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Cash in Hand: Maestro Examines the Role
Hotel PMS Plays in Digital Tipping and
Employee Rewards

Hotel companies are urged to consider
the impact of digital tipping trends on
employee satisfaction as we trend toward
a cashless society

MARKHAM, ONTARIO, CANADA, August
27,2024 /EINPresswire.com/ -- Tipping
is an integral part of North American
service culture, but it has always had
challenges in hospitality. Travelers
today carry fewer cash bills than ever,
with a recent study showing that just
16 percent of all transactions today are handled using cash. More businesses are turning to
digital tipping solutions to adapt to this shift in consumer behavior, but common barriers exist in
the hotel tech stack that prevent some independent hoteliers from quickly offering digital
tipping. Maestro PMS says digital tipping is a significant way for operators to earn monetary

rewards and judge the level of service they are offering,
“ and hotels owe it to their staff to provide access to digital
tips.

One well-intentioned
approach to delivering
digital tips to workers has
been offering gift cards
stocked with tips following a
worker’s shift.”

Warren Dehan

“The first challenge many hotels encounter when adopting
digital tipping is that managing tips is typically isolated to
the hotel PMS for historical operational reasons,” said
Warren Dehan, Maestro President. “However, hotels must
have a means to make tipping a standalone service they
offer. This is important because consumers want to ensure

that the tip they leave goes directly to the provider giving them service. Often, travelers fear their
tips will go into a general pool or not reach workers. These perceptions have fueled a negative
opinion toward tipping across the general public, with a recent study showing just 33 percent of
Americans have a favorable view of tipping.”

Furthermore, tips today are high. A 2022 study found that 37 percent of Canadians tip between
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15 and 19 percent for exceptional service. Often, in the hospitality industry, tips can be even
higher. This only applies when consumers have confidence that the intended party is receiving
the tip. Simple fixes exist today. Bar and QR code technology can be tied directly to the hotel
staff's ID, making locating the specific individual one wants to tip easy. If tied to the PMS, a
scanned QR code can deliver travelers to a custom page, allowing them to offer a gratuity to a
staff member or a general pool of workers.

However, once the money is in a hotel's system, operators must make careful decisions about
distributing tips among workers. Improper application can squander the goodwill of introducing
the capability in the first place.

Real Money

On a surface level, managing cash tips is easy — cash in, cash out. But digital tips require a
different delivery method if they are to reach the intended worker, especially if workers desire
immediate access to their funds. Hotels have approached this challenge with many good ideas
and a few that haven't worked as well.

“One well-intentioned approach to delivering digital tips to workers has been offering gift cards
stocked with tips following a worker’s shift,” Dehan said. “However, while gift cards may solve this
problem in the short term, they depend on how and where they can be used. Often, gift cards
have limitations when reaching low balances and can cause workers to feel like they are missing
out on the sum total of what they've rightfully earned.”

Instead, hotels with payment processing integrated into their PMS can offer Visa gift cards with
balances that can be checked, controlled, and transferred. Visa cards help workers feel like they
can benefit from digital tipping the same way they have with cash all these years. Often, these
systems operate without cost to the hotel and only benefit operations by improving morale and
making it easier for guests to reward operators when they feel they've earned it.

Implementation

Digital tipping is growing in mainstream appeal across the service industry, mainly in response to
us graduating into a cashless society in many respects. However, operators must be all in on the
concept to use this technology. This is because digital tipping requires payment processing to be
routed through the hotel PMS, and then it must interface with all areas of hotel operations to be
feasible at all times.

“Digital tipping also has positive security benefits and allows guests to consider tipping more
significant amounts than they typically carry on hand,” Dehan said. “Operators can also leverage
their PMS partner’s capabilities to design branded microsites to deliver digital tipping offerings
across a branded platform. While your PMS provider supports the system, guests can remain
digital with your hotel's branding, reducing confusion at critical moments in the purchase
process.”
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While it may sound daunting, hotels are used to adapting to this level of planning. Digital tipping
requires a thoughtful approach that allows housekeepers and maintenance workers to be tipped
as often as the front desk and bellhop. If hoteliers take the time to digest all the options and
opportunities this technology provides, they will implement the most effective and reliable
method of compensating today's staff. In fact, by the time you read this, digital tipping will likely
already be mainstream.
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About Maestro

Maestro is the preferred Web Browser based cloud and on-premises PMS solution for
independent hotels, luxury resorts, conference centers, vacation rentals, and multi-property
groups. Maestro's PCl certified and EMV ready enterprise system offers a Web browser version
(or Windows) complete with 20+ integrated modules on a single database, including mobile and
contactless apps to support a digitalized guest journey as well as staff operations. Maestro’s
sophisticated solutions empower operators to increase profitability, drive direct bookings,
centralize operations, and engage guests with a personalized experience from booking to check
out and everything in between. For over 40 years Maestro’s Diamond Plus Service has provided
unparalleled 24/7 North American based support and education services to keep hospitality
groups productive and competitive. Click here for more information on Maestro. Click here to
get your free PMS Buying guide.
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