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Limited and Select Service Hotels: 5 Ways Your 
Front Desk Staff Can Increase Direct Bookings 
and Cut Distribution Costs
January 15, 2019 11:09am

By Doug Kennedy

Like all segments of the hotel industry, limited and select service hotels are seeing distribution costs eating away at top-line 
profits. Of course OTA’s and other third parties are important to the channel mix.  However, the colleague at your front desk 
right now can be your hotel’s best resource for increasing the most  profitable of all channels, which is of course your direct 
bookings.

Not only do reservations that are made directly have the lowest acquisition costs, but they also tend to have a higher ADR.  
The following are some action steps and then five training tips for your segment of the lodging industry.  
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Action steps:

- First, hold a front desk team meeting during which you discuss just how much it costs for each reservation that arrives 
from an OTA or other third party channel, and simply ask the colleagues directly for their help.

- During the meeting, explain to the team that those calls they take from people asking questions such as “I just want to 
know your rate for these dates” are actually from people who are double-checking the rates they see online. If all we do is 
answer the question, they will hang-up and book there. Instead if we engage them a bit more and offer to secure their 
room, a good percentage will say “yes.”

- Introduce a small incentive for each direct booking they take.  Even a payout as little as 1% or $1 per booking can have an 
impact. This sure beats paying an OTA commission or a CRS fee for a website direct booking.

- Along with the training outlined below, hire an outside company such as our team at KTN to conduct regular front desk 
mystery shopping. (Contact me directly for a free sample round of front desk shops.)

Five Training tips:

- Train the team to ask the single most important question of all which is: “As I’m checking those rates, are there any 
questions I can answer for you about our location or amenities?”

- Always offer to make a reservation, and when doing so, to say “I’m here on-site right now and I can lock-in that rate for you 
with a name and a credit card.”

- Emphasize that the rates quoted are as low as callers will find online. For example: “Just to let you know, we always quote 
the lowest available rates here by phone.”

- For select service hotels that have two or more room types, the front desk team should always phrase the rates quoted as 
a recommendation such as “Now our traditional room is certainly quite comfortable, but I always recommend our 
(upgraded category) because it will offer you (extra space, better location, special amenities…)”

- Besides selling over the phone, front desk colleagues should always offer to book return reservation for those well-known 
“regulars” with whom they have likely already built rapport.  For example, “How about I lock-in your return reservation 
right now Ms. Perez, that way I can go ahead and block the same room for you for next time?”
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About Doug Kennedy

Doug Kennedy is President of the Kennedy 
Training Network, Inc. a leading provider of hotel 
sales, guest service, reservations, and front desk 
training programs and telephone mystery 
shopping services for the lodging and hospitality 
industry. Doug continues to be a fixture on the 
industry’s conference circuit for hotel companies, 
brands and associations, as he been for over two 
decades. Since 1996, Doug’s monthly training 
articles have been published worldwide, making 
him one of the most widely read hospitality 

industry authorities. Visit KTN at www.kennedytrainingnetwork.com (http://www.kennedytrainingnetwork.com/) or email 
him directly doug@kennedytrainingnetwork.com (mailto:doug@kennedytrainingnetwork.com).

Doug is the author of “So You REALLY Like Working With People?  - Five Principles for Hospitality Excellence.”
(https://www.createspace.com/6608751?ref=1147694&utm_id=6026)

Contact: Doug Kennedy 

doug@Kennedytrainingnetwork.com (mailto:doug@Kennedytrainingnetwork.com) / (954) 533.9130

Related News

Continuing Professional Development for Housekeepers (https://www.hotel-
online.com/press_releases/release/continuing-professional-development-for-housekeepers)

Doug Kennedy Announces Updates to Program for Front Desk Staff to Become "Certified in the Heart of Hospitality"
(https://www.hotel-online.com/press_releases/release/doug-kennedy-announces-updates-to-program-for-front-desk-
staff-to-become-ce)



How Engaged Are Your Employees? (https://www.hotel-online.com/press_releases/release/how-engaged-are-your-
employees)

Condition Your Reservations Team so That When They Hear “Ring-Ring” They Think “Cha-Ching!” (https://www.hotel-
online.com/press_releases/release/condition-your-reservations-team-so-that-when-they-hear-ring-ring-they-thin)

Giving Thanks Isn't Just "Thank You" (https://www.hotel-online.com/press_releases/release/giving-thanks-isnt-just-thank-
you)

Necessary Adjustments for an Aging Frontline Team (https://www.hotel-online.com/press_releases/release/necessary-
adjustments-for-an-aging-frontline-team)

Training, Maintaining & Elevating Top Hotel Revenue Management Talent (https://www.hotel-
online.com/press_releases/release/training-maintaining-elevating-top-hotel-revenue-management-talent)

THE SALES PROCESS: Step Three GAINING COMMITMENT (https://www.hotel-online.com/press_releases/release/the-sales-
process-step-three-gaining-commitment)

The Stereotyping of Millennials Has Gone Too Far (https://www.hotel-online.com/press_releases/release/the-stereotyping-
of-millennials-has-gone-too-far)

THE SALES PROCESS:: Step Two ADVANCING THE SALE (https://www.hotel-online.com/press_releases/release/the-sales-
process-step-two-advancing-the-sale)

Why You Should Be Listening to What Your Voice Agents Are Saying Right Now to Potential Guests (https://www.hotel-
online.com/press_releases/release/why-you-should-be-listening-to-what-your-voice-agents-are-saying-right-now)

Train Your Front Desk Team on the "5 Pillars of Hospitality Excellence" (https://www.hotel-
online.com/press_releases/release/train-your-front-desk-team-on-the-5-pillars-of-hospitality-excellence)

Ongoing Training Is the New Normal (https://www.hotel-online.com/press_releases/release/ongoing-training-is-the-new-
normal)

TravelClick Partners With The Guestbook to Bring Its Cash Back Rewards Program to Independent Hotels
(https://www.hotel-online.com/press_releases/release/travelclick-partners-with-the-guestbook-to-bring-its-cash-back-
rewards-prog)

What's Wrong With Your Hotel Website? Ask Your Call Center Team (https://www.hotel-
online.com/press_releases/release/whats-wrong-with-your-hotel-website-ask-your-call-center-team)

KTN Announces an Innovative New Front Desk Hospitality Certification Program (https://www.hotel-
online.com/press_releases/release/ktn-announces-an-innovative-new-front-desk-hospitality-certification-progra)

5 Customer Service & Sales Steps to Success (https://www.hotel-online.com/press_releases/release/5-customer-service-
sales-steps-to-success)

The Direct Booking Summit: Americas - Agenda Announced! (https://www.hotel-online.com/press_releases/release/the-
direct-booking-summit-americas-agenda-announced)

Five Important Considerations When Selecting a Learning Environment (https://www.hotel-
online.com/press_releases/release/five-important-considerations-when-selecting-a-learning-environment)

Train Your Front Desk Colleagues to Be “Memory Makers” (https://www.hotel-online.com/press_releases/release/train-
your-front-desk-colleagues-to-be-memory-makers)

All News » (https://www.hotel-online.com/latest_news)

Comments (0)

Please login (https://www.hotel-online.com/account/login) or register (https://www.hotel-
online.com/account/register) to post a comment.

Top Read News

2019 Hotel Trends: The Power of Personalization and Building Personal Connections (https://www.hotel-
online.com/press_releases/release/2019-hotel-trends-the-power-of-personalization-and-building-personal-connec)
January 24, 2019

JW Marriott Debuts in Northeast China With the Opening of JW Marriott Hotel Harbin River North (https://www.hotel-
online.com/press_releases/release/jw-marriott-debuts-in-northeast-china-with-the-opening-of-jw-marriott-hotel)
January 23, 2019

Jay Virk & Choice Hotels Enter Multi-Unit Agreement to Develop 15 New-Construction Midscale Hotels (https://www.hotel-
online.com/press_releases/release/jay-virk-choice-hotels-enter-multi-unit-agreement-to-develop-15-new-constru)
January 23, 2019

Meyer Jabara Hotels Selected to Manage Cambria Fort Lauderdale (https://www.hotel-
online.com/press_releases/release/meyer-jabara-hotels-selected-to-manage-cambria-fort-lauderdale)
January 22, 2019

Your Top 10 Digital Marketing New Year’s Resolutions for 2019 (https://www.hotel-online.com/press_releases/release/your-
top-10-digital-marketing-new-years-resolutions-for-2019)



Current Top 25 » (https://www.hotel-online.com/latest_news/top)

2018 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2018) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2018)

2017 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2017) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2017)

2016 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2016) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2016)

2015 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2015) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2015)

2014 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2014) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2014)

2013 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2013) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2013)

2012 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2012) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2012)

2011 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2011) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2011)

2010 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2010) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2010)

2009 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2009) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2009)

2008 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2008) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2008)

2007 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2007) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2007)

2006 : All (https://www.hotel-
online.com/latest_news/dateslectorY/2006) | Top 25
(https://www.hotel-
online.com/latest_news/dateslectorT/2006)

January 18, 2019

News Archive

Popular Tags

trustyou (/latest_news/tag/trustyou/), travelclick (/latest_news/tag/travelclick/), tambourine (/latest_news/tag/tambourine/), stayntouch

(/latest_news/tag/stayntouch/), stanley turkel (/latest_news/tag/stanley+turkel/), siteminder (/latest_news/tag/siteminder/), revenue 

management (/latest_news/tag/revenue+management/), rainmaker (/latest_news/tag/rainmaker/), polyu (/latest_news/tag/polyu/),
northwind (/latest_news/tag/northwind/), marriott (/latest_news/tag/marriott/), maestro pms (/latest_news/tag/maestro+pms/), lodging 

interactive (/latest_news/tag/lodging+interactive/), lodging econometrics (/latest_news/tag/lodging+econometrics/), larry mogelonsky

(/latest_news/tag/larry+mogelonsky/), jmbm (/latest_news/tag/jmbm/), jll real views (/latest_news/tag/jll+real+views/), jim butler

(/latest_news/tag/jim+butler/), intelity (/latest_news/tag/intelity/), ihg (/latest_news/tag/ihg/), hvs (/latest_news/tag/hvs/), hsmai

(/latest_news/tag/hsmai/), hotel technology (/latest_news/tag/hotel+technology/), hotel software (/latest_news/tag/hotel+software/),
hotel marketing (/latest_news/tag/hotel+marketing/), hotel management (/latest_news/tag/hotel+management/), hotel history

(/latest_news/tag/hotel+history/), hotel equities (/latest_news/tag/hotel+equities/), hospitality financial and technology professionals

(/latest_news/tag/hospitality+financial+and+technology+professionals/), hitec (/latest_news/tag/hitec/), hilton (/latest_news/tag/hilton/),
hftp (/latest_news/tag/hftp/), hebs digital (/latest_news/tag/hebs+digital/), hebs (/latest_news/tag/hebs/), georges panayotis

(/latest_news/tag/georges+panayotis/), duetto (/latest_news/tag/duetto/), digital marketing (/latest_news/tag/digital+marketing/),
business intelligence (/latest_news/tag/business+intelligence/), buildcentral (/latest_news/tag/buildcentral/), benchmark resorts & hotels

(/latest_news/tag/benchmark+resorts+&+hotels/), benchmark hospitality international

(/latest_news/tag/benchmark+hospitality+international/), benchmark (/latest_news/tag/benchmark/), american hotel & lodging 

educational institute (/latest_news/tag/american+hotel+&+lodging+educational+institute/), american hotel & lodging association

(/latest_news/tag/american+hotel+&+lodging+association/), alice (/latest_news/tag/alice/), aimbridge hospitality

(/latest_news/tag/aimbridge+hospitality/), ahlei (/latest_news/tag/ahlei/), ahla (/latest_news/tag/ahla/), agilysys

(/latest_news/tag/agilysys/), accorhotels (/latest_news/tag/accorhotels/)



(/) About (https://www.hotel-online.com/legal/site/about) Contact (https://www.hotel-
online.com/contact) FAQ (https://www.hotel-online.com/legal/site/faq) Privacy Policy
(https://www.hotel-online.com/legal/site/privacy) Terms & Conditions (https://www.hotel-
online.com/legal/site/terms)

News (https://www.hotel-online.com/latest_news) Events (https://www.hotel-
online.com/events) Video (https://www.hotel-online.com/videos) Industry Resources
(https://www.hotel-online.com/industry_resources) Media Kit (https://www.hotel-
online.com/media-kit) Submit Content (https://www.hotel-online.com/account/login)
Unsubscribe (http://zmaildirect.com/app/new/MTQ2NTc5NDg1)

(https://www.hotel-online.com/?ACT=27&ad_id=342)

© Hotel-Online. All rights reserved.

May We Recommend…

Airstream Hotel Chain Raises $115 Million in New Bet on Glamping (https://www.bloomberg.com/news/articles/2019-01-
29/airstream-hotel-chain-raises-115-million-in-new-bet-on-glamping?utm_source=HotelOnline)
Bloomberg

What Will The Perfect Hotel Room Look Like In 2019? (https://www.forbes.com/sites/michaelalpiner/2019/01/30/what-will-
the-perfect-hotel-room-look-like-in-2019/?utm_source=HotelOnline)
Forbes

Report Suggests That Two Thirds Of The $100 Billion Spent Annually On Business Meetings Travel Is Wasted
(https://www.forbes.com/sites/danielreed/2019/01/30/report-suggests-that-23rds-of-the-100-billion-spent-annually-on-
business-meetings-travel-is-wasted/?utm_source=HotelOnline)
Forbes

The Grove’s Rick Caruso on Opening His First Hotel (https://www.wsj.com/articles/the-groves-rick-caruso-on-opening-his-
first-hotel-11548769374?utm_source=HotelOnline)
Wall Street Journal

Marriott Sued by Housekeeper Over Guest Sexual Misconduct as #MeToo Spreads to the Service Industry
(https://www.bloomberg.com/news/articles/2019-01-28/marriott-sued-over-guest-sexual-misconduct-as-metoo-expands?
utm_source=HotelOnline)
Bloomberg


