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OBJECTIVEH i:

To ensure that all inquiries are dealt within a minimum lead time

il DR AE B R PO IS 1] P9 AR B i A5 1) ) 360

APPLICATIONE A T

It is the responsibility of the DOSM and the Deputy Director of Sales to communicate the Sales Team the etiquette for
the communication towards the client
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It is the responsibility of each individual member of the Sales Team to apply the following.
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STATEMENT OF POLICYBUSE#EIR:

The Sales Team being reachable at any time for a new inquiry
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All departments from the Sales Department have to be reached from 8:30 am 'til 6:00pm
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At lunch time, each department needs to ensure that there is a minimum of one person for the call duty.
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Prior to leaving the office, all sales person must forward the phone either to the Sales Co-ordinator or to hisfher own
mobile.
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In the evening, all phones must be forwarded to the Sales Co-ordinator and the Sales Co-ordinator must forward all
calls to the Operator.
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Answer to Voice Mail Bl FiE & {548

5.

If voice mails are set up on the phones system, any message should be listen upon return to the desk, possibly within
maximum 2 hours after the message has been left, and within the same day.
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If the person is travelling, sales co-ordinator must forward the call to the most relevant person in the team / hotel or
inform the Sales person about the call.
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Call taken for Colleague & [F) S-3Z 0T B 1%

1.

If a message has been taken on behalf of an absent colleague il 7 Hoes [H] FARE 4 HEN SH%EF2 7 1)1,

a. The call has to be answered and dealt with as if it was a personal client.
HIENAZBARIT, JHER PN E SRR — R £

b. Ifthe call can be dealt with by the person taking the call, answer to the client must be provided and the
colleague informed about the call and the answer.
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c. Ifthe call can be dealt with by another department, the person will transfer the call professionally
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d. If the answer cannot be dealt with immediately
IRARESL RN Y NPt &

e. the conversation must be reported to the colleague (note, email, tel.) and the emergency of the call
mentioned.
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Phone ringing in the Sales Office &8 75/ 25 i) B i Wi

8.

10.

Each Sales Executive, Sales Manager and Deputy Director of Sales, as well as the DOSM are provided with a mobile
telephone number by the Hotel to reach and get reached by Clients and the Hotel.
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All above get a specific amount dedicated for professional calls. It is the responsibility of each individual to manage the
calls accordingly.
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It is highly recommended to use the Mobile telephone for communication with the clients and the hotel only when out of
the hotel and to use the landlines available when inside the Hotel.
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The Land Line

11.

12.

13.

14.

15.

It is highly recommended to use the Landline telephone for landline-to-landline calls and therefore save on the mobile
account.
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Only DOSM and DDOS are allowed to have landlines with international access and use is professional only.
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If the Sales Executives and Sales Managers need for professional reasons to call an account based overseas, the call
must be requested at the operator and the name of the client provided.
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The Operator will reconciliate the international calls on a weekly basis for the review of the DOSM.
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Sales Executive and Sales Managers can expect to be inquired about the reasons of the calls from time to time.
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Rooming and overseas travels

16.

17.

18.

19.

For the sales persons due to travel for professional reasons, a rooming will be arranged by the hotel on a temporary or
yearly basis according to the frequency of the travels. Co-ordination with the Finance Department is required minimum
one week prior to departure.
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According to the frequency and the length of stay, the Sales person is required to analyze the possibility to buy a local
card for calling local clients and to arrange the needful with the Finance department.
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When abroad, all calls are considered professional, though personal calls must be kept to a minimum and to a reduced
period of time.
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When abroad, the sales person must request the Hotel to call back to reduce the cost of the conversation with the
Hotel, and sms are a preferred way of communicating if possible.
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