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Upselling 2.0: Going Beyond Room Upgrades to Delight Guests
By: Mr. Rounak Siddiqui

Upselling is a technique to provide excellent guest service while increasing revenue. It's
when front desk staff suggest additional services, amenities, or experiences that guests
might enjoy, beyond what they originally booked.

In the fast-paced hospitality industry, the front desk is no longer just a place to check in.
It's now a key area for generating revenue. When done thoughtfully, upselling transforms
the traditional check-in process into a valuable opportunity to elevate both guest
satisfaction and hotel revenue. Research indicates that effective front desk upselling can increase revenue by
10-15% annually, with well-trained staff generating up to 30% more revenue. The essence of successful
upselling lies not in pushing products or services onto guests but in understanding their needs and offering
solutions that genuinely enhance their stay. This approach has evolved significantly from the simple " Would you
like to upgrade your room?" question to a guest-centric approach that considers the entire guest cycle.

The Psychology Behind Successful Upselling

Timing is everything in upselling, and the staff must be g - -

skilled at reading guest cues to maximize upselling A \ ‘ {_[‘W
opportunities. A weary business traveler arriving late at night - .
may not be interested in upselling attempts, whereas a leisure '
traveler checking in during the afternoon may be more open
to upselling. By observing signals such as body language,
conversation style, and arrival circumstances, staff can tailor
their upselling approach to each guest's unique mindset,
increasing the likelihood of a successful upsell. Therefore,
building rapport with the guest is crucial for successful
upselling.

Start with genuine conversation to understand guests'
preferences and needs. A brief chat about their visit or
journey can reveal valuable insights. For example, when a guest mentions, "We're here for our anniversary,"
trained staff should pick up on this cue and respond with, "Congratulations! Would you be interested in our
celebration package that includes a champagne welcome, romantic room decoration, and a private candlelit
dinner at our rooftop restaurant?" while a business traveler with early meetings might value Continental Plan
(CP) or business lounge access.

Beyond Traditional Room Upgrades

Modern upselling extends far beyond the conventional
room upgrade. Successful front desk agents have to offer
tailored experiences and services to suit various guest
preferences.

Spa and wellness packages have become increasingly
popular among leisure travelers seeking relaxation,
ranging from simple massages to comprehensive wellness
stays with yoga and healthy meals. Additionally, pre-
arrival food and beverage offers have proven successful,
especially when presented as exclusive experiences like
priority reservation at the in-house speciality restaurant,
special chef's menu, or customized “Wine and Dine”
packages. Local experiential packages have also gained
popularity, with hotels partnering with local operators to
offer curated experiences that help guests explore the destination authentically like a “Local Flavors Walkzng
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Tour” where the hotel partners with a local food expert to offer guests a guided tour of the city's hidden culinary
gems, allowing them to taste authentic local cuisine and drinks.

The key to success in offering these enhanced services lies in presenting them as solutions rather than sales
pitches. For instance, instead of simply offering a spa package, skilled front desk agents might say, "I see you're
here for a relaxing weekend getaway. To help you unwind, 1'd like to recommend our signature spa package. It
includes a rejuvenating massage and private pool access, perfect for melting away stress and making the most of
your stay."

Training Front Office Staff

Effective training helps front desk staff do more than just check in guests. It teaches them to listen carefully,
understand guest needs, and create personalized experiences. To provide great service, staff need to know about
the hotel's services and amenities. For instance, the staff should be able to explain specific differences “Our
Executive Suite offers 15 square meters more space than the Deluxe Room, includes Club Lounge access, and
features a separate living area perfect for hosting small meetings.” This knowledge helps them recommend the
right services to guests. Role-playing helps staff practice their sales skills in a safe environment and get feedback.
This builds their confidence and helps them provide personalized experiences. For example, “Our seafood
restaurant, Comorin, is known for its fresh seafood. The chef’s special seven-course tasting menu is particularly
popular among our guests celebrating special occasions.” Training also teaches staff how to handle guest
concerns, such as price or time.

Technology as an Upselling Tool

In today's digital age, technology plays an increasingly important role in successful upselling strategies. Property
Management Systems (PMS) now offer data analytics that can help front desk staff make personalized
suggestions. By accessing guest history, preferences, and booking patterns, staff can tailor their offerings more
effectively.

Technology has changed how hotels communicate with guests before they arrive. Personalized emails can be sent
automatically to guests, suggesting ways to make their stay more special. Hotel mobile apps can also send
reminders about available upgrades and special deals. Additionally, digital screens at the reception desk can
display current promotions and experiences, making them visually appealing and interesting to guests.

Hotels are using loyalty programs to upgrade their upselling game. Front desk staff can access a guest's entire
stay history, not just their current visit. This information helps them make personalized suggestions based on the
guest's past preferences. The best hotels combine technology with a human touch. For example, the PMS might
show that a guest regularly books spa services. But it's the front desk agent's personal suggestion, like
recommending a specific treatment based on the guest's arrival time and how stressed they seem, that
makes the sale.

Bundling Irresistible Packages

Creating appealing packages requires understanding what guests think is valuable and what it actually costs. To
create successful packages, hotels can bundle services or amenities that complement each other. This makes the
package more attractive to guests than buying each item separately. For instance, a "Romance Package" might
include room upgrades, champagne service, and late checkout, with the combined price appearing more attractive
than the sum of individual components.

Seasonal promotions are important for creating packages. They help hotels make the most of peak periods and
attract more guests during lean periods. During summer months, packages might focus on outdoor activities and
pool access, while winter packages could emphasize indoor amenities and cozy experiences. This seasonal
approach not only addresses varying guest needs throughout the year but also helps maintain steady revenue
streams across different seasons.

Flash offers during check-in represent a particularly effective strategy, leveraging the psychology of urgency and
exclusivity. These time-sensitive offers, when presented skillfully, can create a compelling reason for immediate
decision-making. For example, offering a significant discount on spa services "only available during check-in"
can drive immediate uptake of services that might otherwise go unused.
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The concept of value-added services versus direct discounts has proven particularly effective in package creation.
Instead of reducing prices, successful packages often include additional services or amenities that cost the hotel
relatively little but hold high perceived value for guests. For example, including premium Wi-Fi or a lavish buffet
breakfast in a package can be more attractive than offering a similar monetary discount on the room rate alone.

Ethical Considerations in Upselling

Upselling must be done in an honest and respectful way, especially in today's hospitality industry industry, where
customer satisfaction is a top priority. Maintaining transparency in all upselling efforts builds trust and enhances
the hotel's reputation. This means being clear about what exactly is included in packages, any restrictions or
limitations, and the true value proposition of upgraded offerings.

Avoiding pressure tactics represents a fundamental ethical principle in modern upselling. The focus should always
remain on presenting options and allowing guests to make informed decisions without feeling pushed or
manipulated. Being honest and respectful when upselling is not only the right thing to do, but it also leads to
better results in the long run. Guests who feel valued and well-informed are more likely to come back and tell
others about the hotel.

The most important ethical rule in upselling is to make sure guests get real value. Every offer should benefit the
guest, not just make the hotel more money. This means sometimes not offering an upgrade if it's not right for the
guest, even if it means losing a sale.

Prioritizing long-term relationships with guests is more important than making a quick sale. This approach focuses
on making sure guests feel valued and satisfied, rather than pressuring them into unnecessary purchases. Hotels
that do this well often find that their good reputation brings in more business and becomes a
powerful marketing tool.

The success of an upselling program ultimately depends on finding the right balance between revenue generation
and guest satisfaction. When executed with careful attention to both practical and ethical considerations, upselling
becomes not just a revenue-generating tool but a means of enhancing the overall guest experience. This holistic
approach ensures that both the hotel and its guests benefit from the upselling process, creating a sustainable model
for long-term success in the highly competitive hospitality industry.

Remember...

No matter how good your
feedback is, you always
start over with the next

customer.

~Shep Hyken



Eco-Friendly Practices in Hotels: A Housekeeping Revolution

By: Mrs. Vandana Jadon

As sustainability becomes a cornerstone of modern hospitality, hotels are increasingly
adopting eco-friendly practices to reduce their environmental impact. Housekeeping, a vital
component of hotel operations, plays a significant role in driving these green initiatives. By

- integrating environmentally conscious strategies, hotels can not only minimize their
ecological footprint but also meet the growing demand for sustainable travel options.

Key Eco-Friendly Practices in Housekeeping
1. Sustainable Cleaning Products

Housekeeping  teams  are  replacing
conventional cleaning agents with eco-
friendly, biodegradable alternatives. These
products are free from harmful chemicals,
ensuring guest safety and reducing water
pollution.

2. Water Conservation Techniques

Towel and Linen Reuse Programs: Hotels
encourage guests to reuse towels and linens
during their stay, significantly reducing water
and energy usage in laundry operations.

Low-Flow Fixtures: Installing water-efficient
showerheads, faucets, and toilets helps
minimize water wastage.

3. Energy Efficiency in Housekeeping

LED Lighting: Housekeeping teams ensure the use of energy-saving LED bulbs in guest rooms and public areas.
Smart Energy Management Systems: Sensors and timers automatically adjust lighting and HVAC systems based
on room occupancy, reducing energy consumption.

4. Waste Reduction and Recycling

Housekeeping departments are implementing waste segregation practices, ensuring that recyclable materials such
as plastic, paper, and glass are properly sorted. Composting organic waste is another effective strategy.

5. Eco-Friendly Amenities

Bulk Dispensers: Replacing single-use toiletry bottles with refillable dispensers minimizes plastic waste.
Reusable Materials: Hotels provide reusable laundry bags, bamboo toothbrushes, and fabric slippers to guests.
6. Green Laundry Practices

Using energy-efficient washing machines and cold-water detergents reduces energy consumption.
Implementing ozone laundry systems, which use less water and energy while ensuring effective cleaning.
Challenges in Implementing Eco-Friendly Practices

Cost of Transition: Initial investments in eco-friendly products and technologies can be high.
Staff Training: Housekeeping staff require training to adapt to new tools and practices.

Guest Awareness: Encouraging guests to participate in sustainable programs can be challenging.
Benefits of Eco-Friendly Housekeeping

Environmental Impact: Reduced carbon footprint, water conservation, and waste minimization.
Cost Savings: Energy-efficient practices lead to significant long-term savings.
Enhanced Guest Satisfaction: Eco-conscious travelers value sustainable accommodations, boosting guest loyalty.
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The Rise of Mocktails: Redefining Beverage Experiences in Hotels
By: Mr. Varun Shivhare

The beverage industry is witnessing a significant shift as mocktails take center
stage in hotel bars, restaurants, and lounges. With increasing demand for
sophisticated non-alcoholic options, hotels are stepping up to cater to guests
seeking flavorful, alcohol-free beverages that rival their spirited counterparts.

Why Mocktails Matter

The rise of health-conscious lifestyles, diverse dietary preferences, and cultural shifts

toward mindful drinking have all contributed to the growing popularity of mocktails. Guests today want choices
that align with their personal values without compromising on taste or presentation. Offering well-crafted
mocktails enhances inclusivity and ensures a memorable experience for all patrons, whether they abstain from
alcohol by choice or necessity.

Key Trends in Mocktail Innovation
1. Natural Ingredients

Guests are drawn to beverages made from fresh, organic, and locally sourced ingredients. Herbs, spices, seasonal
fruits, and even edible flowers are being incorporated into mocktail recipes, creating vibrant and flavorful
combinations.

2. Sustainability

Sustainability is a core focus for modern hotel operations. Bars are adopting eco-friendly practices, such as
reducing single-use plastics and utilizing leftover kitchen ingredients like citrus peels and herb stems in mocktails,
minimizing waste while maximizing flavor.

3. Creative Presentations

Visual appeal plays a crucial role in enhancing the mocktail experience. Hotels are elevating the presentation of
non-alcoholic beverages with artistic garnishes, unique glassware, and dramatic techniques such as dry ice and
layered ingredients.

4. Wellness-Inspired Options

The demand for functional beverages is on the rise. Infusions of adaptogens, CBD, probiotics, and superfoods
like turmeric and matcha are transforming mocktails into wellness elixirs that support guests’ health goals.

Signature Mocktails: A Hotel Differentiator

Developing a unique lineup of signature mocktails can set a hotel apart from its competitors. Signature offerings
create an opportunity for storytelling, allowing hotels to incorporate local flavors and cultural elements into their
menus. For instance, a tropical resort might highlight coconut water and exotic fruits, while an urban boutique
hotel could feature artisanal sodas and bold herbal infusions.

Mocktail Pairings and Experiences

Hotels can further elevate their mocktail offerings by pairing them with menu items or creating mocktail-focused
experiences. Mocktail tastings, interactive mixology classes, and bespoke mocktail menus for events such as
weddings or conferences add value to the guest experience and open new revenue streams.

The Future of Mocktails in Hospitality

Mocktails are no longer a secondary option but a category in their own right. As the demand for elevated non-
alcoholic beverages grows, hotels must embrace innovation and creativity to meet guest expectations. By
prioritizing inclusivity and sustainability, hotels can ensure mocktails remain a permanent fixture on beverage
menus, redefining the way guests experience hospitality.

Mocktails are more than just drinks; they are an invitation for all guests to enjoy the art of mixology—alcohol not
required.
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Benefits of Nutritional Information on Menus
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Aditya Vishwakarma
Faculty (HMCT)
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Future of Hospitality Industry: Students May Learn Al to Prepare for
Hospitality as a Career

By: Dr. Pradeep Lahari (Faculty HMCT)

Experts of The Hilton Hotel in Hague, the Netherlands says hotel companies
with worldwide locations can be good places for students who know Al to start
their careers.

Students Learn Al to Prepare for Hospitality Careers

Artificial Intelligence, or Al, is making its way into many parts of our lives. It can
choose a coffee blend, or clothing and even check fields of tulips for sick flowers.
So it makes sense that Al is being used in the study of hospitality, Hospitality is a term to describe businesses
like hotels, restaurants, tourism and event planning.

some of the newest tools permit students to practice real-life situations they might find while working at a
hotel, a restaurant or an event. And Al tools are already helping hotels with marketing and dealing with
customers.

Get experience with Al as soon as possible

Artificial Intelligence, Machine Learning and Robot Applications in Hospitality Businesses looks at the future
of hospitality in the time of artificial intelligence. business students should be familiar with Al programming
tools if they want a career in hotel or restaurant management.

Al and robots being used in the hospitality business For example, airlines use Al to deal with customer service
and airports use Al to manage cleaning work.

Al can also be used to help sales.

A robot followed visitor during a visit to a museum in Taiwan. At the end of visit, the robot told about things
that could purchase at the gift shop. It also told about other parts of the museum might like to visit.

The use of robots increased during the COVID-19 pandemic. They can do jobs that people who are worried
about getting sick do not want. One example is that robots are starting to be used to deliver food from hotel
kitchens to people staying in a room. All we need to do is use our smart Phone to scan and pick up your food.

Al is already working where you can’t see it

On helping hospitality businesses such as hotels and rental car companies choose the right prices for their
rooms and cars.most hotels already permit guests to use an app to check-in and enter their rooms. At some
point, airline passengers may be able to check in and board their plane with facial recognition.

Although the technology seems complex, the most important skill for a student is “a desire to learn.” In an
email to VOA Learning English, “People in these roles need to be flexible, take on new projects and learn
new skills.”

Al experience separates job candidates

Students in technology or data study programs should consider working for hospitality companies. “Digital
marketing, distribution, and revenue management are very data and technology rich,” . And large hospitality
businesses need those skills. when it comes to making hiring decisions, if a manager is considering two
qualified candidates, but one has experience with Al, “that person will be really valuable to the company.”

"Human beings can only be replaced by another human being when that person knows how to utilize AL"
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One of the most important jobs in
hospitality is called “front of the
house.” That is the person who
connects with customers when
they arrive at a hotel or restaurant.

Now, however, robots will be HOTEL "

doing some of that work. But, = NMIANAGEMENT
noted, humans should not be WITH

worried about losing their jobs to
robots, because humans can use
their creativity to “move the
industry and visitors’ experiences
to the next level.”

Eventually, artificial intelligence
will be used to help a hotel or restaurant greet a visitor. If they permit their data to be shared, a hotel might
know the visitor’s favorite meal or drink and have it ready when they arrive.

Wide open future

Most businesses use Al in ways customers cannot see, such as looking at spreadsheets and making business
plan suggestions.

At the University of Florida, there is an Artificial Intelligence and Data Analytics program for hospitality and
event management. It requires students to take three classes covering the use of artificial intelligence and data
collection in tourism and hospitality.

Other universities have similar classes, and there are even short-term studies for those already working in
hospitality.

large hotel groups are only just beginning to use Al so “there are lots of opportunities as firms look to not get
too far behind, too early.”

this provides an opportunity for international students in the U.S. to gain experience with hospitality
companies during work programs or optional practical training.

“This is a global business,” noting that companies like Marriott, Hilton and Hyatt have hotels around the
world. some young people can even gain experience at an international hotel in their home country and
“develop brand and industry-specific knowledge and use that to transition to the U.S.”

Hospitality
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Difference Between Chef and Cook

By: Mr. Jyotirmaya (HMCT-Vth Sem.)
Main Difference — Chef vs Cook

To many people, the words chef and cook mean the same. In fact, we use these two words
interchangeably to refer to a person who prepares and cooks food. But in the world word of
gastronomy, these two terms have a distinct difference. The main difference between chef
and cook is that chef is a professionally qualified in the art of culinary. A cook is simply a
person who prepares and cooks food.

All chefs are cook but All cooks are not chefs
Who is a Chef

Chef is a professional cook. Although it is common knowledge that chef is a higher rank or position than cook, chefs
themselves differ in rank. In a restaurant, there can be different types of chefs such as sous chef, pastry chef, demi
chef, executive chef, etc. It is the executive chef who is at the top of the line.

As mentioned above, chefs are professionally qualified; they have a two to four year culinary degree or Diploma and
have often received training under an expert chef. Chefs always work in a professional setting like a restaurant or
kitchen. His responsibly include a supervisory and management role in the kitchen since he heads a team of cooks. He
may also not be directly involved in cooking. A chef also has the ability to create and implement menus.

The chef is a professional, experienced, and trained cook. However, it is common knowledge that a chef is
in a higher rank or position than a cook. Mainly, chefs themselves differ in class. In a restaurant, there can be
different chefs, for example- sous chef, pastry chef, demi chef, executive chef(top of the line), etc.

The chef is professionally qualified. They have a two to four-year culinary degree and training and often
receive work under an expert chef. Since he is the head of a cooking team, he is also not directly involved in
cooking. His work in a restaurant or kitchen ensures the following responsibilities —

. Setting professional aroma

. Proficiency in all aspects of food serving
. Focusing on a particular cuisine.

. Maintaining a supervisory position

. Maintaining management role

. Team Leader

. Creating and planning entire menus

. Suggest estimated staffing for better work
. Ensure total kitchen management

Who is a Cook

Cook is a person who prepares and cooks food. Although a cook may also be good as a chef in making
delicious food, he or she lacks the formal culinary education and training under an experienced chef. The term
cook can refer to a person who cooks food at a professional setting as well as a person who cooks at home. A
cook is generally considered to be an inferior title than chef.

A cook may still be at the learning level of his career. His duties may involve preparing food on a daily basis,
cleaning and washing the kitchen, and performing other kitchen duties. A cook also uses recipes and follows
someone else’s menu plan.
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Difference Between Chef and Cook

Always work in a
professional
setting

May not work in a
professional
setting

Some people also mistakenly refer to the cooks who work in
posh hotels or restaurants as chefs, although this is incorrect! A
cook and a chef have different responsibilities in the kitchen, £

Creates and

yet several things set them apart. implement
menus

Uses recipes and
follow someone
else’s menu plan.

Pediaa.com

Criteria Chef Cook
Education Chef has received a formal, Cook has not received a formal,
professional education and professional education and
training in the art of cuisine training in the art of cuisine.
Rank Chef'is a higher rank than chef. Cook is a lower rank than chef.
Hierarchy Chefs lead a team of cooks. Cooks work under chefs.
Involvement Chef performs a supervisory role; | Cook is directly involved in
he may not be directly involved | cooking.
in cooking.
Setting Chefs always work in a Cook may not work in a
professional setting. professional setting.
Authority Chefs have the authority to create | Cooks often use recipes and
and implement menus follow someone else’s menu plan.
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