CHOOSING
THE RIGHT

Once upona time, a spa owner turned the key
to open the main entrance of her business,
flipped on the lights, puc down her purse, and
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removed the pens, sticky notes, coffee mugs
and highlighters liccering the document most

(® (= [(®
crucial to her business’ success. Easing open
the fragile, dog-cared appointment book and

(= (=
leafing to that day’s date, she sighcd as she saw
the all-too-familiar sight of scribbles, arrows,
highlightcr marks and doodles in the margins,
and once again began her day squinting her eyes
to try to decipher the marks that should say who
was coming in for what service when.

Sound familiar? Before the evolution of
software customized for the spa, this was the
challenge spa managers faced every single
moming. ﬂiankfu”y. this cncrgy—dcpleting
start to the day no longer is the norm. Most
spas have adopted some sort of automated
system to make appointment scheduling a
cleaner, casicr experience. However, many other
aspects of a spa’s business can be streamlined
and maintained by spa software programs as
well, often resulting in a higher awareness of
retail and service sales, client retention and

prebooking, just to name a few.

What do you need?

First thing’s firsc—what does your spa need
L=

in a software progmm? Each spa is different, so

every spa manager needs to take into account
what the business needs are in a software
program—and what they arent. “The first thing
aspaowner in the market for software should do
is look at all of the things done by team members
every day—opening cash drawers, moving
appointments, booking appointments—look

in detail atall of the functions that would be
handled by the software, and come up witha

list of questions to ask a potential supplier,” says
Angela Cortrighe, principal of Spa Gregorie’s in
Newport Beach and Rancho Santa Margarita,
California, with 20 years of experience in the
high-tech field before entering the spa industry.

In fact, when Spa Gregoric's itself was
in the market for a new sofeware supplicr, it
did just chat. Sce Spa Gregoric’s Software
Requirements for an ideal example of how to
identify and breakdown your spa’s needs before
approaching different software suppl iers.

But do you know what you need? Purchasing
software for a business can be a head-spinning
experience, and although there are a huge variety
of features available, your spa may not need all
the bells and whistles. Following are some of
the most beneficial features to look for when

choosing software.

Client information. “Your softwarc program
has to be able to handle your clients' information
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Adjustments and voids
Discounts

Multiple cash drawers and balancing
Ability to alter previous days tickets

Selling

Redeeming

How to idcntify and separate salon versus spa gift
certificates

Accounting for discounts

Unique pricing per tech

Varied commission schedules
Close-out procedure for end of day
Reconciling tools

Accounting per each cash drawer

Clients by birthday, home address, spending, last visic,
visit between certain dates, product or service purchasc
orany combination of the above or other criteria
Product sales

Tech services

Confirmations

Daily schedules

Inventory

New client report

Repeat client report

Reportgenerator

Birthdays

Top clients by spending

Inventory by SKU, vendor, category, date range and so on
General—allavailable reports

All customers

Response time
Telephone/modem support
Hours of operation

Initial training for system

Managing and synchronizing multiple locations

and files,” says Bryan Durocher, president of
Durocher Enterprises, a coachingand consulting
firm for spas. Although this is basic knowledge,
itis crucial that your program allows quick and
efficient collection and maintenance of client
information in order to successfully serve them, as
wellas market to them. “Other things programs
offer are the ability to e-mail clients and track client
referrals. Thar way, you know if your face-to-face
marketing is working so you can reward clients
who are referring new business,” says Durocher.
Also, don't forget the client experience can be
affected by software, and whether it is a good or
bad experience is up to you. “If software is really
complicated and not intuitive, it always translates
into a bad customer experience,” says Barbara
Stirewalt, spa director of The Spaat Mohonk
Mountain House in New Paltz, New York, who
has served as a technology managerand asa
decision-maker in resort property management
systems and associated technologies. She
remembers participating ina focus group where
one woman warned the others to pay before
entering the spa because the experience of
paying for services ruins everything that was
achieved during the relaxing treatment. “Te made
me cringe, but she was right on,” says Stirewalt.
“Customers want the process of booking,
arriving and transacting to be easy. The process
needs to be intuitive for the staff and needs to
flow well for the customer. Have the answers for

your clients right at your fingertips.

Retail and service management. Because the
retail side of a spas business has the potential to
be one of its most profitable, itis crucial that your
spas software helps support ts success. "A good
spasoftware program must have the capability as
atool to effectively and thoroughly manage the
retail sales business component,” says Stirewalc.
“Spas should look for software with advanced retail
features, inventory managementand the flexibilicy
of reporting information, such as past numbers and
estimated future numbers, by vendor, by product
and by the variables you choose for reporting”

Ifyou have an extensive retail selection,
Durocher encourages asking software companies
how many SKUs you can have in your inventory.
“You dontwant to be limited,” he warns.
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Of course, the basis of a spa’s business—and
most of its rcsuiting proﬁts—is inits services.
Spasoftware can and should track your service
sales and should be able to provide detailed
information about your providers, as well. “Spa
software can break down services by category
so you can sce what type of business a provider
is doing,” explains Durocher. "Maybe I want to
make sure that 50% of my massage thcrapists are
upselling and not just offering Swedish massages.”

Along with thag, itis advisable that che
software program you choose takes into account
the importance of innovation when it comes to
services. Because creativity and change are major
factors when creating and updating many spa
menus, it is important that your software be able
to adjust scamlessly. “We build packages, we may
or may not include produces with purchases, we
feature add-on services to treatments—we want
to combine things to please our clients,” explains
Stirewale. “Is important to find a sofeware
program that has a flexibility factor, but helps you

maintain goods control and accounting,”

17 mr/zingund reporting. chorti ngisa critical
aspect of tracking the patterns of retail and service
sales, as well as a host of other considerations. “Spa
dircctors wear many hats, and one of the most
important ones is as a business manager who does
need to analyze and review, as well as project future
performance.” says Stirewalt. Durocher agrees,
saying, “Tracking business information is crucial.
You want to know your kcy productivity indicators
for your providers and what they arc offering, You
want to track prcbooking and client retention.”

There are avaricty of ways reporting can be
bencficial to your business. “From retail sales to
an analysis of how many customers come to us
ata certain time of day to who boughta certain
product, we need to be able to look ahead and
see what s on the books and evaluate sales
performance of services in detail. This will help
support just about every business decision that
needs to be made,” says Stirewalt,

Compensation. The software program you
choose should also be able to handle your spa’s

compensation structure, no matter how usual

www. Skinlnc.com

or unusual it may be. “Compensation can be
complex, on different tiers and levels. You want
your software program to be able to handle
that,” says Durocher. Be sure to be specific with
vendors in regard to your current compensation
structure when shopping around for software so
it can casily assist you in that regard, as well.

User-friendliness and spa support. Most
spas dont hire computer engineers to assist
clients at the frone desk, so why should you buy
software that requires this type ()iffaniiiiarity
with technology? “Tve seen programs that can
take weeks to learn,” says Cortright. “If you hire
anew front desk person, you wanc her to be up
and runningin one day.” And once you do have
that person trained and in place, you need to
be completely sure that if your program goes
down, it s casy to get the vendor on the phone
forimmediate help, 24 hours a day, seven days a
week. “So many of these companies will sell you
the software and you can never get them on the
phone.”says Durocher.

Stirewaltagrecs, “One of the things thatis so
fantastic about the spa industry is that successful spa
product lines are successtul because of the customer
care they give their spas. If they dont provide
greatservice, training and foiiow—up, thcy fail. Spa
software companies need to learn from them.”

One of the most detrimental aspects of spa
software can be in the lack of intuitive customer
support for spas. “Information technology is a
culeure chat sells something to you and waits for
you to call when you have problems,” Stirewalt
continues. “The truch of the martter is, we are
mai(ing those calls when our system is crashing.
Itis so important to look for a company with a
proven and proactive service philosophy.”

In order to cruly identify whether a company
will providc this, quiz other spa owners and
managers. “You need to spcak candidiy with your
peers—not with company referrals,” encourages
Cortright. “Find out truthfully about the
support. If you don't have good support, you are
dead in the water. You might as well not have any
software atall”

“Find out about the company’s tech
packages—whar's the software going to do to
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help you grow and maintain your
business? Are software updares
free? Also, the company may try
to lease you the software instead
of selling it to you,” says Durocher.
“Leasing may look like a good idea,
but you are paying for that sofeware
. YAng
forever. Buying is usually the besc
option and most companics will give
~ ~ » -
updates for free.
Durocheralso encourages finding
: &
outwhether youare paying for software
for cach computer orif you can network
them. "Also, dontby hardware from the
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Buy the computers separately, because those
from the software companies will have a
hugc premium witha hugc markup.”

“Itis also important to evaluate the
people behind the software company,”
advises Stirewalt. “Are tllcy hospital ity
people, retail people, IT people? Its good
to know where they come from, what
they're backgrounds are and what goc

them into the business.”

Out-of-the box or customization. Most
out-of-the-box programs will be sufthcient
for the majority of day spas.” There arent
that many variables,” says Durocher. “Its
very rare for the average spa to need a heavily
customized program.”

These programs can be more desirable
for resort spas, such as Mohonk Mountain
House, however. “Our choice needed to
support other venues within our resorr,
such as tennis, golf, recreation and other
scheduling areas,” explains Stirewalc. “Also,
because we have a complex structure in
operating a resort hotel with 265 rooms,
we needed a software program that could
possibly support room management or
interface properly with those types of
systems.”

For these more complicated needs,
Mohonk reviewed alarger number of
choices, narrowed it down to a few finalists
and requested a proposal from select
vendors. For a comprehensive list of spa
software vendors, please access
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network as much as possiblc
with other businesses in the
industry to find out what

they are doing.”

]Jy I()gglllg on to wiwi. 5"/1//71('. comy/

buyersquide.

Happily ever after

In the end, you need to make sure the
software you pu rchase hclps your company
grow and succeed. “Te boils down to how
the software can hclp you serve your
customer, says Stirewalt. And in order to
make sure youare purclmsing the right
option to mect all ofiyour needs, Cortright
advises calling in some favors. “Its 1‘c;11|y
valuable to network as much as Possiblc
with other businesses in the industry to
find out what thcy are doing. Ask them if
thcy had it to do all over again, whatwould
thcy do diHbrcntly,“ she SUGECSLs.

“Spasoftware has developed
signiﬁc;mtly du ring the nine years that
I've been in the business,” says Stirewal,
but dcspitc this signiﬁcant growth,
(?ortright urges prudence. “Even though
you may have a wonderful com puter and
software system, things [mppcn. Havea
backup pldn. Evcry night, we runa paper-
based appointment schedule for the
fb“owing day. Make sure that you have
the abi]ity to run your business tomorrow
if a disaster lmppcns.“

For better or \\'orsc—pmbably better—
the days ot worn-out, indcciphcmblc paper
appointment books are a thing of the past.
And though the sheer number of software
options can be staggering, know that if—you
goin with aclear picture of what you want
and need for your business, you will end
up witha system to support the success of

your bLl.\iﬂCSS l]dppil}" cver Llf:tCl'. )'



