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Welcome!

How It All Comes Together
February 27th, 2007

Presented To: Northwest Association of College & University 
Housing Officers

AGENDA

� Corporate Social Responsibility
� Unparalleled Service
� Sales Department
� Convention Resume
� The Transfer Of Information
� The Perfect Function

Questions ? 

Corporate Social Responsibility

� Green Partnership Program
� Company Awards/Achievements

� 2006 Worldwide Hospitality Award
� Global Tourism Award
� Energy and Environment Award – HAC
� Pembina Institute Partnership

� Auditing Initiatives Implemented
� Waste Management, Energy and 
Water Conservation, Community 
Outreach.

Green Events

Unparalleled Service

Our Mission
� “Turning Moments Into Memories for Our 

Guests”

� Communicated right from the first interview. 

Our Promise
• Places of Unrivalled Presence

• Experiences that are Authentically Local

• Service that is Engaging

Unparalleled Service



2

Values
Respect– We value the needs, ideas and individuality of others.  We treat all Colleagues and 

Guests with fairness and dignity.

Integrity – We act with honesty and professionalism, guided by the highest standards of 
ethical conduct.  We take accountability for all of our decisions and actions.

Teamwork – We work together to achieve our common goals.  We recognize the impact of 
each individual contribution and the importance of maintaining a co-operative and 
supportive work environment.

Empowerment – We have the necessary tools, training and authority to exceed expectations.  
We trust and support each other in making informed decisions and taking appropriate 
actions.

Unparalleled Service Sales Department

Mission Statement
� To increase the revenue per available room 

(RevPar) from all revenue sources through 
the development of a culture where we 
manage the integrity of the long term 
customer investment.

The Flow of the Sales 
Process

� Developing Relationships / Networking / 
Marketing

� Receiving or finding a "Lead" 
� Understanding the needs of the customer
� Presenting a Proposal
� Hosting for a "Site Visit" of the Hotel
� Negotiating
� Finalizing the Contract or Agreement
� Introduction to the Conference Services and 

Reservations contacts

Keys To Success

� Speed - Respond quickly... be the first to 
make contact

� Accuracy - Do appropriate research to prepare 
a thorough and accurate proposal that 
addresses the customer's needs

� Listen to Understand
� Show Value
� Find Solutions
� Earn the Trust of your customer
� Refer business within the brand.... work as a 

TEAM

Convention Resume

� Internal document that is created as a means 
of  communication for all operating 
departments in the hotel. 

� Information is garnered from the client and 
shared by means of this tool.

� Sample Resume

Heraldic Badge

� Presentation of  Meeting Planner pin at Pre-
convention meeting.

� Historic Significance
� Elbow and Bow valley rivers
� Alberta wild rose
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Transfer of Information

� Turnover Report and Contract received
� Read thru and setup traces regarding attrition clause and cutoff dates 

for dates that have been set

� Call introduce myself to convener as key contact for rooms and 
billing. 

� Documented communication

� 4-5 days prior contact convener go over file (VIP's, names, dates,
billing, no shows, special requests)

� Take file to Front Desk with all information to ensure a perfect
arrival for the guest.

� Convention Services (Gail)...resume/pre-convention meeting

The Perfect Function

• Communication and relationship building – KEY
• Between Catering, Kitchen, and to ALL Banquet leaders 

and service staff

• Strong internal Relationship = Strong Relationship 
with our clients.

• Our goal is always the Perfect function. 
• Perfect Room- Perfect Event – Perfect Staff
• Standards!
• Turning Moments into memories.
• Banquet Leaders end of day reports 

Thank You!

Questions?


