
Property Type: Vacation Rental Management Company

Units: 5,000+

Agents: 100

Location: Myrtle Beach, SC

Website: brittainresorts.com

Went Live: December 15, 2015

Continued Innovation Drives 
Massive Annual Growth

The Path to Pulse
With resorts and properties spread across Myrtle Beach, Brittain Resorts and Hotels is no stranger to fielding large amounts of inquiries 

on a daily basis. In 2012, they decided it was time to establish a call center for their reservationists to all be in one central location. 

Learning how to efficiently and effectively run a call center proved to be a slow and somewhat difficult process for Brittain Resorts and 

Hotels. In late 2014, they made the decision to shop for a new software, and that’s where TRACK got involved. After a year-long decision 

making process and talking with TRACK Hospitality Software, Brittain Resorts & Hotels made the decision that TRACK Pulse was what 

they needed to manage their call center.

The Outcome
By implementing TRACK Pulse, Brittain Resorts & Hotels is able to better manage their agents. With up to 100 agents working at a time 

and 1,875 different marketing and advertising phone numbers, Brittain Resorts & Hotels looks to the dashboards and reports for quick 

snapshots of what is happening on the floor throughout the day. The clean, simple interface of TRACK Pulse makes it easy for managers 

to know when agents need help in wrap-up, leading to heightened productivity. It’s not just management at Brittain Resorts & Hotels 

that is benefiting from TRACK Pulse. Agents enjoy the one page contact form, where it’s simple to have multiple phone numbers for a 

single lead, so they always know who they’re talking to.

Although Brittain Resorts & Hotels has only been live with TRACK Pulse since December 2015, they have already seen success. Their 

agents have been able to adapt to TRACK Pulse with ease, and any questions that arose during the first days of being live were 

answered by TRACK’s on-site product manager. By choosing to implement TRACK Pulse during their non-peak season, Brittain Resorts 

& Hotels feels as if they haven’t missed a beat while switching from their old product.

Case Study



The Results

Inbound Call Revenue
2016: $14.67M

2017: $16.5M

Yearly Revenue
2016: $16.3M

2017: $18.5M

Outbound Call Revenue
2016: $1.63M

2017: >$2M

Average Voice Bookings
2016: $656

2017: $748
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“They were open about where they 
were going, what they were trying to 
accomplish. And we felt good that we 
were getting on and updated train.”

-Matthew Brittain, Owner

Business Impact
Moving to the cloud was an amazing opportunity for Brittain Resorts and Hotels. The team embraced the change that it offered beyond 

the software solution that they utilized. The Reservation Department has moved to a 100% cloud based contact center with remote 

agents. This invited exciting opportunities to diversify their staff into multiple locations across the US. TRACK also impacted top line 

revenue through converting more of their funnel, while reducing bottom line expenses through staff efficiency, an overall 50% savings 

on software costs, and continuous technology savings through moving to cloud based phones have made them more profitable in the 

call center department than they have ever been.
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