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Editor’s Note

oimeE ST
by Stephen Hsu

First of all, I am pleased to announce another
successful completion of our newsletter. This 6th
newsletter was finished in celebration of the Taiwan
Hotel Motel Association of North American.

Within this newsletter, we were able to cover all
activities from June 30, 2010 to our recent current
events in 2011. By reading our newsletter, you can
see that there were many activities going on all year
long. Whether you attended the event or not, we are
happy to provide you with all the information to
either refresh your memory or fulfill you with
information that you have missed out on. All of the
current information provided in this newsletter was
created to help our members learn and pick up
possible future ideas. We only hope to give as much
benefit to our members as best as possible. By
working together we not only hope we are able to
understand one another, but hope each of you will
stay updated and try to become more involved in our
upcoming activities.

With many new trends going on, we hope to meet
with our green hotel requirements. Following the
standards of the *“Worlds First” Gold LEED Certified
Hotel - The Gaia Napa Valley Hotel and Spa noted
for being the first fully environmentally and
sustainable hotel and spa. The California embraced
eco-friendly property whose name means “Mother
Earth™ in Greek. Hotel Gaia opened in 2006, using
wood from sustainable forests, recycled materials for
carpets and bath tiles, and solar panels that provide
12% of the electricity.

In January 2011, the Association conducted its
board meeting at the Crowne Plaza Hotel Foster City
in Northern California. During the meeting, those
that had attended the event were able to absorb a lot
of new and valuable information. Each individual
was able to collect a variety of ideas pertaining to
topics such as: Daily Operations, Management, and
Labor Laws. With a deeper understanding of what is
going on, we are able to pass on this information and
share this with others.

I am also happy that we were able to include one
article “U.S. Lodging Market Outlook & Hotel
Valuation,” which was presented by Li Chen on
January 9, 2011. This article pertaining to sales and
marketing was provided by HVS. Each individual
was able to get a better understanding of our current
trend, thanks to Miss L1 Chen.

Finally we thank you for your support for making
our newsletter completed in time for our youth group
to enjoy as they travel to Taiwan. I would like to
thank “Overseas Compatriot Affairs Commission
Republic of China” for making all the arrangements
and InterContinental Hotels Group for their support
in making this upcoming trip possible for these
young individuals. I hope for only a successful trip to
Taiwan, as | anticipate that each and everyone will
have wonderful time.
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e #EHE Herman Lin, Win Time Hotels Group
9335 Kearny Mesa Rd. San Diego, CA 92126
Tel:858-695-2300 Fax:858-578-7925Cell:619-813-9536
herman.linf@yahoo.com

B BREEE Chris Chiu, Win Time Hotels Group

2 Orchard Lake Forest, CA 92630

Tel:949-462-9500 Fax:949-273-5898Cell: 714-928-9888
chiulaxst@yahoo.com

I P 3525 Mei-Fen Chen, Texas American Rainbow Inc
5619 Airline Dr., Houston, TX 77076
Tel:713-699-3628 Fax:713-695-3169 Cell:281-380-1180

WIS #F%FS Stephen Hsu, Ramada Plaza Hotel
515 West Katella Ave. Anaheim, CA 92802
Tel:714-991-6868 Fax:714-8B17-8588
Stephen(@ramada-anaheim.com

EEN] RS CK Lee Southwestern National Bank
6901 Corporate Dr, Houston, Tx 77036
Tel:713-771-9700 Fax:713-771-9701

il S2iEE Steve Wu
Hospitality Management of Parsippany, LLc

P. O .Box 112 Parsippany, NJ 07054
Tel:973-641-6097

Hlé# ¢ & -84k Robert C. Lu, Holiday Inn Bakersfield
4400 Hughes Lane Bakersfield, CA 93004
Tel:661-883-3000 Fax:661-883-3736 Cell:626-215-261

Bl&EE R 30T Steven Hsu, Allied Hospitality Inc
P. O. Box 771207 Houston, TX 77215
Tel:713-779-9907 Fax:713-779-9902 Cell:281-788-7921

FléEdr & #5754 Johnson Young, Golden Florida Realty .

5399 W Hwy 192, 5te.310 Kissimmee, FL34746
Tel:407-396-0015 Fax:407-363-7578 Cell:407-908-1473

Blésdr % 2354 Chen-Homg Lee, Baronne Plaza Hotel
201 Baronne Street New Orleans, LA 70112
Tel:504-522-0083 Fax:504-522-0053 Cell:504-606-9780

Clee0831@hotmail.com

&g $5## Diana Lee, Lee & Yang Enterprise Corp
1108 Highway 35 Ocean TWP, NJ 07712-4044

Tel:732-531-1007 Fax:732-531-6472
leeyangenterpris(@yahoo.com

W i E{8 5 Jerry Wang, Vic Inn-Ternational Co
1455 Monterey Pass Rd., #201 Monterey Park, CA 91754
(0)323-268-8886 (F)626-446-4068 Cell:626-826-T083

BilE = JLETE Wilson Wang

Atlas Hospitality Group, 2500 Michelson Dr.,

Ste.110 Irvine, CA 92612

Tel:949-622-3402 Fax:949-622-3410 Cell:714-393-7390

Wilson@atlashospitality.com

FEH 73495 Joseph Fan, Brighton Management LLc
21725 E. Gateway Center Dr. Diamond Bar, CA 91765
Tel:909-860-6255 Fax:909-612-5730 Cell:818-427-9672

brightonllc@aol.com

B Bk {F Mr. Nicolas Teng
3344 State St.Santa Barbara, CA 93105
(0)805-687-6611 (F)805-687-7116 nickteng@msn.com

B Es #i5 0 Peter Cheng, Anchor Motel
1538 E. Lincoln Ave. Anaheim, CA 92805
Tel:714-635-6888 Fax:714-883-8000 Cell:714-883-8000

FlL 5 EERSE Kty Lo
34 Via Rubino Newport Coast, Ca 92657
Tel : 949-212-8733 Fax: 949-376-6132

FUIE 755 #% John Chang
Admiral Motel 4703 N. Main St. Houston, TX 77009
Fax:713-861-2362 Cell:713-861-6124

FiHl i E§ Chan-Nan Chen, Mo Do Inn
1040 Freeport St. Houston, TX 77015
Tel:713-455-6473 Fax:713-637-6139

HH SEE Roy Wu, Western Inn
1500 N. Loop Houston, TX 77089
Tel:713-864-7600 Fax:713-864-8380 Cell:281-772-5838

FH 51748 Attorney At Law
5800 Ranchester #200 Houston, TX 77036
Tel:713-988-5666 Fax: 713-988-8846

i FEE{E John Yua
9301 Airli ne Hwy New Orleans, LA 70118

Tel:504-261-6468

BiEE #7135 Katie Liu
3401 Jefferson Hwy Jefferson, LA 70121
Tel : 504-231-4312 Fax: 504-838-9444

El'58 Jessica Wu

Hospitality Management of Parsippany, LLe
P. O .Box 112 Parsippany, NJ 07054
Tel:973-641-6097

FiE Bi3EE Tsui Yu Chen
50 West Bank Express Gretna, LA 70053
Tel:504-251-9012 Fax:504-367-0792 Cell:504-366-3561
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Tl Last Mame  First Name
PREH | fREE Lin Lin, Herman | Win Time Hotels
piEEe | BEE Chiu Chris StayBridge Lake Forest
Hog | EE Chen Keven Super 8 Motel Anaheim
#HtiE | BIEE Lin Ted Holiday Inn Select Kearny Mesa
TR | SR Wang Wilson dEEMEaBmERR S

IHG {£.3% | Higgins Mike InterContinental Hotels Group (USA)
mEE | IHG {3 | Wan Raymond InterContinental Hotels Group (HK)
mas | HE Chang lohn Admiral Motel Houston
TRESES 8 Chang Lydia StayBridge Lake Forest
rREYE B Chang lenny Sentry Motel New Orlean
RIS ED =] Chang Kathy Admiral Motel Houston
A | BA Chen Chin-Liang National Motel
(CIECPAN B Chen Mei-Feng National Motel
BHIEEE | B8 Chen Vivian Holiday Inn Express Hermosa Beach
Highird | 5 Cheng Jimmy Anchor Motel Anaheim
ik |[HE Chiang Jan Chen Casa Linda Motel
HEE | M&E Chiu Minnie StayBridge Lake Forest
Sl | & Chu Chien Lung Ramada Plaza Anaheim
PHES L= Gorden Shanda Ling Holiday Inn Express Anaheim
iriEts | A Hsu Stephen Holiday Inn Express Anaheim
it | HE Hsu Steven Hilton Garden Inn Houston
B | EB8 Hsu Sue Hilton Garden Inn Houston
iEHE | EE Hsu Alice Holiday Inn Express Anaheim
B | A Hsu lennifer Hilton Garden Inn Houston
pere R B Hung Yen Kuan Texas Motel
it | HE8 Ko Anita B & B A m R A
e | W8 Kuo Simon Fairfield Inn Mission Viejo
EEE | HA Liao Timothy Ramada Torrace
HiLE: | MA Lin Scott StayBridge Milpitas
FEHE | WA Liu Ben Best Western Rancho Cucamonga
HEH |HA Liu Chen-Chen Quality Inn Texas
Fekl | & Liu Kuang Hue Quality Inn Texas
FEE | HAE Liu An-Hsiu Best Western Rancho Cucamonga
B M =] Liu David Best Western Rancho Cucamonga
Felw | MR Liu Lucy Quality Inn Texas
B #5h = Lu lohn Holiday Inn Express Bakersfield
gt | EHA Teng lean Jacques | Holiday Inn & Suites Bakersfield
BhAfE | MA Teng Nicolas Holiday Inn & Suites Bakersfield
ERftE | & Teng Benjamin Holiday Inn & Suites Bakersfield
OREHk | @A Teng Celine Holiday Inn & Suites Bakersfield
REE | HA Wu Roy Western Inn
S B Wu Eric Western Inn
VRS B Wu George Texas Motel
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Following the founding missions of Taiwan
Hotel/Motel Association of North America, the
Association structure has becoming systematic, with
efficient supporting system from local chapters of
each regional association. In January 2011, the
Association conducted its board meeting at the
Crowne Plaza Hotel Foster City in Northern
California. During this meeting, representatives from
the regional associations actively participated in the
event. We had the opportunity to announce the
formation of the Northern California Association,
together with monetary membership for the Arizona
and Minnesota regions. This marked the beginning of
the Association’s fulfillment in commitment of growth
into other parts of North America.

Youth 1s the continuation of life and traditions.
The Association, since found, has always supported
the youth development programs. Continuing the
past, we are organizing our third youth group to
Taiwan. Similar to the past activities, we will be
visiting numerous hotels and education institutions to
exchange ideas, knowledge, and experiences in hotel
operations and management. The accumulation of
knowledge will help in setting foundation to the
young hoteliers. This year’s youth group event, with
45 participants, will begin in Taipei on March 13,
2011, continues its journey through Central Taiwan
and ends in Kaoshiung on March 18, 2011. We are
certain that this will be another fruitful learning
opportunity, both in hospitality and cultural
experiences.

Time flies quicker than we anticipate. 2011 has
arrived and the sixth year of the Association has
passed its midpoint. While the Association grown
steadily for the past years, our continual success
replies upon everyone’s participation and dedication.
By uniting our efforts, we will be able to establish our
voices among the mainstrcams in the hospitality
industry. With this opportunity, I would also like to
wish everyone a successful 2011 and prosperous Year
of the Golden Rabbit.
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Guest Returns on Employee Investment

“"Welcome to the Holiday Inn San Diego North — Miramar!
Thanks for staying with us!”

by Herman Lin

Can your desk agents, and other employeces as
well, say that (substituting your hotel’s name of
course) to your guests like they really mean 1t? Or
have they been too worried about being laid off to

give the guest the attention he deserves?

One of the many ways we have been able to come
through the economic downturn is the commitment
we made to our staff at the beginning of it. As
long as everyone understood that the amount of
hours they worked was directly related to
occupancy and were willing, as a group, to work
those reduced hours, no one would be laid off.
This was important because our high levels of
guest satisfaction are directly related to the low
turnover rate in our staff. We didn’t want to lose
anyone if we could help it. As a result, we were
able to maintain those high levels of satisfaction

while at the same time reducing labor costs. And
as business improves we are able to shift
seamlessly back into almost normal levels of
staffing without the added expense and difficulties
that come with training new employees. Not to
mention escaping the expenses involved with
numerous unemployment claims.

Like most businesses, we had to streamline our
operations. Guest room upgrades were postponed.
Vendor accounts were reviewed to make sure we
were getting the best pricing. Inventory pars were
re-established to avoid over ordering. Controls
were set in place to ensure that the General
Manager approved all orders of supplies for the
various departments. Employees were cross
trained to be able to fill in at other departments
besides their own.




Taiwan Hotel & Motel Association of North America

One area of operations that did not see cuts was
Sales. In most instances, when revenue goals are
not being met it’s usually the heads in the Sales
Department that get put on the chopping block.
We recognized that by maintaining and improving
relationships with our existing negotiated accounts
we stood a better chance of not losing them to
another property. Like most properties, we
renegotiated with some of our clients who were
being lured by lower rates to other hotels. Of
course, we were also trying to lure companies
from other hotels by the same strategy. In addition
to lower rates we were including value added
amenities like hot breakfast, free shuttle, free
parking and complimentary Manager’s Reception.
Incentives were offered to travel managers to book
with us.

None of these efforts would mean much if we
didn’t also take care to make sure our guests are
satisfied. Because the only thing truly separating
us from the hotel down the street in a rate-driven
economy is the level of service a guest receives.
By taking the time to spend time talking with our
guests on an individual bases and anticipating their
needs by providing suggestions (along with
directions) for wvarious dining/entertainment
options in the area, or generally just making them
feel welcome by offering a genuine caring attitude,
we are able to show that we truly appreciate that
they chose to stay with us, [It’s amazing how far a
friendly conversation with someone far from home
goes to show that we recognize their worth and
value their business.

Which circles back to the staff, When we take
care of them we have confidence that they will
take care of our guests...who will be more likely
stay at our property even when they could get a
better rate somewhere else. Because they truly are
Welcome to the Holiday Inn San Diego

North-Miramar.

m Holiday Inn
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Holiday Inn Guest Relations

FAQ'’s for One Contact Resolution (OCR) process
7] e

A HERORFREBEECMASERRE - (KR RRIHZIGIEMTESEIRE 7

& - MRIRES /REORE (FIOGE - RE) SSSEEDRSHMRITRE - RiRREIER

( PIADRASIREESNEFREI0URIE ) KB W4 8/)\GZALCIREBISRIRFERDE - WRARSTA
RBEWEIOENFERRDEAEE  ERVRGFBEE _NUHREIESRMENE - BEEHEA
i E R EEBIRER - EEEENRFTET ERRZSASR—RERAIREEIMHEE

Q: What cases are handled immediately and what cases are referred back to the hotel for resolution?

A: Service / quality cases (for example cleanliness, staff service issues) will be handled in one contact by
Guest Relations. Any other case types (for example a billing or reservation issue) will be referred to your
hotel for resolution within 48 hours. If a referred case results in a second contact to Guest Relations,
because the guest did not receive a response or the resolution was inappropriate, Guest Relations will take
over that case. These take-over cases could result in compensation up to one night room and tax.

A - WRBEEEEIE SR EEREVIRERE - BBEE48\BRIEEARRBERD ZB B HERS
R?

5 NEAREANZBIIIOENABTHARLD EAEE  ERRGFEEE _HRIIEEHR
BEEE 0 BEERRINEEEEEERS - EEEENRREEENERZASR—BEE DR
BURE(R - FEFIIWEB GURUBRIERIBAEIE AR RNNE -

Q: What happens if a guest issue is referred to the hotel and the hotel does not resolve with the guest
within 48 hours?

A: If a referred case results in a second contact to Guest Relations, because the guest did not receive a
response or the resolution was inappropriate, Guest Relations will take over that case. These take-over
cases could result in compensation up to one night room and tax.

Please update WebGURU with notes explaining the situation and resolution

A : ARBACAEEZRROBERSE - BYLUREREHR ©

= : gLl » ;O LIIEE HIEREExecutive Review DisputeZF - O] LIZEEWER GURUETR AL S
BUEEHREEERE (FBAMERLINEEFRE]) -

Q: Will I be able to dispute a case if | don’t agree with the Guest Relations resolution?

A: Yes, if you disagree, you can complete an executive review dispute form online. You'll find the form
by clicking on a link of the left hand side of the webGURU application (found via Merlin applications)..
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@ : B2BEIIENs TRIREERPISE

& ' BBMERLINDILIF5%] "HOTEL RESOURCE GUIDE™ \REZEAEMERLIN®RE RO LIFEE] -
MERLINGIIF R A BRINASHMEV T ] — OCR TOOL » #iBapplicationsT]LA%El - EETROLIE
BEAIEEVR T AE TR R BRI IRURE - BT RBrRRREEEHL - AAIESRTT
IR SRS IREENAE R RBREE SRR -

Q: Do you have any service recovery tools or training that I can pass on to my operations team?

A: There is a Hotel Resource Guide on Merlin and you can find it by searching for *hotel resource gude’.
We also have included a compensation tool called the OCR Tool via Merlin applications. This tool will
help you and your staff, resolve guest issues with consistent compensation when appropriate. The tool is
currently in US dollars, at this time we recommend using an online currency conversion tool for a better
understanding of compensation with local currencies.

[ : MY LAEBEHEHREICRIEE @ ERRYLISKE L EESBIE ?

& ! @O LIFEMERLIN#E EEUFACTBOOK % Ell—{2 0UDistribution Marketing Revenue Factory
Overview BundiefBSERBMOIGRIEY - REFHMEFTH L EBIBE - ITFEERER
12 BB A EEEBELURBEZE AW R SR R RF AR E IR EREVEE] -

R IR B GL E A aRaY B (12(AAA) <1000
REFALES (128AR)

Flan » E12{8 A AR B0E38,325 » 7£[F] — el B 3 BR AR S AR o5 RO e B 3 3 2 11
ﬁ =]

GRTE®(=

11x1,000
GRIEH = — GREBI=0.28
38,321

QQ: Where can | find my GR index and how can | manually calculate the score?

A: You can find out what your GR Index is by checking the Distribution Marketing Revenue Factory
Overview Bundle report on FactBook (via Merlin applications). To manually calculate your score, you
need to know your 12 month number of occupied rooms and the number of service / quality complaints
received by Guest Relations. Once you know these 2 things you can work out your score;

MNumber of service quality complaints (in 12 months) * 1,000
GR Index =
Number of occupied rooms (in 12 months)

For example, 38,325 occupied rooms in a 12 month rolling period and 11 service quality complaint in the
same time frame;

11 * 1,000
GR Index = GR Index = 0.28

38,325
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Human Resources 101

Turnover Costs and Performance Management

By Teddy Lin, Win Time Hotels

Human Resources is often a subject that can
intimidate small business owners. That is why it is
an important topic for every business owner and
manager to understand. The idea of Human
Resources or HR is exactly how it sounds: the
management of your human resources (employee
capital).

As a business, your current employee salaries
and associated insurance policies will undoubtedly
be one of your greatest overhead expenses. This
fact alone should require you to focus more
carefully on your employee workforce and their
level of performance. With the economic trends as
they are, small businesses and hotel operators are
forced to consider any potential expenses to
maximize profits. Innately, each employee can
either be considered an expensive liability or an
irreplaceable asset.

When an employee is not productive, they are
your biggest expense. In order to cut costs, this
sometimes means terminating poor performing
employees. However, before you do so, consider
the following.

Your property’s employee turnover is a means
to reduce bottom-line costs. While turnover and
performance management are inevitable trends in
the hospitality industry, hotel operators should be
aware of the monetary cost of turnover and
rehiring. The process, if not carefully considered
and properly managed, can be very costly to a
small business.

Some old school hotel operators hold fast to the
habit of firing employees at the first sign of poor
performance. Unfortunately, it can be more
expensive to fire an employee and hire their
replacement. Management needs to make the
following considerations before terminating an
employee:

1. The termination may result in potential
unemployment cases and cause subsequent
liability. (If you ever ask our esteemed board
member, Chris Chiu, he will be quick to tell you
how important it is to avoid unnecessary
terminations to outweigh the adverse effect on
your unemployment insurance premiums)

2. Also, consider the time and resources
required to hire a new employee (print or
internet “help wanted” advertisements, the time
spent using a manager to interview candidates,
etc.)

3. As well as the resources required to train
and onboard a new employee (who may not be
any better than the former employee!)

With these turnover considerations in mind,
ultimately be
equipped to make the right decision for your

your management team will

business.
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If the final decision has been made to terminate
an employee, be cautious of the legal liabilities
you can incur from unemployment claims and
discrimination litigation. Establishing a thoughtful
performance management process can potentially
save you hundreds of thousands of dollars in court.

Managers and supervisors have the
responsibility to deal with poor performance in
their hotels. However, performance management
can be emotionally draining and legally risky. The
goal should be to
performance expectations and deficiencies to your
employees. That way, your employees will not be

clearly communicate

surprised if they are not meeting expectations and
are less likely to take you to court.

To be successful, your management team needs
to have a plan that should include the following:

1. Identifying performance problems early and
creating a plan to address them.

2. Providing the opportunity for employees to
succeed and learn.

3. Maintaining the perception of fairness,
consistency, and respect by the entire staff.

4. Setting high, but fair, standards and enforcing
these standards of excellence.

5. Document all performance conversations.

If there is anything you take from this article, it
is to document everything. Any and all
performance need to be

documented—no matter how small the offense!

discussions

Documentation is the key to ensuring a smooth,
performance management process and it improves
overall litigation defense. For example:

On 2/1/2011, General Manager Greg A.
observed Suzy Q. making a personal phone call at

Taiwan Hotel & Motel Association of North America —

R

the front desk. When Greg approached Suzy, she

said she understood the expectation and said she
and that 1t would *Never happen

was “Sorry’
again’,

While Suzy may not be a problem performer,
this could be her first step in the wrong direction.
The earlier you identify and document a
performance issue with an employee, the easier it
will be for management to move forward with
written  warnings/corrective  action  and
terminations. After the performance conversation
takes place, the documentation does not need to be
shared with the employee. It can be used as a

confidential reference for managers.

Equal Employment Opportunity
Commission (EEOC) litigation case, performance
management documentation will always be
“Exhibit A”. Therefore, the more detailed the

documentation can be, the easier it will be for an

In an

employer to defend itself in court. Good
documentation makes you more credible.

received a wvery brief
introduction on why a properly managed staff is

You have now

the key to unlocking the full potential of your
“Human Resources”. It 1s my hope that this article
will help stress the importance of employee capital

and empower your management team to make cost
effective decisions.
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Sexual Harassment Investigations

Basic Principles of Conducting Sexual Harassment Investigations

A i

1. Prompt and Thorough

The investigation must be both prompt and
thorough. Legal liability can often be minimized or
even eliminated by a prompt and thorough
investigation that provides and effective solution
for all parties.

2. Potential Liability

Remember that the investigation involves more
than the complainant. An improper or ineffective
investigation can result in liability to the alleged
victim, the accused, and even to other employees
who believe that they also were retaliated against
for participating in the investigation.

3. Who Should Conduct the Investigation

a. Independent: the person conducting the
investigation must not be connected to the
allegation in any manner and must be both
unbiased and perceived to be unbiased.

b. Informed: the person must be aware of the
laws and the relevant company policies related
to harassment in the workplace

the person conducting the
investigation should be somebody who 1s

c. Tramned:

experienced and trained in dealing with
employee complaints.

d. Comfortable: should be
someone with whom the complainant and the
accused would be comfortable talking - 1t is
sometimes necessary to have two investigators

the person

working together
¢. Trained: the person conducting the
investigation should be somebody who is
experienced and trained
employee complaints.

in dealing with

d. Comfortable: the person should be
someone with whom the complainant and the
accused would be comfortable talking — it is
sometimes necessary to have two investigators
working together

4. Confidentiality

The employer cannot promise the victim, the
accused, or anyone else complete and absolute
confidentiality. The
informed that their privacy will be respected and
that the information discussed w2ill only be

interviewees should e

communicated for purposes of the investigation on
a need to know basis. At the same time, the
investigator must insist on confidentiality from the
interviewees




-

5. Legitimate Until Proven Frivolous

Treat all claims/complaint as legitimate from
the beginning of the investigation process until the
investigation 15 concluded. Do not taint the
investigation with preconceived ideas based upon
the employee’s reputation, the silliness of the
complaint etc. BE OBJECTIVBE... no matter
what.

6. Notes and Documents

Written notes and materials will be generated in
the investigation. The employer must prepare all
documents with the understanding that the
documents will be discoverable in a subsequent
lawsuit and may be used as evidence against the
employer.

7. Interview Protocol

a. Explain the Parameters: the interviewer
should always explain the purpose of the
meeting, the roles of the investigator, the
confidentiality 1ssues and the protections against
retaliation.

b. Get the Facts: when interviewing the
victim or alleged harasser, let them tell the
whole story with minimal interruption and then
go back and get all the details that you can (who,
what, where, how many times, who were the
witnesses, etc.). Determine the relationship of
the parties. Get all the information you can from
the witnesses as well. Ask open ended questions
followed by good, pointed follow-up questions.
Be a good listener.
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C. Wrapping Up the Interviews: make sure
you have all the details ("Is there anything you
think I should know that we did not discuss?").
Remind the person about confidentiality and anti
— retaliation. Consider getting the person to sign
a typed statement of the information received,
particularly the victim and the accused.

8. Pending Investigation

While the investigation is pending, you may
have to separate the victim and accused. You may
also need to take the accused out of the workplace.
Consider implementing a suspension with pay
pending investigation.

9. Completing the Investigation

After interviewing all potential and actual
witnesses, prepare a summary of findings in
writing. Where there are discrepancies, do not be
afraid to do follow up interviews if necessary prior
to preparing the summary. The summary should
contain a summary of the accusation, the facts
gathered during the investigation, and any
necessary opinions and conclusions. Generally
senior management or legal counsel should be
involved in the process. Once the conclusion is
reached any corrective action must be logically
connected to the findings of the investigation.
Some 1deas for corrective action included:
training, review of sexual harassment policies,
transfer of work assignment/location, demotion,
suspension, and i1mmediate termination. The
disciple.ine should be reasonably calculated to end
the harassment. In most investigations, you are
going to want to explain the findings to both the
complainant and the accused but not necessarily to
the witnesses.
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Stayrbidge Suites Irvine East/Lake Forest

We: proudly welcome you to Staybridge Suites
Irvine East/Lake Forest, one of the hotels within
the Win Time Hotels Group. Staybridge Suites
Irvine East/Lake Forest is an all-suite hotel with
roomy accommodations. But it’s more than that.
It’s a place where guests get comfortable in ways
they rarely expect. Maybe they’re inspired by our
residential surroundings, or by our
remarkable staff who create a unique spirit of
friendship and family. Here, our guests thrive on
being themselves. After all, when you're going to
be away from home for a while, you want a place
where you feel you can truly belong.

warm,

Staybridge Suites Irvine East/Lake Forest
opened in March 17,2006. It is located in Orange
County near the I-5, I-405, and the 241 Tollroad.
It is perfectly located for both business and leisure
travelers looking for a hotel midway between Los
Angeles and San Diego. The ease of access to the
freeways allows any traveler to reach their Orange
County destination - John Wayne Airport,
Disneyland, Verizon Wireless Amphitheater, and
local businesses — within minutes.

By Gloria Wu

The hotel offers amenities and space that give
our guests the comforts and warmth of home.
Every room is your sanctuary, a place to
decompress and unwind. We offer spacious
studio, one- and two-bedroom/two-bath suites that
are designed with that idea in mind. Each room
provides a living space with a fully-equipped
kitchen that includes a full-size refrigerator with
icemaker, microwave, stovetop, and dishwasher. If
you want to watch some flicks, each room comes
equipped with expanded cable television and HBO
movie channel.

For those that wish to work in their rooms,
each suite has a work area separate from the living
space. Available in each room is a large desk with
ergonomic seating and a well-lit workspace. The
in-room work area is open for business with
complimentary wireless internet access and a
direct-dial speakerphone
voicemail and free local calls. While other hotels

with personalized

may charge you for internet access, we offer free
“Wireless Anywhere”, allowing you to have access
to the internet anywhere in the hotel.

“ STAYBRIDGE [}

T s UITES 1




When you’re going to be on the road for a
while, sometimes it’s the little things that keep you
going. That’s why we offer flexible services to
make your extended trip that much easier. For
instance, we have a 24-hour Business Center
equipped with computers, laser printing, and
internet  access. Business supplies are
complimentary and are available for your
BridgeMart ©, our 24-hour
convenience store, lets you stock up on
easy-to-prepare meals, your favorite snacks,
beverages, and sundries.

convenience.

Our complimentary
Laundry Facility is also open around the clock for
your convenience.

You never need to worry about breakfast
because we provide a hot complimentary breakfast
buffet featuring Wolfgang Puck Coffee or
breakfast “On The Go!”
from your daily activities, kick off your shoes and
relax with us during our evening Sundowner ™

When you come back

Receptions featuring complimentary beer and
wine. When the weather is nice, join us for our
Wednesday night BBQs in the courtyard.

When you are not out and about and just want
to stay at the hotel, we offer multiple amenities for
Onsite 1s a 24-hour
Fitness Center equipped with treadmills and
weight machines, geared towards helping you stay
fit. If you are in for a game of basketball, our
Sport Court lets you dribble around your
opponents. We have multiple BBQ grills in the
courtyard so you can cook your burgers or steaks
just how you like them. Staybridge Suites Irvine
East/Lake Forest also provides an outdoor heated
pool and Jacuzzi — all of which lets you relax and
bathe under the California sun.

your recreational needs.
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Staybridge Suites Irvine East/Lake Forest
offers two meeting rooms. Our rooms range from
870 ft2 to 550 ft2 and can be arranged to
accommodate your needs. Our convenient Orange
County, California location makes our venue
perfect place for conferences, meetings, events,
family reunion, and receptions.

Staybridge Suites Irvine East/Lake Forest, your
home away from home. Come by and let us help
you get comfortable!

For more information, please contact :

Gloria Wu, General Manager

Staybridge Suites Irvine East/Lake Forest
2 Orchard Lake Forest, Ca 92630

Tel: 949-462-9500 Fax: 949-458-8899
Email: Glora(a}lakeforestsbs.com
Website: www.staybridge.com/irvineeastca
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We are Team Ramada!

by Stacey Imoto

Cuul{i your front desk agents put a smile on
every guest's face as they enter your hotel? Could
your front desk agent give out the service every
guest deserves?

We as a Ramada can! We as Ramada
employees ensure we continuously put smiles on
all of our guests throughout their stay. We are able
to provide excellent customer service with a smile
on our faces because there is no T in Ramada. We
work closely with our employees and treat each
other as family.

We are fully aware of the situation with the
economy. People tend to travel less and most likely
want to save more money then spend it with us.

The current situation may seem bad to us now
but as Ramada employees we stick together and
provide much customer service as we possibly can.

During the economic downfall we were also hit
hard. We were not an exception. Of course
everyone was scared. Every news we hear would
be the increase number of laid off. We would come
to work in fear not knowing if today is the day one
of us would get laid off. We've also noticed some
changes at work. Before ordering more supplies
we would have to wait until we were down to our
last box. We would have to be careful before
making any guest room upgrades. All of the front
desk agents were also trained to help the
housekeepers as well as the maintenance staff.




Qur fear was soon nowhere to be found. As the
days passed our fear slowly started to disappear.
We had nothing to fear about. All we needed to do
was continue giving excellent customer service as
we did before. Our job wasn't about coming to
work in fear, but coming to work with a smile and
ensure the guests were satisfied with their stay.
Just making the guest feel like home would
eventually bring them back to our hotel. Soon our
attention was focused on how we as a Ramada
could bring out the smile in all of our guests.

Now our Ramada is considered one of the best
Ramada’s throughout United States. We were
given the award for being one of the best
Ramada’s, and only two Ramada’s were selected
from California. It is all thanks to our front desk
agents bringing guest satisfaction to all of our
guests. We were surprised how showing

appreciation can make people feel so welcome.
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It is all thanks to our staff that we are still
standing on top. We as a Ramada will guarantee all
our guests the satisfaction of feeling right at home.
Hopefully your next visit to Anaheim could be
with us and we will help every step of your way.
Once you go Ramada Plaza Anaheim Resort you
can never go back!
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What Do Hotel Leaders Really Do?

2] it

While we’re pondering the big issues of the day,
1.e., When will ADR start growing? What's up
with Egypt? How many plastic surgeries has Joan
Rivers had? etc., many of us are also grappling
with a more proximate question: Different from
what they accomplish (occupancy, ADR, RevPAR,
GOP), what do hotel leaders really do?

Perhaps you’re thinking about your own
development or hotel
management team get to the next level of
performance. In either case, you know you’ve got
to ultimately boil it down to characteristics and

ways to help your

behaviors because anything less is just too squishy.
Among the myriad of leadership theories and
models that have been documented over the years,
many tend to be, in my humble opinion, too
abstract and difficult, if not impossible, to teach
and/or assess. s it any wonder people are confused
and don’t know where to start? (By the way, as of
today, Google returns 28,900,000 “results” to a
search for “Leadership Characteristics.”) Upon
closer examination, many of these models appear
to be nothing more than creatively illustrated
exhortations and re-tooled clichés. Seriously, has
anyone’s leadership performance ever been
improved by spending some quality time with a
picture of an eagle soaring over a scenic mountain
vista?

Whenever I am asked which leadership model,
I personally favor or recommend, I offer up the

“Nine Universal Leadership Characteristics™
model without hesitation. Despite my continuous
(but far from exhaustive) review and assessment of
emerging leadership development practices, my
answer has remained the same for many years.
These nine characteristics are meaningful—and
they make a difference. Let’s take a quick look at
the nine characteristics of leaders and their

descriptions:

. Charisma: Makes others proud to be
associated with them. Instills faith, respect, and
trust in them. Makes everyone around them
enthusiastic about assignments. Has a gift for
seeing what is really important for others to
consider. Transmits a sense of mission.

2. Individual Consideration: Coaches, advises
and teaches others who need it. Treats each person
individually. Expresses appreciation for a job well
Uses delegation to provide learning
opportunities. Lets each person know how he or

done.

she is doing. Actively listens and gives indications
of listening.

3. Intellectual Stimulation: Gets others to use
reasoning and evidence rather than unsupported
opinion. Enables others to think about old
problems in new ways. Communicates ideas in
ways that force people to rethink their own ideas
in ways they had never questioned before.
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4. Courage: Willing to persist and stand up for
their ideas even if they are unpopular. Does not
give in to group pressures or other’s opinions to
avoid confrontation. Able and willing to give
negative feedback to others. Has confidence in
their capability and wants to act independently.
Will do what 1s right for the organization and
others even if it causes personal hardship or
sacrifice.

5. Dependability: Follows through and keeps
commitments. Meets deadlines and completes
Takes
accepts

tasks and assignments on time.

responsibility for actions and
responsibility for mistakes. Works effectively with
little contact with boss. Keeps boss informed on
how things are going. Is not afraid to take bad

news to boss.

6. Flexibility: Maintains effectiveness and
provides stability while things are changing.
Remains calm and objective when confronted with
many and different situations or responsibilities at
the same time. When a lot of issues hit at once,
handles more than one problem at a time, and still
focuses on the critical things he about which he
must be concerned. “Changes course” when the
situation dictates or warrants it.

7. Integrity: Adheres firmly to a code of ethics
and moral values. Does what is morally and
ethically right. Behaves in a manner consistent
with the organization
responsibility. Does not abuse privileges. Is a
consistent role model demonstrating and
supporting organizational policies and procedures,
professional ethics and culture.

and professional
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8. Judgment: Reaches sound and objective
evaluations of alternative courses of action through
logic and comparison. Puts facts together in a
rational and realistic manner. Bases assumptions
on logic, factual information, and consideration of
human factors. Knows their limit of authority and
1s careful not to exceed it. Makes use of past
experiences and information to bring perspective
to present decisions.

9. Respect for Others: Honors and does not
belittle the opinions or work of other people
regardless of their status or position in the
organization. Demonstrates a belief in the value of
each individual regardless of their background, etc.

From this quick review, you've probably
figured out that you're already demonstrating
many of these characteristics to varying degrees.
Splendid! I hope you're reaping the rewards and
mentoring others. If, on the other hand, you
spotted some potential “gaps™ iIn
performance, the good news is most challenges

your

can be overcome with a little study, active practice,
and constructive feedback. Over the weeks to
come, we'll take a deeper dive into each individual
characteristic, including identifying what each
characteristic looks like in a variety of situations
and day-to-day application. Want to do more than
just read this series? Click HERE and take a
minute to rank order the characteristics in terms of
their importance to YOU and vyour hotel
management team. I'll share your input and
anonymous feedback in our next installment.
Now...go get some work done! By Bob Taylor
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Why Is Upselling Important?

AT AR

Hnw Can Hotels Improve Revenue Directly from
the Front Desk?

The importance of upselling at the front desk
has increased over recent years due in large part to
the changing methods of booking rooms. A
well-managed upselling program can benefit all
parties involved if done correctly.

The importance of upselling at the front desk
has increased over recent years due in large part to
the changing methods of booking rooms. The
popularity of reserving rooms online from a
third-party travel site, the property’s website, or
packaged with a flight and/or rental car means that
the front desk agent’s reception is often the first
that  guests
experience. This trend gives the front desk agent
the opportunity to become a member of the sales
department by selling upgrades (upselling) to
guests upon arrival. Upselling allows a property to
maximize revenue from its occupancy and increase
the ADR, or average daily rate.

person-to-person  interaction

The act of selling upgrades can benefit the
property, the front desk agent, and the guest if
there 1s a quality system In place. The benefits for
the property include higher guest satisfaction and
higher revenue/ADR. Proactively upselling can
make a big impression on the bottom line, no
matter the size of the property. For example, not

too long ago, a smaller, high-end, boutique
property in the mid-Atlantic region, with less than
150 rooms implemented a new upselling program
in 2007, and its upsell revenue jumped from
$20,000 in 2006 to $120,000 in 2007. The
following years” upselling revenue increased
significantly as well: to $145,000 in 2008,
$190,000 in 2009, and more than $200,000 in
2010. The hotel paid for training and provided
agents with upselling incentives; and even with
such expenditures accounted for, the property
increased profits by $168,000 over the previous
year.

The front desk agent has the opportunity to
profit from an upselling program through a
commission-based incentive program. For
example, an effective incentive program that has
been implemented at a number of properties
(ranging from full-service luxury resorts to
boutique and urban corporate properties) offers 5%
of the upgrade amount; and thus the difference
between the rate booked and the new (upsold)
amount i1s added as a bonus to the agent’s
paycheck after the guest has checked out. For
example, if a guest makes a three-night reservation
at $115/night, and the front desk agent sells an
upgrade to the guest increasing the rate to
$145/night, the front desk agent’s commission
would be $4.50 (5% of $90) and the hotel would
gain $85.50 from the increase in rate.




Team and individual selling goals are also
opportunities for a property to motivate front desk
agents to upsell proactively. If the team, for
example, achieves its monthly goal for upsells, the
incentive percentage can be increased to 10% and
In 2010, at
mid-Atlantic hotel referenced above, an agent had
an annual upsell total just short of $45,000;
because her team made the monthly goals each
quarter and so achieved the 10% bonus bracket,
the agent earned an additional $4,500 for the year.
This kind of financial reward can be extremely

paid retroactively. the small

motivating for staff. In this instance, the hotel
realized an additional $40,000. It should also be
noted that guest satisfaction surveys were higher
that year than in previous years — an all-around
win!

Recognition-based rewards are also great tools
to incorporate into an upselling program. Honoring
staff for the most upsells, highest dollar average of
upsells, and highest monetary amount of upsells
can be recognized with cash bonuses, plaques,
prime parking spaces, gift cards, or even lunch
with the General Manager.

An incentive for converting a “walk-in"
reservation is also an opportunity to consider. This
type of selling may warrant a slightly larger
commission percentage because there is a different
level of skill and effort needed from the front desk
agent. In these situations, an 8% to 10%
“commission” may very well be appropriate.

As you can see, upselling is a win/win/win

scenario for the property, front desk agent, and
guest -- if done correctly.

How Can Our Hotel Upsell Properly?
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Best Practices for Implementing an Upselling
Philosophy

One of the most common mistakes the front
office staff can make when implementing an upsell
program is to establish “higher revenues™ as the
ultimate goal. That’s when a guest’s experience is
almost always diminished. Instead, the focus must
be placed on the guest and his/her comfort. When
the agent is trained and incentivized to enhance the
guest’s experience, the upsell progresses naturally.
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Again, as the front desk staff is quite often the
guest’s first contact with the hotel, it’s critical that
the front desk agent “consult” the guest about the
hotel - comfortable
accommodations, appropriate packages, or guest
room types, etc. Most frequent travelers report that
front desk agents rarely make an effort to
recommend any accommodation other than the one
booked. On the rare occasion that an agent does
make a recommendation, quite often the effort is a

topics such as

transparent attempt to “get more money” from the
guest. There 1s no connection to the
recommendation and the guest’s needs. This
approach can be very off-putting. The first step to
successful upselling is a shift in focus and
presentation; a keen awareness of the guest and
sincerity regarding what that guest may require for
comfort and satisfaction need to be the primary
concern.

Agents must learn to recognize and anticipate
the needs of the guests as well as have the proper
product knowledge to make an educated
suggestion of a more comfortable room option. For
example, if someone is traveling with children and
has booked a standard room, the agent could point
out that the guest may be more comfortable being
in a room type with a separate area, so that the
parents aren’t required to have an 8:30 bed time.
Or perhaps someone staying for an extended
amount of time would find value in a room that
has more space. Oftentimes, guests don’t fully
understand the full range of room-type options that
are available, be
approached in an informative and helpful manner,

and never with a disparaging tone or remark about

and the situation should

the currently reserved room. Again, the goal is to
maximize the guest’s experience.

How Do We Measure Our Front Desk
Upselling Success?

Once an upselling program is implemented, it
is critical to also commit to a tracking system that
measures the results and impact and provides an
accurate incentive payout. The tracking systems
will vary among properties due to the different
PMS in place, but there are aspects that should be
universal. The system should be smooth and easy
to process by the front desk agent. Incentives
should be paid out after the guest has checked out
and his’her payment has been received. The
number of upsells, the average amount of upsells,
and the total amount of upsells should be tracked
on an individual and team basis.

A full-service resort on the west coast of
Florida tracks its upsells in this manner:

The agent leaves the original reservation room
type on the reservation but adds an “upgrade”
charge for the amount, let’s say $20;

The agent makes a screen print of the
reservation and highlights the upgrade amount,

number of days, date, and imitials (ID);

The agent gives the printout to the Front Desk

Manager, who verifies the information;

The Front Desk Manager gives the reports to
the payroll department, which applies it to the
paycheck of the agent after the guest has departed
and paid his/her bill;




Accounting also creates the upselling statistics

reports for individuals and teams.

How Can HVS Train Your Staff to Upsell?

Historically, front desk agents have been
viewed as the “front line” at a property. They
handle guest requests, complaints, maneuvering
through oversold dates, delivering promises made
by group sales managers, etc. Consequently, when
staffing the desk, management has looked for
individuals with qualities such as diplomacy,
confidence, charisma, and, quite often, nerves of
steel.

While these traits still serve an agent well, the
changing landscape of reservation-making has
created the need for a new skill set for the front
desk agent — the ability to sell effectively. Agents
need to be trained properly on how to qualify the
guest, use appropriate verbiage, assess availability,
identify appropriate packages or promotions, and
quote pricing. Upselling can seem daunting, but
the rewards are indisputable — happier guests
(translating to a higher repeat ratio), higher
revenues, and better compensation for the agent.

A well-managed upselling program can benefit
all parties involved if done correctly. To stay
competitive, it is necessary that a property be able
to adapt to the changes in the hospitality industry.
There is a delicate balance between good customer
service and quality sales that, if done properly,
could amount to great success for an upselling
program. Proper training and an energized front
desk team will create the right atmosphere for a
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productive upselling program with a great return
on investment. HVS’s expert staff can help you
create a customized program for your property,
provide sales and customer service training for the
frontline staff, and help you implement a tracking
and rewards systems for the program. HVS Sales
& Marketing Services can also help you instill a
philosophy of upselling through personal training,
webinars, and more. For

tutorials, more

information, please contact Leora Lanz at

llanz{@hvs.com.

HVS Sales & Marketing Services would also
like to acknowledge Miss Lacey Hagen for her
enthusiasm, attitude, and contributions to this
article. Lacey is a Graduate Assistant at Temple
University pursuing a Master's Degree in Tourism
and Hospitality Management. She has a Bachelor's
Degree in Sport Management from the University
of Minnesota. Lacey has worked at the front desk
of the Residence Inn Minneapolis City Center, as a
Social Media Intern for the Minnesota
Timberwolves, and as a Recreation and Front Desk
Intern for the Tradewinds Island Resort on St. Pete
Beach, Flonda.

Filed Under Category Sales & Marketing
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1.

2. Lead by example — monkey see, monkey do

3 Up-sell

4, Create incentive bonus programs for employees

5. Observe employee productivity and effectiveness

6. Conduct sales meeting

f Set daily, weekly, monthly, and yearly objectives/goals

8. Conduct reservation re-confirmation on sold-out night

9. Always ask for ETA time

10. Encourage guest to notify the hotel if ETA changes

11. Use system to show-show, tell-tell

12. Work at front desk two hour each shifis

13. Use and inspect front office log books

14. Use front office manual

15. Inspect front office log books and night audit book

16. Make sure you have adequate supplies so that all rooms are in working order

17. Monitor room inventory to be sure that all rooms are available

18. Inspect new day reservations for correct rates, E.T.A., 48 hour cancellation policy and
phone number

19, Know your competitors rates

20, Put out daily memos and rate instructions

21. Raise rates according to supply and demand

.5 8 USE TWO NIGHT MINIMUM METHOD

23. Eliminate no shows

24, On low days, ask other properties to send you business

25. No 4:00pm holds on busy days

26. Use comment lines on computer screen

27. Call Central Reservations twice a day to check for cancellations

28. Yield management

29, To reduce or eliminate “no-shows” first, get authorization on arriving in guest credit cards to

make sure they are valid. Call and reconfirm reservation 72 hours prior to arrival and inform

guest of the “no-show™ policy of charging one night on their credit card. If guest has no
credit card, inform them that you must have a cashiers/s check prior to arrival in order to hold
the reservation.

30. Please ask the reservation clerk to say the following to potential guest: “Sir or Man, for
any reason that you cannot make the ETAof  please call us on our toll free number,
and let us know if you and your family are okay, looking forward to seeing you soon, thank you.

W 72

How to Achieve 100% Occupancy & High Rates

A AR dtiE

Train and motivate front desk to set the goal of 100% occupancy
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InterContinental Hotels Group

F rom overnight trips to extended stays. For
value-minded visits to executive travel. For
eagerly awaited vacations and spur-of-the-moment
getaways. Wherever you go, whatever the reason,
we're there with the perfect place to stay and a
great rewards program, too. Our Priority Club®
Rewards is the only hotel rewards program that
allows members to collect points or miles at more
than 3,600 IHG properties around the world,
making it easy to earn exciting trips and brand
name merchandise. So look for our quality hotels

wherever the winds take you.

J

INTERCONTINENTAL

HOTELS & RESORTS

InterContinental® Hotels & Resorts -
InterContinental Hotels & Resorts was the first
truly international hotel brand in the world, and
quickly became the symbol of glamour,
sophistication and success that vears later,
continue to define global travel. The brand is
committed to providing its guests with memorable
and unique experiences that enrich their lives and
broaden their outlook. InterContinental offers
services and amenities specifically designed for
the international business traveler, while

hotel
INDIGO

Holiday lnn

maintaining the delicate balance of luxury
expectations with authentic local experiences that
enhance the leisure stay as well. Located in more
than 60 countries, InterContinental continues to
expand in key destinations around the globe.
www.intercontinental.com

S

CROWNE PLAZA

HOTELS B RESORTS

Crowne Plaza® Hotels & Resorts — Crowne
Plaza Hotels and Resorts is The Place to Meet. The
ideal upscale hotel choice for
small-to-medium-sized business meetings, Crowne
Plaza provides personalized service and one point
of contact for hassle-free, successful meetings. In
addition to superior meetings offerings, Crowne
Plaza recognizes the importance of gelting a great
night’s sleep while traveling and now guests can
enjoy the brand’s Sleep Advantage program
including a sleep kit (complete with ear plugs and
eye mask), quiet zones, guaranteed wake-up calls
and new bedding. As always, Crowne Plaza hotels
provide quality fitness facilities, upscale dining
and exceptional room accommodations. Crowne
Plaza hotels are located in major city, resort and
airport destinations worldwide.
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Hotel Indigo™ — Hotel Indigo is the industry’s
first branded lifestyle boutique hotel experience. It
1s uniquely designed to appeal to style savvy
guests who desire affordable luxury, genuine
service and an alternative to traditional “beige”
hotels without sacrificing any of the business
amenities they have come to expect. Renewal is
the soul of Hotel Indigo’s retail-inspired design
concept — thoughtful changes that are made
throughout the year to keep the hotel fresh, similar
to the way retailers change their window displays.
Guestrooms feature signature murals, area rugs,
fluffy duvets and slip covers that will change
periodically, be
transformed seasonally through changing aromas,
music, artwork, murals and directional signage.
From relaxed café dining to high-style rooms —
Hotel Indigo creates an intriguing, warm and

while public spaces will

inviting environment for guests.

www.hotelindigo.com

e

Holiday Inn

Holiday Inn® Hotels and Resorts — As the most
recognized lodging brand in the world, Holiday
Inn Hotels and Resorts continues to welcome more

Taiwan Hotel & Motel Association of North America

guests every year than any other hotel brand.
Holiday Inn hotels provide the services that
business travelers need, while also offering a
comfortable atmosphere where guests can relax
and enjoy amenities such as restaurants and room
service, swimming pools, fitness centers and
comfortable lounges. The casual atmosphere and
amenities such as meeting and on-site business
facilities, KidSuites® rooms, Kids Eat Free and
Kids Stay Free programs, Holidome® Indoor
Recreation Centers and Indoor Waterparks
demonstrate the long-standing commitment of
Holiday Inn Hotels and Resorts to serving
travelers and have helped to establish the brand as
“America’s Favorite Hotel.” This year, guests can
cheer for Holiday Inn at home as the sponsor of
the NASCAR Busch Series No. 29 Holiday Inn
Chevrolet with Richard Childress Racing and as
The Official Hotel of Major League Baseball.
Holiday Inn: Look Again™,

www.holidayinn.com

Holiday Inn
Express

Holiday Inn Express® — Holiday Inn Express
continues to set the pace in the mid-scale without
food and beverage hotel category as the
fastest-growing brand, opening on average two
new hotels every week. Holiday Inn Express
invites guests to Stay Smart® by offering travelers
competitive rates and convenient locations around
the globe. All hotels offer the Express StartSM
breakfast bar, which features traditional morning
favorites as well as Smart Roast® 100% Arabica
coffee and warm cinnamon rolls made with an

T
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exclusive recipe developed especially for Holiday
Inn Express. Guests will also experience the new
SimplySmart shower which delivers a clean,
simple and more functional bath experience. It
features an exclusive multi-function showerhead
by Kohler® designed to compensate for all sorts of
water pressure challenges. In addition, Holiday Inn
Express hotels offer free local phone calls (U.S.
and Canada only) and free high-speed internet
access. And, beginning in April guests will enjoy
the SimplySmart™ bedding collection where
guests will find new crisp fresh bedding which
features an attractive decorative top sheet, a
medium-weight duvet blanket and soft 200
thread-count sheets. Simply Smart bedding is
currently being implemented at Holiday Inn
Express hotels across North America. Now, that’s

smart!
www.hiexpress.com

S DITES
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Staybridge Suites® — Staybridge Suites is an
innovative all-suite hotel meeting the needs of
extended-stay guests. It’s ideal for travelers
seeking a residential-style hotel that’s perfect for
business, relocation and vacations. Whether it’s a
studio, one-bedroom or two-bedroom/two-bath
suite, guests will find everything they need to

make it their place. Each suite comes with a
fully-equipped kitchen and separate living and
work areas. Guests also enjoy free high-speed
Internet access, a complimentary breakfast buffet,
Sundowner evening receptions and 24-hour
business services. Get Comfortable™.
www.staybridge.com

@

CANDLEWWD,

SUITES

Candlewood Suites® — Candlewood Suites 15
focused on comfort, space and wvalue for
extended-stay guests. At more than 112 newly
constructed Candlewood Suites hotels throughout
North America guests find spacious studio and
one-bedroom suites, each with its own fully
equipped kitchen, executive desk, VCR and CD
players, recliners and two-line telephones with
voice mail. The fitness center and complimentary
guest laundry are open around the clock, and
guests can take advantage of the 24-hour
Candlewood Cupboard®, where they will find
snacks, refreshments, entrées and necessities
available on the honor system. Candlewood Suites
hotels offer guests all of this at a very comfortable
price. Consider Us Home.

www.candlewoodsuites.com
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