
Testimonial

Accor

inTouch



Accor turns to InTouch to 
keep track of thousands of 
hotels

Think about how many guests, rooms, meals, and 
reservations a hotel needs to keep track of in a year. 
That’s a lot of data.

 

Now imagine if it wasn’t just a single hotel, but a 
hotel chain. Push the imagination envelope even 
further and now picture not just one hotel chain but 
40 hotel brands—totaling more than 5,200 
properties in 110 countries.

 

That’s a ton of data and that’s what the French 
company Accor Hotels relies on InTouch to quickly 
collect and analyze every day to run at peak 
efficiency.  


Data vs. data you can act on

“With hotel data,” said James Merchant, “there’s 
enormous potential to better understand how 
hotels operate and improve performance in the 
future.”

 

As Senior Vice President of IT & Distribution 
Systems at Accor in Southeast Asia, Japan, and 
South Korea, Mr. Merchant is responsible for “only” 
430 of the company’s hotels. As such, he knows 
there’s a big difference between data and data you 
can act upon.



“Back in the day,” he explained, “our data collection 
was very ad hoc and manual, Excel spreadsheets 
with no quality control nor centralization. It was 
difficult to collect data at a central point from 
multiple hotels. Then, even if we got the data, it 
would take a tremendous number of hours to

 organize and analyze. By the time we made sense 
of it, we lost precious time to act on it.  

 

“InTouch changed all that.”
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Turning hotel data into 
business intelligence
InTouch has been specializing in understanding 
hotels and—more importantly—hotel data for more 
than 20 years. Turnkey solutions are able to easily 
extract, consolidate, and visualize data from hotels’ 
property management systems.

 

The result? Data becomes business intelligence 
that hotels—such as S Hotels, Shangri-La Hotels, 
and Accor—can readily act upon to improve 
performance and the bottom line.



“We’ve been using InTouch tools for more than 10 
years,” continued Mr. Merchant. “With 
HotelSnapShot [now known as InTouch BI], for 
instance, we can extract our hotels’ data, centralize 
it, map it, clean it, normalize it, visualize it and 
more.



“We’re able to better understand patterns. For 
instance, by adjusting our staffing to what time 
most people are having breakfast or checking in, we 
can better influence the guest experience. We can 
see what menu items are the most profitable and 
react accordingly.

 

“We can better guide travelers to reserve rooms on 
our website rather than through an online travel 
agency and avoid paying the OTA commission.
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With InTouch, we were even able 
to see which hotels were 
falsifying numbers to avoid 
paying Accor the proper 
management fees. That alone 
was huge.

Key metrics delivered 
automatically everyday


InTouch automatically delivers a client-determined 
package of reports to every hotel manager in the 
Accor network at 7:00 every morning. Individual 
hotel business and performance from the day 
before is summarized and managers can react 
accordingly.

 

Business intelligence dashboards alone include 
overviews of property KPIs, occupancy 
comparisons, booking pace, room type mix, 
yesterday/MTD/YTD snapshots, and more.

 

No matter where general managers work—or are 
newly assigned—across the globe, they’re able to 
immediately find key metrics. Because the reports 
are standardized, there’s no need to learn 
something new.

“The InTouch tools are simple to use,” said Mr. 
Merchant. “They’re self-explanatory. You don’t 
need half a day’s training to use it. You basically 
just login and start running reports. Because of the 
way InTouch manipulates the data and visualizes it 
in dashboards, it saves a tremendous amount of 
time.


A pleasure to work with

“Over the years InTouch has really got deep into 
our business to understand what we do and how 
we do it differently. How Accor operates and what 
we’re trying to achieve. They’ve made changes to 
their tool, to the data they show us, to the reports 
that exist. All to help us streamline our efforts.

 


Bottom line: It’s a pleasure to 
work with them. There’s no 
tension. They deliver what they 
say they’re going to deliver. They 
don’t over promise. They listen. 
As I mentioned, they go out of 
their way  to understand our 
business to then improve their 
product for our mutual benefit. 
So, it’s been great. There are no 
egos. There’s no pretension. It’s a 
great, open relationship that’s 
helped us really  grow.
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