I. Maintaining a Customer Database 

A. The industry standard for profitable hotel occupancy rate is __

B. The Importance of Information Guest-history database

1. Guest-history data bases: __

a) Today’s database technology make it easier to __

2. An example in New Hampshire

a) The guest-history database grew out of __

b) Guest-history database allows for individualized attention, which directly equates to repeat business.

C. The Growth of Databases

1. The growth of databases has created entirely new __

2. Integrating technology is __

3. Major goals of integrating technology include:

4. Responsibilities of information management

a) Collecting data about customers is sensitive due to __

b) Information in a database is only as good as __

c) Database and corporate security __

D. Review

1. Describe how technology allows the hospitality industry to keep up-to-date customer records.

2. Explain how hospitality employees collect information for the customer database.

II. Maintaining a Favorable Occupancy Rate 

A. Occupancy and Survival

1. Occupancy rate: __

2. Forecasts: __
3. Yield management: __

a) Forecasts occupancy rates

b) Adjusts room rates to occupancy rates for maximum revenues

c) Made easier with computer programs

4. Variables in Yield Management

(1) Non-revenue Rooms: __




(2)

B. Strategies for Increasing Occupancy Rates

1. Guerrilla Marketing: __
a) Examples:

(1)


(2)


(3)

b) Purpose of guerrilla marketing:

(1) Name recognition


(2) Ambush marketing


(3) Taking a share of the market from someone else

2. Generating business through employee leads

3. Tracking success

a) The measure of marketing success is __

b) The tracking function of hospitality marketing cannot be neglected.

C. Review

1. Define occupancy rate and yield management.

2. Discuss two strategies for increasing occupancy rates.

III. Customer Satisfaction: Repeat Business

A. Bringing Customers Back

1. Repeat business: __
2. Training for success

a) Effective training programs include:

(1)


(2)


(3)


(4)


(5)

b) Effective guest service requires employee training.

c) New employees are assigned mentors to learn the top strategies for serving customers.

3. Strategies that work

a) Accommodate guest requests

b) A guest recognition program for frequent guests

c) Giving guests more flexibility

d) Assuring guests of quality service

e) Provide Telecheck services

f) Free local phone calls

g) Accepting small pets

h) 100% satisfaction guarantee policy

4. Consistent service and a clean room

a) Hotels that earn high ratings __

B. Pleasing Customers at Restaurants

1. Managers of restaurants must stay progressive because:

2. Changing customers and menus

a) Healthy: __
b) Homestyle: __
c) Vegetarian: __

3. Service is Still the Key

a) Key Concepts of service

(1)


(2)


(3)

C. Review

1. Identify successful strategies used by hotels and restaurants to generate repeat business.

2. Describe ways in which restaurants can increase customer satisfaction.

IV. Maintaining Industry Standards

A. Fundamental Principles

1. Standards: __
2. Key standards

a) Good housekeeping: __

(1)


(2)


(3) Mentors: __


(4)

b) Image: __
(1)


(2)

c) Attitude: __
(1)


(2)

d) Product knowledge: __

(1)


(2)

3. Managing in Modern Society

a) ADA: __

b) OSHA: __

B. Sales Standards

1. Sales performance is measured by

2. Pre-sale research: __
3. Probing and analyzing needs: __
4. Presenting and recommending solutions: __
5. Implementing solutions: __
6. Monitoring results: __
7. Maintaining and expanding the partnership: __
C. Review

1. List basic hospitality standards.

2. Explain how sales efforts are tied to personal service.

