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specifically for their work functions – tools built to 
increase task efficiency – it resulted in a shift away 
from the overall organizational efficiency that comes 
from easily shared, cross departmental platforms. It 
also makes the task of calculating ROI fragmented 
and more difficult.

For event venues, interdepartmental communication 
is key to creating a seamless experience for staff 
members, fans and attendees alike. It is with this in 
mind that event focused venues are beginning to look 
beyond “siloed” software targeted toward specific 
tasks or that only serves a single element of their 
business. More and more, they are progressively 
adopting more connected, comprehensive platforms 
that can help them manage clients and events from 
first phone call through final invoice. This, in turn, 
allows event business professionals to once again get 
a clearer view of their return on technology investment.

Improved ROI Through Efficiency Gains
Many venues still work off of a series of spreadsheets, 
manual calendars, or disconnected, stand-alone 
software platforms. Often they don’t realize the 
productivity gains they can achieve by switching  
to an industry specific, holistic platform because 
they’ve used their current systems for so long – and 
it’s been “good enough.” The fear is that removing 
one or more of the components that “work” will 
disrupt the current event management process.

However, by combining two, three or more systems 
into a single, airtight platform, modern venues gain 
incredible efficiency. Because this type of software 
system operates off of a single database, once 
information is input, it is instantly available to all 

users. Changes to any aspect of a client’s data are 
automatically updated across all departments in real 
time as well, allowing any employee to speak to 
clients intelligently about their events and provide a 
better customer experience.

This single system approach allows a venue’s staff 
to work more effectively as they spend less time on 
data entry and reconciliation. The time saved, 
usually between three and 10 hours per week, per 
user, can be redirected to revenue generating tasks 
like making more sales, and providing value added 
services to existing customers to build deeper, more 
profitable relationships.

In the early 1980s and 1990s, many large  
organizations began adopting Enterprise Resource 
Planning (ERP) business management software 
systems to help increase interdepartmental  
communications and improve business processes. 
These systems, while complex, clearly generated  
big efficiency gains by “streamlining data flow 
through the organization” (Source: Rashid, Sossain, 
and Patrick, 2002).

In the late 1990s and early 2000s however, a  
shift toward more specialized business tools took 
place, and these tools found their way into the 
marketplace. Companies began adopting department 
specific tools for their isolated needs. The sales 
department would work on a customer relationship 
management (CRM) platform, while accounting 
operated using a different financial system, and so 
on. As different departments adopted systems built 

For organizations that depend on information systems to enable their business, calculating a  

clear return on investment (ROI) has been an ongoing challenge – particularly for large systems 

that impact multiple departments across a business. The task of accurately calculating ROI 

has gotten even more difficult given recent information systems trends – and this macro trend 

has certainly been reflected in the event venue industry as well.

Introduction

UNGERBOECK SOFTWARE INTERNATIONAL ROI  |  VENUES            2



Estimating Total Cost of Ownership
It’s not easy to compare event venue management 
software applications because it’s not always an 
apples to apples comparison. If one software 
product includes event management and floor  
plans, but requires a third party CRM system, the 
costs of both systems and their subsequent training 
and support packages must be included in the 
budgeting process.

When evaluating software costs, there are six  
things to take under consideration:
• Up front costs: the purchase of the software  

and any implementation fees 
• Training: getting staff up to speed on the new 

software and the impact to their workflows 
• Maintenance contracts: usually a percentage  

of the purchase price 
• Infrastructure or Hosting: servers/hardware if  

the software is self-hosted, or recurring fees for 
hosting services from the software provider 

• Application Programming Interfaces  
(API)/Integration: for separate systems, there  
is a need to determine who will develop the API 
integrations and how those will be maintained  
with future software releases

 •Customization: often general-purpose software 
providers will customize their product, or direct 
clients to a third-party customization vendor, to  
better fit an venue’s needs, however, often those  
changes will be “locked in” and software will not  
be possible to upgrade with subsequent releases 
without further customization

Where do the benefits come from?
Costs are one factor in determining ROI, other 
considerations include gained efficiencies and 
revenue impact. By interviewing your employees 
about how they spend their day, you can get a  
better picture of where time and cost savings may 
occur. The adaptability of many newer ERP systems 

Reduced expenses for administrative and  
duplicative work (staffing hours) 
• Decreased overtime hours needed 
• Reduced staffing or managed attrition 
• Reduced contract employee hours
• Increased productivity per employee (soft cost)

Reduced double/manual data entry, and  
subsequent error rates
• Fewer hours dedicated to quality assurance  

data verification process pre-event 
• Fewer staff hours spent troubleshooting   

during the event
 
 Reduced customer revenue losses 
• Decreased “bad” account receivables 
• Decreased discounts or “make-good” offers  

to compensate customers for mistakes 
• Decreased client/exhibitor churn rate due  

to service issues 
• Decreased “revenue leaks” where last  

minute items don’t make it to the invoice 

Lower cost to manage single system vs. many
• Reduced software subscription and  

maintenance costs
• Reduced management or procurement hours 

coordinating multiple vendors
• Reduced costs for customizations and API  

development needed between systems
• Reduced IT infrastructure or hosting  

environment maintenance
• Reduced training and service expense

Revenue expansion that increases customer  
lifetime value
•  Increased up- and cross-selling based  

on extended client and event histories 
• Increased renewal rates

Redirection of staff to revenue generating tasks
• Increased sales per staff person (additional  

hours available for selling vs. administrative) 
• Increased time for proactive idea generation  

(new revenue streams, etc.)
• Increased relationship management time with 

clients (soft benefit – feeds renewals, upsell)

Places to look for cost savings and/or revenue improvements post adoption of  
comprehensive event management software.
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allows users to streamline workflows so they are  
able to do more work with fewer staff or focus 
existing staff more on revenue generating tasks.

1) Bogging down sales with administrative  
responsibilities: Many organizations have an 
email contact list, lead/customer database, and 
order or contract system, which requires that 
data be entered at least twice. Additionally, 
customer information may need to be entered 
into documents, spreadsheets, and possibly  
an accounting system – for a third, fourth or  
fifth time. 

 Entering   two minutes 
 client info  = per prospect

 Sales person has  200 minutes 
 100 prospects  =  per sales person

 Entering client info   six minutes 
 into 3 systems  =  per prospect

 Sales person has   600 minutes 
 100 prospects  =  per sales person

 Also, bear in mind that typical data entry  
error rates are between three and five percent, 
meaning that each time data is input there is  
a three to five percent chance that the data  
will be entered incorrectly. In order to monitor  
and correct these errors, additional processes 
must be put in place. From a sales perspective, 
this is not value added time – it’s not adding 
value to an existing prospect or client – and  
it’s not generating new leads or sales. It’s  
simply administrative time. An enterprise  
system that allows you to generate and store 
communication pieces from within the software 
saves significant time on the front end, creating 

materials, and on the back end, when  
scheduling follow-up communications.

2) Reporting: A multi-platform system requires that 
you run multiple reports and/or spreadsheets, 
and then manually consolidate information to 
create a comprehensive picture of your business 
for managers or board members. If you have 
eight sales people spending one hour per week 
on their sales reports, that’s a full day of selling 
time lost. With consolidated information kept in 
only one database, reports can be automated – so 
you don’t have to stop sales people from selling 
in order to create reports.

3) Purpose built CRM: Another place event venues 
gain big efficiencies is with enterprise software 
that includes a new breed of integrated customer 
relationship management specifically made for 
the event venues. CRM purpose-built for venues 
has the functionality and productivity features 
most commonly used by event professionals, 
without requiring costly and time consuming 
customization. By having these features  
automatically built into the software and  
optimizing screens for different departments, 
employees can save anywhere from three to  
15 clicks per task on the tasks they do most 
frequently. The information needed by a particular 
department will appear on the first screen they 
see when they log in each morning. For example, 
a sales person may see their open opportunities 
and where they are in the sales cycle, who has 
paid, who still owes money, whether a signed 
contract has been returned, etc. The accounting 
team will see the information most important to 
them first, and operations will see yet another 
home screen when signing on. 

Case in Point: 
Oregon Convention Center 
The employee that was responsible for selling sponsorships spent 50% of her time pulling  
documents off of the fax machine and downloading them from email. Once the organization 
adopted a comprehensive, connected exhibitor order, sales and event management system, and 
exhibitors were able to submit orders online, she was able to focus 90% of her time on selling.
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4) Connected and complete financials: Re-keying 
billing information from event orders into financial 
systems is one of the biggest culprits in duplicate 
data entry. Therefore the inclusion of full financial 
software maximizes efficiency, increasing ROI 
impact. By having a fully integrated solution, 
venues can instantly review client purchase 
behavior and payment history. If a customer is 
behind on payments, a connected system allows 
organizations to set warnings prior to accepting 
new orders. With a seamless connection to event 
management software, organizers are also able 
to see a full record of a customer’s participation 
with their events. Food and beverage purchases, 
sponsorships, and even purchases made on 
event day are all instantly captured and included 
on the final invoice.

The Over-Promise of   
API “Connected” Systems 
While many software providers claim to be able to 
offer a “connected” experience by integrating with 
other systems through a series of APIs, there are 
some drawbacks that should be considered. Systems 
created by separate development teams are often 
built using different computer languages, so the data 

In the past, we had a difficult time  

transitioning a client from our sales  

department to our events department.  

Now, because of the system we can track 

conversations and emails, so the transition 

is a lot easier for the client and us.”

– Carol Foley,  
Convention Services Manager,  
Emerald Coast Convention Center

being transferred still requires manual processes to 
ensure data is transferred correctly between them. 

In addition, in order to take advantage of software 
updates, patches, and upgrades, the APIs will need 
to be continually monitored and updated. This tends 
to add implementation time and costs for even 
seemingly small software changes. This level of 
software communication complexity requires  
organizations to have developers embedded within 
their IT department to monitor and adjust APIs. If 
that’s not fiscally feasible, the different software 
providers will need to communicate with each other 
and take ownership of adjusting APIs to meet new 
product requirements. If the systems become out  
of sync, duplicate data entry processes may need  
to be put in place until APIs can be adjusted. 

The Real Cost of Human Data Errors
Having a mistake creep into your information  
systems, customer orders, service or operation 
orders, or billing is more than frustrating – these 
errors actually have costs associated with them. 
Venues are particularly vulnerable if they have  
any manual “double entry” of data from system  
to system.

Take the conservative benchmark of a three percent 
error rate in manual data entry, what does that mean 
to a venue? How many records or fields do employees 
enter into the system each day? Considering that 
three of every 100 instances is likely erroneous,  
you get a sense of the potential exposure for an 
organization. Now multiply that mistake (and add 
subsequent ones) for every time information is 
moved from one system to another. It is not  
uncommon for venues to operate with systemic  
data problems that constantly need to be monitored 
and cleaned up – just as “part of the job.”

Case in Point:
A major Las Vegas convention center reduced event planning and implementation time  
by hundreds of hours each week after implementing an enterprise software system. Overtime 
went from being the accepted norm to ‘manager approval only’ because there’s no longer a 
reason to work overtime.
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Human ability to catch or avoid errors within data 
sets is inherently flawed. In a controlled study in 2009 
at the University of Nevada, Las Vegas, 215 subjects 
were given 30 data sheets that contained six types 
of data to process. With only visual confirmation of 
data correctness participants made an average of 
10.23 errors. However, when double entries were 
automatically checked for matches by an automated 
system that average dropped to 0.38 mistakes. And 
when information is only pulled from a single unified 
database, requiring NO double entry or data migration, 
there is virtually zero chance for human error.

The Cost of the Safety Net
Common cost burdens that are often overlooked are 
all of the structure, staff time, and processes put in 
place to make up for errors which occur within a 
disconnected or loosely connected information system. 
These seemingly minor cost generators can occur 
throughout the event planning and implementation 
process – adding up to real revenue lost when  
added together.

Downstream Error Costs: Costs incurred in  
downstream processes due to errors caught and 
corrected before the end-customer is affected.  

As an example, a midsize venue manually processes 
approximately five to 10 percent of its event order 
data due to common errors as data moves from their 
order-taking process to billing.

Uncaught Error Costs: Costs incurred in remediation 
steps once an end-customer is affected by one or 
more errors. For example, if an incorrect AV order  
is issued, the customer may call to complain about 
the mistakes and the staff will have to immediately 
offer a fix – regardless of whatever else they are 
doing and often with limited options.

Now that everything is together, we’re not 

entering something into a booking program 

and then entering it into an accounting 

program, and we can get our reports and 

invoices from one system. We had an admin 

person that left and we didn’t have to 

replace her. We actually hired an additional 

sales person in her place and are having 

more events come in now!

– Johanna Boxley, General Manager,  
Spokane Convention Center
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Soft Costs: Hard-to-quantify and not immediately 
evident costs that are incurred due to back-office 
errors. Soft costs may include: lost revenues due  
to low customer satisfaction, operational losses  
due to bad decision-making based on erroneous 
data, and regulatory risk caused by incorrect  
processing or recordkeeping.

Billing Error Costs: When information must be  
manually updated in several databases, changes 
and details fall through the cracks. This very often 
leads to smaller items or change orders not getting 
reflected in the settlement and final billing, with  
that potential revenue forever lost.

Evaluating ROI
A software purchase should help an organization 
increase productivity, allowing staff to work more 
effectively and efficiently. This efficiency could  
help you achieve the same results with fewer staff, 
increasing revenue through more sales, or eliminating 
the need for costly temporary staff during event 
peaks. Software that’s built specifically for event 
venues helps in this regard because it is designed 
and continues to be developed with typical event 
staff and workflows in mind.

to verify the  
accuracy of data at 
the point of entry

to correct or clean  
up data in batch form

(or more) per record if nothing is done – 
including the costs associated with low 
customer retention, and inefficiencies

Consider the 1-10-100 Rule
As a general rule, failure to take notice and correct mistakes escalates in cost the later they are realized. 

Integrated software that includes key components 
such as event or venue management, customer 
relationship management and audit-ready  
accounting offer three key benefits:
• The ability to credibly unite teams across  

departments as they share the same information 
in real time, producing game-changing customer 
service.

• Reduced costs for the initial software purchase, 
ongoing maintenance, training and support as 
there is one point of contact for all training, 
customer service, and maintenance needs.

• Increased productivity through the reduction  
of data entry or administrative tasks allowing 
organizations to create more fulfilling positions, 
which helps attract and retain the best talent.

In years past, event managers asked for task  
based systems to solve their productivity needs,  
but organizations quickly found that separate 
systems do not always equal a cohesive solution.  
As enterprise event management software has 
evolved, organizations are once again exploring  
and adopting single enterprise solutions that  
help them gain efficiency and control across  
their organizations.

In other words, a shared database eliminates the time and costs of rekeying and verifying information entered  
into separate disconnected systems. A single database for CRM, booking, event management, and financials 
also eliminates costly and embarrassing mistakes that are created with disconnected systems.

(Source: totalqualitymanagement.wordpress.com)
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About Ungerboeck Software
Ungerboeck Software International delivers world-leading event and venue management software, including CRM 
purpose-built for business and entertainment venues, and complete financials, empowering over 40,000 users in 
more than 50 countries. Since its inception in 1985, Ungerboeck has taken a market-driven approach to product 
development, purposefully producing software designed specifically for event venues. Thanks to its modularity  
and flexibility, Ungerboeck Software can easily be configured to meet your individual needs and ease your stress. 
You won’t find any other event management software with all of the features packed into Ungerboeck.
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