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Technology in the hotel industry has undergone a major transformation. 
Previously a means to facilitate the everyday operations of a property, 
technology is now focused on how to enhance the overall guest experi-
ence. Technology is key to managing every stage of the guest journey—
from planning to check-in, during the stay, at check out and after the vis-
it. To remain competitive, hotels must optimize their touch points with 
guests, creating differentiated, more profitable guest experiences. 

However, existing IT constraints make it too difficult or too costly for 
some hotels to do so. Legacy Property Management Systems (PMS) are 
complicated and cumbersome, leading to poor customer experiences 
and the inability to capture a guest’s total revenue potential. Hoteliers 
need lighter, more nimble solutions that enable more meaningful inter-
actions between employee and guest. Many are realizing the potential of 
a cloud-based mobile PMS solution to drive such change. The valuable 
data obtained through a mobile PMS during every stage of the guest life-
cycle represents a turning point in marketing and service for hotels. Now 
is the time for hoteliers to embrace a mobile PMS to better manage op-
erations, maximize performance, enhance sales and marketing – and of 
course, reduce costs.

®

The ‘guest experience’ 
is the successful 
execution of a hotel’s 
brand promise. For 
hotels, the front line is 
the bottom line.
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Hotel & Guest 
(Technology) Needs 
Have Changed...
It’s Time for the PMS 
to Change, Too

4



Previously used to facilitate the everyday operations of a property, hotel 
technology now must focus on how to enhance the overall guest expe-
rience. A positive shift for hoteliers, embracing new technology can en-
able them to capture guests’ total revenue potential, not just room reve-
nue, by supporting better guest service. While IT constraints can make it 
challenging for hoteliers to make this transition, the choice to move to a 
modern technology—one that is cloud-based and mobile—is well worth 
the investment, paying dividends across many areas of hotel operations.

Consider the traditional PMS, for instance. A comprehensive software 
application for coordinating and automating operational functions in a 
property, the traditional PMS includes features such as guest bookings, 
point-of-sale, food and beverage service, housekeeping, HR and payroll, 
sales and marketing, inventory management and accounting. The prob-
lem with the traditional PMS is that few hotels actually want or use all 
of this functionality, and in its current form, the PMS does not put hote-
liers any closer to offering guests a better experience or understanding a 
guest’s total revenue potential. 
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Keep in mind that 
your guest is part of a 
society that expects 
instantaneous results 
and has the ability to 
immediately rate any 
experience publicly.
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In addition to being complex and heavy, legacy PMS solutions are slow, 
confusing and unintuitive for users. This increases the likelihood of lon-
ger wait times for guests (from check-in to room availability and more) 
as well as increases errors. Additionally, a lack of innovation in PMS soft-
ware has limited its use to specifically trained employees. Considering 
the hotel industry’s chronic high turnover challenges, this creates unnec-
essary inefficiencies and has inhibited opportunities for guests to have 
more options during their stay via self-service and mobile access. 

The reality is that the traditional “horizontal” PMS has gone the way of 
the dinosaurs. 

Hoteliers need lighter, more nimble solutions that can integrate with 
other systems via an open API structure, are intuitive to use, and offer 
enhanced guest service opportunities by leveraging of mobile access for 
staff and guests alike.

A public API solution offers a structure with which other vendors can 
easily integrate, ensuring as many systems as possible are speaking to 
one another. Additionally, with a cloud-based, mobile PMS hotels can 

trade in useless screen customization from traditional vendors for a sim-
ple working solution designed by UX specialists who focus on creating 
workflows and screens that improve efficiency and guest engagement.

Hoteliers also need mobile solutions that are intuitive to use. The bene-
fits are multiple. A younger generation of tech-savvy staff can easily pick 
up a mobile solution; the hotel industry’s continuously high turnover 
rates require intuitive systems that require little training, and an easy-to-
use mobile system allows staff to communicate more efficiently among 
themselves and with guests.

Finally, hoteliers need systems that truly enhance the guest experience, 
such as providing self-service and upsell options for guests while, simul-
taneously, increasing the opportunity for one-to-one guest connection. 

The ability to check-in on your phone, and walk straight to your room 
without having to pick up a key, as your phone unlocks the door, is now 
becoming the new norm (by 2017 PwC predicts that at least two-thirds 
of all hotels will provide a mobile check-in option). 
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Of course, technology will not diminish the role of the hotel staff; it will 
make them amazingly better at the tasks they do already, providing the 
guest with convenience, personalization, customization, and efficiency. 
Only hand-held mobile devices can deliver this depth of experience with 
available technology. The impact of mobility on hotels is multi-faceted: 
sales and marketing, operations, guest services and guest loyalty. The 
innovative mobile technologies have opened up tremendous opportu-
nities, changing the way staff and guests interact, and are making life 
easier for the hoteliers and the guests alike. 

At the end of the day, rather than being an overhead cost like traditional 
PMS software, a cloud-based, mobile PMS solution acts as a strategic 
revenue-generation tool. It offers rate management, upsell opportu-
nities, dynamic packages, and self-service capabilities that capture a 
guest’s total revenue potential. In fact, guests typically spend 20% more 
when ordering via mobile (Business Insider), which is a significant boost 
to the bottom line. Pair this with operational efficiencies and the ROI po-
tential is enormous.
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This a monumental time of opportunity and change for the hotel indus-
try. Hoteliers are tasked with deploying new, integrated strategies to stay 
competitive and meet the needs of today’s guests. It is a tall order in a 
marketplace full of disparate technologies, all guaranteeing a new and 
innovative guest experience. Why else would there be a dozen ways to 
check-out of a property, but only one—sometimes two—ways to check-
in? 

Hotels are beginning to realize the potential of cloud-based technolo-
gy to support integrated guest strategies. With cloud-based PMS tech-
nology, hotels can safely and securely manage software across multiple 
properties. Benefits include on-demand self-service, broad network ac-
cess by a variety of devices, resource pooling, and scalability (Phocus-
wright 2014). Managing customer information and payment details are 
among the most important issues facing hotels right now. In order to be 
compliant, a third-party provider should ensure all credit card process-
ing is completed entirely outside of the hotel PMS. Secure API connec-
tivity to major online payment and tokenization gateways around the 
globe enables trustworthy payment card transactions with centralized 

PCI compliance via a cloud-deployed PMS.

Further to the benefits of cloud-based PMS technology is mobility, which 
was rated as the top disruptor facing the hotel industry at the 2015 Hotel 
Revenue Strategy Summit. Both staff and guests show a clear preference 
for mobile access.

In 2015, Millennials (adults aged 18-34) surpassed Generation X to be-
come the largest share of the American workforce. One in three working 
Americans, or 53.5 million people, are Millennials, a generation charac-
terized by their creativity, adaptability, entrepreneurial spirit, and open-
ness to change. Millennials have grown up with technology. According 
to Google, 81% of Millennials own a smartphone, and according to Heidi 
Cohen, 78% of them spend over two hours a day using it. This “always 
connected” mentality has influenced Millennials’ expectations of tech-
nology in the workforce. 

Expectations of the modern traveler are also driving the need for mobile 
solutions. According to the Global Web Index, approximately 80 percent
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of adult Internet users now own a smartphone, and 34 percent of Ameri-
can adults have a tablet device (Pew Research, 2013). In turn, 72 percent 
of active consumers say they want mobile-friendly sites and experiences, 
according to Google Research. Take into account that: 

• 73% of travelers want to use mobile for check-in
• 68% want concierge tips via mobile
• 64% would like to use a mobile device as a room key
• 62% prefer to order room service/amenities via mobile (MCD)

Hotels need to embrace the technology that their guests are using and 
effectively integrate both guest and employee desires into their enter-
prise and property IT architectures. The presumption that guests pre-
fer the “traditional hotel experience,” where in-person services reign 
supreme, is outdated. Yes, in-person exchanges are still valuable, and, 
indeed, welcomed by some guests, but not in the traditional sense they 
once were. Guests want to choose how they communicate with a ho-
tel - anywhere, anytime, with any device. They want 24/7 access to their 
reservation information, a smartphone-enabled check-in and checkout 
experience that bypasses the front desk and self-service capabilities that 
cater to their individual needs. 

Zoku Amsterdam has adopted a cloud-based PMS platform, mobilizing 
both back-of-house and guest-facing operations. Prior to arrival, house-
keeping uses the mobile platform to update room status triggering a text 
to the guest that his room is ready. Upon arrival the guest is greeted not 
by an old-fashioned front desk but instead by a hotel representative with 
a tablet, who can offer a visual of upgrade opportunities, provide mobile 
roomkey access to the guest’s room, and handle details such as meet-
ing room reservations and amenities. In an effort to offer as many guest 
options as possible, the hotel also features self-service check-in in the 
lobby for guests preferring to bypass a guest agent. 

Additionally, Zoku has monetized the check-out process with a visually 
rich mobile interface that offers late check-outs and the option to check-
out via a mobile device. All the while management can access real-time 
hotel reports via tablet at any time and in any location. In adopting the 
mobile PMS platform, Zoku enhances their mission of altogether chang-
ing the hotel experience, from room design and social spaces to the way 
they handle guest service and operations. Guests continue to have a re-
lationship with hotel staff; however, the way it looks and feels is less ad-
ministrative and more personal. 
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A mobile property management system enables hoteliers to meet these 
expectations while creating more meaningful interactions between ho-
tel guests and employees. It frees staff from the front desk, to move to 
where the customer is, providing more personalized interaction in the 
context of the guest’s stay. More interaction means more opportunities 
to up-sell guests on ancillary services that may otherwise be overlooked 
(e.g., ordering breakfast, booking spa treatments or requesting a late 
checkout). Integrated technology means that staff has more access to 
guest information and can better tailor service to their needs.

The ability for staff to engage “on-the-spot” conveys a higher level of 
service, which translates into increased guest satisfaction, more positive 
travel reviews and overall increased loyalty. Mobility, then, can positively 
impact online conversions and REVPAR (via better travel review scores).

Ultimately, the result of a cloud-based mobile PMS solution is increased 
security and real-time access to essential guest and property data; more 
efficient and productive staff; and a substantially improved guest experi-
ence, the results of which are evident in the bottom line. 

®
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A centralized, cloud-based PMS enhances the entire guest lifecycle from 
the moment guests book a room to the moment they check out and be-
yond. API connectivity with CRM platforms and other applications en-
ables hoteliers to form a more complete view of the guest, creating a 
“personalization advantage” that allows hotels to deliver superior cus-
tomer service at every stage of the guest lifecycle. In certain cases, a PMS 
of this nature may even replace the CRM, driving substantial cost savings.

Scenario: Using PMS data to exceed guest expectations

Imagine a returning guest is due to check-in to your hotel this afternoon. 
While housekeeping is preparing their room, they use their tablet to look 
up the guest’s history in the PMS. They notice that the guest ordered a 
Diet Coke from Room Service every day during their last stay. Using this 
information, housekeeping stocks the minibar fridge with several extra 
cans of Diet Coke to anticipate the guest’s needs. 

The guest arrives after a long flight, which was delayed by two hours. 
They check-in online during the cab ride to the hotel. Upon arrival, they 
immediately make their way up to their room. Using the mobile phone 

key provided on their smartphone, they scan themselves in and drop 
their luggage. After inspecting the room, they open the minibar fridge, 
and there is their favorite Diet Coke, chilled and waiting for them. The 
guest thinks, “This is why I stay here. They know what I like.” 

The guest then receives a text message from the hotel, welcoming them 
back and asking if they would like to reserve a table for dinner at the on-
site restaurant. Glancing at their watch, the guest realizes how late it is 
after that flight delay. They text back saying they would like to reserve a 
table for 7 pm. After showering and changing, they make their way down 
to the restaurant. The maître d’ is expecting them and their table is wait-
ing. 

Unlike traditional PMS solutions, a mobile PMS creates multiple touch 
points with a guest throughout their lifecycle. These are opportunities 
to obtain valuable data to enhance the overall guest experience. Mobile 
guest engagement enhances ROI opportunities in simple ways such as 
check-in, F&B reservations, spa services, and late checkout.
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Yotel uses a mobile PMS platform for their properties 
throughout Europe. For Yotel, the ROI is not only a 
product of revenue-generating features such as late 
check-out but also one of the significant operational 
efficiencies. For instance, the mobile check-in tech-
nology has been adopted by 90% of Yotel guests, 
not only increasing staff efficiency but also generat-
ing additional revenue via the early check-in feature. 

Supporting the early check-in feature, housekeeping 
is armed with tablets that allow them to turn over 
rooms more quickly and reduce the need for paper 
management. At the end of the day, just as import-
ant as the ROI are happier guests, and with 9 out of 
10 guests choosing mobile or self- service features 
at Yotel, a fundamental guest need is clearly being 
met.
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Technologies that not only improve the on-site guest experience but 
also enable hoteliers to continue the guest relationship post-checkout 
have the potential to influence positive guest reviews and build loyalty. 
Loyalty is essential to controlling the cost of guest acquisition. Acquiring 
a new guest costs 6 to 7 times more than retaining an existing guest, 
and further, repeat customers spend an average of 67 percent more than 
first-time buyers. 

Research by Future Foundation shows not just that the type of experi-
ence demanded by travelers in 2030 will be different to 2015 but that 
the way travelers buy and engage with the industry is also set to change. 
Gartner shows that by the end of 2016, 89 per cent of brands expect to 
compete primarily on customer experience rather than price and prod-
uct as the key brand differentiator. Hoteliers, therefore, need to actively 
market and engage with guests after their stay in order to increase repeat 
visit opportunities. Valuable data collected throughout the guest lifecy-
cle in a cloud-based PMS can inform these marketing messages, person-
alizing them and increasing conversions.
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This is the mission of hospitality. However, the way we create this environment is dif-
ferent than it once was; now it is about giving travelers choices. As many choices as 
possible about their stay, including when they arrive and depart, what room they are 
in, how they check-in and check-out, and how and when they interact with hotel staff.  
Guests desire mobile travel solutions. Employees desire mobile guest solutions. More-
over, hotels benefit when the two meet. Hotels that embrace a centralized cloud PMS 
have the opportunity to redefine the employee/guest relationship. By providing more 
self-service options, hotels can create more touch points with the guest, each one an 
opportunity to capture valuable data that improves the guest experience and drives 
more revenue. Furthermore, a mobile PMS frees employees from the front desk, to in-
teract with guests in more meaningful ways. All of this, in turn, influences a positive 
guest experience that drives better reviews, more revenue, increased occupancy and 
higher REVPAR.

Conclusion

Creating a Welcoming Environment for Travelers!
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About StayNTouch
Driven by the need for hoteliers to raise service levels to respond to the 
needs of today’s guests and increase hotel revenues, StayNTouch delivers 
a cloud-based Mobile PMS with a suite of tablet-based solutions.  The com-
pany’s PMS Mobile Overlay brings mobility to both hotel staff and guests in 
order to drive guest revenue while enhancing the guest experience.  With 
any tablet or touch device, Guest Service and Housekeeping have mobile 
access to PMS via a touch-optimized interface. Guests, from their smart 
phone, can self check-in and out, view room bill and receive upgrade pro-
motions. StayNTouch dramatically streamlines operations and increas-
es margins, and revolutionizes how the hotels connect and engage their 
guests and how guests experience their hotels.  StayNTouch partners with 
many of the most forward thinking brands in the industry, including Yo-
tel, Great Wolf Hotels and Resorts, Zoku Amsterdam, Porto Vista San Diego 
and the Fontainebleau Miami Beach. 

For more information, visit www.stayntouch.com.
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