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Hospitality Digital: 
Towards ‘Total Process Agility’



Digital solutions for 
hospitality

Part of the Metro AG group of companies, Hospitality Digital focuses on 

solutions and innovations offering digital and technological support  

for hotels, restaurants, caterers and trader businesses. This includes 

everything from optimizing web listings and generating and managing 

table reservations, to bringing back-office functions like accounting, 

staff recruitment and personnel management into the digital age.

Established in 2015, Hospitality Digital 

complements its self-developed solutions 

and international team of IT experts and 

restaurateurs with solutions developed by start-

ups and other partners. In addition, Hospitality 

Digital actively contributes to the digitalization 

of the hospitality sector by investing in 

start-ups from the fields of hospitality tech, 

retail tech, food tech and food innovation, and 

monitors the trends in the hospitality industry.

 Dr. Volker Glaeser  

 CEO, Hospitality Digital 

 Process mining is key 

 for us to understand 

 the status quo, 

 to understand 

 customer needs, 

 and also for building 

 our capabilities. 



A crisis-impacted 
industry

There were few sectors more heavily impacted  

by COVID-19 social distancing guidelines  

and restrictions than the hospitality industry. 

Following a sustained period of uncertainty,  

most businesses are taking steps towards 

opening their doors to customers once more, 

albeit with significant changes to the way  

things used to be.

In particular, for an industry still heavily reliant  

on analog tools, the necessity to register  

guests/visitors upon arrival as well as manage  

a more stringent approach to reservations  

posed some challenges. Hospitality Digital's 

commitment to digitalizing the industry meant 

they had the products ready for restaurants 

and other businesses to transform bookings 

and registrations into a simple digital process, 

no shared pen and paper needed—especially 

important for hygiene post-COVID-19.

Of course, increased demand for their products 

also meant increased demand on the way 

Hospitality Digital operated. As CEO Dr. Volker 

Glaeser noted, “As a company, we needed to  

move very fast within this segment, specifically  

these days post-COVID, where we had to be  

available to help and support with great applications 

and a great, as we always say, process foundation.”

This solid process foundation came courtesy of  

the Signavio Business Transformation Suite, 

which Hospitality Digital had already used to  

model their current business process framework.  

This foresight also came in handy when 

responding to the internal challenges of the 

COVID-19 crisis, as Dr. Glaeser outlined:  

“Specifically now, when most of our people are 

working from home, we need working processes 

across the company and across our entire 

environment , and certainly we need our working 

processes to be fast!”

 

 

“Signavio as our partner was a 
perfect fit for Hospitality Digital, 
especially because the tools are 
not just to be used by a data 
expert. We had a strong focus 
that business users can use it, 
so that product owners of the 
various products can set up 
simple dashboards and simple 
analysis of their processes, 
so they can have a view of 
whether their processes are 
actually efficient.” 

 Michael Jeschke  

 Senior Business Consultant, 

 Sprint Reply 



Despite the challenges of a global pandemic, 

Hospitality Digital are staying true to their  

three-phase growth trajectory. Phase 1 involved 

gaining reach by distributing digital products  

to nearly 200,000 restaurants free of charge:  

a restaurant-focused website builder and a  

digital reservations tool. Phase 2 is monetizing 

these core tools, as well as the technical 

infrastructure supporting them. 

Dr. Glaeser acknowledges the difficulties inherent 

in Phase 2: “For a global company like Metro AG,  

not being digital native as a company, moving from  

the world of free digital products into a world  

of monetized digital products takes a huge effort. 

Processes in any respect here, from onboarding 

restaurants, to making products monetizable by 

integrating payment service providers for example, 

is a real effort, and the process foundation needs to  

be in excellent shape. This is what we’re working 

on with Signavio.”

Phase 3 will involve a much broader approach, 

with Hospitality Digital working to leverage their 

established platforms into a broader ecosystem 

of support and technology within and between 

businesses in the company’s target market, in 

line with Hospitality Digital's goal of contributing 

to the digitalization of the hospitality industry.

For Hospitality Digital, collaboration sits at the 

core of their business. It begins with having strong 

connections to their target industry: more than 

400 restaurants work directly with Hospitality 

Digital to test solutions before they are launched. 

In effect, most of the company’s products 

have been co-created with restaurant owners, 

chefs, and other players from the hospitality 

industry. It was no surprise that when Hospitality 

Digital were looking to enhance their process 

framework, their first instinct was to take an 

equally collaborative approach.

Hospitality Digital engaged the services of 

Sprint Reply, a strategic consulting and 

digital transformation company with a focus on 

enhancing business performance through process 

optimization and improved technical infrastructure. 

Working with Hospitality Digital really was a joint 

effort, as Senior Business Consultant at Sprint 

Reply, Michael Jeschke, outlines: “A big advantage 

was that we as Sprint Reply had an “open door”  

to Signavio’s entire network. They have the expertise 

in several technologies and industry sectors to 

really use this expertise to implement new solutions 

for the identified improvement areas. With this 

collaboration, the customer was able to get a good 

result in one go.” 

Another benefit of this close collaboration 

was that Sprint Reply are Signavio-certified 

consultants, meaning they could also train  

Hospitality Digital staff in how to use the different 

tools within the Signavio Business Transformation 

Suite. Of course, since all Signavio’s products are 

so intuitive and user-friendly, this training takes 

hardly any time at all… 

Moving to 
monetization

A collaborative 
approach



Moving towards 
‘total process agility’ 

Hospitality Digital has a vision of achieving ‘total 

process agility’, which means becoming the  

most agile company within the hospitality industry, 

and setting the bar for process leadership in  

the same sector. To reach total process agility, 

Hospitality Digital is focused on four areas: 

transparency, training, KPIs, and responsibility. 

Within each of these areas, Hospitality Digital 

has established two goals, as per the list below:

 Transparency 

 > Establish navigation maps and collaboration

 > Easy usage and overview of the internal 

process landscape 

 Training 

 > Continue to train the employees

 > Raise awareness of benefits of transparency

 KPIs 

 > Define KPIs to measure process performance

 > Establish a sense of the importance of  

efficient journeys

 Responsibility 

 > Integrate journey KPIs to the personal goals  

of Product Owners

 > Create customer journey responsibility 

throughout the company

The Signavio Business Transformation Suite 

underpins each of these goals, offering the tools 

Hospitality Digital needs to model their existing 

processes, match their processes with the 

right KPIs, and enhance their entire process 

framework, saving money and time that can 

then be redirected  

to keep developing products and services their 

hospitality customers need.

Michael Jeschke from Sprint Reply explains 

further: “With Signavio you can look at the whole 

end-to-end process. So, you can not only have 

a look at the data with process mining using 

Signavio Process Intelligence, you can first define 

your business goals and KPIs on existing process 

models with Signavio Process Manager. You can 

also have a look inside the data of the respective 

tools, and discover improvement areas, then 

rethink your process, remodel it, and directly see 

through simulation or process mining how these 

changes impact your business. You can implement 

the changes also through a workflow automation 

engine (Signavio Workflow Accelerator), and you  

are able to communicate all processes through the 

company with the Signavio Collaboration Hub.  

After all that, you are able to monitor the changes 

over the long term with process mining in 

Signavio Process Intelligence.”

For Hospitality Digital, the benefits of Signavio 

were clear:

 > A highly optimized Suite of business 

transformation tools, which could be deployed 

by users across the business, not only data 

experts;

 > An end-to-end approach to process lifecycle 

management, where process mining is an 

integral part of the platform;

 > A unique combination of offline process 

modelling capabilities, and the ability to map 

these process models with real data from the 

company’s own systems,

 > Quick and easy company-wide collaboration; 

and

 > The capacity to repurpose process elements 

already in use within the business, with 

Signavio Process Intelligence serving as the 

information source to optimize those elements 

as part of Hospitality Digital's existing process 

framework.

With a shared focus on innovation and process-

based solutions, Signavio was able to help 

Hospitality Digital shape new processes, new 

capabilities, and ultimately create new products 

to serve independent restaurateurs around  

the world. The perfect digital recipe for success!

This Signavio Customer Success Story has been partly 

created with information from Hospitality Digital’s 

presentation at Signavio Live 2020, one of the world’s 

biggest virtual process management and business 

transformation events. To view a full recording of this 

webinar, as well as presentations from other global 

experts, visit 

https://www.signavio.com/live/

https://www.signavio.com/live/


Signavio easily standardizes 

processes across your entire 

organization, including different 

business units and geographic 

locations. Assess the usefulness  

of your company’s legacy  

systems, and update them 

where appropriate, as well as 

discovering other opportunities 

to improve your IT infrastructure 

and business/IT alignment. 

Search, create, and share tasks 

with upgraded collaborative 

Signavio capabilities. 

Five use  
cases,  
one  
software  
solution

Managing risk is fundamental 

to companies, globally. Signavio 

helps build a stable and  

consistent process environment, 

meaning compliance violations 

can be detected, and risks 

responded to rapidly. Signavio 

lets you simulate scenarios, 

test controls, and improve your  

organizational response  

times with fully automated 

conformance checks—making 

complex manual reporting a 

thing of the past.

Process automation with Signavio helps cut  

down on repetitive work, reduce human error, 

and detect and eliminate incidences of  

non-compliant process behavior. Analyze your 

business processes to identify opportunities 

for automation, or optimize existing processes  

in preparation for RPA implementation at  

scale. Harness the integrated human and robot 

working loop for managing process excellence  

and transformation strategies.
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Signavio enables organizations to model their 

current processes, from new customer  

onboarding to payment processing, and discover a 

more efficient way of operating. Harnessing  

the power of process management with dynamic, 

customizable dashboards, and process analysis/

mining capabilities helps improve the end-to-end 

transparency of business processes. Signavio 

swiftly harmonizes operations and business  

decisions across different departments and  

business functions.

Expectations are changing,  

and organizations worldwide 

need to change operational  

perspectives by looking towards 

the customer via an integrated 

360-degree journey technique. 

Signavio journey mapping is 

essential across all personas, not 

just the customer, including  

patients, citizens, employees, 

and the end-user. Put these 

process perspectives at the heart 

of operations, identify contact 

points, and drive customer 

excellence (CEX) initiatives.

 Mapping the  

 Customer Journey 

 Operational  

 Excellence (OpEx) 

The Signavio Business Transformation Suite is the only solution  

to unleash the power of Live Insights to help organizations of  

all shapes and sizes get the most out of their processes. With  

intelligent process mining, companies reduce costs, optimize 

performance, and safeguard their competitive advantage. 

With next-gen collaborative capabilities, business knowledge propels 

process-driven transformation based on conclusive end-to-end  

process evidence. This way, you navigate case scenarios by unlocking 

the persona information, visibility, and quantifiable numbers needed 

for continual growth and customer excellence (CEX) imperatives.

 Almost 60% of companies  

 incurred payment charges  

 from suppliers due  

 to process inefficiencies 



The Signavio Business Transformation 

Suite reduces the time taken to deliver 

value from your intelligent process 

mining initiatives, RPA at scale imperatives, 

end-to-end process orientation, 

collaborative efforts, customer excellence 

strategies... and more!

Boost your business transformation 

activities with a free 30-day test drive.

 Unleash the  

 power of process 

www.signavio.com/try 


