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Strengthening the Guest Experience With Seamless Communications

For hospitality properties worldwide, providing guests with a superior experience every time they stay on your property is
key to developing and maintaining brand loyalty and strength. Communications are an essential element of the relationship

between your brand and your guests’ experience.

Whether your patrons are calling your contact center to book a stay, scheduling a wake-up call, or reporting a concern,
a best-in-class communications system is essential to providing high levels of service. Not only will your guests reap
benefits from seamless, integrated communications, but your staff and overall operations will as well.

This diagram represents just some of our many integration partners.



Amcom Software: Equipping Your Contact Center Staff With the
Tools They Need for Effective Guest and Staff Communications

Amcom works every day with leading hotels, resorts, and casinos worldwide to simplify and automate
communications for their contact centers, emergency management response, and staff messaging.
The result is improved guest satisfaction, safety, and efficiency through effectively shared information.

Our Customers

Amcom’s solutions support many of the most vital hospitality communication systems and processes in the world.
Some of these customers include:

ACCOR Group Hotels MGM Resorts International

ACEP Stratosphere Planet Hollywood
Foxwoods Sands Casino Resort Bethlehem
Gaylord Entertainment Starwood

The Peninsula Hotels

theWIT Hotel

Harrah’s Entertainment

Las Vegas Sands

Loews Hotels Wynn Resorts

Penn National Gaming — M Resorts

“MANAGERS CAN TURN ROOMS FASTER AND DIRECT CLEANING STAFF MORE
PRECISELY. WE'VE SEEN REAL PRODUCTIVITY GAINS.”

Desmond Wong
Operational Systems Manager - HSH Information Technology Manager
The Peninsula Hotels




OPERATOR CONSOLE

Provide operators with exactly the right information needed to process calls at their computers, with just a few keystrokes.
Consoles ensure efficient operations through screen-based functions, including automatic displays of incoming calls, single-
button call transfers, conferencing, and speed dialing. Operators can quickly and accurately perform directory searches for
staff and guests, scheduling guest wake-up calls, as well as messaging by individuals, groups, and roles. Features such as
pre-recorded greetings ensure that calls are handled professionally while operator fatigue is minimized.

Operator consoles also display updated information about presence, which indicates the location of a certain individual,

so the right person is contacted. These solutions provide complete audit trails about your mission-critical communications,
including the exact time messages are delivered, received, and read. Simplifying the call-taking process enables contact
center staff to respond more quickly, process more requests, reduce expenses, adhere to standard processes, and improve
guest service.

MULTI-PROPERTY CALL CENTER SERVICE

Expand your property’s ability to take on the communication function for
other properties in the brand—while maintaining consistent standards.
These offerings can include guest services, reservations, dispatch,
ticketing, VIP call-handling, special events, and staff messaging. This
functionality allows you to easily expand your service offerings to other
properties in the brand or expand the existing property with consolidated

functionality or centralized call handling to ensure continuity of

communication and brand standards. Many leading hospitality properties
have found that a centralized approach to communicating across several
facilities enables a reduction in the number of agents required—and a
significant annual savings.

WAKE-UP

Integrate wake-up functionality directly with your phone system to provide timely wake-up calls with a professionally
recorded message that can be tailored to meet various guest criteria. The system can be integrated with your operator
console or used on a stand-alone basis. Track all activity to ensure the correct services are being provided at all times,
especially across multiple facilities and time zones. Functionality for adding unique messages enables the addition of
time / temperature, character recordings, VIP or group-appropriate wording, multiple languages, and more.

The functionality scales easily with rising volumes of wake-up requests through SIP integration.

ENHANCED 911 (E911)

Many hotels assume that a guest or staff member will dial O in the event of an emergency, when they often dial 911.

An enhanced 911 system directs emergency personnel to a caller’s exact location (building, floor, and room) to ensure
fast response. During the 911 call, onsite security can even receive real-time notification of the event, allowing them to
direct first responders, assist with traffic, or help protect others in the area. You'll also be able to maintain the automatic
location identification (ALl) database by automatically tracking and updating your organization’s moves, adds, and
changes. This functionality helps you reassure staff and guests that your organization is taking the ethical and legal
steps to help maintain a safe environment.



AMCOM’S HOSPITALITY SOLUTION SUITE

MOBILE EVENT NOTIFICATION MIDDLEWARE

Centralize the management of critical alerts and alarms generated by systems such as fire, security, HVAC, gaming, dispatch,
and many others. Create a communications hub that consolidates and prioritizes alerts from these systems and notifies the
appropriate staff members on their mobile devices. Rules-based routing and escalation help the right people take fast action,
which improves safety as well as guest and staff satisfaction. All notifications are logged in the system for ease of reporting.

This ensures accountability and a method of monitoring the speed of communications and responses for various types of events.

Centralize alerts from many commonly used systems, including:

== CRM == HVAC

mm» Dispatch mmm  |ngress/egress alarms
s Fire alarms mmm  QOperator consoles
= Gaming == Security

Send alerts from the above systems directly to numerous types of devices to speed response:

Smartphones (BlackBerry®, iPhone®, Android™) LED signs
Cell phones SMS
Two-way pagers Plasma / LCD

Email systems
Operator consoles

In-house wireless telephones
Onsite pagers
Wide-area pagers

Interfacing Gaming Systems and Slot Machines to Wireless Devices

In a highly competitive industry, a delay in casino guests’ ability to play not only reduces income to a casino, but it
also decreases customer satisfaction. You know that a satisfied customer is more likely to stay longer and be a loyal,
repeat visitor.

Mobile event notification middleware integrates with your gaming systems to provide staff with instant notification
of maintenance alerts, hopper jams, and jackpot payment requests. Amcom middleware integrates with these and
other gaming systems:

mmm  Aristocrat mmm  Paltronics
mmm  |GT Network Systems mmm  Penn National
mmm  |ntelligent Gaming Systems mm  \Weike



Many hotel staff members today must now carry several devices at

all times. A smartphone, one or more pagers, an in-house wireless
telephone—it's become too cumbersome for many to manage. The time
has come for certain personnel to trade in the ‘tool belt’ of devices in favor
of a single smartphone for everything from emergency calls and inquiry
requests to personal communications.

It's possible with Amcom solutions. Now, BlackBerry, iPhone, and Android
smartphones can replace pagers for applicable staff members and allow
them to carry a single device for all communications. Capabilities such

as text messaging and full two-way communication improve workflow,
while rock-solid reliability ensures critical communications reach the right
person immediately.

PAGERS AND PAGING INFRASTRUCTURE
Many hospitality properties continue to leverage paging to cut costs, increase messaging speed,
and provide high reliability.

Pagers: Choose from a wide range of Amcom-manufactured pagers that can work on your existing onsite or wide-
area paging infrastructure. This includes both POCSAG and FLEX pagers, tone-only pagers, numeric pagers, and
alphanumeric pagers. Intrinsically safe and ATEX-approved pagers are also available for hazardous environments.

Paging Infrastructure: Amcom is the only company that provides turnkey paging solutions where all components—pagers,
paging terminals, and paging transmitters—are designed and delivered by a single manufacturer. This includes providing
complete, private, onsite paging system infrastructure that ensures quick message reception and no monthly charges.
This helps you save money and reduce the frustration of coordinating equipment among multiple manufacturers.

VOICE MAIL

Broaden your console functionality with an advanced voice mail messaging system for guests and hotel staff. Automate and
simplify the process of setting up the system and maintaining your rapidly changing user environment. Key features such as a
user-friendly interface, automated voice mail box setup, message notification, and the ability to transfer directly to the operator
make users feel right at home. In fact, voice mail boxes are set up automatically when a guest checks in via integration with
the property management system. It's also possible to leave messages for pre-registered guests so they'll receive important
communications upon arrival.

MASS NOTIFICATION AND INCIDENT MANAGEMENT

Deliver the right information to the right people at the right time for any critical event, such as a weather emergency, building
management issue, or guest safety situation. Quickly and reliably initiate, monitor, and manage notifications of all types,
automatically delivering the message, collecting the responses, escalating if needed, and logging all activities for reporting
and analysis.




SPEECH-BASED DIRECTORY

Enable your organization to process routine phone requests including directory assistance, messaging, and paging—
independent of live operators and with more ease-of-use than touchtone menus. Incoming calls are answered by a pleasant
virtual operator, combining state-of-the-art technology with a human touch. With an automated attendant that handles
naturally spoken requests, calls can be processed for as little as one-twelfth the cost of operator-assisted calls. This frees
your operators to handle more complex tasks and provide the highest level of support for your staff, service teams, and
visitors. Keep your system updated with proactive monitoring and fine-tuning that incorporates staffing changes, alternate
pronunciations, and determinations of the root cause of failed calls. This ensures callers are connected to the right person
without frustration or operator assistance.

CONTACT CENTER RECORDING AND QUALITY MANAGEMENT

Record, monitor, and score your operators’ conversations to improve call handling and overall service for guests, internal
staff, and other callers. Record and archive all calls in and out of your contact center, simultaneously enabling supervisors to
monitor agent conversations in real time. The solution provides tools to score agents’ call-handling performance in a number
of categories. The result is a clear view of how to improve the quality of the customer experience.

ON-DEMAND CALL RECORDING

With the need to keep track of important work-related details both on property and when you're on the go, the uses

for call recording have expanded beyond the contact center. Add cost-effective on-demand call recording to your
telecommunications network through the conferencing features native to the PBX—no wires or external devices required.
This enables mobile and in-building staff to record, document, archive, and email call content from any phone (including
cell phones and smartphones), anywhere, at any time. This is particularly useful for documenting the details of guest
conversations and sending them to other staff members for quality monitoring.

CALL ACCOUNTING

Provide a wealth of information about every call made and received by your staff. Calls are logged along with an embedded
date, time, and call duration. This information can be formatted and used to analyze voice network resources, staff telephone
usage, and bill-back information. Leverage automatic report scheduling, integrated email distribution, powerful filtering and
sorting capabilities, and tracking for third-party billing.

WEB-BASED DIRECTORY AND ON-CALL SCHEDULING

Keep on-call scheduling information current for mangers and critical services departments by allowing users to log on
anywhere, anytime to perform a variety of important updates, do scheduling, send messages, and perform directory
searches. Expand your system’s capabilities beyond your operator group, allowing the contact center to focus on offering
better customer service or other revenue-driving activities as internal ‘dial O’ calls are minimized.

IP DISPLAY PHONE-BASED DIRECTORY

Empower corporate and property staff with self-service access to your comprehensive enterprise directory—right from office
IP display phones. This enables you to leverage your IP phone investment even further and take advantage of the large
display areas of the newest generation of office phones. Staff can access contact information, connect their calls, and initiate
pages quickly—without operator assistance.

IP DISPLAY PHONE-BASED BANNER MESSAGES

Use the large display on the newest generation of IP display office phones as a powerful vehicle for delivering targeted
messages and timely special offers to guests and their family members. These may include personalized messages to
guests, important information about a guest’s group activities, or even ads for on-premise amenities such as shops
and restaurants.



What Sets Amcom Apart?

INDUSTRY LEADER
wm Qver 40 years of experience delivering enterprise solutions, and an expertise and focus on the hospitality market
mmm Used by the best — many top hotels rely on Amcom for their mission-critical communications
@== Financially sound — with healthy growth and profitability

BROADEST PRODUCT SUITE THROUGH UNIFIED COMMUNICATIONS
@ The products you want are available from one provider
@ Amcom provides seamlessly integrated solutions for complete contact center management, emergency management,
mobile event notification, smartphone messaging and pagers/paging infrastructure

CHOICES

Your investment is protected in the future, regardless of computing platform, PBX system conversion, or addition of a VoIP system.
Broadest array of PBX systems supported

All industry paging protocols supported

All industry smartphones and mobile devices supported

Strong interoperability with other systems

Proven integration with leading property management systems (PMS)

EXCELLENT SUPPORT

You have peace of mind knowing your solution will be implemented with precision and expertise, and assistance is a phone call
away once your application is live.

Company uses Amcom Implementation Methodology (AIM), a proven implementation approach to ensure system success
Support is provided 24/7/365 through an in-house staff

Comprehensive training — onsite, classroom, and online

99% satisfaction ratings in customer surveys

ENTERPRISE ARCHITECTURE

High reliability and scalability mean less downtime, fast response, and having a system you won't outgrow.
Supports high volume

Supports clustering

VMware compliant

Supports storing data on customer SAN

Supports single sign on (SSO)

Supports centralized and multi-site environments

Flexible user interface clients — delivering messages to staff when and where they work based on their
own individual preferences

“THE FIRE ALARM MONITORING HAS ALLOWED OUR SITE STAFF TO CHECK
AND ADDRESS MINOR ISSUES AND FALSE ALARMS BEFORE THE NEED TO
CALL THE FIRE BRIGADE.”

Kyle Stubbs
Telecommunications Manager for the ACCOR Group




Bottom Line

Every day, leaders in hospitality rely on Amcom'’s robust systems to speed the vital communications that improve
safety, satisfaction, and efficiency. In doing this, they also strengthen their brands. Amcom'’s historic commitment
to its customers and technology solutions has resulted in the industry’s widest and deepest suite of mission-critical

communication solutions.

“WE'VE HAD EMERGENCY SITUATIONS SUCH AS HEART
ATTACKS WHERE WE'VE SPEEDED RESPONSE BY
HAVING E911 AND THE CALLER’S PRECISE LOCATION.
NOT ONLY DO OUR GUESTS BENEFIT FROM HAVING
THIS CAPABILITY, BUT OUR STAFF ALSO FEELS MORE

SECURE KNOWING THE RIGHT PEOPLE ARE BEING
NOTIFIED PROPERLY OF AN EVENT.”

Darrin Pinkham
Chief Technology Officer for theWit Hotel




About Amcom Software

Amcom Software connects people to each other and to the data they need. This helps organizations save
lives with communications that are faster, more accurate, and more efficient. Amcom Software’s unified
communications technologies include solutions for contact centers, emergency management, mobile event
notification, and messaging. The company’s products are used by leading organizations in healthcare,
hospitality, education, business, and government. By continually developing its industry-leading technologies,
Amcom Software has rapidly grown and solidified its market leadership.

Amc *rMm www.amcomsoftware.com
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