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accountability and uptime. The vi-
tal software modules are reserva-
tions, front office, telephone call
accounting, internet access and
billing, door lock interface and
back office accounting. In addi-
tion, points of sales, banquets
booking, purchase, inventory and
costing are also employed. Other
modules are need based. Hotels
with spas may use a booking di-
ary, larger hotels with yieldable
customer profiles may use rev-
enue management, luxury hotels
may use guest response manage-
ment, many hotels are beginning
to use digital signage, and pro-
vide instant reservation at their
website, chain hotels require a
central reservation system and
some hotels use interfaces with
the airline systems and internet
reservation portals.

Solution providers are increas-
ingly seeing the huge opportunity
in the hospitality sphere to de-
velop and deploy solutions that
can greatly enhance the efficiency
and reduce overhead costs for
hospitality brands. “Unicel, the
enterprise mobility specialist in
the VAS sphere, has developed
various solutions specific to the
hospitality industry i.e. Inven-
tory Management, IVR Booking
solution, Customer SMS feedback
mechanism, SMS booking and en-
quiries, Workforce Management
solutions to effectively manage
and allot resources on a day-to-
day basis,” says Vinay Agrawal,
founder and MD, Unicel Tech-
nologies. “Changes are more in
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the technologies used to imple-
ment them. Examples from our
own company include handheld
point of sales, SMS messaging
for coordination of guest services
tasks, web based multi-property
operations, software (instead
of hardware) based Internet ac-
cess & billing, similarly software
based voice mail and more. There
are some application innovations
also, driven by changes in busi-
ness needs. For example, we offer
a comprehensive guest profiling
system for improved CRM, we of-
fer industry standard interfaces
for integration of third party sys-
tems, progressively we are adding
more features of business intelli-
gence,” says Amlan Ghose, Man-
aging Director, Prologic First.

New vistas

Changing times means em-
ploying new technologies that
are faster and better than what is

available. The primary emphasis
today is on mobile, cloud comput-
ing and software as a service. “Our
company already offers some ap-
plications on mobile devices. In
the next few months, we will offer
much more. Our applications are
already architected for cloud com-
puting so that the infrastructure
required for deployment of sys-
tems at each hotel is minimised.
By offering SaaS we are also mini-
mising investments and adminis-
tration tasks related to application
software,” says Ghose. The For-
tuneNEXT suite of solutions from
IDS is among the most advanced
integrated hotel management so-
lutions. Their range of solutions
empowers hospitality establish-
ments as small as seven rooms and
as large as 1000 rooms. With fully
integrated property management
systems, restaurant management
systems, centralised solutions,
mobile and web applications, the
FortuneNEXT range of hospital-
ity management products is one
of the leading choices for hotels in
India, the Middle East, South and
South East Asia, Africa, and the
Oceanic countries. Says Manoj
Kumar Mohanty, National Sales
Manager - South Asia, IDS Soft-
wares, “The face of hotel technol-
ogy is constantly evolving, with
web based computing, mobile
computing, BI tools and keyless
entry with registration card being
some of the popular technologies
implemented. Hoteliers are now
looking for all-in- one solutions
that reduce the TCO considerably
and reduce support issues.”

Trends

The way forward is one of in-
tegration rather than interfacing
between modules. The distinc-
tion is that application modules
will share a single database rather
than multiple databases talking
to each other. “Data silos will be
eliminated. For example, our soft-
ware for all sales channels, CRM
and hotel front office work out of
a single multi-purpose and multi-
property database. The benefits
are more accurate inter-depart-
mental data, greater efficiency
and lower costs. We see growing
emphasis on electronic distribu-
tion channels as has already hap-
pened in more mature markets.

We also see more emphasis on IP
based in-room technologies start-
ing with a shift to IP based phones
and entertainment and following
through with other IP based de-
vices for energy control, lighting
and even remote controlled cur-
tains. In summary, the trend will
be to further refine technologies
in use,” says Ghose. Adds Mohan-
ty, “We see an increasingly large
number of fully integrated sys-
tems, with the focus shifting from
being purely transactional tools to
products and services that provide
the hotel with strategic inputs that
are aimed at optimising productiv-
ity and costs. With the number of
innovations that are flooding the

“ Our company
already offers
some applications
on mobile devices.
In the next few
months, we will
offer much more?’

~Amlan Ghose, Managing Director,

Prologic First

market, a thorough Technology
Audit of the existing infrastruc-
ture will shed light on the cur-
rent IT needs of the hotel as well
as help save IT maintenance and
support expenses. A typical tech-
nology audit begins with an ex-
haustive asset inventory, follow-
ing which relevant upgrades or
replacements are recommended
to optimise operations.” In hospi-
tality, more than any other indus-
try, it is all about being closest to
your clientele. “And irrespective
of background and upbringing,
the mobile phone is emerging
as the best medium to contact,
build and maintain relationships
with existing and prospective cli-
ents, From interactive outbound
dialers and virtual call centres,
to SMS driven easy booking and
confirmation processes, solutions
with VAS are rapidly emerging as
powerful alternatives to conven-
tional methods,” says Agrawal.
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Software replaces human effort
to maintain accuracy in inventory
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management, helps avoid service
shortfalls, aids communication
and helps assign rooms as per
guests’ preference while main-
taining guest profiles correctly. It
also allows the hotel management
to monitor work procedures, audit
compliances, revenue accounting
and employee performance. Says
Anuj Prakash, GM of The Resort,
Mumbai, “Software means com-
munication and the hotel business
is all about human communica-
tion. Software therefore enhances
the personalised experiences of
the guests by equipping the ser-
vice provider with better intel-
ligence in order to serve guests
effectively.” In today’s world the
entire operations in a large scale
hotel or 'prc')pert'_'-y is completely de-
pendent on its own software. Most
hotels are developing these or us-

ing the ones with_international
capabilities. “It helps in running
the operations very smoothly and

with greater levels of productivity
and profitability. The biggest ben-

Rakshit Talwar
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efit of having software in place is
to store the data, guest history and
profiles in a centralised server. It
helps to enhance customer loyalty
by offering special schemes and
offers to their regular customers,”
says Priti Chand, AVP, Communi-
cations, The Zuri Hotels. Software
solutions integrate all the various
departments of an organisation
and results in real time data being
processed and information being
available across the organisation
at all times. “It improves efficien-
cy by ensuring all departments are
in syne and delivering superior re-
sults by ensuring timely delivery.
And it improves effectiveness as it
processes high amounts of infor-
mation in very small amounts of
time, minimises the scope of error
and provides solutions based on
the needs of the business, which
would not have been possible if
done manually,” says Rakshit Tal-
war, Director of Sales, Courtyard
by Marriott, Pune Hinjewadi.
Amrendra Gupta, Manager IT,
Hotel Sahara Star adds, “All the
complaints are received by our
centralised Help Desk Star Ser-
vice. Star Service agents feed the
request/complaint in the system
and it is automatically delivered as
an SMS to the respective area’s su-
pervisor’s mobile and the required
service is given to the guest. The
completed complaints are closed
from the mobile itself. The Guest
feedback System (GFS) is used to
send an online feedback form to
our room guest that helps us to
improve and elevate their expe-
rience to a new level. The online
feedback has major advantages
of being automated and secure
process over manual hand written
feedback form. This full process
and analysis of received feedback
is managed by our CEO’s office on
a daily, monthly and yearly basis.”

The right fit

Again deploying a software so-
lution in the context of hospitality
is no small matter and needs care-
ful planning and tight execution.
The first step in deciding on the
right kind of software is to con-
duct a needs analysis where se-
nior management determines the
required scope of their needs. The
needs analysis documents exactly
what processes a particular hotel
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will require from its software. Fac-
tors such as the hotel size, product
type, location and target market
affect this analysis. The sheer
number of transactions and users
involved in day-to-day operations
of a hotel would require a much
more robust system. Again, cust-
omisation is the name of the game
as far as software is concerned.
“As we are a chain operation, we
choose software that embraces the
different types of hotels that we
operate. We look for software that
helps us maintain brand stan-
dards and audit compliances. The
things we look for are — that the
software must follow the gram-
mar that is common to our diverse
units and it must interface seam-
lessly with other software such as
MIS generator, accounts receiv-
ables, complaint management
system and point of sales in F&B
and other revenue earning depart-
ments,” explains, Charles Morris,
General Manager, The Leela Pal-
ace, New Delhi. Their Property
Management System (PMS) has
special fields that capture guests’
flight and meal preferences mak-
ing them capable of delighting
the guest even after they have
checked-out of the hotel! Along
with the basic Hotel PMS, a soft-
ware’s ability to customise and
upgrade itself with seasons meet-
ing the ever changing demands
of a hotelier, which in turn has to
constantly meet the demand of
its customer, makes one software
stand apart from its competitors.
Say Gautam and Arjun Thapar
of Te, New Delhi, “For a small
boutique hotel like Te, if I want
to compete with bigger chains in

terms of guest experience, I need
to make my guest feel extremely
special - which is possible only if
I know and understand the guest.
Hence my software helps me to
store guest information like- his
likes, dislikes, allergies, room
view preference, mini bar pref-
erences, room service previous
orders, special request, newslet-
ters and when the guest revisits,
the same is executed by the hotel
with the help of the software then
it can really help to satisfy clients
and win their business again.”
In Te - the Naturally suites have
the 12pm check out policy, while
the Superia suites have a 24 hour
check out policy.

With so much at stake it is natu-
ral that software has benefits that
can actually be measured and con-
tribute to the hotel’s bottom line.
Pro Logic’s experience suggests
that use of revenue management
improves REVPAR by at least 4%
in most qualified hotels (where
yield management policies can
be implemented). Instant confir-
mation over electronic channels
improves occupancies by 3% or
more, business travellers prefer
hotels that manage their internet
bandwidth to provide sustained
in-room Internet services and
F&B customer profiling and loyal-
ty programs bring in a significant
rise in average revenue per seat.
Analysis of potential versus actual
costs can contribute 4% savings in
cost. Then there are non-financial
benefits. For example, shared
multi-property back office ser-
vices can help tide over scarcity of
trained back office professionals.
“Our experience over the years,
indicate that, use of such soft-
ware, does contribute to reduction
in man power, plugging revenue
losses, reduction in inventory car-
rying cost, improving guest satis-
faction through fast check in and
checkout, ete. For example, in the
case of FortuneNEXT, several of
our clients have witnessed an in-
crease in operational and staff
effectiveness by 30% as well as a
revenue increase of 20%. Besides
this, clients have also seen an in-
crease in customer satisfaction by
60% and customer retention by
50%,” explains Mohanty.
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