We Want New Customers Roundtable Discussion

Roundtable Discussion Work Session

Monday, March 24, 2003 – Governor’s Conference

Moderator: Linda Anderson, Glacier Country, 837-6211, glaciercountry@montana.com
Resource: Kimberly Roth, Southgate Mall, Missoula, kroth@shopsouthgate.com

The group made a list of the following problems they had with customers:

1. How to make phone contact with a customer after receiving an email from them, without making the customer feel like you are telemarketer.

2. How to incorporate families (the newest travel trend) into a historic building with small rooms?

3. How to get good paying customers and get customers to quit haggling for a deal?

4. How to create a sense of urgency on the customers’ part – so that we know when to discount our lodging prices to get the bookings.

5. How do we stretch our advertising dollar to reach as many customers as possible?

6. How do we convince potential partners to create packages?

7. How can we get more public relations benefits?

8. What kind of tools do we need to provide people in order to build memberships?

The group then brainstormed the following ideas for each problem mentioned above:

Problem # 1:

· Let the customer know you are returning their call from the very beginning of the conversation.

· Respond to the customer by email first and ask for a response preference from them – would they prefer to talk on the phone, get a packet mailed to them, or email?

· Personalize your email stationary to make sure you stand out from the others they get

Problem # 2:

· Get the extra long twin beds that combine into a king size bed

· Do packaging with the rooms that can connect even if only connecting through a balcony

· Focus on empty nesters where room size and extra beds may not be an issue

Problem # 3:

· Emphasize the value of what the customer is getting for the price – no matter what the price is

· Let customers know your policies up front and provide them with lots of testimonials

· Stay affiliated with associations and groups to provide credibility to your prices

· Give people less choices so that they can be more satisfied with what they pick

· Remember to let customers know up front that all prices are final!

Problem # 4:

· Try to reach foreign markets – they tend to plan more 

· Solicit early booking discounts through mail and email instead of late season booking discounts to fill rooms

· Make sure the experience customers have is unique so they plan on returning

Problem # 5:

· Stretch advertising dollar through packaging with partners

· Make use of any cooperative opportunities that come your way

· Share information with as many people in your communities and regions that you can

· Contact local media looking for human interest stories

Problem # 6:

· Remind potential partners that we aren’t competing against each other but against other destinations

· If possible create an incentive program 

· Make sure you find the right partner so it is mutually beneficial

Problem # 7:

· Get involved in press trips through Travel Montana, your region, and/or your CVB

· Visit tradeshows and pass out information

Problem # 8:

· Make sure other members can explain the benefits to potential members

· Make sure information is spread 

· Explain the benefits in detail to new members

