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Systems
Brian Binge

The Technologically 
Well-Appointed Resort
While many developers may look 

at technology as a cost to be 
controlled, a new and savvy breed 
is beginning to realize that there are 
tangible bene� ts to implementing 
technology during the marketing and 
sales process, during development, and 
even after a project is sold out. Those 
who consider technology to be the 
proverbial money pit are the norm—
after all, the main goal of  a timeshare 
development is to sell units, and 
technology can often be expensive to 
install, support, maintain, and upgrade, 
which either means investing extra 
developer money or increasing HOA/
maintenance dues. What many fail to 
recognize, however, is that technology 
can actually create a positive impact, 
not only during the sales process but 
also by keeping those maintenance 
fees low.

Whatever the motivation may be 
for new technology, the key factor for 
determining success is almost always 
monetary. Whether approached from a 
customer service angle (“guests will only 
be happy if  their rooms offer similar or 
better technology than what they have 
at home”), a sales angle (“customers 

demand 42-inch � at screens in every 
room”), or a cost-control angle (“the 
HOA will save thousands of  dollars each 
year on energy”), the underlying factor 
is money. But in the bene� cial sense, 
too, that a happy guest refers other 
prospective buyers, sales yield revenue, 
and savings for the association translate 
to lower fees and easier-to-sell units.

”Must-Have”: Infrastructure
So, what key technology 

components should be top on 
the leading-edge developer’s list? 
While de� nitely on the “hard sell” 
side of  technology, the underlying 
infrastructure of  any project should not 
be overlooked. TVs consistently appear 
on the “most important amenities” 
list of  any guest satisfaction survey. 
Environmental management is gaining 
in appeal, as the Green movement takes 
off  in popular culture and affects sales. 
Cases can also be made for RFID locks 
and IP phone systems to round out the 
technologically well-appointed resort.

For a developer to implement any 
of  the systems mentioned above, the 
most important (and perhaps least 
sexy) of  all technologies is the skeletal 
structure of  the resort, the cables and 
backbone upon which all of  these 
fancy applications are then built. The 
infrastructure can be the hardest sell 
to any developer because it doesn’t 
seem to do anything—yet, the delivery 
capacity for any system implemented 
today can mean the success or failure 
of  any implementation in the future. 
As you build your project, ask “how 
relevant do I want to be in 5-10 years?” 
For a resort that will open � ve years 
from now, the technology that owners 
and guests will want then may not even 
exist yet. These unknowns underscore 

the importance of  a scalable and 
robust infrastructure. As the demand 
for bandwidth grows from applications 
like IP phones, IPTV, and other IP-
based systems, the ability to deliver that 
bandwidth lies in the cabling of  the 
resort. Fiber optic cabling is the best 
option, as the cost of  copper is rising—
� ber optics is cheaper and also will 
deliver the best bandwidth necessary 
for services you need today and into 
the future. 

Entertainment
The guest room TV is no longer 

an afterthought in resort design. 
Now that many homeowners have 
TVs as focal points in their homes1 
and there are more TVs than people 
in the average U.S. household2, the 
wise resort developer will not overlook 
their importance in the units. In order 
to create an in-room entertainment 
experience that is equal or superior 
to the customer’s home-experience, 
the budget must include impressive 
� at panel TVs. With many hotels 
striving to out� t every one of  its rooms 
with � at screens and HDTV by June 
20093, resort developers should be 
following suit. 

While high de� nition TV is gaining 
popularity in the homes of  vacation 
ownership customers, the actual 
number of  Americans experiencing 
HD might be lower than presumed. 
According to Nielsen Research, only 
13.7% of  U.S. households have an 
HDTV and an HD tuner capable of  
receiving HD signals4. In the hospitality 
environment, there are few systems that 
can effectively deliver HDTV to the 
guest. While the number of  vendors 
and the quality of  their HD offerings 
continues to grow, some developers 

Whatever road a developer 
chooses to follow, technology 
should always be implemented 
with a revenue-generating, 
operational expense-reducing, 
or sales and marketing angle 
in mind.
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may not � nd the resources or need to 
deliver this service right now. Taking 
into account that standard de� nition 
service often looks distorted or stretched 
on an HD TV set, as long as the 
infrastructure is in place to easily deliver 
HD service to the unit in the future, 
deciding to wait on implementing HD 
service may be a sound assessment.

Energy Savings
As the Green movement becomes 

more accepted at home and in the 
workplace, resort developers can 
� nd solace that money spent on this 
technology can result in substantial 
energy savings, as well as positive sales 
and marketing material. Even though 
home automation has not taken off  in 
the consumer marketplace, commercial 
spaces have been employing these 
principles for years and hospitality 
applications are now following suit. 

From automatic light and heating 
turn-offs in unoccupied units to 
sensing when the deck doors are open 
and turning off  air conditioning, 
environmental controls can provide an 
impressive ROI within a relatively short 
time, while also providing sales agents a 
fantastic selling point to the increasingly 
environmentally conscious customer.

Electronic Services
RFID locking systems are another 

important new technology for our 
industry. Many water park developers 
(with on-site hotel/condo units) 
have whole-heartedly embraced this 
technology, as traditional magnetic 
stripe keys often are easily damaged 
and lost by guests in the pools and 
rides. For a developer looking to build 
a resort with water or beach features, 
the RFID system is worth a good look. 
While these “keys” are slightly more 

expensive then the magnetic stripe 
cards, the RFID tag placed inside a 
wrist band or fob can outlast the card 
by 3-to-1. Other advantages include 
two-way communication, meaning 
guests can change the programming of  
their key by merely presenting it to the 
elevator call button “hot spot” reader, 
eliminating a long trip back to the front 
desk. Also, an RFID tag built into a 
custom fob, such as an old-fashioned 
key or other decorative keepsake, 
can become a great takeaway at the 
point of  sale to help the new owner 
feel strongly about their purchasing 
decision, while also allowing for pre-
arrival fob-programming for ease of  
access to the resort property.

The IP phone system, while 
perhaps not as � ashy from the guest’s 
point of  view, allows for a number of  
technological innovations that bene� t 
both customers and operations teams. 
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As long as a solid infrastructure is in 
place, an IP phone system can run 
on the same cables and conduit that 
deliver IPTV, environmental control, 
and Internet service. Also, the room 
phones can be con� gured to present 
information about in-house activities 
and services, local attractions, and 
even display marketing offers to drive 
business to the in-house sales team. An 
IP phone system will display the room 
number and name of  the guest to the 
operations staff  prior to answering, so 
the front desk can deliver personalized 
greetings and housekeeping will 
automatically know the room location 
to service. The IP-based system 
typically allows for an easier interface 
into the PMS and improved control 
over check-in commands to group lock-
off  and master phones into the correct 
call groups, whether it’s a one-, two-, or 
three-bedroom con� guration.

Future-Oriented
The options are seemingly endless 

when it comes to technology in new 
resort development. Whatever road a 
developer chooses to follow, technology 
should always be implemented with 
a revenue-generating, operational 
expense-reducing, or sales and 
marketing angle in mind. The astute 
developer will realize that success 
often hinges on the infrastructure that 
provides an experience customers 
consider equal or superior to what they 
have in their own homes. D

 

Brian Binge, CHTP, is director of  information 

systems at Breckenridge Grand Vacations. His 

e-mail is bbinge@grandtimber.com.
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