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1 OVERVIEW 

Following an invitation by AVS on behalf of its members, Dispace Technology (Switch Events 
Management software) facilitated an interactive white board session to capture feedback on what 
academic events professionals were looking for in a software solution and the provider partner. 

The session was structured to look at 4 key areas: 

• Current software challenges 
• Opportunities to leverage technology going forward 
• What is expected of a software partner 
• Achieving those goals by engaging suppliers 

This document provides a summary of that feedback. 

2 CURRENT CHALLENGES 

Members were asked to reflect on the challenges they face today with the systems they currently 
use to support operations. 
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2.1 Infrastructure 

The consensus is that for the purposes of agility, cost and future proofing, moving to a cloud-based 
solution is a serious consideration. 

Experience of hosted solutions is that they can be slow to deliver fixes and features, and cost can 
also be a barrier to development. 

With several different users (operating from various locations) defining rules and providing reliable 
remote access to the relevant parts of the system is important to operate effectively. 

 

2.2 Data Management 

Users need tools to manage and report on their data effectively. This is a broad but important topic, 
ranging from capturing GDPR permissions for customers, being able to anonymise data in an 
efficient way based on customer activity levels, through to having PCI compliant methods of storing 
and charging customer payment methods. 

CRM is key, requiring a rich data model to capture insightful information about each customer, 
which can then be used for reporting, analytical and marketing purposes to deliver a better 
customer experience and provide the institution with a better understanding of who their customer 
is. This included capturing potential business contacts with the ability for any staff user to see in 
detail a historical record of communication to help drive pipeline conversions via a cross functional 
workforce. 

 

2.3 Value 

Factors such as value for money (disparity of charges vs deliverables), core features not meeting 
needs, and sold add-ons not being fit for purpose were all called out as being problem.  When 
combined with missing key features like self-serve bookings via live availability, there is a growing 
appetite to explore alternatives. 

 

2.4 Integrations 

The user group utilised a wider range of different systems and applications to achieve their desired 
results, so while a single system that does everything may not be essential, the ability for their 
system to pass data to others via APIs is a real must have now. These Integrations with a multitude 
of platforms are essential to running a coherent and efficient business across a wide organisation. 

 

2.5 Events and Conferencing Focus 

Existing solutions have been flexed to meet event and conferencing demands, and as such don’t feel 
like they have been developed with these specific services in mind. 

Whilst there is always appetite to rationalise the number of services used by an enterprise 
organisation, that shouldn’t be at the cost of having the right tools for the job.  With API integration 
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expanding the art of the possible and allowing a more joined-up operating model where multiple 
solutions work in tandem, there is a stronger argument for using the best solution for the need. 

3 OPPORTUNITIES 

Members were asked to reflect on the opportunities that exist within their industry, and how 
technology might help leverage these. 

 

 

3.1 Live Booking 

There was broad consensus that consumers now demand a self-service, online booking solution and 
that whilst larger events still require a more hands-on, tailored approach, smaller meetings and 
events should be available for booking without manual intervention. 
 

Participants outlined the need for any solution to reflect the unique rules that govern their 
operation to ensure customers could only book within the confines of what is possible.  These relate 
to: 

• Availability of resources (opening hours, teaching priorities) 
• Pricing (customer level and demand based) 
• Lead times, i.e. amount of advanced warning required to deliver catering packages 
• Control – final confirmation steps that are invisible to the customer 
• Payment processing and internal customer management – validating customer type to pay 

in different ways (cost code) 
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3.2 CRM 

The range of services provided, from meetings to conferences to residential, provides for many 
consumers passing through the institution’s doors with different experiences and preferences. 

The capture of this data at a customer level, in a digitised, well-structured way that is easily locatable 
by the relevant team member was captured as a real opportunity for growth by supporting 
marketing and improving customer experience. 

The capture of delegate information is still largely a non-digital process, with the benefits of greater 
data capture and reporting possibilities, while removing operational inefficiency and data transfer 
errors. 

 

3.3 Integration 

The group acknowledged that the right solution is not likely to be one service that does everything, 
but rather a connected eco-system of ‘best in class’ tools that really elevate how an institution can 
operate. 

At the heart of this would be a connected events management solution that had API integrations 
with the following types of service, an enabler for revenue growth and operation efficiency: 

• Payment’s processing – WPM 
• Finance – SAP 
• Timetabling – CMIS 
• Catering – Spoonfed 
• Marketing – Hubspot 
• Lead gen – Venue Directory 

 

3.4 Innovations – Sustainability Tools 

The group discussed building tools like sustainability calculators to provide different insights to 
customers when quoting and booking. 

Whilst there was some interest in add-ons of that nature, the consensus was that finding a solution 
that meets the current requirements was the biggest priority for now. 
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4 PARTNERSHIP 

Members were asked to reflect on the relationship with a software supplier, and how they would 
ideally want this to look. 

 

 

 

4.1 Account Management 

The user group wanted approachable, communicative partners who know their market and engage 
with them to understand their needs. Their preference is for partners to be pro-active and work with 
them to develop solutions in a collaborative manner. 

It was important for supplier teams to keep on top of reporting deliverables and demonstrate good 
housekeeping and appreciation of a client’s priorities. 

 

4.2 Collaboration 

Being offered the opportunity to join quarterly workshops focused on understanding and designing 
solutions was welcomed, but priority still resides in getting the day job done. 

Time is a key factor in everyone's role, and having timely transparent updates provided without 
being chased helps keep everyone in the loop. This also negates communications being too frequent 
and unnecessary, allowing people to focus on their job role. 

Clear communication about new developments, up to date & relevant training sessions and regular 
summaries of developments were deemed worthwhile engagements and use of time. 
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Being agile and able to respond to an ever-changing market and client needs / priorities was 
identified as a desired factor. 

 

5 IDENTIFYING THE RIGHT SOLUTION 

Members were asked to share their views on approach, project and change management when it 
came to evaluate alternative software solutions. 

 

 

5.1 Planning for Change 

When changing suppliers there are generally lots of disruptions to BAU, and to help understand the 
level of this disruption, the user group provided some self-analysis on challenges they face as part of 
migrating from one system to another. 

There was broad acknowledgement that there are a significant number of hurdles to overcome to 
move from an existing solution to a new service provider and this is a time-consuming process. 

The group shared best practice on gathering functional and technical requirements and how they 
should be written to ensure suppliers participating in processes were aligned to the institution’s 
needs. 

The suggestion to engage with potential suppliers to help flesh out requirements before supplying a 
final list was suggested as way to improve the requirements provided, with the aim to improve the 
quality of responses. 
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5.2 Supplier Engagement 

Dispace’s perspective is that it would be helpful to work with institutions (as an extension of a 
session like this) to do a contextual demo that supports a more detailed scoping session. 

Rather than leading the demo content, the institution would direct the approach by bring specific 
enquiry and booking examples to work through the software, and in parallel describe regular 
operational and reporting processes for the software partner to recreate during the demo. 

In parallel with sharing the outputs of this session, Dispace has provided a video demo of Switch to 
demonstrate how the software handles the areas that were raised during the white board solution. 

Our objective is to now follow-up and offer that more contextual demo to each academic venue 
team so that they can see Switch operating through the lens of their own specific operation. 

Please drop us a line to arrange that demonstration. 

 

Thank you. 

 


