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SOLUTIONS

Handling more than 50,000 contracts
annually for one of the world’s premier
hotel inventory consolidator

Business Challenges

e With more than 30,000

properties, it was becoming
difficult to manage and support
inventory of such a magnitude.

e The cost of operations to

update data across multiple
customer touch points

and manage the contracts
and agreements was also
increasing.

e To remain competitive and

manage its inventory cost
effectively, the client needed
a quality service provider to
help manage their content
management processes.

www.igtsolutions.com

Client

The client is a leading cloud-based solutions provider for
hotels around the globe. The client offers hotels, world-class
reservation solutions, business intelligence products and
comprehensive media and marketing solutions to help hotels
grow their businesses.

Solution

IGT provided content management services across 4 LOBs
to the client. The solution included pre-loading work like
data gathering, data loading and verification, data testing
on process need basis and data publishing on various tools
and applications like GDSs, sales tools like salesforce, ad
management tools, OTAs, and hotel websites. IGT provided
the following services to the client

e Property Management: implementing new properties on
GDS and web as requested and updating any changes in
the existing information of properties

e Media Functions: uploading hotel details for the purpose
of the advertisement on various GDS’s and capturing the
same in order to send it to the client to get a glimpse of the
advertisement

e Sales Support: backend support to the sales team, SEO
reports, booking analysis reports, assisting with creation of
new bids, updating existing bids, generating property and
market analysis reports

e Property Audits: preparation of reports which provide
historical electronic booking data from the Global
Distribution Systems (GDS), including information on
business sources, rates and length-of-stay patterns,
for both individual subscriber properties and their local
competitive sets



Benefits

A saving of around 20% for
the client due to operational
efficiencies

Green Belt Six Sigma approach
led to 40% error reduction with
almost zero errors in revenue
impacting areas

Additional tasks undertaken
with the existing headcount
by virtue of cross training and
cross utilization

28% AHT reduction across
process types by initiating Six
Sigma Green Belt Project

83% reduction in the
turnaround time in creation of
new properties

Savings of upto 25 FTEs
equivalent with additional tasks
being undertaken with the
existing headcount, by virtue

of cross-training and cross-
utilization

Process accuracy score of
99.89%

Processing Time SLA adherence
till date for all work types

Property Media Sales Property
Management Support Support Audit

« Room and Rate

Content Management

¢ Revenue from GDS
Analysis

e Promotions e Bid creation & Updates

Inventory & availability o GDS verification

e Campaigns
e Revenue booking
analysis

Policies e Vendor information

o Auvailability/Schedules

e Impression count
Property configuration

. . e Ads Management
and Registration

e Ad analysis
Images and media o Property Analysis
content

Content Management Services

GDS Sales Tool Websites OTAs Ad Management
(Salesforce) Tools

Success Enablers

To adhere to quality standards and to manage the properties
of such high magnitude, IGT followed a rigorous approach for
managing the process.

Six Sigma Quality Approach: Green Belt Six Sigma
approach led to 40% error reduction with almost zero errors
in revenue impacting areas

Cross training and cross utilization of resources to provide
cost effective data loading solutions

100+ trained experts on 4 GDS

Risk Mitigation Approach: IGT created a framework based
risk mitigation approach, offering 99% accurate data
loading. IGT has redefined the data loading process by
identifying critical points of failure and appropriate quality
control techniques are used to reduce any errors

Indigenously developed Time Tracking Tool for transparent
& accurate data reporting and resource utilization

Critical Area Point of Failure

Pre- Loading Misinterpretation of any Combination rules
Stage contract rule
Loading Missing out on updates/ New updates, New

hotel information,
Procedural fall outs

Features, Impression
counts, PCC updates,
Policies updates

Quality Check QC fallouts, Domain Miss in QCR checklists,

coverage QC calibrations
Testing Platform knowledge Loading of information
on multiple GDS
Publishing Informing clients about Missing sales

timely updates opportunities



