14 Stages of Guest Interaction
with Bill Bullard

Inn at Occidental of Sonoma Wine Country >
CABBI Marketing Director : ,

Bullard Partners
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Slides available at www.bullardpartners.com
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- Proactive Approach
-

& &

. The Rule of Fives

-




&  Rule of Fives ﬂ‘

When you are asked the same guestion

“. no five times ?

OR
You repeat the same guest task

flve times
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Time vs. Money

Peopl edos Free TIi me I S
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Website

1st Guest Interaction

Specials
., Activities
Room Amenities

., Availability



Phone/Online Reservations
2"d Guest Interaction
., Arrival Time

. Special Needs
. Dinner Reservations
. Activity Reservations

. Extras (e.g. Spa, Wine, Flowers)
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CABB. com

3. alifornia Association of
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Reservation Information Calendar O

Today's Date:

How did vou originally hear about us™:
O Astiche: Country Inns
DI Anticte: Nax'l G raplic
Dl Anicie: SF Mag
D Asnticle
Dltock: AAA Te
DIRook: AAA Tos B8 St v Sach
Hook: Best Piaces lo Kl
MBook Frimmssers
Diook- Ka Ywn
Dook: Napa Sonoms
D80k
DY Chamber 3
I¥riend of Innikoeper
CIriend Family-local
DIGIN CentiBeate
uy Repon
£ Regiatry

I
DI Osmosis
DIRepeat Guest

Clweadding
CIWoad of Mosth

Duygs Guest Koow About:

O)Check:Inf3-9) & Out Times noon)

CINO Smoking i Roams

CIFirst Naght's Stay on Credt Card
D)Cancellution Policy (10 d 3

CIDiemer

Oraint of Sale

s There Anything Else We Can Help With???

Cand Number

Expiration

Comments

0 Thank You Sent

Arrival Date

Deparmure Date

Name
Comparmcn’s Natne
Address
City, Stage, Zip
Day Phone

O
Eve Phone
Fax (opt.)
E-Mail

O Twins O No Feathers oTv

ROOM #

¢ of Nights $
Room Tax

Room Subsotal

Room Depositt Recetved
Room Balance

Pou of Salke

POS Tax

Room & POS Total

0 Special Event: 0 Delivered

Package: 3 Delivered

Date

via OMail DO Fax 0O EMail
OBrochure  TORRWRM

Date Scnt
Confirmation Muap

n By: BB AH




>4

OTV: Bay Area Backroads g 7
OITV: Travel Channel Room Deposit Received

OWedding
CIWord of Mouth

Room Balance

Point of Sale

Does Guest Know About: POS Tax

[JCheck-In(3-9) & Out Times(noon) Room & POS Total
(ONo Smoking in Rooms

(JFirst Night's Stay on Credit Card
OJCancellation Policy (10 days/$25) O Special Event: 3 Delivered
O Dinner

OPoint of Sale Package: O Delivered
(J1s There Anything Else We Can Help With???

Facility Time Party of
Stella’s Café
oy River’s End
et Duck Club
Comments John Ash & Co.
Lutecia

Card Number

Date Sent: via OMail OFax 0O EMail
EConfirmation  EMap [OBrochure = OORRWRM

(0 Thank You Sent 0 By: BB AH
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Confirmation

3"d Guest Interaction

Written or Email
Confirmation
Mention Activities requiring Reservations

Extras i Separate Enclosure
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@ Gas Station ® Cape Fear Cafe ' Wineries
@ Western Hills Nursery @ Stella's Cafe \ @ Korbel
@ Antique Society ® Tides Wharf ()Qy\emue'-.\ © Martini & Prati
To @ Willowside Cafe @ Lucas Wharf Healdsburg ' ) ® Hanna
\\ Aendocino 4 Duck Club {Bodega Bay Lodge) @ John Ash & Co, (( © Deloach
@ Mistral O Iron Horse
\ © Davis Bynum
Armstrong Redwoods Grove ® HO[) el
: / © Belvedere
i \ © Rabbit Ridge

Guerneville ' © Armida
@ Rodney Strong

‘j\i Jenner Duncan

\ Mills
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Pacific Ocean
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To Sonoma
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To Petaluma To @
&101 South 101 South San Francisco
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Pre-Arrival Emall
Ath Guest Interaction

Looking forward to your stay

Reminder about Dinner Reservations with'Links

Reminder about Activities requiring Reservations
with Links

Links to Weather website
Things not to Pack (e.g. Hairdryer, Robe, Slippers)

Things to Pack (e.g. Laptop, Cell Phone, Light Jacket)

Extras Available
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Arrival
Bth Guest Interaction

Hand Guest all Reservation Cards

5

I Include Directions, Phone, Address

. Late Check-in Boxes
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DIRECTIONS TO MIXS CAFE IN SANTA ROSA
. Leave the Inn parking lot and drive forward to the stop sign.
. Make a left onto Bohenuan Highway.
. Follow until dead ends on Bodega Highway. Make a lett.

. Follow Highway 12 through Sebastopol. Automatically turns
mto Highway 12.

5. Exiat on the Eureka/Highway 101 North Exit.

. Follow Highway 101 North to the 4™ Street/Downtown Santa
Rosa Exit.

7. 4™ Street will tum to the right. Follow to 2™ stoplight.

Is on the left corner (4™ and Davis). Building with green canopy.
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Sebastopol

Go to the STOP SIGN in OCCIDENTAL. TURN RIGHT
and go to GRATON ROAD (about 2 blocks).

TURN RIGHT onto GRATON ROAD. Go about 6 miles to
the end at the ROUTE 116 BLINKING LIGHT.

TURN LEFT and continue until Mom’s Apple Pie/Stella’s
Café on LEFT.
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Sebastopol

- ,

1) Gotothe STOP SIGN in OCCIDENTAL. TURN RIGHT
and go to GRATON ROAD (about 2 blocks).

2) TURN RIGHT onto GRATON ROAD. Go about 6 miles to
the end at the ROUTE 116 BLINKING LIGHT.,

3) TURN LEFT and continue until Mom’s Apple Pie/Stella’s
Café on LEFT.
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TaE InN AT W@ccidental

Sonoma Wine Country 800-522-6324 www.innatoccidental.com

We have made vou a regervation at Stella’s Cafe for

at
Driving Time: 10-15 munutes  Dress: Casual
Please tell us about your dinner experience.
We will share your ratings with future guests.

Rating (5=Excellent, 1=Poor)

Service Cuisine

Comments:

Phone: ( ) S2: : WI
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| ate Check-In

Late Check-in M

www.Supra-Products.com

1) www.homedepot.com

2) www.lvsales.com
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Room Information

6" Guest Interaction

Inspect Rooms before Check-in Time
Welcome Note (by hand)

Guests donot | i slnen during »ncheck
Guest Directory

Signs (pros/cons)
I Place Info Card visible with Important Details
e.g. Breakfast, Smoking, Check-out, Turn-down
Commend Card
Postcards
Letterhead
Forgotten Amenities
Note Under the Bed/Over Armoire
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Tue INN AT (Dccidental

.l
peclcome!
. ot for choosing The Inn at Occidental. .. our fiome and your kome away from
¢ you Jor1 ¢

guest and in every moment of your stay, we offer our hospitafity and

4 welcom.

is fiere to serve you and to anticipate your every need.

Our mm]vttn.' st

o af Ot idental offers a variety of ways to fiefp ensure that you fave a pleasant
:ﬁ‘”" ake a few moments to read our Directory of Guest Services. It will fielp you
[ we fave 0 offer

ny member of our staff to assist you PRI

qhe 1
pistd.
enjoy #

Please 1‘5”‘”{’"" a

sELECT
REGISTRY.
—_—
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B G 1S

Coffee Available: 7:00 am ~ Main House Alcove
Breakfast: 8:00-10:00 am ~ Main House
Dining Room (Lower Level)

Wine & Cheese Hour: 5:30-6:30 pm ~ Living Roon
Confections du Jour: 8:00 pm ~ Main House Foye

Check Out is Noon
Please ~ No Smoking in the Inn or Guest Rooms
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3657 Church Street. P.O. Box 857, Occidental, CA 95465 7T07-874-1047 800-522-6324 Fax: 707-874-1078

Yowll Be Glad To-Know...

Cojfee s Ready al 7 amn
Breakiost iy Avaddalble 8-10 an
Wine & Cheese Beging al 5 pm
If youe woudd like Tiwndown Service; Plecse Cal
the ITnnkeeper
Check Out ty Moo
Please no-smoking in the roons
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5 weel :Z>ream:5

maglnc) [/w per ec[ 3 00,;
we L/l(/

FOR YOUR COMFORT,
TURNDOWN SERVICE IS PROVIDED BETWEEN S5:30 AND 9:30 PM
PLEASE CALL OUR STAR SERVICE HOTLINE IF YOU WOULD

LIKE US TO REFRESH YOUR ROOM.

THANK YOuU.

L4

LOEWS

CORONADO BAY RESORT
SAN DIEGO
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Tae INN AT @ccidental

3657 Church Street. ¥.0. Bax §57, Ocodental, CA 95465 TOT-874-1047 800-322-6324 Fux: TOT-874-1078

::”"51'“ www.innatoccdental com
Gis M .
- innkeeperSionatoccidental com

- o e
- —a
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Forget to Pack Something?

Loews Remembered!
Try our “Did You Forget?” Closet
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HOMESWEETLOEWS

Being away from home doesn’'t
mean you can't feel at home.
That's why Loews offers those
little extras that can make your
stay more comfortable.

If you'd like any of the items below
for use during your visit with us,
just press “star service”
to have it delivered to your room.

CHENILLE THROWS
MTY BATY LIGHTS
PUTTING GREEN GAME
AIR PURIFIER
SOUND MACHINE
CD PLAYER
WALKMAN/DISCMAN
TAPES/CD'S
NIGHT-LIGHT
HUMIDIFIER
READING GLASSES
LIGHTED MAKEUP MIRROR
CURLING IRON
HOT ROLLERS
SPECIAL DOWN OR FOAM PILLOWS*
INDIVIDUAL WORKOUT EQUIPMENT*

AVAILABILTY ON CERTAIN ITEMS MAY BE LIMITED,
WE APPRECIATE YOUR UNDERSTANDING

*SEE REVERSE SIDE FOR O
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Guest Resources

7th Guest Interaction

Internet Access, wired/wireless
Guest Computer
. Press Binder

. Brochure Rack
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Evening Reception
8th Guest Interaction

., Interaction
Hosted Event

, Offer Dinner Menus and
Recommendations

Discuss Plans for next day(s)

Provide Map and Activity Pamphlets

. Offer Personal Touch and Insight
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Summer
Activity

LOEWS
CORONADO BAY RESORT
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Winery Map & Passes

Cedar Gables Inn - 486 Coombs Street - Napa, CA 94559  707-224-7969
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Return from Dinner
Oth Guest Interaction

. Provide Place to Deposit Comment Cards

Sweet Dreams

5

., fTomorrowos Weat her™ I nifyno

Slipped under Room Door
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Breakfast

10th Guest Interaction

. Confirm Plans

Answer Additional Questions

v

Fail-Safe for Missed Guests

, Provide Recipes
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Homemade Granola

5 cups uncooked oats 1 cup shredded coconut

1 cup sliced almonds 1 cup unsalted sunflower seeds
1 cup broken walnut meats 1 cup safflower oil

1 cup chopped pecans 1 cup honey

1 cup sesame seeds 1 cup raisins

1 cup wheat germ I cup currants

Preheat oven to 325°. Combine ingredients in bold and mix well. Heat oil
and honey together in small pan until melded. Pour over dry ingredients and
mix well. Spread mixture onto cookie sheets and bake for approx. 20
minutes.

When cool, add raisins and currants.
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THE INN

at Occidental

Homemade Granola

5 cups uncooked oats 1 cup shredded coconut

1 cup sliced almonds I cup unsalted sunflower seeds
1 cup broken walnut meats 1 cup safflower oil

1 cup chepped pecans I cup honey

1 cup sesamie seeds 1 cup raising

1 cup wheat germ I cup currants

Preheat oven to 325°. Combine ingredients in bold and mix well. Heat oil
and honey together in small pan until melded. Pour over dry ingredientsand
mixwell. Spread mixture onto cookie sheets and bake for approx. 20
minutes,

When cool, add raisins and currants.
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800-522-6324 =1 www.innatoecidental.com

- THE INN

at Occidental

Homemade Granola

5 cups uncooked oats | cup shredded coconut

I cup sticed almonds I cup unsalted sunflower seeds
| cup broken walnut meats i cup safflower oll

1 cup chapped pecans i cup honey

I cup sesame seeds I Cup raisirs

| cup wheat germ | cup currants

Preheat ovenrto 325°. Combine ingredients in bold and mix well. Heat oil
and honey together in small pan until melded. Pour over dry Ingredients and
mix.well. Spread mixture onto cookie sheets and bake for approx. 20
minutes,

When ¢ool. add raisins and currants.
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THE Inn AT W@ ccidental

Sonoma Wine Country 800-522-6324 www.innatoccidental.com

Homemade Granola

5 cups uncooked oats 1 cup shredded coconut
1 cup sliced almonds 1 cup unsalted sunflower seeds
1 cup broken walnut meats safflower o1l
1 cup chopped pecans
1 cup sesame seeds
wheat germ

Preheat oven to 325°. Combine mgredients in bold and mix well. Heat o1l
and honey together mn small pan until melded. Powr over dry mgredients
and mix well. Spread mixture onto cookie sheets and bake for approx. 20
minutes. When cool. add raisins and currants|
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Check Out

11t Guest Interaction
, Ask about Stay
. Ask about any Questions

., Hand out Association Material
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SELECTFREGISTRY,_

DISTINGUISHED INNS OF NORTH AMERICA

BRITISH COLUMBIA » WASHINGTON +« OREGON + CALIFORNIA

UNIQUE INNS
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Thank You

12th Guest Interaction

. Approximately Two Weeks Later

. Send Card and Gift o

I Picture Magnet
| Tea Bag

. Repeat Guest Program
. Response to Comment Card
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