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How Hotels Build Unbeatable 
Moats in a Changing World



In today’s fiercely competitive hospitality landscape, building a strong moat is no longer 

optional—it's a necessity for survival and success. A business moat, as coined by Warren 

Buffett, refers to the unique advantages that protect a company from its competitors, and in 

the hospitality industry, this could be anything from cutting-edge technology to an 

exceptional guest experience. The modern traveler expects more than just a place to 

stay—they seek immersive experiences, personalized services, and brands that resonate with 

their values.

As hoteliers and tourism companies navigate an increasingly dynamic market, they constantly 

seek ways to distinguish themselves. Factors like brand strength, innovation, and human 

capital play a pivotal role in establishing a moat that attracts guests and keeps them coming 

back. With 72% of hospitality businesses investing in technology such as AI and 65% of 

travellers favoring sustainable travel options, it’s clear that innovation and eco-consciousness 

are key to long-term success .

In a world where customer loyalty is hard to earn and easy to lose, creating a competitive 

moat is what allows hospitality brands to stay ahead of market trends, adapt to evolving 

guest expectations, and build lasting relationships.
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Innovation has become a cornerstone for competitiveness in hospitality, particularly in 

high-end and five-star hotels. In a highly competitive market, differentiating through 

innovative services and offerings helps businesses stand out and attract a loyal clientele. 

Innovation extends to areas like service design, food and beverage offerings, and customer 

experience management. A research study by Khaled Fathy Abdel hameed highlights that 

creative thinking and flexibility in service design are key to creating memorable customer 

experiences and maintaining a competitive edge in the market.

Many hotel chains, especially five-star establishments, have integrated creative strategies to 

enhance customer experience, particularly in food and beverage services. Marriott 

International exemplifies this with its intuitive, user-friendly website. The platform allows 

travelers to easily book accommodations while receiving personalized recommendations 

based on previous interactions. This type of customer-centric design significantly enhances 

the booking experience and improves conversion rates. Studies reveal that 60% of travelers 

are influenced by the ease of online booking when choosing a hotel . By offering a smooth 

digital experience, Marriott strengthens its customer retention and overall brand loyalty.
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For example, AI-powered chatbots now handle reservations and respond to customer 

inquiries in real-time, improving operational efficiency while maintaining high levels of 

customer satisfaction. Additionally, personalization through data analytics allows hotels to 

tailor services to individual guests, ensuring unique, memorable experiences that foster brand 

loyalty. From customized room settings to personalized recommendations for local activities, 

technology-driven personalization is creating deeper connections with guests. These 

strategies are not only essential for guest satisfaction but also for increasing revenue. By 

fostering an environment conducive to creativity and innovation, hotels can continually offer 

unique and high-quality services that guests value . 

Sustainability is another critical factor driving competitive advantage in the industry. With 

growing awareness of environmental issues, travellers increasingly prefer hotels that prioritize 

eco-friendly practices. Leading brands have embraced green certifications, like LEED and 

Green Globe, and are implementing sustainable initiatives such as renewable energy sources, 

waste reduction, and eco-friendly amenities . Sustainability has become a driving force in 

hospitality, with 84% of hotel customers expressing a preference for environmentally friendly 

accommodations. Furthermore, 65% of travellers are willing to opt for eco-friendly hotels if 

presented with sustainable options during the booking process.
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A prime example of sustainability as a strategic advantage in the hospitality industry is Six 

Senses Hotels Resorts Spas. This luxury hotel chain has made sustainability a core part of its 

brand identity, earning multiple green certifications, including LEED and EarthCheck. Six 

Senses implements a range of eco-friendly practices, such as using renewable energy 

sources, minimizing waste, banning plastic, and sourcing local, organic ingredients for its 

restaurants.

In addition, the brand focuses on wellness and environmental responsibility, offering guests 

immersive experiences that connect them with local cultures and ecosystems while reducing 

their environmental footprint. For instance, Six Senses properties have invested in renewable 

energy solutions like solar panels, operate on zero-waste principles, and offer eco-friendly 

amenities, such as biodegradable toiletries and sustainable building materials.

Sustainable practices not only enhance brand reputation but also attract eco-conscious 

travelers, offering a moat against competitors slower to adopt such changes. Hotels that 

promote their environmental responsibility effectively appeal to the rising demand for 

sustainable travel choices, particularly among younger generations.
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Human capital is a crucial element in building and sustaining a competitive moat within the 

hospitality industry. Given its service-oriented nature, the quality of interactions between 

employees and guests can significantly influence a guest’s experience. Employee satisfaction 

and engagement are key drivers of success, as studies indicate that 70% of guest satisfaction 

is directly linked to the quality of service provided by staff. Federico de Andreis emphasizes 

that many tourism organizations view their employees as a core asset for maintaining 

competitiveness.

To build a sustainable competitive advantage, human resources strategies must prioritize 

training, development, and motivation. These factors ensure that employees not only possess 

the necessary skills but also demonstrate a deep alignment with the company’s values, 

making it difficult for competitors to replicate the level of service provided.

A prime example of this approach is Club Med, which has differentiated itself by heavily 

investing in its employees. The brand fosters a culture of engagement and service excellence, 

ensuring staff members are not only highly trained but also deeply committed to delivering 

exceptional guest experiences. By focusing on employee development and motivation, Club 

Med has created a unique customer experience that enhances its brand reputation and 

strengthens its competitive moat. This focus on human capital is essential for maintaining a 

high level of service that consistently delights guests and builds long-term loyalty.



To build a strong moat in hospitality, companies must combine innovation, human capital 

management, and differentiation strategies. These elements not only provide protection 

against competitors but also contribute to long-term financial success and brand loyalty. As 

the hospitality industry continues to evolve, particularly post-pandemic, hotels that focus on 

innovation and employee engagement will likely maintain their competitive advantages, 

ensuring sustained profitability and market leadership.

Written by Shaina Desai with strategic inputs from Noesis Consulting and Valuations Team
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