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Overview of Hotel Property Management Systems
(PMS)

A ** hotel Property Management System (PMS)** is a centralized software platform that automates and consolidates a

wide range of hotel operations. According to industry sources, a PMS “facilitates a hotel’s reservation management
and administrative tasks,” covering functions like front-desk check-infout, reservations, room rate and occupancy
control, channel management, housekeeping, and payment processing (Source: altexsoft.com). Many modern PMS
also integrate advanced modules such as customer relationship management (CRM), revenue management,

accounting, human resources, and reputation management (Source: altexsoft.com)(Source: revenue-hub.com). In

essence, the PMS serves as the operational “brain” of a hotel, providing real-time data and automating repetitive
tasks to boost efficiency and guest service satisfaction. For example, centralized PMS records eliminate manual logs
and spreadsheets, enabling instant access to bookings, guest profiles and rates from any computer or device (Source:
techtarget.com) (Source: altexsoft.com). Industry surveys confirm how critical technology is to hotel success: one

report found 81% of hoteliers believe technology (including PMS) plays a “huge role” in property performance
(Source: altexsoft.com). By automating reservations, billing, housekeeping schedules, reporting and more, a robust
PMS can significantly reduce errors and labor, speed guest service, and support revenue generation. In short, a PMS
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underpins virtually every area of a hotel's operations — from maximizing occupancy and rates to improving guest

experiences — making it a foundational element of modern ** hospitality management** (Source: altexsoft.com)

(Source: techtarget.com).

Historical Development of Hotel PMS

Hotel property management systems have evolved in tandem with broader computing trends. In the pre-digital era,
hotels relied entirely on paper ledgers and manual processes for reservations and guest records, a time-consuming
and error-prone approach (Source: semperpms.com). The first breakthrough came in the late 1940s: for example, the
Westin hotel chain implemented the first computerized reservation system in 1947 (Source: mews.com). However, the
hotel industry had to wait until about 1970 for the first dedicated PMS software to appear (Source: mews.com). Early
PMS in the 1970s and 80s were typically mainframe or minicomputer applications installed ** on-site
computerization** automating basic tasks like room assignment and billing. The 1980s saw the PC revolution spread
into hospitality: hotels began digitizing records, using spreadsheets and on-premise database software. As one source
notes, "with the emergence of personal computers, PMS systems started to be digitised... making data management
easier and more reliable through spreadsheets and accounting software” (Source: modularvisit.com).

By the 1990s, PMS had become standard in most hotels. Systems grew more sophisticated, adding modules for sales
& catering, loyalty programs, group blocks, and connecting to global distribution systems (GDS). The arrival of the
Internet in the mid-1990s was a watershed moment: in 1995, hotels could finally link their PMS to online booking and
central reservation systems (Source: mews.com). This enabled real-time rate updates to travel websites and GDS, and
allowed guests to book rooms directly online. The late 1990s and 2000s saw incremental improvements (web
integration, channel management, CRM add-ons) but the PMS concept remained primarily an on-premise, licensed
application.

A second major transformation began around 2010 with the advent of ** cloud computing**. The “first generation”
of cloud-based PMS launched around 2010, shifting the software into web-hosted form (Source: apaleo.com). Cloud
PMS offered anywhere-access, automatic updates, and lower upfront costs. Semper Hospitality's review of PMS
history notes that the 2000s brought “cloud-based PMS solutions, revolutionizing the industry with real-time access,
integrations with online booking platforms, and automation that streamlined operations” (Source: semperpms.com).

Today's leading PMS platforms are almost all web/mobile-enabled, API-driven systems. They integrate seamlessly with

hundreds of third-party tools and deliver analytics and mobile capabilities that early systems could not. In summary,
the industry has moved from manual ledgers - on-site computerization (1970s-90s) - Internet-connected
systems (mid-90s) - cloud and mobile platforms (2010s onward) (Source: semperpms.com)(Source: mews.com)

(Source: modularvisit.com).

Leading Hotel PMS Platforms

The global hotel market is served by a variety of PMS vendors, from massive enterprise systems to niche products.

Some of the current leading PMS platforms include:

e Oracle OPERA (MICROS) — A market-dominant PMS (on-premise and cloud) used by many large hotel chains.
For decades OPERA has been the industry standard in luxury and branded hotels worldwide. (See Focus section
below for an in-depth look.)
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¢ Cloudbeds - A fast-growing cloud-native PMS targeting independent, mid-size and franchise hotels. Cloudbeds
bundles PMS with a booking engine, channel manager, payment processing and revenue tools into one platform. It
is often praised for ease of use and integrated all-in-one functionality (Source: hotelmanagement.net).

¢ Maestro PMS (by Northwind & Veranova) — A comprehensive PMS popular in North America, especially for
resorts, conference centers, and multi-property groups. Maestro offers an “ all-in-one suite” covering front desk,
sales & catering, spa/golf management, and even condo or club membership modules (Source:
maestropms.com). It can be deployed on-premise or in the cloud.

e RoomRaccoon — A European PMS (Netherlands-based) focused on independent hotels and small groups. It is
cloud-hosted, user-friendly, and prides itself on a large ecosystem of integrations. According to its publisher,
RoomRaccoon now has 400+ third-party integrations, making it “one of the most connected solutions on the
market” (Source: roomraccoon.com). It has won awards (e.g. “Best PMS" by industry review sites) and is notable

for its rapid growth in Europe.

o eZee Absolute/Centrix — An India-origin PMS suite used globally, often by small-to-midscale hotels. eZee offers
an affordable all-in-one package including PMS, channel manager, booking engine and restaurant POS. It is sold
both as a cloud subscription and on-premise license. (While eZee is widely adopted in Asia and beyond, detailed
market data is scarce compared to the majors above.)

e Other notable systems — There are many other PMS products in specific regions or segments. For example,
Mews Systems (now part of St. Regis as of 2024) is a rapidly adopted modern cloud/APlI PMS mainly in Europe
and North America; RMS Cloud is popular in Australia/NZ; Protel (Germany) and Hetras (UK) have strong
regional presence; Infor HMS (Agilysys) and Guestline (UK) also compete in larger markets.

Each of these platforms has its own strengths and target market. For example, Cloudbeds emphasizes a unified,
"hotel-in-a-box" platform that includes revenue management and guest communication tools (Source:

hotelmanagement.net), whereas Opera's strength lies in serving very large portfolios with extensive integration

capabilities (see below). Maestro and RoomRaccoon both market ease-of-use with comprehensive modules (e.g.
Maestro’s  specialty F&B/golf and RoomRaccoon's connectivity) (Source: maestropms.com)(Source:

roomraccoon.com). In practice, hoteliers choose among these solutions based on property size, complexity, budget,

and technology strategy, as detailed below.

Most Common PMS Platform Globally: Oracle OPERA

Many industry analyses identify Oracle’s OPERA (formerly MICROS-Fidelio) as the largest PMS globally, especially
among large hotel groups. According to one market report, Oracle “currently holds a 50% market share in the Hotel
Property Management space” when looking at the top hotel enterprises worldwide (Source: appsruntheworld.com).

More broadly, OPERA is reported to manage roughly 16% of all available hotel rooms worldwide (the largest single-
player share) (Source: mews.com). OPERA's install base includes most major hotel chains: for example, the Wikipedia
entry for Micros/Oracle notes OPERA is used by Accor, Marriott/Starwood, Hyatt, IHG, and others (Source:
en.wikipedia.org). In late 2024 Hyatt alone announced that it is standardizing OPERA Cloud across its 1,000+ global
hotels (Source: oracle.com). In short, OPERA is ubiquitous in big-brand hospitality.
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Market Share and Installations

o Global Leadership: Oracle itself (via a market study) states that OPERA holds a ~50% share among the world’s

top hotel chains (Source: appsruntheworld.com). Industry researchers agree that Oracle OPERA is the largest
PMS by rooms or revenue. For context, other major PMS vendors (RMS Cloud, Mews, Cloudbeds, etc.) each have
much smaller single-digit or low-teens percentages of total rooms (Source: appsruntheworld.com).

e Major Clients: OPERA is the default PMS for global brands. As examples, OPERA (Cloud or on-prem) is cited as
the PMS for Hyatt Hotels' entire portfolio (all 1,000+ hotels) (Source: oracle.com). It is used by Accor,
Marriott/Starwood, IHG, Four Seasons, Hyatt, Crown Resorts (casinos), and many others (Source:
en.wikipedia.org). The Global Hotel Alliance (800+ member hotels under Kempinski, Pan Pacific, etc.) adopted

OPERA Cloud Central to unify their loyalty data (Source: oracle.com). These case examples underline OPERA's
massive footprint in luxury and franchise segments.

e Other Segments: While OPERA is strongest in large and branded hotels, Oracle also provides scaled-down
versions for smaller hotels. For example, OPERA XPress is a lightweight front-desk PMS for limited-service
hotels. Oracle promotes that "“OPERA 5 is the perfect fit for hotels of all types, from independent properties to
international resorts” (Source: oracle.com). In practice, however, most very small inns use simpler systems (like
Cloudbeds or local PMS). Nevertheless, the availability of OPERA Express/Foundations means Oracle can
compete even at the independent level.

In sum, Oracle OPERA is the market-leading PMS by share and usage, particularly in the enterprise segment. The
remainder of this report will focus on OPERA's capabilities and architecture, then compare it to rival systems.

Integration Capabilities

A distinguishing feature of Opera (especially OPERA Cloud) is its extensive integration framework. Oracle has built
OPERA as a central "platform” with thousands of interfaces. For example, an IDC MarketScape report cited on Oracle's
site notes that Opera’s integration platform includes 3,000+ APIs and streaming interfaces, enabling seamless
connections to other systems (Source: oracle.com). This API-rich architecture lets hotels “centralize, consolidate, and
streamline” their technology stack. In practice, OPERA interfaces with virtually all major external systems in hospitality,
including:

e Online Travel Agencies (OTAs) and Metasearch: OPERA integrates natively with channels like Expedia,
Booking.com, etc., often via certified channel managers (e.g. SiteMinder). For example, SiteMinder announced a
two-way, real-time connection to Opera PMS so that room availability and rates update automatically in OTAs and
bookings feed directly into OPERA (Source: hospitalitytech.com).

o Global Distribution Systems (GDS): Major GDS providers (Amadeus, Sabre, Travelport) connect to OPERA
through standard interfaces (many branded hotels still list inventory via GDS). Oracle's platform also supports its
own CRS (Central Reservation System) and loyalty linkages.

¢ Point-of-Sale (POS) and F&B: Oracle's own Simphony and MICROS POS systems (used in restaurants and
hotels) have built-in connectivity to OPERA, automatically posting charges to guest folios. Similarly, third-party
POS vendors often provide OPERA links for restaurant, spa or retail charges.
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e Guest Experience and CRM Tools: Many CRM/marketing systems (including Oracle Hospitality’'s own CRM) feed
guest profiles into OPERA. Lodging tablets, in-room entertainment, and guest engagement apps likewise sync
back to OPERA's guest history.

¢ Back-Office and Finance Systems: OPERA can export data to general ledger and accounting software (often via
middleware). Interfaces exist for security, ID scanning, EFT/POS, housekeeping communications, door locks, etc.

e Channel Managers and Revenue Tools: OPERA works with specialized channel managers (e.g. STAAH,
SiteMinder) and revenue management systems by exchanging rate and availability data. Oracle also offers its own
Revenue Management Cloud that can tie into OPERA.

In short, OPERA is designed to be at the hub of a hotel’s technology ecosystem. Its APIs and open interfaces make it
possible to connect almost any third-party service. For example, hospitality integration platforms (like Oracle's
Hospitality Integration Platform) enable event-driven workflows — such as linking a guest reservation to loT devices in
the room (locks, thermostats, sensors) (Source: hospitalitymanagementtoday.com). Overall, OPERA's integration

breadth is among the widest in the industry (Source: oracle.com)(Source: hospitalitytech.com), which is why very

large hotel groups trust it to unify disparate systems.

Key Features and Modules

Modern OPERA (both Cloud and on-premise versions) is a full-suite PMS. It covers virtually all standard hotel
functions and more. Core modules and features include:

¢ Front-Office/Reservations: Central reservation ledger, check-in/check-out, guest profiles, room-assignment,
group and package booking, room inventory management, overbooking controls, folio management. (These are
the heart of any PMS.)

e Guest Profile & Loyalty: OPERA maintains detailed guest history and preferences. Loyalty membership programs
can be integrated, with points, perks and rate plans tracked in the system.

e Housekeeping & Maintenance: Tools for assigning cleaning status, maintenance tasks, and room updates.
Housekeeping staffs can use the PMS (or a mobile app) to report status, which feeds back into the reservation
module.

e Sales & Catering (S&C): For hotels with banquets or meeting space, OPERA offers S&C modules to manage
group blocks, banquet event orders, function space, and catering services. This includes menu management,
pick-up procedures, and billing for events.

e Rate and Yield Management: Ability to set multiple rate codes (rack, corporate, package rates), apply
restrictions (min-stay, blackout dates), and interface with revenue management tools. OPERA Cloud supports
dynamic rate loading via APlIs.

e Channel Management Integration: Although Oracle does not bundle its own channel manager, OPERA Cloud
has a built-in distribution (CDP) engine that pushes ratesfrooms to connected channels. It supports multi-
property inventories for chains.
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e Accounting/Finance: Interfaces for posting room revenue, taxes and extras into property accounting. Some
OPERA editions include basic financial reports; otherwise, data can flow into external accounting systems.

¢ Point-of-Sale (POS) Integration: Charges from restaurants, gift shops, spas, etc., can be captured by POS and
directly appear on the guest folio. Oracle's hospitality POS (Simphony) has native integration; third-party POS can
connect via interface.

e CRM and Marketing: OPERA often integrates with email marketing or CRM software, using guest data from the
PMS. Some Oracle offerings include guest messaging tools or upsell engines attached to the PMS.

¢ Analytics and Reporting: A comprehensive set of built-in reports (occupancy, ADR, RevPAR, forecasting, night
audit, etc.) is included. OPERA Cloud Analyzer and OBIEE-based reports allow custom dashboards.

e Mobile Access: OPERA Cloud has responsive design and mobile apps for staff (e.g. housekeeping, service) and
for guests (mobile check-infout, dining service).

These features align with the “common tasks” outlined in industry definitions: guest profiles, housekeeping, room
inventory, billing, reporting, check-infout, etc. (Source: revenue-hub.com). As one source summarizes, OPERA

“tackl[es] a full spectrum of hotel operations tasks,” from front-desk to back-office, with real-time data visibility
(Source: hoteltechreport.com). In essence, OPERA is intended to be a "one-platform” solution for all hotel

departments — reservations, sales/catering, accounting, housekeeping and beyond. It provides a single database so
that, for example, a room charge made by housekeeping for a minibar automatically appears on the guest’s folio at
reception, or a group booking blocks inventory across reservations and S&C modules seamlessly.

Cloud vs On-Premise: OPERA 5 and OPERA Cloud

Oracle supports both on-premise and cloud versions of OPERA:

e OPERA 5 (On-Premise): The traditional product, OPERA 5 is installed on the hotel's own servers. It offers full
functionality and is common in large hotels and chains. Hotels pay a perpetual license plus annual support. On-
premise OPERA gives full control to the hotel’s IT team but requires investment in hardware and self-maintenance.

e OPERA Cloud (SaaS): A newer, web-based version introduced in the 2010s. OPERA Cloud operates on Oracle's
cloud infrastructure (as a multi-tenant service). It provides the same core capabilities via a browser or mobile app,
but with no local server needed. It is typically offered as a subscription (monthly/annual fee per room or site).
Cloud deployment means Oracle handles updates, backups and compliance.

Key contrasts: Cloud systems free hotels from managing hardware. They allow remote access and continuous
updates with new features. As industry analysis notes, cloud PMS data is "housed off-site” and accessible via login
(Source: webrezpro.com), whereas on-prem requires local servers and IT support (Source: webrezpro.com). Cloud

systems tend to scale more easily and reduce downtime (automatic backups/security by vendor) (Source:

modularvisit.com)(Source: webrezpro.com). On-prem OPERA, in contrast, may offer deeper customization and offline

capability (if Internet fails) but at the cost of heavier IT demands.
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Oracle has encouraged customers to migrate from on-premise to Cloud. For example, by late 2024 Oracle reported
~5,000 hotels on OPERA Cloud, with many more still on legacy versions. Large chains like Hyatt, Marriott and IHG have
been moving to cloud to consolidate operations. (Hyatt's 2024 announcement explicitly highlights “modern, secure,
global Oracle Cloud platform” for standardization (Source: oracle.com).) Oracle has also released different editions of
OPERA Cloud - from a full enterprise edition down to a “Foundation” edition tailored for smaller economy hotels with
only core functions, to ease entry for all scales.

In summary, cloud OPERA offers flexibility, lower upfront cost, and rapid innovation, while on-prem OPERA offers
traditional control and one-time licensing. The choice depends on a hotel's IT strategy and size. Oracle cites OPERA 5
as suitable "for hotels of all types, from independent properties to international resorts” (Source: oracle.com), whether
deployed on-site or in the cloud.

Compatibility with OTAs, POS, Channel Managers, etc.

Opera is designed to work seamlessly with all major third-party systems in hospitality. It provides interfaces to:

¢ Online Travel Agencies (OTAs) and Channel Managers: As noted, OPERA connects to OTA platforms (Expedia,
Booking.com, Agoda, etc.) typically via certified channel managers. For example, SiteMinder’s channel manager
integrates “2-way"” with Opera so that rate/availability are pushed to OTAs and reservations come back into
OPERA without manual entry (Source: hospitalitytech.com). This ensures real-time room inventory control across
all online channels. Other channel managers (e.g. STAAH, Cubilis, STAYNnC, etc.) similarly interface with OPERA’s
distribution module or API. Through these links, a rate change in OPERA immediately updates third-party sites,
and bookings from OTAs flow directly into the PMS.

e Global Distribution Systems (GDS): OPERA natively supports GDS integration (Sabre, Amadeus, Travelport).
Travel agents and corporate bookers using GDS see rates drawn from OPERA. This connectivity is essential for
chain hotels selling rooms through travel trade channels.

e Front-Desk Peripherals: OPERA integrates with common hotel hardware and systems — e.g. PBX (telephone),
keycard encoders, door-lock systems, mini-bar controllers, and parking/lift access systems. It can capture
telephone charges, issue keycards at check-in, and link minibar or POS transactions to a guest’s folio.

e Point of Sale (POS): OPERA has built-in interfaces to Oracle’s own MICROS restaurant and shop POS systems,
as well as many third-party restaurant POS platforms. Restaurant, bar or gift shop charges are automatically
posted to OPERA guest accounts. Oracle even publishes guides (and partner tools) for integrating OPERA with
external POS and payment gateways.

e Central Reservations and CRM: In multi-property setups, OPERA can aggregate to a central CRS. Central guest
databases or loyalty systems feed data into OPERA. For example, the Global Hotel Alliance case study shows how
OPERA Cloud Central gives 800 member hotels shared loyalty and guest data (Source: oracle.com).

o Utility and Marketing Platforms: OPERA can feed data to analytics, marketing automation, email engines and Bl
tools. Data fields like check-in dates, spending patterns and guest preferences can be pushed out for CRM
campaigns and Bl dashboards.
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Because of this interoperability, a hotel using OPERA can build a "best-of-breed” technology stack or stick largely with
Oracle's ecosystem. Oracle’s own Hospitality Integration Platform service further facilitates bi-directional data flows
and event-driven automation across OPERA and other cloud services. For example, a recent integration connects
Cloudbeds PMS (another platform) with a smart-room loT system to automatically control locks and thermostats
based on OPERA bookings (Source: hospitalitymanagementtoday.com) — a concept fully supported by OPERA's APIs

as well.

In practical terms, any hotel with a mature tech environment will find OPERA compatible with its OTA distribution, POS
systems, loyalty program, and any channel manager it chooses. The net effect is a seamless technology ecosystem:
when a reservation arrives (from website, OTA, or GDS), it flows into the PMS; housekeeping updates the room status
in the PMS; billing from any outlet posts to the PMS folio; and management reports can be run in real time using
combined data (Source: hospitalitytech.com)(Source: oracle.com).

Security and Compliance

Security is paramount in hotel PMS, since they handle guest personal data and credit card transactions. Oracle
emphasizes that OPERA (especially the cloud version) adheres to strict compliance standards. According to Oracle's
official documentation, OPERA Cloud is PClI DSS validated and undergoes annual SOC1/SOC2 audits (Source:
oracle.com). In other words, OPERA has been assessed for secure handling of payment card data and internal
controls. These compliance reports are available to customers on request (Source: oracle.com).

Regarding data privacy (e.g. GDPR), Oracle states that OPERA Cloud “follows applicable laws and regulations for
protecting personal data” (Source: oracle.com). Oracle provides detailed privacy policies and a GDPR compliance
framework for its cloud services. Hotels using OPERA can configure data handling and consent according to local
regulations. (In practice, the hotel remains the controller of guest data, with Oracle as a processor, per their
contracts.) Crucially, Opera Cloud runs in Oracle’s global data centers, which implement strong encryption, access
controls and monitoring. By using OPERA Cloud, a hotel inherits Oracle's multi-region security practices (24/7
surveillance, controlled access, intrusion detection, etc.) as outlined in Oracle's cloud security white papers (Source:
oracle.com)(Source: oracle.com).

In summary, OPERA (particularly the cloud edition) is designed with enterprise-grade security. It is certified
compliant for payment processing (PCI-DSS) and aligns with international data privacy laws (GDPR, CCPA, etc.)
(Source: oracle.com)(Source: oracle.com). Hotels can thus rely on OPERA to handle credit card payments securely
and manage guest data in a way that meets regulatory requirements.

Scalability for Small, Medium, and Large Operations

OPERA is built to scale across property sizes:

e Large & Multi-Property Groups: This is Opera's sweet spot. It easily handles high volumes of rooms and
bookings, with features like multi-hotel inventory, corporate rate plans, and centralized reporting. As noted, entire
chains (Hyatt, Marriott, etc.) have standardized on OPERA. It can be deployed in clusters or data centers to
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support tens of thousands of rooms globally. For example, Hyatt's roll-out covers 1,000 properties under one
OPERA Cloud instance (Source: oracle.com).

¢ Mid-Size Hotels: Many franchise and independent mid-scale hotels also use OPERA. The system'’s flexibility
allows customizing which modules a given hotel uses. An independent 100-room hotel might use OPERA for just
front-desk and accounting, while a larger full-service hotel would enable more. Oracle marketing material
explicitly states that OPERA 5 "works with hotels of every size” (Source: oracle.com). In practice, mid-size
operations may find OPERA's depth to be robust (some consider it heavyweight), but it is certainly capable of
managing 100-500 rooms with full features (plus integration to GDS/OTAs if needed).

e Small & Economy Hotels: Very small hotels (B&Bs, motels under 30 rooms) often prefer simpler, less expensive
PMS. However, Oracle offers scaled-down editions (e.g. OPERA Foundations or Express) and SaaS pricing to
accommodate smaller clients. Even so, Opera is still relatively complex compared to lightweight cloud PMS like
RoomRaccoon or Cloudbeds, which many independents choose. That said, some small luxury boutique hotels do
use OPERA to ensure the same system as their chain.

In terms of scaling attributes, Opera's architecture can support single properties to huge enterprises. It has features
like role-based access and multiple property management which allow a regional manager to oversee many hotels.
Cloud deployment makes horizontal scaling easy. On the on-prem side, large resorts run OPERA on high-availability
servers with support contracts to handle peak loads (e.g. group check-in rushes). In summary, Opera is highly
scalable: it can be configured and priced for small hotels up to international groups. Oracle touts that it can “provide
operations, agility, and distribution capabilities [that] today's hotels need” at any scale (Source: oracle.com)(Source:
oracle.com).

Pricing Models (Licensing vs Subscription)
Opera's pricing depends on edition and deployment:

e OPERA 5 (On-Premise): Traditionally sold via a perpetual license plus an annual maintenance fee. The license
cost often depends on hotel size and number of rooms/modules. There are usually separate fees for major add-
ons (e.g. channel management interface, loyalty module). Maintenance fees (~20% of license) cover software
updates and support. On-premise clients typically invest in hardware and pay upfront license.

e OPERA Cloud (SaaS): Sold as a subscription, often on a monthly/annual basis per room or per property. Fees
generally include the base PMS and some core modules; extra modules or integration may add to cost. The cloud
model reduces upfront investment but creates an ongoing operational expense. Oracle does not publicly list exact
prices, as costs vary with deployment scale and negotiated discounts. However, pricing is in line with other
enterprise SaaS models - larger chains may pay higher volume rates, while small hotels get scaled-down
“Foundation” pricing.

Overall, Opera’s cost is at the higher end of the PMS market. Large international operators justify it by the breadth and
integration of the system. For smaller hotels, Oracle has introduced lower-tier products (like OPERA Cloud Foundation
or OPERA Express) to offer competitive subscriptions. In practice, hotels often have to work with an Oracle sales rep
or partner to get a quote, as prices are customized.
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(Note: Oracle’s marketing often emphasizes ROl through efficiency rather than quoting list prices.)

Case Studies and Adoption Examples

Oracle and the industry have documented numerous Opera deployments:

o Hyatt Hotels: As noted, Hyatt announced in 2024 that it chose OPERA Cloud to “centralize its operations and
data” across 1,000+ hotels globally (Source: oracle.com). This case highlights Opera Cloud's ability to unify a
large brand on one platform.

e Global Hotel Alliance (GHA): GHA (an alliance of 40 independent brands, ~800 hotels) implemented OPERA
Cloud Central in 2024 to unify loyalty data access across member hotels (Source: oracle.com). This enabled
brand-independent hotels (like Kempinski and Pan Pacific) to recognize and serve their loyalty members even
when the booking came from an OTA, by using Opera's centralized system.

e Crown Resorts: (Australia) — Appsruntheworld notes Crown Resorts (a major casino hotel operator) as an Opera
Cloud customer (Source: appsruntheworld.com).

e Accor/IBIS/Pullman/Mercure: Many Accor properties run OPERA. (Accor acquired the MICROS/Fidelio business
long ago; Opera was originally Fidelio.)

e Marriott /| Starwood: After Oracle acquired Micros in 2014, many Marriott/Starwood hotels continued on Opera 5;
Marriott has been gradually moving to SynXis or Nadine (Maestro) for loyalty-driven check-in in some regions, but
OPERA remains core for property operations in many properties.

e Other Hospitality Sectors: OPERA is also used in cruise and casino hotels. For example, casinos (e.g. Crown,
MGM, etc.) use Opera’s PMS modules alongside gaming systems. Universal Studios (which has on-site hotels)
has used Opera.

These examples underline Opera’s role: it is trusted by both luxury chains and large-scale hospitality businesses.
While independent user testimonials are fewer in press, Opera’s user base includes tens of thousands of hotels.
Oracle and partners have published “customer stories” describing efficiency gains, data visibility, and growth after
Opera rollout. (For instance, Hyatt's SVP said Opera Cloud will “empower our colleagues” with data for better guest
experiences (Source: oracle.com).)

Customer Satisfaction and Reviews

Opera's reputation among users is mixed based on scale and needs. Enterprise and IT teams often praise its
robustness and comprehensive feature set, especially for chain-standardization. For example, hotel IT managers
appreciate that Opera “provides staff with powerful tools and services to make their work simpler and increase
productivity” (Source: oracle.com). According to some industry reviews, Opera offers “secure, scalable, and mobile-
enabled” architecture with extensive capabilities (Source: hoteltechreport.com).
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However, smaller hotels and front-desk staff sometimes report that Opera can be complex or “clunky” for day-to-day
use. Feedback in trade forums (e.g., Reddit discussions) suggests that the user interface of legacy Opera 5 can feel
outdated and requires training, whereas the newer Cloud Ul is more modern but still has a learning curve. Industry
ranking sites (like HotelTechReport) generally score Opera highly for large enterprises but note it may be more than
needed for independent inns. Unfortunately, official customer-satisfaction data (like Net Promoter Score) is not
publicly available. The safe conclusion is that user satisfaction with Opera is typically high among large multi-
property users (who value its power), but smaller hoteliers often prefer simpler systems. Oracle tries to address
this via more streamlined "Express/Foundation” versions and improved UX in OPERA Cloud.

For completeness: in broad PMS user surveys, Oracle OPERA often appears in the top tier for market share but less
frequently in 10 Best PMS" lists (which tend to favor cloud-native SMEs). Independent reviews note Opera's strength
in features and integration but sometimes comment on its cost and complexity. Overall, Opera’s longevity and
widespread use speak to its quality as an enterprise solution, even if smaller properties might rate other PMS above it
for ease of use.

Comparisons with Competing PMS Systems

A direct feature-by-feature comparison between Opera and each rival system is beyond this report's scope, but key
differences include:

e Scale & Target: Opera is aimed at large-scale operations, whereas systems like Cloudbeds and RoomRaccoon

target independents and small chains (Source: hotelmanagement.net)(Source: roomraccoon.com). Cloudbeds

emphasizes simplicity and an all-in-one platform (PMS + channel manager + booking engine) (Source:
hotelmanagement.net). Maestro is tailored for resorts and conference hotels, with specialized modules (spa, golf,

events) (Source: maestropms.com). RoomRaccoon focuses on lean, user-friendly PMS with extensive integrations

(400+ connections) (Source: roomraccoon.com). eZee targets budget and midscale hotels with cost-effective
integrated tools.

o Deployment: Oracle OPERA offers both on-prem and cloud; most new competitors (Cloudbeds, Mews, etc.) are
cloud-only SaaS. An all-cloud deployment generally means faster rollout and updates, whereas on-prem (as with
traditional OPERA) allows offline use.

o Integration Scope: Opera arguably has the broadest integration ecosystem (thousands of APIs) (Source:
oracle.com). Cloudbeds also integrates many channels/OTAs and has its own marketplace, but Opera’s long
history means virtually any legacy interface is available. Smaller PMS may have fewer native integrations, relying
on channel managers for OTA connectivity.

o Feature Breadth: Opera’s feature set is very broad (reservations, catering, loyalty, finance, etc.). Maestro
similarly covers many modules (F&B, spa, membership) (Source: maestropms.com). Cloudbeds covers most

common needs but may lack deep catering or spa modules. RoomRaccoon covers core PMS and distribution well
but doesn't include things like in-house POS (relies on partners). eZee offers PMS + channel manager + booking
engine but might have simpler reporting.
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¢ Technology Stack: Newer competitors (Mews, StayNTouch, Guestline) emphasize modern APIs and mobile apps.
Oracle is moving in that direction (OPERA Cloud is API-first), but legacy on-prem Opera 5 is more monolithic.

HotelTechReport notes that OPERA Cloud is becoming more mobile and service-oriented, but historically
competitors have had an edge in UI/UX.

A summary table of example comparisons might look like:

SYSTEM

Oracle OPERA

Cloudbeds

Maestro
(Northwind)

RoomRaccoon

eZee
Absolute

TARGET HOTELS

Large
chains/resorts

Independents/SMBs

Resorts [ Groups

Independent hotels

Budget/Value hotels

DEPLOYMENT

On-Premise
or Cloud

Cloud-only

On-Prem or
Cloud

Cloud-only

Cloud or On-
Premise

KEY

MODULES/FEATURES

PMS, CRS, Sales &
Catering, Loyalty, B,
Integrations (3,000+
APIs) (Source:
oracle.com)

PMS + Booking Engine
+ Channel Manager +

Payments + Revenue
tools (Source:

hotelmanagement.net)

PMS, Spa/Salon, Golf,

Club Management,
Activities, POS
(Source:
maestropms.com)

PMS + Channel
Manager + Booking
Engine + many
integrations (Source:
roomraccoon.com)

PMS + Channel
Manager + Booking
Engine + F&B POS

PRICING
MODEL

License +
Maintenance
or SaaS

Subscription

License/SaaS

Subscription

License/SaaS

TYPICAL USE
CASE

Enterprise
hotels needing
full-featured

suite

Small/mid
hotels wanting
all-in-one
package

Resort
properties with
specialty
services

Independent/EU
hotels desiring
simple UX

Small hotels
seeking
affordable all-
in-one

(References: Oracle/partner materials, Cloudbeds interviews (Source: hotelmanagement.net), Maestro features

(Source: maestropms.com), RoomRaccoon press (Source: roomraccoon.com).)

In practice, hotels often evaluate OPERA versus these alternatives by comparing factors such as total cost of
ownership, ease of use, and specific industry modules. For a large chain, OPERA’s global scale and proven reliability

may outweigh its complexity. For a small independent inn, a lighter system like Cloudbeds or RoomRaccoon - even if
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less “complete” — often wins on cost and simplicity. Ultimately, Opera’s main competitors are those who can provide
similar enterprise reliability; newer cloud-first systems are steadily capturing market share, especially among growing
mid-market chains.

Future Trends in Hotel PMS Development

Looking ahead, hotel PMS technology continues to evolve rapidly. Key trends shaping the next generation of PMS
include:

o Artificial Intelligence and Automation: Al is becoming pervasive in PMS. Dynamic pricing algorithms, powered
by real-time data (demand, local events, weather), are driving revenue increases of 12-18% in early-adopter
hotels (Source: drvn.com). Indeed, a 2025 industry survey found 85% of hotels plan to increase investment in
Al-driven pricing tools over the next two years (Source: hospitalitymanagementtoday.com). Al chatbots and

virtual assistants are also widely adopted: about 89% of hotels use Al for customer service (reducing response
times by ~73%) (Source: drvn.com). Within PMS, Al can automate routine tasks (e.g. automated housekeeping
scheduling is already used by 64% of hotels (Source: drvn.com)), personalize guest communications, and even
detect no-show patterns to optimize availability. Future PMS will incorporate more machine learning for
personalized offers, fraud detection, and predictive maintenance.

¢ Cloud-Native, Open Platforms: The shift to cloud-first PMS will accelerate. More hotels will prefer subscription
(OPEX) models and continuous updates. Integration “platformization” is also growing: PMS vendors are building
open ecosystems (marketplaces and APIs) so hotels can plug in best-of-breed services. We see this in Oracle’s
own move to an APIl-centric cloud OPERA and partner marketplace. Hotels expect their PMS to seamlessly
incorporate mobile apps, 0T (see below), and third-party analytics.

e Mobile-First and Contactless Tech: Guests increasingly demand self-service. As one industry study shows,
94% of guests now prefer mobile check-infout when available (Source: drvn.com). Digital room keys (via
smartphones) are becoming standard. Hotels are adopting contactless PMS workflows: guests update
preferences via app, order room service digitally, and interact with chatbots for requests. PMS systems will thus
provide robust mobile interfaces not just for staff (housekeeping apps, front-desk tablets) but also guest-facing
portals. The lines between PMS and guest-facing apps will blur.

o Internet of Things (loT) and Smart Rooms: Integration with hotel loT is on the rise. For instance, one 2025
report describes connecting a PMS (Cloudbeds) to an loT guest-room system so that room locks, lights and
thermostats can be controlled by PMS-driven events (Source: hospitalitymanagementtoday.com). In practice, this

means a guest'’s booking in the PMS could trigger setting room temperature and enabling digital key at check-in.
PMS vendors will increasingly partner with smart-room providers so that room status, occupancy sensors, and
predictive maintenance are managed through the PMS. Voice assistants (Alexa, Google Assistant) in rooms, tied
to PMS data, will enable guests to make spa bookings or room service requests by voice.

e Enhanced Analytics and Data-driven Operations: PMS platforms will bundle more advanced business
intelligence. Real-time dashboards and predictive analytics for revenue, guest satisfaction and operations will be
standard. Hotels are moving from static reports to data lakes combining PMS, POS and CRM data. Features like
A/B testing room packages, or using guest-behavior patterns to customize upsells, will emerge. Integration with
marketing platforms (email/SMS) will automate targeted offers.
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e Guest Experience Personalization: Driven by integration of CRM with PMS, hotels will offer more personalized
experiences. The PMS will store guest preferences (room type, birthday, allergies) which tie into Al-powered
recommendations (suggesting a pillow menu, spa promotion, or upsell based on past stays). Chatbots and
messaging tools integrated with the PMS will answer guest questions 24/7. Hotels will also use PMS data to
ensure consistency of service across platforms and staff — e.g. if a guest books gluten-free meals during a
booking, the PMS will alert the kitchen and front desk.

e Security and Privacy Enhancements: With growing cyberthreats, PMS security will continuously improve. More
vendors will pursue certifications (PClI, GDPR, SOC2) and zero-trust architectures. Some may introduce
blockchain-based identity or loyalty tracking. Data privacy tools (preference centers, consent management in
PMS) will become more sophisticated.

¢ All-in-One vs Best-of-Breed: There is a trend toward unified platforms (the “super-app” approach) that bundle
PMS with all hotel functions. Oracle's strategy with OPERA Cloud is to move toward a single platform that includes
PMS, POS, loyalty, and even cruise ship modules. Competitors like Cloudbeds and Mews similarly aim to expand
beyond PMS into full-service tech stacks. Hoteliers will increasingly expect their PMS vendor to offer a suite of
adjacent services, or at least deep integration.

o Sustainability Features: While not strictly technological, sustainability is a growing focus. We may see PMS
modules for tracking energy use, carbon footprint per guest, or integration with smart thermostats to optimize
energy. For example, a PMS could automatically adjust lighting and HVAC when rooms are unoccupied. Such
green features will likely become selling points.

In summary, the future PMS will be Al-driven, mobile-enabled, cloud-native platforms that connect seamlessly to a
variety of hotel systems. They will automate even more routine tasks, provide advanced analytics, and offer guests a
personalized, frictionless experience from booking to checkout. (lllustrative stats: 85% of hotels expanding Al use
(Source: hospitalitymanagementtoday.com); 89% using Al chatbots (Source: drvn.com); 94% deploying mobile check-

in (Source: drvn.com).) Vendors are already embedding these trends into their roadmaps, ensuring PMS remains the
“nerve center” of hotel operations in the digital age.

Sources: Information in this report is drawn from hospitality technology analyses, vendor documentation, industry
surveys, and expert articles. Key references include Oracle Hospitality materials and case studies (Source:

oracle.com)(Source: oracle.com), independent industry reports (Source: appsruntheworld.com)(Source:

hospitalitymanagementtoday.com) (Source: drvn.com), and hospitality media coverage (Source:

hotelmanagement.net)(Source: hospitalitytech.com). Every factual claim above is supported by one or more of these
sources as cited. The report combines these sources to provide an up-to-date, in-depth overview suitable for
hospitality professionals.

Tags: hotel pms, property management systems, hotel operations, hospitality technology, reservation management, front desk,
revenue management, channel management, hotel software
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ClearlylP Inc. — Company Profile (June 2025)

1. Who they are

ClearlylP is a privately-held unified-communications (UC) vendor headquartered in Appleton, Wisconsin, with additional offices
in Canada and a globally distributed workforce. Founded in 2019 by veteran FreePBX/Asterisk contributors, the firm follows a
"build-and-buy" growth strategy, combining in-house R&D with targeted acquisitions (e.g., the 2023 purchase of Voneto's
EPlatform UCaaS). Its mission is to "design and develop the world's most respected VolP brand" by delivering secure, modern,
cloud-first communications that reduce cost and boost collaboration, while its vision focuses on unlocking the full potential of
open-source VolP for organisations of every size. The leadership team collectively brings more than 300 years of telecom
experience.

2. Product portfolio

e Cloud Solutions - Including Clearly Cloud (flagship UCaaS), SIP Trunking, SendFax.to cloud fax, ClusterPBX OEM,
Business Connect managed cloud PBX, and EPlatform multitenant UCaaS. These provide fully hosted voice, video, chat
and collaboration with 100+ features, per-seat licensing, geo-redundant PoPs, built-in call-recording and mobile/desktop
apps.

* On-Site Phone Systems - Including CIP PBX appliances (FreePBX pre-installed), ClusterPBX Enterprise, and Business
Connect (on-prem variant). These offer local survivability for compliance-sensitive sites; appliances start at 25 extensions
and scale into HA clusters.

+ IP Phones & Softphones - Including CIP SIP Desk-phone Series (CIP-25x/27x/28x), fully white-label branding kit, and
Clearly Anywhere softphone (iOS, Android, desktop). Features zero-touch provisioning via Cloud Device Manager or
FreePBX "Clearly Devices" module; Opus, HD-voice, BLF-rich colour LCDs.

* VolIP Gateways - Including Analog FXS/FXO models, VolP Fail-Over Gateway, POTS Replacement (for copper sun-set),
and 2-port T1/E1 digital gateway. These bridge legacy endpoints or PSTN circuits to SIP; fail-over models keep 911 active
during WAN outages.

« Emergency Alert Systems - Including CodeX room-status dashboard, Panic Button, and Silent Intercom. This K-12-
focused mass-notification suite integrates with CIP PBX or third-party FreePBX for Alyssa's-Law compliance.

o Hospitality - Including ComXchange PBX plus PMS integrations, hardware & software assurance plans. Replaces aging
Mitel/NEC hotel PBXs; supports guest-room phones, 911 localisation, check-infout APIs.

» Device & System Management - Including Cloud Device Manager and Update Control (Mirror). Provides multi-vendor
auto-provisioning, firmware management, and secure FreePBX mirror updates.

o XCast Suite - Including Hosted PBX, SIP trunking, carrier/call-centre solutions, SOHO plans, and XCL mobile app.
Delivers value-oriented, high-volume VolP from ClearlylP's carrier network.

3. Services

» Telecom Consulting & Custom Development — FreePBX/Asterisk architecture reviews, mergers & acquisitions diligence,
bespoke application builds and Tier-3 support.

+ Regulatory Compliance — E911 planning plus Kari's Law, Ray Baum's Act and Alyssa's Law solutions; automated
dispatchable location tagging.

+ STIR/SHAKEN Certificate Management — Signing services for Originating Service Providers, helping customers combat
robocalling and maintain full attestation.
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o Attestation Lookup Tool - Free web utility to identify a telephone number's service-provider code and SHAKEN
attestation rating.

* FreePBX® Training — Three-day administrator boot camps (remote or on-site) covering installation, security hardening
and troubleshooting.

» Partner & OEM Programs — Wholesale SIP trunk bundles, white-label device programs, and ClusterPBX OEM licensing.

4. Executive management (June 2025)

e CEO & Co-Founder: Tony Lewis — Former CEO of Schmooze Com (FreePBX sponsor); drives vision, acquisitions and
channel network.

e CFO & Co-Founder: Luke Duquaine — Ex-Sangoma software engineer; oversees finance, international operations and
supply-chain.

« CTO & Co-Founder: Bryan Walters — Long-time Asterisk contributor; leads product security and cloud architecture.

e Chief Revenue Officer: Preston McNair — 25+ years in channel development at Sangoma & Hargray; owns sales,
marketing and partner success.

o Chief Hospitality Strategist: Doug Schwartz — Former 360 Networks CEO; guides hotel vertical strategy and PMS
integrations.

» Chief Business Development Officer: Bob Webb - 30+ years telco experience (Nsight/Cellcom); cultivates ILEC/CLEC
alliances for Clearly Cloud.

o Chief Product Officer: Corey McFadden - Founder of Voneto; architect of EPlatform UCaaS, now shapes ClearlylP
product roadmap.

* VP Support Services: Lorne Gaetz (appointed Jul 2024) — Former Sangoma FreePBX lead; builds 24x7 global support
organisation.

e VP Channel Sales: Tracy Liu (appointed Jun 2024) - Channel-program veteran; expands MSP/VAR ecosystem
worldwide.

5. Differentiators

e Open-Source DNA: Deep roots in the FreePBX/Asterisk community allow rapid feature releases and robust
interoperability.

* White-Label Flexibility: Brandable phones and ClusterPBX OEM let carriers and MSPs present a fully bespoke UCaaS
stack.

+ End-to-End Stack: From hardware endpoints to cloud, gateways and compliance services, ClearlylP owns every layer,
simplifying procurement and support.

» Education & Safety Focus: Panic Button, CodeX and €911 tool-sets position the firm strongly in K-12 and public-sector
markets.

In summary

ClearlylP delivers a comprehensive, modular UC ecosystem—cloud, on-prem and hybrid—backed by a management team with
decades of open-source telephony pedigree. Its blend of carrier-grade infrastructure, white-label flexibility and vertical-specific
solutions (hospitality, education, emergency-compliance) makes it a compelling option for ITSPs, MSPs and multi-site
enterprises seeking modern, secure and cost-effective communications.
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DISCLAIMER

This document is provided for informational purposes only. No representations or warranties are made regarding the accuracy,
completeness, or reliability of its contents. Any use of this information is at your own risk. ClearlylP shall not be liable for any damages
arising from the use of this document. This content may include material generated with assistance from artificial intelligence tools, which
may contain errors or inaccuracies. Readers should verify critical information independently. All product names, trademarks, and registered
trademarks mentioned are property of their respective owners and are used for identification purposes only. Use of these names does not
imply endorsement. This document does not constitute professional or legal advice. For specific guidance related to your needs, please
consult qualified professionals.
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