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Hotel processes of the future:  
smooth, efficient, speedy… 
and non-human
by Darren Panto i  &  Chris Atkin i 

Everyone is talking about “mobile” right now and the truth 
is that increasing numbers of people are adopting mobile 
communication methods. We are carrying more content in our 
pockets than could have been kept in a city library 20 years 
ago.

The hotel industry is now taking its lead from the airline, 
banking and retail sectors, making check-in seamless 
and enabling services to be purchased easily through 
well-designed applications. Guests want to be able to use 
technology to speed up processes, aid their lifestyle and be 
there if they want it, thus ensuring it provides a real service. In 
addition, done smartly, it can offer a truly personal service with 
relevant content delivered specifically for that guest.

Hotels are seeking smooth, efficient, speedy non-human 
processes to improve the guest experience. Why? Because this 
is what guests (particularly business travellers) are demanding. 
PMS providers are working on achieving these functions as well 
as on their integrations capabilities. Elegant and uninterrupted 

connectivity will be critical, networks delivered as a utility and 
not a value added service will finally differentiate the leaders 
from the followers. Guests are not just bringing their own 
devices, they are also bringing their own content, and they 
want to present this onto the glass in the meetings rooms 
without having to carry a bag full of cables.

So just how far can this technology go – and how far will both 
hotels and guests want it to go? It seems the possibilities are 
endless and boundaries will continuously be pushed further. 
Make no mistake, technology is here to stay and hotels must 
embrace and seize upon it as an opportunity to improve guest 
experience and increase revenue. We see this as becoming 
increasingly important for not just hotels, but also resorts and 
of course cruise ships allowing guests to make free calls within 
the resort/hotel/ ship and cheaper ones outside.

In conclusion, the next phase will be a true mash up of 
software, that will deliver a wealth of opportunities to share 
and manage content, make bookings and requests, and 

For hotels, Darren Panto and Chris Atkin of iRiS argue that the future will bring “a true mash up of software” that will enable 
them to share and manage content, make bookings – and what’s more, the systems will understand the guest’s profile and 
deliver relevant content and services. If that is what’s coming don the line, they say, the industry’s leading technology sup-
pliers will need to work more closely and adopt open standards.
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the systems will understand the guest’s profile and deliver 
relevant content and services in a timely manner. The 
industry’s leading technology suppliers will need to work 
more closely, adopting open standards and removing the 
shackles of the past. Hoteliers hope this will create a wealth of 
opportunity requiring them to break out of the boundaries of 
the physical into the digital world. To achieve their objectives, 
they will need to foster closer relationships with their eco-
system of suppliers and work as a team to deliver these new 
and exciting ways of delivering value to all their stakeholders.

About iRiS Software Systems
London-based iRiS Software Systems Ltd is an award-winning 

interactive guest services application creator, providing apps 

designed for hotels, cruise lines and restaurants. The iRiS 

applications are designed to improve the guest experience, increase 

revenues and reduce costs, improve communications between 

guests and staff and provide a smart marketing tool.  Both tablet 

and mobile phone applications are available.

iRiS Valet is the award-winning, interactive, multi-lingual guest 

services app.  The iRiS F&B Suite is a world-leading multi-lingual, 

digital menu, sommelier and bar application.

More than 200 hotels worldwide currently work with iRiS Valet and/

or iRiS F&B.

Luxury hotel group, Kempinski Hotels has selected iRiS Software 

as a key guest services technology provider and is installing iRiS 

applications across its worldwide network. iRiS works with other 

major hotel brands including: Mandarin Oriental, Orient Express, 

Starwood, Hilton, Accor, Swire, as well as with a number of 

independents.

iRiS has representation across every continent with major offices 

in UK, USA and Asia. Countries with iRiS installations include: 

USA, Canada, UK, France, Germany, Austria, Hungary, Mauritius, 

Switzerland, China, Hong Kong, Thailand, Singapore, Malaysia, 

Russia, Dubai, Abu Dhabi, India, Kenya, Malta, Turkey, Qatar and 

Australia.

iRiS won the 2012 Travolution Technological Innovation Award for 

its market-leading iRiS Valet application that allows guests to view 

hotel facilities and book services at the touch of a button. 

 u www.irisapps.com
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HFTP, Austin, Texas, USA and Maastricht, The Netherlands, founded in 1952, is the global professional 

association for financial and technology personnel working in hotels, clubs and other hospitality-related 

businesses. HFTP provides first class educational opportunities, research, and publications to more than 

4,800 members globally including, the premiere hospitality technology conference HITEC--founded in 

1972. HFTP also awards the only hospitality specific certifications for accounting and technology --- the 

Certified Hospitality Accountant Executive (CHAE) and the Certified Hospitality Technology Professional 

(CHTP) designations. HFTP was founded in the USA as the National Association of Hotel Accountants. 

 u www.hftp.org 
 

With an exclusive focus on global hospitality and tourism, Hsyndicate.org (the Hospitality Syndicate) 

provides electronic news publication, syndication and distribution on behalf of some 750 organizations 

in the hospitality vertical. Hsyndicate helps its members to reach highly targeted audience-segments in 

the exploding new-media landscape within hospitality... channels of ever increasing importance which 

are difficult to reach through classic wire services like PRnewswire or BusinessWire. With the central idea 

‘ONE Industry, ONE Network’, Hsyndicate merges historically fragmented industry intelligence into a single 

online information and knowledge resource serving the information-needs of targeted audience-groups 

throughout the hospitality, travel & tourism industries... serving professionals relying on Hsyndicate’s 

specific and context-relevant intelligence delivered to them when they need it and how they need it. 

 u www.hsyndicate.org
  

Since introducing the world’s first electronic hotel door lock and first electronic in-room safe in 1979, VingCard 

Elsafe has installed products in more than 42,000 properties worldwide, securing in excess of 7 million hotel 

rooms. Today, their comprehensive product line is comprised of VingCard electronic locking solutions, Elsafe 

in-room safes, Orion energy management systems, and PolarBar minibars. VingCard Elsafe leads the industry 

in advanced locking technologies, including NFC, RFID/RF-Online and ZigBee-based networking solutions, and 

offers the only UL-listed electronic hotel safe on the market. With an extensive worldwide service and support 

network, VingCard Elsafe provides continuous support to its clients around the globe. VingCard Elsafe is part of 

ASSA ABLOY Hospitality, the world’s leading provider of hotel locking solutions. ASSA ABLOY is a publicly listed 

Swedish company traded on the Stockholm Stock Exchange. 

 u www.vingcardelsafe.com 
 

We all know that the future will be different, but how will it be different? For companies in the hospitality 

industry, Wade & Co. uses scenario generation to get at the answer to that question – in strategic 

workshops, team-building exercises, and conference presentations the world over. As a specialist in 

business foresight, Wade focuses on visualizing how the future “business landscape” could realistically 

change, ushering in new kinds of customers and competitors, creating new opportunities, and affecting 

your chances of success. Heading the company is Woody Wade, who is also the founder and publisher of 

the Hotel Yearbook. 

 u www.11changes.com
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Stay First
The maximum expression in 
minimalistic  electronic lock.

13,56MHz technology compatible with:  | ISO 14.443 A (MIFARE) | ISO 14.443 B | ISO 15.693 | Near Field Communication (NFC)

The First Invisible Lock
Essence by VingCard revolutionizes the electronic lock industry by housing all lock components, including the 
reader, inside the door and therefore, reaching the maximum minimalistic expression, the true Essence of an 
electronic lock. 

Essence takes the definitive step in minimal hardware on the door and truly blends with any design requirements, 
enhancing the style of your hotel and taking the user-interface experience to a new level. 

You cannot see it, but you will experience the true essence of a secure and reliable electronic lock.

VingCard Elsafe | P.O. Box 511 | 1522 Moss | Norway 
Phone: +47 69 24 50 00 | info@vcegroup.com | www.vingcardelsafe.com
Provider of: VingCard Locks and Systems | Elsafe Safes | Orion EMS | PolarBar Minibars

|  Advertisement  |

http://www.vingcardelsafe.com/en/vce/VingCardElsafe/Products/?productId=990260
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Hotel Yearbook 2014 
In 2014, the Hotel Yearbook will feature a comprehensive outlook for major geo markets as 
well as indepth interviews with hotel group executives focusing on key segments including 
luxury and lifestyle brands. Additional articles include expert views in the fields of design, 
environment, technology, social media, finance, education, business travel and human 
resources.
• This edition will be available from 20 December 2013

HYB Special Edition - Digital Marketing 2014
The Hotel Yearbook branches out again with a new Special Edition onthe future of digital 
marketing within the global hospitality industry. Authors include some of the industry’s 
best known thinkers and doers in various fields such as reputation management, revenue 
management, search engine optimization, social media channel management via OTA’s. More 
information on this special edition will be made available very soon!
• This edition will be available from 5 February 2014

HYB Special Edition - Hotel Concepts 2014
The Hotel Yearbook branches out again with a new Special Edition on innovative hotel concepts 
within the global hospitality industry. Authors include some of the industry’s best known 
thinkers and doers in various fields such as architecture, interior design, branding and consumer 
marketing. More information on this special edition will be made available very soon!
• This edition will be available from 22 March 2014

Buy & read the full HOTEL Yearbook 
edition on TECHNOLOGY ?
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