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CentraIIJ Hosted Innovation Delivers Enhanced Efficiency,
gﬁd_uce Costs, and Greater Productivity to Large Hotel
ain

www.louvrehotels.com . .
INDUSTRY: Louvre Hotels is Europe’s second largest hotel group, with more than 850

Hospitality properties and 63,000 rooms. From economy hotels to four-star
CHALLENGE: properties, Louvre Hotels is renowned for providing top-quality service
e  Needforintegrated without regard to the type of establishment. The group’s luxury market
reservations and property encompasses the Hotel de Crillon and Concorde Hotels brands, and its
t syst . . . .
MANAgEMEnt sYSEEms economy segment makes up the Kyriad Prestige, Kyriad, Campanile and
SR seees  Premiere Classe brands. In recent years, the established leader has
key organizational initiatives placed heavy emphasis on strengthening its brands’ image and
SLCUICEEERIERUERRAN expanding its network of properties internationally. Its existing
Loss of financial | . . L
055 Offinancial controis technology structure directly impacted the realization of these goals; as
a result, the Information Technology staff required an all-inclusive next-
SOLUTION: generation solution that would streamline operations and enable them
el e e to refocus their efforts towards supporting the organization’s mission. To
Hosted OPERA, a highly scalable take on this challenge, Louvre Hotels relied on MICROS Systems, Inc.
centralized enterprise solution and its long-standing partnership with Concorde Hotels. MICROS
designed by MICROS Systems Inc., . . . .
PN Jymwoaeal  delivered a scalable enterprise solution for the multi-branded
The solution includes OPERA organization, wholly based on a centralized network approach to
Property Management System technology management. Since the
(PMS) and OPERA Lo . . ,
Reservation System (ORS). initial implementation of MICROS's
Centrally Hosted OPERA, Louvre
_ Hotels’ maintenance support costs
Reduced maintenance [ — 2
R s 7T s } B ) have been reduced by 70%.

Need for centralized IT

Low productivity

RESULTS:

Increased reservations in
Internet bookings by
300%

Established solid financial
controls

Raised staff productivity

Improved employee moral

Provided stress-free

environment
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“Thanks to MICROS,
we have freed our IT
operations of Its pre-
vious challenges, al-
lowing us to concen-
trate on impacting
Louvre Hotels’ primary
business goals.”

-Thierry Guiraudios,

Director of IT for Lou-
vre Hotels

"Above and beyond
the substantial data
that convinced us to
proceed with MICROS,
the fact that our pilot
participants were
much happier and con-
fident with Centrally
Hosted OPERA helped
to solidify our deci-
sion.”

-Jean-Philippe
Dumont, PMS

Project Manager for
Louvre Hotels

The Challenge —

In order for Louvre Hotels’ IT Management to strengthen the
organization’s business initiatives, they needed to overcome the
obstacles presented by its legacy technology system. "We realized that
our current system configuration was becoming more and more
ineffective, primarily resulting in loss of financial controls and staff
productivity,” stated Thierry Guiraudios, Director of IT for Louvre
Hotels. “Analysis of our Total Cost of Operations revealed areas that
lacked operational efficiency, particularly concerning our reservations
system and IT labor management. “Louvre Hotels’ manual inventory
processes often lead its hotels to close reservations. Management
desired a central reservations system with real-time single-image
inventory, which would increase its global distributions via access to
instant Internet booking capabilities. The internal management of the
reservations and property management systems within each hotel
became exceedingly labor intensive, taking time away from the staff's
other projects including its Wi-Fi system and data warehouse.
Accordingly, the IT team believed it was not productive to continue
managing interfaces between reservations and property management
systems; on-site server; maintenance of the back-up system; multiple
upgrades; and the customer database. In addition, the legacy system
hindered Louvre Hotels in performing on-the-spot audits to track its
hotel operations, execute queries, and conduct analysis.

Louvre Hotel Approach

“Quickly establishing an innovative, comprehensive, and cost effective
solution to replace Louvre Hotels’ existing technology system was our
top priority,” explained Jean-Philippe Dumont, Property Management
System Project Manager for Louvre Hotels. “We determined that the
best method to conduct an in-depth evaluation of prospective
technology providers would be a pilot program. Upon completing our
initial assessment, we selected the top two solutions to implement the
pilot at four Louvre Hotels properties.” During February 2006, the
solution was put into action at two hotels with Centrally Hosted OPERA
and two different hotels with a local third party PMS solution. Each
hotel measured the solutions’ value in several key areas; including,
ease-of-use, efficiency, and technical support. At the end of the pilot, a
side-by-side comparison of the results indicated that the advantages of
MICROS's Centrally Hosted OPERA prevailed over the third party PMS




solution. Dumont adds, “"Above and beyond the substantial data that
convinced us to proceed with MICROS, the fact that our pilot
participants were much happier and confident with Centrally Hosted
OPERA helped to solidify our decision.”

The Solution

MICROS's solution was selected for the centralized benefits it offered
over the competing provider. "At a comparable cost, MICROS was able
to provide Louvre Hotels a scalable contract supported by a single data
center located in Frankfurt, Germany,” stated Kaweh Niroomand, Presi-
dent for MICROS EAME. “The MICROS-Fidelio Data Center could house
all of the MICROS applications in a multi-property and integrated envi-
ronment, allowing Louvre Hotels to use a secure, private network con-
nection to access OPERA. Since OPERA's reservation and property man-
agement systems would be integrated on one database, all reservations
could be distributed down to each hotel in real-time providing single im-
age inventory.” With an integrated Central Reservation System interfac-
ing to the global travel agency community, all data could be accommo-
dated in one single database securing single image guest records and
hotel inventory. Thus traditional interfacing between central and hotel
systems would become obsolete. Furthermore, direct sales via Louvre
Hotels’ corporate hotel websites using the OPERA Web Suite, would
dramatically increase web presence and direct bookings. Other key rea-
sons Louvre Hotels selected MICROS had to do with its ability to place
multiple departments on the same platform; centralize MIS installation;
ease administration, upgrades and policies; and provide economies of
scale in MIS and administration. In addition, MICROS was able to use
one unique Data Center telephone number for all hotels, enable deploy-
ment of several hundred hotels in a short timeframe, and align with Lou-
vre Hotels' international operations via its strong global presence.
“*While meeting our critical requirements, MICROS was also able to tailor
the OPERA solution for Louvre Hotels’ unique environment,” stated
Guiraudios. “A kiosk system was specially designed for our premier class
hotel line to facilitate convenient check-in and check-out for our guests.
In addition, a report that we were accustomed to generating for hotels
using pre-pay at check-in was built into Centrally Hosted OPERA.”

Going Beyond
Expectations

During the first phase,
Louvre Hotels recognized
that the current deploy-
ment process required
modifications in order to
meet its tight schedule.
The need for a faster-paced
deployment and certain
unforeseen challenges
required MICROS to up-
grade to a larger and more
powerful 64bit Oracle
environment. Due to effec-
tive communication and a
positive approach, Ml-
CROS was able to tailor the
deployment speed for
Louvre Hotels and success-
fully deploy over 30 hotels
simultaneously per week,
which provided valuable
time and costs savings.

Deployment of Centrally
Hosted OPERA Property
Management Systems began
in June 2006 and within eight
months MICROS had installed

over 500 Louvre Hotels estab-
lishments.
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Deployment of Centrally Hosted OPERA began in 2005 with the
migration from Fidelio technologies Central Reservation System to
OPERA Reservation System. This was accompanied by the upgrade of
the Global Distribution Systems to the Seamless Next Generation. The
latter allowed travel agents to view and search directly in Louvre
Hotels’ central database. At the same time, Louvre Hotels developed
its own Internet Booking Engine based on the OPERA Web Suite.
Intensive testing was performed daily as Louvre Hotels corporate
websites became a strategic part of its direct sales policy for all brands.

Implementation

MICROS worked closely with Louvre Hotels to speed the deployment
pace and meet important milestones prior to sending the installer on
site. A key practice involved complete staging of hardware before it
was sent to the hotel to minimize the level of effort on-site. The length
of each deployment averaged two and a half days. Several weeks
before the installation, end-users were able to utilize a customized e-
learning tool developed by MICROS and Louvre Hotels to streamline
the training process. Following a week to 10-day specific Louvre Hotels
solution training period, a MICROS representative was available onsite
for an additional two days to help supervise the launch. To fulfill its
change management requirements, Louvre Hotels’ put a Q&A
Helpdesk in place to assist hotels during the two weeks prior to cut
over.

Reservations in direct
Internet bookings

increased by 300%
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The Result

“Our return on investment is measured by the positive benefits we've
reaped from Centrally Hosted OPERA", stated Guiraudios. By consoli-
dating all OPERA applications to the MICROS-Fidelio Data Center and
including both support and hardware on a "1 contract, 1 contact” central-
ized solution, MICROS has helped Louvre Hotels to reduce its mainte-
nance support costs by 70%, which in-turn has improved financial con-
trols. IT Management especially values its cost savings from the simulta-
neous upgrade process. Reservations in direct Internet bookings have
also increased by 300% for the 500 hotels deployed. Interfacing work
with global portal partners is easier to manage due to the direct link be-
tween the portal partner and Louvre Hotels’ database and application.
Productivity is higher, now that the IT team is able to redirect its focus to
other IT projects. For instance, the team was afforded the time to imple-
ment a free Wi-Fi service for its customers through the secure DSL net-
work required for OPERA hosting. Employee moral has also improved
since the staff currently feels a part of a real network and are able to
share information within the same system. "Among the many benefits
that we've realized, achieving a stress-free environment was a pleasant
bonus,” stated Guiraudios. "Thanks to MICROS, we have freed our IT op-
erations of its previous challenges, allowing us to concentrate on im-
pacting Louvre Hotels’ primary business goals. Our long-term partner-
ship with MICROS has strengthened since we deployed the innovative
Centrally Hosted OPERA and we are proud to be one of the first large
hotel chains in the world to employ a fully centralized enterprise solu-
tion.”

“Our long-term partner-
ship with MICROS has
strengthened since we
deployed the innovative
Centrally Hosted OPERA
and we are proud to be
one of the first large
hotel chains in the world
to employ a fully central-
ized enterprise solu-
tion.”

-Thierry Guiraudios,
Director of IT for Louvre
Hotels

Maintenance support

costs reduced by 70%
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MICROS Systemes, Inc.

7031 Columbia Gateway Drive
Columbia, MD 21046-2289 USA
Phone: +(2) (443) 285-6000

+(1) (443) 285-8000 (Automated)
Fax: +(1) (443) 583-2505

MICROS Systems, Inc.
EAME Regional Office
Europadamm 2-6

Neuss, 41460, Germany
Phone: +(49) (2131) 137-0
Fax: +(49) (2131) 137-777

MICROS Systems, Inc.

Asia-Pacific Regional Office
Suite 7, ast Floor

13 Narabang Way

Belrose NSW 2085 Australia
Phone: +(61) (2) 9485-1000
Fax: +(61) (2) 9485-1099

MICROS Systemes, Inc.

Latin America & Caribbean Regional
Office

Avda. Carlos Pellegrini 1023 Piso 6
C1009ABU Buenos Aires, Argentina
Phone: +(54) (21) 4119-1150

Fax: +(54) (21) 4119-1151

Connect with us!!

WWWw.micros.com

MICROSblog
(http://blog.micros.com)

Find out more about what MICROS
can do for you

For more information contact us at info@micros.com
Phone: 866.287.4736 (US and Canada)

About MICROS

Serving the hospitality and specialty retail industries, we are the world’s
leading developer of enterprise applications. Our global presence and local
support have helped us build a long list of references — hotels, restaurants,
conference centers, retail, stadiums, theme parks, casinos and cruise

ships. We maintain an intense dialogue with colleagues throughout these
industries. The result is a wide range of integrated software, hardware and
business technology solutions and services. These help to optimize your
operation and increase profits by providing your guests with a personalized
service.

© 2012 MICROS Systems, Inc. All rights reserved. No part of this publication may be reproduced, photocopied, stored in a retrieval system, or transmitted without the express prior
written consent of the publisher. MICROS® is a registered trademark of MICROS Systems, Inc. Certain product and company names appearing here may be trademarks or service
marks owned and/ or registered by third parties. All other product and brand names are the property of their respective owners. 01/2012-9.0.0.31.00
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