OP待查订单问房以及订单确认疑难解答

Q1：电话询房需要表明自己是 wholesales agent 的身份，一般酒店的预订部与前台都会有 up selling 的业绩指标，所以在低级房型房态紧张的时候，如果酒店认为你是直客，可能会直接告知满房，推荐高级房型。

英文参考：

Hello, This is XXX(姓名) of Convergent International Travel.（We are wholesale agent of your hotel）and we would like to check room availability, 房型名＋入住退房日期。
Q2: 建议在处理一些房间数量较少，没有准确房态以及合作关系不太密切的酒店时，打开携程／booking.com 等参考入住日期的房态。问房后，如果酒店告知无房或者只有高级房型（而同时携程或 booking.com 等 OTA 有房），可告知酒店，在 OTA 渠道上仍然有房，询问能否尽量给我们安排房间。

此处涉及到酒店价格体系问题，一般来说酒店价格体系分为下列部分，价格从上往下递减。

Rack Rate – 门市价，针对 walk in 客人／酒店官网预定。

Discount Rate – 前台折扣价

OTA Rate – 以 booking.com／agoda 为代表的在线订房网站，一般是酒店的 best Available rate 以返佣的形式盈利。

Agent（wholesales）Rate – 旅行社／订房中心／代理价 －－我们处于这个档次

Cooperate Rate 公司协议价 Meeting Rate – 会议价格 Group Rate – 团体价格 Special Rate － 特殊价

酒店为了收益最大化，在房态紧张的情况下，一般会选择先关掉 wholesales 的房间，把房间留给自己官网或者 ota 高价售卖。如何巧妙拒绝 up sell 高级房型／说服酒店给我们安排房间，可参考下列回答。

1. 说明我们要通过下线代理联系客人，沟通等待过程中，客人随时会取消预定：

As we need our sub-­‐agent to contact the guest, if guest waits for long time, they may cancel booking, would you please help to arrange rooms for us.

2. 我们不接受 up sell 高级房型，因为客人预算有限。

It is hard to convince guest to book higher room category as guest has limited budget.

3.酒店不给我们房间，但是其他代理／ota 有房。要尽量说服酒店从留给酒店官网／ota 的房量里释放房间给我们。如果合作深入的酒店可表明我们合作很久了,第一次开单的酒店更要强调这是第一次合作，非常珍惜这次机会。

We just checked Ctrip/booking.com/agoda, OTA is still selling your hotel. Would you please release 1 or 2 rooms for us from OTA channel? We have been working with your hotel for long time/ It is our first booking order for your hotel, we really want to successfully deal this booking.

有一种情况是，我们手上的合同价不好，酒店发了关房通知，收益没关房其他代理关了，所以订单流入我们这里。这时候询房要强调，我们的合同价一直比其他代理高，如果我们价高还没房给我们，那么会影响我们以后的合作，请酒店通融。对于不规范的酒店来说，通常给 wholesales agent 之间的价格也有高低之分，你价高一般拿到房间的机会也很大。酒店除非真的全满了，一般有生意来也是不会拒绝得。

Actually our contract rate is higher than other agent of your hotel. It is really hard for us to push your hotel if no room for us. Please help to arrange room for us. ＋ We do value every chance to push booking for your hotel.

 OP疑惑的一点在于，为什么有时候收益找销售能拿到房间，OP问不到。因为很多时候销售是直接从OTA渠道放房或者免费升级给我们，而很多预订部底层员工是没有这个权限的。如果这个情况多，譬如像我的普吉岛卡利姆温德姆一样，一找销售就肯定有房的。可让收益在系统备注对接的销售人员名字，OP在问房时候，可直接放大招报销售的名号出来，一般成功几率較大。

We used to contact with your sales manager/DOS xxx to confirm the rooms, can you help us for this?

以下为案例呈现：大家可以学习一下话术
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/arm greetings from Concovergent Travel!

Regarding to allowment & rate during 21 Dec 2016-10 Jan 2017,Khun Anuwat informed us to stop Ending Year Promotion for 28 Dec-3 Jan and we can keep selling with the unused allowment by Pre Buy Cont
ract on 28 Dec-3 Jan.I think T had explained well in last email!

S0 Booking T161203111289,2 Deluxe Hillside Seaview on 27-31 Dec,please help to confirm for us accordingly,as we check the record in our system,we haven't used up the allowment for Deluxe Hillside Seavie
W127-28 Dec,we book under Ending Year Promation;28-31 Dec,we book under Pre Buy Contract!
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[ our cients are waiting for the confirmation num.Would you please feedback to us within 1 hour or as soon as possible?Thank you!

Should you need any further assistance,please feel free to contact metHave a nice day! fggg ﬁ]ﬂn%ﬂig’%%m’ B L —BREE— P HHES
Best regards, REDEEH
vichelie





[image: image2.png]Dear Ms. Thoy,

Greeting from Hongkong Convergent Travel .

Kindly note that I called you just now but your colleague said that you were on the line.

We received the enclosed new booking for 1 Deluxe Room from Jan 6-9, 2017.

However, the reservation tells us that the hotel is fully booked during that period although other channel (OTA and B2B) are stll available for Deluxe Room.

Could you please help me to double confirm the availability?

BTW, since we don't receive any updated stop sale information for your nice hotel since Oct 2016.
S0 could you send the updated stop sale date to op.price@huizhiintl.com and rachel.peng@huizht-intl.com afterwards.

Looking forward to hearing from you soon.

Best regards,
Rachel
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[image: image3.png]Dear Reservation Team,

Geeting from Convergent!
For this booking, our reservation said that hotel replied no 2 bedroom ocean pool residence on 8 November,
‘but there are only 2 ocean pool suits for the first night on the phone.

As s a five-night booking, can u try to arrange the same 2 bedroom ocean pool residence for the guest?
And we are willing o pay for 2 ocean pool suites for the first night.

Look forward to hearing from you soon. |
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BRAHER .

Thanks & regards,
Eve
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[image: image4.png]Dear Khun Poon,

Thank you for your emai
Sorry for the wrong rate and thank you for your advice.
Honestly, it's the first booking after we upload the new rate from hotel these two days .

And then we missed the main contract rate received in early August mentioning the compulsory gala dinner on 31 December 2016.

Regarding this booking, what we confirm to the customer is only the room rate with bbf, without gala dinner,
can you help to confirm this booking with the rate THB5130 as a special case?

Otherwise, we will have to pay the great penalty.

FYI, we have fixed the rate on 31 Dec 2016 with compulsory gala dinner as soon as we received this email,
ner on 31 December 2016.

and for next booking stay over night of 31 December 2016 will sure include compulsory gala
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Highly appreciate for your kind understanding and reply soon. B, KT BHETE, AF2 R
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Should you require further information, please feel free to contact me.
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Thanks & regards, 4 REEEREES

Eve Feng (Ms.)
Product Manager

Al

EERERE




[image: image5.png]Dear Khun Ketsuda,
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Thank you for your email.
BDFF, MAKhun X X
Regarding for this booking, our offline agents Booking Policy is No Cancellation & Non Refundable. 2 LI AEE, SHaRE
Although the guest has already paid all the accomodations directly through other Travel Agency, 3 RABMNMEAMITERTEASS ToILRER, BETILEESEEN,
we can not allow them to cancel the booking on our side which is breaking our rule of Booking Policy. MRENEER, WEBAEAFERITH

18 FIE
5. IR B ER T 2 8
6. [E18+ 0P

Highly appreciate you can understand our situation and thank you for your kind support.

Due to the guest has already booked their accommodations through other channel,

Best regards,

Ran.Wu
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Good day! 1 PR WEIEE R,
For this booking ,just now i checked with the stop sales,we did not receive your closed. 2. FRIEE B AX A B R BB E—MT &,
We have allotment ,and then we sale the room according your stop sale. 3. BRATER A g 85

May I get your kind assist to help to confirm this last booking on 20 Sep for us as one time exception for the special case.
we always try the best to push your hotel,could you help to process this booking?

Thank you looking forward to hearing you soonest!
Best regards,

Michelle

|




[image: image7.png]Dear reservation team,

FEAT DREVRMITES, HEAREEECERANIT

Good day!
Y #.

For these two booking ,x and x, Could you  help to cancel without penalty?

Because we don't know why for these two booking our systerm automatically refund to the guest.
We did not collected the money from the guest.

We will repair the system as soon as possible, please help to cancel it without penalty.

Thank you so much for your help in advancel!

Best regards,
Michelle
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Warmest greeting from Hongkong Convergent!

Would you please kinldy help us to double check the room avaiability for attached booking? Since we didn't
receive any stop-sale notification and we really want to grab this booking in house. As you know that all
booking from our company is guaranteed and please consider our rate is not so competitive in the market. it is

really hard to grab booking in house. And would you also kindly send us the updated stop-sale notification?

Waiting for your prompt reply.




[image: image9.png]Dear Thanakron and Reservation Team from Tongsai Bay Samui

Warmest greeting from Hongkong Convergent! I hope all of you are being well!

Regarding to below urgent reservation inquiry, we received feedback from Front Office of Tongsai Bay that we
don't have room avaiable at below period: 4.30-5.6 for Seafront Cottage, but according to our agreement for
free sale and with O cut-off date and we didn't receive any stop sale notification at that period. Therefore, if
you would please kindly confirm below reservation for us and send us the update stop notification in case any
reject booking and we will be highly appreciate!

Waiting for your prompt reply and thank you so much!
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Warmest greeting from Hongkong Convergent! So nice can talk with you! :)

Please kindly help us to check the room availability please. If there has any non-guaranteed booking can kick
out? As you know that we have 200rn/month goal, we are trying everything that can bring us more bookings
in house. And also, we know that the reservation is on request, but we haven't receive any stop sale

notification. We really want to grab this booking adn please kindly help us! Thank you so much!

Waiting for your feedback




建议大家可以学习一下 以上话术，自己可以做成文字版本添加到邮件标签上面也可以。

尽量应用起来！~
