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Abstract 
Although hotels have already started to implement online check-ins and digital 
keys in their applications, there has not been much research on the design of these 
prominent features. This thesis focuses on designing a digital key that is both easy 
to use and perceived as safe. A Research through Design approach was followed 
consisting of semi-structured interviews, an analysis of textual user reviews, and 
Lo-Fi and Hi-Fi prototyping in order to understand the needs and problems users 
face while receiving and using a digital key, as well as to provide further design 
directions for this feature. The findings showed that using a mobile phone to open 
a door or gate was already part of some of the participants' daily life. Still, many 
people do not like to rush into this digitalization. Hotel guests do not seem very 
worried about safety and using a digital key because the level of trust is high in the 
hospitality industry. The design presented in this paper serves as a starting point 
on how to design the receiving and using of a digital key.  
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1. Introduction 
The check-in process at hotels can be slow and frustrating. Long queues can be 
expected at the check-in counter, especially during holidays. Furthermore, guests 
need to bring several documents to make sure the check-in process can be 
completed. According to Pingitore et al. [1], for European guests, it takes only 10 
minutes of waiting time at the check-in counter to lower their satisfaction by 50%. 
For Americans, this is 5 minutes and for Japanese guests, this is 30 minutes, the 
authors argue that this is due to cultural differences. Currently, hotels are using 
key cards with a magnetic strip, smart wristbands, or Radio-frequency 
identification (RFID) cards to open hotel rooms. Guests have to check-in at the 
counter to receive them. In order to try and improve this situation, hotels have 
started to create applications for their guests through which it is possible to 
interact with hotel services.  

These hotel services are called "At Hotel Functions" and they are becoming 
increasingly important for hotels to engage with their guests [2]. Different 
examples of these functions are, check-in/check-out, room service, digital 
concierge, and a digital key. These "At Hotel Functions" are becoming increasingly 
popular among hotel guests. A survey conducted by MCD in 2014 [3] states that 
73% of travellers would like to be able to check-in or request a late check-out 
through their phone and 64% of travellers would like to use their phone as a room 
key. According to J.D. Power1 [4], currently only 4% of hotel guests use mobile 
check-in, however, the check-in/check-out satisfaction is the highest among these 
guests. Consequently, hotels are now trying to implement several of these "At 
Hotel Functions" in their applications. However, there has not been much research 
on the design of these prominent features [5]. 

During a hotel stay, there are three different phases, pre-stay, in-stay, and post-
stay. This thesis focuses on the features used during the in-stay phase, in particular, 
the digital key. The digital key is embedded in the hotel's application and uses 
either Near Field Communication (NFC), Bluetooth, or Bluetooth Low Energy 
(BLE) to open the door. This feature can create a more seamless experience for the 
hotel guests [6]. Seamlessness can be described as the level at which users 
transition from one activity to another in a way that is smooth, uninterrupted, and 
hassle-free. This term is used throughout this thesis and is defined as the level of 
ease at which users are able to go through the check-in process and into their room. 
By removing the physical check-in at the counter, a higher level of seamlessness 
can be reached. To receive the digital key, hotel guests should check-in through the 
application. Once they are checked-in, they receive both their room number and 
the digital key. This process is beneficial for both the guests and the hotel, guests 
can go directly to their room instead of waiting at the check-in counter [1], and the 
hotel has a new platform to engage with the guests [5]. 

A study by Morosan et al. [7] found that general security concerns of hotel guests 
can influence how they feel about a new technology, which in this case was NFC 
mobile payments. Consequently, I would argue that the same can be true for digital 
keys. Therefore, one of the main directions for this research was to find out how to 

                                                        
1 J.D. Power provides consumer insights and has produced a hotel guest satisfaction study for the 
past 23 years. 
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design a digital key that is perceived as safe while still being convenient to use. The 
term perceived safety is used in this thesis when talking about the feelings of the 
hotel guests when they close the door of their room during two different situations, 
leaving the room and arriving at the room. When they leave, they want to be sure 
that their items are safe inside the room and when they arrive at the room, they 
want to know for sure that others cannot suddenly come into their room. These 
two situations are important to keep in mind to make sure the digital key is 
perceived as safe. Security on the other hand is more focused on the protection of 
the hotel guests against external threats, such as thieves. Security is focused on the 
technologies used, while safety is focused on the internal feelings of the hotel 
guests. 

This thesis was carried out at The Mobile Life, a mobile app development company. 
One of their clients wants to create a hotel application and is the main stakeholder 
of this work. The other stakeholders are the hotel guests, personnel, and thieves. 
While all of these stakeholders are important, I mainly focused on the hotel guests, 
because user satisfaction often goes hand in hand with the financial interest of the 
hotel. I focused on the design of the digital key as well as the user journey around 
receiving the digital key. A research through design approach was taken to find out 
how a digital key can be designed to serve the hotel guests and make them feel safe. 
Through interviews, analysis of textual user reviews, and discussions both Lo-Fi 
and Hi-Fi designs were created during this project. 
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2. Background and Related Work 
 
2.1 Current check-in process 
Hotels have tried different approaches to create a more seamless check-in 
experience for their guests. Hotels started by introducing self-service kiosks (SSKs) 
which are used to check-in and receive a key without having to interact with any 
employees. The problem of these SSKs was that there are still long queues during 
holidays, and not all the guests are comfortable with using a technology they never 
used before. To solve this issue, some hotels added the option to check-in online. 
This can be done at home on a personal computer or mobile phone that guests are 
already familiar with. The guests receive their room number and a ‘digital key’ in 
the form of a Quick Response (QR) code. This QR code needs to be printed or 
stored on the phone and can then be used to receive the key at an SSK or to open 
the door of their hotel room directly. Finally, due to the latest developments in the 
smartphone sector, many hotels try to improve the check-in process by creating an 
application through which hotel guests can check-in and receive a digital key with 
their room number. The digital key is then used to open the door. This can be done 
with different technologies, often either NFC, Bluetooth, or BLE is used. The 
different approaches and technologies presented in this background are discussed 
in more detail in the following sections.  

 

2.2 Hotel applications and feature classification 
There has been much research in the field of hospitality and the applications that 
have been created. It is important to understand why hotels are creating these 
applications and why certain features are important for them to implement. This 
section shows different articles that focused on gathering, segmenting, and 
summarizing the current applications in this field. Finally, these studies show 
where the opportunities lie for hotels to reach their customers and increase user 
satisfaction. 

Both Gibbs et al. [8] and Neuhofer et al. [9] segment the different features of hotel 
applications by their technology intensity. They state that features that are more 
technology-intensive result in a more personalized experience for the guests and 
increase user satisfaction. The feature categories in this technology-intensive level 
are personal concierge services, property-specific technology tools, and context-
aware navigation. Hotels need to implement these features for every stage, pre-
stay, in-stay, and post-stay. This means letting customers search and book their 
room, check-in, navigate to the hotel, use a mobile key, request amenities, check-
out, and provide feedback in the app after the stay. Hotels that successfully 
implement these features in every phase can improve user satisfaction and keep 
guests from using online travel agencies instead [8]. As mentioned before, in this 
research I focused on the features that are used during the in-stay phase, which 
includes property specific technologies such as mobile check-in and the digital key. 
It is, however, important to keep in mind the whole user journey when designing 
these features.  
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Adukaite et al. [10] state that the focus of current applications in the hospitality 
sector is on showing informational and functional content, as well as on booking 
rooms. They mention that although this is what the hotels currently offer, they also 
found that hotels want to create features that make it possible to interact directly 
with the customers. Chen et al. [2] describe the different features and functions of 
smartphone applications for hotel chains. They divided the features into five 
different sections: Reservation Information, Hotel Information, At Hotel Functions, 
Social Media Links, and Additional Features. This study is followed up by their next 
paper [11] in which they performed an importance-performance analysis of 
smartphone applications for hotel chains. Chen et al. argue that "Hoteliers should 
move beyond providing ‘Reservation Information’ and ‘Hotel Information’ and 
develop more ‘At Hotel Functions’" [11]. These ‘At Hotel Functions’ include Check-
in/out, Concierge Tips, and Digital keys, which is similar to the technology-
intensive features mentioned before. In their research, the customers gave high 
ratings to these "At Hotel Functions" and perceived these as important, even 
though most applications did not have them yet. Their research, however, does not 
attempt to explain why certain functions are more important than others. 

Digital keys in the hospitality sector 
Different studies focus on the development and usage of digital keys in the 
hospitality sector [6], [12]. The authors of these two studies managed to create a 
system that lets hotel guests check-in and unlock their door by using a QR code 
sent to the guests beforehand. This system focuses on using QR codes as these can 
be printed as well as used on a mobile device without the need for particular 
technologies such as NFC, BLE, or a specific application. Their studies showed that 
the system is perceived as secure, useful, and easy to use. Furthermore, the users 
accepted the new system without problems regardless of gender, age, and user 
familiarity with technology.  

The authors of both studies argued that QR codes would be more appropriate to 
use compared to an application that uses either BLE or NFC to open the door as not 
all of the hotel guests would have these technologies on their phones. The negative 
aspect of using the QR codes mentioned in their first study [12] was that the user 
still had to check-in at an SSK before going to the room. In their second study [6], 
they managed to remove this extra step by using encrypted steganography quick 
response (ESQR) codes. Removing this step resulted in better-perceived 
seamlessness. The research showed that the ease of use and usefulness of their 
system contributed to greater seamlessness in hotel check-in and room access. It 
can be said that with a mobile application, the same level of seamlessness can be 
reached with an even higher level of security for the users. 

Although this system is different from the digital key made in this thesis, it is 
essential to understand their arguments to use QR codes. With QR codes, they 
managed to reach a wide range of users and this is important to keep in mind 
when designing the digital key. 
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2.3 The effects of new technologies on hotel guests 
This section describes how technologies similar to the digital key were perceived 
and used by hotel guests when they first came out by using either the Technology 
Acceptance Model (TAM) or the Unified Theory of Acceptance and Use of 
Technology (UTAUT). These are different models to study the effects of new 
technologies on society. As the digital key designed in this thesis is mainly focused 
on convenience and perceived safety, the literature discussed mainly focuses on 
these aspects. 

Morosan et al. [7] discuss the adoption of NFC mobile payments by hotel guests. 
The paper uses UTAUT to research how hotel guests will respond to using this new 
technology. They found that the expected performance of the new technology 
influences the intention to use technology the most. The higher the expected 
performance is the higher the intention to use the technology. Furthermore, they 
found that hotel consumers are ready to learn to use any system, no matter how 
complex, as long as the system has an excellent performance in task completion. In 
terms of privacy concerns, they found that consumers who generally have privacy 
concerns will also show these concerns with particular systems like NFC mobile 
payments. Privacy is hard to define as there is not a clear line that can be drawn, it 
is an ongoing process that also depends on the environment in which a user is 
situated [13]. In this thesis, the general privacy concerns of hotel guests are mainly 
about losing personal information. Providing personal information to the hotel is 
in itself not a problem for guests, but with the current number of data breaches 
and constant hacking, there are often some general concerns around losing 
personal information. Morosan et al. [7] therefore suggest that even though hotels 
cannot do much to reduce the general privacy concerns of their guests, they can 
make sure to communicate in simple terms the privacy rules that the hotel follows 
and what the implications and advantages are when using a certain technology. 
Another finding was that general privacy concerns and perceived security does not 
directly influence consumers’ intentions to use such a system. However, they do 
influence how consumers feel about specific systems. Therefore, hotels need to be 
transparent in describing their security practices as this will compensate for the 
general privacy concerns of hotel guests, which will lead to higher intentions to use 
such systems.  

Morosan et al. [14] focus on the factors that influence the willingness of consumers 
to disclose personal information via hotel apps to create a more personalized stay. 
They mention that there is a strong positive relationship between the consumers’ 
trust in the hotel app and their willingness to disclose information via hotel apps. 
Similarly, the consumers’ trust in the hotel positively influences their trust in the 
application of the hotel. There was, however, no direct significant relation found 
between the trust in the hotel and the willingness to disclose information. 
Furthermore, the study found that the perceived value of disclosing information 
positively influenced the willingness to disclose this information. It was also 
interesting to see that there was a strong relation between positive emotions 
related to using the hotel app for personalization and the perceived value of 
information disclosure. In contrast, negative emotions did not have a significant 
relationship with the perceived value of information disclosure. Finally, the 
perceived benefits of information disclosure positively influenced the perceived 
value of information disclosure, while perceived risks will have the opposite effect. 
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Morosan et al. [14] state that hotels should focus on designing apps that are 
perceived as trustworthy, stimulate positive emotions, are attractive, easy to use, 
in sum, creating an enjoyable user experience. To reduce the perception of risk, 
hotels should inform users of how the information provided will be used. Their 
study shows that when designing a hotel application feature such as a digital key, 
hotels must inform their guests on the safety measurements and privacy 
regulations that they have taken.  

The two papers discussed above show that privacy concerns and perceived risks 
are essential to take into account when designing a technological-intensive feature 
for a hotel app, especially when the technology is still rather new. 
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3. Method 
The literature review has shown why hotels are starting to implement digital keys, 
but it has also shown the obstacles that hotels face when implementing a new 
technology. The method that is described in this section addresses the gap in the 
current research. 

This project follows a research through design approach [15]. This approach 
supports designers in using research to create a product that will transform a 
current state into an improved future state. Zimmerman et al. argue that the design 
process in itself can be seen as a result of the research. The design process of this 
thesis was used to generate different solutions for the digital key and check-in 
process that are both perceived as safe and convenient to use.  

 
3.1 Semi-structured interviews and thematic analysis 
I started the research by conducting semi-structured interviews to find out what 
the current feeling of safety is of hotel guests when using a digital key and what 
influences this feeling. The Questions can be found in Annex C. The interviews 
were semi-structured because these tend to be more in-depth and flexible, which 
makes them more appropriate to collect data about the experiences, perspectives, 
and feelings of individuals [16]. I recruited the participants by using the snowball 
technique [17], the requirements for the participants were that they visited a hotel 
at least once in the last 6 months. This was done to make sure that they were 
familiar with the latest check-in procedures of hotels.  

A total of 20 participants were interviewed of which 11 identified themselves as 
men and 9 as women. The ages of the participants range between 19 and 61 years 
old, with a median of 25. The participants' nationality is from 9 different countries 
throughout Europe. The majority of the participants are either Dutch (35%) or 
Swedish (20%). The other participants were from, Poland, Spain, Bulgaria, 
Romania, Italy, Greece, and France. In order to gain insights from all the 
participants, I included a set of questions for the interviewees who never used a 
digital key before. These questions were either focused on technologies that are 
similar to the digital key or on their expectations for the digital key. These similar 
technologies were mobile payment apps, shared mobility apps, or QR codes that 
can be used on a mobile phone to open a gate at a train station, airport, or festival. 

The interviews were all conducted online, as this research was done during the 
Covid-19 pandemic. Different programs were used in order to do the interviews, 
either Zoom, Skype, or Facebook messenger was used. All the interviews were 
recorded and transcribed. The complete interviews can be found in Annex A. A 
consent form was signed by all participants. 

Thematic analysis was used to construct knowledge by analysing the interview 
data. This is a common method when analysing qualitative data. The first step is to 
have a research question in mind to generate themes around that can help to 
explain people's experiences or perceptions of the topic. After the research 
question is defined, the data is coded and divided into themes. Finally, the 
generated themes are discussed [18].  The codes used can be found in Annex D. 
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3.2 Analysis of textual user reviews 
Vasa et al. [19] analysed 8.7 million reviews from 17,330 apps and found that users 
will leave longer reviews when they rate an app poorly, however, most users will 
leave short but informative reviews. For the hospitality industry, it was found that 
good review analysis can help to recognize business opportunities, while low 
ratings and bad reviews can influence revenues and limit growth [20], [21]. As it 
was difficult to get in touch with participants that had already used a digital key 
before, an analysis of textual user reviews from four different applications that 
already use a digital key was added. This analysis is a good resource when 
interviewing users can be more difficult. 

I collected the reviews from both the Apple app store and the Google Play store by 
using a Node.js script that is publicly available on GitHub23. The applications 
analysed were Hilton Honors, MGM Resorts, Hyatt, and Marriott Bonvoy. I 
gathered the reviews on the 21st of April 2020 with the oldest review being from 
the 21st of November 2019, making the total time span of the reviews collected 5 
months. It was not possible to collect reviews that were published before the 21st 
of November 2019. This was the maximum number of reviews that the stores 
allowed, which resulted in a total of 2343 reviews.  

Once collected, I selected the reviews that were related to the digital key by sorting 
out the ones that contained the words "key", "door", or "open". This resulted in a 
total of 160 reviews, which I then carefully read and categorized based on 
recurring patterns. I also tried to select reviews that contained the words "safe", or 
"secur", but there were no reviews that related to the digital key with either of 
these words.  All the reviews can be found in Annex B. 

 
3.3 Design process 
Based on the insights from the literature, interviews, and review analysis I started 
with the design of the application. First, I used a brainstorming exercise to open a 
creative space. During this exercise, I wrote down different features and ideas for 
the check-in process and digital key. Furthermore, I created a mood board that 
included screens of existing applications. I translated these ideas into various 
sketches on paper, which I then discussed with a UX Designer at The Mobile Life. I 
created a total of 14 different screens, but for every screen and the different 
features I sketched multiple solutions. Besides the check-in process and digital key, 
screens were created for other parts of the application as well, these are discussed 
in the findings section. Based on the Lo-Fi prototype and previous insights I 
created the Hi-Fi prototype in Figma4. I used the current website of the client to 
define the colour scheme of the application. After the first iteration, I discussed the 
design with a UX Designer and a product manager at The Mobile Life once more. 
After this session, the final prototype was created, which consisted of 16 different 
screens.   

                                                        
2 https://github.com/facundoolano/app-store-scraper 
3 https://github.com/facundoolano/google-play-scraper 
4 https://www.figma.com/ 
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4. Findings 
 
4.1 Thematic analysis 
A total of five themes were generated during the thematic analysis. The research 
question that the themes depict is: Which aspects are important to understand 
when designing a digital key for hotel guests to enter in their room? Besides the 
general design, the focus during the interviews was mostly on the perceived safety. 
Quotes of the participants are used to exemplify the themes, the participants' 
names are anonymized and are identified by the pseudonyms Anna, Chloé, David, 
Robert, and Mia.  

New normal 
The moment when technologies that are seen as new become a part of people's 
(daily) life, they become the "New normal". All of the participants had used their 
phone to open a gate at least once, this was often either at the airport or at the 
train station. For 10 interviewees using their phone to open gates or to pay in 
stores was already part of their daily routine. It was interesting to see that many of 
them even didn't realize how often they use their phone and how much trust they 
already put in their devices every day. When I asked Anna about her experience 
with using her phone to open gates she said, "That always works, actually it's stupid 
that I still print it out to be sure. I use my phone for these things actually more and 
more now that I think about it, it works very well." Other participants had a similar 
reaction when asked about the different times they use their phone for these 
purposes.  

Fear of change 
"Fear of change" is the fear that some people have to change their daily routines 
for the potential benefits a certain technology has. Even though all of the 
participants had used their phone to open a gate at least once, nine of them 
mentioned that they do not like to "rush" into digitalization. They all have a phone 
and use it but tend not to download a lot of applications. Of those nine participants, 
six prefer having something physical like a card to pay or a key to open and close 
doors. The main reason for this behaviour was a feeling of safety with physical 
objects that they do not get when using something digital and the fact that they 
don't see many benefits that justify the change. When I asked Chloé if her opinion 
on mobile payment technology usage would change over time she said, "I don’t see 
myself using it any time soon, maybe if I see some crazy benefits that I don’t have 
otherwise, but I think having everything digitized is a bit too much." This answer 
was very common with these nine participants and showed that the main reason 
for them not to use certain technologies was the lack of clear benefits they would 
present.  

The importance of UX 
From the interviews, it became clear how important UX was for the interviewees 
and that it has the potential to influence their behaviour. All of the interviewees 
shared their frustrations with applications that have usability problems. Four 
participants mentioned that the performance and usability of an application 
influence their future use of that application. Thirteen participants mentioned that 
they have had many bad first experiences with applications, either the login didn't 
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work, setting up an account was too complicated, or the onboarding process was 
very long and frustrating. This caused some of them to drop out and delete the 
application before really using it. Another common problem mentioned was the 
lack of system feedback in some applications. David told me about his experience 
while using a digital key and he said, "When I was inside the room, I was like, is it 
locked? is it not locked?" Clear system feedback in an application is important to 
inform the user of what is happening. In this situation, neither the application nor 
the lock itself showed if the door was closed or not after entering in the room 
causing David to feel insecure.  

Plan B 
Travelling can cause some level of stress and making sure that all travel 
documents or phone batteries have a back-up can give some peace of mind. All of 
the participants used their phone when traveling by train or plane and mentioned 
that they never had any issues. Still, six of them also printed the boarding pass just 
in case. This shows that although it always worked for them, they still like to have 
a back-up in case something goes wrong. This is essential when dealing with 
traveling and the possibility of missing a flight. While checking-in for a hotel might 
not be just as daunting if something would go wrong, it is still important to have a 
plan B ready. Robert told me that the bike-sharing app Mobike has a back-up 
option when scanning the QR code does not work, he said, "I think Mobike is very 
well made if the QR code does not work to unlock you can also write the number of 
the bike." The interviews showed that currently people seem to prepare a backup 
plan themselves, but as shown in the example of Mobike it can be something that is 
done by the design.  

(Dis)trust 
While talking to the interviewees about their perceived safety of certain 
applications, they often started talking about their trust in the companies behind 
these apps. Many apps nowadays require a lot of personal information of the users 
and when the company that owns the app is unknown or has a bad reputation it 
can influence the behaviour of the users. One participant mentioned that there are 
currently many travel and shared mobility apps that require a credit card to be 
used and that it depends on the reputation of the company to decide whether to 
put a credit card number or not. Another participant mentioned trusting the Apple 
App store or Google Play store to only show applications that are safe to use. When 
I asked Mia about her experience with an E-scooter app she said, "I feel a bit less 
secure as I don’t really know this company compared to SAS for example, I feel like I 
can trust SAS more." These E-scooter companies are quite new, and she felt less 
secure about using their app compared to using an application of SAS, a well-
established airline company in Sweden. The interviewees seemed to have many 
different opinions on this subject and this shows that it is important to keep 
different perspectives in mind when designing an application. However, it also 
shows that not only design is important for users to feel safe.  

Reflection 
These themes paint a picture of the different aspects that are important to 
understand when designing a digital key. "New normal" shows that new 
technologies can be adapted fast by a part of society and become a new standard. 
For digital keys, this moment has not been reached yet, but will eventually come. 
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Two interviewees mentioned that when using the digital key for the first time it 
felt 'luxurious' or even 'a bit like magic'. Another interviewee mentioned that this 
was the case when paying by phone for the first time. Interactions like opening a 
door or paying in a store are done frequently and will likely soon become the "New 
normal". 

The theme "Fear of change" shows that not everyone is ready to continuously 
adapt to the new technologies that are generated. For some users, a technology has 
to prove its benefits first and be tested by a larger part of society before they will 
consider to also start to use it. This is in line with the Diffusion of innovations 
theory by Everett Rogers [22]. He argued that there are five different groups of 
technology adopters. It is therefore important to create applications that are 
designed to give these users everything they need and expect. Having a bad 
experience with an application can cause multiple users to stop using it, which is 
why the theme "The importance of UX" was generated. It was interesting to see 
that clear feedback was often missing according to the interviewees, even though 
this is one of the UX principles that were generated by Don Norman in 1988. These 
principles should be a standard, but they are sometimes forgotten by companies 
nowadays [23].  

Another aspect that has to be kept in mind when designing a digital key is the 
reliability of the technology. Furthermore, giving users the option to recover from 
an error or failure. "Plan B" shows that users tend to think of ways to prevent 
everything from going wrong when one thing fails. Including a feature in the 
design that would allow to completely or partly solve a problem that might arise is 
a challenge but will likely be appreciated by the users. 

Finally, the theme "(Dis)trust" shows that there are many different factors from 
the outside that can influence the perceived safety of an application. Making sure 
that the design is able to address these factors by showing the right information 
and making sure the users are well informed can help to take away some of the 
uncertainty that the guests might have.  

 
4.2 Reviews 
Analysing the reviews allowed me to collect interesting insights. The reviews that 
are discussed in this section contained the words "key", "door", or "open". These 
reviews were often either complaints about the digital key not working or still 
having to go to the check-in counter upon arrival. It became clear that during the 
online check-in there was often no identification process. In some countries, this 
can be done with a credit card, but even then, the guests still have to pass by the 
check-in desk to show an ID sometimes. Consequently, users said that the 
application was "useless" as the online check-in was the main reason to download 
the application. The physical ID check also caused many users to mention that even 
with the online check-in they still had to wait an hour in line. When the online 
check-in and digital key worked, the reviews were very positive, and the guests 
loved these features because of their efficiency and ease of use.  

Many of the users said that the key was working at first but then after a while, it 
crashed. Sometimes they couldn't find their booking anymore, or they were 
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randomly logged out of the app. Solutions to add a booking manually (e.g. by filling 
in the booking reference and last name) were often not there and they had to 
uninstall the application and install it again. Sometimes users were not sure 
whether the digital key was working or not because the application was very slow 
and there was no system feedback. Applications being slow and needing a lot of 
time to open the door was something that multiple users experienced. Two 
reviews mentioned that the key was hard to find in the application and that it took 
too much time to find the key to use it. One of them had to enter the booking 
reference every time in order to use the key, even while being logged in. Some of 
the hotels have locks that use normal Bluetooth and not Bluetooth Low Energy 
(BLE) to be opened, which means that the guest can open the door with more 
distance to the lock. This resulted, however, in the problem that sometimes the 
wrong doors are opened as the key doesn't let the guest specify which door to 
open. This happened only with the doors to the gym or the spa and not with other 
guests' rooms.  

Five users also mentioned that they would like to see this feature working on a 
smart watch, which was also something that was mentioned by two of the 
participants during the interviews. At the time in which the reviews were created, 
none of the applications would let users share the key with others. This caused 
some problems for the users as not everyone always comes back at the same time 
to the hotel room. Hilton Honors recently updated its application and made it 
possible to share the key with one other user. 

Some of the reviews mentioned that the digital key is convenient because it is less 
likely to forget a phone instead of a normal key. It also became clear that showing 
the bill of the hotel stay in the application is very important for business travellers 
especially. Finally, none of the users talked about having any safety issues while 
using the digital key. Two reviews also mentioned that "The less interaction with 
humans the better". 

The most important takeaways from this analysis were that the currently existing 
digital keys and online check-in processes do not always deliver what is expected 
by the users. Users often had to check-in physically to identify themselves which 
made the app "useless" for them. Thus, a way to identify someone through the 
application is necessary. The digital key also seemed to crash sometimes or simply 
disappear, options to recover from these problems were often not given. This is 
why clear system feedback is needed to give users the right information to solve 
potential errors. It is also important to mention that the digital key and online 
check-in are for most users the main reason to download the application. The 
digital key being slow or hard to find is also something important to keep in mind. 
Finally, when the digital key and online check-in work, the guests love them.  
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4.3 Technical implications 
Before starting with the Lo-Fi prototype, it is important to also take the technical 
implications in mind. Hotels can use different lock companies to create the digital 
key with. For this project, The Mobile Life and their client decided to work with the 
lock company SALTO Systems. The documentation from SALTO Systems [24] 
shows that the locks can be opened by using Bluetooth Low Energy (BLE). As BLE 
is not active all the time due to its low energy, users need to tap their phone on the 
lock to activate it. This makes the interaction similar to paying with NFC or using 
the traditional key card. This is important to take into account when designing the 
digital key. Furthermore, the sharing of the key is currently not possible, because 
the key is connected to the phone number that made the reservation.  

 
4.4 Lo-Fi Prototype 
For the Lo-Fi prototype, I created a total of 14 different screens. For the digital key, 
I created a few different design options. The first design shows a button that needs 
to be pressed in order to start the unlocking process. In the second design, the key 
is already activated when opened and no extra button needs to be pressed. I 
decided that the second approach would make more sense as it was quicker to use 
and resembled more the use of a normal key card. Furthermore, to make sure that 
there was enough system feedback I decided to show the unlocking process at all 
stages. This was done with text in combination with an animation. Finally, to 
understand how to use the key a button can be pressed to show instructions on a 
pop-over screen. However, in the final iteration, I decided to delete this button and 
to instead show the instructions on the screen at all times. The three different 
designs discussed here can be seen in Figures 1-3. The Lo-Fi prototype can be 
found in Annex E. Not all of the sketches are added because they include the name 
of the client of The Mobile Life. A more detailed description of the different screens 
is given in the next section.  

     

Figures 1-3: Three designs for the digital key. 
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4.5 Hi-Fi Prototype 
For the Hi-Fi prototype, a total of 16 different screens were created. Figure 5 
shows the screen where the user can decide to add their ID card. The user is given 
the option to either add their ID card or to show it at the counter on arrival. 
Furthermore, an explanation is provided on why the user should add their ID card.  

Figures 7-9 show that the key is placed inside the tab bar to make fast access 
possible and in the middle as it is seen as one of the most important features of the 
app. As mentioned before the key can be used immediately once it is opened, this 
way the interaction is similar to a normal key card. Figures 7-9 show the sequence 
of screens that the user will see when unlocking a door. Both system feedback and 
instructions on how to use the key are visible for the user. After opening the door, 
the users are notified when the door is locked again.  

In Figure 5 and Figure 7 there is a link in the right upper corner that explains more 
about the technology and how these features are made secure. This is done in 
order to give users that are worried about safety the opportunity to read about the 
measures that are taken by the hotel and to feel safer. As mentioned by Morosan et 
al. [7] this could potentially alleviate some of the worries that certain hotel guests 
have. 

   

Figures 4 - 6: Check-in process. 

 



20 

   

Figures 7 - 9: Digital key while unlocking the door.  

In the introduction, the term seamlessness was introduced as a term that defines 
the level of ease at which the guests can go from the check-in to arriving inside 
their room. Although this is an important part of the complete user journey, the 
design decisions explained above are focused on creating a seamful design instead. 
According to Höök et al. [25] seamful design is focused on making sure that the 
users can see all the data, processes, and transitions that are happening within the 
application to make sure that they understand what is happening and are able to 
take advantage of this. This is exactly what is done for the digital key in this design, 
showing at every step of the unlocking process what is happening, which makes 
this part of the design more seamful, while the complete user journey is more 
seamless compared to the traditional check-in process that includes the physical 
check-in at the counter.  

Design decisions 
The main design decisions that were made for the other screens are described here. 
The decisions were made based on the interviews and the review analysis. 

Some interviewees mentioned that an overview of the access history can be useful. 
In the design under the tab "Services" I decided to add a screen called "Security 
settings". These two screens can be seen in Figures 10 and 11. In this screen the 
user can decide to receive notifications when someone enters in their room when 
they are not in the room themselves. The user can also decide to only receive these 
notifications when housekeeping staff enters or to not receive any notifications. By 
default, these notifications are turned off. Furthermore, the user can decide to hide 
the room number in the app. This was done for users who are afraid to lose their 
phone and that someone will use it to get into their room. By default, the room 
number is shown as it is needed during the first days to find the room.  
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Figures 10 & 11: Services tab and the “Security settings”. 

During the interviews different existing hotel services came up that can be 
incorporated into the application. One of these services was the "Do not disturb" 
hanger on the door. Therefore, I decided to add a "Do not disturb" button in the 
"Services" tab. Another service that was mentioned is the housekeeping. Seven 
interviewees mentioned that it would be useful to be able to plan or see when their 
room will be cleaned. I decided to add a notification on the home screen that 
shows when the cleaning will take place that day. This notification can be clicked 
to alter the time or add any requests. The notification can be seen in Figure 14. 
Under the tab "Services" the guests can also request a room cleaning at any time. 
Under this tab the users can also find a button to chat with the concierge and a 
button to request anything that they might need, such as a charger, a toothbrush, 
etc. Finally, room service can also be found in this tab.  

Three interviewees mentioned that using a physical key would be faster for them 
as it would take them more time to find the application on their phone, also two of 
the reviews mentioned that finding the key could take some time. In order to 
improve this, I designed a feature that would send a notification when the user is 
getting close to the hotel after being away for the day. Once pressed, this 
notification will bring the user immediately to the "key" screen after unlocking the 
phone. What it means to be close to the hotel has to be defined in several design 
iterations with users. Furthermore, deciding how the app realizes that the user 
was "away for the day" also has to be formed over time. Besides this option, there 
are different ways to add shortcuts in both iOS and Android that can be used. One 
way to navigate faster through the application is by adding the most important 
information on the home screen. In Figures 12-14 the home screen can be seen, 
this screen adapts itself to the user journey. Figure 12 is before booking a room, 
Figure 13 is before check-in and Figure 14 is after check-in.   
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Figures 12 - 14: Three home screens that differ depending on the user journey. 

Many interviewees mentioned that battery failure could present an issue. While 
this is hard to resolve completely, a notification can be sent when the battery of the 
phone is almost empty with instructions on what to do when the phone is off. 
These instructions depend on the measurements the hotel wants to take. During 
the day the it can be that the instructions say to go to the counter to get a physical 
key, or if it is busy and there is a queue, there can be a space where users can 
charge their phone. During the night when there might be no hotel staff, the 
notification can contain a code that can be used once to enter the hotel and then 
the users would have the possibility to charge their phone in the lobby to be able 
to enter in their room. These notifications will also have to be defined in several 
design iterations with users.  

From the reviews it was clear that there was a need to be able to manually add a 
booking. I decided to have a button called "Add booking" on the home screen. This 
button can be seen in Figure 12. Furthermore, users wanted to be able to share the 
key, however this was not possible with the current technology. In order to do this, 
I decided to add a QR code that can be scanned at an SKK or the reception to 
receive a physical key. Once the QR code is shared it can only be used once, 
however, different QR codes can be send to different users. The QR code can be 
seen in Figure 17. For business travellers it was important to be able to add a 
payment method and get a receipt. Adding the payment method is part of the 
check-in process, but can also be added later in the "Me" tab. Receipts from 
previous and current stays can also be found under the "Me" tab. The “Me” tab can 
be seen in Figure 16. Finally, the “Discover” tab can be seen in Figure 15.  
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Figures 15-17: From left to right - “Discover” tab, “Me” tab, and QR code. 
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5. Discussion 
It is important to keep in mind that the main stakeholder for this project is the 
client of The Mobile Life who has interests that go beyond usability. However, I 
focused on designing the application for the hotel guests as user satisfaction goes 
hand in hand with the hotel's financial interest. 

The literature review showed that the current research is mainly focused on the 
different features that hotel apps need, with Chen et al. [11] mentioning that "At 
Hotel Functions" are the most important features of a hotel app. The results 
presented in this thesis also seem to suggest that both the online check-in and the 
digital key are very important for the hotel guests. In the reviews some of them 
mentioned that it was their main reason to download the application. One of the 
reasons for this could be that people are using online travel agencies (OTA) to 
book a hotel. Consequently, these guests will mainly download the app to check-in 
online and use the digital key. According to J.D. Power [26], hotel guests that book 
through an OTA instead of directly with the hotel tend to be less satisfied with 
their stay and are more likely to experience any problems. Consequently, hotels 
want users to book through the hotel app. In order to convince guests that booked 
their room through an OTA to instead use the hotel app next time, the hotel has to 
make sure that the features that these guests use are designed with their needs in 
mind as well. This means that if for some reason the booking does not 
automatically show, the users should be able to add it manually.  

According to J.D. Power [26], hotels that incorporate mobile apps into a hotel stay 
are associated with higher guest satisfaction. Both Gibbs et al. [8] and Neuhofer et 
al. [9] also argued that technology should be incorporated in every phase of the 
user journey to be able to increase personalisation and thereby user satisfaction. 
Even though these articles mention that guest’s satisfaction is getting higher when 
hotels implement more technology, this does not mean that this is good for every 
guest. While some of the reviews mentioned that "The less interaction with 
humans the better", from the interviews, however, it became clear that for some 
users the interaction with hotel staff is an important part of the whole experience. 
According to J.D. Power [27], check-in experiences that on average get a high guest 
satisfaction score are efficient, accurate, and offer a warm welcome. This shows 
that a combination of technology and interaction with the staff is important for 
many guests. Therefore, it can be argued that it is important for hotels to have 
multiple options as guests can differ.  

 
5.1 Design 
The digital key design presented in this thesis is made to be used every day by the 
guests. This makes it a prominent feature of the app, but at the same time I would 
argue that this feature should be designed in such a way that it becomes part of the 
experience and does not unwillingly draw the attention of the guests. This is why I 
chose to create a fast access to the key and a simple interaction. Both during the 
interviews and in some of the reviews people mentioned that using the digital key 
feels "luxurious". While this might be true at the moment this feeling will likely 
tend to fade away over time and become a "new normal". It is interesting to see 
that according to J.D. Power [28], hotels that implement a mobile app get on 
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average a 58-point higher score (on a scale of 1000) in 2018, compared to a 65-
point increase in 2017. This would suggest that technologies used by hotels such 
as mobile apps are slowly becoming a "new normal". Consequently, hotels that do 
not have a mobile app will not be able to meet the expectations that guests will 
have. Similarly, while online check-in and the digital key are still rather new, I 
would argue that the hotels should move in this direction before these features 
become a "new normal".  

Perceived safety 
One of the main goals of this research was to find out how to design a digital key 
that provides the user with a safe feeling. At first, I thought that many users would 
have questions about the safety of this new feature and would therefore require 
extra security measures. However, the results showed that the issues related to 
safety are in this case more based on trust. When there is trust in the hotel, there is 
trust in the application. This is in line with the findings from Morosan et al. [14], 
they found that the consumers’ trust in the hotel positively influences their trust in 
the application of the hotel. The reviews showed that users mainly want to see a 
key that is easy to use and fast. Still, there is a group of users that is a bit more 
worried about the safety of new technologies like the digital key. In order for 
hotels to support this group it is important to have a clear security policy and to 
communicate this in an easy and accessible way as mentioned by Morosan et al. 
[14]. Therefore, I decided to add some links in the application, as can be seen in the 
right upper corner of Figures 5 and 7. These links will bring the users to a page 
that explains in more detail why this feature is useful and what the security policy 
is of the hotel. Furthermore, the "security settings" were created to allow the hotel 
guests to decide for themselves what they want to be able to see and receive. This 
can give the users a feeling of control and potentially more peace of mind.  

 
5.2 Limitations 
Due to Covid-19 the majority of the research was done online. The design process 
could have been improved by performing brainstorming sessions and discussions 
in person. Furthermore, if I would have done this research again during different 
circumstances, I would use a method called bodystorming. This method would 
allow me to explore how it is to physically be at the hotel and I would be able to 
enact the unlocking of the door. Furthermore, a demo day with the lock company 
SALTO Systems was cancelled. I would have used this demo day to be able to 
explore the interaction with the lock.  

 
5.3 Future work 
The design created in this thesis has opened up new directions to be explored. One 
interesting idea that was mentioned by five users in the reviews is to design the 
digital key for a smart watch. Both smart watches and other wearables are an 
interesting direction to investigate further. Another interesting direction would be 
to use the "Security settings" created in this thesis and to see how hotel guests will 
choose to set them. It would be interesting to see if changing the default settings 
will influence the behaviour of the users. One current issue with the "Security 
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settings" is that it might suggest that people can enter in the room and this is of 
course not something a hotel wants to suggest. 

It would be interesting to see how the design created in this thesis would be used 
in a real-life setting. In order to investigate this, the design needs to be 
implemented and tested with real locks. Furthermore, the physical interaction 
with the application while opening the door is interesting to explore further. As 
mentioned before, the goal of this design was to make the interaction as similar as 
possible to using the more traditional key card in order to make it easy to learn. 
The introduction of new technologies, such as 5G together with improved face 
recognition software could potentially disrupt this market. This can be done by 
allowing cameras to register guests when they are inside the hotel, once they are 
close to their room the door can be opened automatically. The EU has ongoing 
discussions on the General Data Protection Regulation (GDPR) and how this will be 
applied to AI data processing [29]. Following these discussions, I do not think that 
this will happen within the next 5 years. 

Finally, another aspect that should be taken into account is the feedback presented 
to the user. At the moment this is done only by visual feedback but sounds and 
haptic feedback are other options that can be explored as well. These two 
modalities can be used either in the phone or in the door itself, LED-lights can be 
used to show if the door is locked or not. Besides the existing screens, future 
research can investigate the influence of different error screens to make sure that 
they provide the user with the correct feedback to solve the issue at hand.  



 27 

6. Conclusion 
This paper aimed to create a digital key and online check-in process that are both 
easy to use while also being perceived as safe. The findings showed that people are 
not very worried about safety as there is a lot of trust in the hotels. Instead, most 
users want to have a digital key that is easy to use and something they can rely on. 
The thematic analysis showed different aspects that need to be taken into account 
when designing a feature for a hotel application. From the reviews it became clear 
that the online check-in process needs a way to identify the user to make sure that 
the counter can be skipped. Furthermore, users mentioned that the digital key 
needs to be fast and provide clear feedback. While hotels should do their best to 
address these needs, they should not forget the human interaction that many 
guests enjoy in hotels. It is therefore important that hotels keep in mind that 
guests can differ and that there should be different options available. The 
interviews showed that new technologies can become a "New normal" rather 
quickly. With mobile apps slowly already becoming the standard instead of an 
added luxury in hotels, I would argue that hotels start to implement both the 
online check-in and digital key. The design presented in this research can be used 
as a starting point for hotels when developing these features. 

  



 28 

References 
[1] G. Pingitore, W. Huang, and S. Greif, “Lost in Translation: Cross-Country 
Differences in Hotel Guest Satisfaction,” p. 18, Jan. 2013. 

[2] M.-M. Chen, S. Knecht, and H. C. Murphy, “An Investigation of Features and 
Functions of Smartphone Applications for Hotel Chains,” p. 5, 2015. 

[3] P. MCD, “Building loyalty at hotels through digital customer experience,” p. 
14, 2014. 

[4] J.D. Power, “The 2016 North America Hotel Guest Satisfaction Index Study.” 
Jul. 13, 2016. 

[5] W. Dan, Z. Xiang, R. Law, and T. Ki, “Assessing Hotel-Related Smartphone 
Apps Using Online Reviews,” J. Hosp. Mark. Manag., p. 150403105425009, Apr. 
2015, doi: 10.1080/19368623.2015.1012282. 

[6] W. M. Lim, P.-L. Teh, P. K. Ahmed, S.-N. Cheong, H.-C. Ling, and W.-J. Yap, 
“Going keyless for a seamless experience: Insights from a unified hotel access 
control system,” Int. J. Hosp. Manag., vol. 75, pp. 105–115, Sep. 2018, doi: 
10.1016/j.ijhm.2018.03.014. 

[7] C. Morosan and A. DeFranco, “It’s about time: Revisiting UTAUT2 to 
examine consumers’ intentions to use NFC mobile payments in hotels,” Int. J. Hosp. 
Manag., vol. 53, pp. 17–29, Feb. 2016, doi: 10.1016/j.ijhm.2015.11.003. 

[8] C. Gibbs, U. Gretzel, and J. Saltzman, “An experience-based taxonomy of 
branded hotel mobile application features,” Inf. Technol. Tour., vol. 16, no. 2, pp. 
175–199, Jun. 2016, doi: 10.1007/s40558-016-0052-5. 

[9] B. Neuhofer, D. Buhalis, and A. Ladkin, “A Typology of Technology-Enhanced 
Tourism Experiences: Technology-Enhanced Tourism Experiences,” Int. J. Tour. 
Res., vol. 16, no. 4, pp. 340–350, Jul. 2014, doi: 10.1002/jtr.1958. 

[10] A. Adukaite, A. M. Reimann, E. Marchiori, and L. Cantoni, “Hotel Mobile Apps. 
The Case of 4- and 5-Star Hotels in European German-Speaking Countries,” in 
Information and Communication Technologies in Tourism 2014, Cham, 2013, pp. 
45–57, doi: 10.1007/978-3-319-03973-2_4. 

[11] M.-M. Chen, H. C. Murphy, and S. Knecht, “An Importance Performance 
Analysis of smartphone applications for hotel chains,” J. Hosp. Tour. Manag., vol. 29, 
pp. 69–79, Dec. 2016, doi: 10.1016/j.jhtm.2016.05.001. 

[12] S.-N. Cheong, H.-C. Ling, P.-L. Teh, P. K. Ahmed, and W.-J. Yap, “Encrypted 
quick response scheme for hotel check-in and access control system,” Int. J. Eng. 
Bus. Manag., vol. 9, p. 1847979017720039, Jan. 2017, doi: 
10.1177/1847979017720039. 

[13] L. Palen and P. Dourish, “Unpacking ‘privacy’ for a networked world,” in 
Proceedings of the SIGCHI Conference on Human Factors in Computing Systems, Ft. 
Lauderdale, Florida, USA, Apr. 2003, pp. 129–136, doi: 10.1145/642611.642635. 



 29 

[14] C. Morosan and A. DeFranco, “Disclosing personal information via hotel 
apps: A privacy calculus perspective,” Int. J. Hosp. Manag., vol. 47, pp. 120–130, 
May 2015, doi: 10.1016/j.ijhm.2015.03.008. 

[15] J. Zimmerman, J. Forlizzi, and S. Evenson, “Research through design as a 
method for interaction design research in HCI,” in Proceedings of the SIGCHI 
Conference on Human Factors in Computing Systems, San Jose, California, USA, Apr. 
2007, pp. 493–502, doi: 10.1145/1240624.1240704. 

[16] N. Mack, Family Health International, United States, and Agency for 
International Development, Qualitative research methods: a data collector’s field 
guide. 2005. 

[17] M. Naderifar, H. Goli, and F. Ghaljaie, “Snowball Sampling: A Purposeful 
Method of Sampling in Qualitative Research,” 2017, doi: 10.5812/sdme.67670. 

[18] V. Braun and V. Clarke, “Using thematic analysis in psychology,” Qual. Res. 
Psychol., vol. 3, no. 2, pp. 77–101, Jan. 2006, doi: 10.1191/1478088706qp063oa. 

[19] R. Vasa, L. Hoon, K. Mouzakis, and A. Noguchi, “A preliminary analysis of 
mobile app user reviews,” in Proceedings of the 24th Australian Computer-Human 
Interaction Conference on - OzCHI ’12, Melbourne, Australia, 2012, pp. 241–244, 
doi: 10.1145/2414536.2414577. 

[20] I. E. Vermeulen and D. Seegers, “Tried and tested: The impact of online hotel 
reviews on consumer consideration,” Tour. Manag., vol. 30, no. 1, pp. 123–127, Feb. 
2009, doi: 10.1016/j.tourman.2008.04.008. 

[21] Q. Ye, R. Law, and B. Gu, “The impact of online user reviews on hotel room 
sales,” Int. J. Hosp. Manag., vol. 28, no. 1, pp. 180–182, Mar. 2009, doi: 
10.1016/j.ijhm.2008.06.011. 

[22] E. M. Rogers, Diffusion of Innovations, 4th Edition. Simon and Schuster, 2010. 

[23] D. Norman and B. Tognazzini, “How Apple Is Giving Design A Bad Name,” 
Fast Company, Nov. 10, 2015. https://www.fastcompany.com/3053406/how-
apple-is-giving-design-a-bad-name (accessed Jun. 23, 2020). 

[24] SALTO Systems, “SALTO JustIN Mobile SDK Documentation.” Feb. 21, 2019. 

[25] K. Höök and J. Löwgren, “Strong concepts: Intermediate-level knowledge in 
interaction design research,” ACM Trans. Comput.-Hum. Interact., vol. 19, no. 3, p. 
23:1–23:18, Oct. 2012, doi: 10.1145/2362364.2362371. 

[26] J.D. Power, “The 2017 North America Hotel Guest Satisfaction Index Study.” 
Jul. 12, 2017. 

[27] J.D. Power, “The 2019 North America Hotel Guest Satisfaction Index Study.” 
Jul. 24, 2019. 

[28] J.D. Power, “The 2018 North America Hotel Guest Satisfaction Index Study.” 
Jul. 24, 2018. 



 30 

[29] W. Wiewiórowski, “AI and Facial Recognition: Challenges and 
Opportunities,” European Data Protection Supervisor - European Data Protection 
Supervisor, Feb. 21, 2020. https://edps.europa.eu/press-publications/press-
news/blog/ai-and-facial-recognition-challenges-and-opportunities_en (accessed 
Jun. 23, 2020). 

  



 31 

Annex 
 

A – User interviews 
 

Participant 1:  

Have you ever used a digital key before? 

In a hotel? No, I did not 

Do you use your phone for payments in stores?  

Yes 

Could you tell me about your most recent experience and/or the most memorable 
one?  

Also, pretty easy, but in the case of my phone I happen to carry a lot of cards, 
which means sometimes that I have to take them out in order to pay. So, big 
cases can sometimes be a problem. I would really like if systems like these 
would be more widely available actually. 

Did you feel safe while using this system?  

Yes 

What was the reason that you felt this way? 

My phone has to be unlocked in order to use Google pay and this is enough 
for me. 

What do you think of the design of the system?  

Not too much user interaction, just feedback if the payment succeeded or not.  

Have you always trusted this way of paying?  

Yes, as soon as I found out I wanted to use it, the only problem now is that 
you can’t use it everywhere yet, so I still have to carry my card with me.  

Have you ever used electric scooters or car sharing?  

Yes 

Could you tell me about this experience?  

This is experience is actually pretty seamless, I think it is very convenient. 

Did you find the system convenient to use or was it tricky?  

Very convenient 
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Did you feel safe while using the system/key?  

I never questioned the safety as I never used it for my room only for car 
sharing. 

What do you think of the design of the system?  

Very easy to use, I have used Bird, Lime. For cars I used care2go and 
ShareNow I think it is called and Volkswagen sharing, and it always works 
the same more or less.   

How would you imagine the check-in / receiving of the key would work? 

 I could skip the counter would be nice. I imagine it would work without 
interaction and just being able to scan your phone and enter.  

How would you imagine the using and sharing of the key would work? 

I would like to have control over it, it would be nice to be able to decide who 
gets a key and to also have them added to the door history. Access history of 
when who entered can be interesting to see.  

 

Participant 2:  

Have you ever used a digital key before? 

No, never 

Do you use your phone for payments in stores?  

Yes 

Could you tell me about your most recent experience and/or the most memorable 
one?  

I think the first time felt a bit like magic. Just using your phone like that, it 
gives a good feeling. My previous phone had some problems sometimes, I had 
to take it out of the case sometimes but with my new phone it works perfect. I 
think it is a very good system, I do not even have to unlock my phone. Works 
very easy.  

Did you find the system convenient to use or was it tricky?  

Very convenient. 

How does it compare to other ways of paying that you were used to?  

A credit card takes effort to take it out of the wallet and to put it back, I have 
easier access to my phone then to my wallet.  

What are your reasons to use this feature?  

The extra convenience, you don’t have to carry anything extra.  
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Can you describe how you feel when using your phone to pay?  

Very good. 

Did you feel safe while using this system?  

Yeah, I feel safe, I trust Google for security.  

What do you think of the design of the system?  

The design is very well made, I can choose the card that I want to use. When I 
pay, I only pay with one card and it is very convenient and fast. Very clean 
design.   

Have you always trusted this way of paying?  

Yes, as soon as I found out I wanted to use it, the only problem now is that 
you can’t use it everywhere yet, so I still have to carry my card with me.  

Have you always preferred this way of paying?  

As soon as it was available, I wanted to use it.  

Have you ever used electric scooters or car sharing?  

Yes 

Could you tell me about this experience?  

The first time I unlocked a scooter with my phone that was such a good 
feeling, to have just access to that you have a sort of freedom. You can just 
use this scooter in front of you, it is like it was delivered to you.   

Did you find the system convenient to use or was it tricky?  

Very convenient 

Did you worry about the security while using the system/key?  

No, I trust them. For example, putting my credit card it is similar to other 
apps I use, and I don’t really worry about privacy. 

What do you think of the design of the system?  

I think usually the unlocking part is well done. But the map is not really well 
made. But for the unlocking part I think that is great. I think Mobike is very 
well made, if the QR code doesn’t work to unlock you can also write the 
number of the bike. The is a plan B if it doesn’t work.   

How would you imagine this to work with a hotel application for check-in and to 
use the key?  

I would lose less easily a phone then a key. We have so many cards these days 
I don’t have space for it in my wallet. You get it on your phone before and the 
job of the hotel is then just to tell you welcome. 
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How would you imagine the using and sharing of the key would work? 

I would imagine that security is important to feel people feel safe, maybe 
having access to a history of when the door was open or something like that. 
To see which devices are connected maybe to the door. To see when the 
cleaning lady has been maybe.  

Can you imagine how you can control the sharing of the key?  

It will be faster to share the key maybe; you can easily send it to a friend. I 
would like to be the one who says how many keys there are, maybe multiple 
masters can be okay like in a WhatsApp group where you have multiple 
admin. As long as all the admin have the same power it is okay.  

 

Participant 3:  

Have you ever used a digital key before? 

No, no never. Oh, wait now I remember something like I had a barcode once 
on my phone. It was to enter, yes, I think it happened in Madrid. In a hostel in 
Madrid. Now I remember, I had a barcode and in order to get access to my 
room I had to scan the barcode every time.  

How did you feel about this experience? 

Uhm I think that I was a bit annoyed because I had to always take my phone 
out and then to search the picture, the screenshot that I had taken from the 
email that they send me. Always I had to search in my phone to find the 
specific photo and then scan it. So, it was for me a bit more difficult than just 
having a card that I could directly use it. Because I had now one more step to 
search my phone. So, I remember that every time we were with my friends 
outside the room, we were asking do you have the barcode, because 
everyone was lazy to get the phone out and search the picture.  

Did you feel safe using this key? 

Uhm yes, I think I was feeling safer than having a card, because a card is 
easier to be lost. If you don’t pay attention you can always forget it, but your 
phone you never forget it, or at least it is more difficult to forget it or lose it. 
You take more care of it. It also possible to pay a fine for losing the card or 
key, so yes, it is safer, even if it is more annoying. I am just not used to it.  

How did you receive this key? 

By email, when I checked in, I received an email, you just checked in, 
welcome, this is your key. It took me a few seconds to understand what was 
going on. Because it was the first time for me a hostel was working like this. 
So, I thought what is this, but then I understood it was a key when I saw the 
door with the scanner.  
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Do you use your phone for mobile payments in stores? 

No, because I don’t have NFC on my phone. But otherwise I would use it. I 
searched if I can do it, but I cannot. Otherwise I think it would be more useful 
then taking the card out, it would be more convenient. Your phone is always 
in your hand. 

Have you ever used your phone for eclectic scooters, car sharing or bicycle 
sharing? 

Yes, for scooters and bikes many times. 

What do you think of this experience? 

I think that it’s very okay, because its convenient. Before this there was no 
alternative way to do this, so this is the first time these shared things are 
available, and you have to use your phone. So, you didn’t have to get used to 
something new. I didn’t have any problem, never. It was very comfortable.  

What did you think of the design? 

The lime application I usually use I think is quite clear, you have the map, 
you have the location of the scooters, you go there and there is a big button 
on the bottom that says: ‘scan to drive’. Then you push the button, and 
everything done is clear and straightforward.  

How would you imagine the new check-in process to work? 

I would imagine myself to be able to skip the reception desk. Check-in 
beforehand and be able to go directly to your room. 

What do you expect of the application? 

The app should work like other apps with maybe a passcode or if possible, 
your fingerprint, that would be enough in terms of security.  

What do you think about the sharing of the keys? 

I think it would be useful to have more than one key. Because if you are with 
your family you are not always together. If possible, even as many as you 
need. It would be nice if the user has control over this.  

 

Participant 4:  

Have you ever used a digital key before? 

No, I have never. 

Have you ever used any electric scooters or car sharing? 

Yes, I have used Lime in Madrid. 
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Can you tell me about this experience? 

The first time I used it I had to create an account and that was a bit shit 
because I wanted to use it as soon as possible. I had to sign up and put the 
credit card, maybe it would have been faster to just go walking that time. I 
wanted to go fast that time. Once I set up everything it was kind of okay, the 
map locations were not that good. I spend a lot of time to look for the 
scooters. Once you have used it you have to take a picture of the scooter 
where you parked it, and this felt a bit stupid and unnecessary.  

Did you find the system convenient to use? 

Yeah it was simple, just open the camera and scan the QR code. Then you 
heard a click and it was unlocked.  

What do you think of the design of these applications? 

I think they are okay for the main thing. But for instance, when you have a 
scooter that is bad and you have to tell them something it is broken, this part 
is not designed well to give the feedback. The unlocking part is done well.  

Do you use your phone for payments in stores? 

Yes, all the time. I also used it for public transport. 

Can you tell me about this experience? 

Most of the time it is okay. I like it because I always have my phone, it is 
easier to get my phone out, I also feel like it is more secure as you are using 
NFC and your face to unlock it. It is also nice that you have all the cards in one 
place, you don’t have to open the bank app for one specific card. It is all in the 
same place. Only when it doesn’t work you feel a bit stupid, but this was 
more at the beginning. When it came out and not many people had it, it was 
annoying if it didn’t work, people would think you were trying to be cool with 
this feature. But now I think people got used to it.  

Do you feel secure using this way of paying? 

Yes, I feel it is more secure because if you lose your phone it is still locked 
with your code, but if you lose your credit card, they can pay up to 20 euros.  

What do you think of the design? 

It is very straightforward. It is very nice since it is within the operating 
system, so you can call it by just clicking one button and you don’t need to 
install any app.  

Have you always trusted this way of paying? 

Yes, I completely trusted it. Mostly because it came out one year before we 
could use it here in Spain. I already read a lot about it before of people using 
it in the USA.  
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How would you imagine receiving the key? 

I think the best way would be to receive an email. It would be the best if you 
do not have to create an account for it. It would be great if you can add it to 
the wallet on your phone. If that cannot be done and it has to go through the 
app, it would still be nice if you can use the app without having to create an 
account. Maybe you can receive a link or a code in the email like when you 
check in for a flight, you do not have to log in, you only have to put the code 
and the last name and then you get the info. Having to do all the steps of 
creating an account is a bit much, especially if you do it when you arrive at 
the hotel. The easier and more straightforward the better.  

How would you imagine sharing the key? 

I think it would be good if you are in complete control about the keys, maybe 
you can share them through messenger or WhatsApp. Have information 
about when the door has been opened or get alerts if the door is open. The 
more information the better, I think. 

 

Participant 5:  

Have you ever used a digital key before? 

Not to open the door, but instructions for an Airbnb to open the door yes.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

Yes, for car sharing. 

Can you tell me about this experience? 

The app is called Spark, you register with your driver’s license, you find a car 
and you can book it for a certain number of minutes. You can then unlock it 
with your phone, it sends a signal to the car. It’s quite smooth I would say.  

Do you find the system convenient to use? 

For me it was really okay, but I can see how older people might be confused a 
bit. 

Did you feel safe while using this system? 

Yes, I mean when you think about it there is always something that could go 
wrong, but with a regular key as well.  

What do you think about the design of these applications? 

I used 2 years ago so I don’t really remember, I didn’t have issues, I think.  

Do you use your phone for payments in stores? 

Yes 
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Can you tell me about this experience? 

It hasn’t gone wrong; Google pay lets u use it very easily as a normal card. 
Pretty smooth I would say, but when you don’t have internet it sucks.  

What are your reasons for using this feature? 

I carry along my wallet, but some people don’t, so I can see the point in that. 
For me it doesn’t really make a difference, but maybe someday all my cards 
will be on my phone and then I won’t have to carry my wallet anymore. Now, 
I do it mostly because I can, not that I have to or need to. My wallet is in one 
pocket and my phone in the other, so in terms of convenience there is not 
really a difference for me.  

Did you always trust this way of paying? 

In the beginning when I first had my card to pay wireless it was not really a 
thing, then later you could just pay just touching your card which was really 
convenient, and I immediately started using it and the same with my phone. I 
never had trust issues with that. I also don’t have this lead protective case 
around my card so that people cannot scan it when walking by, I think this 
won’t happen easily and it would only be 25 euros maximum then.  

How would you imagine receiving the key? 

Well I would imagine that I would go to booking.com and I would book 
something, then based on time and my location, when it knows I am there 
then it just allows me to open the door. I can see it as a very seamless 
experience. I expect to get some instructions on how to use this key and how 
to enter the room. I would prefer to be able to use my account and to 
automatically receive the key here. I do not like copying some codes from my 
email to receive it. I prefer just logging in with Google or Facebook it goes 
faster. But, giving people more options is always nice. 

How do you imagine the sharing of the key would work? 

I would be really nice if you could control the keys, like the key for my kids, 
maybe putting a time limit on it, so that they can only enter the room until 
20:00. But this would really depend on who is using it, maybe some people 
like it simple and would just like to get one key. But if you have a master key, 
it would be nice if you can lease it to someone that wants to go home earlier. 
To give this person rights to use it once or for an hour for example.  

Participant 6 

Have you ever used a digital key before? 

No, codes from a booking yes, but something else not. 

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

Yes, for car sharing. 
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Can you tell me about this experience? 

I had two experiences, one in Bulgaria (Spark) and one in Sweden (Aimo). 
For the first one it was very straightforward and easy to open the door. In 
Sweden they actually not activate my account, this took a long time to make 
this work, but afterwards it was very easy and smooth. No problems with the 
actual opening of the door. Just the process before was very annoying. 

Do you find the system convenient to use? 

Yes, it is very convenient, you don’t have to think about other set of keys or 
other cards or any other device and you have your phone with you anyway.  

Did you feel safe while using this system? 

Yes, no worries.  

What did you think of the design of the applications? 

I think it was very clear, I don’t remember any struggle, the apps are quite 
simple. You don’t need a lot to open a car, from a design point of view. The 
location before to find the car was not really good, but it was understandable.  

Do you use your phone for payments in stores? 

Yes, all the time. 

Could you tell me about this experience? 

Sometimes I am moving the phone too fast and then it doesn’t process. So, I 
started doing it in a weird way to make sure it works, I put it very straight so 
that I know it will be detected. For me it is very annoying, when it is not 
processed, especially when there is a person on the counter and there is a 
queue and you want to go fast and then if it doesn’t work it is a bit annoying 
and it stressed me out a little bit. Also, on some devices, like in the burger 
place Max, it should have contactless payments, but it never works there 
with my phone, but with my card it works fine. I do not know why this was 
the case, maybe the device is different there or it was my phone, but not sure.  

What are your reasons for using this feature? 

I prefer using the phone because I have my shopping list on my phone, so I 
have my phone anyway in my hand and then I don’t have to search my bag for 
cards. For woman, we have bags and inside of that a big wallet that has a lot 
of cards and a lot of things and its super inconvenient to go through it to find 
your payment card, your id, etc. It is much easier if you have it all in the 
phone. Also, when you are shopping, you put the groceries in your bag, and 
then you think oh wait I have to get my card and it can be a bit annoying.  

Do you feel safe while using this system? 

Yes, I never felt worried about it.  
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Did you always trust this was of paying? 

Actually, I started using it after I saw other people using it. Even though I 
kind of always had this feature, it was not available in Bulgaria in the 
Netherlands last year I could, but no one used it there, but when I saw them 
using it here in Stockholm, I thought of using it as well.  

How would you imagine the check-in process would work? 

I imagine it would work like at the airport. Just receiving something like a 
PDF with a QR code that you can then scan somewhere. But this would 
require having this additional device to scan the code, which would not be 
the best. Maybe if they have already had the card system installed it would be 
useful if you can do it the same with your phone. I think most people that 
travel are used to the process of flying so something that would be similar to 
this would be good I think. So, either receiving an email or getting it through 
the booking app you are using. 

How would you imagine the sharing of the key would work? 

We always have the problem that we only have 2 keys when we are with 5 
people and then we have to arrange it in some way, so it would be nice if 
everybody could have their own key. It would be nice if you can request it 
beforehand to receive 5 keys.  

 

Participant 7:  

Have you ever used a digital key before? 

Yes, when I go to the airport.  

Can you tell me about this experience? 

That is something you need to learn a bit. Sometimes when I turn my phone 
the picture or the code also turns, so you have to make sure that doesn’t 
happen. They should put the scanner higher and vertical instead of lower 
and horizontal, now sometimes it turns.  

Do you find the system convenient to use? 

Yes, normally it is okay, but sometimes it turns and then it takes some time, 
especially when it is busy it is a bit annoying of course when people are 
waiting.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No, but now I do remember that I also use it in the supermarket sometimes 
to scan my air miles card.  
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What is the reason that you started to use this card on your phone? 

This is because my wife and I only have one of these cards, so she has it in her 
wallet and I use the one on my phone. That always works well, this way I 
always have it with me, and I don’t forget it.  

Do you use your phone for payments in stores? 

No 

What are the reasons that you don’t use this feature? 

The card is in my wallet, which I always have with me and I never thought of 
taking the effort to find out how that would work. It will happen maybe in the 
future. 

Do you think you will start to use this later or are you worried about the security? 

Yes, I think I will use this later maybe, I am not really worried about the 
security.   

How would you imagine the check-in process would work? 

I think you will receive the key through email, maybe through WhatsApp but 
I would feel more secure if it is by email.  

Would you download an application to be able to use this digital key? 

Yes, I sometimes have events where we go with my work and then you can 
also sometimes download an app where they tell you more about the event 
and show the latest changes for example. I do not mind downloading it and 
following maybe some instructions in an email.  

How would you imagine the sharing of the key would work? 

If it is possible to share the key with everyone it would be very nice.  

Would you like to see access history of the door? 

It would be interesting to know when the cleaning lady would come, but I am 
not interested in the access history or something like that.  

 

Participant 8: 

Have you ever used a digital key before? 

At the supermarket I get the ticket sometimes if I do a self-checkout and then 
I need to use it to open de gate but that is not on my phone. Ah but yes, I have 
used it when I go flying and when I take the train sometimes, then I get a QR 
code on my phone that I have to scan. 
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Can you tell me about this experience? 

I always also print it out to be sure, to make sure that if my battery dies, I can 
still use something. I am also constantly checking when it is almost my turn if 
I have it correctly on my screen, to make sure that I do not have to look for it 
last minute when people are waiting behind me. 

What is the reason for you then to use your phone? 

It is also more convenient, because you have everything together on your 
phone which you will lose less easily.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No, but I tried to do this one time with my husband in Paris, but it didn’t 
really work, we had to put our credit card and all sort of things, but we didn’t 
figure it out and then we just walked.  

Do you use your phone for payments in stores? 

Yes, I have used it once. 

Can you tell me about this experience? 

Yes, it was scary but exiting to try that time, also the cashier didn’t really 
know how it worked. I had to put my phone code and then it worked. I 
haven’t used it again because I felt a bit insecure while using it and I don’t 
want to have people waiting behind me. But I was thinking with the self-
checkout, which is not that busy to try it again sometime.  

What is the reason for you to continue to maybe try this feature? 

This is mainly because I do not always have my bank card with me. 
Sometimes I am walking in the centre and then I think I can buy something 
but then I remember I didn’t take my wallet and my phone I have always on 
me.  

Do you feel safe using this technology? 

Yes 

Was this always the case or did this change over time? 

Yes, when I could try it, I immediately downloaded it.  

How would you imagine the check-in process would work? 

I expect to receive an email from the hotel where I booked with a link which 
connects to something where you will have to login, I think in order to get a 
code to activate the digital key.  

Would you download an application to be able to use this digital key? 

Yes, I would have no problem to download that, but if I have to do this when I 
arrive at the hotel it depends on how busy it is. If there is no queue I will just 
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go to the counter. But if there is a long queue or if it is the middle of the night 
then it is maybe better, otherwise someone has to come specifically for us to 
open the door. Then it would be no problem to download the app and I would 
feel safe using it, but then there should be some kind of emergency number 
or something that we can reach for if it doesn’t work.  

How would you imagine the sharing of the key would work? 

It would be nice if I can get as many keys as I want to share this with 
everyone.  

Would you like to see access history of the door? 

No, this I trust now as well, I would not be interested in this. Maybe it is good 
that the hotel has this information, so that they can check if necessary, but I 
would not care to see it myself.  

 

Participant 9:  

Have you ever used a digital key before? 

Yes, a gate at the train station, when I fly and at a festival once, I have a lot of 
tickets nowadays on my phone, I like it because that way I don’t have to print 
them before. 

Can you tell me about this experience? 

I got a ticket to travel for free once with the train and this was a QR code that 
I could scan to open the gate, and this worked very well. For festivals and 
when I fly it works the same, I just scan the code that I have on my phone and 
it always works fine.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No, not myself, I joined a friend on one of these scooters once, but I never 
unlocked on myself.  

Do you use your phone for payments in stores? 

No, I don’t use this. I have used some apps that give you discounts and then 
you have to scan the barcode at the counter or gift cards that I had on my 
phone. But never really to pay. Having all these discounts and gift cards in 
one place on my phone is very convenient, this way I never forget them, and I 
don’t have to look for them in my bag, I use an app called Stocard for this. 
There you can have all of these cards together.  

What are the reasons for this? 

Because I am too lazy to do this now, I have one payment card which I can put 
in the case of my phone and this is enough for me. Maybe I want to try it later, 
but for now it is fine. I am not afraid it is less secure in any way. If I lose my 
phone now, they will also have my bank card as it is in the case, so then they 
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can still pay up to 25 euros with it in different stores. If I would get this 
feature on my phone, I will put a security code on my phone again, I don’t 
have this now.  

Has this feeling of security changed over time? 

No, when I heard about it the first time it sounded interesting, but I was just 
too lazy to try it. But nothing has changed over time for this. 

How would you imagine the check-in process would work? 

The same as checking in for a flight I think, maybe you can receive a text 
message or a notification that you can check-in now and that you can click on 
a link to put in your data, like ID number for example.  

Would you download an application to be able to use this digital key? 

I would have no problem to download the application to do this process, but 
if it would not be necessary it would be even better. I have a lot of 
applications on my phone that I just used once which is a bit annoying 
sometimes, but it wouldn’t stop me.  

How would you imagine the sharing of the key would work? 

To choose how many keys you can have would be nice, this depends of course 
if you are with friends or with children and how old they are.  

Would you like to see access history of the door? 

No, I would not be interested in this.  

 

Participant 10:  

Have you ever used a digital key before? 

Yes, I have used an app for a hostel to open the door for the room and the 
bathroom. 

Can you tell me about this experience? 

It was quite shit; the app was called Goki (tipi). The biggest problem was that 
most of the time on both my girlfriends and my phone the opening of the 
door just didn’t work. After a few seconds a message would pop up that said, 
“Didn’t work, put phone closer”, but also that didn’t work then. The login part 
was also very bad, it took a lot of time and you had to fill in multiple codes 
before it worked. I can imagine that having an account can be useful if you go 
to more of these hostels but not if you only go to one. Something like a 
personal code in combination with you last name to receive the keys would 
be much better then.  
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Did you feel safe using this system? 

Yes, that was not a problem, I would have preferred to have a key card but in 
terms of safety there was no problem.  

What did you think of the design of the application? 

The design was quite okay, there was an overview of the different keys you 
had, but this was not very clear always because you could scroll through 
them horizontally and they were squares, but the text of each key was cut 
after 12 letters or so, so you couldn’t see the difference between ‘Floor 1 
women bathroom’ and ‘Floor 1 woman toilet’. Maybe they could have used 
some icons for this to make it easier.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No, never. 

Do you use your phone to pay in stores? 

No, also not. 

Can you tell me the reason for this? 

I don’t really know; it is just that I don’t mind using my bank card, I think. I 
also like that I have an extra step with my card to put my code first and to 
have something physical. Especially when I pay for something that is 
expensive.  

Is your opinion on this changing over time? 

That has stayed the same, I have always been interested by it, but for now I 
will stay with my current opinion.  

How would you imagine the check-in process would work? 

I expect I would get an email or something, the best for me would be to get a 
notification from the app. Then you would need a different app for every 
hotel, which is also maybe not the best, but receiving this through the app 
with an account would be the most convenient way I think. But email would 
be fine as well.  

Would you download an application to be able to use this digital key? 

No, this would definitely be no problem, it would be better, I think.  

How would you imagine the sharing of the key would work? 

It would be good if I can say how many accounts I can link to the door and 
they would then also have to verify their devices in some way. Maybe 
through email or with a code that only I know. Yes, maybe just a code that I 
can share with my family that they have to put this in the app to get the key. 
This way I would have enough trust in the system. These keys should be 
secured with a fingerprint or a code then of course.  
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Would you like to see access history of the door? 

I would like to have a tab in the application to see how many times your door 
has been opened and if everyone has a key on their own phone you can see 
who entered when. I think this would be nice to see, not for control, but more 
to see when the cleaning has been inside. So, when I am in the city with my 
family and I get a notification that the door is now opened by the cleaning 
that would be good to know.  

 

Participant 11:  

Have you ever used a digital key before? 

Yes, for a train ticket. I have also used it for festivals. 

Can you tell me about this experience? 

That works fine actually, you have to make sure the screen brightness is high 
so that the QR code is easy to scan. One time I went to a concert with my mom 
and she printed the QR codes, but apparently these codes were refreshed 
every 3 minutes or something in order to prevent people selling their tickets 
to multiple people. It was not clear for my mom on the website that this code 
was changing all the time and that you should not print it.  

Besides this experience it always works fine, I am only afraid sometimes that 
my battery will be empty.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

Yes, I have used a bicycle from Donkey Republic in Copenhagen. 

Can you tell me about this experience? 

That was a disaster, we went for drinks and to a club in Copenhagen and 
when we came back my phone’s battery was empty and I was lucky because 
the bicycle was not locked for some reason, but I couldn’t lock it anymore. 
That was very strange, you would think you can always lock the bicycle even 
if it is not connected to your phone.  

What did you think of the design of the application? 

It worked fine and it was clear how you needed to scan the QR code.  

Do you use your phone for payments in stores? 

No. 

What is the reason for that? 

Because I like to play around with the software of my phone, and I am too 
lazy to setup this feature every time. I think it can be convenient, but at the 
moment it’s not worth the effort. I always have my wallet with me and with 
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my card I can also pay contactless, so that is fine for me. I think it will take 
me more effort than I will benefit from it.  

Would you trust this way of paying? 

Yes, that I would. 

Did that change over a period of time? 

No, I am someone who is an early adopter and I would have trusted this. I 
think it is even safer compared to paying wirelessly with your card, on your 
phone there is an extra step of security.  

How would you imagine the check-in process would work? 

I expect it the same as the self-check-in counters at the airport with all the 
steps, like put the sticker on your suitcase, put it on the scale now, etc.  

How would you imagine the sharing of the key would work? 

I would imagine that you give all the people registered for the stay a key, it 
can be something like Airbnb where you can add people to your trip. This 
would maybe only work with people that also already have an account, so for 
big platforms that can be okay, but for smaller hotels most people probably 
won’t have an account yet.  

Would you like to see access history of the door? 

It would be interesting to see when the cleaning will come, but besides that I 
don’t have to see a history or something.  

 

Participant 12:  

Have you ever used a digital key before? 

No, not really a key. I do use my phone for extra authentication when I login, 
this can be seen as a key maybe. With LastPass for example, or with Google 
authentication. For flights I also use the QR code on my phone, but I also 
always print the ticket, just to be sure. Maybe my phone won’t work, or the 
app would crash. Also, for the train or for the cinema I have put the ticket in 
the Apple wallet. 

Can you tell me about this experience? 

That always works, actually its stupid that I still print it out to be sure. I use 
my phone for these things actually more and more now that I think about it, 
it works very well.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No, never.  
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Do you use your phone for payments in stores? 

Yes, since one and a half month I am using that. 

Can you tell me about this experience? 

A while ago I had it once that it didn’t work, but I think it was the machine 
itself. After they turned it off and on again it worked again. Normally it 
always works very well. I think it is very convenient, I always use it now, I 
never use my credit card anymore.  

What are your reasons for using this? 

It is easy and also when I use it in the supermarket, I need my phone anyway 
to scan the card of the supermarket to get points. So, then I already have the 
phone in my hand. 

Do you trust this way of paying? 

Yes 

Has this changed over time? 

No, it didn’t really change, the moment I could use it I started using it. I just 
took me some time to set up, but after that was done it was really easy.  

What do you think of the design of this application? 

It is very simple; this makes it very clear and easy to understand. You see 
your card and if you want you can change to another card, but much more 
you cannot really do.   

How would you imagine the check-in process would work? 

I think that you will have less contact with the hotel, normally you go to the 
counter and you will talk to them, but now it would not be necessary. 
Through the app you will have to put some of your information, maybe you 
have to accept something in the app about privacy. Then I guess from a 
certain time you will receive the key in the app, because they should prepare 
the room first of course and then you should be able to directly enter your 
room.  

How would you imagine the sharing of the key would work? 

I think it would be good that when you check-in or even when you book you 
would be able to say how many keys you want. Maybe even to say how many 
admins/masters there are, so that they can also control the reservation. The 
children should not be able to get this control in the app.  

Would you like to see access history of the door? 

Yes, I think that is one of the big advantages, because it can all be registered 
this way, it is easy to see if the room has been cleaned today and imagine 
something is lost you would know if someone was in the room at that 
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moment. Maybe it would be good that every key has a certain ID so that you 
know who has been on the room as well.  

 

Participant 13:  

Have you ever used a digital key before? 

Yes, for gates and for cars. I have also used it for festivals or when I go to see 
a football match, there they also use bar codes as well now that you can put 
on your phone. They mention always to put the screen brightness high 
otherwise the scanner won’t be able to read the code. This works pretty well 
in general.  

How did it work with these cars? 

This was in the US; it is called Zip car. Then you can rent a car with an 
application, they are all on a certain parking place, you get a card send to 
your home which you can use to open the car once your time has started. The 
card you have to hold in front of the window, but you can also use your phone 
to open the car. I worked fine, it opened, and it closed.  

Do you use your phone for payments in stores? 

No, not yet. I have tried it, but the Rabobank app doesn’t really work well, so 
not yet. 

What is the reason for this? 

It is mainly that the application doesn’t work well on an Android phone. I am 
not worried about safety or something. If it works, then I will definitely use it. 

How would you imagine the application to work? 

I definitely expect that from the perspective of the hotel owner that they 
would offer their guests the option to leave their payment details in the app, 
so that if they use the minibar, they can pay this immediately and not 
afterwards. It would also be nice if you would be able to see the bill, it can be 
an easy way to have an overview of your costs but also to order some items 
again that you liked for example. If it is a high-end hotel and they see that 
someone always orders a certain bottle of wine, then they could even put this 
bottle already in the room as a way of personalization. Or the app could be a 
way to give recommendations, maybe push notifications with a tip to enter 
the sauna with your phone and it only costs 5 euros that time for example. 

How would you imagine the check-in process would work? 

For the check-in process I think the process of Airbnb is pretty good now. 
Last time I used that it was very easy, you can see all the steps very easily. 
You could give an explanation of where the room is located. I don’t know 
exactly how the identification process would go, but I would imagine that it 
would work with a picture of you ID card/passport or maybe by using NFC to 
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read the information of your ID card/passport, I heard that some countries 
have this now. I know that in the US you can also use your credit card 
sometimes as a way of identifying yourself.  

How would you imagine the sharing of the key would work? 

Again, similar to Airbnb I think, that you are able to select the people that are 
part of this trip/booking and then select that they can also use the key. You 
could even maybe go further and select per person if they can buy items or 
food through the app, your children should for example not have this option, 
but maybe your friends yes. Or some people can enter in some rooms and 
others not, really depends how far you want to go. Also, for employers it 
should be possible to give the key to their employees, so that they cannot 
enter the room themselves when the employer books a hotel room for their 
employees. So, that you make the booking but that you give the key and all 
the control to another person that you made the booking for. That you 
somehow invite the people that actually go on the trip. Maybe some sort of a 
dedicated login would be good as well, this way you can give someone a one-
time access to the room. Maybe normally your child cannot open the door, 
but they forgot something, and you let them go back, you can send them a 
link that works once to open the door. It would also be good to then see if it is 
used or not.  

Would you like to see access history of the door? 

Yes, I think that would be good. Imagine your camera is suddenly gone for 
example. In the hotel they always say to not let expensive products just 
somewhere in your room, be sure to put them in your locker. But with this 
system you make sure that there is some pressure for the people that enter 
the room to not steal something. But I do not think it should be one of the 
main features, some sort of a security log somewhere would be good. Maybe 
push notifications that show when your room is being cleaned can also be 
good. Leaving information for the cleaning service can be good, like I want 
my towels to be cleaned today for example. Or a button like “do not disturb” 
can be interesting to have.   

 

Participant 14: 

Have you ever used a digital key before? 

Yes, when I fly, for the train, and one time for a festival. 

Can you tell me about this experience? 

It always works well, no problems.  

Did you ever worry about the security of this? 

Yes, I am sometimes afraid that someone will copy my QR code and use it 
before me, but the same can happen if I print it out of course. So, I don’t 
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worry a lot about it. But if I would have to close a door with that then I would 
prefer a physical key, I feel safer with that.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No 

Do you use your phone for payments in stores? 

No 

What is the reason for this? 

Because I have a card for that, I didn’t know it existed up until a few months 
ago, but still now I prefer to pay with my card. I prefer when it is something 
physical, compared to something in my phone. I feel safer using my card. It 
can be more efficient to have it on your phone maybe and you will lose it less 
easily, but I don’t like technology that much.  

Does this feeling change over time? 

Yes maybe, if more and more people use it, then maybe I will start to trust it 
more. I will also maybe start to be mandatory to use in the future, maybe 
shops won’t have the option to use a card anymore and you will have to use 
your phone. If I still have the choice, then I will keep using my card, I think. 
Also, you will need internet maybe and a card you can always use.  

How would you imagine the check-in process would work? 

Maybe you have to download an app and when you book you have a code or 
maybe you can receive it by email, or you can get this code at the check-in 
counter and then you have to put this code in the app together with some 
personal identification and then maybe you will receive the key in the app 
like that. Maybe you can ask when you book if you want to receive the code 
then or later.  

How would you imagine the sharing of the key would work? 

Yes, it would be nice if you can share the key with the people you are with. 

Would you like to see access history of the door? 

It would be good to have that information available for the hotel, but I don’t 
have to see that. 

Would you like a “do not disturb” option? 

Yes, that would be nice if you need some privacy at that moment.   
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Participant 15:  

Have you ever used a digital key before? 

Yes, I have used it in the airport a few times.  

Can you tell me about this experience? 

I think it’s really good. It is very easy, so I like it more than taking out a paper.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

Yes, I have used some scooters. 

Can you tell me about this experience? 

Then I feel a bit less secure as I don’t really know this company compared to 
SAS for example, I feel like I can trust SAS more. But it always works well. 

What do you think of the design of these applications? 

I think it’s easy to understand and no problems. 

Do you use your phone for payments in stores? 

No, not in the stores only with swish then yes, but otherwise I am using my 
card.  

What are the reasons for this? 

I have not really any interest in adding an extra method to pay, the ones I 
have now are fine. My card is fine for now, if I don’t need it, I don’t use it.  

Do you think this will change over time? 

For the moment not, but everything is getting more technological, so maybe I 
will have to someday.  

How would you imagine the check-in process would work? 

I think it would be nice if you can receive the key in an application, I think 
this could work very easy. But when I think about typical hotels the 
interaction is very important and I think some people would prefer to talk to 
the hotel staff. I would suggest to not have this digital key as the only option 
as it might be harder to understand for some people, but for me it would be a 
nice option to have. If it is a hotel where I go often then I would have no 
problems to make an account for this, but if I only go there once then I prefer 
if that is not necessary.  

Would you like to see access history of the door? 

I personally think it is unnecessary, it is a bit much, I would not have to see 
this information.  
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Participant 16:  

Have you ever used a digital key before?  

Yes, it was an app called tipi and I had to use it for some hostels in Australia. I 
also use QR codes on my phone when I take a flight, I put the PDF on my drive, 
because I don’t like to install all the applications of the different Airlines to 
have the QR code in the app. This always works well, even if I just take a 
picture of the QR code.  

Can you tell me about this experience?  

Yes, I had to use it for the outside door, the door of the sleeping room and 
also for the toilet sometimes. Sometimes it didn’t work anymore, and I even 
had one time that I came back from the toilet and it didn’t work anymore to 
open the door. Most of the time this was because you needed to be connected 
to the WIFI of the hostel and every 2 days they changed the password. Then 
you had to go to the reception at night to get the new password which was 
quite annoying. In general, it worked fine. 

Did you feel safe while using this system?  

When using the key on the phone yes, but sometimes they also gave a code to 
open the door and many people shared this code in order for their friends to 
join in the sleeping room to drink something or to play a game and I was 
okay with this but I also was thinking of the risks of this. I had a small locker 
with my most important things, but all my other stuff was on my bed and I 
did not always feel comfortable with this many people just coming in. But in 
general, I had trust in the people that were there.  

What was the reason that you felt this way? 

Mainly the amount of people in the room that I didn’t know.  

What did you think of the design of the system? 

The design was quite clear, and it was easy to use. Although sometimes you 
had to press the button to open the door three times before it worked. The 
fact that you had to be connected to the WIFI of the hostel because I had data 
but with that it didn’t work. Also, my battery would be empty sometimes and 
then when I came back late at night, I had to go to the reception again and 
wait until my phone had some battery again which was annoying.  

How did you ‘receive’ the key and how did you ‘return’ it? 

The check-in process was a bit strange, in order to use the application, you 
had to upload a profile picture, but this could be any picture you wanted and 
for me this didn’t work the first time. Once I arrived at the first hostel, I had 
to show my password before they would activate the key. After this it worked 
good in the hostels I visited.  
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What was your experience in this? How did it feel? 

It actually felt quite luxury because I just went to hostels and they had such a 
system.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

Yes, I have used an app called Mobike. 

Can you tell me about this experience? 

Usually the unlocking and locking part works fine, the sign-up process takes 
a long time sometimes and you have to agree on a lot of things which is then 
too much too read because you just want to start using it. So, no problems 
with the actual usage of the app but the process before can be quite 
frustrating.  

Do you use your phone for payments in stores? 

No actually I don’t. 

What are the reasons for this? 

I didn’t set up everything needed for this, it is mainly about not taking the 
effort. I am fine with just paying by card. If I would download the app for this 
I think I would have some security concerns, maybe I would be a bit worried, 
would I know if a payment goes through, can people take money from my 
account if they get close to my phone with some devices. But I think there are 
probably already some measurements taken for this and I do trust that the 
security people do their job well.  

Do you think this will change over time? 

I don’t see myself using it any time soon, maybe if I see some crazy benefits 
that I don’t have otherwise, but I think having everything digitalized is a bit 
too much. I prefer to keep things disconnected to a central unit and to have 
my things anonymised.  

 

Participant 17:  

Have you ever used a digital key before? 

No, I don’t think so. Ah wait yes, I have used it for the train and when I fly as 
well, but then I print it out as well to be sure.  

Can you tell me about this experience? 

Yes, it always works fine, only when you have a smashed screen it might not 
work though.  

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

Ah yes, I forgot about all these things. Yes, I have used the scooters.  
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Can you tell me about this experience? 

Sometimes when it is dark outside it doesn’t really pick up the code because 
the reflection of the plastic that the code is under, then you try to use a 
flashlight and then there is more reflection and then it gets hard to scan it.  

What do you think about the design of these applications?  

I don’t know if it is a bug, but sometimes it doesn’t accept my card and then I 
have to rewrite my card number every time, but that depends, and then it 
does goes in a loop and you can’t go to the next step which is pretty annoying.  

Do you use your phone to pay in stores? 

With Swish yes, I know some people place it on the machine to pay, but I have 
not tried that yet.  

What is the reason for this? 

I don’t know how. In regard to safety I see that a lot of people don’t seem to 
have to unlock their phone to use this function, so if you lose your phone 
people can just go and use it all the time. So, if I would use it, I would 
definitely put another step of security with my fingerprint or code, but 
maybe put it as an option because some people don’t care about that.  

Do you think your opinion on this will change over time? 

If everyone starts using it, I would probably also start using it, but for now it 
is fine to pay wirelessly with my card, it is useful enough. But I can imagine 
that not having to take your card out and just paying with the phone that is 
already in your hand can be very convenient, but for now just with my card is 
fine. Too much effort to find out how it works. I do trust the function, as long 
as there is at least the step of putting your code or fingerprint.  

How would you imagine the check-in process would work? 

The only thing I remember that you get a card and they scan it for you and 
then you get it. But if you can get it on your phone, maybe it can be useful.  

How would you imagine the sharing of the key would work? 

An optional way of sharing it maybe not with everyone in the trip, it also 
feels like a good idea if your phone dies that others still have the access to 
the room. 

Would you mind installing the application for this and creating an account? 

I really don’t mind as long as there aren’t any bugs or difficulties when using 
the app or going through the primary process of setting it up. I often 
download apps that I am ready to use in the moment, but then then one thing 
doesn’t work, and you have to complete 500 extra steps and then it becomes 
very inconvenient. So, it is no problem as long as it works smoothly.  
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Participant 18:  

Have you ever used a digital key before? 

Yes, I have used to enter the building at my job. 

Can you tell me about this experience? 

I have used it only twice now. It is an app and then you have the option to 
open different doors and then you press the button to open it and then it 
works. There is not much going on, it works the times I used it. I do think that 
a card is easier, because the card you just have it on you, especially if you use 
it often, but through the app it takes me more time to open the door, which 
makes it a bit annoying. With a card it is just easier, you can just put it in your 
wallet and you always have it on you. I can imagine it to be useful in a hotel 
setting to have an app, if it is super easy to use, so you should be able to just 
click one button and the door should open, not that you have multiple 
options for different doors.  

What do you think of the design of this application? 

Yeah it was easy to understand, it just took some time to complete all the 
steps.  

Do you feel safe using this application? 

Yes, that’s fine, I didn’t really think about it. 

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No 

Do you use your phone to pay in stores? 

No, I don’t, looks cool though. 

What are the reasons for this? 

I am too lazy to set it up, like it’s just as easy with the card nowadays you just 
hold it up against the machine and it works, it is similar as doing that with 
your phone. I don’t see the benefit for now, I would think when I can have 
everything on my phone then I would not have to carry cards anymore, but 
for now I still need other cards. I just don’t need it right now.  

How would you imagine the check-in process would work? 

To have it like checking-in for a flight would be nice as I am already familiar 
with this. It is nice to just receive a text or something when you can check-in 
with a link, this works quite smooth. I would prefer not to have to make an 
account for this or to have to download an app if I am only going to use it 
once. I don’t like having unnecessary apps on my phone. For example, in my 
building you can book the laundry room through an application but setting 
up the account was such a hustle, that I decided to stop the process and just 
walk down to book my laundry, instead of using a badly done app. So, maybe 
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when the application is done very well, and the process is very easy and fast 
then yes, I would not mind doing that. I just had a lot of bad experiences with 
applications and bad processes that I kind of stopped doing this.  

How would you imagine the sharing of the key would work? 

Would be nice to have more keys and to easily share them with your family 
or friends, still a combined thing that you can have the app but also a normal 
key card would be good because I think if I would have the option I would 
probably not use it, but in a situation where only one has the key card, it can 
be good that the other one can use it on the phone.  

 

Participant 19:  

Have you ever used a digital key before?  

Yes, it was the JustIn mobile app.   

Can you tell me about this experience?  

I went fine, I remember that it was a bit of a tricky moment when I had to 
receive the key, in order to do this, I had to send the guesthouse my phone 
number and they asked me if I already installed the app. Then when this was 
done the key was send to me. Once I arrived, I remember it took some time 
because I had to read a piece of paper in front of the guest house in which 
they were explaining how to use this key.  

Did you feel safe while using the system?  

Of course, the first thought is: what if someone takes my phone? But it could 
of course be the same with a key. When I was inside the room, I was like, ‘is it 
locked? is it not locked?’, then fortunately there was the little lock inside that 
was just closing it, because I don’t know how it works once I am inside, I 
preferred using the manual stuff to make sure the door was closed and I felt 
safe.  

What did you think of the design of the system? 

The login was quite clear and straightforward, I think. You could use your 
phone number to login, the key was really connected to your phone. Opening 
the door was easy, it is really user friendly, because you had a sort of big key 
in the screen which you pressed and then it opens and then you are like ‘oh 
wow technology’. No extra code was needed to use the key, which was fine, 
but maybe something extra would be useful.  

How did you ‘receive’ the key and how did you ‘return’ it? 

Receiving was like I said before and returning I don’t remember very well, 
but I think my key just expired at some point. So, that was pretty easy, I 
didn’t have to go to the reception or anything.  
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If there something you would change? 

Let’s say that I would be more detailed in the instructions from the reception 
for example. In the sense that they were like, ‘oh yeah, download this app and 
send us the phone number and good luck’. And I was like, ‘okay I am not that 
old, but I know myself, I like physical stuff and technology not always, but a 
bit more detailed information would be good. Also, to know the security level 
of this, because I mean yeah you have one sim card so I guess it is really 
yours, so unless someone steals your phone there shouldn’t be any problem. 

What is your view on seeing something like the access history of the door? 

I really don’t care; I don’t care when the cleaning lady enters. It could be that 
it is an extra security measure. But I really don’t care.  

 

Participant 20:  

Have you ever used a digital key before for a hotel or Airbnb? 

No, I haven’t actually. 

Have you ever used a QR code or barcode on your phone to open a gate? 

Yes, when I travel with the train, I always have the ticket on my phone. I don’t 
fly much, but I would it on the phone, but I would probably also bring a copy 
because I am afraid my battery dies.  

Can you tell me about this experience? 

Yes, it usually works fine, sometimes it takes some time for them to scan it, it 
is a barcode that they have to scan, and their reader is not very good always.   

What is the reason that you are using this now? 

Yeah, I think it is convenient to have everything in one place and I always 
bring the phone with me, so it’s really convenient to have it on the phone, I 
think. 

Have you ever used your phone for car sharing, electrical scooter, bicycles? 

No, I haven’t used any of those.  

Do you use your phone to pay in stores? 

Sometimes, I have Android wallet, where I have my card added so I use that 
sometimes. But usually if I have my wallet with me, I use the real card.  

What is the reason for this? 

The times that I have used it, it is working fine, the one I have needs you to 
take out your card and put in your pin every time after you used the digital 
one for 5 times. Maybe it is something you can configure, but by default I can 
only use it 5 times and then I need to get my real card and put my pin. I 
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usually have my wallet on me and then it is not that hard to get out my real 
card. I think I also have a bit of a security concern; I am not really trusting 
this yet since it is quite new and maybe they haven’t solved all the security 
problems regarding wireless payments yet. I mainly used it to try it as I was 
curious.  

What do you think of the design of this application? 

I think it is quite clear, sometimes you don’t even have to do anything, you 
just scan your phone, maybe that depends on the amount. Sometimes you 
have to open it up and use your fingerprint or bank id. But it is quite 
convenient. I just do it, I don’t really think about it a lot so it’s quite easy to do 
it, I think.  

Do you think this will change over time? 

Absolutely, I think this is the future, you shouldn’t have to bring all the 
physical cards in the future. So, I think at the moment not all the merchants 
accept this yet, the scanning is not always working yet. But yeah, I think I will 
use it more as it gets improved, I think it is for sure the future on how to pay. 
Maybe it will be done with wearables.  

How would you imagine the check-in process would work? 

I think using your credit card is enough in Sweden as a way of identifying 
yourself, so that could be done through the app. This would greatly improve 
the original process of checking in. Like when checking in for a flight you can 
immediately receive the boarding pass on your phone and the same should 
work for the hospitality industry. You should be able to check-in remotely, 
pay from the app, and also have the key in the phone.  

How would you imagine the sharing of the key would work? 

I think that would be great actually to be able for the one that made the 
reservation to provide the keys to my roommates and to also see when they 
are used. But also, to hand out a key that would be valid for some specific 
time period. Also, to see when my room would be cleaned, I would like to 
have this information, I think.  
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B – Reviews 
 

Hilton Honors app store 

title: 'Digital key', 

text: 'Hilton hotels have been amazing. My only problem with this app is I am not 
receiving my digital key until I stop at the desk anyway I have had 3 stays now and 
all of them have made me stop at the desk anyway. After the first one it should 
have been fine. Not sure why I check in on the app if I have to stop at the desk 
anyway', 

 

title: 'Digital Key Doesn’t Work', 

text: 'I have an iPhone 11 and with the latest update of the app and I can’t get 
access to my digital key. It says something about try again later and never works. I 
tried using it on an android and it worked without problem. The digital key is one 
of the most convenient feature that you guys have to offer. Me not being able to use 
it is bad for business. Please UPDATE THE APP ASAP. I’m very disappointed and 
I’m a frequent and long time honors member. Thank you. AMEN' 

 

title: 'Well thought out app', 

text: 'I like being able to check in via phone and digital key is actually pretty 
handy.', 

 

title: 'Decent App , Digital Key is a fail', 

text: 'The app gives me decent information about my stay and my point status but 
the digital key doesn’t not, have never worked. I’ve had the app on multiple phones 
and to date not one time has the digital key worked. I always get “Trouble sending 
request”.  Cmon Hilton, fix it!' 

 

title: 'Great App with many features!', 

text: 'So convenient! Love the digital key alternative!' 

 

title: 'Hard to use and not logical', 

text: 'When installed on iPhone app cannot be found by searching.  Often have to 
go to App Store and search App Store the start app from inside App Store.  Second 
the app is horribly slow all the time.  It acts like a browser on a slow 
connection.  Electronic key poorly implemented.  Often get to door and have to 
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wait while app thinks about letting you in.  It is so slow that you sometimes do not 
recognize it is working.  When encountering several keyed doors it often unlocks 
the wrong door - never seems to want to let you pick and it make bad choices 
about what to unlock.  App is weirdly set up - needs to be reworked with the actual 
user in mind.  It makes you think you can use it to speak with hotel be you send a 
message and no one responds.  It is better than nothing but the old card key works 
tons faster and more reliably.' 

 

title: 'Hilton', 

text: 'I love your app and the digital key. I love how easy it is to check in and out. I 
will be traveling about 10 months a year and this is great.' 

 

title: 'Does not work', 

text: 'Sitting in a Hilton property and nothing works.  I am connected to their WiFi 
and I continually get a message that it cannot refresh and none of the app 
works.  Shows my stay but can not access anything.  Every other app works.  Does 
not show other stays past, cancelled or upcoming.  Digital key does not work.' 

 

title: 'Needs digital key on the Apple Watch', 

text: 'I love the check out and digital key feature in the iPhone app. The Apple 
Watch app however, is pretty pointless. It only shows upcoming stays, your 
member number and points. You can actually do anything from the Apple Watch. 
The ideal platform for a digital room key would honestly be an Apple an android 
watch. I do wish that i didn’t have to go to the front desk to get a digital key in the 
app though. Other then that, the iPhone app is perfect so far.' 

 

title: 'Useless', 

text: 'App is useless. Checked in on app and picked room only to find that room I 
picked was given away. Learned this when I had to check in at front desk ( which 
seems pointless when I had a digital key from app). The room change would be 
have been a minor inconvenience except the road noise at the HGI in Tempe AZ is 
terrible in rooms facing highway. All around disappointment.' 

 

title: 'Erratic', 

text: "Great when it works but you can't depend on it.  Too many outrages, room 
key stops working." 
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title: 'So convenient', 

text: 'Love the convenience offered by the app to check-in, check out and key 
available on my phone.' 

 

title: 'Easy way to get locked out', 

text: 'Do not use the “digital key” this App will randomly log you out and force you 
to reset or go to the front desk to get a normal key. Plus digital check in is an easy 
way for Hilton to try and get you to skip any human interaction and your welcome 
gifts.' 

 

title: 'Not working', 

text: 'Has not worked for me. First would not download digital key and then when 
I tried to check out it told me to go to front desk.' 

 

title: 'So awesome...Sometimes.', 

text: 'App is great when it works. Digital key is cool but I couldn’t share it so I had 
to get a physical key which defeated the purpose. Check out is glitchy. Search 
function works somewhat well.' 

 

title: 'Digital Key', 

text: 'Digital Key request never works. Every time it fails useless to have the app 
for hotel purposes.' 

 

title: 'Horrible check in process', 

text: 'Did online check in and and 3 hours later no digital key and still 3rd in line to 
check in earlier was 7th in line and it was not moving so went to dinner' 

 

title: 'Bugs being introduced', 

text: '4 days after checking out it still shows me the digital room key. Searching for 
an upcoming reservation just returns to the search screen.  No messages about 
success or failure. Sloppy app.' 

 

title: 'Kicks me out of account at terrible times', 
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text: 'I like the app, but it has an incredible way of picking the absolutely worst 
times to kick me out of my account.  Examples include right after I land in the city 
and plan to check-in quickly before rushing to a meeting or when my hands are full 
outside my door as I am trying to use digital key.' 

 

title: 'Hilton Review By Carlos', 

text: 'Awesome Check In Fast Also We Lost Our Card From The Room The App 
Saved Us Cause the digital key!!!!' 

 

title: 'Download Before Stay', 

text: 'Download the app before your stay. It allows to check in, pick your room, and 
get a digital key all before you arrive to the hotel. Let you skip the line. Almost like 
a Fastpass at Disney.' 

 

title: 'Spelling', 

text: 'Love the app just noticed while using the electronic key that Entrance is 
spelled incorrectly on the Garage Entracne �' 

 

title: 'Didn’t work for what I wanted', 

text: 'Still had to check in at the front desk. Never gave me a digital key despite 
going to the front desk. Made me go to the front desk to check out.  Saved me no 
time.' 

 

title: 'App use to be prefect', 

text: 'The use to work perfect but as usual they updated and now I can no long 
check in or get my key or view past stays I’ve installed and reinstalled but to no 
avail I will can the rating when or if they fix it' 

 

title: 'Digital ease', 

text: 'Love the ability to check in and access digital key. Super helpful when 
traveling with my small children as we can proceed directly to the room. I do wish 
the Apple Watch app would include ability to access digital key feature! That 
would be fantastic!' 

 

title: 'Digital Key Did Not Work', 
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text: 'I’ve tried multiple times to get the digital key to work, and talked with the 
people at the front desk to ensure that everything was good on their part, yet the 
digital key feature still does not work at all in the app. I get error messages every 
time I try to request it. It’s super frustrating, so I’m giving one star.' 

title: 'Skip the line', 

text: 'I arrived at the hotel and found 20 people waiting in line to check-in with 
only two front desk staff. I quickly pulled out the app and did the digital key and 
check-in on my phone. Within minutes I had my key and headed to the bar to have 
a drink and watch everyone else wait in line for 30 minutes to get a physical key.' 

 

title: 'Ultimate Booking App!!', 

text: 'Hilton really has revolutionized the hospitality industry! E-Check In, digital 
key, Hilton honors, etc. Really exceptional service and very fluid booking app. It’s 
like cutting butter.' 

 

title: 'Digital Key? Good luck with that.', 

text: 'After 20 minutes of trying to sign onto  the “Rewards” program, I finally 
made it through. Downloaded the app for a digital key to my upcoming stay and for 
the past 3 hours have attempted and failed to obtain the key due to errors in “the 
system”.  A miserably disappointing experience.' 

 

title: 'Great App for hotel booking', 

text: 'Very useful app for hotel booking, digital key is an advance technology for 
Hilton. Like this app so much!!' 

 

title: 'Digital key feature doesn’t work', 

text:  

'1. See in-hotel signage for digital key after provided key card failed to open door 

'2. Download the app 

'3. Sign in 

'4. Request digital key a dozen times, each resulting in a failure message 

'5. Disappointment...' 

 

title: 'Great app', 
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text: 'The HH app overall is great and easy to use. My only gripes are that as a 
diamond member I don’t get upgraded. Also, I wish there was a way to switch 
rooms on the app before the key is delivered. Sometimes the room is not ready at 
the time I get to the hotel. I would love to just select another room that’s available. 
I have to go to the front desk and get the room switched. Yes I know it’s a small 
inconvenience; however, the less interactions with humans the better :).' 

 

title: 'Sales prevention tool', 

text: 'I have stayed at the Marriott more in 2019 than ever before.  The app is so 
bad, I am the only on at my company who continues using Hilton. Location is bad, 
dates get wrong, many times I cannot login to the app. Mostly, if I use Amazon for 
delivery to family, I need to update my Hilton address, because Amazon is linked to 
Hilton. The Diamond Desk is useless, the shuttles should be summoned by the app, 
but NO.  The digital key never works.The promotions for double points does not 
register, and much, much, much more. Once I burn through points on my vacation, 
Marriott will status match in 2020.' 

 

title: 'Great App', 

text: 'I have used all the functions of this app on multiple occasions. Never had any 
issues thus far. One of the greatest features I’d the room selection with the digital 
key.' 

 

title: 'App Crashes', 

text: 'Overall I’m satisfied with the app. It’s easy to navigate and find what you 
need. However, every so often the app crashes (or freezes) as soon as it’s time to 
use the digital key to enter my room; causing me to have to re-sign in to the app 
totally, before I can get access using the digital key. Beyond that, it’s great!' 

 

title: 'Bobby Oklahoma', 

text: 'man can’t say enough about the digital key. No mess check in. Great ��' 

 

title: 'Great  and convenient app', 

text: 'Very convenient, even let’s to connect with hotel via messages. I live the 
digital key feature.' 

 

title: 'Awesome app for traveling', 
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text: 'Quick convenient and helpful. Everything you need in one spot. Digital key is 
great !!' 

 

title: 'Pretty good app lately', 

text: 'Can still be a little wonky with the digital key particularly for elevators etc. 
The chat feature has a ton of potential but needs to be supported better.' 

 

title: 'Great app, Easy to use.', 

text: 'The Hilton app is great, I use it for work and personal travel. The option for 
keyless is awesome, and I can check in so the time at the counter is eliminated. 
Over all I have had no issues and the app is super easy to use, with the click of a 
button you can map directions, check points, check in, or see what you can do in 
the area, and many more options.  Great job Hilton.' 

 

title: 'Best app out there.', 

text: 'I travel a lot for my job and Hilton has made it really easy and convenient. I 
love how I can do my own check in, pick my room and get a digital key. I sometime 
get to the hotels late at night and I love how I can just go straight to the room and 
get settled. No more checking in at the desk. You also have the hotel address and 
can just add it to your maps for a fast route to the hotel.' 

 

title: 'The App is the difference', 

text: '122 nights at Hilton hotels and I’m Titanium Elite with Marriott. Marriott’s 
app is sub par to Hilton. With Hilton I literally do not have to interact with a human. 
You make a res, get the room you want, make special request that are actually 
honored, add guest to room in case they arrive first, check in, select exact room 
and use your phone for your key. You text them if you need anything and checkout 
with the app when you leave. With all other brands, all you can do is make a res. 
Their checks is a joke because you still have to go to the front desk, show ID, credit 
card, wait in line and let some front desk employee bang on their computer for a 
while. Just as Delta’s app is years ahead of other Airlines, Hilton’s is the reason me 
and my company have switched every stay we can to Hilton brands.' 

title: 'User friendly', 

text: 'This is a very useful app for booking hotels.  Highly recommend.  You can 
check-in and select your room on the app.  Also, like the digital key.  Makes 
traveling easier and more convenient.' 

 

title: 'Digital key', 
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text: 'I would give a 5 star review, but the Digital key has stopped working for me! 
It’s so convenient to have, when it works.' 

 

title: 'Great Application', 

text: 'The application is one of the easiest to use! I can find my hotel history points 
activity, request a digital key, check out..etc. I have stayed at several Hilton Hotels 
and never had to go to the front desk for anything. I’d give it 6 stars if I could. Some 
of my Hotel stays have not met expectations, but I was able to use the app to let 
Hilton know my concerns and in most cases appropriately addressed those 
concerns. Great Application!!' 

 

title: 'Good app but yet....', 

text: 'Since downloading the app it has been all in all a good experience but I am 
having concerns about the digital key request not going thru. Please take a look 
into this matter and offer some type of a solution to resolve and correct the matter. 
Thank you' 

 

title: 'Digital Key doesn’t work', 

text: 'Keep getting message that it can't get the key right now try again later.' 

 

title: 'Worst app on my phone', 

text: 'App couldn't find reservations that I made 2 weeks earlier with 
laptop.  Reboot iphone 8, reinstall app, no workee.  Reservations finally appeared 
after multiple reboots.  Digital key worked for first 2 nights, never again.  Now I 
would like to check in to next hotel, but pressing the button does nothing.' 

 

title: 'Issues with in app check in', 

text: 'My last 3 stays I have had issues doing in app check in and digital key.' 

 

title: 'Hilton honors ��', 

text: 'The Hilton app is great in every way because I can book a room immediately, 
and the digital key comes in handy so I can get into the hotel and my room with my 
phone' 

 

title: 'Digital Key Check In', 
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text: 'What a wonderful and simple experience with digital check in at Hilton 
again!  I LOVE this feature.  This time I was able to try the messaging aspect of the 
app and it was nothing short of amazing!  The response from the hotel staff was 
IMMEDIATE and my request was completed easily and in the matter of minutes by 
a few simple text messages.  Way to go Hilton for offering such a comprehensive 
app and fantastic job Embassy Suites Downtown Omaha for having an attentive 
and fast-acting staff!  A great start to a fun weekend!' 

 

title: 'Works great.' 

text: 'Very helpful app. Checking in, making reservations, and using the digital key 
are terrific.' 

 

title: 'Useless app', 

text: 'I am logged in to the app, but when I try to see an upcoming reservation the 
app says I need to log in! Update: After deleting and re-downloading the app 
several times I was finally able see the upcoming reservation. But what is the point 
of checking in on the app and requesting a digital key if I still have to check in at 
the front desk too?' 

 

title: 'The app is good when it works', 

text: 'This app either works or it doesn’t. It hasn’t worked for during the last 2 
months.'When I could sign in get a digital key book rooms it worked well but now I 
cannot sign in so no digital key and it does not show my correct reward points. 
This is not the first time this app hasn’t worked for me. I would expect better from 
an organization such as Hilton.' 

 

title: 'Digital key stopped working after latest iOS update', 

text: 'I love this app, but I’m the past month or two I haven’t been able to use the 
digital key, says I need to turn on my Bluetooth, which is already on.  I’ve heard 
that other iPhone users are having the same issue recently.  Please update with a 
fix as soon as possible so I can love this app again!! Thx!' 

 

title: 'Digital Key Improvements', 

text: 'Digital key is great, but needs to be shareable between devices so more than 
one person can open the door.' 

 

title: 'Anniversary', 
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text: 'I was told that would do something special for our 10 year anniversary. They 
didn’t. Also, the breakfast was not what I expected from a Hilton hotel. Area was 
very messy, few selections if any. Food took forever to get refilled and it wasn’t 
even tasty. To top it off, the key to our room didn’t work for the first hour had to 
wait for security to come and fix it which made us late to dinner. I told them when I 
booked the room, this was a very special occasion. I paid extra to have a nice view 
and breakfast but clearly they didn’t even bother to check that the key worked. I 
could’ve went elsewhere and probably pay way less. Will not be staying here again' 

 

title: 'Digital key on only one phone?', 

text: 'Because nobody travels with family or a spouse. This is a very ridiculous and 
easily overcome limitation. It is clear that little to no user experience testing was 
conducted.' 

 

title: 'Digital key', 

text: 'I’d give this app 5 stars easily if the digital key would work!' 

 

title: 'Bugs', 

text: 'I can’t book a room online because it says the zip code to every hotel is 
wrong. 3 nights in a row now the key won’t work on my phone. Even typing this 
won’t let me see what I am typing below the BL subject line' 

 

Hilton Honors play store 

text: "App works great, makes searching, booking and checking in quick... LOVE 
the map feature! Can't wait to try out the digital key!" 

 

text: `Downloaded this during the pandemic to avoid a little more human 
proximity with the front clerk, but this app was useless: Electronic Key: Doesn't 
work unless you're a "gold or silver" customer. Check in: Doesn't work. The app 
kicked me back to the front desk for check in each time. Check out: Doesn't work. I 
had to go to the front desk to check out anyway. Choose your own room: Worked 
only intermittently. Tried this at multiple Hiltons, so this wasn't a one day fluke. 
100% useless app.` 

 

text: 'Constant missing of stays, can't get your digital key because your stay is 
missing. Go onto Hilton website all stays are listed.with digital key available. I stay 
2 different stays a week, rightnow missing several stays every month. I took the 
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app off My phone and reinstalled still missing dates as before. I have used this app 
for over a year and worked perfect, now sucks over the past month. 

 

text: "Virtual key doesn't work" 

 

text: 'This app is great! You can check in and pick your room and even use it as a 
key to get in!! Great app!' 

 

text: 'With the digital key and check in, I can go straight to the room without 
unnecessary human interaction!' 

 

text: "The digital key is super frustrating - most of the time it doesn't allow me to 
open public entryways and is very slow. What is the point of having a digital key 
when I can't get into the building???" 

 

text: 'Good app to book and digital key' 

 

text: "I like the fact that I'm able to check in and out through my app and go 
straight to my room without stopping by the front desk. It's very convenient when 
there is not parking available on the front of the hotel, I can get in from the rear 
door with my digital key." 

 

text: 'Easy and no check in with digital key' 

 

text: 'Only a 4 because digital key never works for me' 

 

Hyatt app store 

title: 'Stable and functional app. Needs Chat!', 

text: 'This app is great. I use it to book my hotel stays, access mobile key (when 
available) and keep track of my rewards. My biggest complaint would be around 
the lack of a chat feature. I don’t do social media and so I won’t signup for Twitter 
or Facebook to chat with the concierge. So I hope that at some point the Product 
Manager prioritizes an in-app Chat or Messaging feature for development.' 
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title: 'No iPad version', 

text: 'As a globalist member I’d really like to see the digital room key problem fixed 
and the release of an iPad app.' 

 

title: 'Only parts work', 

text: 'Electronic keys never issued. Why bother using app to check in if still need to 
go to front desk to check in with keys. App did or to check ou and for invoice' 

 

title: 'Mobile Keys not working', 

text: 'Unable to get mobile keys working, tried two different devices and modes of 
iPhone, and numerous combinations of switching Bluetooth, rebooting, logging out, 
removing the devices, reauthorizing, etc. Calling the front desk yielded a “Check 
your Bluetooth” Does this feature even work? For those wondering, of course I am 
at a supported hotel. Aside from this most important feature not functioning, the 
app is decent.' 

 

title: 'Love the Hyatt App!!!!', 

text: 'It is so easy to find the perfect Hyatt hotel, and book a reservation! The magic 
doesn’t stop after the booking! I checked in through the app, got my room key 
through the app, made restaurant reservations and ordered my Uber all through 
the app! When my vacation was over - I checked out- through the app! Looking 
forward to my next trip!!' 

 

Hyatt play store 

No related reviews 

 

Marriott app store 

title: 'Needs more work', 

text: 'Mobile key rarely, if ever, shows up' 

 

title: 'Go Away Stay', 

text: 'When I change motels and check in to the new motel, it would be nice if the 
prior property quit showing up when I open the app. This happens even if I have 
checked out. Makes using the Mobile Key difficult as I have to go into ‘Trips’ and 
click on the new reservation to then use the Mobile Key feature.' 
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title: 'All works great but...', 

text: 'Always im stay at some marriott or sheraton property don't work the chat 
for do a request or the mobile key inclusive the survey at the app' 

 

title: 'Mobile Room Key', 

text: "It never works when I try to download it.  I see you updated the app two 
days ago.  Moving forward if my mobile room key works I will update my review 
but for now when I attempt to download my mobile key it doesn't seem to be able 
to download which is really annoying." 

 

title: 'Doesn’t do basic things right', 

text: 'used online check in 24 hr in advance, used function to get mobile key.  No 
mobile key ever arrived.  Had to stand in line to check in.  Have been checked in 
since yesterday. Still no mobile key despite several rounds of initiating 
request.  Chat function doesn’t work.  Seriously defective app' 

 

title: 'Pretty solid', 

text: 'App does everything. My only complaint is that it frequently loses access to 
my account, most often during stays when I have a mobile key. So I have to 
uninstall > reinstall > log back in >request again. I’m lifetime platinum on an 
iPhone XS Max fwiw. The app just fails often for me where I have to restart all over. 
That’s mediocre to me' 

 

title: 'Good in concept', 

text: 'I got an electronic key once ahead of showing up for my last 7 stays. If it 
always worked it would be a five but I still have to check into the desk so it fails at 
that and that was the primary use for me.' 

 

title: 'Mobile key', 

text: 'Mobile key has never worked. Multiple hotels. Multiple phones. Not once. 
Throw ZERO support on top of that and you get a 1 star rating. Hilton’s mobile key 
works like a champ. Take note Marriott. 

 

title: 'Mobile key disappeared', 
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text: 'Can’t see the mobile key. There is no tech support. I emailed support and 
they sent the mobile key instructions. I know how to use it. So frustrating....' 

 

title: 'Very disappointing', 

text: 'I have used the Bonvoy app in the past and have been a Bonvoy / Marriott 
Rewards member for 13 years. Unfortunately the app does not work, it does not 
display upcoming reservations. I can access cancelled and past reservations with 
no problem, but the app will not display any upcoming reservations.  When 
contacting support I was told to delete and re-add the app that does not work nor 
can I add upcoming reservations it finds the reservation and then I get an error. 
When you build a tremendous amount of functionality off using the app during a 
stay, it would help to have the reservations available to use.  It is ridiculous to have 
a lodging app where you cannot manage your stay, use a mobile key, or check out.' 

 

title: 'App is horrible - constant issues', 

text: 'I switched from staying at Hilton properties to Marriott properties last year 
and regret it due to the horrific Marriott BonVoy app.'My current and upcoming 
reservations regular go missing from the app and all of the troubleshooting steps 
on their site do not correct it.  On the rare occasion when my current reservation 
does show up in the app, the digital key rarely works, and even when I does I’m 
often required to “show ID” at the desk first...which defeats the whole purpose of 
being able to bypass the desk. Apart from the glitches, the check-in experience is 
far inferior to Hilton’s.  The BonVoy app does not allow you to select a specific 
room from a map; the mobile key doesn’t proactively load; it’s just not good.' 

 

title: 'Terrible', 

text: 'Most of the time services are never acknowledged and the mobile key 
doesn’t work.  As a Platinum Member the rewards don’t seem to matter to the 
individually owned Marriott properties. Places I frequent the most usually okay 
but otherwise using the app to check in is usually useless! Too bad as some of the 
places I frequent are good people who maybe haven’t been trained as I learn more 
about than staff.  Suggest you reboot and offer training to provide better customer 
service.' 

 

title: 'Terrible but great', 

text: 'Usually I hate this app. But today I forgot my room key, and in under 1 
minute I set up and unlocked my room with my phone. 5 stars.' 

 

title: 'Love the app.hotels are not checking it.  Need digital key', 
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text: 'Marriott app is great!  Need to get digital key like Hilton has.' 

 

title: 'Marriotts Mobile Key Pass', 

text: '3 stars only due to the Useless Mobile Key Pass. Current phones updated and 
Marriott app updated yet cannot use mobile key pass even when i enable my 
bluetooth which requires me to. yet nothing. a continuous message that annoyingly 
pops up when trying to use my mobile pass. FAIL! should get some pointers from 
Hilton as their mobile key card works like a charm. As a frequent traveler being an 
ambassador member and a diamond member with hilton, its little things like this 
that will make me choose the other hotel brand.' 

 

title: 'Could not get digital key to work', 

text: 'Works fine for me on another hotel chain I’m occasionally forced to use.' 

 

title: 'Great app', 

text: 'Love 3D Touch and Siri Shortcuts. The mobile key works great. Can you 
share check-in times with users through the app?' 

 

title: 'Overall, Great App - Still Miss SPG!', 

text: 'Overall, this is a great app and even after the transition from SPG I think the 
app outshines. If I were rating the rewards program, I’d give SPG an A and the new 
program a B- But that’s not why I’m here - so I’m rating the app not Marriott, SPG 
or even the Bonvoy program. Overall, the app is very easy to use and like many 
Marriott properties it really depends on the property you are staying on how well 
it integrates with he app. In my experience, about 1/3 of my stays truly honor a 
mobile check-in where I get a mobile key without visiting the front desk, perhaps 
security perhaps individual hotel preference. I will say that all properties do use 
the chat feature which is great when I need to communicate a non-urgent issue or 
perhaps let the staff know about an issue in a room for the next gift. Mobile check-
out is truly the best, it works almost all the time. Booking on the site is easy and 
straightforward. One of the best features that I like (might not be from the app) but 
how I get WiFi quickly since it remembers my device at every property. Overall, I 
think the app is well done, the rewards program is okay - still my brand of choice. 
Thanks Marriott!' 

 

title: 'App check in dos NOT save time', 

text: 'I use the app to check in ALL the time. You still need to wait in line and sign 
in, let the front desk swipe your credit card (that is already on file) swipe your 
room key.....useless app that saves nobody any time; very inefficient!!' 
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title: 'Make key info larger', 

text: 'Key data like the hotel address should be in a much larger, more prominent 
font Chat feature in the app only gives the appearance of encouraging 
engagement.  The times I’ve used it, response times have been slooooow' 

 

title: 'Mobile Key is terrible', 

text: '1 star review will stay until they fix their horrible mobile key process. Hilton 
runs laps around MB in this area' 

 

title: 'Glitchy', 

text: 'Took four requests to get the mobile key sent to my phone. It finally did 
arrive, once the staff admitted that they were experiencing technical errors. 
Although the Apple Watch app shows a button to “unlock door”, the button does 
not function. � Not sure this feature is really ready for prime time. Will be great 
when all of the kinks are worked out.' 

 

title: 'Really bad “hospitality”', 

text: 'This is the worst app I’ve ever used. No it doesn’t work as my hotel key 
because your database can’t find my reservation even though the people here at 
the hotel can!!! Work on your infrastructure before making promises your 
technology can’t deliver. Furthermore, at the Gaylord Rockies, train your 
housekeeping staff. It is unacceptable not have conditioner and replaced.  Also 
your room service needs to realize it is unacceptable to get chicken soup spilling 
out of a bag, not everything I’ve asked for even after I called again. I finally gave up 
and went to sleep. Thank God I go home tomorrow. My room smells like chicken 
soup too!! Gee, I wonder why? Could it possibly be the leaking soup your staff 
delivered?? CUSTOMER SERVICE IS A BIG DEAL!!!' 

 

title: 'Time wasted.  pointless app', 

text: 'Ended up having to call the hotel. Then the same person who prioritized a 
phone call from me texted me back 10 minutes later i. their chat. So they obviously 
train people to ignore the app. And you cannot cancel or do much with the 
accounts. I made an account accidentally, and now some random account is stuck 
in there. I had to uninstall and install again just to change the login. Bad design, 
focus on marketing, credit cards. The mobile key still has not arrived. I could have 
just called the hotel and spent three minutes on the phone and now I have this silly 
app.' 
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title: 'READ THIS REVIEW', 

text: 'I travel non-stop for work. I only stay at Marriott hotels. This app DOES not 
work with the new iOS. You can check in but it will NOT issue the mobile key after 
the latest iOS update. Please fix this!!!' 

 

title: 'Overall nice app but the wireless key didn’t work', 

text: I have an older iPad that still works well but with a recent update, the app is 
not working for me. The app will launch but the splash screen will disappear as 
though the app crashed; however, I double-tap the home button the app is active. 
So tap the app screen but nothing happens.please fix this bug! The app is getting 
better with additional features but with one fatal flaw, the wireless key feature 
didn't work. How am I supposed to know which room to use the key? I could not 
find the room number on the app. Do you really want me to find my room by 
holding my phone to all the freaking doors in the entire hotel? If I'm not using it 
correctly, please have some direction on the screen that has the wireless key 
feature." 

 

title: 'Disappointed', 

text: 'Mobile key option is not available and this is frustrating. I have the most 
updated app.' 

 

title: 'Best Marriott app', 

text: 'Works great, I wished the digital key was released sooner. Most of the time 
when I request a 4pm check in, I can’t access my digital key until a few hours later. 
No big deal, just go to the front desk and get a regular key, which defeats the 
purpose of the digital key. The competitive hotel, I can see the specific floor and 
room map. Then digital key is released a couple of hours before arrival. To the 
average traveler, these items may seem minuscule. To the business traveler, this is 
a major game changer. Thank you. Keep up the great work!!', 

 

title: 'Works okay', 

text: 'This app works ok.  The mobile key worked once for me and then stopped 
working at participating hotels. Also when I checked in, I used the late check out 
option. The app confirmed I had late check out but the hotel on the last day didn’t 
honor it and gave me a bunch of issues.' 

 

title: 'Perfect travelers companion', 



 77 

text: 'The ease of use is the main key of this apps. The only drawback is the mobile 
key is most cases not working ending up stuck in the non moving elevator or 
unable to  open your room.' 

 

title: 'Apple Watch mobile key', 

text: 'I love the app, but wouldn’t be great to have the same feature to unlock the 
door with your Apple Watch?!' 

 

title: 'App is garbage', 

text: 'Mobile room key never works. Always tells me I need to enable Bluetooth on 
iPhone 10 when it’s already on' 

 

title: 'Phenomenal App', 

text: 'So convenient, especially when you can add you room key to your wallet (at 
least if you have an iPhone). I use this app every time I need a hotel. I can’t see 
myself ever using another app for booking a hotel.' 

 

title: 'Ridiculous App', 

text: 'I have 440 nights at Marriott properties.  Have earned a few certificates and 
rewards. The ability to use mobile key on my iPhone is apparently not available for 
reward travel.I met the criteria, have my member number in the app, made the 
reservation directly with Marriott and was able to do mobile check in - but even 
the front desk clerk couldn’t find the mobile key, nor explain why the current 
certificate stay didn’t show up in Trips. Bonvoy:  try some QA!' 

 

title: 'Digital Key rarely works.', 

text: 'Rest of app is great. But there’s a SIGNIFICANT difference how Hilton digital 
performs vs Marriott. It’s awful. Even restarting app (even IPhone 11 Pro) doesn’t 
make it work. Worthless.' 

 

title: 'Superb', 

text: 'Excellent.  Electronic key. Order food and have it waiting for you.  Track the 
shuttle.  The BEST hotel app in my experience.  You can handle Every feature of 
your stay.  Get things done without having to ask a zillion questions.' 
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title: 'Doesn’t work with watch', 

text: 'This app is useful and would be better still if the mobile key feature worked 
with the Apple Watch.' 

 

title: 'Mobile keys work 40% of the time', 

text: 'I would rate the app higher but 70% of the time when I opt for a mobile key I 
am left locked out of my room. Why offer the service of it never works?' 

 

title: 'Useless', 

text: 'If you ask a question it takes hours for someone to respond within the 
app.  Then they charge an old credit card on file when you make a reservation with 
a different card and no longer own the previous credit card.  Then you get a 
notification your virtual key is ready, which is nowhere to be found.  Call the hotel 
and they say it’s a mistake.  Not sure if there’s any benefit to this app.  Just 
frustration on top of poor customer service when you have to call.' 

 

title: 'App Not Communicating Check -In to Hotels', 

text: 'Today the hotel manager at the Marriott North Ft. Lauderdale said the app 
doesn’t notify the hotel when you check in.  She said you should call instead even if 
the app tells you that you are checked in and the mobile key is being sent.' 

 

title: 'Mobile key doesn’t work!', 

text: 'Have tried many times even with help of local and phone IT support but no 
luck. Using iPhone 11 with iOS 13.3.' 

 

title: 'Mobile key disappearing', 

text: 'Seems like a pretty good app however the mobile key function disappeared 
in the middle of my stay. Not exactly sure how a function just disappears like that. 
Please fix thanks!' 

 

title: 'Potential', 

text: 'Has the potential to be a great app.  This trip however, I requested another 
washcloth through the app.  Got a response late the following morning asking if I 
still needed it.  Now I’m standing in front of my room while my daughter goes and 
gets an actual key because the app key vanished from the app.' 
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title: 'Mobile', 

text: 'Not getting the mobile key since the last update.' 

 

title: 'Past Stays and Receipt Issues', 

text: 'Twice now a past reservation has not appeared in the app and I have had to 
call Marriott to get a copy of my receipt. Both times customer service did what they 
could and was very professional but was very limited in their ability. For this latest 
issue I know my account was linked to the reservation because I checked in 
remotely and used the mobile key. I was traveling for work and I had my company 
set up a room block for all attendees of a meeting I was holding in the hotel. We 
finished early and I checked out early and made sure to get a copy of my bill. 
Before handing me a paper copy of the bill I was told that it did not reflect the total 
amount as I still had a time left on the room block but I should expect to see the bill 
in the app in a couple days. It’s been two weeks and I have not yet seen an updated 
bill (my reservation no longer appears in my app) but my card was charged the 
additional amount as I was expecting. When I called customer service, I was told 
that some reservations can be seen on their end but not mine. Why this would ever 
be the case? Customer service was not able to email me a copy of the bill or even 
confirm for me the total amount they see on the bill. Also, none of the nights I 
stayed had been credited to my account. I have opened up a case number but this 
is frustrating as I have expense reports I need to complete. I hold a lot of meetings 
in a lot of areas and I have enjoyed Marriott but I hope they are able to be more 
reliable with showing my reservations on the app and providing a receipt in a 
more timely manner.' 

 

Marriott play store 

text: 'The mobile key only works with stupid iPhone!! So stupid.' 

 

MGM app store 

title: 'Worst app ever', 

text: 'The apps horrible. The digital key dot. Work for crap!! �' 

 

title: 'The check in doesn’t work, waste of time.', 

text: 'Tried using the mobile check in option, wasn’t able to get my room keys. It 
asked me to go talk with the receptionists. WASTE OF TIME.' 
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title: 'needs work', 

text: 'Mobile check in sometimes works, but kicks you out and requires you to 
know your reservation number to pull up the key even when logged in. not enough 
cell service for it to work in the West wing. the fingerprint login option kicks out 
and requires login after a week or so. Hilton has a mobile key app that actually 
works smoothly.' 

 

title: 'Great app, but needs improvement', 

text: 'This app is great in many ways. It is easy to check out, book a room, and look 
up entertainment in the hotel you’re staying at. However, it needs two major 
improvements. First, the app keeps signing me out when I close the app. Second, 
the mobile check in and digital key didn’t work, and I had to go to the front desk 
(and through a very long line) to get checked in. Other than that, the app is great.' 

 

title: 'Overrated!', 

text: 'I think it’s overrated. The hotel is nice however our room on the west wing 
wasn’t all that. The telephones are outdated and they don’t even have USB ports in 
the room or lobby. The staff is nice however check was very very congested. Maybe 
because we came on a holiday weekend. Rooms were not ready and cleaned when 
we checked in. My digital key works when it wants to...' 

 

title: 'Digital Key Keeps Disappearing', 

text: 'I just stayed at Mandalay Bay last weekend and used the self check in with 
the digital key. In one weekend the key disappeared from my app no less than 12 
times. I had to start the check in process over again every time I got on the elevator 
to get to my room.' 

 

title: 'Slow and buggy', 

text: 'The app was slow to load everything. Unlocking my room at Aria, yeah it 
finally worked, after I stood there for a good thirty seconds. I used my actual key 
the rest of the stay instead. The app failed to find my reservation (which was quite 
retrievable on the web) and then when it finally found it it couldn’t check me in 
(worked fine on the web). The app finally worked to do mobile check out, but that 
was also slow. Overall the app is slow and unreliable. Deleted.' 

 

title: 'Awful Clumsy app', 

text: 'Can’t even find my reservation in this app. I logged into the app, but to see 
my reservation, I need to go to Program Overview and login AGAIN to M Life. I 
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downloaded the app so that I can use it for mobile check in and digital key. But not 
sure if this even work. Useless.' 

 

title: 'Doesn’t work', 

text: 'Check in with the app- nonfunctional. Digital key - nonfunctional. What is the 
point of having this if I still have to wait in the obscene lines at the Mandalay Bay 
anyway??' 

 

title: 'App keeps getting better', 

text: 'Now with digital room keys at select properties.' 

 

title: 'Digital Key seldom works!', 

text: 'I really do like the app but the digital key works about 1:10 trips.  Everything 
else is convenient though.' 

 

title: 'This is amazing', 

text: 'I got my hotel key with in 2 minutes the service was good the app ran fast 
and I like all the features that is has.' 

 

title: 'Mobile Key Is The Best!', 

text: 'As someone who frequently forgets to take my room key with me, I 
absolutely love that I can use my phone to open my room door at Delano!' 

 

title: 'Mobile check in - one phrase and sold...', 

text: 'No more long lines to check-in. Your phone is your room key. Works like a 
charm..' 

 

title: 'Needs digital card fix', 

text: 'Love the functionality of the app, however it’s a bit annoying to have to keep 
entering the confirmation # in order to use the digital key feature. Not efficient 
when you’re trying to go into your room. At this point stick to traditional keys. 
Unless I’m doing something wrong every time I close out the app said info is 
requested. Aside from that nice app to have while here visiting.' 
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title: 'This app is worthless', 

text: 'I have actually never been compelled to write an app review before this 
one.  This app is worthless.  It can’t retrieve any reservations, can’t retrieve my 
MLife Rewards account information, can give you a digital key, but can’t allow you 
to check out (and that would assume it could pull up your reservation in the first 
place).  Utterly worthless and actually cost me MORE time out of my vacation stay 
than anything else.' 

 

title: 'Not worth it!', 

text: 'Yea, having the room key on your phone is lovely... except the room 
key/reservation constantly disappears so during the entire 5- day stay I had to 
keep “checking in”... same thing happened last trip so not just a coincidence. 
Defeats the purpose.' 

 

title: 'It would be great if it worked', 

text: 'The idea of this app is great, however, a lot of the functionality just sidesteps 
the app and takes you to a built in web browser. If I wanted to use the MGM 
website, I would use my web browser. I want an app experience.  That said, the 
true downfall is the check in process. I was so excited to be able to pre-check in, 
then check in and use my phone as my room key. The issue is that every time the 
app restarts, it clears out the reservation so I have to find the confirmation number 
in my email, re-enter it in the app, wait for it to locate my reservation and then I 
can use it. I ended up just getting physical room keys from the front desk. Again, if 
the app worked, it would be great.' 

 

title: 'Useless', 

text: 'I downloaded this app for Mandalay Bay in Vegas but it was completely 
useless. I still had to stand in a line to check in, it wouldn’t let me use my phone as 
a key and I couldn’t even check out with the app.' 

 

title: 'Check in', 

text: 'Been waiting for an hour to check in.  Never experienced this in my life.  And 
this is with checking in on the App!  If I waited in the regular line I would have my 
key by now.' 

 

title: 'Digital Key Keeps Disappearing', 

text: 'I just stayed at Mandalay Bay last weekend and used the self check in with 
the digital key. In one weekend the key disappeared from my app no less than 12 
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times. I had to start the check in process over again every time I got on the elevator 
to get to my room.' 

 

title: 'Worst check in experience ever at Luxor', 

text: 'MLife app only checked in one of two rooms booked.  Elevator card reader 
would not hold my floor number so took me 30 minutes to finally find an elevator 
that would hold my room number. Front desk solution was to change my room. 
How is changing my room going to get my room key to work in the elevator card 
reader.  Walked what seemed like 3 miles from parking garage to front desk, back 
to front desk for correct keys to 2nd room then the elevator problem.  This is the 
worst experience and way to start my family Christmas trip. Killed any holiday joy 
I had. Will never stay at this hotel again and am a professional meeting planner so 
will let everyone else at my company not to book this hotel until they have a 
guarantee the elevator card readers work correctly.' 

 

title: 'Digital Key won’t work', 

text: 'Very disappointed of the app and the expectations I had with Luxor overall. I 
don’t have the 4-5 star hotel feel that is expected  for this place. Elevators have 
cardboard on the walls, accommodations in the room subpar. Super 8 gives you a 
refrigerator and it’s a pay option here. And this digital key only worked for the first 
day then said it won’t access.  Went down to the counter and they had no clue how 
to resolve the problem and the staff told me that it usually doesn’t work. Well... 
that’s good to know. Like I said not a 4-5 star hotel feel. I’m very disappointed.' 

 

title: 'Worst check in ever', 

text: 'Why not tell people ahead of time to download app - was told it would take 
30 minutes for authorization to come to my phone.  Standing in check in line while 
waiting for “mobile check in” to send me code to get key.  Will never stay here 
again.' 

 

title: 'Slow to get registration details', 

text: 'I booked my stay weeks ago but the app couldn’t find it, so I wasn’t able to 
check in via the app or use my phone as a room key. The nice smiley young lady at 
the front desk said yes, my reservation is in the system and sometimes it takes a 
few days for the app to catch up. I’m only here 3 nights, so we’ll see if it catches up 
in time for me to use it to check out...' 

 

title: 'Mobile check in errors', 
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text: 'I attempted to check in and obtain my mobile key about 10 times. Each time 
it recognized my reservation, located my credit card, then failed on final step with 
error message that I’m not allowed to check in because the reservation is not 
associated to my account. Getting help for this error was impossible. Reservation 
desk says they are not able to assist with the app and transferred me to the front 
desk. Front desk gave me a new reservation number saying the app doesn’t 
recognize alpha characters. Same error with the all numerical reservation number. 
The app is not allowing the convenient mobile check in I expected.' 

 

title: 'Kiosk are broke', 

text: 'Checkin is a disaster!  On line key checkin can not be used since machine is 
broke.  Over 100 people waiting.  Very disappointed and this will definitely impact 
if I ever stay here again' 

 

title: 'Awesome resort', 

text: 'I spent 5 days at MGM Grand to celebrate my 50th with friends. We had an 
awesome time, the food was great and the staff very accommodating.  We dined at 
the Buffett and A Cafe. I love the security of the elevator key card system. I was 
offered the  reward card w/ military benefits and truly appreciate the gesture. 
Cons: some of the roulette machines are broken or malfunction often and several 
the slots seem outdated.' 

 

MGM play store 

text: "Honestly this is disappointing. I was told the virtual key wasn't up and 
running yet, and I would really suggest maps of the hotels in the app. The app 
really didn't provide anything for me to use other than a mobile check in" 

 
text: "App doesn't work hardly at all room key just spins and get to hotel just to be 
told it's only certain hours so sucks" 
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C – Semi-structured interview questions 
 

1. Have you ever used a digital key before? 
a. Could you tell me about your most recent experience and/or the most 

memorable one? 
b. Did you feel safe while using the system/key?  

i. What was the reason that you felt this way? 
c. What did you think of the design of the system? 
d. How did you ‘receive’ the key and how did you ‘return’ it? 

i. What was your experience in this? How did it feel? 
ii. → If they had a bad experience what could have been done 

differently in that situation? 
e. During your stay, were you able to share the key with someone? 

i. How did this go and how did you do this? 
2. Do you use your phone for payments in stores? 

a. Could you tell me about your most recent experience and/or the most 
memorable one? 

b. Did you find the system convenient to use or was it tricky? 
i. How does it compare to other ways of paying that you were used 

to? 
ii. What are your reasons to use this feature? 

c. Can you describe how you feel when using your phone to pay? 
d. Did you feel safe while using this system?  

i. What was the reason that you felt this way? 
e. What do you think of the design of the system? 
f. Have you always trusted this way of paying? 

i. Have you always preferred this way of paying?  
3. If you have never used either mobile payments or a digital key, what stops you 

from using it and why is that? 
a. Elaborate on the reasons why you would not use such a technology? 

i. Too difficult to use or privacy concerns? Safety?  
4. Have you ever used electric scooters or car sharing? 

a. Could you tell me about this experience? 
b. Did you find the system convenient to use or was it tricky? 
c. Did you feel safe while using the system/key?  

i. What was the reason that you felt this way? 
d. What do you think of the design of the system? 

5. How would you imagine the check-in / receiving of the key would work? 
a. How would you imagine the using and sharing of the key would work? 

i. A lot of control over the sharing of the key? Access to the history 
of who accessed your room?  

ii. Can you imagine how you can control the sharing of the key? 
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D – Thematic Analysis 
 

Codes Themes 

Experience with using mobile phone as key 

Experience with sharing apps 

Experience with paying apps 

Learning process 

Clear instructions 

New normal 

Early adopter 

Consistency 

Fear of missing out 

Luxurious feeling 

Magic feeling 

Scary but exciting 

Good feeling 

Looks cool 

New normal 

No reason for change 

No extra convenience 

Too much effort for (no) benefits  

Doubts about the new technology (uncertainty) 

Fear of failure 

Prefers to not rush into digitalization 

Preference for applications 

Dislike installing lots of different apps  

Dislike technology 

Preference for physical card 

Physical card feels more secure 

Fear of change 

Why change? 
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Physical card is faster 

Physical card better for intensive use 

Locking manually feels more secure 

Hotel interaction is important 

Easy to use 

Convenient system 

Extra convenience 

One place for all cards 

Lose phone less easily 

Inconvenient system 

Inconvenient to search for card 

General satisfaction  

Clear design 

Unclear design 

Good main functionality 

Bad side functionalities 

Bad user experience 

Bad usability 

Inconsistency 

Performance and user friendliness of app influences 
behaviour 

Control over keys 

Sharing (amount) 

Leasing (time period/one-time) 

Key connected to location and time 

Personalisation 

Personalised alerts 

Promotions 

The importance of 
UX 
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Control in app 

Book for others 

Extra features 

Planned cleaning 

Disrupted process 

Seamless process 

Complicated and long process 

Login process 

Account login 

Smooth onboarding necessary 

Unreliable access 

Unreliable key 

Unreliable functionality 

Unreliable hardware 

Unreliable service 

Reliable 

Plan B / Back up 

Have multiple options 

Restricted use 

Optional account 

Optional usage 

Optional extra security 

Hardware/Software requirements to use key 

Unexpected/Unexplained requirements to use key 

Account not useful for one visit 

Alternative login (without account)  

Multiple options to login 

Plan B 
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Similar feeling of safety with phone as normal key 

More secure feeling with phone 

No extra safety worries 

Privacy concerns 

Safety concerns 

(Dis)trust in phone 

(Dis)trust in brand 

(Dis)trust in technology 

(Dis)trust in people 

(Dis)trust in corporations 

Access history (Yes/No) 

Trust needs to be build 

Information transparency 

Information on safety 

Transparent  security  

Insufficient error messages 

Confusion through lack of system feedback  

Extra safety measurements unexplained 

(Dis)trust 
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E – Lo-Fi prototype 
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