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Introduction

The economic downturn that has gripped the global economy has had a 

major impact on the hospitality industry, and the effects—both negative and 

positive—look to be long lasting. The cutbacks in both business and leisure 

travel that led to a severe drop in occupancy rates and revenues has caused 

many sectors in the industry to suffer multi-year declines. While the most 

severe aspects of the downturn may have abated, they are still being felt and, 

according to Deloitte Consulting LLP, hotels should not count on a quick return 

to pre-recession levels.1 

As always, difficult times require a renewed focus on fundamentals—doing 

what’s expected of you and doing it well. Increasingly, that involves a growing 

use of technology—and that is a significant change for the hospitality industry. 

In a 2004 report on “Smarter Hospitality”, Microsoft noted that companies 

in hospitality were typically reluctant to upgrade their various systems (such 

as property management and point of sale) because the functionality of these 

systems had “not changed enough to justify the inherent dislocation that comes 

with system replacement.”2 

1“ Traveling through the recovery: Ways THL companies should consider navigating the upturn,” 
Deloitte, 2010

2“Microsoft Smarter Hospitality: Enabling the next generation of hospitality innovation”, 2004
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The New IP-based Communications Solutions

That’s not the case anymore—especially in communications. Solutions using the Internet Protocol (IP) are 

displacing older systems based on traditional telephony. These new IP-based solutions are more mature, more 

open, more manageable and more able to be integrated directly into the experience of both guests and hotel 

employees. This can reduce the cost of the transition to these new technologies, increases their value to hoteliers 

and helps speed the return on investment (ROI). 

As a result, whatever your goals in the post-recession economy—more reservations, better guest services, 

streamlining hotel operations—communications can play a critical role in achieving your objectives. 

Four Key Ways to Benefit from Today’s Communications Systems 

In the remainder of this white paper we look at four key ways that today’s new IP-based solutions can have a 

significant impact in hospitality: 

• Mobility/Unifying Communications

• Reservations/Call Coverage

• Integration with the Property Management System (PMS) 

• Converged Infrastructure

1. Mobility/Unifying Communications

There are so many more ways to communicate today—smartphones, email, instant messaging (IM), etc. Related 

to this is the tremendous increase in mobility: people today work not only from their offices, but also from their 

homes, coffee shops, airport terminals—just about anywhere. While frequent travelers are considered the proto-

typical mobile employee, in fact the fastest growing segment of mobile workers is what International Data Corp. 

calls “mobile on-location workers”: those employees that work at a specific location but not necessarily in a 

specific office.3 This is especially true in the hospitality industry where employees from top management on down 

are rarely sitting down, but out and about managing complex, dispersed operations and dealing with a wide range 

of guest issues.

Being able to connect in so many different ways and work in so many different locations provides flexibility, but 

can also complicate the day-to-day reality of collaboration and decision-making. A guest or colleague urgently 

trying to contact you might have to leave a voicemail on your office phone, send an email, text or IM you, before 

finally reaching you on your cell phone!

The new IP-based communications systems have stepped in to fill the breach. 

3 Worldwide Mobile Worker Population 2007-2011 Forecast, IDC, 2008
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Handle all of your contact points: While traditional phone systems routed voice calls primarily in a 1:1 ratio (i.e., 

phone to phone), IP-based systems can route a single call to ring simultaneously in multiple places such as on 

an office phone, mobile or home phone. Staff who rely on a mobile, or who work at home, can be more easily 

reached and no longer have to give out their personal phone numbers. They can give out one number—their office 

number—and always be in touch.

Unifying your communications: Today’s IP-based communications systems do a lot more than just phone calls. If 

someone leaves a voice mail, today’s systems will digitize it and forward it via an email so you can hear it on your 

PC, laptop, smartphone, etc. Because Instant Messaging is so popular for fast easy communications—one-on-one or 

with a group—the new IP-based communications make it easier to move seamlessly from familiar programs such as 

GoogleTalk to placing a call or setting up a conference call—often by clicking on a name and invoking a simple @ 

command (@call, @xfer, @conf). Video calling is becoming more popular and today’s new systems support that too.

Functionality on Mobile Devices: The new IP-based solutions can do more than just route the call or message. 

They also “route the functionality” of the office phone system, delivering access to user preferences, speed 

dials, conferencing capabilities and more on a mobile device. Now you can log in from anywhere—your main 

office extension, another location in your business, an airport, a hotel, home, etc.—and get all of the same 

communications capabilities in each location.

Presence: Today’s communications systems also allow you to specify your communications preferences (e.g., 

contact me via email or IM) and availability (I’m not available now and won’t be for another hour). This feature— 

known as presence—makes it unnecessary to send the perfunctory “are you there” email or IM.

The benefits of unifying communications in this way can be substantial:

• The difficulties of having multiple reach numbers—confusion, security issues and the potential for real problems 

during a crisis—are removed.

• Guest requests are dealt with as quickly as possible—less frustration, leaving of messages, telephone tag, etc. 

• Decisions are made in a timely and effective manner—the right people can be reached at the right time.

• People are more productive—they get the communications they need, regardless of where they are working.

• A manager or other employee can work in Los Angeles one week and Chicago the next and all of their 

communications capabilities can follow them: just log on and get started.

• You can hire home-based workers to handle reservations and other services from their home offices. They can 

get all the call handling capabilities they need and still be centrally managed. 
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2. Reservations and Call Coverage 

How you handle incoming calls—your call coverage—is one of the most important challenges for any hospitality 

organization. More time and planning go into this aspect of your communications than any other:

• How can you ensure top priority and minimal hold times to prospective guests who are making reservations or 

existing guests who need service? 

• What is the most effective way of getting calls to the right department? 

• How can you make the most effective use of your resources based on who is available, who is calling,  

time of day, etc?

Today’s small business communications systems offer a range of options for handling incoming calls. Given the 

importance of managing reservations, this is a key way in which communications can directly impact revenues  

and occupancy rates: 

Intelligent Call Coverage: Today’s communications systems offer sophisticated, intelligent call coverage options 

that you can adapt to the way you do business. Unlike call forwarding, which simply re-directs a call to another 

phone number or extension, intelligent call coverage on today’s communications systems gives you the power and 

flexibility to handle calls based on a wide range of criteria:

• Define rules that handle calls differently based on who is calling, the time of day, whether the call is internal  

or external, or whether your phone is busy. This is particularly valuable for handling reservations in peak  

calling periods.

• Program your system to instantly recognize repeat customers—providing the personal touch that drives  

customer loyalty. 

• Set up simple rules to route calls directly to voicemail, to an assistant or receptionist, to a call center, or to 

almost anywhere. 

Contact Center: Large hospitality organizations have long enjoyed the ability to set up formal contact centers with 

agents dedicated to handling reservations calls. Today, smaller communications systems offer many of the same 

capabilities:

• Call Routing: The intelligence in today’s small business communications systems provides a wide range of 

contact center call routing options. This makes it possible to adapt your communications to make the best 

possible use of your call patterns and personnel resources.

• Share reservation resources: Overflow calls can be routed to other properties or call handling centers, enabling 

shorter hold times and more qualified agents handling the calls. For hospitality organizations with multiple call 

handling centers in different time zones, this is particularly valuable.



5

avaya.com

• Empower agents: You can equip your agents with software that provides them with information on the number of 

calls on hold, in progress, lost, as well as the number of agents logged in and logged out. If no calls are waiting 

to be answered, the customer service agent can spend more time with the current caller, increasing revenue and 

customer satisfaction.

• Measure how you are doing: get the reports you need to manage your sales campaigns, judge the value of 

marketing and advertising efforts and see how well agents are handling sales and service calls. 

3. Integration with your Property Management System (PMS)

Property management systems (PMS) have grown in importance in the hospitality industry, particularly with the 

rapid growth of online booking. Processing the reservation, handling check-in, setting up payment, generating the 

key card—all of this and more fall under the auspices of the PMS. So does monitoring housekeeping to determine 

which rooms are ready for guests, tracking guest charges and keeping track of repeat guests’ preferences. 

Because today’s communications systems are IP-based, they can connect to the PMS. This is typically done 

through middleware that is specifically designed for the hospitality industry and offered by companies such as 

DuVoice (www.duvoice.com). Figure 1 shows a typical implementation of IP Office with DuVoice middleware 

connected to a PMS.

Connecting your communications system to your PMS introduces a wide range of benefits:

• Streamlining communications set up: When the guest checks in, the phone system is immediately set up 

and preferences for language, messaging, wake-up calls and more can be established. When the guest  

checks out, the phone in the room is effectively closed down and any guest charges are added to the bill.  

This is one key way communications systems can help streamline a routine hotel operation and also help 

maintain billing accuracy.

• Personalizing/streamlining guest services: When a guest calls for service, information about the guest is instantly 

available to whomever is answering the call. This helps make every guest interaction personal—a proven way 

of delivering memorable guest service. It also means anyone on the staff can handle guest needs, raising the 

overall level of guest attentiveness across a hotel. 

• Wake ups: Wake-up calls are easily managed through the PMS. Guests can set the wake-up (see Figure 2). 

Staff can also set wake-up calls and perhaps more importantly, monitor the status of the calls to see if any 

require additional follow-up: a traditional sore point for guests who sleep through the alert. Systems can also be 

enhanced (typically with additional software) to provide proofs that wake-up calls were actually made.

• Making it easy to get information: With today’s new IP-based communications systems, you can easily implement 

automated services to provide information to guests about hotel services and local attractions, or to make 

personalized announcements to groups of guests, etc. 
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• Housekeeping: By integrating the PMS and communications systems, any phone can now be used to enter and 

update information. Housekeeping can use the phone system to update the room status (i.e., Do Not Rent, 

Ready) or enter charges for what was consumed from the mini bar. In effect, the phone system becomes a 

mobile, property-wide portal into the PMS. Managers can use this real-time information to gauge housekeeping 

staff progress.
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Figure 1 – Sample configuration of IP Office with DuVoice and property management system

• Point-and-click call management: The integration of the PMS with the communications systems means reservation 

agents can easily handle calls via an on-screen interface while also checking room inventory, reservations 

records and other information. 

 Figure 2 – DuVoice Room Status Monitor for guest wakeup calls
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Infrastructure Convergence

With today’s IP-based communications systems, you only need one infrastructure for your voice and data 

communications: the phones and computers can use the same set of wires. That means savings in the initial 

installation as well as in ongoing monitoring, troubleshooting and repair. 

If you are setting up your communications and data networks from scratch, this is a major advantage. But if you 

already have phone lines installed, you can continue using them. The same holds true for the actual phones, often 

the most expensive part of any solution: you can continue using your existing phones, changing and upgrading to 

newer IP-based phones as your needs dictate. 

This allows you to lower the cost of a transition and preserve a large part of your existing investment, while 

creating a platform for future growth. This evolutionary approach also extends to features and usability: in many 

cases, new IP-based systems can be set up to mimic the features of older communications systems, while still 

delivering advanced functionality. 

Cost Savings and Revenues 

In hospitality, the value of any new technology is measured in the efficiencies and savings that are generated and 

the incremental revenues—more guests, more repeat business—that it brings about.

Today’s IP-based communications systems offer many opportunities to achieve both cost savings and revenue 

generation:

• Productivity: Making full use of advanced communications capabilities—such as integration with the 

PMS—enables all staff, from front desk to housekeeping, to be more productive. Also the ability of today’s 

communications systems to deliver better access to a wide range of communications tools can also enhance 

overall productivity: manage your calendar; get instantly alerted to important voice mails; keep in touch with 

your team through IM, etc.

• Enhanced guest services: Customer service works. Being able to respond quickly and personally to guest requests 

is a proven way of differentiating your property and generating guest loyalty/repeat business. Using your 

communications system to be more responsive to guest needs is a cost-effective way of achieving this goal.

• Conference calls: Providing guests with “communications amenities” such as wireless Internet access is a 

great way to appeal to communications-savvy travelers and generate revenue. Now you can offer another  

service: conference calling. Today’s IP-based communications solutions come with built-in conference  

bridges that can easily accommodate dozens of callers—completely eliminating the need for outside services 

and providing you with a new amenity or revenue-producing service. This is ideal for meeting rooms, providing  

a revenue stream for both the setup and the usage—both to guests, as well as nonguests who are simply  

renting the meeting room.
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• Lower calling fees: The ability to route calls over managed broadband links or the public Internet generated a lot 

of interest when IP-based communications systems were first introduced. More competitive pricing by carriers 

has dimmed the luster of this option, but it still makes sense to consider, particularly for properties with large 

amounts of international calls. Also, even if you are not actually routing calls over the Internet for little or no 

charge, today’s IP-based solutions make it easier to pick the best rates available from the carriers and use them 

automatically. Based on the digits entered for any domestic or international call, the system will choose the 

carrier that offers the best rate for that call. 

• Going “green”: Today’s communications systems make it easier to provide information to guests, particularly 

through the use of phones equipped with larger screens. Guests can take advantage of the phone system to find 

out about hotel services, check menus, learn about location attractions, etc. For a growing number of hotels, 

this is making it possible to do away with the familiar “guest compendium” that is normally placed in every 

room to provide this information.

• One infrastructure: The ability to make use of a single infrastructure for your data and communications is a clear 

money saver, helping reduce initial installation costs as well as ongoing maintenance and other charges.

• Administration and management: Today’s new IP-based communications systems are far less expensive to 

administer than traditional communications systems. Phones and other devices can be easily moved and 

re-administered without requiring specialized technical assistance. If a member of your staff leaves, or you want 

to set up communications on another device or in another location (including a home office), just plug in and 

power on. The system automatically reads the IP address of the device. If you have multiple locations, you can 

also easily manage all systems from a single Windows-based interface while eliminating travel costs. 
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About Avaya 

Avaya is a global leader in enterprise communications systems. The company 

provides unified communications, contact centers, and related services directly 

and through its channel partners to leading businesses and organizations  

around the world. Enterprises of all sizes depend on Avaya for state-of-the-art  
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competitiveness. For more information please visit www.avaya.com.
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Why the Time is Now

IP-based communications solutions have “come of age” and the timing couldn’t be better, given the challenging 

economic environment that has prevailed in hospitality. Hoteliers looking for a cost-effective way of streamlining 

operations and delivering guest services need to carefully evaluate how they can best take advantage of these solutions.

For some properties, there may be one specific advantage, such as the ability to share resources between hotels 

or integration with the PMS. For others, the advantage may be the flexibility that these new solutions provide for 

unifying communications (mobile, email, IM, etc.) or the sophisticated call routing options that are now possible. 

These capabilities can be part of the solution itself, but can also be provided by an ecosystem of independent 

companies who develop applications that customize a communications system for the specific needs of a  

specific hotel.4 

For every hotel, these solutions offer opportunities that can be implemented without causing disruption or 

discarding existing assets such as room phones. This makes the value proposition of these solutions more 

compelling than ever.

And a key thing to keep in mind: these solutions are proven, but also rapidly evolving. For example, the growing 

popularity of SIP—Session Initiation Protocol—is creating new opportunities for unifying communications, adding 

more visual devices (i.e. large-screen, tablet-like communicators) and streamlining system set up. 

In many cases, these innovations are being driven by users who identify a better way to use today’s communications 

tools to get a jump on their competition—all the more reason to get started with these systems today.

4  This includes Avaya DevConnect partners such as DuVoice (www.duvoice.com) which offers a number of solutions designed for the  
hospitality industry.


