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Suggestive selling is the creative and enthusiastic merchandising of accommodation to generate sales and enhance
service to the guest. To be effective, the receptionist/reservation clerk must be knowledgeable regarding all aspects
of the hotel and shall use all the selling aids and tools available. Certain techniques must also be applied in
accommodation merchandising.
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Selling Aids and Tools%4 &% BhAl T B

Room Categories 55 74
= Packages / Special Offers / Meal plan#T £ IR 55 750 H /45 i 8 28/ &
= Hotel facilities i i 15 jiti
= Flyers, hotel brochures, bonus vouchers A% 5, )5 T/, X%

Room Categories 5%

The room categories are the most important selling aid at the front office/reservation. To function effectively and give
the guest information about the available accommodation facilities, all front office/reservation employees shall be
able to explain the room categories by:
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= Location of rooms: Know where the different rooms types are located within your hotel. If the
receptionist/reservation clerk does not know how to outline the hotel's premises, the guest’s impression
of him/her (as a sales person), and consequently the hotel, will not be favourable.
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= Room equipment & facilities: Know what equipment/furniture and facilities are used/provided/included in
different room types. Know also the max. possible occupancy per room / room type.
i 1A) o6 A it : RN AN [R) S AR 1 o 1) oA A 9 A6 0 35 A A TR ) s 28/ 2 EL R
it o WENERAS A/ B A& 2 W U2 DN

= N° of rooms available: Know the exact numbers of rooms per category. It will help the employee to
prepare adequate offers for larger groups.
G5 TRSi%:  7RRRERR D R HER b 5 . XRRREE B 1 Ty R B A BAE T
AL

= Special needs: Generally, be able to recognise special needs of particular guests. The
receptionist/reservation clerk is responsible, that he/she sells a suitable room. The factors in recognising
needs are:
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e Age of guest(s)
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e Guest constellation (single, couple, family, friends etc.)
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e Obvious disabilities, handicaps etc.
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B R, Bl &
e Particular requests mentioned by the guest during reservation procedure:
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- quiet floorzz B (%2

smoking/non-smoking Pk /3 i A
sea-view/park view ¥l 5 550 5 5
close/far to elevator, restaurants/other hotel facilitiesF & LB, & /T/H &
T i T /1
upper/lower floor= (&A% 2
connecting doorsiZ 421

etc. &4

Shortages: Be alert to room categories that run out. Availability of categories to be looked up in the
system before starting the selling procedure.
Fawk: B RRE M. g B E IR AT R G Ak
Be positive: Phrase sentences so that it sounds as though the guest is already sold on the idea.
R : HE EE 2 ORI R N THE.
Employee: “Good evening. How may | help you?”
AL MR EAF, FRATLAFE B A?
Guest: “I would like to reserve a double room for two adults and one child.”
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Employee: “Would you thus like to reserve a superior room — these are more
spacious than our comfort rooms - or junior suite/family room?” (Offer two choices, it is
more difficult for a guest to say no.)
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After having determined the room category — family room — the meal plan
should be addressed:
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“As you a travelling with a young child, would you like to add Al to your basic booking?”
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Be descriptive. Knowledge of room layouts will help greatly: “The advantages of our family rooms are

BARRIR . I BT R 2GR R B “FRATH S B2 (R A AR s
Be honest. ZLIK5E .

Use salesmanship, but don't push. {3 4, (HAEIEIE.

Do not ask ‘if’ but ask “which” AN [a]“4n 5", 2 ] “ A —A>

Choose a mid-priced category to sell. #—ANdr&E4 4 &

Use descriptive phrases to merchandise the rooms. {3 FH i 14 [t 46 5 i 7 5 1)

Packages / Special offers / Meal Plan¥T £ Ak 553 H /45 51 4t 26/ £
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Associates shall always check the availability of special offers, packages and the available meal plan (depending on
the season). Guests are talkative among each other so make sure that
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= The guests always have the feeling to have made a good dealil- %5 N 4G4 —Fh st i 2 i 1
WA 5
= Receive value for money#) A it
= Are fully satisfied with the selected optione 4= il & 3% 52 f 7= i

Hotel facilitiesyH 5 1 it
Knowledge about the provided hotel services and facilities is of utmost importance. To be able to present the
advantages of the hotel and to push the selling of packages, the employee should know about the following:
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= Operating hours of outlets/facilities 5 %/ 15 Jité (1) &5 Mb. i []

= QOperating restrictions (adults only / renovations etc.) iz FR#I ClE NEBZ)

= Possible additional costs (outsourced services) TJ GERIESN 2 A (M ARSS)

Flyers, hotel brochures, bonus vouchersf& 5., HJEFM, XEh¥k
= When confirming the reservation on a written basis (letter, email, fax) enclose additional information to
the respective confirmation letter and mention the enclosures within the writing.
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= Suggestive selling means first of all promoting hotel-own services but then also the promotion of
commissionable services of 31 parties (subcontractors)
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