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Presentation Goal

To assist hospitality industry 
executives determine if GIS 
technologies can benefit their 
organizations at the unit, 
operational level.



Purposes

• Why
• Where
• How
• When



What Will Be Presented

1. Hospitality Industry and 
Tourism GIS Operational Map.

2. Resort Case Study.
3. Hospitality Industry and 

Tourism GIS Decision-tree.



Hospitality Industry Segments

1. Lodging – hotels, motels, inns, lodges, suite only, extended 
stay, bed and breakfast;

2. Foodservice – elegant, casual, family and quick-serve;
3. Institutional Foodservice – health care, industrial, and plant;
4. Catering – business and social;
5. Clubs – golf, tennis, social, business, country and city;
6. Cruise Lines – inland waterway, coastal, island and ocean;
7. Travel Agencies – group, commercial, leisure and focus;
8. Convention and Conference Centers – commercial and 

municipal;
9. Arenas – sports, music, special event and multi-purpose;
10. Parks – amusement, activity, theme, and recreation;
11. Tourism Based Transportation – ground, air, water;
12. Attractions – cultural, historic, agricultural, museums, 

aquariums, and other destination attractions
13. Vendor – food and beverage dispensed by machines or 

portable units; 
14. Gaming - river casinos, hotel casinos, and stand alone; and, 
15. Resorts – leisure, group, convention and theme.



Resort Industry: 
Categorized by Activity

• Recreational and sport activity 
resorts;

• Health or spa resorts;
• Water and mountain resorts;
• Eco-centered resorts;
• Convention and meeting resorts;
• Gaming resorts; and,
• All-purpose, mega-resorts.Year



Resort Industry: 
Categorized by Location/Ownership

• Year-round resorts;
• Seasonal resorts;
• Private sector resorts;
• Public sector resorts;
• Public/private partnership 

resorts; and,
• Timeshare resorts



Driving Imperatives

• Location
• Perishability



Hospitality Industry GIS 
Use: Strategic Level

• Site Selection
• Marketing
• Distribution
• Competition Analysis
• Customer Analysis



Part  I 
Hospitality Industry and 
Tourism GIS Operational Map.



Hospitality Industry GIS 
Use: Tactical, Operational 
Level
• Revenue Generating 

Departments
• Non-revenue Generating 

Departments



Tactical/Operational Level - Resort Property Example: 500 Rooms
Revenue Producing Centers

  Spatially Relevant
Yes No

Revenue Producing Centers  

Rooms Division 10
Reservations
Front Office Check-in/Check-out
Uniformed Services

Bell
Concierge
Valet
Drivers

Housekeeping
Room Inspectors
Housekeepers
Laundry
Lost and Found

Telephone
Security

Food and Beverage 9
Restaurants
Tavern/Bar
Room Service
Banquet/Catering

Guest Services and Activities 9
Golf Club
Pool
Fitness Center
Spa
Gift Shop/Retail Outlets
Entertainment



Tactical/Operational Level - Resort Property Example: 500 Rooms
Non-Revenue Producing Centers

  Spatially Relevant
Yes No

Non-Revenue Producing Centers
Sales and Marketing 10

Sales
Tour/Travel
National Accounts
Individual Accounts

Advertising/Public Relations
Convention/Meeting Services

Human Resources 9
Personnel
Training

Accounting 7
Accounts Payable
Accounts Receivable
Cashiers
Night Audit
Payroll
Purchasing

Ordering
Receiving
Storage and Issuing



HOSPITALITY INDUSTRY AND TOURISM GIS OPERATIONAL MAP
Example Map: Banquets, Catering, and Special Events

EXAMPLE: OPERATIONAL ELEMENTS - DEPARTMENT BASED
Banquet Sales
     Developing Marketing Plan
          Evaluating Existing Business
          Evaluating Potential Business
          Evaluating Competition
          Establishing Sales Goals
Space Utilization
     Develop Function Space Utilization Plan
     Develop Storage Space Plan
     Develop Facility Yield Management Plan
EXAMPLE: OPERATIONAL ELEMENTS - FUNCTION BASED
Staffing
     Part-time Staffing Plan
     Full-time Stafffing Plan
Room Set-up
Signage
Service Zones/Schedules

  
STEP 1

Operational Elements



HOSPITALITY INDUSTRY AND TOURISM GIS OPERATIONAL MAP
Example Map: Banquets, Catering, and Special Events

1.
 D

eg
re

e 
of

 S
pa

tia
l R

el
ev

an
cy

 

2.
 A

va
ila

bi
lit

y 
of

 A
ttr

ib
ut

e 
D

at
a

3.
 N

ee
d 

fo
r B

et
te

r P
la

nn
in

g

4.
 N

ee
d 

fo
r B

et
te

r O
rg

an
iz

in
g

5.
 N

ee
d 

fo
r B

et
te

r C
on

tr
ol

 (R
es

ou
rc

es
)

6.
 N

ee
d 

fo
r B

et
te

r D
ire

ct
in

g 
(H

um
an

 R
es

ou
rc

es
)

7.
 N

ee
d 

to
 R

ed
uc

e 
C

os
t

8.
 N

ee
d 

to
 In

cr
ea

se
 G

ue
st

 S
at

is
fa

ct
io

n

9.
 N

ee
d 

to
 Im

pr
ov

e 
R

es
po

ns
e 

Ti
m

e

10
. D

eg
re

e 
of

 Im
pr

ov
em

en
t U

rg
en

cySTEP 2
Decision
Elements
Scoring:

(-) 1 to 10 (+)



HOSPITALITY INDUSTRY AND TOURISM GIS OPERATIONAL MAP
Example Map: Banquets, Catering, and Special Events
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EXAMPLE: OPERATIONAL ELEMENTS - DEPARTMENT BASED     
Banquet Sales
     Developing Marketing Plan
          Evaluating Existing Business
          Evaluating Potential Business
          Evaluating Competition
          Establishing Sales Goals
Space Utilization
     Develop Function Space Utilization Plan
     Develop Storage Space Plan
     Develop Facility Yield Management Plan
EXAMPLE: OPERATIONAL ELEMENTS - FUNCTION BASED     
Staffing
     Part-time Staffing Plan
     Full-time Stafffing Plan
Room Set-up
Signage
Service Zones/Schedules

STEP 2
Decision
Elements
Scoring:

(-) 1 to 10 (+)

  
STEP 1

Operational Elements



Part  II 
Operational Case Study: 
170 Room Ski Resort



Property: Stein Eriksen 
Lodge

A five-star ski resort catering to 
high-end, quality conscious 
patrons.



Targeted Operational Area:
Ski Locker



Specific Elements and 
Challenges
• Improve customer service.
• Improve handling of guests.  
• Improve data entry. 
• Improve multiple queries.  
• Better respond to equipment requests.
• Improve interface with other systems.  
• Improve interface with delivery and 

shipment of equipment.
• Improve security.
• Improve the ease of employee 

training.



Operational Elements: Ski Locker

Ski and Equipment Handling - Third Parties
     Transfer From/To Uniform Services
     Transfer From/To External Services (UPS/FedEx/Other)
Assignment of Lockers
     Priority Ranking
     Other Ranking
Ski and Equipment Handling - Guest Direct
     Individual Guest 
     Multi-guest
     Ski School
Staff Training
     Initial
     Follow-up
Software Interface
     Property Management System
     Ski Shop
     Other



Targeted Goals

• Improve guest satisfaction.
• Improve the definition of operational 

variables and parameters.
• Increase the accuracy and allocation of 

estimated resources.
• Improve forecasting.
• Reduce confusion.
• Improve responsiveness.
• Improved record keeping and reporting.
• Improve employee training.
• Enhance facility use and capacity.



HOSPITALITY INDUSTRY AND TOURISM GIS OPERATIONAL MAP
Example Map: Ski Locker
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EXAMPLE: OPERATIONAL ELEMENTS - Equipment Handling     
Ski and Equipment Handling - Third Parties
     Transfer From/To Uniform Services  
     Transfer From/To External Services (UPS/FedEx/Other)  
Assignment of Lockers  
     Priority Ranking  
     Other Ranking
Ski and Equipment Handling - Guest Direct
     Individual Guest 
     Multi-guest
     Ski School
Staff Training
     Initial
     Follow-up
Software Interface
     Property Management System
     Ski Shop
     Other

STEP 2
Decision
Elements
Scoring:

(-) 1 to 10 (+)

  
STEP 1

Operational Elements























































Part  III 
Hospitality Industry and Tourism 
GIS Decision-tree



Operational Elements 
Decision Factors

• Degree of competency of person 
completing the decision tree.

• Level of individual, department, and 
property levels of buy-in to process.

• Willingness and ability to distinguish 
indirect and direct costs and benefits.



Hospitality Industry and Tourism 
GIS Decision Tree: Unit Level

Start Analysis
Process

Spatial
Relevancy

GIS Not
Appropriate
for Element

No

Attribute
Data

AvailableYes

Redesign &
Assemble

Data

No

- Accurate
- Usable
- Cost Effective

Yes

Planning

Organizing

Control

Directing

Response
Time

Abandon
Element

No

Yes

Guest
Satisfaction

Cost Control
_____  Rank Score
_____  Standard
_____   Difference

_____  Rank Score
_____  Standard
_____  Difference

_____  Rank Score
_____  Standard
_____  Difference

_____  Rank Score
_____  Standard
_____  Difference

_____  Rank Score
_____  Standard
_____  Difference

_____  Rank Score
_____  Standard
_____  Difference

_____  Rank Score
_____  Standard
_____  Difference



The Application of GIS to 
Hospitality Industry 

Operations

Thank you.
Wayne C. Guyette, Ph.D. Tennessee State University

Nicolas Labombarda, Stein Eriksen Lodge
June 29, 2004 

ESRI Business GeoInfo Summit
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