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	Integrated Hospitality Solution Helps Hotel Franchisees Gain Competitive Edge

	
	
	
	



	Overview

Country or Region: United States
Industry: Hospitality
Customer Profile

Based in Silver Spring, Maryland, Choice Hotels International franchises more than 5,000 properties under the Comfort Inn®, Comfort Suites®, Quality®, Sleep Inn®, Clarion®, MainStay Suites®, Econo Lodge®, and Rodeway Inn® brands.
Business Situation

Choice Hotels properties needed an affordable solution to integrate front-office and back-office systems. The solution needed to be easy to install and manage, while helping reduce costs, improve decision making, and expand services.
Solution

Epicor Software tailored its iScala Hospitality solution to provide an integrated software suite that scales to meet the specific needs of Choice Hotels franchisees.
Benefits

· Minimal deployment costs
· Better business intelligence for more effective decision making

· Potential 25 percent revenue increase
	
	
	“The additional opportunities that Epicor iScala Hospitality and Windows Small Business Server offer our franchisee community will help further lower operating costs and help our franchisees grow.”
Paul Payette, Senior Director, New Business Development, Choice Hotels International



	
	
	
	For many Choice Hotels franchisees, preparing key operational reports can be a challenge. The process often involves labor-intensive, manual data entry complicated by disparate stand-alone accounting systems that were never designed to interact with the proprietary front-office systems of Choice Hotels. To help its prop​erties automate such processes and build more cost-competitive operations, Choice Hotels endorsed iScala Hospitality from Epicor Software as an enterprise resource planning software solution for franchisees. Epicor iScala Hospitality, which includes Microsoft® Windows® Small Business Server 2003, is easy to deploy and manage, and integrates front-office and back-office systems—including Microsoft Business Solutions CRM—to provide real-time information that can help drive more profitable operations and support more customer-focused marketing strategies.
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Situation

In the mid-priced lodging market, margins are tight and success rests on an optimal combi​nation of room rates, occupancy rates, amen​ities, and service. Choice Hotels International, one of the largest lodging franchising organi​zations in the world, has succeeded in this market segment by recognizing that, while the numbers are important, they can be achieved only through consistent quality and service. Giving guests a reason to return and to recommend a property to friends and colleagues is key to succeeding in this competitive market. 

From a small consortium of roadside hotels in the 1930s to the franchiser of more than 5,000 hotels, inns, all-suite hotels, and resorts in more than 40 countries, Choice Hotels has a long history of innovations. Those innovations demonstrate its com​mitment to helping Choice Hotels property owners better manage their properties through training programs and affordable and easy-to-use technology solutions to improve revenue. The goal is to build the loyalty of Choice Hotels® brands—Comfort Inn®, Comfort Suites®, Quality®, Sleep Inn®, Clarion®, MainStay Suites®, Econo Lodge®, and Rodeway Inn®—among business and leisure travelers. 

The approximately 3,700 Choice Hotels properties in North America range from small family-operated properties to those with sev​eral hundred rooms. The average hotel has about 80 rooms. Most Choice Hotels prop​erties use Profit Manager—the Choice Hotels reservation and property management sys​tem (PMS) that provides reservation and room availability information—to help them set rates. Once a guest checks in, all revenue and guest data resides in that reservation system. Typically, Choice Hotels properties also have a stand-alone accounting system, such as QuickBooks, running on a PC. To generate reports, property managers had to print data from the front-office system and type it into the back-office accounting system. 

This time-consuming process provided a limited audit trail, was not well integrated, and—perhaps most importantly—was prone to errors. Each property needed to manage cash flow and expenses on a daily basis, but the nonintegrated process made that very dif​ficult to do. Also, many of the properties had potential for significant repeat business from business travelers, but had no efficient and accurate way to gather the information nec​essary to build customer loyalty programs.

“The front-office system drives revenue,” says Paul Payette, Senior Director, New Business Development, Choice Hotels International. “The delays caused by manual data entry from the front office into the back-office system hampered the ability of property managers to get accurate daily statistical results.” 

By integrating the front-office and back-office systems, Choice Hotels properties would be better able to analyze room demand and increase revenue by adjusting rates accord​ingly. To achieve this integration, the proper​ties needed a strategic operating platform that was simple to use but flexible enough to support growth. The challenge was to find a back-office financial system that would:

· Tie easily into the front-office reservation and point-of-sale (POS) systems.

· Be easy to deploy and manage internally with minimal IT resources.

· Provide hospitality functionality and reporting.

· Support the regional and international requirements for properties in more than 40 countries.

· Support future expansion of customer-focused marketing strategies.

Solution
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Choice Hotels International specified Epicor Software as an Endorsed Vendor, establish​ing iScala Hospitality as Choice’s recom​mended enterprise resource planning software for its franchisees. The Endorsed Vendor program helps franchisees build stable and cost-competitive operations, while streamlining the purchasing process for many products and services related to the hospital​ity industry. “We don’t force solutions on our franchisees,” says Payette. “We present what we feel are the world-class vendors in each category based on type of service, reputation, and reliability, and we try to offer franchisees a better deal than they can negotiate on their own.” 

Before agreeing to endorse the iScala Hospitality solution, Choice Hotels considered Linux-based solutions because of what the company perceived as a relatively low up-front cost and a choice of less expensive accounting systems. However, the solutions that the company found in that category came without interfaces to the Choice Hotels front-office system. The company worried that a Linux solution would require additional support and training costs to integrate it with the front-office system and with a customer relationship management (CRM) system that might be added later. 

After weighing the benefits, Choice Hotels International decided to endorse the Epicor iScala Hospitality solution primarily because: 

· It is used by many hotel chains all over the world.

· An off-the-shelf interface between iScala Hospitality and Profit Manager is available.

· It scales up and down.

· It is cost-efficient to deploy and maintain.

· It provides global localization.

· It provides integrated hospitality back-office and CRM systems.

Recognizing that many Choice Hotels franchisees might not need the full range of capabilities available in the hospitality suite, Epicor adapted iScala Hospitality to more closely meet the requirements of Choice-branded properties and offered it to franchisees as the “Choice Hospitality Solution powered by Epicor iScala Hospitality.”

Epicor, Microsoft, and Dell teamed up to create the tailored solution for Choice Hotels, which consists of:
· iScala Hospitality suite with capabilities unique to Choice Hotels, including an interface that links to the front-office Choice Profit Manager application.

· Microsoft® Windows® Small Business Server 2003, part of Microsoft Windows Server System™ integrated server software.

· Dell server and workstation computers.

· On-site implementation, training, and support services.

Epicor also offers an enhanced iScala Hospitality solution to Choice Hotels that integrates Microsoft Business Solutions CRM. This solution automates the transfer of key data into the accounting system to be ana​lyzed through the Microsoft CRM application. This enhanced package is expected to be used by many properties to build loyalty programs and expand their markets. 

The solution was tested with multiple POS systems, including bar, restaurant, and catering and convention services. The goal was to demonstrate that the properties could quickly implement a comprehensive financial solution that provides enterprise-level con​trols and management, team collaboration, and tight integration with the front-office reservation system and the Microsoft Office System.

For deployment, Epicor developed an image of the iScala Hospitality solution and sent it to Dell to install on a server computer before shipment to a property. The complete solution—hardware and software—is delivered to the property already configured so that only minor modifications need to be made on‑site. 

The total solution can be leased through Dell Financial Services and includes four hours of on-site support and three years of software maintenance. A fast implementation service ensures delivery and installation within 10 to 20 days from the order date. Once the hard​ware is installed, Epicor iScala Hospitality consultants remain on-site for three to five days to provide training for the financial staff, and to develop files to connect the general ledger with the PMS and POS systems. 

When the implementation is complete, all revenue and guest data is imported from Profit Manager through a preconfigured file into the iScala Hospitality general ledger. All purchase and accounts payable data resides in the Microsoft SQL Server™ 2000 database component of Windows Small Business Server 2003. Property managers choose from core reports that come with each iScala Hospitality module and from additional reports available in the optional Profitability Toolkit. In addition, the Microsoft CRM component pulls customer-specific data for use in follow-up surveys, marketing campaigns, and customer loyalty programs. 

Benefits

A three-month pilot test revealed that the Epicor iScala Hospitality solution delivered easy deployment and improved decision-making information. The test demonstrated that the solution has the potential to greatly enhance a Choice Hotels property’s ability to manage its financial picture and expand its marketing strategy to support new revenue-building activities. 

Easy Deployment 
Because many Choice Hotels properties do not have an IT staff, easy deployment is key. The iScala Hospitality solution designed for Choice Hotels arrives already configured on the hardware, so little on-site modification is required. This reduces or eliminates the need for outside technical consultants. The on-site staff simply adds the server computer to the network, configures the regional and site-specific parameters, and trains on the system. Then the system goes live. 

More Effective Decision Making

The integration of the iScala Hospitality solution with the Profit Manager system enables Choice Hotels property managers to automatically bring real-time information from their front-end systems into their back-end systems where they can analyze the information further to make better decisions. Having a current, accurate picture of accounts payable and reservations can help properties manage cash more accurately, estimate operating costs based on occupancy rates, and determine optimal staffing. 

“The iScala Hospitality solution is a world-class package that meets the needs of market-leading hospitality organizations like Choice Hotels International,” says Nader Nemati, Director, Global Hospitality Industry Practice for Epicor. “It can help Choice Hotels franchisees take full advantage of their existing property management system to further integrate the operational and financial information to make better informed decisions.” 

Increased Revenue Potential

With a clear view of reservations and payables, properties can analyze cost per department by room type, making it easier to adjust rates and develop other strategies to increase revenue. The pilot test projected that these new capabilities have the potential to increase revenue by up to 25 percent.

The incorporation of Microsoft CRM is expected to help increase occupancy rates and build catering and convention business. With the ability to electronically transfer data from the front-office system to Microsoft CRM, Choice Hotels properties can easily market to prior guests. In the pilot test about 70 percent of the business guests returned on a monthly basis. Properties can use this data to increase the individual spend rate from each visit and capitalize on a frequent visitor program. 

“The additional opportunities that Epicor iScala Hospitality and Windows Small Business Server offer our franchisee community will help further lower operating costs and help our franchisees grow,” says Payette.
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Microsoft Windows Server System
Microsoft Windows Server System integrated server infrastructure software is designed to support end-to-end solutions built on the Windows Server™ operating system. Windows Server System creates an infrastructure based on integrated innovation, Microsoft's holistic approach to building products and solutions that are intrinsically designed to work together and interact seamlessly with other data and applications across your IT environment. This helps you reduce the costs of ongoing operations, deliver a more secure and reliable IT infrastructure, and drive valuable new capabilities for the future growth of your business. 

For more information about Windows Server System, go to:
www.microsoft.com/windowsserversystem
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Software and Services


Microsoft Windows Server System


Microsoft Windows Small Business Server 2003, Premium Edition


Microsoft Business Solutions


Microsoft Business Solutions CRM 1.2


Microsoft Windows XP Professional


Third-Party Software


Epicor iScala Hospitality �
Hardware


Dell PowerEdge 800 server computer


Dell OptiPlex GX280 workstation





Partners


Epicor Software Corporation�
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: �� HYPERLINK "http://www.microsoft.com/" ��www.microsoft.com�





For more information about Epicor Software Corporation products and services, call (800) 997-7528 in the United States or (949) 585-4000 outside the United States. Or visit the Web site at:


� HYPERLINK "http://www.hospitality.epicor.com" ��www.hospitality.epicor.com�    





For more information about the Epicor iScala Hospitality solution for Choice Hotels International, visit the Web site at:


� HYPERLINK "http://www.choice.epicor.com" ��www.choice.epicor.com� 





For more information about Choice Hotels International products and services, visit the Web site at: �� HYPERLINK "http://www.choicehotels.com/" ��www.choicehotels.com�














“The iScala Hospitality solution … can help Choice Hotels franchi�sees take full advantage of their existing property management system to further integrate opera�tional and financial information to make better informed decisions.” .”


Nader Nemati, Director, Global Hospitality Industry Practice, Epicor
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