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Whether we like to admit it or not, technology fuels our daily lives. We’re 
doing our grocery shopping online, using PayPal to transfer money to 
friends, using mobile phones for boarding passes, and so much more. 
Technology has indeed penetrated our lives. Technology has changed 
almost every aspect of travel, and as a result, it has transformed what 
guests expect from hotels.

As a whole, the hotel industry has been struggling to meet these expec-
tations, held back by legacy technology and discomfort with change. Ho-
tels can no longer afford to ignore or delay investment in new technolo-
gies. They need new solutions that can deliver critical business insights 
to meet and exceed guest expectations. 

Traditional technology solutions have failed to fulfill their promises in 
this rapidly changing climate. PMS and enterprise applications are in-
creasingly complex and costly. At the same time, they have also become 
more cumbersome to use and less flexible to fit organizations’ changing 
business processes.  Cloud technology and specifically Software-as-a-
Service (SaaS) is replacing old and tired on-premise legacy systems. In 
fact, traditional deployments of on-premise software have shrunk sig-
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nificantly, from 34 percent in 2014 to a predicted 18 percent by 2017 (Gartner, 2014). SaaS is considered a more cost-friendly and flexible solu-
tion, one that can scale with a business and allow for rapid innovation - all while still providing a significant return on investment (ROI).

SaaS has the potential to open the door for innovation, by introducing new functionality and new ways to collaborate with guests, across the 
hotel, and indeed the entire partner ecosystem. In particular, a SaaS-enabled Property Management System (PMS) can deliver new operation-
al efficiencies for hoteliers that save time, money, and capture valuable guest data to enhance the guest experience. 

A truly mobile PMS – one that is entirely functional on any tablet or smartphone device – removes the need for fixed locations, empowering 
staff to deliver more personalized services from anywhere within the hotel. SaaS investments such as this are a proven way of differentiating a 
property and generating guest loyalty and repeat business.
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SaaS 101: 
What Is It?
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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.

SaaS 101:

SaaS 101: What is it?
Software-as-a-Service refers to software that is hosted and maintained 
by the software provider “outside” a hotel’s premises. The main differ-
ence between SaaS and on-premise software is where the software is 
hosted and how employees access it (Eagle Technology, 2016). A SaaS 
solution is hosted in the cloud and accessed via a web browser, mean-
ing that staff is not downloading onto individual computers and up-
grades do not need to happen on-site.

The Benefits of SaaS
In a 2014 Gartner survey, CIO and IT Directors rated ‘cloud is a mod-
ern approach,’ ‘innovation’, and ‘operational agility’ as top drivers for 
cloud adoption. These findings suggest “CIOs are focused on using 
the cloud to establish a modern, innovative IT environment with op-
erational agility and business advantage as key outcomes” (Gartner, 
2014). Where early SaaS adoption focused on small pilot projects, 
today SaaS is serving mission-critical tasks, suggesting that more 
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businesses are comfortable with cloud deployments beyond core ser-
vices like email (Gartner, 2014). 

SaaS offers significant business advantages over on-premise legacy 
software. On-premise software traditionally requires significant up-
front investments and regular upgrades to benefit from new features. 
In the past, many businesses were forced to pass on these upgrades, 
upgrades that added new functionality, speed, and business insights, 
due to cost. However, with a SaaS solution, businesses receive up-
dates and new functionality automatically, as soon as they are avail-
able from the software provider, and the cost is included in the service. 
Even better, it all happens in the background, without any service in-
terruption.  

Furthermore, because SaaS applications are accessible via a famil-
iar web browser, they tend to have lower learning curves and higher 
adoption rates than custom developed or off-the-shelf software (Mo-
vahhed, 2014). SaaS applications are especially appealing to a new 
generation of employees, the ones who are device dependent and 
more likely to use technology with intuitive, modern design.

Increasingly, the hotel industry 
is realizing the benefits of 
SaaS to maximize customer 
relationships, increase profits, 
and cut down expenses. 
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An essential advantage of SaaS is its ability through APIs to connect 
with new and existing software. This is especially important given the 
numerous channels of distribution hoteliers must now manage, as 
well as the myriad of new hotel apps that let travelers book, check-
in, request special items and text with the hotel. The fruits of these 
new services can only be enjoyed if the PMS can interface with them 
(Schaap, 2016).

Increasingly, the hotel industry is realizing the benefits of SaaS to maxi-
mize customer relationships, increase profits, and cut down expenses. 
The Fontainebleau Miami, for example, is using mobile data, together 
with reservation information from their cloud-based PMS, to upsell 
guests through pre-arrival and check out offers that increase reve-
nue with convenience fees. Between 20% and 40% of guests’ select 
mobile check-in, and the resort saw a 141% ROI from late check out 
offers in the first 30 days (Terry, Lorden & Creamer, 2016). This demon-
strates that great guest experiences no longer depend on in-person 
interactions. Hotels can leverage SaaS applications to support grow-
ing trends, such as mobile self-service, while deepening customer re-
lationships and increasing revenue. This success can be replicated in 

in other areas of the business. Rate management, online bookings, 
stock & inventory, payroll, and reporting can all be centralized and 
managed more efficiently using SaaS (Qikserve, 2016).
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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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As hotels invest more heavily in SaaS (and less in software purchases), the 
question becomes how to account for it on the books (Proformative, 2013). 
SaaS essentially represents a new business model, a new way of doing 
things that challenges the status quo. Where legacy software would have 
been purchased upfront, with add-on expenses for implementation, main-
tenance, customization and support, SaaS eliminates much of these up-
front costs (Eagle Technology, 2016). 

Under the SaaS model, software is licensed through a subscription. As a 
result, companies that use it don’t require hardware or software and that 
comes with those, including installation and updates. Instead, everything is 
managed by the technology provider. Many companies find that the costs 
of SaaS subscriptions are more predictable than traditional software and 
can, therefore, be budgeted more accurately.
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However, this does not overlook the obvious accounting challenges a busi-
ness must address when investing in a new SaaS solution. For example, 
which budget does a new SaaS application come out of? Should it be capi-
talized or expensed? If expensing implementation costs, what categories do 
these expenses fall under? 

One useful way of addressing accounting is to use a system of chargebacks, 
whereby IT charges various business units for the IT infrastructure and ser-
vices they consume. 

Given the lower infrastructure and maintenance costs, SaaS applications 
can significantly lower the percentage of a business unit’s budget that’s de-
voted to IT spending, which means they can invest in other areas while still 
using up-to-date, fully functional, secure business applications. 

® 12



12

Hack #2: 
Recoup Lost 
Revenue from 
OTA-Generated 
Bookings3     CHAPTER 3

The Future of 
Hospitality is 
SaaS



®

The Future of Hospitality 
is SaaS
Once an expense model has been established for SaaS, hotels can look 
for more ways to leverage this technology in their business. More broad-
ly speaking, “SaaS adoption has been concentrated mostly in Human 
Resource Management (HRM collaboration software (e.g. email) and 
procurement solutions, but is poised to widen” (Movahhed, 2014). 

As hotels begin to embrace SaaS solutions, they will find it can open the 
door to using mobile capabilities for bookings, promotions, guest ser-
vice, maintenance and housekeeping related communication, check-
in, check-out, and more. Further, SaaS can handle rate and reservation 
management as well as front office administration—the bulk of daily 
tasks a hotel must handle.

SaaS has the potential to open the door for innovation by introducing 
new functionality and new ways to collaborate and share information - 
within the hotel, with guests, and across the entire partner ecosystem. 
By leveraging SaaS in more areas, hotels can achieve greater efficien-
cies, support new trends that maximize the guest experience, and drive 
more revenue.

14



® 14



4      CHAPTER 4

How SaaS Is 
Transforming 
the Everyday



Many hotels are realizing the potential of a SaaS-based PMS to deliver 
operational efficiencies. Staff have the flexibility to access the PMS 24/7 
from wherever the workday takes them. Hotel managers can monitor fi-
nances, operations, reservations and adjust rates from anywhere with 
an Internet connection. They can use the PMS to simplify daily tasks and 
automate critical operations, thereby reducing the need for manual in-
putting and the risk of overbooking and reservation mistakes caused by 
human error. 

At the same time, a SaaS-enabled PMS can help hotels capture more 
valuable guest data and use it to enhance the overall guest experience. 
Some of the ways this can be done include: 

Email
An essential communication tool, email continues to be a powerful way 
to exchange and publicize information with guests. Collating guest email 
addresses via the Property Management System allows hoteliers to email

®

reservation confirmations, a copy of the final bill and/or deliver 
an expedited check-out process. Hoteliers can also ask for guest 
feedback, send out promotional and marketing material, as well 
as carry out other customer relationship management (CRM) ac-
tions. Such pre-arrival and post-stay emails can increase the reve-
nue of ancillary services, promote low selling services, encourage 
reviews, and solicit more feedback to improve the guest experi-
ence (StayNTouch, 2016a).

Guest Preferences
Special requests and guest preferences, such as in-room extras 
like more pillows or towels, informing the property of any particu-
lar dietary requests, or requests for a specific floor and room type 
are an important part of providing personal service. These types of 
requests, as well as any other unique guest needs, can be recorded 
within the PMS on guest reservation folios, which can be updated 
by both the guest and staff to enhance future stays. 

How SaaS Is Transforming the Everyday: 
The Cloud-Based PMS
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Customer buying habits
Along with recording guest preferences, other systems such as point-of-sale (POS) can also be integrated with the PMS in order to better under-
stand customer buying habits and purchases. Using this data, hotels can then provide customized promotions and send context-specific offers 
that resonate with the guest. These offers can be triggered at particular locations around the hotel, such as the bar, restaurant, or spa. This data 
can even be used to offer discounted upgrades and the option of an extended stay or late check out (StayNTouch, 2016a).

By embracing a SaaS-based PMS that connects with other systems, hotels can capture valuable guest data and use it in intelligent ways to deliver 
a superior guest experience that drives more revenue. 
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For hoteliers, one of the most innovative aspects of a cloud-based PMS 
is that it enables greater guest engagement. Staff can move about the 
hotel and still have access to the PMS. For almost all hotels, the process 
for interacting with guests has remained fundamentally unchanged for 
decades. The guest arrives on the property; waits in line, often for too 
long; and a front desk clerk is head down in a computer to check them in 
(more than likely using a legacy PMS), produce room keys, and try to take 
care of the guest’s other immediate needs. 

Hotels have literally built a physical wall between their employees and 
their guests, impacting their ability to truly connect and engage with 
guests in a warm, inviting manner (Schaap, 2016).  

However, with the introduction of the mobile PMS, the front desk has 
finally been allowed to evolve! Accessible and fully functional on any 
tablet device, a mobile PMS eliminates inefficiencies in the guest expe-
rience, like waiting in line at the front desk. Front desk staff can interact 
with guests in a more casual, informal manner and assist them with their

check-in, check-out, concierge services, and other needs all from a tab-
let device. 

With a mobile PMS, the tablet becomes a portable front desk, so ho-
tel staff can assist guests during busy lobby times to avoid lines, check 
in groups near the event space, or make restaurant reservations after 
bumping into a guest in the hallway. Staff can deliver a truly mobile and 
personalized front desk experience from anywhere in the hotel – not 
just the lobby. “Imagine being able to roam [around] helping guests 
check-in, find the right restaurant for dinner, or give them directions 
to a gym nearby, all the while creating a face-to-face relationship with 
your guests. This ‘untethered service’ is authentic guest engagement” 
(Schaap, 2016).

Beyond front desk services, a mobile PMS can streamline and improve 
other function areas of the hotel. Employees can access the PMS from 
anywhere on property and use the data to make more informed deci-
sions or resolve issues quickly. 

Mobile PMS: 
A Better Guest Experience
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Scenario
For example, imagine a guest stops a housekeeper in the hallway 
and asks for some extra towels to be delivered to their room. The 
housekeeper can capture this request in the PMS using their tab-
let device. The towels can either be provided on the spot or dis-
patched to another staff member closer to the guest’s room. 

With this request now captured in the guest’s folio within the PMS, 
housekeeping can refer back to it during the guest’s next stay and 
ensure the bathroom is stocked with extra towels to pre-empt the 
same request. 

By embracing a mobile PMS and using it to capture data like this, 
hotels can deliver more personal service. This individual attentive-
ness is a proven way of differentiating a property; fostering guest 
loyalty and ensuring repeat business.
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Conclusion

The trends are clear. SaaS and cloud computing is here to stay. Leading 
hotels around the globe are restructuring their businesses to capitalize 
on the efficiencies these new web-based PMS alternatives offer. They 
are leveraging the power of mobile systems to respond to their guests’ 
needs and optimize their business performance. 

To remain competitive in today’s market, hotels must embrace new 
technologies. The guest experience cannot evolve by using the same 
old legacy PMS. SaaS opens the door for innovation by introducing new 
functionality and new ways to collaborate and share information within 
the hotel, with guests, and across the partner ecosystem. 

The potential for SaaS to transform the hospitality industry is huge in 
areas like rate management, reservation management, online book-
ings, front desk management, housekeeping services and guest engage-
ment.  

A cloud-based PMS delivers operational efficiencies that save time and 
money. In addition, a truly mobile PMS – one that runs entirely on a 
tablet or smartphone device – empowers multiple function areas of the 
hotel to improve the guest experience. Managers can access reports 
and monitor reservations on the go. 

Front desk staff can deliver a more personalized front desk experience 
from anywhere on the property. Moreover, all employees have immedi-
ate access to the same business intelligence stored within the PMS to 
make quicker, smarter decisions, and resolve issues on the spot. 

Working together, with the help of a mobile PMS, hotels can begin to 
change the way they communicate, interact, engage and build rela-
tionships with their guests, so they keep coming back and referring the 
hotel to their friends and families.
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®About
StayNTouch is a “Software as a Service” hotel property management systems (PMS) company focused on developing solutions 
that help hotels raise service levels, drive revenues, reduce costs, and ultimately change the way hotels can captivate their guests. 
Developed with mobility in mind, the pioneering platform enables hotels to create long lasting relationships with their guests by 
delivering personalized service levels that today’s guests require. StayNTouch operates on tablets and smartphones, empowering 
hotel employees to go above and beyond in exceeding guest expectations at every touch point.
 
Powering over 65,000 rooms globally, our game-changing solution frees hotels from the constraints of legacy or premise systems, 
dramatically streamlines operations,  increases margins, and revolutionizes how front-line staff connect with guests. StayNTouch 
is a trusted partner to many of the most forward-thinking hotels, resorts, casinos and chains in the industry, including Yotel, Zoku 
Amsterdam, Valencia Hotels, The Freehand Hotels, Porto Vista San Diego and the Fontainebleau Miami Beach.
 
To learn more, watch our video “THE NEW WAY... TO HOTEL!”

For more information, visit stayntouch.com.
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Jos has a 20+ year track record in hotel software technology. He started StayNTouch 3 years ago with the vision of 
reinventing the hotel PMS technology, make it simple, mobile and move it to the cloud. Prior to StayNTouch, Jos 
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billion. Jos was responsible for introducing a number of new products enabling MICROS to enter all hospitality 
segments from limited to full service hotels.


