


INTRODUCTION

In this report I will evaluate the importance of Marketing Information System (MIS) and its effectiveness within the hospitality and tourism industry as a tool for marketing, information gathering and communication.
MIS aims to unite unrelated pieces of data into a comprehensible body of information, in order to support marketing and decision making. It’s like a system of data collection, but much more.  Kotler said:  "A marketing information system is a continuing and interacting structure of people, equipment and procedures to gather, sort, analyse, evaluate, and distribute pertinent, timely and accurate information for use by marketing decision makers to improve their marketing planning, implementation, and control" (Kotler, 1988). It can be beneficial in many departments such as marketing, sales, promotions and is a great tool for communication with customers or intern.
There are different types of information systems used in the hotel industry, the most common would be Opera. According to Enlyft, a company using AI and data science to help new businesses acquire customers, more than 1969 Hotels over the world use Opera as their Property Management System (Enlyft, 2019). Such a System helps the hotels’ operations in every aspect, it takes record of deliveries and orders, invoices, payroll, hotel management information such as sales, predictions, forecasts and it shows the necessary information for the day to day activities. For example, how many rooms are available, is someone currently in the room, how many people have checked in and out, or which rooms are out of order or available.
As a hotel receptionist working in a hotel with more than 150 rooms, near Waterloo station in London, I started my job with a 2-month long training. It consisted of learning to operate “Amadeus”, a property management system like Opera, which is involved in all hotel operations, from check in at reception, to drink sales at the bar, to housekeeping and parking. Amadeus has an inbuilt hierarchy; every user has a username and password and can log in but has only access to relevant for their field information. The program is also used for intern and extern communication, all e-mails go through it, all memos, notes or notifications from management are shown there.

MARKETING INFORMATION SYSTEM

Marketing managers value MIS as a tool for planning, applying and controlling marketing activity. It gathers, analyses and distributes them (the managers) with the most relevant information in the right time. The main task of MIS is to recognize what kind of information is required from the marketing management. It then precedes to collect this data, analyse it and supply it timely back to management. MIS gets the information from its subsystems; these systems are called components. MIS has 4 components – internal records, marketing intelligence, marketing research and marketing decision support system, as shown below:
[image: ]
1. INTERNAL RECORDS- They consist of customer information, sales data, inventories, costs, cash flows and liquidity of a company, guest data and much more. The most important aspect of internal records is that they are a source of information that can be trusted and the way from gathering to supply of data is the shortest, as there are no additional verification processes. 
In the hospitality industry the customer data is even more detailed, such as private address or e-mail, previous bookings, rankings, reviews or likings. On every customer profile there are notes, which include conversations with customers, services delivered or promised. As a receptionist it is my duty to leave a note about everything happening with the reservation and guest, you can even mark the person as “problematic”, so next time they check in we can make a better impression and put in more effort. The system also can send timely emails to guests, when they check in – a greeting from the General Manager with information about local activities, when leaving it would send  “We hope to see you soon” message with optional rating and review on the stay, staff and services.

2. MARKETING INTELLIGENCE- The second component of MIS is used for external data gathering. It’s main aim is to provide information about current marketing-environment and changing conditions in the market (Akrani, 2013). Such information can be gathered through different sources like newspapers, trade journals, books, retail and distributors, suppliers, government sources, internet and many more. There are commercial data bases that sale  (Bhasin, 2017)information on population traits, the business environment, economic forecasts, industry and companies performance and other items. It’s important to keep in mind, that external information can’t be used as a trusted source, so everything must be verified first, which makes the process longer, although commercial data bases are considered trusted sources of information, they are very expensive, $25 thousand a year is a regular price in the field for this service.

3. MARKETING RESEARCH – Marketing research offers specific information to solve a specific problem. It can be used only for a particular purpose. MIS (Marketing Information System) and MR (Marketing Research) are not substituting each other. The range of MIS is very wide, it includes MR, however, the scope of MR is very limited. It helps solving explicit difficulties for the company, offering a lot of insight about a product or service, for example  sales in that field, or about the past, current and prospective customers for the product or service; it researches into the characteristics, spending habits, location and needs of your customers. 

4. MARKETING DECISION SUPPORT SYSTEM – The fourth component of MIS is an additional system itself. The Decision Support System, or DSS, are different software programs, working in specific areas, helping the management to make the right decisions. There are computer and software programs for market segmentation, accounting, price fixing, sales, advertisement, as matter of fact marketing managers nowadays can’t work without their laptop and accessories.  
In hospitality the MIS of every hotel is also connected to other MISs, like those from travel agents like Expedia or Booking. Technology developed very fast in that field, so it is a matter of financial availability to get the latest version. At Waterloo Hub Hotels Amadeus was replaced with Mews. It’s also an MIS system, but an interactive version, with many more relevant to the work adjustments, which saves a lot of work and time. The search bars are more accustomed to the hotel’s needs, so as a manager, receptionist or supervisor you can sort all the relevant information as desired. These systems store their information in a cloud, you can have as many systems as wanted in different cities and get real time information. If Amadeus updated information with Expedia every half an hour, Mews does that every five 5 minutes. The information exchanged is anything from room prices, room types, additional extras, bookings, cancelations, availability and much more. 


USE OF MIS AS A MARKETING AND COMMUNICATION TOOL IN HOSPITALITY

When Expedia launched a close partnership with Hotel Information Systems (HIS), HospitalityNet.org wrote that in todays dynamic distribution environment this partnership (between Expedia and HIS) extends the reach and interoperability of the direct connect platform (Hospitality Net, 2004). This collaboration offers seamless connection and delivers prompt reservations to the on-property systems. We again see the connection of one information system to another, which highlights how important technology is in hospitality. Besides using the right technology every employer and manager must make sure their management and staff are also adequate trained and updated on programs and software. 

In Waterloo Hub Hotels MIS is not only used for marketing but for communication as well. Internal communications are eased because information is sent in real time, just like email or SMS. You can also input any information, picture or diagram needed, every chart can be sent straight away to every division for support or to be checked. If a guest writes a complaint, we can see it in real time. 

Technology supports staff, but it attracts a wide range of customers, who would visit for the experience. The Novotel in London Waterloo lets guest check in themselves online or on site, like a self-checkout at Lidl’s’ and has interactive stations for guests. A hotel at Sofia Airport “Best Western Premier” has a robot which accompanies guests to their rooms and offers services such as information about local activities or room service (https://www.bestwestern.co.uk, 2019).



CONCLUSION

[bookmark: _GoBack]The marketing information system is vital for the hospitality industry. Technologies advances allow real time connection to the other side of the world. In the Global Times we live in today connection in quick data exchange might be just the difference between a successful and an unsuccessful business.

All hospitality businesses are connected to each other or through 3rd sides like a management system, payment systems or hardware and most of them are based on private addresses or e-mails as unique points of identification. Once you stay in a hotel their operational system has made a profile for you. If you visit another hotel, which belongs to the same chain or system, they’ll automatically have your profile, with all notes, info and likings. So, if a customer is allergic, has preferences, has disability you can prepare yourself and give them the perfect experience, based on their needs. For Hospitality, which is a service- and experience-based business, this is crucial. Not only can you offer the best experience, but you know your customers, so you know your weaknesses and your strengths. Management can concentrate on what the business is good at, work on problematic areas and build strategies to enter new fields.

Waterloo Hub Hotel concentrates on MIS and invests money in regular updates, trainings and system adjustments. Their MIS, Mews connects more than 1000 Hotels worldwide and most of them have occupancy rates over 90% , which I can guarantee is impossible without the right PMS, Management and trained staff. It seems to be working out very good for them, as not only Hub Hotels, but Mews itself expand constantly. Every few weeks there is a new feature, partner, hotel to open or property to buy. What started out as a small 30 rooms hotel, turned into a chain with Hotels all over Europe, South and North America. As an employee I can see how important development is for them in every sense. 

As a fluent German speaker, I can confirm what they say is true – the Germans always have a word/saying for it. So I would like to finish with a German Folk saying: Those who do not go with the times, will go with time and those who do not actively steer their future, will steer into an uncertain future.
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