Front Desk Selling Process


Answering the Phone
Every time the phone rings, it’s MONEY. Guests form an opinion of the hotel based on how we answer the phone. The guest has no idea how busy you are and how many things you’re juggling at the moment, so it’s important that before we answer the phone, we take a moment to:

· Take a breath.
· Smile! Even though there may not be anyone in front of you at the moment, the guest can hear the smile in your voice.

· Don’t be rushed. You may say the phone greeting many times a day but take your time so that the guest can understand your greeting.

First Impressions-In House Selling

The way we answer the phone creates an image of the hotel in the caller’s mind. It is important that we portray a professional image for the caller. The correct way to answer a phone call is:

Opening
“Thank you for calling stayAPT suites (location name), this is (insert your first name here)”

Typically, the guest will say they are looking for a room. It is important that we ask the right questions. Questions we would want to ask are:
Probing
1. What date are you looking for?
2. How many nights?
3. Have you stayed with us before?
4. How many people will be in the room? How many beds do you require?
5. What brings you to town?
Front Desk Selling Process


V2. October 2023 Front Desk Selling Process


Supporting and Closing
Asking the above questions will allow you to better tailor your sales presentation based on
the customer’s needs. While you are checking availability for the dates they requested, use this time to tell the guest about the hotel.

If the guest has not stayed with us before it is important for them to understand our hotel and our unique amenities we offer. Most importantly, it is important that we always give the features and benefits of the hotel before we quote price. A typical sales presentation might be:

While I check availability, let me take this time to tell you a little about the hotel. We are an apartment style hotel, with rates based on a guest’s length of stay. All our rooms are set up like a 1-bedroom apartment, with separate bedroom and living space areas. All suites offer a full kitchen with full-size refrigerator, stove with oven, microwave and dishwasher. All suites have flat screen smart TVs in both the living room and bedroom, with the ability to stream, watch live TV or cast from your own devices. Our separate bedrooms offer either 1 King or 2 Queen beds, walk-in closet and workspace. We offer high speed internet, a guest laundry and an on-
site exercise room. We also feature an open air, secured courtyard and propane grill for your enjoyment and grilling needs during your stay with us.

I do have availability for those dates for our (type of room you are presenting based on
their needs) and our rate is (quote per night rate) plus tax. Can I go ahead and book this room for you? (It is so important to ASK for the business!)
After booking the room details it is important to read the details back to the guest so you can ensure you have verified the reservation correctly. Also let them know that the office hours and contactless check in process with digital key.
For requests of 3 or more rooms, or where there are more needs for a project/company’s travel
please forward lead and contact information to Sales Manager and RDO.

For requests of longer lengths of stay, explain tax exemptions that may apply to encourage longer bookings. (Example: After 30 consecutive days the City and County tax is refunded, and after 90 consecutive days the State tax is refunded.)


Overcoming Objections
Many times, the person is shopping around. It is important to set up a scenario that creates a sense of urgency for the caller to book. One suggestion when they say that they need to check with someone else, or that they are shopping around might be:

I understand. I do want to let you know we are a very small hotel and we have limited availability for that time period. Can I go ahead and make that reservation for you and if you need to cancel you can just call me back to cancel it? This way you know you have the room reserved and don’t risk us being sold out when you call back.

If you feel that the price is too high for them, you might ask something like:
Is there anything about the hotel or area that I’ve failed to tell you about that could help you make a decision about booking with us?

Concluding the Reservation

After making a reservation, ensure to read back the reservation details to the guest. This should include:
· Reservation Dates
· Room Type Booked
· Rate
· Explain process to check in: Mobile Key, After Hours Check In Process
Tracking Front Desk Bookings/Leads

For bookings or requests of stays 30+ nights or 3+ rooms, please fill out Front Desk Leads form on weekly sales report.
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