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Do management
systems work?
You may have management software with every bell and whistle ever invented but
do you know how to use it all?

T
YPICAL OF MY BREED I just can' t
be bothered to undergo

anything remotely
resembling

formai computer training .

But , as the saying goes , don't do as

I do, do as I preach .

Today' s property management
system is so comprehensive and

can reach so far into all areas of
the business that even those that
emphasise their simplicity of use

and have versions for the first
timer are more comprehensive
than top-drawer offerings of just a

fewyears ago .

Hotellogic is a new ish system
whose originator-of the saure

narre-installs the system ,

configures it to the hotel' s particular
needs and then trains the staff and

managers who will be working
with it . That package starts at 925
for a system suitable for a nine to
15 bedroom hotel . It has diaries

showing full reservation status ,

customer information and history
files , future bookings with
automatic email , fax or mailing of
confirmations , flexible room pricing
instantly changeable according to

occupancy levels and special
offers , website integration ,

interfaces to EPOS , telecoms and

accounts , room servicing
management , mail-merge for marketing
shots , and lots more .

All those files can be viewed

every which way , choosing pretty
much whatever trigger-date ,

type , needs etc -you care to select .

They can be analysed in similarly

To getfurtherthan this staff wiIl

rieed training

Words by Geoff Tyler

diverse ways . The reservation
diary , for instance , can show the

booking history of the customer ,

the room , room type , and so on ,

all before the guest has even

arrived and you get into automatic

billing , key checks , credit ratings
and so on . And for when you' re

full your system can link with
those of other nearby hotels for
mutual cross-recommendation of
them as alternatives . This can be

useful for a clutch of neighbourly
small hotels to offer themselves as

a single stop for coach parties .

Use it or Iose it
The big problem with the capable

systems we have today is that as

staff and managers change , the
less frequently used features drop
out of the corporate conscience .

For example , it may not be used
often but the ability to profile
every scrap of business you have

attracted for the last five school

summer holidays can be
invaluable in planning this year' s sales

effort .

System suppliers gripe that
their customers all too often
skimp on training; in fact some

suppliers , like Micros Fidelio ,

have addressed the issue by
refusing

to supply and install systems
without staff and management
training bundled in. Rob Sheard ,

operations manager with Data

Basics Hospitality Systems , also a

company that bundles training as

essential , typified the attitude .

"Customers are sometimes their
own worst enemy in sometimes

looking to save on training
although the majority do appreci
ate its importance . Occasionally
customers do not always put
enough effort into ensuring that

their staff are available for training
during the installation-although
again this is becoming rarer ,

perhaps as we ourselves now stress

much more the importance of the

training in the overall installation. "

Another is Alan O' Riordan of
Guestline who adds a realistic

motive for treating training
seriously .

"
We meet a certain amount

of resistance from customers who
feel they can go live with less

training than we are

recommending

. We do , however , quote for a

realistic level of resource
(
we have

to remain price competitive , alter
all

) , so we work hard to convince
our customers of the merits of
investing up front to reap the

benefits fiuther down the liine .

Reference sites are useful in

justifying this from their own
experience . We will not take on an

implementation without a

commitment to the appropriate
training

resource , as untrained staff

have a significant impact on our

support desk , which can

subsequently affect the service our
other clients receive . " >

ATM LTD

http://www.qpp.co.uk
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PaulPaul FinchFinch atat MicrosMicros FidelioFidelio
leavesleaves nono roomroom forfor doubtdoubt ..

"" MostMost
taketake upup ailail thethe trainingtraining thatthat wewe
recommendrecommend .. SomeSome trytry toto cutcut
downdown onon thethe amountamount andand inin
generalgeneral ,, wheneverwhenever thisthis hashas happenedhappened ,,

wewe endend upup havinghaving toto revisit.revisit.
""

OnwardOnward andand UpwardUpward

TrainingTraining ,, thoughthough ,, isis notnot aa one-offone-off
itit isis neededneeded throughoutthroughout thethe lifelife ofof
thethe systemsystem ..

JarvisJarvis HotelsHotels grippedgripped thisthis
problemproblem headhead onon andand commissionedcommissioned anan
outsideoutside organisationorganisation toto handlehandle itit allall ..

ATM Technology ManagementATM Technology Management
providesprovides allall technicaltechnical supportsupport forfor theirtheir
6060 hotelshotels ,, 120120 restaurantsrestaurants andand barsbars
andand 3030 healthhealth clubsclubs .. PropertyProperty
managementmanagement systemssystems areare fromfrom IGSIGS

HotelHotel oror FidelioFidelio andand theythey ,, plusplus
EPOSEPOS ,, telecomstelecoms andand otherother
solutionssolutions ,, areare linkedlinked toto aa centralcentral officeoffice ..

JanetJanet GrayGray ,, HumanHuman ResourcesResources
andand ITIT DirectorDirector tellstells usus thatthat ATMATM

providesprovides aa 24-hour24-hour telephonetelephone helphelp
deskdesk coveringcovering aroundaround 3030 différentdifférent
vendors'vendors' hardwarehardware .. AA residentresident
ATMATM engineerengineer assistsassists centralcentral
officeoffice staffstaff andand undertakesundertakes ad-hocad-hoc
TTTT supportsupport dutiesduties .. HotelHotel staffstaff cancan
callcall aboutabout thethe propertyproperty
managementmanagement andand desktopdesktop applicationsapplications
andand ,, ifif notnot handledhandled byby thethe ATMATM
teamteam directlydirectly ,, thethe callcall isis

forwardedforwarded toto thethe appropriateappropriate vendorvendor forfor
actionaction .. ButBut ,, sayssays GrayGray ,,

""
ATMATM

managesmanages
allall thethe supportsupport callscalls fromfrom

startstart toto finishfinish .. TheyThey monitormonitor thethe
callcall andand makemake suresure thatthat itit ss

resolvedresolved withinwithin thethe terrasterras ofof thethe
différentdifférent suppliersupplier contracts.contracts. ""

InIn anan idealideal worldworld ChatChat wouldwould notnot
bebe necessarynecessary .. UsersUsers cancan helphelp
themselvesthemselves ,, tootoo .. Suppliers'Suppliers' trainingtraining
worksworks outout expensiveexpensive ifif theythey havehave toto
startstart fromfrom scratchscratch ,, teachingteaching
operatorsoperators thethe basicsbasics ofof workingworking withwith
computerscomputers .. ThereThere areare plentyplenty ofof

JanetJanet GrayGray ,,lala rvisrvis HotelsHotels

CaseCase Study-De VereStudy-De Vere HotelsHotels

ItIt isis notnot justjust staffstaff thatthat changechange andand needneed

updating;updating; systemssystems dodo tootoo..AsAs softwaresoftware isis

renewedrenewed oror updatedupdated piecemeaipiecemeai thethe resultresult

cancan bebe aa mishmish mashmash ofof processingprocessing andand

databasesdatabases thatthat presentpresent theirtheir resultsresults inin

manymany clashingclashing waysways.. That'That' ss whenwhen thethe

thoroughthorough makeovermakeover isis calledcalled forfor alongalong

withwith ,, againagain ,, aa needneed forfor useruser re-trainingre-training ..
De VereDe Vere HotelsHotels presentspresents aa goodgood exampleexample
ofthisofthis inin aa projectproject toto consolidateconsolidate overover 2.32.3

millionmillion guestguest recordsrecords fromfrom itsits 4949

establishmentsestablishments intointo aa singlesingle ,, user-friendlyuser-friendly
databasedatabase .. CustomerCustomer datadata specialistspecialist GBGB

GroupGroup diddid thethe restructuringrestructuring usingusing AlterianAlterian

technologytechnology .. De VereDe Vere hadhad anan enormousenormous
amountamount ofof guestguest datadata thatthat itit couldcould notnot

analyseanalyse quicklyquickly andand efficientlyefficiently ..TheThe

databasedatabase andand analyticalanalytical systemsystem thatthat GBGB

GroupGroup designeddesigned consolidatesconsolidates thisthis datadata

andand empowersempowers De VereDe Vere toto extractextract

valuablevaluable informationinformation andand identifyidentify guestsguests asas ,,

forfor exampleexample ,, `debutantes'`debutantes' or'or' devoteddevoted

stayers'stayers' .. GBGB hostshosts thethe databasedatabase atat itsits

premisespremises andand thethe companycompany keepskeeps De VereDe Vere

staffstaff andand managersmanagers constantlyconstantly upup toto

speedspeed onon itsits useuse ..
coursescourses runrun byby locallocal authoritiesauthorities ,,

educationaleducational establishmentsestablishments andand

privateprivate tutorstutors ChatChat areare justjust asas

effectiveeffective forfor thisthis andand muchmuch cheapercheaper .. ToTo

putput aa measuremeasure onon theirtheir
effectivenesseffectiveness ,, thethe self-explanatoryself-explanatory
EuropeanEuropean ComputerComputer DrivingDriving
LicenceLicence ,, ECDLECDL ,, isis thethe

internationallyinternationally recognisedrecognised qualificationqualification ,, runrun inin
thisthis countrycountry byby thethe British Computer SocietyBritish Computer Society

.. StudentsStudents needneed
nono priorprior knowledgeknowledge ofof TTTT oror

computercomputer skillsskills toto studystudy forfor itit .. UsingUsing anan
ECDLECDL accreditedaccredited trainingtraining centrecentre
wouldwould provideprovide allall newnew staffstaff withwith
thethe basicsbasics theythey requirerequire .. TheThe websitewebsite
isis wwwwww ecdl.co.ukecdl.co.uk ..

MatthewMatthew BowmanBowman atat InfodataInfodata
studiesstudies thisthis whenwhen recommendingrecommending
trainingtraining contentcontent ..

""WeWe askask whatwhat
skillsskills dodo theythey currentlycurrently have?have? DoDo

theythey useuse similarsimilar computercomputer basedbased

applicationsapplications atat thethe moment?moment? AreAre

theythey experiencedexperienced atat theirtheir ownown jobjob
regardlessregardless ofof thethe computercomputer system?system?
DoDo theythey havehave knowledgeknowledge ofof thethe
WindowsWindows look-and-feellook-and-feel andand
WindowsWindows applicationsapplications suchsuch asas

WordWord ,, ExcelExcel andand Outlook?Outlook? WeWe

strongly recommend the European

Above:Above: De Vere'De Vere' ss OultonOulton ParkPark hotelhotel,,plusplus 4848 otherother

locationslocations ,,shareshare thethe samesame hugehuge databasedatabase

Below:Below: TheThe RegencyRegency ParkPark isis oneone ofof severalseveral PedersenPedersen
hotelshotels wherewhere theirtheir newnew PMSPMS systemsystem isis suppliedsupplied byby

RamesysRamesys..TheThe companycompany respondedresponded toto operationsoperations

managermanager NeilNeil Muir'Muir' ss pleaplea thatthat hishis peoplepeople diddid notnot havehave

thethe techntechn icalical expertiseexpertise forfor suchsuch aa largelarge systemsystem changechange ..
RamesysRamesys diddid thethe implementationimplementation andand mademade initialinitial

trainingtraining easilyeasily digestibledigestible ,,withwith follow-onfollow-on sessionssessions

ComputerComputer DrivingDriving Licence.Licence. ""

LuisLuis DeDe SouzaSouza atat NFSNFS pointspoints outout
ChatChat systemssystems designdesign isis thethe firstfirst
trainingtraining contributioncontribution ..

"" GetGet thethe

designdesign rightright withwith intuitiveintuitive
softwaresoftware soso thethe useruser needsneeds littlelittle
trainingtraining

andand havehave aa trainingtraining modemode inin
thethe softwaresoftware soso staffstaff cancan dodo somesome
selfself learninglearning .. AlsoAlso havehave contextcontext
sensitivesensitive helphelp ,, ideallyideally withwith wizardwizard
typetype fonctionsfonctions toto makemake itit easyeasy
whenwhen therethere isis aa problemproblem .. ButBut alsoalso

supplierasuppliera needneed toto makemake trainingtraining
forfor existingexisting clientsclients moremore
affordableaffordable .. WeWe dodo thisthis byby runningrunning
coursescourses atat trainingtraining facilitiesfacilities aroundaround thethe
UKUK andand inin thisthis wayway thethe costcost cancan bebe
more thanmore than halvedhalved byby havinghaving aa
smallsmall groupgroup ofof clientsclients participateparticipate ""

MostMost supplierssuppliers wewe contactedcontacted

emphasisedemphasised thethe benefitsbenefits ofof
trainingtraining

onon customers'customers' premisespremises ..

O'O'RiordanRiordan atat GuestlineGuestline isis mostmost
firmfirm onon thethe maltermalter ..

""
WeWe alwaysalways

carrycarry outout trainingtraining onon sitesite ,, havinghaving
discusseddiscussed thethe approachapproach inin
advanceadvance .. WeWe specifiyspecifiy trainingtraining
sessionssessions ofof oneone traînertraîner ,, twotwo staffstaff withwith
similarsimilar skillsskills andand experienceexperience .. TheThe

impactimpact onon staffingstaffing inin busybusy periodsperiods

Sharp EPoS Systems-guaranteeing speed efficiency and

isis minimisedminimised andand thethe traînertraîner cancan
addressaddress thethe specificspecific needsneeds ofof thethe

peoplepeople involvedinvolved .. TrainingTraining sessionssessions

lastlast fourfour hourshours ,, thethe numbernumber
dependingdepending onon thethe yoleyole ofof thethe

participantsparticipants ..

AllAll supplierssuppliers wewe contactedcontacted ,,

howeverhowever ,, saysay theythey havehave twotwo ,, atat
leastleast ,, spatesspates ofof trainingtraining ,, oneone
beforebefore anythinganything goesgoes livelive andand
another-aanother-a mixmix ofof trainingtraining andand
handhand holding-duringholding-during thethe earlyearly
livelive usageusage daysdays .. ThisThis seemsseems toto bebe
thethe minimumminimum theythey areare happyhappy
withwith whetherwhether theythey areare boldbold

enoughenough toto insistinsist onon itit asas partpart ofof thethe
dealdeal oror simplysimply relyrely onon theirtheir powpow
ersers ofof persuasionpersuasion .. FurtherFurther

trainingtraining
sessionssessions seemseem toto bebe suppliedsupplied

onon anan as-neededas-needed basisbasis ,, mortmort
supplierssuppliers hopinghoping ChatChat thisthis willwill involveinvolve

onlyonly newnew staffstaff andand ChatChat theirtheir helphelp
menusmenus andand telephonetelephone helphelp lineslines
willwill dodo forfor thethe restrest ..

SuppliersSuppliers startstart withwith aa standardstandard

trainingtraining syllabussyllabus forfor allall ,, ofof coursecourse ,,

butbut addadd customer-specificcustomer-specific
elementselements toto itit .. FinchFinch describesdescribes
MicrosMicros Fidelio'Fidelio' ss approachapproach ..

""
PackagesPackages areare basedbased onon

standardstandard structuredstructured contentcontent butbut
uniqueunique trainingtraining programsprograms areare

defineddefined forfor allall clientsclients basedbased onon
theirtheir individualindividual needsneeds .. GoGo LiveLive
CoverCover isis thenthen suppliedsupplied asas standardstandard
forfor thethe firstfirst fewfew daysdays ofof allall
implementationsimplementations wherewhere wewe havehave atat
leastleast oneone personperson onon thethe premisespremises
assistingassisting .. WeWe regularlyregularly retumretum toto
clientsclients forfor laterlater trainingtraining andand
produceproduce forfor themthem tailoredtailored TrainingTraining
PackagesPackages basedbased onon theirtheir specificspecific
requirements.requirements.

""

WhenWhen buyingbuying ,, itit wouldwould paypay toto
ensureensure thethe suppliersupplier hashas coveredcovered

everythingeverything youyou wantwant coveredcovered .. <<
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