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Descriptiond#iid:

OBJECTIVEH #J:

e Toensure the Site Inspection is correctly and perfectly handled by the Sales Person involved.
BT IR B N 5 B DRV A 70 5 1) AL PR S 2% S B A 4T 5))

e Toensure that the Site Inspection leads to the confirmation from the guest for one booking and more within the year.
B ORE L S 52, ] DLLEZE A # E — e B AE — MEE N 2 FilE

APPLICATIONSE I T
e  Each sales person is responsible for the application of this procedure at all steps.

EH TR MEEAR

STATEMENT OF POLICYB s #id

Definition & X

A Site Inspection is a visit of the hotel organised for a potential client, in areas linked to his/her interest.
ST SR HHP I 7 BT FE 2 S B DGR R AL S B)

A site inspection is generally less than 5 persons (above it becomes a Fam trip).

WEHOLY, LHELEI RS THIAN (ZRIDANETHEED

A site inspection is NOT an ENT only.

S AU S — M E % 3

A Site Inspection is the strongest sales tool available, as the potential booker experiences the atmosphere, the space, the
quality of the amenities, the level of service, the professionalism of the team and can immediately make his/her choice on
either it corresponds to the standards of his/her bookings.

SEHBE SR — DR A A E T B RS T DU I ST R 5] B R s AR, AR, i
Fis, MREAE, BB 3K AT DAL ARAT TR 8 A AT 0 FHTT 2 SR pRuist i 48t ik ¢

It is ideal to link the site inspection with an Entertainment so that the taste / F&B aspects are also tested.

WS B S 5 G A G AR — iR LB AR K . ROVIEI B0, 2 AR RIS IR RS Ssieit) A
—MAAHT

A site inspection needs to be prepared as a bad site inspection could have a long term disastrous effect for the account
production.

JSEAZAE SE 3 25 S T (A L R o RN — S SR MO S 2% 8 A AR A — BRI ] A 2 122 5 7 0 1 R i

The Site inspection can be at the early stage of the client decision process, or at the final stage.
SEHE BN] DIFE R P R SRR MIATSEB BOgEAT, AT AER P RS R R R M BOHEAT
O First time visit & VX 17%¢ 03 Visit all hotels in the cityi5 2 A3 117 (11 7 43 188 ik

O3 Project in mind Jii H 4E7%: 03 Project on offer 1ii H $£ %03 Project confirmed i H Ak

The style of the sales person will therefore have to be different and adapted according to the situation.

As a site inspection is the opportunity for the booker to compare with the other hotels he/she knows, the sales speech must
be powerful to give a high value to the product vs the competition, while keeping positive about the competition.

S G B K IRATT I S 5 At B RS B e O EE I BL . BRI, D T R R IRAT TR AE 5
Feop AR, BB R S R AU SR I PR AL AR T A S e TR A v
I E e
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Steps and standard policies (applicable for all) 2B R brEEsE GERHTEANMN)

Encouraging Site Inspections¥ BBl % 2275 3

The site inspection being the most powerful tool to convince a client. Therefore a potential booker must be invited and pulled
to visit the hotel at any opportunity and as often as needed. Initiating the offer is also the most powerful as it is an invitation
to an experience.

W25 G IR A RS T B, DA A RIS T, RATEZ IRHEBIER A
HABIEH L

Client is located in the city; Day and time to be defined according to his diary

Y NDEIN AR 2 A CAE H AR\ 5 %2 H AN [E]

Client is located in the Day and time to be defined according to his schedule of visit of the city

country: AR 20 N SRASTT BRI TR A 5 %¢ H 390 2 I 1)

AREEIEARATTE A Voucher can be offered to stay in the hotel + Site Inspection

2 NEJE SR AR RS + st 5 52

Client is located abroad: 1. Wait for hisfher next trip to the City if no project is pending
IRRAERRETH, SR N T —UCRAT

[E b2 2. Ifthere is a project, offer a voucher for a stay, but push for an early date to close the
deal first.

WRHEANAIH, £ ANNEMRRMIESR, FREMNEEFHE

Objectives of the Site InspectionBl37% £ H #5
The client does not know the  The site inspection should lead to the first bookings in priority of other hotels visited.

City PIZAER N A B el E 2 AT 2 HE B 858, S HERIG B X BT
B NASHITE A
The client does not know the ~ The site inspection should lead to the first bookings
Hotel R INAE S IR G K- YN N PV G
B NANHITE A 15
The client has a project in The site inspection should lead to the booking for this project to be received.
mind S G R A AL N TIT AT
7 Nt Hh A 10 H A8
The client has received an The site inspection should lead to the confirmation of the project with the hotel
offer 376 G L AP B I AE AR i 26 7
EYNEE ALV EI NSRS
The client has a project The site inspection should lead to the consolidation of the relationship with the booker,
confirmed while getting new orders (up-selling) and generating new projects
TSETIN W NI SH0ETHRIR R, FBERTHRT
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Preparation of the Site Inspection Fl3% %2 #E & T1E

Your client is taking some time to come to visit you and has some transportation time (from 15 mn to 8 hours!). He/She
deserves that you spend some time to prepare his/her arrival.

N SRIBIE VIR, &P T B RS A TR 155 Bh 8 NI RS (I (] Ath b AEL SR T B — R [ A Al
ISR AT HE 2

Furthermore, you need to ensure that all is in order from each department when the client comes and to avoid loosing time
at each steps of the visit. The Client needs to see that there is a strong communication and co-ordination between the Sales
and the Operations to feel confident that this booking will be well taken care of.

UEAh, fEZ NBERE, BAGRITA IR N A e mths, DL R E Rl — IR TIR B Al HEAERA
BRREE S A E ) 0V R AR R, X AT Pk NI 9RAE S 28 IR G S 5 O

Few weeks / days prior to the D-Day Il aii 5 145 <
=  Fill the site inspection form to inform the departments and call each of them if they are specific requirements and if they
are VIPs. The ideal is to distribute the information 3/4 days prior for the Operations to organise themselves accordingly.
HE WG RL K BRI RIE S MRV N T HRIRER, BEAVIP. SEARRRE R
BARVIHIBEI RKGAZ BR BRI, DIE S E T M AH S ) 4
= Fill the voucher request / COMP room request if needed.
HENEI PSR E, Big %R
= Send the confirmation to the client
LR TUNT Y eI
= Send a location map to the client
LRI DAY - IN
= Get the decisions about specific aspects required by the client by the Management (if required)
GUAR TR, A NS R R SR TR A5 BN A HR 2 1) R
= Inform the persons from the Management who are recommended to be present to impress / flatter / convince the client.
T S R A A NG R At IR o NAE ST 9% AU S8 A DG N i AR
= Fillin the Site Inspection sheet for reference and communication to the Sales Team.
HE Y75 SR AR B E RN S5 108
3 days prior to arrival (intl) or day before (local) ([EPR) FAH] =K/ CAH) FEFT—K
= Call the client to reconfirm the Site Inspection and check
BoaE NN 5 2 H AR
o thatallisin order
RGN (AREZY. X DA
o which changes should be communicated (date, time of appointment, arrival location, number of persons ...)
WA EE (H], SURE, Bk, A%.D
Day of Arrival£|iA H
= Check that the allocation of the bedroom is correct (if required)
AR, WA 1] 23 N IR Y
= Check that the concerned departments are informed
A 230 0 2 BT AH G HE T
= Remind the person(s) from the Management the time of the meeting and the purpose of their presence.
PRI B A AN D32 50t 8] B A AT HE S 1 E 1
= Prepare the file, review the file, prepare the documents,
R SCRY, WA OOR,  dER SO
=  Prepare the give-aways / sales pack
AL S AL
45mn — 30 mn prior to arrival (if HK was not involved in the pre-allocation of the rooms) 32 Hif 4543 $4-
3070 (IR Pk A2 5 b [ 1553 e )
=  Get the keys from the Reception
MBI & R

= Prepare the best scenario of the trip to the rooms to ensure you do not show lost in your own hotel.
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BT 33K o ) S e 22 A1
Check the rooms : Turn on the lights, open the curtains, check HK is OK ...
KA S TR, RFE, ARG e

15 mn prior to arrival F3Z& R 15§

Inform the concierge and front desk that you expect a guest as per the Site Inspection sheet. To call you
WASLEMAT G, RIS EERE R, RIEESEREIERZA

10 mn prior to arrival F3AHT104-%h

If a pickup has been arranged, and no call from Concierge has happened, call the concierge to see if they are on the

way.

IR O L HHRE, HERA R A . Sl M A LR A 2R

5 minutes prior to arrival £k Bi5 4 &4

Do not take any important call or enter any meeting that may be long, to be available for the arrival.

N T HRAERE NBIAIN BEMg SR bR fr, AN EEAER N BIA AT oo B4k 4T B 1 siR B 2 — AN Al g
FREEI ] AR K2

Use this time for your appearance check-up

R X B TR A B ORISR R

Leave the brochure kit at the concierge.

KaEf I RBEALES

Ensure you leave for the site inspection with the file, fact sheets and presentation book.

B ORI S22 SIS S5 17 G S AR DG BERL, T, MR R EAL

If client is usually on time, ensure you are waiting in the lobby.

IR NI B3k, B N G AR K S Ak

Welcoming the guest (Normal site inspection - client with no bedroom booked) ¥l Zs N\ (38 FIER37 5 £ -

&

ARITR)

If client is usually on time, ensure you are waiting in the lobby.

WA NAZI B3k, 485 N B3 AR K B A5 Ak

Offer to leave their coats and bags at the concierge.

AN E RO AL E G IR

Offer to sit to start the conversation (warm up + re-evaluation of the situation of the client). This is the time for the
client(s) to set up his mind from a 'traffic' mind to a 'Comfort' mind and distress.

PR IR CAS+EILPFAE L o

Offer a drink (according to the length of time you estimate the warm up phase will be)

FEAECE CHRAE FIUA 1R V) 368 v 6 ) TR T )

Before starting the site inspection FF 4 Sz 11 & 22 #f

Re-evaluate with the client the reason of the visit.
HAl 2 AVTE R A
= First Visit Check with the client the areas that he is interested in visiting
HIRVIE 5% NHAA TSR %2 X 35
= City Visit 01BR a Club Floor?
YHiysAl 02-BR 3 Club Floor?
= Projectin  OMeeting Center£>i¥ 1> 0Offices — Business Center #r Al H1 0

Mind ORestaurants %8 /T
H AL oFitness Centerf & 1.0, 00Roof Top Sports arenalz 1712 £ [X OSpayT 75 OKids
Club)LE AR SR
= Project Show that you know the file and that you have planned to show him the aspects relevant to his
Offer request.

WHRRE HENERIRCEMER LR N R RN T A 17
Explain what you want to show him, what is also available and validate with the client the areas
to visit.
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= Project ) 2 NAREARAE R AR R 2R 08, % NAE VTSR] v] LU B IR SEARFIT Ui i) A 2%
confirmed  Inform that you would like the person to be introduced to colleagues / management on the way.
WHBA SRR, BAEV S HERE o 2 A A A48 T I 1 [F) S 72
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During the Site Inspection Bl3%% & &+

The site inspection is a show-round with the aim to highlight the key features and benefits for the client and his/her
delegates. It is also a good time to show professionalism in the way of respecting the client + in the type of information
provided.

WAL — A NSRS, B it i 75 e 2 N % H /R W 1 2 R 0 e L3 . it
» AT DU R B N L R B NSRS BT SRR AT 2l .

It is THE time to build the relationship between the product and the client and the sales person and the client.

e — NS, B SHEN R IR R L

Etiquette (respecting the client) ¥ {X (BEHZ A\

= Block the doors of the lifts for the client
TR AL BRI

= Go out first from the lifts to show the way (Inform them)
/MR FEE R e N2

= Push the door of the bedroom / restaurant ....enter and keep the door open for the client.
HETF DS T 1T, BEATEIRFRITR TR, DMER AHBEA

= Adapt your walk speed to the person(s), ie do not go too slow if they are speed and do keep them 2 meters being you.
K AT BEE 52 NORFF — 3. ANZHG T2 NRATHEEE, AIZe AR RS ORAFAE TR A

Talks3Z 1%

= Be friendly, respectful and acting like a guide to a new experience
WS, AT A2 IEBR 5% N — RT3 kIR 1 5 i

= Always remember to adapt your style according to the experience, hierarchy level of the person
AURIEE NN, SRR CHZZIRTT

= Try never to use the hotel jargon. Talk naturally. Don't use the official tone of letters.
REAZATHE LA ARE . AR AEMEHE T DYIgR

= Leave the time to people to appreciate i.e. do not always talk but keep some silences for them to explore and ask
questions
BN TIREEERRA . W2 U, AE—EUE, &SRR, A% N B LS ER T A4 1] 1)
I 1] o

= Be specific, talk more about features + benefits (not just features) <=>Make your client a hero by choosing the
hotel.
VRN, 2 S R IR <>k 2 N, AR A e BEIRA TS, Ad0RE oy — i

= Avoid talking about common-sense details (lost of credibility)
RIS — LU R ME R AT (R EAEED

= Adapt the talks to the Segment the client is linked to (a Corporate client will not like to see /hear about the Kids Club)
WRRIEAL, WRE% IR (AR IEAMEE 2T 2L E AR R ER )

After the site Inspection: CLOSE Bl % & )5 :

= Sit Again (if time)
BRI E] SCVF, AR ORAR TR R AR

= Offer drink
SRR A

= Ask for the feed back about the visit and the feelings about the hotel + if the hotel fits to their requirements and if they
will book / confirm / have other projects
KRB N RS S, B AR 8 (R . V) A S % 07 TR B A ST R R, e e
TS IFA AR S 28 I3 B 5 3)

= Answer objections
[ 2 72 N H R 57 1L

= DO NOT LET THE CLIENT LEAVE WITHOUT HAVING DONE THIS PART. If he /she needs to go, this phase should
happen on the way back to the lobby.
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FEBA X — 0T, AEAEENETT. RS NTEETF, X3R5 NAZAE | B RS i bt

17
= Check if the client has met the persons planned to be met (call them on mobile if not yet done)

RN, AR E DL WEMATTHRIZ RN GRS, o fbd iR 2 K& O

Departure of the client (no bedroom booked)Z& A& FF (¥&H MiT E 18D
Do not forget ! Leave a pack of brochures + information

ALK R AF R B AL PG B EAE TELZ AN

= Ensure you have given your business card
IR BRI A a2 N

= Leave the relevant documents in relation with the business
TRAE 5 4 BRI Bk

= Order a taxi if needed
WORTE, WOT A

= Indicate the way out from the area (Where are you going next?)
i B T DX 2 (R 22l LD

= Accompany the person outside the hotel.
(R NEERTIV P4

= Do not enter back until the person is out of reach (if the person takes a taxi or a car with driver)

= WSRO AR BT FINUT A, A B A GE AL Bl 2905

Follow up on the Site Inspection EREE
= Send a message 'Thank you for your time' + recap the actions agreed if any maximum one day after
T S 2 52— RS 25 7 N RIS IS A B R Ak B P 7 58
= Action on the agreed actions to be taken
BEXFE R T R, RIT )
= Follow up on decision.
TR R R

Additional B$m
Welcoming the guest (client with bedroom booked) XMz N CFH T & A)D
Help for the check-in
B I EENAEF 48
Redefine the timing of the visit
v RUINE =Sl
Departure of the client (bedroom booked) & N &5 CH T B & ND
Check that the bill upon check-out is well billed.
TEZ NIB B, BN C&FT ENAFIK B
Greet upon check-out

ErEE N, HELRE
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