps symmetrical link. 
Replacing this link with 3 DSL links (3Mbps downstream, 768Kbps upstream, November 2007, Tier-
1 ISP, USA) at US$59.99 per month (US$179.97 per month for all 3) will provide a much faster 
connection to the Internet.  With this DSL strategy complementing a reliable T1 circuit, hotel 
properties will raise performance without significantly raising costs, and guest satisfaction will be 
improved as well. 
 
The third item to consider is the method used to manage all the links 
in an efficient and low-maintenance fashion to maximize uptime and 
performance.  Network-based appliances called link balancers or multi-
homed switches are the most popular for the desired result, where they 
can manage both bandwidth and link failover. Available methods and 
technologies include: 

 Layer-22 balancers: these units prove to be the simplest and 
most cost-effective approach to the problem. They are 
transparent to the Internet so cannot be attacked, use the 
existing HSIA infrastructure without reconfiguration and 
operate at wire speed, maximizing performance.  

 Layer-42 balancers: these units require more management and 
configuration to get into production and can be vulnerable to 
Internet-based attacks such as worms. 

 BGP:1,3 this approach is the most expensive way of achieving 
the desired result, can be vulnerable to Internet attacks and 
provides poor traffic balancing. 

 
Growth has to be considered when planning a HSIA project, where guest requirements have to be 
taken into account, new technologies require bandwidth-intensive access and guest increases are 
sporadic. When a facility hosts events or conventions, the number of guests that will require Internet 
access at the same moment will grow significantly, so when equipment and links are being selected, 
these requirements should be shortlisted. 
 

Example HSIA network diagram 
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4. Other technological considerations 
 
With new technological advances reaching the marketplace at a rapid pace, hospitality properties 
need to ensure they can capitalize on them to deliver new services, reduce operating costs and 
maintain guest satisfaction. Three specific technologies should be on most organizations’ radar: IPTV 
(Television over IP networks), wireless Internet access and Voice over IP (VoIP) telephony. All these 
technologies will directly impact available Internet bandwidth utilization and should be considered 
when planning a HSIA project. 
 
IPTV is an up and coming technology which will enable guest room entertainment services to be 
delivered over the Internet from a third party location outside of the hotel property. With this 
technology, servers are no longer required to remain on the property, but ISP bandwidth availability 
will become critical in delivering such services. However, interruption of service will result in revenue 
losses and lower guest satisfaction. The HSIA implementation will be directly impacted by this 
technology should a property decide to implement it. 
 
Wireless Internet access is becoming more and more common in the hospitality space, where guests 
can access Internet-based resources from most areas of each site, especially in meeting rooms. 
Providing this access is an incentive for guests to register for the daily HSIA service, and guests are 
starting to expect it at each stay. 
 
VoIP technologies have been adopted by mainstream businesses in the past few years, enabling 
savings and new services for both employees and guests alike. Should connectivity of the HSIA 
system fail or be saturated, voice communications will be impacted negatively. 
 

5. Technological considerations for HSIA 
 
When planning a HSIA project, organizations should consider the following technological 
requirements to ensure maximum uptime, performance and efficiency: 

 Multiple link support: organizations should consider units that support at least two ISP links, 
and should be easily upgradeable to use additional links. 

 Automated functions: the unit selected should be able to manage traffic based on user-
defined policies to ensure performance when all links are available and failover when links 
are not available. These activities must be performed automatically without human 
intervention or interaction when in operation. 

 Telco-grade equipment: no moving parts in the unit (except fans) should be the required 
specification to ensure maximum equipment longevity. Hard drives and other devices with 
movable parts have a higher failure rate. Expected longevity should be at least 6 years. 

 Inbound service balancing: for internal services or VoIP, the unit must be able to manage 
inbound as well as outbound traffic. 

 Failover: units considered should be purchased in pairs in case of equipment failure, where a 
secondary unit takes over from a failed primary unit. When budgets do not allow for 
redundant equipment, units with a “LAN failsafe” feature should be selected. LAN failsafe 
enables continuity of operations on the primary HSIA link even if the unit loses power. 

 Rate limiting: the ability to limit traffic based on protocol selection (BitTorrent, Skype, etc.) 
can improve overall Internet access performance by limiting bandwidth for undesirable 
traffic like peer-to-peer (P2P) or Slingbox,. Hotel properties can provide a better overall 
Internet experience for their guests. 
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6. Return on investment and estimated revenue losses 
 
The simple hypothetical example used below outlines the costs attached to HSIA link failures, where 
soft costs and hard costs are estimated. Calculations will vary for each hospitality provider’s own 
unique metrics to determine the financial benefits of using a strong HSIA strategy. 
 

Revenue MetricsRevenue MetricsRevenue MetricsRevenue Metrics    

Number of roomsNumber of roomsNumber of roomsNumber of rooms    350 Total daily revenue per room $220 

Average occupancy (# of rooms)Average occupancy (# of rooms)Average occupancy (# of rooms)Average occupancy (# of rooms)    275 Total daily revenue for the site, 
average 

$60,500 

Daily average room revenueDaily average room revenueDaily average room revenueDaily average room revenue    $175 Daily HSIA fee $15 

Average other revenue per room Average other revenue per room Average other revenue per room Average other revenue per room 
(food, drink, etc.)(food, drink, etc.)(food, drink, etc.)(food, drink, etc.)    

$30   

       

EstimatedEstimatedEstimatedEstimated    hard revenue losseshard revenue losseshard revenue losseshard revenue losses     EstimatedEstimatedEstimatedEstimated    hard revenue losseshard revenue losseshard revenue losseshard revenue losses  

Number of outages per yearNumber of outages per yearNumber of outages per yearNumber of outages per year    5 Guests not returnGuests not returnGuests not returnGuests not returning per yearing per yearing per yearing per year    10 

Annual HSIA revenue lossAnnual HSIA revenue lossAnnual HSIA revenue lossAnnual HSIA revenue loss    $20,625 Average number of days per guestAverage number of days per guestAverage number of days per guestAverage number of days per guest    5 

     Estimated annual lossesEstimated annual lossesEstimated annual lossesEstimated annual losses    $11,000 

       

Estimated total lossesEstimated total lossesEstimated total lossesEstimated total losses       

Annual soft and hard lossesAnnual soft and hard lossesAnnual soft and hard lossesAnnual soft and hard losses    $31,625   

 
HSIA projects can be justified by the return on investment within months and are expected to be 
used at least three years. It is commonplace to replace telecommunications equipment every 5 
years on average. 
 
Other soft costs to consider when HSIA is not working as expected include lower front desk 
productivity, customer service handling costs, compensatory activities for guests, IT personnel 
overhead and productivity reduction, and loss of reputation. 
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7. Conclusion 
 
Bandwidth management through a strong HSIA strategy for hospitality properties has become a key 
business driver, moving the relationship with the guests beyond an opportunity for additional 
revenue generation to a critical customer retention service. A property’s HSIA performance will either 
positively or negatively determine if guests decide to stay repeatedly at that location, and this metric 
is becoming more and more relevant in all regions of the world. 
 
A strong HSIA strategy will not only enable guest satisfaction, but will also make it easier to 
introduce technologies and services into properties. New and emerging services such as wireless 
Internet access, VoIP services and IP-based television are exciting opportunities for the hospitality 
market to grow revenues and reduce costs, but they will have a direct impact on available ISP 
bandwidth, so choosing the right technologies to solve this business problem will be a profitable 
investment for the future.  
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Elfiq Networks is a technology leader and innovator in the field of WAN link management and 
balancing. With hundreds of successful installations in over 28 countries, Elfiq’s Link Balancer 
products help hospitality organizations of any type and size perform more competitively every day 
with the ability to use multiple Internet and private links easily and securely. 
 
Elfiq Networks’ HSIA customers include world-renowned facilities, including Hilton properties, Westin 
properties, Sheraton properties, Marriot properties and hospitality operators such as Hersea 
Hospitality, Thayer Lodging Group and Lane Hospitality. 
 
For more information on Elfiq Networks’ products and technologies, please contact: 
 

Elfiq Networks 
1155 University, #712 
Montreal, Quebec, H3B 3A7 
Canada 
Telephone: 888-GO-ELFIQ / 514-667-0611 
Internet: www.elfiq.com 
Email: info@elfiq.com 
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