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How SaaS Is Transforming the Everyday:

The Cloud-Based PMS

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
addressesvia the Property Management System allows hoteliers to email
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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, aswell 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.




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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Mobile PMS:
A Better Guest Experience

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
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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
bumpinginto 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.







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.
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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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http://connect.stayntouch.com/demo-request

About STAYKTOUCH

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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https://www.youtube.com/watch?v=V6O1eS0BQpo
http://www.stayntouch.com

sSources

Eagle Technology (2016). SaaS Solutions in the Hospitality Industry. Proformative (2013). Capitalize or Expense SaaS Implementation
Costs?
Gartner, Inc. (2014). Gartner Survey Reveals That SaaS Deployments

Are Now Mission Critical. Schaap, J. (2016). The Hoteliers Wake Up Call. HospitalityNet.com
Movahhed, M. (2014). Why SaaS? 7 Benefits of Cloud vs. On-Premise StayNTouch (2016a). 3 Important Data Points Captured by a Cloud
Software. PMS.

Qikserve (2016). Unmissable Hospitality Technology Trends 2016: Terry, L., Lorden, A. and Creamer, D. (2016). 6 Mega Trends in Hotel
Don’t Lose Out on the Tech Race! Technology.

N

STAYRTOUCH




Author: Jos Schaap, CEO - Founder of StayNTouch
Product Development | Strategy and Vision
Connect with Jos on linkedin.com/in/josscha

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
spent 17 years at MICROS Systems Inc. (now Oracle Hospitality) as a Senior Vice President in charge of global prod-
uct development and strategy for the Lodging and eCommerce divisions. During his tenure, MICROS’ hospitality
products became the global market leader, growing the company’s revenues from less than $300 million to $1.1
billion. Jos was responsible for introducing a number of new products enabling MICROS to enter all hospitality
segments from limited to full service hotels.
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