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	Overview

Country or Region: India
Industry: Hospitality
Customer Profile

InterContinental Eros is a five-star hotel located in New Delhi's business district. The hotel is part of the global portfolio of InterContinental Hotels Group, one of the world’s largest hotels.
Business Situation

InterContinental Eros needed to upgrade its technology infrastructure to improve guest service and operating efficiency. The hotel also had to set up a service desk that could handle all guest calls.
Solution

InterContinental Eros installed Triton, a guest service and operating efficiency software developed by Knowcross, a company headquartered in New Delhi, India.
Benefits

· Personalized customer care

· Improved guest satisfaction 

· Increased staff productivity by 50 percent
· Decreased maintenance problems

	
	
	"We aspire to persuade our guests to become regular patrons. By ensuring attention to detail, we establish bonds of care, trust, and goodwill that build lasting associations. Triton is a valuable tool that helps create lasting impressions.”
Scott Wilson, General Manager, InterContinental Eros, New Delhi


	
	
	
	InterContinental Eros, a five star hotel in New Delhi, a part of the InterContinental group faced several problems, primarily focused around customer satisfaction and the level of service it provided. The hotel’s main objective was to increase repeat business and establish lasting relationship with its customers. 
It decided to implement Triton, a guest service solution from Knowcross, which uses Microsoft SQL Server™ 2000 at the back-end. It was easy to implement, easy to learn, and created a high impact on the hotel's operations.

By adopting Triton, InterContinental Eros has been able to improve guest satisfaction ratings, streamline operations, and lower operating costs. 
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Situation

The Indian hospitality industry annually contributes between U.S.$3 billion to $5 billion to India's national economy. In 2004, the hotel industry was booming in the wake of a 26 percent year-on-year increase in tourist arrivals. About 2.98 million tourists visited the country during the months January to November 2004, bringing in foreign exchange worth $4.35 billion (INR 196 billion). 

Supported by this robust growth in tourist traffic, the Indian hotel industry saw average occupancy levels rise to 59.7 percent in calendar year2003 and 2004. Since October 2004, hotels in the gateway cities such as Delhi and Mumbai have sustained occupancy rates above 90 percent.
The hotel industry stands to gain from the optimistic economic forecast in the Asia-Pacific region, especially in high-growth countries like China and India, where domestic travel is growing exponentially. InterContinental Group is using this opportunity to grow its presence in India. It acquired several properties in India. InterContinental Eros a five star property was acquired in a popular business section of New Delhi. 
With the recent announcement of the open sky policy, the expansion of low cost airlines with improved airport infrastructure, along with the continuing growth in tourist inflow have led experts to forecast that the bullish trend in the hospitality industry will continue in the coming years. 

While the market was booming, InterContinental Eros suffered because of its poor service levels and low maintenance standards. Within the InterContinental portfolio of hotels, the hotel scored poorly on various measures of service quality. 

InterContinental wanted the New Delhi property to provide guest services on par with its other properties around the world. After analyzing the hotel’s operations, it felt that the key focus areas would need to be ‘consistency in service’ and better maintenance and upkeep of the hotel. There was no clear methodology to monitor guest calls and manage complaints. The hotel was also grappling with the task of monitoring people performance on a day-to-day basis. There was an urgent need to implement a solution that would meet these challenges. 

InterContinental Eros selected the Triton, guest relations software from Knowcross Solutions after evaluating three competing products. The hotel selected Triton because of its strong focus on improving guest service and its ease of integration into existing processes and practices. “We did not want to implement something that would force us to completely change the way that we work—such solutions always tend to fail,” says Kshitij Deopujari, Rooms Division Manager at InterContinental Eros.

Triton is a guest services software that improves service quality and increases operational efficiency at hotels. Triton lets hotels automate the handling of all guest and maintenance related tasks. It provides hotels with the ability to track all staff and tasks in real-time, automatically alerts managers on their mobile telephones when their attention is required, enables special preferences of important guests, and analyzes various aspects of operations. 

Solution

The Triton solution is built on the Microsoft Server System™ integrated server software, with Microsoft SQL Server™ 2000 at the backend as its centralized database. The system supports extensive customizable parameters, allowing hotels to tailor Triton to their own service standards and operational processes.

The installation process began with a week-long exercise, during which different types of information such as the various types of employee roles, their skill requirements, staff lists, and other similar information, are gathered and fed into Triton. Various parameters in Triton are then set in line with the hotel’s operational requirements.

Following setup, training at the InterContinental Eros took one week. The training was split into three parts—with separate training for service staff, supervisors, and managers. The system went live immediately after training.

The Triton implementation began in August 2003 and the solution went live on September 1, 2003.

Solution Overview

Triton’s real-time task management module helps InterContinental Eros staff manage maintenance of all hotel facilities, guest requests, complaints, and other necessary activities through a single system that can be accessed from any computer in the hotel. 

When a guest has a request or a complaint, he or she presses the "Instant Service" button on their room phone and gets connected to one of the operators. The operator uses his or her computer to key the guest’s request into Triton.

When a staff member has a maintenance or repair request they dial into Triton from any phone and follow the voice prompts to enter it into the system.

The new job is instantly assigned to a staff member and the system sends a message on their pager or mobile phone. The repair work assignment message includes the work order [image: image6.jpg]Microsoft



number, room number, work description, guest type, remarks, and the maximum permissible time to complete it.

On completion of the job (or in some cases of non-compliance), staff update the job status using a telephone. If the work order is closed, then the system knows that the staff is free and will consider that staff member available for the next job assignment. 

During this process, supervisors, and managers can track all jobs and staff from a Triton system console on their computers. The console provides a real-time view of all activities including information on the delays, any upset guests, and other issues. 

Triton has a sophisticated alert system. This communicates information, such as delayed jobs, "very important person" guest arrivals, engineering breakdowns, or special guest requests, to the supervisor or manager in charge. Triton’s seamless integration with mobile communication technologies ensures that managers are able to receive critical information even if they are not in the hotel. “The escalation feature keeps supervisors and managers informed of the problems being faced by guests. The manager can step in to ensure that the guest experience is not negated by a simple problem,” explains Scott Wilson, General Manager, InterContinental Eros.

Triton records every guest request or complaint. This information is available for review and analysis at any time. For regular guests, through Triton, InterContinental Eros staff know their particular service requirements. When a regular guest returns and checks in to the hotel, Triton automatically activates deliveries of a host of necessary services and products. 

“Such rigorous attention to detail and careful follow up of requirements, services, and conveniences–as implemented through Triton–ensures satisfied customers who keep coming back on a regular basis,” comments Wilson. 

“With a single click, we have access to a range of reports, including: on-time performance of different job functions and efficiency of staff members, identifying frequent guest requests, recurring maintenance problems, analysis of staff workload, and so forth. This allows the hotel to take corrective actions as well as improve the quality of service,” explains Deopujari. 

Triton also provides InterContinental Eros managers with powerful operations analysis capabilities. Every morning, the hotel’s senior management team reviews key Triton reports to identify any major issues that might have occurred in the previous 24 hours. The team discusses how any problems will be prevented in the future and how to compensate any guests that may have been inconvenienced.

Triton’s asset management module enables the engineering division to maintain an asset register, preventive maintenance schedules, asset service histories, warranty, and maintenance contract details for all assets and equipment. Once the asset management module is set-up, the system reminds designated supervisors when preventive maintenance activities are due and automatically generates assignments related to each maintenance schedule.

Benefits

Triton is best suited for hotels that are rated four star or higher. Triton is being successfully used in hotels that range from high-end boutique hotels with under a hundred rooms to five-star business hotels with over one thousand rooms. "We aspire to persuade our guests to become regular patrons. By ensuring attention to detail, we establish bonds of care, trust, and goodwill that build lasting associations. Triton is a valuable tool that helps create lasting impressions,” explains Wilson.
Personalized Customer Care

The Triton Customer Relationship Management tool, an integral part of the system, has the facility to store data and record guest history and related requests. 

For example, when a guest requests a power adaptor and an extra blanket, the information gets stored in the system. On the guest’s next visit such requirements are taken care of. Triton thus ensures that guests receive personalized amenities.

Improved Guest Satisfaction

Industry surveys show that guests are less likely to return if they experience a problem during their stay. Triton provides hotel staff with accurate information to manage customer feedback. The system eliminates deficiencies in service and ensures higher guest satisfaction.

Increased Staff Productivity by 50 Percent
Triton makes extensive use of mobile technology. When a new job is initiated, the work order is instantly sent to the mobile telephone or pager of the staff member who is selected for that job. When jobs are completed, staff can close the work orders without speaking to the front desk. This saves much time and frustration, since previously, closing a work order required waiting for the desk to respond to the phone. 

By creating a real-time monitoring system as well as an automatic work allocation system, Triton has improved staff productivity at InterContinental Eros by over 50 percent. Additionally, it has reduced the usage of the service elevators because each staff member moves from one job to the next and doesn’t need to visit the control room to pick up their next job order.
Decreased Maintenance Problems

Approximately 50 percent of the work assigned through Triton is related to repair and maintenance in the hotel. Compared to a manual system with little or no accountability, Triton ensures that all work is done in time. After the problem is resolved, the hotel services calls the guest to ensure that the service was appropriately handled and that the customer is happy. 

Appropriate maintenance often requires details of the corrective steps taken last time or a history of the room to check what related problems might have occurred. This information is readily available from Triton and goes a long way to ensure proper maintenance and extend the life of assets worth millions of dollars.

About Knowcross Solutions Private Limited

Founded in 2001, Knowcross’ vision is to develop next-generation technology solutions for the hospitality industry. Triton is the company’s core product and embodies the company’s design philosophies—ease of use, ease in implementation, and high impact on customer business.

Knowcross’ Development and Global Support Center is located in New Delhi. The company has sales representatives in the Middle East, Europe, and the United States. 

Other Triton customers include leading hotel brands such as Hyatt, Oberoi, Hilton, and Radisson.


Microsoft Windows Server System
Microsoft Windows Server System integrated server infrastructure software is designed to support end-to-end solutions built on the Microsoft Windows Server™ 2003 operating system. It 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


Products


Microsoft SQL Server 2000


Microsoft Windows® 2000 Server Enterprise Edition





�
Hardware


Server: 3.0 Gigahertz, 1 GB RAM, 80 GB HDD)





Partners


Knowcross India Private Limited�
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“The escalation feature keeps supervisors and managers informed of the problems being faced by guests. The manager can step in to ensure that the guest experience is not negated by a simple problem.” 


Scott Wilson, General Manager, InterContinental Eros


�
�









© 2005 Microsoft Corporation. All rights reserved. This case study is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESS OR IMPLIED, IN THIS SUMMARY. Microsoft, Windows, the Windows logo, Windows Server, and Windows Server System are either registered trademarks or trademarks of Microsoft Corporation in the United States and/or other countries. The names of actual companies and products mentioned herein may be the trademarks of their respective owners.





Document published October 2005�
�
�






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: www.microsoft.com





For more information about Knowcross Private Limited products and services, call +91-11-23313191 or visit the Web site at: � HYPERLINK "http://www.knowcross.com/" ��www.knowcross.com�





For more information about InterContinental Eros products and services, call +91-11-5123344 or visit the Web site at: �HYPERLINK "http://www.ichotelsgroup.com/h/d/ic/1/en/hd/dehnp"��www.ichotelsgroup.com/h/d/ic/1/en/hd/dehnp� 











Best Practices Adopted�
�
Practice�
Improvement�
�
Call categorization�
Improves call handling�
�
Call alerts�
Improves customer service�
�
Auto calls�
Automates daily operational activities�
�
Reports�
Tracks customer satisfaction and employee performance�
�
Active room list�
Improves inter-departmental coordination�
�
Analysis�
Tracks usage, complaints, and helps improve service�
�






“With a single click, we have access to a range of reports including: on-time performance of different job functions and efficiency of staff members, identifying frequent guest requests, recurring maintenance problems, analysis of staff workload, and so forth. This allows the hotel to take corrective actions as well as improve the quality of service.” 


Kshitij Deopujari, Rooms Division Manager, InterContinental Eros
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