hospitality and leisure

The Innovation game

Although there are always a few exceptions, in general the leisure and hospitality
sectors tend not to be at the cutting edge of retail or business technology. Yet
companies in this sector are involved in at least some interesting developments
that either reflect or act as early indicators of technology trends in the retail
and leisure sector as a whole, says David Adams

hese developments are usually

to be found in customer-facing

applications, but developments in
the back office can be just as important. This
article highlights a few recent examples of
how such innovations can boost a company’s
bottom line.

Food and drink
Today, a well-run bar or pub is where you're
likely to see the most flexible and innovative
touchscreen-based EPoS solutions. For
example, the Smoke Bar Diner and Smoke
Rooms bar diners in south London now use J2
520 touchscreen till units, supplied by J2
Retail Systems, and running specialist
software from NFS Hospitality, to enable
swift processing of food and drink orders.
The units’ small footprint means they can be
used in a variety of locations inside the bars,
while the system has been designhed to be
as user-friendly as possible, to maintain
transaction speed in fast-moving
environments staffed by part-time
employees as well as full-time staff.

“(The system) increases revenue because
we can serve people quicker, there are fewer
mistakes,” says Paul Rowland, founder and

managing director of the Smoke Bar Diner

and Smoke Rooms. In addition to the
fundamental benefit of helping the bar sell
more food and drink, auditing and stock
control capabilities are also invaluable. In
future, the company plans to exploit more of
the solution’s potential capabilities, such as
loyalty and membership card functions.

Mobile equipment also continues to make
inroads in the restaurant sector. TGl Fridays,
which operates 47 restaurants in the UK, has
become one of the country’s most prolific
users of handheld devices for waiting staff.
The B-pad, a handheld terminal supplied by
Fujitsu Services, is chip and PIN-enabled and
EMV accredited, so can be used both to
communicate instantly with the bar or
kitchen as the customer places an order at
their table, and to take payment. It also helps
staff up-sell additional items on the menu. Its
use has increased both the efficiency of
order and payment processes, and enhanced
customer service through increased speed
and accuracy. It also means fewer fixed
tills are needed, so restaurant capacity can
be increased.

At the movies
Mobile devices have also played an important
role in an ambitious technology overhaul at

VUE Cinemas, where infrastructure
improvements completed last year paved the
way for a series of pilot technology projects
in 2007. The complete replacement of
hardware and software at more than 50 of
its cinemas across the UK was implemented
over six months in the summer and autumn
of 2006, and based on a solution supplied by
VCSTimeless, Vista, an integrated retail and
hospitality solution designed specifically for
cinemas. In addition to an overhaul of back
office processes, the deal included
installation of more than 700 new PoS
terminals and 150 self-service kiosks for
online booking and ticket collection, with the
aim of improving the customer experience.
The objective was to remove the
requirement for customers having to join a
series of queues to buy tickets, then food
and drink. VUE staff are also using mobile
EPoS units for queue busting when
necessary. In the back office, the new
solution incorporated additional analytical,
reporting and cash management tools, and
an automated film scheduling solution.

“It's been a pretty profound, integrated
replacement of everything,” says Roland
Jones, IT director at VUE. “Hopefully, it's not
just something that helps us run the cinema
but something that makes the whole
experience easier for customers. It's certainly
achieving its business case: we can now add
new things because of the infrastructure
we've put in place.” These include customers
being able to pay for cinema tickets using
points collected on Nectar cards, and the use
of virtual cinema gift tokens.

VUE's cinema in West Thurrock, Essex,
where the company has tested
non-technology initiatives including an
auditorium where customers can sit on
beanbags or sofas instead of conventional
cinema seats, is also now the site of a new
technology pilot, called Usher Point,
launched at the start of August. It's an
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