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Descriptiond#iid :

OBJECTIVE H I:

APPLICATIONM.H:

o The DDOS or Sales Manager in charge of the department is responsible for the control of the image
generated by the members of the sales team.

B S B AR A T e B T B e R R T R T B
o Each sales person is responsible for respecting the standards set by the Management.
B LA E N A OS5 ST i A B ) b v

STATEMENT OF POLICYB{ K 7= BH:
Account CriteriaZ% ' Rl 4 b

All accounts need to be evaluated using the standard account criteria

I % 7 B AR 2 P R o AR e BEAT 1Al

Account DefinitionZs 58 X
All managed accounts to be defined (on hotel by hotel basis), in terms of their status as Key Prospect. Key Client:
Niche Client: Prospect Client: Suspect Client:

FITAT A B AR 2 i AT S0 CHRAE TS B R e R 5 SO ARAEAR TR T Dl e SO EER
FIREER T BUHE . IEER

Account FileZg F R4

All accounts that are being managed should have a client file (i.e. local, national and global accounts). Files to be
set up to agreed standard. If Sales person looks after one or more hotels, and the client produces at the two
hotels, there should be separate files at each hotel. Files must be kept in alphabetical order and be clearly
labeled

PR e B 2 P LR P R (AR [ PR BRI ) o RN N 5 kR
HE—2. WMRMEN AN —F W ZAN RS, I HZE RIS A Tk, NIER SN
o35 NS ST T R R T A S o P R S A 2 RN DR b i b

Account ManagementZ: /& #

All accounts that produce business at a hotel should have an allocated Account Manager (level of business
required to be determined on hotel by hotel basis). This includes local, national and global accounts. If you have
offered rates to a new client and rates have been accepted, an "Account Manager" must be allocated

FATE)E A TR R P R A TR E R A (LA 25 7K R AR 9 1 1 R0
RAED o REEAFEAMM . FEFRA UL 2ERIE . RO B ftas —Aog % - F HA A
OS2 MLIR E — % ) 2 2

For all managed accounts the following information should be provided:
XA E PR A FRALITE R
Potential Analysis Form 78 /173 47 %%
Sales Account Plan with key actions. 7 4 == B 4T 8 5 AN E R itk
Strategic Sales Plan workbookii it #5511 1) T 4F /it
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Account criteria measurements. J i & bR
Targeted revenue and room nights TY against LY AR #5 2= 6 i B0 il 52 1445 1 H bl e S s i

Account TrackingZ /- BREZ

All accounts must be set up in hotel's PMS system with the correct rate code attached. A system needs to be in
place on property between Sales and Reservations to ensure this happens. This must include new accounts that
have accepted a new rate proposal. Refer to Production Report in Protel.

T 25 7 b 0 R YRR 55 A AE T I PMS R GE T @ i o X 7R SEAE AN &5 M 0T o)A — > Eid Y
KGRI A . RSO DA B2 I WA A 38T % 7 . 2 [iProtel R 4t i i 4
A

=

An Excel report also needs to be in place at all hotels, indicating variances each month and year to date. This
can then be printed off each month, either alphabetically, or by monthly top producers or YTD top producers.
PSS & — e &R R, Aot R ES H SRS . RasHITEHZRE,
A LA BRI s H A5 8 St IR =538 H D LA 85 b St i i A

All accounts that are being managed need to be tracked. Sales people should study the report on a monthly basis
and be aware / act upon reasons for variances against targets.

PR e B 2 P )RR R ER o B N U NRE A W TR IF ] A 5 B bm Il 22 5 1 J B g
H S0 3 it

The report should reflect the tracking form in the business plan implemented by Revenue team.

Al N S e H p ST AT A 6 AR S B TR R AR e BR ISR

Chase Systemi& i3 R 4t
An Effective Chase System to be in place at all hotels (either manual or computerized)

PR E R 22 R AU IBER R (TR =T LISHE ML)

Correspondencefs B

All sales correspondence to be produced to agreed standard.
FT A 85515 eR R AL IR EEAT

Font - Ariel “Ff4——Ariel

Size : 10Kk/h——-10

For long correspondence:

XTI B

Font — Ariel Narrow~7{&——Ariel Narrow

Size: 10 K/h——-10

Standard Contracts for Local Corporate, Meetings, Aircrews, Leisure groups are provided and are expected to be
used by all hotels.

Reae it asthdib . 2 BT iRl BN ROFRHE & R E T4 A 05 1 e

All correspondence should be held of minimum 2 years then transferred to archive files. All correspondence must
be kept in Alphabetical order with most recent date at the top.

FITA 15 R B 22 /D (R 24 AR 5 FREAT AP AR AR ] o I 1% pR A 2035 7 BRI I HL il 1Y) H 30 i
TR BEAT IR
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Field Accompaniment4fiigi 2=

To take place at least once a quarterly with a colleague, ADOS, DOS or CDOSM. This is a session in the Sales
Audit and all sales members must complete field accompaniments as part of their personal development plan.
BEERDE—IFFE, HERSIE. DB RS SR —R. X2 EEH T
=AU FTE BN UL AT BRI 22 DM E N HAS AR TR ) — 8 73

A Field Accompaniment form has been produced and should be completed immediately after appointment by
assessor then held in HR/Training file.

VAL RAE 22 fa D SE AR U AU R R IES , AN IRE T ANFERIR R T
Incoming Sales Calls#4 &5t

An effective system to be in place for incoming emails, faxes and post, during office hours and for faxes and post
out of office hours

DN IP oI TE) A ER AR A% B RS A AL N B A A% RS 223 M U R S
Procedure to be in place for dealing with correspondence when Sales Manager/ADOS/DOSM out of hotel/on
holiday etc

20 e B O A N R e B AN E T RS AE I, A Al R P AR B R AE R

Integrated Business PlanZg & 48 1%l

To be in all hotels. It is the responsibility of the hotel's GM, but the DOSM / DDOS/ Sales Manager should be fully
involved and conversant with plan. This should be a live document which should be updated monthly and used
as part of revenue meetings, quarterly sales review meetings.

FEFTAT I EL, I R AT (LTI B A B 2 B R 7595 5 15 96
BB, IR SO, A BT ST £, 2B R 2o
s

Message for Sales84 &5 B
An effective system to be in place for Sales messages, in and out of office hours. Office Answer machine; Mobile
Phone and Email address

N PR E] e T YRS RO 5 B — MR RS, AN BBl fE DL R A
Hiy ik
Ensure a procedure is in place for dealing with messages when members of sales are out of hotel or on holiday.

B ORAE AR A5 N DIANLE T G BB BN A 3 24 (R A e R DRI 2815 2,

Monthly Action Plans H BEATEhHXI

Rolling monthly action plans should be in place at all hotels in the standard format as part of SOP.
FEERENAT BRI NAF S HERS S — &R 20 B BT il E A

A minimum rolling 3 months update is required.

ZORED=AHESEH K
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These should be updated every month and a new month added on and they should be reviewed during the
monthly hotel meetings. They should be produced in conjunction with your CDOSM, the General Manager and
Revenue Manager and should obviously be in line with the hotel’'s business needs and Business plan.

XN Z AR A AT BRI —ASF RT3, I AN AL IS Bl BT IRIs. XN Z2 S
BRI E B, BEB KU as e BEIL R HE 1, I NS 5 B L /& SR A E B T
XA &

Month End Sales Reports H K45 &#HK &
A new standard Monthly Sales Report has been introduced. Template included in Sales Procedures & templates.

—ASETIARAE, BRI, A A TR &SRR AR i

These should be submitted to your Area Sales Director by the 5th working day after period end and copied to the
General Manager.
X EAE I IA) 45 5 58 1A AT H N _EAS M X B e b ik s B e 3

Potential Analysis¥& /143 ¥7

The Potential Analysis POT form should be completed for all accounts that are being managed and filed in the
client file. These can be hand written or typed and inserted to Protel or held separately in file. Potential Analysis
template.

IS 58 BRI R 45 B TR S0 0T R IFAE N P 5o IR R DL T 5 At R LU AT BV JF
B Hosgk A\ Protel RGBT I RE o 3 J1 0 Wi

Prospecting Account ListFF & %% F i .

DOSM/DDOS/Sales Manager to ensure a Prospect/Suspect Account list is in place at every hotel and telesales
calls are carried out to agreed number of Suspects every month. A Suspect/Research form is available in excel
spreadsheet format.

T B 5 A B ) A 5 2 PR SR DR AE B S IS S — I UM AR 25 s B, R HAEH
FLTE B B BB BRIV R P R . A AT T R T s R A NI R DT R % R

System for monitoring conversion of Suspect accounts to be in place and link to Sales Platform.
FIAL T 2 e I I R GO F AT R T 5
Company rate loading procedures to be followed

N2 ) 2 =] O IR

It is the hotels Revenue Managers responsibility to load local and global sales accounts. However it is the Sales
person’s responsibility to check the correct rates have been loaded
DR SRR B S RIS A PR ER DT, ERE O B RS R T IR T A2 A Y

Ny

RFP Procedures RFPFERF
Effective procedures to be in place for research, completion and follow up of RFP’s

B A R REFr DAERFPI R A . 58 i A ik

Procedure to be in place for dealing with RFP’s when Sales Manager/DDOS/DOSM out of hotel/on holiday Full
procedures are found in Sales Reference Guide.
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0 R B S M S B A e AN R TR AR BN A B R i DUAR BERFP. 2R
Fr $al AR AR DG TS 2 Tk B

Sales Audit¥4 & & it

A Hotel Sales Audit will be conducted annually to review management of sales operating standards and
procedures are in place. This currently is a self audit document and should be carried out for all hotels. If
DOS/SM has not been in position for at least 3 months, it is recommended for CDOSM to conduct an initial Sales
Audit with supporting action points. All points covered in the Hotels Sales Procedures are included in the Sales
Audit document.

BEFARG HEAT — OB A 45 o A% DA e 12 B AR E LR P S B R 2. X HEATR 1 E&
HRZI SR IE B A S S RIS . A AR SR B R S B A B0 = A AR, R
S BT S0 B S MR P T R S (0 SR PSR EAT WD (R A% o P IR i AT B B A
HH R 0 I A A R I S A

Sales Call Reports% - Rk &5

As most hotel sales people do not have a computerized sales system, we have devised a simple Sales Call
Report for recording information and action points from their appointments. It contains a checklist on the reverse
to help prompt people during calls

FEAR Z M54 65 N RV AL 4 85 R 48, BATC ¥t 7 — 8 &0k F bad At
I m FE S A RATAI B . RS T i &iE L U R A B il ih i A

Sales Calls Targets% F 7 H Az
All sales people to have agreed targets for face to face sales calls and telesales calls

S AREH AR N 53 6 ZUE T XS T AR B AR S TR B B 1 F b IR R 2K

Targets for existing calls and new business calls to be set in line with requirements of hotels’ Sales Platform

XA R SBOT R T U H AR BUE N SR T 6 I ESR—E

Account targets (room nights and revenue) to be in place for all managed accounts as part of SSP. Account
targets to be realistic and in line with business needs

Z AR Ol SN AR RS & SRS TR 3 — B8 7 T & B % T ROE . B H AR
fe Ak I B S E R SR — 3

Targets set as follows H ¥5 i3 52 i1 F:

Account Manager/Account Executive 2 1 £ B1/%5 F & 512 10 - 12 per week A2 1110-12
Sales Manager#H £ £ 2 8 -10 per week g /2 1H8-10

Director of Sales# 5 & Y3 6 — 8 per week &% /2 1{6-8

Telesales callsH, 1545 = 30 minimum requirement per month%f H 2= /03048

Allocation of appointment as followsZ) W FE 5 73 Fc i

Road Show & Presentations /1~ 2H 314 )5 : Half day 2 appointments=}- K2/ 214

Evening EventsHf & 2 appointments 24~21%

Familiarization trip (weekend) & i&4T (JE) : 2 appointments 2~k

Sales Visit/Site  Inspectionf &5y Hl/sLth#EEE: 1 appointment (45 minutes to 2 hours)
NI, (455380 F2/N )

Coaching#i 5: 1 appointment 14 i,
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Sales Callf4 £ F£17: 1 appointment (45 minutes to 2 hours) 129 W, (4543 % F|2/Ni)

Excluded from appointments: Training Programs, Internal Meetings, SMR/IBP/Trading Reviews
ZPRAN: BRI, AER I, SMRIBP AZAZ 5 i #%

Sales Enquiries# &2 #]
A system to be in place to ensure all Sales enquiries are dealt with within 24 hours of being received

AT BIL I F 58 AR DR BT A 8 B T W AE W B 5 24/ i N AR B4R 2R

The standard Sales Enquiry Form should be used

JSEASE FH R A FA) A 45 e A

Procedure to be in place for dealing with enquiries when Sales Manager/DDOS/DOSM out of hotel/on holiday
etc

A HE L HORE A FH DA A B 5 22 B 65 IS M T S B 5 S AN AR T RS B A S5 1 0L R I 1A

Copies of all enquiries to be filed in date order in appropriate tray the Sales office.

JITA YV 1 2 BP0 MUy A 0 5 S 7 2 5 R N SO i

Sales Platform#4&-F &

Hotel Sales Platform to be in place, with clear understanding of how much time to be spent on Buying, Working
and Market elements of the Platform. This should be updated and reviewed on quarterly basis. Have a Sales
Platform for Meetings & Leisure proves invaluable if they are key drivers and targeted markets for hotel.

BN NS ET S, RS KEEEEE . TAEKZTF G IR R G HRARIAR . 1XLLR
FEZR AT SR S A% o B SR AT 0 S SR B A H bR T ) A 2 R AR PR )
& RIUEHIHL T %

Sales Presentations#4 & B~
Hotel and group laptop presentation to be available to agreed standards be used on sales calls/presentations

)i % 5 P ) B L 75 8 B R U s I BT A P ) — 3

Sales Referral System# & & #H R4

To be in place at all hotels and communicated to all relevant people. Process & template available to ensure
correct procedures are followed.

JS2 222 T BT S AT ST A ORRI NAIE . A RUH 0 R RS LUR DR B IE BT

Sales Review Meeting4 &5 # #% 21

To be held minimum of every quarter with CDOSM. DOSM/DDOS/Sales Manager to attend the meeting with
time allocated to discuss sales activities with General Manager.

HERT I E S B DEFERT K. TG, HERLE. HELETSNZS
W, RN 2 HE A A 28 B R T B B VS B R A (1]

Standard Quarterly Sales Review template is used and followed up with minutes & notes as discussed with any
key action points. Copies are sent to CDOSM/ DOSM/ CDOS/Sales Manager, General Manager and held in hotel
sales file for future review meetings.
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P 2 R A S o AR P DR SR R T A AT S BRAT B 2 RN A AL 2 it k. BAPRE RE 45 £ 1]
iz e, Wit a . HERLE. HELM., S2MIHRE TN E Bl
# UUJE 1 A 2 WU

SSP Workbook 885 SR B 7RI TAEFA

The Strategic Sales Plan (SSP) workbook is a strategy document that should be in place for all Managed
accounts. It contains Account targets against Actual room nights & revenue which is monitor on monthly basis. It
identifies the business revenue contribution of all the accounts managed by sales which should generate
minimum of 40% to the overall hotel revenue per annum.

RIS R TAETF M2 — R SCtE, BN TIrAEENE S ea& T 5 A H BT
R B S I S RN HoAr . BRI EE B ATE % 7 BN BN ) BTk N 22 20 2
)5 BTA 2B 1140%

Telephone Answering B 1% M2

When voice mail needs to be used in the Sales office, an appropriate message should be recorded with details of
how to contact the DOSM/DDOS/SM by mobile or who else should be contacted. This must be kept up to date at
all times

AR E A~ EHEMEHESER, WA ARESIR, ok i E infrEd fisk A
Sy AR e M ) N/ 5 e BE BN IR A AT A N o IR USRI B B

When answering company mobiles, always give greeting and provide full name. Mobile phones MUST always be
turned off during client appointments.

FIZA A AR BRI, BRI B A%, 5% LA AL SR AL T ML

Voice mail messages on company mobiles, should include full name, position and hotel. During holidays / training
courses etc, this should be amended with alternative contact details

NEFEENFRIEHIE S S E RN A S a4 PR E AR BOHEERISE I, X%
BN AT 5 He I R 40T

-

Phone must be answered within 3 rings

FL T DA 20 = 75 N 2
Sales Training#4 &5l

A training plan and training record (standard format) to be in place for all members of the Sales team.

BRI IR, BRI A 45 R S BT 7 1 5%

ADOS's need to ensure the Sales Coordinator for VP Director of Hotel Sales regular updates for master training
record.

B A S A ORI R S SR S R B I S

For nominations for Strategic Selling Level I, Level Il & Level Ill need to be emailed to the Sales Coordinator for
VP Director of Hotel Sales giving full name, position, hotel location & time with company.

BRI, W, NGR4T AR MR 25109 J 4 65 B 2186 RO &5 i, s b 3R it 444
NI AR =k A WS S /ARSI = DRSS AR A ]
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Meeting Modules Training - Any nominations to regional training manager via email.
S PR BRI I —— A Ay 25 DX I 22 PR A 4R 42 75 e 1 s

Weekly Sales Itineraries® & 85 &%)

All hotels to be using Protel to record their daily/weekly/monthly sales activity, client appointments and internal
meetings. Sales Team to ensure they provide access for CDOSM to view individual sales calendar on monthly
basis. (Part of Sales Audit - measurement of appointment levels).

JIT A 188 ik 4 FH Protel 2 Gk st Al 14 H 1A 2 S H AR 505 30 . &P i il B
N R IE IR E S SR M B R A BEE DB L. GHEH RN — 80—
FRZI 7K D

8
The largest FREE resource tool for Young hoteliers and seasoned professionals

© 2017 INNARCHIVE.COM



	Description描述:

