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Business Efficiencies



Housekeeping

• Thank you for attending this session. 

Please make yourself comfortable, relax 

and listen.

• If needed, please rename yourself by 

clicking on the 3 dots at the top of your 

camera picture and select to rename. 

Enter correct name and select ok.

• During the session, please unmute 

yourself or use the Q&A to ask questions. 

The Q&A button is located to the top right 

of your screen.



Helen McDaid

Enterprise Development

Fáilte Ireland

Your host for today



Amanda Donovan
The Innovate Room

Tony Franco
Franco London

The 

Experts



Richie O’Hara

Baysports

Industry Guest



The Smart Operations Programme is a new initiative by Fáilte 

Ireland and its aim is to support the reorganisation and 

reimagining of operational delivery models to drive efficiencies 

and reduce costs while delivering a great customer experience.

The focus is on improved operational performance in the short to 

medium term leading to a positive and measurable business 

impact.

Smart Operations Programme



Smart Operations Programme

Value for MoneyLabour ShortagesRising Costs



Pre-Programme Questionnaire Results
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Pre-Programme Questionnaire Results
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30%

60%

10%

How much do you plan to invest?

Under €1k €1k-€5k €5k-€10k

Pre-Programme Questionnaire Results

48%

14%

38%

Do plan to invest in tech to drive Cost 
Reduction and Service Efficiencies?

Yes No Don't know



Slido Set Up

Using your phone, 

go to www.slido.com

Enter the code 

#242 1425

http://www.slido.com/


Which is the most beautiful county in Ireland?

(Show word cloud results here)

Using Slido



Economic 

Outlook



▪ Despite higher interest rates, an expected 
moderation in inflation and robust wage 
growth, as a consequence of a tight labour 
market, should be supportive of consumer 
spending which is projected to grow by 
c.4% in 2023 & 2024

▪ Bumper tax revenues expected to continue -
this is contingent on no shocks

▪ Government expects to run large surpluses 
over the medium term which should provide 
additional fiscal space to deal with 
demographic changes / future negative shocks

Domestic Developments

Source: Dept. Finance Stability Programme Update –Apr 2023



▪ Oil and gas prices have fallen sharply, 
albeit the passthrough to retail energy 
prices is slow to materialise 

▪ Geopolitical tensions remain high. 
Any further escalation could trigger a 
tightening of global financial conditions.

▪ As monetary policy operates with a 
lag, the tightening cycle will be a 
headwind for many of Ireland’s export 
markets 

▪ The UK is set to underperform in the 
near-term, with a modest contraction in 
economic growth projected this year

External Environment Remains Fragile 

Source: IMF World Economic Outlook via Dept. Finance Stability Programme Update –Apr 2023



Risks to the Outlook (Dept of Finance)

Source: Dept. Finance Stability Programme Update –Apr 2023



Tourism 

Outlook 2023



▪ Europe continues to be the best 
performing region for visitor arrivals, with 
an upgrade for 2023 to -10% below 2019 
levels (-13% previously)

▪ Intra-European travel remains a key 
source of arrivals 

▪ The pace of inward US travel set to 
strengthen this year

▪ An improvement in long-haul travel into the 
region is expected with some key 
destinations easing  restrictions, in 
particular China 

European Tourism Outlook



▪ In the absence of official overseas 

tourism performance data, we rely on 

arrivals stats

▪ The recovery in inbound arrivals 

gathered pace in 2022

▪ Early 2023 data suggests the 

recovery remains on track

▪ Diverging trends have emerged at a 

broad market level (e.g., Continental vs. 

Cross Channel)

Overseas Market

Source: CSO Air and Sea Travel Statistics



Domestic Market

▪ Domestic tourism improved significantly following the removal of Covid-19 restrictions: 

▪ Jan - Sep ‘22 domestic trips surpassed 2019 levels by 14%.

▪ Nights also grew by 14% vs. same period in 2019

▪ Average spend per domestic trip up strongly (+23%) on 2019

▪ Long break intent (left graph) holding steady, but short break intent (right graph) has softened



Supply Side 

Challenges
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▪ In April 28% all Fáilte Ireland (FI) registered

tourism bed stock was contracted to the State.

▪ Regionally, the figure is 35%.

▪ The counties most affected and those with the

highest level of FI registered bed stock under

contract include Donegal (53%), Clare (41) and

Kerry (37%).

High Level of Bed Stock Unavailable



Supply Side Challenges

Rising 
Operating Costs

Accommodation 
Capacity

Staffing

Car Hire Value for Money



Sustainability
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▪ Government Commitment to carbon neutrality no later than 

2050

▪ Sector target is a 35% reduction in emissions by 2030

▪ Collective effort from every business and stakeholder

Sustainability Targets



Measure carbon footprint of 

350 businesses
Reducing businesses 

carbon footprint

New umbrella certification

Driving Climate Action 

Promote Sustainable 

Businesses

Partnering with SEAI



Fáilte Ireland 

Update
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Destination Development

Re-imagining 
Urban spaces

6 Urban 
Animation Projects

23 Destination Towns

4 Outdoor Dining 
projects

Walking

Beara Breifne Way 

Walks Scheme

Cycling

300km of mountain bike 
trails 

Greenway enhancement

Water-based 
Activities

Complete 3 new water 
sports facilities

Accredit 2 new Blueway

Connaught Harbour 

Festivals

Fund and support 45 
strategic 

tourism festivals

3 Openings in 2023

• Mount Congreve, 
National Surf Centre 

Strandhill, Queen 
Maeve’s Sq. Sligo

• 27 projects in pipeline 
2023-2028

Destination 
Experience 

Development 
Plans

• Launch 10 DEDPs

Regional 
Development

• Launch 4 Regional 
Tourism Strategies



Digital That Delivers

Graduate 227 
businesses in 

2023

Recruit 200 
new businesses 
to commence 2-

year 
programme

100% Grant 
Funding

1 to 1 expert 
support

Bespoke digital 
roadmap and 
action plan

Supercharged 
digital skills 

teams

Industry Digitisation



Accelerate Domestic Tourism 2023

Build regional 
brands

Drive 

Keep Discovering

Promote reasons 
to travel

Partner with 3rd

parties and OTAs

Increase online 
referrals

Sales and 
marketing 
supports

New motivations 
framework



Sector Supports



Tony Franco
Franco London

The 

Beautiful 

Constraint



Amanda Donovan
The Innovate Room

Richie O’Hara
Baysports



Investing 

in Tech



Do you currently have an online 
booking system in place?

Poll Question



Key Topics 

01 Investment in Tech – What, How, and Why 

02 Booking Systems 

03 Using Data to improve efficiencies 



Booking Trends

Visitor experiences must put mobile

first for the online experience. This

means prioritising mobile usability

for your website and booking path.

Key

Takeaway





Connected Booking System – What ?

Mobile 

App

Contract 

Centre

Point of 

Sale

Kiosk
B2B 

Portal

Distributors

Marketplaces

Website



Effective reporting 

and the ability to 

track all business

Connection to 

partners and 

resellers

Connected Booking System – Why ?

Automate     

process

Reach a wider 

audience
Communication

Meeting customer 

needs



Connected Booking System - Features

EssentialScheduling

& Product 

Information

Payment 

gateway

Gift 

Vouchers

Sales 

Reports

Support

Automated 

Emails



Connected Booking System - Features

Situational 

Features

Back 

office

Channel 

Management

Extra 

Products

Review 

Module



FaB (Features & Benefits for your Business)

Direct Online Bookings

Remove manual process

CRM

Collection of Customer Data

Payment Gateway

Seamless payment process

Reporting

Full view of your business

Google Analytics

Influence Marketing & Digital Content

Capacity Management

Avoid overbooking 



What Does This 

Look Like?





Sample Reports



There are no big 

problems, there are just a 

lot of little problems.

- Henry Ford -



Consider….

▪ What experiences do I sell and wish to sell online

▪ Who is my customer – do they book online

▪ How do I process payments

▪ Do I struggle managing capacity

▪ Do I have a full financial view of my business



Financial Investment

Set Up Subscription
Booking 

Fees

Payment 

Fees





• How to gather data

• What data to collect – ask , what 
information would you find useful 

Managing & Using Data



Data….how Does it Inform my Business

Nationality / 

County

Targeted Marketing 

activities

Channel 

performance

Lead 

Time

Ticket 

Sales

Where did 

people hear 

about you?

Pricing

Operational 

Decisions

By Month, Day of 

Week or Time Slot
Marketing Spend



Structured Reporting

65%

Individuals

15%

Groups

10%

Events

10%

Educational 0 100 200 300 400 500 600

Monday

Tuesday

Wednesday

Thursday

Friday

Total

Saturday

Sunday



Key

Takeaways



✓ Meet your customers where they are

✓ Consider manual processes that could be 

automated

✓ Incorporate data to make decisions



Q&A



Next Steps



Cost Reduction Tactics

Online 18th May

90 Minute Module

11.00am – 12.30am 

Experts

• Michael Williamson

• Deirdre McDonald

• The next session will be taking place online at 

11.00am on May 18th

• You will use the same Zoom link that you used to 

join today’s session

• If you wish to bring along any additional relevant 

members of your team just let us know –

smartoperations@failteireland.ie

Smart Operations for Activity Providers

mailto:smartoperations@failteireland.ie


1:1 Mentoring
From June onwards

Experts in the following:

•Managing data to manage resources
•Technology integration and investment

•Utility cost management
•Cost management across the business

• Upon completion of operational modules GM/Owner 

will complete an Expression of Interest

• GM/Owner identifies area of focus and top priority to 

be addressed

• Matched with business advisor in discipline of 

choice

• Impact measurement will be agreed

• 3 x online mentor clinics with GM/Owner over 3-4 

months to implement change

• Business provides impact measurement data to 

advisor

Smart Operations for Activity Providers



Upcoming Industry Workshops

https://supports.failteireland.ie/support-programmes-schedule/



Workshop Feedback

Please provide feedback to us on this workshop –

it only takes less than 2 minutes to complete. 

Only 3 key tick box questions.

Why do we value your opinion?

This is to make sure we can continue to provide tailored 

industry supports responding to your needs...

Thank you!

Survey Link – In Chat
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