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EXECUTIVE SUMMARY

The report provides an overview of my internship experience in the Sales and marketing
department of DuSai Resort & Spa, where | worked for 6 months. The primary objective of the
internship was to gain hands-on experience in sales strategies, marketing campaigns, and customer
engagement techniques, while also enhancing my understanding of the hospitality and tourism
industry.

During the internship, | was involved in a variety of tasks including market research, content
creation for promotional materials, assisting in the development of digital marketing strategies,
and participating in customer outreach initiatives. | was able to work closely with the sales team
to understand how they approached lead generation, customer relationship management, and the
closing of deals. Additionally, I learned about the importance of brand positioning, market
segmentation, and targeted advertising campaigns

DuSai Resort & Spa is the first luxurious 5-star standard boutique Villa Type Resort & Spa in
Bangladesh nestled inside 14 acres of rolling hills land dotted with thousands of trees and flanked
by an 800 feet long serpentine lake on the south and two large fish ponds on the north, just beside
the largest concentration of tea gardens in Moulvibazar District, Sylhet Region, about 200 kms
north-east of Dhaka. In an amazing & spell bounding development.

An internship in reservation typically refers to a hands-on learning experience in the reservations
department of a hotel, resort, or other hospitality-related business. As an intern | faced lots of
positive terms and | also faced some problems like they have rigid cancellation system. They
should be more flexible with their guest. Sometimes they don’t allow any kind of event on the
resort. They should be done more programs and events in their resort. And they have to also offer
flexible modification options for the guests. Also experienced and learn lots of the process of sales
and marketing and the process of reservation. They have some amazing opportunities like they
provide transport from the airport or railway or a significant location of Sylhet.

Lastly I can say that, My 6 month of internship at DuSai Resort & Spa is an great experience and from my
team members, | learn many more things about sales and marketing and reservation
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1.1Introduction:

Being kind, giving, and really wanting to make visitors feel valued are the foundations of hospitality. Stated
differently, hospitality is not only a company; it's also an art form, a way of life, and a philosophy. Our
hospitality company’s success depends on providing exceptional customer service. Situated next to the
greatest concentration of tea gardens in Moulvibazar District, approximately 200 km northeast of Dhaka,
DuSai Resort & Spa is the first world-class, five-star boutique villa resort and spa in Bangladesh. It is nestled
within a small tropical forest on hillocks with thousands of trees and flanked by a thousand on the north side.
Our customer service experience leaves a lasting impression. Thus, it is our responsibility to make sure they
leave feeling appreciated, respected, and taken care of. The range of actions a firm does to satisfy guests' wants
and expectations is known as customer service in the hospitality industry. Any company that wants to expand
its income and raise its brand awareness must have a strong sales and marketing department. The process of
getting clients to make reservations for services or goods that a company offers is sometimes referred to as
the sales and marketing process in the context of reservations. This could involve making reservations for
meals, lodging, events, and activities, as well as tickets to other venues. Information on customer satisfaction,
such as surveys and ratings, can assist a business in figuring out how to effectively enhance or modify its
goods and services. The most important department to connect with all hotel operations is sales and marketing.
Direct communication between the sales and marketing staff and visitors. Additionally, a reservation officer
working for the sales and marketing division verifies the accuracy of guest booking confirmations, educates
them about the hotel sector and its amenities, and assists them by providing them with a hotel scenario.

1.2 Background:

In the hotel business, bookings are essential for controlling the number of rooms available,
optimizing earnings, and giving customers a smooth booking process. A hotel reservation is
essentially a contract that a guest and a hotel enter into to ensure that accommodations will be
available for a predetermined amount of time at a predetermined location. | studied tourism and
hospitality management at Daffodil International University, and after earning 124 credits, | had a
reservation trainee position in the DuSai resort & Spa's sales and marketing division. In the
hospitality sector, reservation agents are extremely important, especially in hotels and resorts.
Managing accommodation reservations, guaranteeing visitor happiness, and optimizing revenue
are the main duties assigned to them. Here's an overview of my key responsibilities:

Managing Reservations

Offering Guidance and Support

Handling Payments and Verifications
Retaining Communication and Guest Records
» Ensuring Quality Assurance and Compliance

>
>
>
>

1.3 Scope of the Study:

As part of my industrial attachment, | had the privilege to immerse myself in the Sales and
Marketing Department of DuSai Resort & Spa. This report aims to provide a comprehensive
overview of the reservation process at DuSai Resort & Spa, evaluating its efficiency and exploring
the key points highlighted by the Sales and Marketing department.
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1.4 Obijective of the Study:

Broad Objective

The main aim of this study is to gain an understanding of the operational process of Sales &
Marketing. In order to address this objective, the following specific objectives are:

Specific Objectives

e To explain the steps of the reservation process of DuSai Resort & Spa.
e To analyze marketing process of DuSai Resort & Spa.

e To identify the problems of reservation process of DuSai Resort & Spa.
e To provide recommendation based on problem faced.

1.5 Methodology
This study is descripted in nature and the data used here from the Secondary sources.

1.6 Data Source

In general, there are two types of data sources. Primary and Secondary. In this report the Secondary
data has been used.

Secondary Data sources are:

1. Hotel website

Online website

Organizational data file

Different documents and study materials

DuSai Resort & Spa’s brochures, prospectuses, and fact sheets.
Booking stages, online media, and visitor audit websites

ok wd

Limitation of the Study:

1. This report only covered the operational activities of the Sales & Marketing Department of
DuSai Resort & Spa.

2. Collecting information from others was not easy because of privacy.
3. Interns have less access to confidential information.
4. Not getting much opportunity to meet the guest for interview.

5. The Company maintains confidentiality regarding the disclosure of internal information.

©Daffodil International University



CHAPTRT-2
An Overview of DuSai Resort & Spa
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2.1 Introduction to DuSai Resort & Spa:

Nestled within a small tropical forest on hillocks with thousands of trees, DuSai Resort & Spa is
the first world-class, five-star boutique villa resort and spa in Bangladesh. It is situated next to the
largest concentration of tea gardens in Moulvibazar District, about 200 km northeast of Dhaka,
and is flanked by two large fish ponds on the north and a 1000-foot serpentine lake on the south.A
perfect place for nature lovers looking for quite tranquility.

» A place of choice for couples and families.

e A secret and enchanting hideaway for honeymooners.

e An adventurous destination to explore the charms of the tea gardens and the largest rain
forest in Bangladesh.

e A preferred destination for small corporate meetings and conferences.

There are thirty luxurious and upscale rooms in the resort. There are 24 luxury rooms after the
main hotel with a type room. Nine suite suites with two bedrooms each and five multi-story terrace
villas are also available. There are also four independent multi-story terrace residences. Among
the lodging options are a honeymoon suite with a view of the mountains to the south, a private
villa with a heated infinity pool, and a roomy presidential villa with a heated infinity edge pool.

2.2Background of DuSai Resort & Spa:

The first world-class, five-star boutique villa resort and spa in Bangladesh is called DuSai Resort
& Spa. A few honors and accolades were archived by DuSai Resort & Spa. One of the two
worldwide hotel classification bodies, the World Luxury Hotel Awards, was established on
December 2, 2017. The previous ten years have seen the World Luxury Hotel Awards honoring
hotels and resorts across the globe for excellence in design and service. Bangladesh's Best Luxury
Resort for 2016. For the past 25 years, architects from every nation on the Indian Subcontinent—
aside from Pakistan—have been recognized for their creative ideas with the JK Cement Ltd.
"Architects of the Year Award.” The Architects of DuSai Resort & Spa won a silver award in the
hospitality architecture sector and a gold award for design innovation in 2016.

Type of resort 5 Star

Address Srimangal Road, Niteshwar, Giashnagar Moulvi Bazar,
Bangladesh.

Phone +880 2996684100-5

Hotline +880 1617005511

E-mail rsvn@dusairesorts.com

Website www.dusairesort.com

©Daffodil International University
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2.3Mission of Dusai Resorts & Spa

The mission of DuSai Resort & Spa is to surpass our visitors' expectations by offering unmatched
service, opulent lodging, and meticulous attention to detail, guaranteeing a special experience
during each visit. Our goal is to create a setting that fosters happiness and loyalty by combining
comfort, elegance, and individualized service to fulfill each guest's specific demands. By means
of persistent innovation and an unwavering dedication to excellence, our aim is to establish
ourselves as the top option for opulent hospitality, establishing benchmarks for quality and service
that are unmatched within the sector.

2.4Vision of Dusai Resorts & Spa

The aspirations and long-term objectives of DuSai Resort & Spa are outlined in its vision, which
focuses on the resort's intended future condition and the impact it hopes to have on the hospitality
sector

2.5 DuSai Resorts & Spa’s Major departments

Salse &
Marketting

Dusai Resort
& Spa

Food &
Beverage

Human
Resourse

Figure: 2.5 DuSai Resorts & Spa’s Major departments
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2.6 Product/Services of DuSai Resorts & Spa

The resort's main hotel, which has a patio, has thirty superior and premium style rooms. Next, on
the slopes of the south-facing hills, there are 24 deluxe rooms spread across five two-story terraced
villas, 9 two-bedroom suites spread across four different two-story terraced villas, a privately
enclosed one-bedroom Honeymoon villa with a heated infinity pool, and lastly a privately enclosed
large Presidential villa with a heated infinity edged pool.

Villas

Hotel

Deluxe Villa (A, B & C)

Five two- and three-story terraced villas with outdoor bath enclosures and balconies house 24
premium rooms. Three distinct types of Deluxe Rooms are available across three distinct floors.
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Suite Villa (A, B & C)

24 luxury rooms are spread among five two- and three-story terraced villas including balconies
and outdoor bath enclosures. There are three different kinds of Deluxe Rooms spread over three
different floors.

Honeymoon Villa

This is a private, walled home featuring a drawing room, master suite, bathroom, kitchenette, and
spacious toilet. This hilltop property has a thatched gazebo and a heated wading pool with an
infinite edge. There is a spacious couple's Jacuzzi in the bathroom.
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Superior Double / Twin

This is a walled, private house with a drawing room, bathroom, kitchenette, and large toilet. A

heated wading pool with an infinite edge and a thatched pavilion are features of this hilltop home.
In the bathroom is a large couple's Jacuzz

Premium Double / Twin

On the south (front) side of the Main Hotel are 12 Premium rooms, 8 King Beds & 4 Twins, all
with individual balconies.
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Room/Suite Type
Superior Double / Twin

Premium Double / Twin
Deluxe Villa-B

Deluxe Villa-A

Suite Villa-C

Suite Villa-B

Suite Villa-A

Honeymoon Villa

Presidential Villa

BDT

14000 ++
16000 ++

18000 ++
20000 ++
24000 ++
30000 ++
34000 ++
50000 ++
80000 ++

All rates are subject to add 9% service charge & 15% VAT.
All rooms have complimentary breakfast for two and for four

persons in suites.

Room Amenities

VRF semi central air conditioning system
32" LED TV

Free Hi Speed Wi-Fi Internet Access
Mini bar (Non-alcoholic)

In-room personal safe

Tea & Coffee making facility

Designer Ceiling Fans

Satellite / Cable television

International Direct Dialing

24 Hour Room Service

Evening Turn Down Service

Private dining area (only at Villas)
Private balcony and / or terrace (except Superior rooms)
Uninterrupted 24x7 full power supply

Bathroom Amenities:

Hair Dryer

Telephone

Herbal Bath Gel & Shampoo

Bath Robes & Slippers

Outdoor Bathtubs in Deluxe Room Balconies
Rain Shower

Other International Standard Bathroom Amenities

©Daffodil International University
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Special Facilities for Presidential Villa & Honeymoon Villa:
e Personal Butlers
* Private Heated Infinity Edged Swimming Pool & Gazebo
e Double Vanity Basin in Bathroom

Child Policy:
e Any two children up to 10 years can stay in parent room.

» Breakfast is free for children up to 10 years. Half rate for
set/buffet breakfast will be applicable for more than 1 children
between 7 to 10 years.

e BDT 3000 net will be charged for extra bed

Maids & Drivers Policy:

e No maids can be accommodated in Resort rooms. Separate
accommodation quarters for maids are available inside resort
premises including three times meal facility.

» Driver accommodations are available at cost for bed only TK
1000 per night or TK 2000 per night with basic food (Takeaway)

Banana Leaf Restaurant

* This is the fine dining restaurant of the resort situated in the
ground floor of the main hotel building. It serves multiple types of
Continental, Chinese, Thai & Indian cuisine.

Tea Valley Restaurant

This restaurant, which has a half-moon shape and a thick thatch roof, is constructed out of wood
and sits atop a small hill with views of a rice field, lake, and tea plantations. It has a Show Kitchen
with a small selection of Continental and Bangladeshi dishes that are prepared in front of the
patrons. This location serves the breakfast buffet as well.

Forest Pub

* The resort's bar is a floating platform that protrudes into the valley that holds the main swimming
area. It offers a variety of mocktails, Red & White wines, and non-alcoholic beer in addition to
cocktails. It is permitted for overseas visitors to bring in their own alcoholic beverages to be
consumed in their rooms.

11
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The Pool Cafe
* This unique sunken pool cafe, the first of its kind in Bangladesh,
serves snacks, soft drinks and juices to the pool guests.

Enjoy

* Swimming pool

* 70 feet long first infinity edged swimming pool in the country
with sunken pool bar. 50 feet long lap pool on the lower layer.
Shimmering beneath the sky the pool is fringed by lush green
plants to create the sensation of swimming within the tropics.
The pool is open from 9:00am to 9:00pm daily.

* Photo Gallery

* Virtual Tour

* Facilities at our Resort

* A 1.4 km long circular multidimensional walking trail

* Children's Nursery Playground

* 56-seater Cineplex

* Sports facilities

* Biking with mountain bikes

* One hard court Tennis

* Two Badminton courts

* Canoeing

* Cycling

12
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Relax

Spa
» With an all-natural bundle that includes herbal and flower mixtures, holistic spa delight is waiting

to grant all of your wishes. Experience a serene and well-appointed reception area with a natural
environment infused with wood, bamboo, and thatch. Inside the five spa treatment suites are
sparkling crystal reflections of an indoor water body. Choose from treatments like the Majestic
Thai encounter or the Exotic Armana encounter, then unwind while receiving a massage from our
qualified Thai therapists. Their deft fingers will apply expert pressure. Operating hours: 10:00
a.m.—10:30p.m.

Open Air Jacuzzi

* Professionally designed open air hot Jacuzzi means total relaxation and fun for you and your
family. Whether its winter or summer. Jacuzzi is open 9.00a to 9.00pm

13
©Daffodil International University



Gym

* A professionally designed facility with natural lighting, located in front of the lap pool. The Gym
offers you state of the art equipment for your work out with separate locker room for males and
females. Open 7.00am to 9.00pm

Cineplex
* Cineplex with advanced BOSE Bass reflex sound system designed for family entertainment.

Capacity 56 seats. Located in Reception building. Daily three shows. Special arrangements for
groups.

Amphitheater
» Open air amphitheater located behind Tea valley restaurant ready for your outdoor

entertainments. BBQ nights could be arranged upon request while entertainment.

14
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CHAPTER 3
Theoretical Background of Sales and
Marketing Process of a Resort
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3.1 Sales & Marketing Department

In the hotel industry, sales and marketing play crucial roles in attracting guests, driving revenue,
and maintaining customer satisfaction. The sales and marketing departments work closely together
to attract guests, maximize occupancy, and increase revenue. Certainly! The sales and marketing
department focuses on various aspects of the hotel business, including room occupancy, event
spaces, leisure facilities, and restaurants. Each of these areas has dedicated teams within the hotel
to manage them effectively.

Typically, the marketing team is appointed centrally by the corporate office but can also be
specifically assigned to individual hotels. Depending on the arrangement, this team may operate
either from the corporate offices or directly within the hotel premises. Their role involves
promoting the hotel's offerings, attracting guests, and maximizing revenue through strategic
marketing initiatives tailored to each hotel's unique strengths and target market.

Sales and marketing activities in the hotel industry encompass a wide range of strategies and tactics
aimed at attracting guests, maximizing revenue, and enhancing the hotel's brand image. Here are
some key activities typically involved:

e Market Research

e Market Analysis

e Negotiation and Contracts

e Content Creation

e Revenue Generation

e Customer Relationship Management (CRM)
e Collaborations and Partnerships

e Alignment on Goals

e Communication and Coordination

e Feedback Loop

Source; www.salesandmarketing.com

16
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3.2 Sales & Marketing Terms

Here are some commonly used terms in the sales and marketing departments of hotels and
hospitality businesses:

e Room Occupancy: Refers to the percentage of rooms occupied in the hotel over a specific
period, usually calculated daily, weekly, or monthly.

e Average Daily Rate (ADR): The average revenue generated per occupied room in a given
period, calculated by dividing total room revenue by the number of rooms sold.

e Revenue per Available Room (RevPAR): A key performance metric calculated by
multiplying ADR by occupancy rate, indicating the hotel's overall revenue performance.

e Group Sales: Involves selling room blocks and event spaces to large groups, such as
corporate meetings, weddings, or conferences.

e Leisure Sales: Focuses on attracting individual leisure travelers, promoting the hotel's
amenities, packages, and local attractions.

e Direct Sales: Refers to sales generated directly by the hotel, bypassing third-party channels
like online travel agencies (OTAS) or travel agents.

e Marketing Collateral: Printed or digital materials used for marketing purposes, including
brochures, flyers, menus, and promotional videos.

e Digital Marketing: Promotional activities conducted online, such as social media
marketing, search engine optimization (SEO), and pay-per-click (PPC) advertising.

e Brand Management: The process of maintaining and enhancing the reputation and
identity of the hotel brand through consistent messaging and customer experiences.

e Lead Generation: Activities designed to identify and attract potential customers (leads)
who have expressed interest in the hotel's products or services.

e Market Segmentation: Dividing the market into distinct groups of customers with similar
needs, behaviors, or characteristics to tailor marketing strategies and offerings.

e Competitive Analysis: Evaluating competitors' strengths, weaknesses, pricing strategies,
and market positioning to identify opportunities and threats for the hotel.

e Customer Relationship Management (CRM): Strategies and technologies used to
manage and analyze customer interactions and data throughout the customer lifecycle, with
the goal of improving customer retention and satisfaction.

e Upselling and Cross-Selling: Techniques used to encourage customers to purchase
additional products or services (upselling) or related products/services (cross-selling)
beyond their initial purchase.

e Public Relations (PR): Managing the hotel's public image and relationships with media,
stakeholders, and the community through press releases, media coverage, and events.

These terms encompass various aspects of sales and marketing in the hospitality industry, focusing
on attracting and retaining guests, maximizing revenue, and enhancing the hotel's brand and
reputation.

17
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3.3 Digital Marketing Process

Digital Marketing refers to the use of digital channels, platforms, and technologies to promote
and advertise products, services, or brands to a target audience. Unlike traditional marketing,
which typically relies on physical channels such as print, radio, or TV, digital marketing
leverages the internet and electronic devices to engage consumers. It is highly data-driven,
allowing marketers to track and optimize their efforts in real time. Digital marketing
encompasses all marketing efforts that use an electronic device or the internet. It involves
promoting products, services, or brands through various digital channels to connect with
current and prospective customers. Digital Marketing is an essential aspect of modern business.
With its diverse tools and platforms, it allows companies to reach specific, targeted audiences,
create meaningful relationships, and measure their marketing efforts in real time. As the digital
world continues to evolve, businesses must stay adaptable and continuously refine their
strategies to meet consumer expectations and technological advancements. Digital marketing
provides a powerful way to increase brand visibility, drive customer engagement, and generate
sales, all while delivering measurable results.

Developing
Digital
Marketing
Strategy

Social M edia Search Engine
Marketing Optimization

Strategic
Content Website

Marketing Development

Digital Email
Advertising Marketing

Figure: 3.3 Digital Marketing Process

Source: www.digitalmarketing.com

18
©Daffodil International University


http://www.digital/

3.4 Key Components of Digital Marketing

Digital marketing encompasses all marketing efforts that use an electronic device or the internet.
It involves promoting products, services, or brands through various digital channels to connect
with current and prospective customers. Here's a deeper dive into the key components and
strategies of digital marketing:

3.4.1. Website Marketing

» Website Optimization: Ensure your website is user-friendly, mobile-responsive, and
optimized for search engines (SEO).

» Conversion Rate Optimization (CRO): Improve the design and content of your website to
increase the percentage of visitors who take desired actions.

3.4.2. Search Engine Optimization (SEO)

» Keyword Research: ldentify relevant keywords that potential customers are searching for.

» -On-Page SEO: Optimize content, Meta tags, headers, and images on your website.

» Off-Page SEO: Build backlinks from reputable sites to increase your website’s authority
and search engine ranking.

3.4.3. Content Marketing

» Content Creation: Develop valuable, relevant content such as blog posts, videos,
infographics, and eBooks.

» Content Distribution: Share content through various channels to engage your audience and
drive traffic to your website.

3.4.4. Social Media Marketing

> Platform Selection: Choose social media platforms that align with your audience
(Facebook, Instagram, LinkedIn, and Twitter).

» Content Strategy: Create and share engaging content, run promotions, and interact with
followers.

19
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3.4.5. Email Marketing

» List Building: Grow and segment your email subscriber list.
» Campaign Management: Design and send personalized email campaigns, newsletters, and
promotional offers.

3.4.6. Paid Advertising

» Per-Click (PPC): Run ads on search engines (e.g., Google Ads) where you pay each time
someone clicks your ad.

> Display Advertising: Use banner ads on websites to increase brand visibility.

» Social Media Ads: Create targeted ads on social media platforms to reach specific audience
segments.

3.4.7. Affiliate Marketing

» Partner with Affiliates: Collaborate with influencers or publishers who promote your
products in exchange for a commission on sales generated through their referrals.

3.4.8. Influencer Marketing

» Engage Influencers: Partner with influencers who have a large following to promote your
brand or products to their audience.

3.4.9. Analytics and Reporting

» Track Performance: Use tools like Google Analytics, social media insights, and email
marketing metrics to monitor the effectiveness of your campaigns.
> Data Analysis: Analyze data to understand user behavior, campaign performance, and ROI.

Strategies for Effective Digital Marketing
1. Integrated Marketing Approach

» Ensure consistency across all digital channels and align your marketing efforts with
overall business goals.

2. Audience Targeting and Personalization

» Use data to segment your audience and deliver personalized content and offers.

20
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3. Engagement and Interaction
> Foster engagement with your audience through interactive content, social media
conversations, and responsive customer service.

4. Mobile Optimization

» Optimize your digital marketing efforts for mobile users, including mobile-friendly
websites and ads.

5. Continuous Learning and Adaptation

» Stay updated with the latest digital marketing trends and technologies. Continuously test
and refine your strategies based on performance data.

Digital marketing is dynamic and requires a strategic approach to effectively leverage various
digital channels and tools. By integrating these components and strategies, businesses can enhance
their online presence, reach their target audience, and achieve their marketing goals.

3.5 Marketing strateqy in hotel industry:

Marketing a hotel effectively involves a tailored strategy that combines various tactics to attract,
engage, and retain guests. Here’s a comprehensive approach to developing a marketing strategy
for the hotel industry:

1. Market Research and Analysis

» Understand the Market: Research market trends, guest preferences, and industry
developments.

» Competitive Analysis: Evaluate your competitors’ offerings, pricing, and marketing
tactics.

» Guest Insights: Collect and analyze guest feedback to understand their needs and
expectations.

2. Define Your Target Audience

» Segmentation: Identify different guest segments based on demographics, travel purposes
(business, leisure), and behavior.

» Buyer Personas: Develop detailed profiles for each segment to tailor your marketing
messages and offers.

21
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3. Unique Selling Proposition (USP) and Positioning

> ldentify Your USP: Determine what sets your hotel apart from competitors (e.g., unique
amenities, location, services).

» Positioning: Craft a positioning statement that highlights your USP and resonates with your
target audience.

4. Brand Development

> Create a Strong Brand Identity: Develop a memorable brand name, logo, and tagline.
» Consistent Messaging: Ensure your brand voice and message are consistent across all
marketing channels.

5. Website Optimization

» User-Friendly Design: Ensure your website is visually appealing, easy to navigate, and
mobile-responsive.

» SEO: Optimize your website for search engines to improve visibility (e.g., local SEO,
keyword optimization).

» Booking Engine: Integrate a seamless and secure booking system to facilitate direct
reservations.

6. Content Marketing

» High-Quality Visuals: Use professional images and videos of your hotel, rooms, amenities,
and local attractions.

> Blogging: Publish informative and engaging content about local events, travel tips, and
hotel news.

> Guest Stories: Share testimonials and reviews to build credibility and trust.

7. Social Media Marketing

» Choose Platforms Wisely: Focus on platforms where your target audience is active (e.g.,
Instagram for visual content, Facebook for broader reach).

» Content Strategy: Post regularly about promotions, events, and local attractions. Use
engaging visuals and interactive content.

» Paid Social Advertising: Use targeted ads to reach specific audience segments based on
their interests and behaviors.

8. Email Marketing
> Build a Subscriber List: Collect emails from past guests, prospects, and local contacts.

» Campaigns: Send personalized emails with special offers, newsletters, and updates. Use
automation for booking confirmations, pre-arrival information, and post-stay follow-ups.
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9. Online Travel Agencies (OTAs) and Distribution

10.

11.

12.

13.

14.

» Optimize Listings: Ensure your hotel’s listings on OTAs like Expedia, Booking.com, and
TripAdvisor are complete and up to date.

» -Leverage Promotions: Utilize OTAs’ promotional tools to highlight special offers and
packages.

Influencer and Affiliate Marketing

> Influencer Partnerships: Collaborate with travel bloggers and influencers to promote your
hotel through their channels.

> Affiliate Programs: Create an affiliate program where travel agents or bloggers can earn
commissions for generating bookings.

Local SEO and Listings

» Google My Business: Optimize your Google My Business profile to improve local search
visibility and provide key information like location and reviews.
» Local Directories: Ensure your hotel is listed in local directories and travel guides.

Public Relations and Media Outreach

> Press Releases: Announce significant events, renovations, or awards through press
releases.

» Media Relations: Build relationships with travel journalists and bloggers for coverage in
travel publications and online media.

Loyalty Programs and Special Offers

> Loyalty Programs: Create a loyalty program to reward repeat guests with discounts, perks,
or exclusive offers.

» Special Packages: Develop attractive packages or seasonal offers to entice potential guests
(e.g., stay-and-dine deals, weekend getaways).

Reputation Management
» Encourage Reviews: Ask guests to leave reviews on platforms like TripAdvisor and
Google.

» Respond to Feedback: Address both positive and negative reviews professionally and
promptly to enhance guest satisfaction and build trust.
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15. Analytics and Performance Monitoring

» Track Metrics: Use analytics tools to monitor key performance indicators (KPIs) such as
occupancy rates, booking sources, and revenue per available room (RevPAR).

» Analyze Data: Review data to assess the effectiveness of your marketing strategies and
make data-driven adjustments.

16. Continuous Improvement
> Adapt Strategies: Stay updated with industry trends and adapt your strategies based on
performance data and guest feedback.
» Innovate: Continuously seek new and innovative ways to attract and engage guests.
By implementing these strategies, hotels can effectively market their properties, attract

more guests, and build a strong reputation in the competitive hospitality industry

3.6A Typical Hotel Reservaton process

The hotel reservation process involves several key steps that ensure smooth bookings, efficient
check-in, and a positive guest experience. Here’s a breakdown of the typical hotel reservation
process from the initial inquiry to post-stay engagement:

Booker (traveler, travel An inquiry is sent to the Availability is checked
agent, tour operator, etc.) hotel CRS to get and a response is sent
searches for options availability information back to the booker

Booker sends a v = | Reservation is confirmed The booker pays
reservation request to j — | and rooms are blocked in E (optional)
the hotel CRS i the CRS

Information is shared Reservation is modified
between PMS modules or cancelled (optional)

O altexsoft

The hotel reservation process is designed to ensure smooth communication between the guest and the hotel,
offering a seamless experience from booking to check-out. Effective reservation systems, personalized
services, and consistent follow-up are essential for guest satisfaction and loyalty.
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CHAPTER 4
Discussion & Analysis
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4.1 Activities of Reservation

In the hotel industry, a reservation refers to the process of booking a room or other accommodation
in advance. Here’s a breakdown of what this typically involves:

4.1.1. Booking Process:

> Request: A guest or travel agent contacts the hotel to request a room for specific dates.

» Availability Check: The hotel checks whether there are rooms available for the requested
dates.

» Confirmation: If a room is available, the hotel confirms the reservation, often providing a
reservation number and details about the booking.

4.1.2. Types of Reservations:

» Guaranteed Reservation: The guest provides a credit card number or deposit to guarantee
the booking. If the guest does not show up, the hotel can charge a fee.

» Non-Guaranteed Reservation: The guest does not provide any payment or deposit upfront.
The hotel may hold the room until a specified time (like the evening of the check-in date),
after which it might be released if the guest hasn’t arrived.

4.1.3. Reservation Details:

» Room Type: The guest can specify preferences like room type (e.g., single, double, suite),
bed type, or special requests (e.g., a room with a view).

> Dates of Stay: The check-in and check-out dates are specified.

» Number of Guests: The reservation will include information about how many people will
be staying.

4.1.4. Modifications and Cancellations:

» Changes: Guests can usually modify their reservation, such as changing the dates or room
type, subject to availability and hotel policies.

» Cancellation: Guests may cancel their reservation according to the hotel’s cancellation
policy, which can vary. Some hotels offer free cancellation up to a certain date, while others
may charge a fee for cancellations made after a certain time.
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4.1.5. Confirmation and Documentation:

>

>

Confirmation Email: After booking, guests typically receive a confirmation email or
message with the details of their reservation.

Reservation Number: A unique number assigned to the booking, which can be used for any
future inquiries or changes.

Overall, the reservation system helps both the hotel, and the guest ensure that there is a secured
and planned stay, and it allows the hotel to manage its room inventory effectively.

4.2 Reasons of Reservation

Reservations are crucial in the hotel industry and other sectors for several reasons. Here’s a
breakdown of their importance

a.
>

>

o

Operational Efficiency:

Room Management: Reservations help hotels manage their room inventory efficiently,
ensuring that rooms are allocated and used effectively.

Staff Planning: By knowing the number of guests and their requirements in advance, hotels
can schedule staff appropriately and prepare for peak times.

Revenue Management:

Predictable Income: Reservations provide a forecast of future occupancy, allowing hotels
to predict revenue and plan financial strategies.

Pricing Strategy: Hotels can implement dynamic pricing strategies based on reservation
data, adjusting rates based on demand, seasonality, and booking patterns.

Guest Experience:

Personalization: Knowing a guest’s preferences and needs in advance allows hotels to tailor
services, enhancing the overall guest experience.

Guarantee of Availability: Reservations ensure that guests have a guaranteed room upon
arrival, reducing the risk of overbooking and disappointment.
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d. Booking Security:

» Guaranteed Bookings: With guaranteed reservations, hotels can secure payment or a
deposit, minimizing the risk of no-shows and last-minute cancellations.

» Pre-authorization: For many reservations, hotels can pre-authorize credit cards to ensure
that guests are financially committed.

e. Customer Satisfaction:

> Reduced Wait Times: Reservations help reduce wait times for check-in and streamline the
check-in process, leading to higher guest satisfaction.

» Advanced Planning: Guests can plan their stay better, knowing that their accommodation
is confirmed and tailored to their preferences.

f. Marketing and Promotions:

» Targeted Offers: Reservation data allows hotels to identify trends and guest preferences,
enabling targeted marketing and personalized promotions.

» Loyalty Programs: Hotels can track guest stays and offer loyalty rewards or incentives
based on reservation history.

Data Collection and Analysis:

Insights: Reservation data provides valuable insights into booking patterns, guest
demographics, and seasonal trends, helping hotels make informed business decisions.

» Performance Metrics: Hotels can track key performance indicators such as occupancy
rates, average daily rates (ADR), and revenue per available room (RevPAR).

vV Q

h. Crisis Management:

» Planning: In times of high demand, such as during events or emergencies, having
reservations in place helps hotels plan for contingencies and manage large volumes of
guests more effectively.

i. Legal and Compliance:
» Documentation: Reservations provide a record of agreements between guests and hotels,
which can be important for handling disputes, cancellations, or modifications.

In summary, reservations are essential for the smooth operation of hotels and other service-
oriented businesses. They help manage resources, ensure financial stability, enhance guest
satisfaction, and provide valuable data for ongoing improvements.
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4.3 Steps of Reservation process of DuSai Resort & Spa

The reservation process at DuSai Resort & Spa is designed to ensure a smooth and efficient experience
for guests. This process is crucial in providing seamless booking, customer satisfaction, and ensuring the
resort’s operations run smoothly. The reservation steps include various stages that can be initiated by the

guest directly or through agents.

Inquiry Stage

Stay Experience

Check-Out

Booking Request Process

| Special Requests
and
Customization

Reservation
Confirmation

Post-Stay
Engagement

Figure: 3.6 Steps of Reservation process of DuSai Resort & Spa
Below is an outline of the typical reservation process at DuSai Resort & Spa:

1. Inquiry Stage

e Guest's Initial Inquiry:

The process begins when a guest expresses interest in staying at DuSai Resort & Spa, either

by calling, emailing, or visiting the resort’s website.
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e Details Collection:

During this phase, the guest provides essential details such as dates of stay, number of
guests, room preferences, and special requirements (such as spa appointments, dietary
needs, etc.).

e Reservation Channels:
Guests can inquire about availability via multiple channels:

o Online booking system on the website.

o Third-party travel agencies or OTAs (Online Travel Agencies) like
Booking.com, Expedia, etc.

o Direct phone call or email to the resort’s reservation team.

o Social media platforms or other digital communication channels.

2. Booking Request

The process begins when a customer expresses interest in making a reservation. This can
occur through:

= Anonline platform (website or app)
= Phone call
= |n-person interaction

3. Reservation Confirmation
o Checking Availability:

The reservation team checks the availability of rooms for the requested dates and
preferences. If rooms are available, the booking process moves forward.

e Quotation:
If necessary, the team will provide a price quotation based on room availability, any special
offers, or discounts applicable to the guest’s stay.

e Guest Details Collection:

The reservation team collects additional information from the guest, such as:

Full name

Contact information (email, phone number)

Payment details (for confirmation, deposit, or full payment)

Special requests or preferences (room type, bed configuration, additional amenities

O O O O
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e Reservation Guarantee:

To confirm the booking, the guest is asked to provide a deposit or full payment, depending
on the resort's policies. In some cases, a credit card guarantee is required, especially for
high-demand periods or special packages.

¢ Confirmation Email:

After payment or guarantee is secured, the guest receives an email confirming the
reservation with all details:

Dates of stay

Room type

Special requests

Total cost and payment details
Reservation number

O O O O O

4. Special Requests and Customization

o Special Arrangements: If the guest has any specific requests (e.g., a romantic setup, a
specific spa treatment, or a late check-in/out), these details are noted and communicated
with the relevant departments (housekeeping, spa, kitchen, etc.) for fulfillment.

e Personalization:

DuSai Resort & Spa often offers packages for honeymooners, wellness retreats, family
stays, and more. These packages are discussed and customized based on the guest’s
preferences during the reservation process.

5. Pre-Arrival Communication

e Pre-arrival Emails:

A few days before the guest's arrival, DuSai Resort & Spa sends an email to remind the
guest of their booking. The email typically includes:

o Directions to the resort
o Check-in time
o Details on any pre-arrival services (e.g., airport transfers, booking spa treatments)
o Confirmation of special requests or arrangements made
o Call/Reminder:
In certain cases, the resort may follow up with a phone call to confirm the guest’s arrival
details or offer additional services such as transportation.
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6. Check-In Process
e Arrival at the Resort:
Upon arrival, the guest checks in at the reception. The check-in process includes:
o Verification of identity (passport or government 1D)
Payment confirmation (if not done already)
o Any final details about the guest’s stay (room assignments, package inclusions,
etc.)
e Welcome Package:
Guests may receive a welcome package, which could include a brochure about the resort's
amenities, a room key, and any vouchers or special offers for services like spa treatments
or dining.
e Room Assignment:
The guest is assigned the room according to their preferences and reservation details.
7. Stay Experience
e Guest Services:
During the guest’s stay, DuSai Resort & Spa ensures the smooth provision of services,
including spa bookings, excursions, or other amenities as per the reservation details. Guests
can contact the front desk or concierge for any additional requirements.
e Upgrades/Changes:
If requested, the guest may receive room upgrades or modifications, subject to availability
and resort policy. The reservation team ensures these are handled without disrupting the

guest experience.

8. Check-Out Process

o Departure:

On the day of departure, guests complete the check-out process. This involves settling any
remaining bills (for additional services, spa treatments, meals, etc.

e Feedback Request:
DuSai Resort & Spa may request guest feedback to understand their experience, offering a

survey or conducting a brief exit interview.
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o Express Check-Out:
In some cases, especially for guests in a hurry, the resort may offer express check-out
services, where payment and room clearance are done digitally, and the guest simply
returns their key.

9. Post-Stay Engagement

e Follow-Up Communication:

After the guest’s departure, DuSai Resort & Spa may send a thank-you email, express
gratitude for their visit, and offer loyalty rewards or discounts for future bookings.

e Loyalty Programs:

Guests who frequently visit the resort may be enrolled in a loyalty program to receive
benefits like discounts, free upgrades, or exclusive offers.

e Request for Reviews:

DuSai Resort & Spa may request the guest to leave a review on the resort’s website or
third-party review platforms (TripAdvisor, Google Reviews, etc.).

By following these steps, DuSai Resort & Spa ensures a streamlined and personalized reservation
process, enhancing guest satisfaction and encouraging repeat Vvisits.
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4.4Marketing Process of DuSai Resort & Spa

The marketing process at DuSai Resort & Spa is designed to create awareness, attract guests, and
maintain long-term relationships with customers by offering personalized experiences and
leveraging multiple marketing channels. Below is an outline of the typical marketing process at

DuSai Resort & Spa:

Post-Stay
Engagement
and
Relationship

Analysis and
Performance
Tracking

Market
Reserch and
Target
Identification

Marketing
Process of
DuSai Resort &
Spa

Customer
Relationship
Managment

(CRM)

Branding
and
Proposition

Promotion
Strategies

Figure: 4.4 Marketing Process of DuSai Resort & Spa
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1. Market Research and Target Audience Identification

Market Research:

DuSai Resort & Spa begins by conducting thorough market research to understand the
dynamics of the travel and hospitality industry, consumer preferences, and emerging
trends. This helps in identifying the right marketing strategies and aligning them with
market needs.

Target Audience:
The resort targets diverse customer segments, including:

Luxury travelers seeking relaxation and premium services.

Couples and honeymooners looking for a romantic getaway.

Families looking for vacation packages and family-friendly experiences.
Wellness and health-conscious travelers seeking spa and wellness treatments.
o Corporate clients who need event and meeting spaces for business purposes.

Customer Personas:

O O O O

Specific customer personas (such as eco-conscious travelers, adventure seekers, or
wellness enthusiasts) are created to design tailored marketing campaigns for each target
segment.

2. Branding and Positioning

Unique Selling Proposition (USP):

DuSai Resort & Spa establishes its unique position by offering a combination of luxury
accommodations, world-class spa services, and immersive local experiences in a serene
and exclusive environment. Its USP is centered around:

Holistic wellness experiences that combine luxury with rejuvenating spa therapies.
Exclusive private retreats and personalized services tailored to individual needs.
Eco-friendly and sustainable practices that attract environmentally-conscious
travelers.
Brand Messaging:
The resort uses a consistent brand message that emphasizes relaxation, luxury, personalized
service, wellness, and sustainability. This messaging is incorporated into all marketing
materials, including the website, social media, and offline promotions.
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10. Marketing Strategy Development
DuSai Resort & Spa develops a comprehensive marketing strategy that includes both
online and offline channels to reach its target audience effectively. This strategy focuses
on the following key areas:

3.1. Digital Marketing

o Website:
The resort maintains a user-friendly, visually appealing website that is optimized for both
desktop and mobile devices. The website includes:
o Detailed information about rooms, services, and amenities.
o A user-friendly booking engine for direct reservations.
o Special offers, packages, and seasonal promotions.
e Search Engine Optimization (SEO):

The resort uses SEO strategies to improve its visibility on search engines like Google. The
goal is to rank for keywords such as “luxury resort,” “spa retreat,” “destination weddings,”
and other related terms. SEO efforts ensure potential guests find the resort easily while
searching for a vacation or wellness experience.

o Social Media Marketing:

DuSai Resort & Spa uses various social media platforms like Instagram, Facebook,
LinkedIn, and YouTube to connect with potential guests:

o Instagram and Facebook are used for showcasing stunning visuals of the resort,
special offers, guest testimonials, and behind-the-scenes content.
o YouTube features virtual tours, guest experience videos, and promotional content
about the resort’s offerings.
o LinkedlIn is utilized for corporate clients and business-related events, showcasing
the resort’s event spaces and meeting facilities.
e Influencer Marketing:

Collaborating with influencers, particularly in the luxury travel, wellness, and lifestyle
sectors, allows DuSai Resort & Spa to reach a broader audience. Influencers are invited to
experience the resort and share their experiences on social media, generating buzz
andword-of-mouth promotion.

o Email Marketing:

The resort uses email campaigns to stay connected with past guests and potential
customers. These include:

o Newsletters with updates on new services, promotions, and seasonal offers.
o Personalized offers based on previous bookings or customer preferences.
o Post-stay engagement emails asking for feedback and encouraging return visit.
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3.2. Traditional Marketing

Travel Agencies and Tour Operators:

DuSai Resort & Spa partners with travel agencies, tour operators, and concierge services
to reach guests who prefer booking through agents. These partnerships are essential for
attracting international tourists who rely on agents for personalized travel experiences.

Print Media and Brochures:

The resort invests in premium brochures, catalogs, and advertisements in luxury travel
magazines or high-end lifestyle publications. These are used in key locations such as
airport lounges, high-end travel agencies, and elite hotels.

Events and Trade Shows:
The resort participates in industry events, trade shows, and travel expos to showcase its

offerings to a global audience of travel professionals. This is a key strategy for expanding
reach and building B2B relationships.

4. Promotional Strategies

DuSai Resort & Spa implements various promotional campaigns to attract guests, especially
during peak seasons, holidays, or special events:

4.1. Seasonal Promotions and Packages

Holiday and Special Event Packages:

DuSai Resort & Spa offers exclusive holiday packages, honeymoon deals, spa retreats, and
wellness-focused packages that are heavily promoted during key seasons (e.g., Christmas,
New Year, summer vacation, Valentine’s Day).

Early Bird Discounts:

Offering discounts to guests who book in advance encourages early reservations, which
helps the resort forecast occupancy and maximize revenue during peak periods.

37

©Daffodil International University



4.2. Loyalty and Referral Programs

Loyalty Programs:

DuSai Resort & Spa may offer loyalty programs where frequent guests accumulate points
or rewards, such as complimentary spa treatments, room upgrades, or discounts on future
stays.

Referral Programs:

Encouraging past guests to refer friends or family to the resort can result in rewards such
as discounted stays or services for both the referring guest and the new guest.

5. Customer Relationship Management (CRM)

Personalized Experience:

DuSai Resort & Spa uses CRM tools to gather data about past guests' preferences, special
requests, and feedback. This information is used to personalize future visits and ensure
guests feel valued and remembered.

Guest Engagement:

DuSai Resort & Spa maintains engagement with guests even after their departure by
sending follow-up emails, asking for feedback, and encouraging them to join the resort’s
loyalty program.

Customer Feedback and Reviews:

Online reputation is crucial, and DuSai Resort & Spa actively encourages guests to leave

reviews on platforms like TripAdvisor, Google Reviews, and Booking.com. Positive
reviews are shared on social media and the website as part of brand promotion.

6. Analytics and Performance Tracking

KPIs and Analytics:

He marketing team regularly tracks key performance indicators (KPIs), such as website
traffic, conversion rates, social media engagement, and the effectiveness of promotional
campaigns. Tools like Google Analytics, social media insights, and CRM platforms are
used to assess performance.
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o Campaign Optimization:

Based on the data collected, DuSai Resort & Spa adjusts marketing efforts to optimize the
effectiveness of ongoing campaigns. For instance, if a particular type of package is
underperforming, the resort may tweak the offer, the messaging, or the channels used for
promotion.

7. Post-Stay Engagement and Retention
e Post-Visit Communication:

After guests check out, DuSai Resort & Spa sends thank-you emails, asking for feedback
and offering promotions for future stays.

o Encouraging Repeat Business:
o Special offers and incentives, such as discounts or complimentary services, are offered to
returning guests to encourage repeat business and build long-term loyalty.

Additional Tips:

e Technology Integration: Use a Property Management System (PMS) to streamline the
reservation process and manage bookings efficiently.

e Staff Training: Ensure staff are trained to handle reservations, modifications, and guest
interactions professionally and efficiently.

e Customer Service: Provide exceptional customer service throughout the reservation
process to enhance guest satisfaction and encourage repeat business.

By following these steps, hotels can create a seamless and enjoyable reservation experience for
their guests, leading to higher satisfaction and repeat bookings.
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CHAPTER S
Findings, Recommendations and
Conclusion
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5.1 Findings

After spending six months at DuSai Resort & Spa, I've discovered some truly impressive aspects
of the resort. However, based on my observations | have noticed some shortcomings in reservation,
which they should give another thought. Those factors are described below:

1. User-Friendly Online Booking System:

e Aclear, intuitive interface that allows guests to easily search for rooms, view availability,
and check rates. This simplicity makes booking quick and hassle-free.

e The website or app should be responsive and mobile-friendly, allowing guests to make
reservations easily on any device.

2. Real-Time Availability and Instant Confirmation:

o Guests can see the availability of rooms in real time, ensuring no overbooking or confusion.
« Instant confirmation after the booking is completed assures guests that their reservation is
secured.

3. Multiple Payment Options:

o Offering various payment methods (credit cards, PayPal, digital wallets) gives guests
flexibility and convenience.
e Providing secure payment options boosts guest confidence in the booking process

4. Pre-Arrival Communication:

e Sending pre-arrival emails or messages with booking details, upsell opportunities, and
personal preferences enhances the guest experience.

o Offering guests the option to modify or upgrade their booking before arrival adds
convenience.

5. Clear and Transparent Pricing:

« Displaying all-inclusive prices (room rates, taxes, resort fees) ensures guests aren’t
surprised by hidden charges later.

o Offering special promotions, early-bird discounts, or seasonal packages during the
booking process can attract more guests.
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5.2Problem Faced:

1. Rigid Cancellation and Modification Policies:

Strict cancellation policies that don’t allow flexibility for last-minute changes or
cancellations can frustrate guests and drive them to competitors with more lenient terms.
Guests may be discouraged from booking if they fear losing their deposit or facing high
penalties for changes.

2. Poor Handling of Group or Special Event Reservations:

Group bookings or event reservations can be complicated if the hotel’s reservation system
is not equipped to handle large parties or special event requests.

Lack of special group discounts or tailored packages can result in missed opportunities for
group bookings.

3. Lack of Personalization:

Reservation systems that don’t allow guests to customize their booking experience (such
as selecting specific room types or adding personal requests) miss an opportunity to
enhance customer satisfaction.

Hotels that do not integrate loyalty programs or personalize offers for returning guests risk
losing out on repeat business.

4. Slow Adaptation to Trends in Sustainable Tourism

As eco-conscious travel becomes more important to consumers, DuSai Resort & Spa has
the opportunity to capitalize on the growing demand for sustainable tourism. However, the
resort’s marketing materials could do more to highlight its sustainable practices and eco-
friendly initiatives.

5.3Recommendation

Use a Group Reservation Management System: They must have to do more teamwork.
Without teamwork they can’t earn their expected profit

Poor Handling of Group or Special Event Reservations: They have to more flexibility
with clients. They should do more cooperative for the clients.

Rigid Cancellation and Modification Policies: They should clear their policy. Highlight
their policy at all stage. Communicate the reason of policy.
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e Slow Adaptation to Trends in Sustainable Tourism: They have to conduct a
sustainability assessment and set clear achieve goals. They also have to engage stakeholder.

e Loyalty Programs with Personalized Rewards: They should do more programs with
personalized rewords.

e Offer Flexible Modification Options: Lake of their modification options sometimes they
can’t sell their property. They must do a flexibility modification option.

5.4Conclusion

DuSai Resort & Spa stands out as an exceptional destination for those seeking luxury, tranquility,
and holistic well-being. Nestled in a serene location, the resort offers a perfect blend of modern
comforts and natural beauty, providing guests with an immersive experience of relaxation and
rejuvenation. Whether it’s the world-class spa treatments, diverse culinary offerings, or spacious,
well-appointed accommodations, every aspect of the resort is designed to cater to the needs of its
visitors.

For those looking to escape the hustle and bustle of everyday life, DuSai Resort & Spa provides
an idyllic setting, combining breathtaking landscapes with first-rate amenities and personalized
service. The resort’s focus on wellness, along with its commitment to sustainability and
exceptional hospitality, ensures a memorable and enriching stay for guests.

In conclusion, DuSai Resort & Spa is a top-tier destination for luxury travelers, wellness
enthusiasts, and anyone seeking a peaceful retreat in a beautiful environment.
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