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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
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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, 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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5      CHAPTER 5

Mobile PMS: 
A Better Guest 
Experience
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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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http://connect.stayntouch.com/demo-request


®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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