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Operations Management Plan
Introduction
Swansea Arena, ‘A world of live entertainment’ is an events venue in South Wales. Within the arena there is a large events space which can host up to 3,500 guests. The auditorium floor is used for several different events such as trade shows, conferences, live music events and comedians to name a few. There are also three concourse levels, an FSG Lounge and meeting rooms (Swansea Arena, 2023). This plan will show the operational management of events taking place in Swansea Arena as well as the operation planning within the events industry. Concentrating mainly on the conferencing and events department. 
The UK government is a partner of the Swansea Bay City Deal which has funding of £1.3bn, and the opening of the new digital arena is a part of this. With the first show on 15th March 2022, the venue is a very new addition to the city. It is the heart of the new £135 million Copr Bay development. The UK government appear to be fully behind the new project with Mark Drakeford, First Minister of Wales, stating that the venue is a ‘state of the art facility that will increase its ability to host major cultural and business events’ (Gov, 2022). In the opening stages of the arena there were several concerns regarding the carbon footprint of the new venue, the authority stated there were ‘no low-carbon concrete was used by the council for its own building maintenance schemes’ (R, Youle, 2022). 
Operations management can be described as ‘The administrations of business practices to create the highest level of efficiency possible within an organization’ (A, Hayes, 2023). To explain this further, operation management is responsible for development and design processes, management and control procedures. Operation management looks at the planning implementing and supervising service. It is also providing services for people such as food and beverage, hospitality, and retail, analysis customer satisfaction and the level of service being provided. Other things that must be considered with operations management is the legal responsibilities and risk assessments. HR, staffing and training are also key elements that cannot be missed. Crisis management, looking through finances and operational system all come under the umbrella of operational responsibilities (Jenkins,2023). 
Operation management in arena would mean working alongside all head of departments. Their main job role would be looking out for the people, risks, community, business plan and profit. Swansea Arena head of departments, meet every other week for an ‘events’ operational management meeting and they work off a two-week plan (Swansea arena, 2023). 
‘Conferences are part of the business tourism’ (T. Rogers, 2007). Meeting, conventions and exhibitions (MICE) are a very important for the travel economy. Conferences can be linked to business tourism and there are many benefits to venues and destinations hosting conferences. Firstly, when visitors attend conferences there is increased economic benefits for the area hosting as visitors may travel in for the event and assumptions are made that when people travel for business, they spend more money. Secondly there is a potential that visitor facilities will be used more than the traditional holiday period (C,Jones, 2015). 
 ‘Our purpose build conference centre has benefited our local area’. ICC’s report ‘The Power of Events’ shows the positive and long-lasting effect the events industry has on the community. It shows the impact that events can have on people lives. 250-300 jobs were created through South Wales, using local suppliers and local staff (ICC. 2023).  
The Institute of Travel and Tourism (ITT) is a membership organisation for suppliers, educators, students and tourism professionals. The main aim of ITT is to support and guide members through the travel industry and to also raise professional standards. ITT ‘Future You’ is a conference held annually at the World Travel Market, and they are now also ‘On the Road’ meaning they are in partnership with universities across the UK (ITT, 2023). 
At the start of 2023, the ITT Future Year event came to Swansea for the first time and was held in the Swansea Arena. It was a successful day with over 700 students and visitors to the conference and the careers fair. It was a chance for leaders within the industry to share success stories and upcoming opportunities within the industry (UWTSD, 2023). There was a lot of focus on South Wales employers and businesses but there were also companies traveling to the event. Two representatives from London based company Party Hard Travel were one of the guests' speakers on the day, they travelled into Swansea especially for the event. 

 EVENT PLANNING 
‘The function sheet is the beating heart of the event management process, and its functionality is key to a smooth-running event’ (J.Karemy, 2023).  Running events means juggling several different moving parts, and it is because of this that a document such as the function sheet can help everything run smoother and has all the information easily available in one place. A function sheet can count as a check list but also show how the day/ event will run.
[bookmark: _Int_BBvPXPZq] Considering an events day can include a number of different departments such as the kitchen team, events staff and front of house to name a few, this helps ensure that all departments are on the same page.  On any function sheet you should be able to find the event title and date, the running order of the day, this should have detailed timings on. It should show the menu choose and any dietary requirements that will be attending. The room setup will also be included so that the events set up teams or outside supplies are aware of how the room will look, and if there are requirements such as mics, speakers and TVs. Finally, it should also include staff requirements. If all departments follow this, the event should run seamlessly (Tripleseat, 2023) 

OPERATIONAL POLICIES & PROCEDURES 
The Welsh Government has released several ‘Best Practice Guidance’ documents for events in Wales. When planning a major event in Wales it is encouraged to look at these documents. The guides available are Sustainable Event Management, the Welsh Language, Event Impacts, Advice for crowded places, Major events governance resources and risk assessments. Alongside this when running events in Wales there is additional guidance on the ‘International Association of Events Hosts’ (IAEH) page. Due to Wales being a of the IAEH it gives any members a platform that may assist with event planning. From here members can learn about what the challenges are of hosting major events, knowledge can be shared, and everyone can work together to ensure that we are creating long term social and economic benefits when hosting events (Business Wales, 2023). 
[bookmark: _Int_yVP6tPXO]‘Events have the power to inspire and change people’s lives in a number of different ways’ this comes from the tool kit provided and advertised on the Welsh Government website and it's related to ‘event impacts. The tool kit was made so that event organisers can evaluate the impacts associated with their events, mainly focussing on large sporting and cultural events. It is still an important tool to be aware of with any event. In this tool kit there is an optional to calculate the economic impact of the event, there is guidance on selecting appropriate measures for an event. It also highlights the importance of monitoring attendance, being aware of media impact, and social issues they may face and any environmental factors (Events Impact, 2023). 
EMERGENCY PLAN AND RISK ASSESSMENT  
[bookmark: _Int_abWhkObj]Ritchie and Reid (2017) state that ‘Events have the potential to generate internal and external risks and crises, due to their size, scope, use of equipment and attraction of large numbers of people to particular sites during a defined period of time therefore any potential risks need to be considered’, This is the reason that completing risk assessments are one of the key requirements in the events industry. There are several other definitions of risk management and risk assessment available, one thing clear in all is that is it the event managers have the responsibility to ensure an event can be run as safely as possible (I. Arnott, 2023) 
The ‘Purple Book’ is an events health and safety guide for music events and events of a similar nature, it is written to advise on several things such as planning, management, crowd management. Policies and procedures, communications, insurance and traffic management to name a few.  Chapter 4 of the book focuses on major incidents and emergency planning. When planning events, it is crucial that planning is done before hand to prepare for any emergencies or incidents.  Contingency plans need to be put in place for minor and major incidents (Purple Guide, 2012). 
Different events come with different levels of risk, for examples a music event with a well-known DJ or a rave will have a much higher risk than a conference. This means that each event will have their own individual risk assessment and emergency plans. Although they may have different levels of risk some things will remain the same. They should all identify any possible health and safety hazards including fire risks. It should be detailed and should include ways to help eliminate or prevent any risks that were highlighted (S. Joelle. 2019) 
When looking to create a risk assessment for a conference some things to consider would be to any check the electrical products that exhibitors may be planning to bring in to ensure things are PAT tested. Fire is another risk that should be considered. When planning a large conference with many stands, there should be adequate room between the stalls and aisles, and nothing blocking any fire exits. It is also important to minimise any slips, trips and falls. To ensure this happens there should be appropriate signage available, such as wet floor cones, and any spillages should be cleaned up immediately. These are all general risks that could happen with a conference. With a high-risk event you may also need to consider the risk of illegal substances being brought into the venue and a higher risk of illegal behaviour taking place (InsideOurEvent, 2019). 
The Swansea Conference run by For the Region is a second conference that's run annually in the arena and the setup is quite different from when the ITT is held there. When the ITT is held at the arena it only uses the top half of the auditorium and there is a fake wall/screen blocking off the bottom sections of the auditorium. The second part of the ITT event is a careers fair held on the top level of the concourse. When the Swansea Conference is held, all the bottom floor of the auditorium is used and section off for hundreds of different exhibitors. Also, all levels of the concourses are used for stands and different business to show off their products. The Swansea Conference would have to have a lot more hazard and fire risks due to all the extra stands and materials. So, this would need to be worked out before hand and monitored. Also, with all the exhibitors bringing in their own equipment these would need to be pat tested to ensure it isn't faulty (Swansea Arena, 2023). 
Risk assessments should be updated on an annual basis. Due to Swansea Arena being a new venue the technical and building manager advised he is always working to improve and update the arena as they learn more about the venue. Due to this their venue risk assessments are done at a minimum of every 6 months, but they advised they are often re doing their risk assessments monthly (K, Powells, 2023). 
SECTION 2- HR & STAFFING 
An article written by Northumbia University states that ‘HR professionals and senior leader alike have faced some unique people challenges in recent years, particularly as a result of Covid –19' (Northumbria University, 2023). It goes on further to say that throughout 2022 there were several HR issues, and these include recruitment challenges, skills shortages, the new models of working such as hybrid working, and the cost-of-living crises appears to have had an effect (Northumbria University, 2023) 
The role of the Human Resources (HR) department has grown increasingly over the years, but ultimately, they have the very important role of taking care of an organisation's employees. 
[image: ](C.Scott. 2023) 
Workforce planning is one of the HR departments responsibilities, it means they need to be aware of the current and future staffing needs of the business and ensuring that have the right staff in place, if they don't, they need to come up with plans to ensure targets are being met. Staff turnover is something else they must monitor (C.Scott 2023). 
If the staff turnover is high this would cause problems for the events team in the arena. When a conference event is held at the arena there will be a lot of staff needed to help. This would be worked out beforehand depending on the event. When the ITT event was run the bars, cafe and VIP lounge were open, this means F&B staff were needed for the day also a few bar staff. Front of House would also need to be working to check tickets on arrival, and security to search bags on arrival. At the Swansea Arena they also do an event called ‘bingo lingo’. This requires a lot more bar staff and possible more casual workers to help work the event. A way to ensure staff retention is high is to ensure all staff including casual workers are included in a briefing about the upcoming events and what's expected from them (R, Jones, 2021). 
Staff planning is just one thing that needs to be looked at when running an event. The tech teams and back of house also have a lot to consider. In the ITT event there was screens showing video and audio, there were several different guest's speakers throughout the day, guests coming in and out of the arena. To ensure this run correctly the set up was done the day before and there were sound checks, and practice runs of the videos. All presenters would need to have mics and mic packs on them. There was also video links from around the globe. The team would have to look at all this beforehand. If the technology failed in any way this would have had a massive negative effect on the day (K, Powells, 2023). 
In terms of the staffing a Swansea Arena there is a mixture of full-or time staff and approximately 130/140 casual workers. All full-time staff members are first aid trained and they are also trained and told to look out for any suspicious behaviour in and around the arena with the ‘run, hide, tell’ counter terrorism training. Along with this all staff including casual workers will have to complete a full training programme, this is done online and takes approximately 7 hours. HR must ensure that all staff have completed all training required before they begin working (K, Powells). In addition to the online training that front of staff casual workers must complete, any back of house casual staff workers such as technicians must also be a part of Bectu. Bectu is a union that represents contract and freelance workers who work within the media and entertainment industries (Bectu, 2023). 
The online training for events and conference staff may have several different modules including, appearance and uniform requirements, staff roles and the expectations from staff, safety procedures, manual handling and fire safety to name a few. If staff are untrained and presenting themselves poorly then this can affect a business badly and damage the return of investment (ROI) (L, Major, 2018). Due to the variety of events held at the arena staff need to be aware of the different clientele attending. 
As mentioned above all full-time staff are first aid trained. With the number of staff and visitors to the arena there will inevitably be some accidents, mainly slips, trips and falls, but of course there may be other emergencies such as seizures, wound care, allergies. Having trained staff means they can assist with the treat the patients immediately on the scene or if its more severe they will be able to potential stabilize or help the patients until further help arrives. With most events or conferences at Swansea arena such as the ITT Future You Event, the first aid is dealt with by these staff members. On the occasions where there are larger scale events, events with over 3500, or events with higher risks, they may need some outside help an example of this would be when they had the Ibiza DJ Patrick Topping visit the arena.  During these events the outside loading bay of the Arena is turned into a medical area where St Johns Ambulance team will be set up to assist the arena with any medical emergencies (K, Powells, 2023). 
[bookmark: _Int_qc2dxF1l]Security at an event is important to protect guests, staff, performers, guest speakers and to limit damage to the venue. The number of security staff needed will change depending on what type of event is being run. A daytime conference is likely to have less security staff than a large-scale music event. When organising security for an event a crown management plan needs to be put together, then work how much security is needed and what type of security is needed (Eventbrite, 2020). 
Swansea Arena operates an ‘airport’ style security with bag checks on the door for all events, and the queues are all ‘snaked’ which is an added layer of security that guests may not realise. This would be adequate security for most conferences and conventions. With the big events there is also a police presence and sniffer dogs (K, Powells, 2023). 
 FINANCE AND BUDGETING 
Swansea Arena costs approx. £6000 a day to run before there is any form of events on, so it's important they try to maximise the money coming in where they can. It is the events and conferencing team that keeps the arena going. This means using all the meeting rooms and available event spaces. Due to April being the start of the new financial year, the arena is usually busiest with conferences and business meeting in March (M. Sargent, 2023). 
To ensure they are utilising all rooms and making maximum profit Swansea Arena have an extensive booking form and system. The initial part on any booking is sending out the booking form for any enquiries, this is very detailed and after completing the general questions around the company, dates and venue questions the rates are then discussed. Discussing the rates is important to secure the booking. The second phase of booking is the diary management section, this is the longest part of the booking process as all the dates need to be looked at to ensure there is no clashes. If there are clashes then the best events for the company need to be considered (M, Sargent, 2023) 
Key Performance Indicators (KPI’s) are ‘a set of quantifiable measurements used to gauge a company’s overall long- term performance’ (A. Twin, 2023). There are a few different categories when it comes to KPIs, and these include the Strategic KPI’s. These do not usually provide a lot of information, but they can still be used to see how a company is doing. Strategic KPIs can be used to show the return on investment (ROI), profit margin and companies' revenue.   Operational KPIs are the second type of KPI that can be used, these tend to focus on a month-to-month evaluation, sometimes even as short as day-to-day monitoring. Functional KPIs are the third category, and these can be for specific departments, e.g. the finance department. Finally, there is leading/lagging KPIs (A. Twin, 2023) 
When running events and conferences it’s important to have specific KPI’s, not every event will have the same goals and aims.  Due to technology constantly improving and updating it is easier to monitor some areas of the events better for example, attendees and ticket sales. Events specific KPI’s may include registration number and actual attendees on the day. There may also be a section of KPI relating to finance, this could include ticket sales and any refunds needed. If there is an annual event or returning conference the exhibitor retention may be monitored, to see if their exhibitors are returning time and time again. This is just a small number of examples of some KPIs to monitor the success of an event (A, Grcar, 2023).  
‘Yield management can play a crucial role in driving profits, maximising revenue, and boosting occupancy rates. Whether the goal is to sell more tickets, fill a performance hall or maximise profits is been proven that yield management or revenue can help with this. By using the strategy that considers customer profile, trends and product available to adjust prices to meet goals (D, Jemli, 2023). 
To budget an event and to be in control of the finances there are several factors and different forms of expenses to consider. The first thing that must be considered are the operating expenses, these are the day –to – day costs that a business may face such as the rent, insurance, and payroll. This may also include such things as marketing. They are costs that are essential for an event to take place or for a business to run.  Security and safety measures, decoration and set up, equipment and technology, speaker fees and attendee giveaways are all examples of some of the operating costs that may occur when putting on an event. As well as the operating expenses and costs there will also be non-operating expenses, and these are costs of things that aren’t linked directing to the running of a business (Jenkins, 2023). 
Management teams face several challenges including risk management, adaptability and Innovation, strategic planning, stakeholder management and compliance and ethical considerations (Jenkins, 2023). 
‌RECCOMENDATIONS 
Swansea Arena is a brand new multi-functional venue offering a variety of events, attracting a mix of cliental. The current conferences run focus on surrounding areas, working with local companies to help boost tourism in South Wales. There were some presenters travelling down from London to present at the ITT conference, a lot of other speakers were presenting via a live stream. It would be incredible if the arena were able to develop a destination plan and attract more tourists into Swansea. One idea would be to work with local hotels or accommodations and transport services and work on a package deal. A potential visitor could pay one overall price and have a show/ event ticket, a night stay and transport in. This package deal would help boost economy to the area and benefit the arena and surrounding businesses. 

 APPENDICIES
Booking forms used by Swansea Arena Events and Conferencing team at stage one of booking. Also followed by an example function sheet (2) that would be used by all departments when there is an event or function on. 
 
(3) Photos of the Swansea Conference by For the Region, to visualise the set up. To highlight how busy the area was. When considering the safety of guests, set up of equipment and fire exits etc. 
[image: ](2)[image: ](3) 


[image: ]


References: 

Armstrong, M. (2016) Armstrong’s handbook of management and leadership for HR : developing effective people skills for better leadership and management. Fourth edition. London ; Kogan Page.

Bectu. (2019). Member benefits. [online] Available at: https://bectu.org.uk/member-benefits/ [Accessed 11 Jan. 2024].
Business News Wales. (2024). UWTSD to Host Future You Conference at Swansea Arena. [online] Available at: https://businessnewswales.com/uwtsd-to-host-future-you-conference-at-swansea-arena/ [Accessed 15 Jan. 2024].
Business Wales. (2023). Event Wales - Best Practice Guidance. [online] Available at: https://businesswales.gov.wales/tourism/event-wales-best-practice-guidance [Accessed 10 Jan. 2024].
Cinus, K. (2020). The Events Industry In Wales Right Now. [online] Business News Wales. Available at: https://businessnewswales.com/the-events-industry-in-ukandwales-right-now/ [Accessed 19 Jan. 2024].
Cinus, K. (2021). The Event Industry in Wales. [online] Available at: https://www.southwales.ac.uk/news/news-2021/the-event-industry-in-wales-looking-ahead-to-a-new-normal/ [Accessed 9 Jan. 2024].
Conference News. (2017). What about Wales? [online] Available at: https://www.conference-news.co.uk/features/what-about-wales/ [Accessed 19 Jan. 2024].
Davies, R. (2023). Press Releases 2023 | University of Wales Trinity Saint David. [online] www.uwtsd.ac.uk. Available at: https://www.uwtsd.ac.uk/news/press-releases/press-2023/future-you-full-steam-ahead-for-cruise-career.html [Accessed 13 Jan. 2024].
Eventbrite (2020). Security at Events: Everything You Need to Know. [online] Eventbrite Blog. Available at: https://www.eventbrite.co.uk/blog/security-events-everything-you-need-know-ds00/#:~:text=Security%20isn%E2%80%99t%20just%20for%20big%20concerts%20and%20festivals [Accessed 19 Jan. 2024].
Eventimpacts.com. (2012). Home | Event Impacts. [online] Available at: https://www.eventimpacts.com/ [Accessed 18 Jan. 2024].
GOV.UK. (2022). Swansea’s new Arena opens with City Deal funding. [online] Available at: https://www.gov.uk/government/news/swanseas-new-arena-opens-with-city-deal-funding [Accessed 11 Jan. 2024].
Grcar, A. (2022). 77 Event KPIs To Measure Your Event Success. [online] Endless Events. Available at: https://helloendless.com/event-kpis/ [Accessed 5 Jan. 2024].
Hayes, Adam(2023). Operations Management: Understanding and Using It. [online] Investopedia. Available at: https://www.investopedia.com/terms/o/operations-management.asp#:~:text=In%20simple%20terms%2C%20operations%20management%20%28OM%29%20is%20the [Accessed 29 Dec. 2023].
Houston, M. (2021). KPIs: What Are They, And Why Are They Important? [online] Forbes. Available at: https://www.forbes.com/sites/melissahouston/2021/12/29/kpis-what-are-they-and-why-are-they-important/. (Accessed 6 Jan. 2023)

ICC Wales. (2023). The power of events knows no boundaries: New report from ICC Wales explores the value of face-to-face meetings. [online] Available at: https://www.iccwales.com/news/2023/06/29/the-power-of-events-knows-no-boundaries-new-report-from-icc-wales-explores-the-value-of-face-to-face-meetings/ [Accessed 18 Jan. 2024].
Institute of Travel & Tourism. (n.d.). Institute of Travel & Tourism. [online] Available at: https://www.ittfutureyou.com/ [Accessed 17 Jan. 2024].
Jenkins, D. (2023). ‘Operations Management’. (BMTP501). Unpublished. 
Jemli, D. (2023). Maximizing Revenues in Sports and Events: The Power of Effective Revenue Management. [online] Wiremind. Available at: https://www.wiremind.io/sports-and-events-revenue-management/ [Accessed 10 Jan. 2024].
Joelle, S. (2019). Completing a risk assessment for your event or exhibition | Event advice. [online] Insure Our Event. Available at: https://insureourevent.co.uk/the-guide-to-completing-a-risk-assessment-for-your-event-or-exhibition/ [Accessed 7 Jan. 2024].
Jones, C. and Li, S. (2015). The economic importance of meetings and conferences: A satellite account approach. Annals of Tourism Research, 52, pp.117–133. doi:https://doi.org/10.1016/j.annals.2015.03.004.
Jones, R. (2021). 6 Employee Retention Strategies for Event Management | SM.com. [online] Smart Meetings. Available at: https://www.smartmeetings.com/tips-tools/career/133514/employee-retention-event-management [Accessed 17 Jan. 2024].
Karemy, J. (2023). The Key Ingredient to Successful Events in the UK: The Function Sheet. [online] Tripleseat. Available at: https://tripleseat.com/blog/the-key-ingredient-to-successful-events-in-the-uk-the-function-sheet/ [Accessed 5 Jan. 2024].

Major, L. (2018). Tips for Training Your Experiential Event Staff. [online] ATN Event Staffing. Available at: https://atneventstaffing.com/tips-for-training-your-experiential-event-staff/ [Accessed 5 Jan. 2024].
Powells, K. (2024). Technical and Building Manager.
Rogers, T. (2013). Conferences and conventions : a global industry. 3rd ed. Abingdon ; New York: Routledge, Cop.

Scott, C. (2023). From Compliance to Talent Management: The 15 Essential HR Responsibilities. [online] AIHR. Available at: https://www.aihr.com/blog/hr-responsibilities/ [Accessed 10 Feb. 2024].
Sergent, M. (2023). Conference and Events.
The Purple Guide (2015). The Purple Guide. [online] Thepurpleguide.co.uk. Available at: https://www.thepurpleguide.co.uk/ [Accessed 9 Jan. 2024].
Twin, A. (2023). Key Performance Indicator (KPI): Definition, Types, and Examples. [online] Investopedia. Available at: https://www.investopedia.com/terms/k/kpi.asp. (Accessed 6 Jan. 2023)

www.northumbria.ac.uk. (n.d.). The key HR challenges for 2023. [online] Available at: https://www.northumbria.ac.uk/business-services/education-and-training/case-studies-and-insights/the-key-hr-challenges-for-2023 [Accessed 10 Jan. 2024].
Vipin Nadda, Arnott, I. and Sealy, W. (2020). Legal, safety, and environmental challenges for event management: emerging research and opportunities. Hershey, Pa: Business Science Reference.
‌

Youle, R. (2022). Questions raised about carbon footprint of new Swansea arena. [online] Wales Online. Available at: https://www.walesonline.co.uk/news/wales-news/swansea-arena-council-carbon-emissions-24463595 [Accessed 17 Jan. 2024].

image2.png
Responsibilities

g\ Setting the foundation: Continuously improving:
Strategic planning and Employee onboarding,

business alignment growth, and development





image3.jpg
ARENA

ABERTAWE
BEO #: HUHH#H?

Contact:

t:

3 Phone:
On-Site:
o Email

Arena Contact:

e

e R
e oo
e oo o

o _
R v mm___

Menu Selections Setup Requirements
Set Up Prior:

Meeting Room 2,3,4

0 Theatre Style for 100
Access to TV Screens
Lectern and Top Table for Speaker
Water and Tablecloth on Top Table
Handheld microphone in room.

No Allergens Requested

09:30am — 10:00am: Tea, Coffee and Biscuits for 100

12:10pm: Lunch for 12

Meeting Room 5:

SANDWICH SELECTION ® Boardroom for 12
S Cheese SaVOFY 3 Jugs of water on the table
Tuna & Sweetcorn Meeting Room 2,3.4
mato 08:30am — Access for Organizers for Set Up
Ham &To 09:30am - Doors Open to Guests

09:30am — 10:00am: Tea, Coffee and Biscuits for 100
10:00am — Meeting Start

§||)_D£QBPD£:§ 12:00pm — Meeting End
enne Pasta
Meeting Room 5

Sweet & Sour Cocktail Salad TBC: Meeting Start
14:00pm — Meeting End
14:30pm ~ DAY END

SALADS
carrots, Cucumber & Humous Meeting Room 6:
N D 12:10pm - Lunch for 12 — Meeting Room 6
MAINS Marketing, Entertainment & Décor
Salt & Chilli Chicken Chunks Marketing:
Roast Chinese Duck Bon Bons Welcome Signage in:
V % .

eiﬁe\able Spring Rolls : Ziseele ;Zor

ozzarella Melts S Necting ::ncourzse
: 00
Cheese Quiches et

Minj pie Selection
[SEEREE

Beverage Selections




image4.jpg
What does your company do?

S Tole,wi
company? S WhatdsyoogsT
STihe

Have you made 1
his type of b
Goking befor
o7

5 coming 1o J00C - whal s the purpose of your vist?
Whera>

Why are '

ave you used our hotel Safore? oranother Hillon (110, ask where they | How did you find/ hear abo0iGs>
a
normally Use)

e Are you flexible with th

. [ e dates?
Think upgraded rooms - do they have any key pessr

pPle?

Date(s)
No & room type
No & room type

Who will be attendingand where travelling from? Lo catior?

Ammmodatloﬂ

Date(s)

No & room type

niy looking a Yo (your city)?
ADDITIONAL REQUIREMENTS
TS
ERINS‘REOUIREMEN |eisure, coach parking, porterage etc
a

Are you

TDENTIFY/ SUGGEST CAT
Breaklas!/Iunch/dlnna/pre-m

I————— King to pay?
Whatsortof ratesare ynum;‘eyghavepaidln the past?)

(ifapplicable askwhatrates

Are you considenng any others venues?

ion decision? s there anything elseyou think I need to know?
o

What was most likely to mﬂuenoelhevenueseie

nwhy?

Provide information about the key selection criterion to explal

ECKAVAILABILITY —Thankforholding

THEN CH

BRIEF RECAP --

TAPICTURE
YOURHOTEL TDESCRIBE / PAIN v .
S Bedrooms & | LinksSuccess Catering USP's vs Dty et
Locaton Facilies Upgrades Factors competitors Altemnatives
P
Referral In R
GIVERATE & DEscg[aEWHAT'SlNCLUDED—BEFORE GIVING PRICE YN Sys
YN
lendar rate:
Rates Quoted: Demand Ca Regret Re
Yield rate:

Upgraderate:

Includedin rate: Promote POG's/ Guest List Manager & any campaig

Notes: (Indicate an ysavings/offers g iven)

Would you like to come and visit our hotel?

I_How doesthe rate/package seem to you?
Re-emphasise how your hotel & package meet their needs
Decision Making - When will you be making a decision?

If needed,add value to package/negotiate
(use appropriate tradeables) Will you be making the decision?

Promote Hhonors - Claimpoints —yes /no Name of claimant:
Date sent: Follow Up Call (v

AGREE NEXT STEPS: specify | Proposalby: Email / Post/Fax Brochure:
times Date:
BRIEF RECAP OF BOOKING ---—— —~ASK FOR THEBOOKING & HOLD BEDROOMS .

Email:

Address

Fax: if required

Postcode:
Would you like Hilton to help with any otherenquiries? (Ifyes, Offer (o get Sales Team to contact them o discuss)

-
Thank the caller & Give yourname and number as contact

Anything else [ can help with today?





image3.png




