
Accelerate Response Time     The Communication Server, an optional application
module with GuestWare Version 3.0, integrates two-way messaging (or other types of text-based
messaging) with GuestWare’s Rapid Response module. The software automates the dispatching
process by allowing staff to receive and close requests from a pager or cell phone. The result:
fast and consistent service that is personalized, measurable and less labor-intensive.

When a guest reports a request or maintenance issue, hotel associates can
either log it directly into GuestWare Rapid Response or from a SmartRunner two-way paging
device. The calls are automatically dispatched to the appropriate runner based on rules set up
in the Communication Server. The runner can then respond and close out the call via pager
which communicates back to the guest service agents that the call is completed. Every guest
request logged into GuestWare streamlines work flow and provides valuable information for
follow-up and process improvement.

Simplify Work Flow
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Canned Reply Options:
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• Convert to Work Order

Hotel associates enter requests 
directly into GuestWare from PC 

Report problems from pager through 
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Improve Service and Lower Operating Costs
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Follow-up Options:

• Follow-up call with guest
• Generate letter
• Track compensation
• Link to guest history
• Build room problem history
• Trending for process improvement
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The Communication Server is a MS SQL Server application that runs as a service on a Windows
NT Class machine. Messages are sent and received through a MAPI compliant e-mail system such
as Microsoft Exchange. Custom interfaces to in-house paging systems or non-standard devices are
available upon request.

To find out more about GuestWare, visit our website or call for a free demonstration.

Customize Your Own Solution     Text messages dispatched from
GuestWare’s Rapid Response module can be configured to include the room, guest name
(automatically with PMS interface) and the request or problem. The Communication Server can
be configured to send a reminder page to the runner if an incident is not completed within its
specific priority time limit. The Server also can be configured to send an escalation page or e-
mail to a supervisor or manager if the call is not received or completed within a specified time.

The Communication Server includes a “rules” engine that allows each hotel to customize
its own system to match work flow. Based on the type of request, rules can be set up
to automatically dispatch the appropriate pager. Rules can be configured by section,
floor, tower, zone, department, trade, type of problem, shift, priority and rotation within
a group of pagers.

Set Your Own ‘Rules’

The GuestWare Communication
Server uses existing e-mail
systems or a modem to com-
municate with most two-way
messaging devices. Different types
of pagers can be used. The system
also works with cell phones that
include two-way messaging. Most
of the major wireless messaging
service companies have an option
for two-way messaging and
support many of the wireless
devices.

Leverage Two-way Messaging

Other Standard Features
Guest status displayed (VIP or Repeat)
Reminder and escalation pages
Pager transmission verification
Convert calls to work orders
Forward requests

Additional SmartRunner Features
Simple menus specific to GuestWare
Ability to report or change incident codes
User log-in, log-out
Variable tones based on priority
Ability to type and add response notes

Technical Overview



Anticipate Maintenance Issues     Preventing maintenance problems is every
hotelier’s goal. GuestWare’s Preventive Maintenance system helps to do just that. It provides
an efficient way to plan, record and analyze the maintenance of hotel guestrooms. It provides
valuable data for project planning and room renovations and makes it easy to consolidate
housekeeping, general cleaning and engineering preventive maintenance under one management
structure. The software ensures that each guest enjoys a clean, safe and maintenance-free stay.

G u e s t Wa r e ’ s  P r e v e n t i v e
Maintenance system facilitates
the scheduling and monitoring
of room maintenance. It installs
with a recommended room

preventive maintenance
check list which can be
used to create unlimited
check lists. Check lists
define when a room is
due  fo r  p reven t ive
m a i n t e n a n c e  a n d
the tasks to be ac-
complished. After a room

PM and inspection has been
conducted, results are logged
into GuestWare.

Schedule Room Maintenance

Room attributes and

problem history provide

valuable information

during the PM process.

GuestWare’s Preventive Maintenance
system provides the ability to produce
reports and graphs that enable

continuous analysis of defects.
Management summary reports
e n s u r e  r o o m  p r e v e n t i v e
maintenance is being done on
schedule. Reports also show
those rooms that are past due for
maintenance. Graphs can show

defect counts by a specific room attribute,
time period or section of a hotel.

Define, Analyze Problem Areas

Minimize guest

interruption.

Maximize labor

efficiency.

Fac i l i t i e s
Ma in t enance—
Preven t i v e  Ma in t enance

Room status and past incidents

provide additional information,

making scheduling and

prioritizing PMs easy.

“ A hotel

room PM is

uniquely

different from

mechanical

PM.”

Create your own check

lists with tasks that can

be organized into groups.
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GuestWare’s Work Orders system
provides the ability to enter, print,
monitor and close work orders
quickly and efficiently. Easy-to-use
work order entry screens provide
fas t  access  to  ma in tenance

c a t e g o r i e s .  G u e s t Wa r e
a u t o m a t i c a l l y  t r a c k s
response time and provides
a  fo l low -up  fea ture  to
m o n i t o r  u n f i n i s h e d
assignments. GuestWare
also tracks the costs incurred
f rom each work  order.

Maximize Work Order Efficiency

Create, track

and assign

work orders

quickly and

easily.

To find out more about GuestWare, visit our website or call for a free demonstration.

Improve Maintenance Work Flow     Ensuring all guestrooms and other
hotel facilities are in working order is critical to guest satisfaction. GuestWare’s Work Orders
system provides the ability to prioritize and monitor necessary maintenance tasks to ensure the
highest level of quality. It also helps improve work flow by providing a systematic way to track
and analyze work orders. GuestWare’ Work Orders system provides management with the tools
it needs to better manage labor and product quality control.

Using GuestWare’s “Create Report”
form, hoteliers can generate reports
that detail work orders by incident
code, average response time
per incident and average response
time per person. Reports also

can be produced that
detail closed and open
work orders, and work
orders outstanding. The
work order summary
report  deta i ls  what
percentage of the work
orders were closed within
the hotel’s priority goal.

Generate Powerful Reports

Log the cost

of each incident

for later

analysis.

GuestWare’s Work

Order Statistics

Report provides

vital resolution

time data.

Fac i l i t i e s  Ma in t enance—
Work  O rde r s

GuestWare

provides the tools

hoteliers need to

identify trends

and save money.

Improve

work flow.

Increase guest

satisfaction.


