HOSPITALITY AND GAMING % :

Bridge the gap be%een hotel
and casino with & modern PMS

How to connect data and operations for seamless guest experiences



Today's guest experiences
require a modern PMS

Casino and hospitality operations in hotels and resorts are equally crucial to the guest experience and ongoing loyalty.
For both lodging and gaming, the digitalization of all aspects of guest-facing interactions and back-of-the house operations
has led to unprecedented volumes of business data flowing through technology systems.

As these systems are always rapidly evolving, so are guest expectations and demands. That’s why operators must look at
integrating operations across gaming and lodging, creating a seamless experience for both guest and staff, while also powering
business processes to increase revenues. This eBook outlines how to harness the technology needed to transform the heart of
the hospitality operation—the hotel property management system (PMS)—to adapt to this new era.
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A revolution in hotel and casino PMS

Long the heart of the operation, the hotel PMS needs more than a refresh—it needs a
revolution. Today’s guests expect real-time access to every touch point of their stay,
from room type and location, to dining and housekeeping. And, in the casino, this
includes complimentary goods and services based on a guest's gaming activities. We
live in a connected world. When it comes to driving the customer experience and your
operations, integrating your PMS with your gaming system is crucial for success. These
systems must also be integrated with your point of sale (POS), sales and catering (S&C),
and revenue management tools.

Loyal casino guests are attracted to properties that know the lodging and
entertainment preferences of their key players, making it even more important to
create a seamless experience.

Bridge the gap between hotel and ¢ 0 with a modern PMS

This means organizations should look to a more sophisticated PMS that consolidates
those preferences and activities and is able to generate a higher level of specific and
timely rewards that will keep guests coming back.

A robust and connected PMS provides a single source of revenue information and
guest profiles. It has the capacity to connect to predictive analytics solutions based on
guest data gathered across gaming and lodging systems. This can provide the
seamless experience players and guests want. For the organization, it provides a
foundation for better decision making and the ability to create long-term strategies
that result in greater profitability.




The search for a new PMS starts here

Casino hotels are in the business of customer satisfaction and entertainment. Yet, the digital revolution and rapidly mounting big data make it imperative to focus on property
technology. Fortunately, this doesn’t mean you have to rebuild systems from the ground up. Industry-specific solutions already exist. However, there are still some important
considerations to keep in mind when embarking on the future state of a cross-functional hospitality and gaming system.

[c]  Choose a gaming industry-specific @ Look for a secure cloud-based solution Keep casino industry accounting and rules
o . q .
[l PMS solution For web-based and interoperable functionality in mind
Consider a PMS that specifically integrates with on Amazon® Web Services (AWS®), for example, Look for a PMS that adheres to stringent
gaming systems, centralized player profile to also provide stability and optimum security accounting and reporting rules, which vary by
management, room planning, reporting and for payment information and personal data. location and jurisdiction.

analytics, and mobile capabilities.

m Opportunity for data ecosystem review /AN Find avendor who knows the industry
A new PMS search helps inform the current N7 Seek out a technology partner that knows the
state of your tech stack and processes to guide day-to-day challenges of hotels and casinos,
implementation—comps and other loyalty and can speak to them with clarity and experience,
incentive programs. and can help you anticipate coming industry

technology trends.



How hotel PMS
connects to
casino operations
and systems

The hospitality and gaming industries are moving past
the siloed-operations of the past. Creating an
interconnected ecosystem can make the best possible
use of valuable business data. A strategic software
strategy that stems from an advanced PMS spans the
entire hospitality and gaming spectrum, meeting guests
and staff wherever they are whether that’s on the casino
floor orintheirrooms after a memorable night of gaming.
A modern property management system touches on
many vital areas of the business, including but not limited
to those listed on this page.

Reservations management:
Coordinate guest room
reservations and other bookings
like meeting spaces.
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Player tracking:

Record the gaming activities
and histories of players and create
informative profiles to identify
them easily.
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Food and beverage:
Enable room look-up functionality as
integrated with restaurants and other
F&B points of sale.

Financials management/comp
accounting: Connect lodging
information to player rewards and
otherimportant data for accurate
revenue management.
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Rooms management and
housekeeping: Create efficient and
agile services to rooms using cloud
and mobile technology for the best

possible guest experience.

/)

Property service preferences and
amenities: Track amenity uses,
guest preferences, supplies, and

other factors relating to guest goods

and services



Cloud infrastructure—insight into operations
today and tomorrow

In recent years, cloud technology has become an important Cloud deployment assures the flexibility of systems to enable:
conversation to the hospitality and gaming industries. Why is that?
Cloud technology, solutions, infrastructure, and multi-tenant
deployments are designed to give organizations a wider depth of
field. Thisisn’t just about staying competitive, although that is very
much a part of it. It’s about connecting vital systems across multiple = Latest functionality upgrades implemented remotely
locations, including the PMS and gaming systems, as well as many of
the other operational areas we’ve discussed so far. Cloud solutions

= Rapid mobile deployment

= Access to real-time data retrieval and analytics

= |T expertise and maintenance with no additional hardware

. - . L ffi i
and infrastructure help hospitality and gaming organizations create or staff investment via 5aas support

a better view of how business is doing today and where to go in = Ease of integration with other vital systems—RMS, POS
the future. S&C, reservations, others
The cloud helps organizations streamline their operations and = Advanced data security

manage data more efficiently and with greater insight. A cloud-
based system removes the burden of IT management, leaving hotel = Lowest risk of performance issues
and casino management to focus on current and future guest and
business needs. Even the smallest properties receive the same
upgrades as their larger counterparts.

Cloud technology helps cut costs, increase efficiency, and shorten
timelines. The cloud will become more scalable in the 2020s
and beyond.



Beware of signs of “cloudwashing”

The proliferation of cloud-based technologies across industries, including hospitality and gaming,
have created a flood of solutions. Not all of them are created equal. When you seek out a cloud-
based solution for PMS, look for a true cloud solution where all of the functionality is built natively for
cloud deployment.

“Cloudwashing” means building cloud capabilities into a system originally developed to run
on-premises and will not provide the system functionality needed for operational transformation.
Here’s a selected list of some red flags to avoid.

= No references to multi-tenant deployment—A “true cloud” solution is designed to be deployed
across multiple locations in a single implementation. If there are complications with this model in the
solution you’re looking at, it may not be true cloud at all.

= Non-customizable, labor-intensive solutions—Organizations should question the authenticity of
solutions that depend on a large portion of in-house IT support and resources to manage
integrations, configurations, software upgrades, or other maintenance intensive areas.

* No mention of Saa$S, PaaS, or laaS—Solutions that cannot be deployed and supported using a
software as a service (SaaS), platform as a service (PaaS), or infrastructure as a service (laaS) model
aren’t true cloud.

Not elastic relative to data usage—True cloud solutions are known to be highly adaptable to
company data usage and activities. Cloudwashed solutions are not.

Not designed to easily scale with company growth—Cloud solutions are designed to be adaptable
in other ways, expanding when needed to include new locations with no additional implementation.
If there are no references to this, the solution is not likely to be true cloud.




Infor HMS property management solution—
comprehensive and connected

A true cloud hotel and casino property management system

Bridging the gap between the gaming and lodging sides of the business is paramount to success. The Infor® Hospitality Management Solution (HMS) is a true cloud-based property
management system designed to deliver a great guest experience across casino hotels and resorts through a modern, mobile-friendly platform. The solution includes:

[J Player tracking information [J HMS guest comp processing

[J HMS player information retrieval [J Integration with RMS, POS, S&C
[J HMS player comp information [J Multi-tenant deployment

[J HMS player bank and offers information [J Support via SaaS

[J HMS guest comp template setup



Case study—Infor HMS at Live!
Casino & Hotel

Livel Casino & Hotel in Maryland chose Infor Hospitality Management Solution (HMS) for the system’s
gaming industry-specific functionality, as well as the operational benefits of cloud deployment.

Infor HMS delivers centralized guest profile management, advanced room planning, and reporting.
With the solution in place, Live! Casino & Hotel is looking forward to moving more core business
processes to the cloud, enabling its staff to focus on the guest experience—not IT.

"Opening the new hotel is a large and extremely exciting project for us, and we needed to know that we
could trust whatever property management system we put into place to not only manage our hotel
guests, but our casino patrons as well," said Robert Norton, President, Live! Casino & Hotel.

Customer benefits:

= Cloud deployment—Real-time data, remote updates

= Centralized profile management—Guest profile continuity between casino and hotel
= Advanced room planning and reporting—Operational agility and insights

= Greater staff focus—More time to take care of guests, not systems

= Trust and confidence—A single source of truth between gaming and lodging




Infor HMS—a seamless experience for hospitality and gaming

Ready to meet and exceed expectations

Infor Hospitality Management Solution (HMS) is designed specifically for the hospitality
and gaming industry to help hotels and casinos connect game play with lodging offers
and rewards. It helps enable organizations to gain greater visibility on player and guest
histories, including incoming revenue.

The seamless guest experience provided by Infor HMS is also a part of a seamless
experience for hotel and casino teams and the other systems they use, including point
of sale (POS), revenue management, sales and catering (S&C), and beyond.

Bridge the gap between hotel and casino:witha modern PMS

Infor HMS is cloud-based and designed to integrate with advanced analytics, food and
beverage, and back office applications in a stable, secure, and scalable way. The
solution represents the next step in property management for gaming and hospitality,
making sure that your best players keep coming back and that when they do, your
casino and hotel is ready to meet and exceed their expectations.




Keep players and guests
coming back

Infor Hospital Management Solution (HMS) empowers casinos and gaming centers to create
the kind of experience that cultivates return visits and profitable, long-term relationships

with top players and guests.

It’s time to talk about next steps.

LEARN MORE



https://pages.infor.com/hsp-product-demo-hotel-property-management-software.html
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About Infor

Infor builds business software for specific industries in the cloud. With 17,000 employees and over 68,000 customers in more than 170 countries, Infor software is designed for progress. To learn more, please visit www.infor.com.
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