Infor CRM solutions for Hospitality
and Gaming
Adapt with precision
While hospitality and gaming companies like yours
have always strived to get a single, complete look at
guests to better understand and market to them, the
way you relate to customers is undergoing a
fundamental transformation. Hotel brands and their
franchisees have always had a debate over who owns
customers; now, online travel agents (OTAs) and
meta-search sites also lay hard claim to them. And with
so many entities trying to sell them the same hotel
room, guests have learned to play the entities off each
other, and to value last-minute deals over brand or
channel loyalty.
In this environment, digital marketing has become
almost your only option to relate to customers. You can
target customers more precisely than ever with digital
marketing, but since hotel brands, OTAs, and perhaps
even your own marketing and revenue management
departments are firing competing noise at them, it’s
become tougher than ever to coordinate multi-channel
marketing to enhance the guest experience and
increase cross-sell and up-sell opportunities. Plus, like
many hospitality companies, you may be experiencing
a seemingly permanent downturn in group and
meeting business.
In response, top customer-oriented companies are
dramatically adjusting their sales, marketing, and
service mix to take better advantage of less
traditional—but ultimately more effective—customer
interaction channels. They’re making it a point to
reinforce critical relationships with meeting planners. As
a result, these companies are able to deliver more
timely and relevant messages and create stronger,
longer-lasting, and more valuable customer
relationships.
Join forward-thinking companies that are improving
CRM with Infor®'s CRM solutions, which include the
Epiphany® suite—an integrated, cross-discipline CRM
solution—and Infor Orbis Marketing Resource

Management—to address the essential challenges you
face across a broad range of business processes.

Manage all your customer
interactions
Infor Epiphany Interaction Advisor
You can better manage customer-initiated interactions
across multiple channels with this powerful, real-time
decision framework, which recommends the next best
action in the form of an up-sell, cross-sell, or retention
offer. Take advantage of analytics that automatically
adapt a response to a real-time customer interaction
based on how a customer’s unique profile maps to the
profiles in the self-segmented model. Then, drive
incremental revenue and improve customer retention
by automatically delivering your highest-impact offers at
the moment of interaction within business units and
channels—including websites, reservation call centers,
social media, short message service (SMS) texts, front
desks, hosts and concierges, interactive voice
response systems, mobile devices, kiosks, and points
of sale. As for email, you don’t have to worry about
showing customers a stale or expired offer, as
Interaction Advisor determines the most relevant offer
at the point of opening.

Because of this personal interactive marketing, you’ll
greatly enhance the guest experience. You’ll also be able
to increase revenue, because guests will be inclined to
accept more offers.
Infor Epiphany Marketing
You can turn insight into action, as well as manage
inbound and outbound campaigns, with this sophisticated,
integrated digital marketing solution for planning,
executing, and monitoring permission-based marketing
campaigns. You’ll get a single view of your customers,
because the Infor Epiphany data mart integrates disparate
customer data sources. Thanks to integrated online
analytical processing (OLAP) and predictive analytics,
you’ll be able to evaluate customer information for
profiling, forecasting, segmentation, and developing
multi-channel, multi-wave campaigns. Automated global
business rules—and system-wide opt-in and opt-out
functions—help you reach customers and potential buyers
while enforcing company marketing policies and
regulatory compliance. When it's time to analyze results,
you get built-in, closed-loop reporting that helps you
understand multi-source campaign responses, improve
targeting, and drive intelligence into subsequent
campaigns. Overall, you can reduce campaign cycles,
improve marketing efficiency, and build lasting customer
relationships while respecting customer privacy and
contact preferences.
Infor Epiphany Sales
From developing leads to closing deals, get highly
effective tools that coordinate sales efforts throughout the
entire customer lifecycle. You can pull cross-organization
customer intelligence into the sales process, helping sales
reps become trusted advisors. You can also make
appropriate, targeted offers to customers. With
sophisticated contact management, your reservations
agents, telesales reps, and hosts get a complete picture of
each customer, including previous interactions with your
organization. In addition, they can take advantage of
mobile access and call scripting. With Infor Epiphany
Sales, your property staff will have a 360-degree view of
your customers so they can provide them with an
exceptional guest experience.
Infor Epiphany Service
You can improve customer service with Infor Epiphany
Service, which drives personalized, customer-focused
processes and offerings. Your agents will get a unified
view of customers across all existing systems, allowing
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With Infor CRM solutions for Hospitality
and Gaming, you can:
• Manage customer-initiated interactions across
multiple channels.
• Oversee inbound and outbound marketing
campaigns.
• Coordinate sales efforts throughout the entire
customer lifecycle.
• Turn customer interactions into revenue
opportunities.
• Execute more targeted just-in-time
campaigns, and analyze purchasing and
preference behavior.
• Manage the full marketing operations
lifecycle.

them to shorten call times, resolve issues the first time
around, and engage in seamless conversations with
customers. Powerful, real-time analytics increase
predictability by driving personalized, customer-focused
processes and offers. Your staff will be able to turn
customer interactions such as social posts, emails, phone
calls, and web inquiries into revenue opportunities,
making it easy to stay on budget while ensuring
consistent, effective treatment of customers, no matter
how they contact your organization. As a result, your call
center will become a central player in your enterprise's
CRM strategy.
Infor Epiphany Social Commerce
You can access predictive and emotive social data not
readily available via other means with Infor Epiphany
Social Commerce Advisor and Insight for Social
Commerce. These solutions bring the award-winning,
best-in-class Infor Epiphany suite together with 8thBridge
Graphite™, the market leader in social commerce on
Facebook™. With Infor Epiphany Social Commerce
Advisor, you get the real-time ability to take advantage of
robust Facebook actions that are delivered to users’
timelines, tickers, and news feeds. And with Infor Epiphany
Insight for Social Commerce, you get enhanced reporting
on social metrics and social lists. By using Social
Commerce Advisor and Insight for Social Commerce
together, you can execute more targeted just-in-time
campaigns, and easily analyze purchasing and preference
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behavior to enhance digital marketing strategies across all
of your channels. In addition, by combining your online
transactions with enhanced Facebook actions, you’ll be
better able to personalize social interactions, and
determine the right messages to deliver directly to your
customers based on intelligence gathered from their
social profiles.

Join hotels, casinos, and other hospitality
companies worldwide that have used
Infor CRM solutions for Hospitality and
Gaming to increase their sales by 54%
online and 36% offline.

Infor Orbis Marketing Resource Management
Your brand or representation company, management
company, marketing department, and even your revenue
manager may be carrying out parallel marketing efforts.
Use this crucial operations tool to regain control. Not only
will you get a better look into marketing activities that help
you stay focused on strategy, you can also manage the
full marketing operations lifecycle—from planning to
production to document management. You’ll be better
able to handle budgeting, project and task management,
workflow management, approvals, a central calendar, and
version control—all of which help you take charge of
marketing budgets, improve collaboration between
internal and external marketing teams, and dynamically
manage documents. You'll be able to better understand
marketing expenditures, align marketing programs with
marketing strategy, and reduce waste and redundancy.

Make the most of
next-generation technology
You can make better decisions faster and work
more efficiently with the Infor 10x technology built in to
Infor's CRM solutions.
You’ll get:
• A new, modern, consumer-inspired user interface with
a familiar, easy-to-use environment designed to
increase productivity and let employees easily find the
information that’s relevant to their jobs

Achieve tangible business
benefits
Tap into the potential of your customer base with Infor
CRM solutions for Hospitality and Gaming. You’ll be able
to achieve tangible business benefits, because Infor CRM
solutions help you initiate frequent, relevant, and
actionable interactions with individual customers.
Join hotels, casinos, and other hospitality companies
worldwide that have:
• Increased sales by 54% online and 36% offline through
specified product promotions
• Reduced costs by moving customer contacts from call
centers to lower-cost channels such as company
websites
• Retained customers, improved customer loyalty, and
increased the value of each customer
• Achieved 100% ROI in five months
• Better measured campaign results
• Improved business performance tracking and
reporting, so C-level executives get faster access to
the information they need to make better decisions
With Infor Epiphany and Infor Orbis.

• Automatic delivery of in-context business intelligence
and relevant business data—and single sign-on—with
Infor Ming.le™
You’ll be able to rapidly integrate Infor Epiphany and Infor
Orbis with your central reservation system, property
management system, website, and other sales systems
thanks to the open web services architecture of Infor 10x,
plus Infor ION® integration technology.
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About Infor
Infor is fundamentally changing the way information is published and consumed in the enterprise, helping 70,000
customers in 200 plus countries improve operations, drive growth, and quickly adapt to changes in business demands. To
learn more about Infor, please visit www.infor.com.
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