
Should You Replace or Reengineer 

Your Club/Hotel Management 

Software?
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Course 

Overview
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Each year hundreds of private 

clubs and hotels select and 

implement new enterprise 

management software:

ÅAccounting

ÅF&B & Retail POS

ÅSports/F&B Reservations

ÅWebsite

ÅFitness & Spa Operations

ÅPMS/Hotel Operations

ÅEtc.
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When clubs/hotels become 

dissatisfied with core software 

solutions...

they must make a choice:

ÅPurchase new software, or

ÅKeep what they have and improve it.
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Why New Systems Are 

Being Purchased

Decision Drivers:

ÅSingle database 

integration.

ÅBusiness intelligence 

and data mining 

capabilities.

ÅMember/guest - centric 

solutions.

ÅMarketing support 

features.

ÅMore reliable 

performance and 

customer support.
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Dissatisfaction 
Progression
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Frustration, leads to ...

Complaints, which lead to ...

More Frustration, which leads 

to ...

Disenchantment, which 

eventually leads to ...
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Replacement
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Related to 

issues or 

problems that 

can be easily 

resolved?

Blown out of 

proportion 

compared to 

the actual 

issues or 

problems?

More related to 

poor 

procedures than 

the software 

itself?

An excuse for 

user lack of 

knowledge or 

just plain 

laziness?

Based upon 

unrealistic 

expectations?

Disenchantment?



10

Related to all 
5 factors? 



What if the 

Club/Hotel buys a 

new systemé

And it wasnõt really 

needed at all?
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Designed to 

make sure 

wholesale 

change is really 

needed.

Assures that the 

contemplated 

change is cost 

effective.

In some cases, 

will prevent 

management 

from making a 

huge, expensive 

mistake.

In other cases, 

will prepare for 

replacement -

the selection and 

implementation 

of new systems.
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How does 

Reengineering 

compare to a 

New Systems 

Selection?
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The analytical 

work is the 

same...



15

The analytical 

work is the 

same...

ÅBut the 

assumptions 

are different.
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Selection assumes

that the legacy 

system:

Is the root cause of 

the 

disenchantmenté

and cannot be 

salvaged.

Reengineering 

demands that the 

legacy system:

Be proven to be 

the root cause of 

the 

disenchantment.

Be proven to be 

unsalvageable.



17

Primarily focuses on identifying the 

òbest fitó new system.

Selection 

òMindsetó:
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Starts by focusing on how to maximize 

the capabilities of the legacy system 

and existing personnel.

Reengineering 

òMindsetó:

ÅThen evaluates the cost - benefit of retention vs. replacement, 

and:

ÅJustifies the retention of the existing systems and initiates 

reengineering activities, or

ÅJustifies replacement of the existing systems and shifts the 

focus to selecting the òbest fitó new system.



}Poll Question #1
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How do you decide?

1
Conduct the analysis.

2
Determine if Reengineering or Replacement 

is the best course of action.

3
Carry out the best alternative.
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Reengineering Analysis Steps

Dissatisfaction Analysis
1

Key Process Analysis
2

Functional Requirements Analysis
3

Management Information Requirements Analysis
4

Reengineering Feasibility Analysis
5



Dissatisfaction 

Analysis

Step 

1
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Who?
General 

Manager/CEO

Board and 

Committees 

Individual 

Department 

Heads/Users

How 

Realistic?
?? ?? ??
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General Managers/CEOõs

May have unrealistic 

dissatisfaction because:

Often have no first - hand experience with the 

software/support issues.

Tend to listen to individual users who are 

complaining, and then extrapolate from there.

Tend to assume that the existing software is 

being fully utilized.
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Board and Committee Members

May have unrealistic 

dissatisfaction because:

Usually have no first - hand experience with the 

software/support issues.

Tend to over - estimate the capabilities of club/hotel software 

systems in general.

Tend to assume that the existing software is being fully 

utilized.

Tend to assume that the club/hotel has IT support similar to 

what they are accustomed to in their workplace. 
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Individual Users

May have unrealistic dissatisfaction 

and complaints because:

May not know what the software is capable of 

(probably have not received any formal 

training).

May be covering for their own shortcomings or 

laziness.

May be chronic complainers.

May be all of the above.
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Unrealistic 

Dissatisfactioné  

A real - life 

examples. 
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Example #1

The GM of a private club wanted to 

replace the existing F&B POS system 

(along with all of the related core apps) 

to acquire òbetter sales reportingó.

However, when we 

investigated we found 

that...
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ÅNone of the F&B staff knew much about how to run the 

reports.

Very little reporting was being generated 

with the existing system.

We ran a half dozen standard reports 

from the existing system and the 

òissueó went away. 
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Dissatisfaction Analysis ð

Bottom Line:

Analysis is performed to 

determine if the 

dissatisfaction is well -

founded.

Unfortunately, some 

clubs/hotels will replace 

their existing systems due 

to unrealistic 

dissatisfaction... 

and may end up getting very 

little in return for their 

investment and efforts.



}Poll Question #2
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Key Process 

Analysis

Step 

2
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Identifies what adjustments (in the procedures and/or software) are needed to be 

successful.

Determines if the club/hotelõs software is compatible with the current procedures.

Focuses on òmember-facing proceduresó.

Used to gain a complete understanding of the òtargetó operational procedures 

currently used. 

Key Process Analysis
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Key 

Procedures 

to be 

Analyzed -

òTargetsó:

ÅF&B POS order entry, requisitions and 

tendering.

ÅBanquet and events reservations, 

management and billing.

ÅRetail POS sales entry and tendering.

ÅMember billing and accounts 

receivable.

ÅRooms reservations, check - in and 

check - out.

ÅSpa reservations, check - in and check -

out, POS order entry and tendering.

ÅTee/court times reservations and 

check - in.
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Other 

Procedures 

to be 

Analyzed: 

òUsers are 

Dissatisfiedó

ÅòPain Pointsó

ÅComplaints.

ÅFrustrations.
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Often reveals procedures 

that are inconsistent with 

software capabilities, 

which leads to 

dissatisfaction .

Resolving process 

conflicts could help 

remove the motivation 

for replacement.

Retaining 

inconsistent 

procedures could 

compromise the 

success of a 

replacement system.


