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Abstract

Information and Communication Technologies (ICT) influences the
development tourism on globally, and its development has changed the
practice of business. Any reference ICT in the hotd industry necessarily
begins the concept of Property Management System (PMS). PMS as an
essential  component for hotel management provides tools as are
necessary hotel staff in performing daily operations of the reservation, the
accommodation capacities management, accounting, etc. This software
supports all basic activities involved with process operation
accommodation facilities and interconnects systems within it. Hospitality
enterprises that are constantly working on innovations in the
implementation of hardware, software, and networks can be competitive
in the market, which maintain the long term prosperity of the business.
This paper is conceptually defined PMS and its application in the context
of the impact on the hotel management. The methodology is based on
secondary research examing the key dimensions of the PMS systems and
their functionality. The aim of this paper is to explore the intensity of the
impact on the prosperity implementation of PMS hotel management. The
findings show that, despite the availability of a range of PMS software
and funcionalities, the European touristic market continues to be led by a
handful of providers. The unique contribution of this paper is in
secondary research, the issues associated with the critical, core
technology for the hotel industry, i.e. PMS.
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1. INTRODUCTION

The requirements of a successful global businesshwhe computer era
has brought in every pore of society, certainly hfilsout and hotel industry.
The classical chain-by—agency—accomodation-ententnt, everyone has their
own task and methods for its fulfilment. Withiretframework of hotel industry,
information technology has gone beyond, especfaliyarge and higher quality
facilities, and enabled connection string subsysté@munique system, and also
series of hotels into the organizational unit. Be the potential that information
technology plays in the hotel industry of crucialportance are the availability
and quality of human resources. The basis of ss@desotel industry and
improving competitive position of each entity inethourism market includes
development and implementation of ICT. Contempotauginess model in the
hotel industry is characterized by large quantitynéormation. Processing large
quantity of information requires the design of sachinformation system, which
will connect and facilitate the entire hotel busimeHotels, in striving to satisfy
the increasingly demanding guests, while maintagingmofitability, introduce
information systems for managing hotel businesedmal component of a hotel’s
PMS systems, which play a significant role in leadithe management of
revenues. PMS covers the administration, plannind aperational functions
(accounting, marketing research, planning) reveno@nagement, staff
management and centralized control of the hotelinchAs an essential
component for managing hotel business activitiesSRivbvides tools which are
necessary hotel staff in performing everyday atiéigi such as reservations,
Check-In/Check-Out, managing accomodation capacg&vicing the needs of
guests, accounting, etc.

2. THE SIGNIFICANCE OF ICT FOR THE HOTEL

INDUSTRY

Information technology is defined as “a term that@mpasses all forms
of technology utilized to create, capture, manimlaommunicate, exchange,
present, and use information in its various fornimus{ness data, voice
conversations, still images, motion pictures, nmutilia presentations, and other
forms, including those not yet conceived)” (Ryss¢lal., 2004: 198). Significant
as the competitive advantage in the hotel industpybgress in ICT, because the
hotels also provide new management capabilitiesnceSi the nineties
implementation of ICT in hotels is not considerextlesively in relation to
productivity, but also with creating intangible ledits, such as customer service
satisfaction (Law & Jogaratnam, 2005), and as aco@ragement creation of
relationship within hotel, between the hotel, arnideo tourism entities, and the
parties themselves.

Hospitality industry is characterized as a certagpecificity.
Accordingly, information and communication systeimghe hotel industry also
have special significance. The hotel sector is adtarized by an information
intensive area. An abundance of information shdwtd distributed properly,



which is achieved through speed, control and tharphg approach. The key role
of ICT is to prevent the loss of focus and to @emabalance between the amount
of information and operational functions at the ehotHotels in using ICT
improve operations, better quality manage assetstlaus increase profitability.
ICT facilitate both hotel management, and distiitmutthrough electronic media.
Hotels in contemporary global conditions must bensively use the Internet
because it allows individual users and agents adceaccurate information about
the availability and allows them to make easy,,fesliable and efficent way to
make a booking and confirmation without losing fiumgd (Cooper, C., et. al.,
2008: 637)

When designing, building and developing ICT in tiogel industry, and
all that business improvement, should be startati thie assumption that the
hotel business there are many number of evidermeate related to different
activities and operational tasks. For their effeetiunctioning are required daily
updated information about the changes and conditionthe environment. Is
characteristic that there are a large number ofatipms that are registered, but
also repeated in various evidental documents altestsame way. On certain
documents, the same data are entered even seiraed simultaneously. In
addition, it is necessary to enable statisticah@rations and statements related
to the operations of the hotel. At the global IeV€IT enables an increased degree
in capacity use, continous monitoring of costsréase operational efficiency and
quality control of all business processes baseéhsnand accurate information;
rationalization costs of information; current upgkatand information; reducing
unproductive labor on the formation of data andiinfation easier, more accurate
and fastere communication with the environmentionsission of statements and
increase business efficiency. Various businessantieents within hotel have
specific business requirements, which are executslividual information
subsystems. They are particularly adapted to réispdousiness departments and
enable them more efficiently; faster; and easiegrafion. The meaning hotel
function can be divided into: basic business furcaccomodation, food, drink);
purchase, sales, finance, human resources, investn@anning, and research
and development.

ICT has contributed to innovation in the hotel istty, so that with the
help of it performing the following activities:

= Direct contact to guests: reservations, Check-lafRFOut,
payment;

= Office activities: accounting, payroll, manageménman
resources, marketing of entertainment and servioces
clients;

= Communication with partners;

= Market Research and Industrial Espionage;

= Flexible and dynamic pricing in revenue management;

= Business process management and staff.



Recent studies have pointed out that the hotelsingis at the top in
terms of ICT adoption, compared to companies ojerain other industries
(eBusiness W@tch, 2006). Many studies identifiedame number of ICT
facilities in the hotel industry, because they h&aeused on the analysis of the
implementation of solutions by hotels, as well las advantages arising from the
use of technology (e.g. Buick, 2003; Sigala, 2QR81g et. al. 2006; Daghfous &
Barkhi, 2009; Ruiz et. al. 2010). Ruiz et al. (2Dtssified them into two major
groups: 1) in-house ICT (hotel hardware and softwaretwork connectivity
technologies, and business integrated processesR)dCT for external use (e.g.
electronic marketing and sales solutions, ICT sohgt related to customers, and
electronic supply management).

Hotel managers still hardly appreciate the impamarof ICT for
business development strategies (Law & Jogarat2®®5). In fact, managers’
doubts about effiency of ICT investments still pgir§Luck & Lancaster, 2003).
The studies of Frey et al. (2003) and Murphy et(2003), carried out in 200
Swiss hotels, revealed that prospects had lessatloae in 10 chance of receiving
a quick, courteous, and personal reply. In additRuiz et al. (2010) noted that,
due to the complexity of CRM solutions, the levélunderstanding of their
possibilities, their value, and the way they waskaw (Magnini et al., 2003) and
that successful hotels will be those that use @i éffectively, with the aim of
instantly satisfying clients’ variable desires argkds (Olsen & Connolly, 2000).

A properly designed database will enable hotelpkeack of guests’
preferences and provide customized service (Ruial.et2010). Piccoli (2008)
found that hotel companies can use information ritleo to create substantial
business value. According to him, this is possiblging to the following
characteristics of information: it is costly to prae; it is cheap to reproduce and
distribute; and it is not consumed by use. In theehindustry, a hotel needs to
invest considerably in different ICT applications order to collect a single
reservation on the Web. However, once the ICT gtftecture is implemented,
incremental reservations can be captured on the ¥itebat a minimal cost.
Moreover, as information can be customized inexippehsand simply, it can be
reused multiple times and in many different forntsshould be noted that
information management has a valuable role in plapnmplementation, and
control of both communication.

In terms of ICT infrastructure, Croatia is ranket' Europe and 3%
overall, which is well ahead of several EU membéns.addition, Croatia’s
tourism-specific infrastructure is ranket, 4vhile its ICT infrastructure is ranked
35" (Serk, Gil Saura, 2012, pp. 13). The literature revieas tproved the
considerable impact of ICT on hotel industry, poddig that successful
hospitality enterprises will be those that impleneew technologies effectively
(Olsen, Connally, 2000). According to the resultsBaggio’s (2004) study the
Italian hotel segment is characterized by a gelyei@al usage of technologies. In
contrast, the study conducted by 8emd Gil Saura (2012, 18) the upscale hotels
in ltaly and Croatia, from the manager perspectitreg results revealed a
relatively high degree of ICT implementation in cple hotels located in both



countries, but the Croatian hotels showed a bepterformance of ICT
implementation. However, there are a few studias ¢éixamine performance and
data sharing/integration that focus on the hotelustry specifically, though
Sunny et. al. (2005) establish the relationshipwbenh IT investments and
performance improvements in the hotel industryia fevels; enhanced annuals
sales, reduced operating costs, increased occupates; greater level of repeat
business, and enhanced positive word of mouth. Tidentify a significant
positive impact on performance in all but guestted interface applications.
Marchand (2005) confirms that 25% of the busineasies of IT lies within the
deployment and investment whereas 75% of th businaisie is in fact in factors
related to the usage of the information. Howeveeré is little research carried
out regarding the successful exploitation of theadshared at property level, in
particular, exploiting the data in the PMS.

3. IMPLEMENTAT iON PMS’s IN HOTEL INDUSTRY

Contemporary hotels, in pursuit to fulfill increagly demanding guests
while sustain profitability, introduce informatiogystems for managing hotel
business. One of the two integral components ohtitel's PMS. However, this
implementation of PMS has not taken place in alirism sectors at the same
time. The hotel industry was more resistant tafplication and it was not until
the 1990’s that the majority of the hotels were paterised (Van Hoof et al.,
1996). PMS represent the most widespread ICT agifgic in the hotel industry.
They support reservations, front and back officeerapions and managerial
functions. PMS also operate as a hub for hotel $¢Stem connectivity, to which
entertainment services, in-room refreshments, oahcunications, energy
management systems and others can be interfaced 1foand 2-way
communications. Hotels have also been progressimélyducing their products
in major Global Distribution Systems, in order tzliease their market prospects
(Buhalis, 2003). Furthermore, hotels have increathed technology that they
make available for their guests’ self-service amtedainment. Hotels are
progressively including access to the Internet @ndirinting facilities, by
establishing wireless or wired LANs for their guestisage. In addition, the
provision of digital television for entertainmentirposes-including games and
movies-has become generalised. Moreover, thesecapphs are also being
directed to reducing guests’ contact with hotelsitgonnel, reducing costs and
automating traditionally irritating processes intdiolodging: queuing up to
check-in and out. Guests’ communication with thetehds progressively
becoming mainly supported by these digital devices.

Today, software applications are designed to aissthe development of
virtually every business need, including individyeckages to support specific
business activities, as well as comprehensive mgsterhich enable businesses to
store and manage all the information and shareriisa departments and even
branches. These include general applications, asckiord processors, as well as
those supporting specific business function, sushfi@ancial analysis tools,
accounting software, personal productivity appias, contact managers,



diaries, organisation level productivity managememtference software, tax
preparation, legal software, online sources ofrimfation, workgroups software
applications, information sharing between individua a network environment,

Customer relationship Management (CRM) systemspragramming tools and

utilities such as antivirus applications (Madur®98). Furthermore, constant
developments on hardware and software applicativang progressively enabled
organisations to process larger amounts of datasighier speed, and to handle
more complex algorithms (Beekman, 2003). These Idpueents have enabled
organisations to digitally centralise the indivilbaisiness units that control the
entire organisation. There are already many PMS/igeos available on the

markets that provide various solutions with a largenber of functionalities

based on the changing needs of hotels. The Captetraite evaluates 201 such
PMS software providers, and in addition to theseSPddftware, the JazdHotels
website (Jazdhotels, 2010) has 27 more, totalirg) RRIS software evaluated
through these two websites. There are many pravifterall sizes of hotels, and
available all around the world. Daghfous and Bar@&ti09) study is shown that
Windows is the most widely used operating systerfoim and five star hotels in

UAE and Fidelio is the overall preferred PMS systand has highest market
share worldwide. The leasing of software is not nelbeit only recently a

practice adopted by the hotel industry. Till retgnthe hotel industry preferred

to develop and “own” their PMS software.

According to the study "Hotel Industry in Croati@(Z" by Horwath
Consulting Zagreb, that specializes hospitality amdrism, the use of certain
technological systems in hotels in Croatia is quiteried. At least the
technological systems are global distribution systg14.4%), and commonly
used their own websites (94.4%). Very high, abo0&68is used for Internet
access (93.3%), systems for the retail food anefage outlets - POS (91.1%),
accounting system calls (87.8%) and local area ovitw LAN (83.3%). Mean
values of use, from 30% to 70%, occupy USALI (70%gntral reservation
systems-CRM (67.8%), intranet systems (66.7%), todng systems business -
MIS (65.6%), network on a broader level - WAN (38)9 data Warehousing
systems - Data Warehousing (43.3%) and energy meamagf systems - EMS
(30.0%). In addition to GDS, very low are systemanagement - PMS used only
28.9% of hotel revenue management systems - Yiglddgdement with a share of
only 20%. The reason is that these are complexicgtigins that require the
highest level of computerization of business arelthem only "the greatest", but
also they provide the greatest benefit in the mamst of the hotel and can be
used by those who want to be "the best." Theseigaifferent by regions (Istria,
Kvarner, North and Central Dalmatia, Southern Daimanterior and Zagreb),
among which stands out the Zagreb where most aletbhechnological systems
used 100% of hotels, which speaks in favor of theva mentioned factors,
investment in information technology business.

The other study by Kokaz Pucciani and Murphy (20ddrjducted by 95
European hotels belonging to 4 to 5 star categoshown that the market seems
to be dominated by Micros for PMS systems with ®els mention having a



version of Opera or Fidelio. Protel follows withh6tels, Medialog and Amadeus
each was listed by 2 hotels and 12 hotels repatt ttrey do not have a PMS,
while others use manual systems created by therthi®mpurpose as they were
“too small to invest in a PMS system”. Accordingtteir study it seems that
hotels stay with their current PMS system untilsitimperative to change. It
appears that many hotels stay loyal to a PMS pes\adsoftware for an extended
time (5 to 20 years). The hotels are aware of maim following PMS system:
Micros Opera (75%), Micros Suite 8 (57%), Protel R27%), Rezware XP7
(11%), ONE Property Management System (7%), MyPld%)( and Barefoot
Agent (3%). The functionalities used more (i.e. enbotels have them) are the
ones that rated more. The Rooms Management depsrthas access to all
software held by the hotel, however, this is lessfa Sales&Marketing and
Accounting departments. F&B Management have the mosess to the POS and
PMS but rarely to the CRS. HRM is the departmeat kias the least access to the
software and therefore any data held by the hdted. bigger the hotel, the more
PMS functionalities they have and the higher RevRay reported. Chain hotels
appear to have PMS software with more functionalitpre than 90% of hotels
collect both customer-related and operational dataeal time or daily basis for
all functions of Rooms Management. Most of the daiteollected in real time or
on a daily basis with some functions like the Cr&jistem/Accounts Receivable
and Financial Control also collected weekly. Thets@f a “good” PMS are high
(Kokaz Pucciani, Murphy, 2011, pp. 111), these eaysst are too technical and
only IT people can use/understand them.

4. PMS’s SPECIFIC CHALLENGES FOR THE HOTEL

INDUSTRY
The PMS is one of the key ICT systems supportirey dperations of

hotels businesses. Although Front-Office featureschs as reservation,
registration, housekeeping, billing and report gatien are common to all the
PMS solutions in the market, the concept of PMS #scdoundaries are not
consistent across suppliers, solutions and pragseriihese systems are normally
provided in modules, and therefore additional fesgty suiting the specific
requirements of the establishment, can be adopteese additional features can
support sector-specific activities such as revemamagement at a basic level;
general business activities such as businessigaetie applications, accounting,
human resource, etc; and/or the management ofiadalitfacilities which are
offered by the establishment, including bar, restat) conference center, spa and
golf courses. These features can be supported tamoly additional modules
which are then integrated to the PMS, facilitatimg,this way, the flow of
information throughout departments. On the othde sihere is a wide variety of
ancillary ICT systems, including both additionastgms for running the property
(such as Electronic Door Locking and Energy Manag@ndystems), as well as
Guest Service Systems, such as In-Room Entertainn@iiRoom Telephone,
Electronic Minibar, etc. These systems are non-radolutions, however, they
can be operated standalone or interfaced with S Rhrough a network-



enabling devices such for seamless connectivityéxh the devices and the
PMS, enabling charges to be tracked and postedtlyire® the guest’s billing
account, the service to be shut down when the rsonot allocated and/or to
enable further automated features. This type of manication between
additional systems and PMS enables the improvermémtontrols, employee
productivity and internal communication, translgtim turn into a reduction of
the operational costs. PMS can also be interfacethd electronic distribution
systems for the automatic update on the room iovgravailable for sale. To
support the PMS there has to be processes andduresethat integrate data into
a more holistic picture for supporting competitidecisions, at strategic, tactical
and operational level. Unfortunately, “no commotegration methods allows the
installed systems to work together to effectivelgate, store, retrieve, and
present information that may exist across them” NI&T 2010, pp.7). There is
however, recent movement towards harmonization &ta dstandards and
integration. Hotel Technology Next Generation (HTIN@Gs conceived 10 years
ago to facilitate the provision of industry stardiaim data interfaces and provide
certification to suppliers who comply with HTNG sthards. In the wider context
of travel, the Open Travel Alliance has worked éwer decade to produce a
platform that software and hardware suppliers aitreee to in order to facilitate
data integration. However, not all stakeholderstigipate in these voluntary
initiatives, nor comply with the standards and gliites that emanate from the
workshops and agreements (HTNG, 2010). Tiedemaah €008) confirmed in
their sample of 50 Spanish hotels that reluctaadevest in full integration of IT
systems and the lack of inter-sharing is no goad,aso state that 3-4 star hotels
are less likely to share information than the ujgsbatels.

The room inventory in individual hotels can beisgtat the property
level, and accessible through the basic reservatiodule offered by any of the
PMS solutions, enabling the visualisation of roonveintory and the input,
storage and retrieval of reservations. Since red@mns can normally still be
taken at the property level in many hotels, invee®need to be synchronised for
maximising bookings without over-booking.Thereforepst software suppliers
offer solutions specially designed to host the imwey in one of the sites and to
provide seamless communication between the Cemesdervation Systems
(CRS) hosted at the central reservation officesthadeservations system hosted
at the property level. In terms of distribution poptunities can be maximised by
enabling direct booking and their automatic conéition, through the seamless
connectivity of hotel inventory to major GDS (suat SABRE and Galileo), to
major Alternative Distribution Systems —ADS (such Bxpedia, Travelocity,
HotelFactory, BookDirect and iHotelier), CRS powekrby external partners
(such as Best Western and Reserve America) ordghrthe hotel's own website.
A direct interfaces can be set up to provide thimnectivity. However,
developing direct interfaces for each individuahichels can become expensive.

In order to maximise the revenue generated thrahgin sales, revenue
management systems can be implemented. This funaditip can be included by
default or as a modular feature in many PMS, enghdistablishments to set up



special configurations such as rates for selecéesdvhich will be automatically
displayed at the reservation stage. The basic riemtielate to the facilitation of
data analysis for marketing purpose, supportingsé®et making, which can be
translated into revenue generation. These systam$e interconnected to PMS
and to other systems, such as those supportinguresit management, in which
case, the guest history information can be sharesba systems. When connected
to the PMS, labour productivity and internal commgation are enhanced and
controls and customer service can improve.

In terms of the Business Administration Systemdiegtions, these can
be integrated into the PMS or they can be run assdstione systems. Some of
PMS providers offer specific modules to be integganto their PMS solutions or
they offer connectivity to other software solutiorEhe benefits of systems’
integration in back and Front-Office applicationse amainly related to the
increased labour productivity and internal inforimataccuracy by sharing the
same database among departments. This categorudéscl Procurement,
Accounting and Human Resources solutions.

The basic facilities offered by a hotel relate t® taccommodation
services, therefore, the ICT systems in place lvalimainly focused on covering
the operations involved in providing these typese@ifvices, however, many hotels
generate a substantial part of their revenue frdditianal facilities which also
require specific ICT systems for their effectiveeogtion. These ICT systems can
be set up as standalone systems or they can hyated seamlessly with the
PMS, supporting information share between restdurbar areas, spa, golf
courses, time share facilities, conference andtewamd the front and back office
areas of the hotel. One of these additional féedlittan relate to a variety of
leisure activities. Those establishment which oféésure activities, such as spa
or golf can implement a Leisure Management SystetiVity Scheduler for
supporting the scheduling and billing operationgjcly can be designed to be
fully integrated with the PMS, enabling guests tmk and close their bills also
from the front desk. These systems enable guestettaip their appointments,
and when integrated with the Maestro PMS, to dgvegdmmotional packages
including some of these activities.

Restaurant Management Systems refer to the softwpmications
which are specially designed for supporting the aggment of restaurant and/or
catering facilities. In accomodation establishmetitsy can operate individually
or they can be interconnected to the PMS systeminformation flow across
departments. They can include special features sschabour management,
kitchen display systems, they can enable the inptarage and retrieval of
customer preferences and also can include an agsteam which can be set up
for different incidents.

When Conference and/or Banqueting Management Sgsteme
connected to the PMS, they enable the sales agesgtaimlessly book bedrooms
matched to conference dates and stored guest @mneés.

The Time Share Management module is offered by Rifviders to
assist in the management of this type of unitufiports the visualisation of the



space for easy identification and management. Aatditly, it provides reports,
possibility to lock owner's account, tracking billa services such as
housekeeping, and the storage of inventory. Enfthrfeatures include the
provision of a web interface enabling owners toeasctheir profile information
and to include reservations for their own use. Binfeatures are offered by the
Vacation Ownership System developed by Micros-kadgMicros-Fidelio,
2008).

Whether these systems have the basic or more aglfeatures, from the
accommodation facility perspective, their contribotto business performance is
mainly related to control improvement. If theseteyss are interconnected to the
PMS, then they support internal communication, @ustr service and labour
productivity.

Energy Management Systems refer to those solutigiish enable
hotels to reduce unneeded energy consumption, figriredated to lighting
and/or heating. They refer both to Software andt@wis, and include a wide
range of devices and operate in various areas eofhtitel, however, they are
mainly focused on the energy management of gueshrdhis can be operated
from a PC terminal, which in turn can be interfagdgth the PMS, and provide
additional features. This might include a thermbstiaich enables the property to
setback the room temperature when this is unocdupad handles the
temperature control to the guest when the roonsésl uFurther energy control is
provided through their centralised version, whiohnmects the system to the PMS
and enables further functionalities such as auticalt illuminating the room
when the guest checks-in in order to generate eonghg atmosphere.

Electronic Minibars can be an important source efenue to many
hotels. In busy hotels, where customers want toclchet promptly,
housekeepers cannot always check the items consdiroed the Electronic
Minibar. In this case, Electronic Minibar can beeifiaced to the PMS systems,
identifying the removal of items and automaticallysting charges to the guest
account. Since guest tend to move items and theeepghem back again without
consuming them, these devices normally allow some for guest to place it
back again before reporting the item as consumed.

In-Room Internet Access can be provided directlths guest computer
or through the television system. Furthermore, ddjmg on the business model
of the establishment and whether this service isnited to support revenue
generation or only customer satisfaction, it caridsdree or charged per time of
usage. The Internet connection can be dial-up tirotne telephone line, in
which case, it will be charged through the callaastting system. On the other
hand, Internet providers offer high speed Interméth unlimited Internet
connection per room/for the entire hotel which barpayable at once/per day/per
month. Establishment have then the choice to adctamthe Internet usage,
charging their guests or offering this service fime. An interface to the PMS
will easily enable posting charges to the guesbact

Guest Service Systems are mainly available to ingroustomer
service, however, when these are provided upontiaddi payment, they can



become a main source of revenue for accommodatiooviders. The

communication between these systems and the PM3esrthe improvement of
control, internal communication and labour produtti by facilitating the

accessibility to billing information throughout osgstem only.

Therefore, there are an entire range of industecifig and general
business applications, which can operate standatiméve integrated in a
networked system environment for supporting theehdiusiness operations,
contributing to business performance, by improvitapour productivity,
supporting decision making, reducing operationabt€o improving internal
communication, communication with partners, comroation with suppliers,
increasing revenue, and customer satisfaction mpdoving controls.

5. CONCLUSION

Hotels to link and to facilitate overall hotel bwesss, which is
characterized by a large quantity of informatioayér to implement information
and communication systems for managing the hotekiness. ICT
implementation hotels improve business activitiddgher quality assets
management and human resources, rationalizing esststhereby maintained
profitability. The integration of information andisiness systems within the hotel
is realized direct cost savings in the necessagurees, in the time required for
performing individual business operations, providia higher quality of hotel
services and increased flexibility, which results an additional competitive
advantage and higher earnings. ICT implementatiorking process is faster and
simpler, resulting to improved performance. In &ddito efficient management,
trained and professional work force the hotels doéng successful business
forced to implement ICT.

One of the major components of ICT is a Propertynddgement
Systems. PMS make the highest contribution to hbtediness performance.
PMS, which by nature presents an integrative fonetity of key activities
within the hotel establishment, was rated as on#hefhighest contributors to
business performance. This suggests that overlintegrative requirements of
the hotel industry are fulfilled by PMS.

It is clear that not all functionalities of the PM&e used by the
properties It seems original, core functionalitg. ithat of room allocation and
accounting/guest billing continues to be dominaxtproperty level is a large
under-utilisation of the range of the PMS functiities. This may be explained
by the lack of training or could be explained bykaof access to other
data/functionalities or the complexity, albeit “peived complexity”, in
extracting cross-functional/departmental data. Tinequency of the data
collection, which is daily, also may suggest a yogperational utilisation of the
data.

A lack of awareness and exploitation in the fulhga of PMS
functionality is reported in this paper, which ixaeerbated by lack of



interoperability, training and the perception thata management is more of an
IT function due to the perceived high technicaunatof these systems.

There are obvious limitations in this paper and matybe representative
of all hotel properties. Nonetheless, the complature of hotel departments and
data structures does not easily lend itself tostigation and this is the secondary
research of this subject and hopefully, future aesgers will be able to build on
the methodology, methods and results.

It is recommended that managers should promoteladility and
awareness of data, invest in tools and processgsptiomote cross functional
optimisation of data and link business objectiveslata resources. Training is
crucial to the successful of all these recommendati To explore this further,
this secondary research will proceed to a qual#adtage of research using focus
groups, to determine the prevailing barriers asdéds in more depth that hinder
the profitable exploitation of data sources at proplevel.
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