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Policy: The hotel aims to convert as many calls into reservations and through a reservation department
equipped with the right sales skills, knowledge and courtesy. The reservation agent should be able to
identify the guest’s needs and expectations, present the hotel to the caller using benefits instead of feature,
overcome any customer objections and up sell room types and packages/food & beverages etc.
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Goals: To provide professional and consistent service and maximize the revenue.
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The hotel must identify the unique selling points of each room type and define benefits for the different
market segments.
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It is recommended that the reservation agent understands the differences between a feature, an advantage
and a benefit. Therefore it is important to provide the reservation department with standard from clarifying
the 3 criteria per room type in the hotel.
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Features: Bedding configuration, positioning the room within the building (view, floor...)
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Advantages: A family room can accommodate up to 2 adults and 2 children, upper floor has access to a nicer
view...
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Benefits: A connecting room gives you more privacy; it would be quiet on the upper floor...
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To understand the differences, the reservation agent must:
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Listen to the caller to understand their requirements for a comfortable stay
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Ask the right questions
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Use the information obtained for upsell purposes
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The reservation agent will highlight the advantages and benefits depending on the guest’s needs. It is
important to know that every customer at the hotel comes with a different need/expectation.
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Looking into the behavior of the following types of clientele will help you to provide the right benefits and
enable you to increase the sale by converting a call in to a reservation:
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Individual business man
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Individual business woman
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Young couple with a baby, family
WHNIRER R, K
Retired couple
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Wedding anniversary
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Tourist couple

R

Other types to define base on hotel specifics
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Handling objections
USRS
The reservation agents need to find out the reason of the objection and respond accordingly.
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If the client says it is too expensive, the objections related to price is not handled in the same way as other
objections. They need to be justified by adding additional benefits and asking direct questions:
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“Sir, may I know your budget?”

“SeAd, REEFEEK S ?

“Are you looking for anything in particular?”
ST EAT AT AR AR ?

“May I suggest another XYZ chain/property hotel?”
“PRBE LS A g S 2
“Where would you like to be situated?”
AR AL TR 7

“Do you have a preference for location?”
Rt AL B AT A R ?

“Are your dates as provided flexible?”
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