7 Questions
Every hotelier should be
asking when selecting a
new PMS provider...

*A PMS or
Property
Management
System
computerises
the business
of running a
hotel.
Originally, a PMS
took care of front
office hotel tasks
like reservations,
room assignment
and managing
rates. The modern
PMS sits at the
heart of hotel
operations, helping
the hotelier
manage every
aspect of their
business and
deliver great guest
experiences.

Making the
right choice
Hoteliers face a huge
challenge when it comes to
selecting a PMS* partner.
The PMS can make or break a hotel:
the right choice will streamline your
operations, future proof your technology,
help you improve the guest experience
- and ultimately make your business
perform better.

1.

Support
What level of customer
support is offered? What
do current users think of
the support?

2. Integration
Does the provider readily
collaborate with other
hospitality technology
providers, so you can
package your ideal system?

3. Stability
How much experience does
the company have? Are
they financially stable?

This is an important decision for your hotel. To help you
make the right choice, this eBook takes you through 7
vital questions you need to ask any potential PMS partner.
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4. Implementation
How disruptive will the
implementation be for your
business?

5. Updates
Does the provider regularly
update their PMS?

6. Proven ROI
What do other hotels in
your area have to say about
the system?

7. People
What are the people like
at the company? Do they
understand your business?

1. Support
What level of
customer support is
available?
What do
current users think
of the support?

How can you
be confident a
potential PMS
partner can
support you
adequately?
Look at customer
reviews, research
feedback from
other users and
be very clear in
understanding
what support
is being offered
within your
contract.

Support is one of the
most important factors to
consider when selecting a
new PMS provider
In fact, according
to a recent study by
hospitality research
specialists h2c*,
the level of support
and consulting
services are the
most important
criteria for hotel
chains making this
important decision.
Every technology has
the potential to fail.
What counts is how your
technology provider
responds to the issue and
supports you.

Becky Nedergaard-Couchman
Support Team Leader, Guestline
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Will they make sure
the hotel’s day-to-day
operations continue, even
when the system is down?
Do they offer back up? And
how long does it take to
speak to someone if you
experience an issue?
Customer service and
high levels of support are
critical: you should always
feel assured that, if the
worst happens, your PMS
provider will be available.
Sadly, too many hotels are
getting short changed: the
same h2c study finds 30%
of hoteliers are receiving
insufficient support, with
slow response times and
inadequate consulting/
problem-solving capability
cited as major concerns.

2. Integrations
Does the provider readily
collaborate with other
hospitality technology
providers, so you can
package your ideal
system?

How can you
be confident
a potential
PMS partner
can equip
you with the
connections
you need?
Make a list of
what you are
trying to achieve
by changing
provider. Each goal
will have specific
apps, solutions
and services that
can assist. These
should be your
most important
integration
requests: put them
at the top of your
list. Then share it
with your potential
partners: can they
tick the boxes?

Technology providers are
launching new and exciting
applications all of the time.
It’s essential a prospective
PMS partner will make it
easy for you to connect with
new tools and services
Does the provider offer a catalogue of
integration partners to bridge all of your
operations?
A well-connected provider can bring you an expanded
set of offerings. If they don’t offer a required piece of
functionality, do they have a trusted partner in place to
assist? Note the word trusted here – it is imperative that
your system does not connect to other systems without
adequate testing and agreements in place. After all, this
is your precious data and you must be satisfied it will be
safeguarded.

Peter Fitzgerald

Director of Strategic Partnerships, Guestline
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3. Stability
How much experience
does the company have?
Are they financially
stable?

How can you
be confident
your potential
PMS partner
is experienced
and trusted
within the
hospitality
industry?
Investigate the
company’s current
customers. Ask
how long they have
been providing
hospitality software.
What is their
background? Do
not be afraid to ask
financial questions
about the company.
Are they profitable?
How much are they
investing into the
development of the
solutions?

Your PMS will be the
beating heart of your hotel
operations. You need it to
be a reliable solution, from
a trusted and experienced
provider, one who really
understands your business
The hospitality profession is hugely
rewarding – but it can also be some of
the most challenging work around.
Does a PMS provider really understand how the industry
works, and what matters when it comes to delivering
great guest experiences? You will need someone with
this level of insight to help you get the most from your
system.

Andrew Galloway

Finance Director, Guestline
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4. Disruption
How disruptive will the
implementation be for
your business?

Besides the
disruption at
the time of
installation,
how long will
it take for your
employees
to learn how
to use the
system?
What about
inputting
reservations and
uploading rates?
Implementation
and training
are areas where
you should ask
questions.

Linda Gijsbertsen

Project Manager, Professional Services, Guestline

Disruption is a key concern
for hoteliers who are
considering changing their
PMS. Just thinking about
it can cause headaches for
even the calmest of general
managers
How can you
be confident
your potential
PMS partner can
implement the
system with no
disruption?
You should expect to be
in close contact with your
project manager from day
one, and be fully aware
of the project plan (from
initial training to go live),
with all the timescales and
the requirements from
both parties.
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There should be onsite
training: your staff will use
the system every day for
most of the functions of
their job so it is extremely
important they are
comfortable and fully
trained.
Implementation is the
perfect opportunity for
you to ask questions with
experienced trainers.
Online training for a new
installation is never as
good as having a human
being on hand to guide
you through the process.

5. Updates
Does the provider
regularly update
their PMS?

How can you
be confident
your potential
PMS partner
offers regular
development?
Ask them! How
often do they
develop their
software? When
was the last
update and what
functionality was
included? Does
the provider have
a development
roadmap they will
share with you? Are
they open to taking
development
requests? Make a
list of questions to
ask before you head
into negotiations.

Digital has transformed
every aspect of travel and
hospitality, from how we
discover travel options to
how we book and what
we expect from the hotel
experience
Technology is moving faster and faster,
all of the time...
You need to be sure a prospective PMS provider can help
you keep pace with the speed of change in today’s digital
world, and keep you ahead of your competitors. Do they
have a vision for the role of technology and are they
committed to continually develop their solution and
devise new products and services?

David Hillier

Development Director, Guestline
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6. Proven ROI
What do other hotels
in your area have
to say about the
system?

Your peers
can give you
valuable
insights into
the merits of
different PMS
solutions.
They have
lived through
implementation,
and their staff are
using the system
every day.
How many hoteliers
are using the
software? Are there
local hotels that you
can visit to see the
system in action
before committing?
How widely used is
the system?

How can you be confident
your potential PMS partner
has good feedback from
local clients?
The vendor should have case studies
for you to review so you can see how
the systems are being used by real life
clients, and understand how they are
benefitting.
It’s also worth checking review sites like HotelTech
Report hoteltechreport.com to find a wide selection of
unbiased PMS provider reviews from hoteliers.

Sabina Smith

Head of Account Services, Guestline
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7. People
What are the people
like at the company? Do
they understand your
business?

Does the
provider have
knowledge
and experience
about the
hospitality
industry?
They will need
to understand
the business
side of running
a successful
hotel, and be the
master of topics
like operations
and revenue
management.
But do they also
have an instinct
for hospitality, and
understand what it
means to welcome
a guest?

Rana Maitland

Above all, hospitality is a
people business. You need
to know you have the right
people in your corner
You need a
supplier who is
knowledgeable
and works with
you on a
consultative basis
to propose the best
suite of solutions
for your exact
requirements.
You don’t want a ‘one size
fits all’ solution where
you’re paying for more
functionality than you
actually need, or worse still,
you get something that
doesn’t actually fit the bill.

Director of People Operations, Guestline
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Most of all, you need
them to be there for you
and be accessible, via
phone, email or in person.
The vendor should be
willing and wanting to
help you whatever your
requirement.
Ideally, your PMS partner
will have a hospitality
background. Their people
will have experienced reallife operations in a hotel so
again, they can best advise
you on what you need or
support you.

Get answers
to your
questions
Finding the right PMS
partner can make a big
difference to the future of
your hotel. Make sure any
prospective PMS provider can
give you satisfactory answers
to your questions.
Get in touch with Guestline
and ask us your questions:
enquiries@guestline.com
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