The 14 Stages of Guest Interaction
with Bill Bullard

Inn at Occidental of Sonoma Wine Country
CABBI

Bullard Partners

bill@bullardpartners.com
707-823-0350

Slides available at

www.bullardpartners.com



LoLA

' THINRING ABOUT. OPENING |
A ‘BED AND LUNCH. ,

- :EL'“-(ETO-. .
A\ Steepin. /-

s slides available at www.bullardpartners.com



- Proactive Approach
-

e The Rule of Fives
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e Time vs. Money

$
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&  Rule of Fives ﬂ‘

When you are asked the same guestion

“. no five times ?

OR
You repeat the same guest task

flve times

B slides available at www.bullardpartners.com



Time vs. Money

$
L%

People’s Free Time is now more Valuable

s slides available at www.bullardpartners.com



Website

1st Guest Interaction

e Hire a proven B&B website desigher

e Expand from the basic pages-
iInclude EVERYTHING there is to do

B slides available at www.bullardpartners.com



Phone/Online Reservations
2nd Guest Interaction

e Ask only questions that you need to

know

e Use asimple form
e Record in RSVP book

e Process all reservations through

single person

Check and Balance

e slides available at www.bullardpartners.com
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January 4

January 5

January 6

Friday

Saturday

Sunday

1:Leaf Umbrella-Q

2:Sugar-K

3:Cut Glass-K

4:Tiffany-Q

5:lvory-K

6:Sandwich Glass-Q

7:Quilt-Q

8:Marbles-K
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Reservation Information alendar O

Today's Date:

How did vou originally hear about us?: Comparion’s Naine
OIAsticle: Coantry Iny

CIAntiche: Nax'l Geographic Address

DI Anicle: SF Mag

Dl Astiche City, Stage, Zip

Dloock: AA/
Dok A
Dltkook: Be < o
(3Book F Eve Phone
Diook

OBock Fax (opt.)

Day Phone

E-Mail
ROOM# O Twins O No Feathers
Arrival Date
Deparmure Date

¢ of Nighes s
Dirtermee
D Osmosis Room Tax
DIRepeat Guest
[ Toar Prevtoush Room Subsotal
OITV: Bay Ares Backmoads
oy Channe! Room Deposit Received
DIWedding

Room Balance
CIWoad of Mosth 0 alanoe

Pomt of Salke

Dygs Guest Koow About: POS Tax

O)Check:Inf3-9) & Out Times noon)
CINO Smoking i Roams

CIFirst Night's Stay on Credst Card
DYCancellution Policy (10 dayw$2$) 0 Special Event: 0 Delivered
CIDiemer

Opaint of Sale Package: 3 Delivered
s There Anything Else We Can | With??

Room & POS Total

Date
Cand Number

Expiration

Comments

: via OMail OFax 0O EMail
Confirmation Map DOBrochure ORRWRM

O Thank You Sent 0 By: BB AH

s slides available at www.bullardpartners.com



P IO TICvIvaety

OTV: Bay Area Backroads . ‘
TV Travel Channel Room Deposit Received

OWedding
CIWord of Mouth

Room Balance

Point of Sale

Does Guest Know About: POS Tax

[ Check-In{3-9) & Out Times(noon)
(ONo Smoking in Rooms

(JFirst Night's Stay on Credit Card
O cCancellation Policy (10 days/$25) O Special Event: O Delivered
OIDinner

OJPoint of Sale Package: O Delivered
(O1s There Anything Flse We Can Help With???

Room & POS Total

Facility Time Party of
Stella’s Café
) River’s End
o i Duck Club
Comments John Ash & Co.
Lutecia

Card Number

Date Sent: via OMail 0OFax [ EMail
EConfirmation  EMap OBrochure = OORRWRM

0 Thank You Sent 0 By: BB AH

slides available at www.bullardpartners.com
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Confirmation

3"d Guest Interaction

Email typically

e Automated through guest software

_inks to extras, activity & dinner website

nages

_Ink to website directions and PDF file

slides available at www.bullardpartners.com
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Gas Station ® Cape Fear Cafe Wineries
@ Western Hills Nursery @ Stella's Cafe @ Korbel
@ Antique Society ® Tides Wharf © Martini & Prati
To @ Willowside C afe @ Lucas Wharf ® Hanna
\\ rendocino @ Duck Club {Bodega Bay Lodge) @ John Ash & Co, { © Deloach

@ Mistral O Iron Horse

© Davis Bynum
@ Hop Kiln

© Belvedere

; © Rabbit Ridge
Guerneville ' \ ' © Armida

@ Rodney Strong

Armstrong Redwoods Grove

Duncan
Mills

Pacific Ocean

S

To Calistoga
Coleman Valley Rd Mark Wesr
=N arings Ry

e WY Santa Rosa

Sebastopol m

A‘.\\.\d
To Sonoma
To Petaluma To @ To

&101 South 101 South San Francisco
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Pre-Arrival Email
At Guest Interaction

Looking forward to your stay

e Reminder about Dinner Reservations with Links

e Reminder about Activities requiring Reservations
with Links

e Links to Weather website
e Things not to Pack (e.g. Hairdryer, Robe, Slippers)
Things to Pack (e.g. Laptop, Cell Phone, Light Jacket)

Extras Available

slides available at www.bullardpartners.com
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M

‘e are looking forward to your arrival on Thursday, April 10¢h for & night(s),
Here is helpful information about Helwaloa Inn and our island,

FEATLIRES AT THE INN
- Beach days The Inn provides the accessories for a comfortable sun
We offer beach chairs, beach towels, mats and ice coolers for youy

sand, Snorkel equipment is $15 a day per person, subject to av

Pack lightly To cut down on packing we have guest laundry fac

supplies. Island style is very casual; shorts, T-shirts, and sand,
. . e,

preferred dress cade, A light jacket or pullover is nice in thE/,u

,:I/uz,w 7'/7,3
morning and is a must if you are visiting the Mauna Kea Obg,, o e

€ “Iry
"7/}7 QS:;[ /"7{;

on hiking on the lava be sure to pack sturdy shoes, the lav/fsy,, "7"4.':'5
L N
therm. Wiy

Bring your lpod Your reom has an “iHome" radio for lis
consale charges iPods and plays local radio stations,
Wireless internet Internet is available through your pe
wish to bring it along.

Grill to the sunset The grill faces the ocean; relax

Our gas grill is ready for fresh island fish, the gue
spices for your cocking creativity.,

Dinner and Your Arrival There are no resta Mgy,
o

A

rag en,
‘V‘"}p
Y

& 1
392-1812

e have special activities and reservation extras available at this link
bt www holualoainm. comydspecials htm Enhancs wour Hawa s experience with
lei greetings, helicopter tours, luaus, snorkel equipment, and a romanfic evening.
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\\Aﬂival

5th Guest Interaction

e Hand Guest all Reservamcards

— Include Directions, Phone, Ad(hs

e Late Check-in Boxes

slides available at www.bullardpartners.com
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DIRECTIONS TO MIXS CAFE IN SANTA ROSA
. Leave the Inn parking lot and drive forward to the stop sign.
. Make a left onto Bohemian Highway.
. Follow until dead ends on Bodega Highway. Make a lett.

. Follow Highway 12 through Sebastopol. Automatically turns
mto Highway 12.

5. Exiat on the Eureka/Highway 101 North Exit.

. Follow Highway 101 North to the 4™ Street/Downtown Santa
Rosa Exit.

7. 4™ Street will tum to the right. Follow to 2™ stoplight.

slides available at www.bullardpartners.com



1) Gotothe STOP SIGN in OCCIDENTAL. TURN RIGHT
and go to GRATON ROAD (about 2 blocks).

2) TURN RIGHT onto GRATON ROAD. Go about 6 miles to
the end at the ROUTE 116 BLINKING LIGHT.

3) TURN LEFT and continue until Mom’s Apple Pie/Stella’s
Café on LEFT.

s slides available at www.bullardpartners.com



Sebastopol

- ,

1) Gotothe STOP SIGN in OCCIDENTAL. TURN RIGHT
and go to GRATON ROAD (about 2 blocks).

2) TURN RIGHT onto GRATON ROAD. Go about 6 miles to
the end at the ROUTE 116 BLINKING LIGHT.

3) TURN LEFT and continue until Mom’s Apple Pie/Stella’s
Café on LEFT.

slides available at www.bullardpartners.com



TaE InN AT W@ccidental

Sonoma Wine Country  800-522-6324 www.innatoccidental.com

We have made vou a regervation at Stella’s Cafe for

at
Driving Time: 10-15 munutes  Dress: Casual
Please tell us about your dinner experience.
We will share your ratings with future guests.

Rating (5=Excellent, 1=Poor)

Service Cuisine

Comments:

slides available at www.bullardpartners.com
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Paper Supplies

e Find your local paper wholesaler

- Select paper, cover stock, and envelopes that.are stock
items... no special orders

Have local printer cut cover stock into % sizes
Have your logo designer make a masthead
Use MS Word to create cards

Use a standard dot matrix or laser printer
(Costco), consider color laser

Need Help? Find a 15-year old whiz kid

L g .
s slides available at www.bullardpartners.com
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| ate Check-In [ Box 4

www.GESecurity.com
(formerly Supra)

1) www.homedepot.com
2) www.lvsales.com

Key Safe Pro (big)
Key Safe Original (small)

slides available at www.bullardpartners.com



Room Information
6" Guest Interaction

e Inspect Rooms before Check-in Time
e \Welcome Note (by hand)

Guests don’t listen during check-in

e Guest Directory

e Signs (pros/cons)
-~ Place Info Card visible with Important Details
e.g. Breakfast, Smoking, Check-out, Turn-down

Comment Card

Postcards

Letterhead

Forgotten Amenities

Note Under the Bed/Over Armoire

et g .
B slides available at www.bullardpartners.com



you are the last eyes that see the room hefare the gue

- hasics — you are laoking for an-ﬁhing a guest would notics!

yyerall appearance when you walk n all in plazes cohwebs

Check under bl anad 0 drawers

Chairs facing pach sther and cushions Ruffed or purned over

Magadn\:s in avder, n& Rrange pub‘icaliuns.

posteardsiclean pomment card flunch basket

Outside — deck chairs Jook arranged, o butis.

oot robes, -:.m'las:'v.'atu-rﬁ. hangers look neat, p'\l\ows ana hlanket look tidky-

Bathroam: duckies. amneTities right e U towels, room SRTAY facing framt, 19 folded, s0ap i

slides avai
vai
lable at www.bullardpartners
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ccidental

DAT W03 A 101

o
piclcome!
oosing The Inn at Occidental. .. our fiome and your fiome away from

you_for ¢hi

fiome

sest and in every moment of your stay, we offer our fRospitality and

you ar® @ we
lu._,,‘,unu‘-
petent is fiere to serve you and to anticipate your every need.
Our o™

¢ Occ idental offers a variety of ways to fiefp ensure that you fiave a pleasant

¢ taky a fow moments to read our Directory of Guest Services. It will fielfp you

sELECT
REGIsSTRY.
Lo

e slides available at www.bullardpartners.com



THE [NN AT Qccidcnt;li

B G 1S

Coffee Available: 7:00 am ~ Main House Alcove
Breakfast: 8:00-10:00 am ~ Main House
Dining Room (Lower Level)
Wine & Cheese Hour: 5:30-6:30 pm ~ Living

Confections du Jour: 8:00 pm ~ Main Houss

Check Out is Noon
Please ~ No Smoking in the Inn or Guest Rooms

wspeh . .
e slides available at www.bullardpartners.com



S) weel ;Z}:neamzs

muglne //w pw* ecl 3 )()/7
we c[u/

FOR YOUR COMFORT,
TURNDOWN SERVICE IS PROVIDED BETWEEN 5:30 AND 9:30 PM
PLEASE CALL OUR STAR SERVICE HOTLINE IF YOU WOULD

LIKE US TO REFRESH YOUR ROOM.

THANK YOuU.

LOEWS

CORONADO BAY RESORT
SAN DIEGO

slides available at www.bullardpartners.com
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IHE INN AT cciidegt;al
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[} 2hore Lo camstliing olae me can do To snade o stass snow enjogble, plecss do nol
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HOMESWEETLOEWS

Being away from home doesn’t
mean you can't feel at home.
That's why Loews offers those
little extras that can make your
stay more comfortable.

If you'd like any of the items below
for use during your visit with us,
just press “star service”
to have it delivered to your room.

CHENILLE THROWS
MITY BATY LIGHTS
PUTTING GREEN GAME
AIR PURIFIER
SOUND MACHINE

CD PLAYER

WALKMAN/DISCMAN

TAPES/CD'S
NIGHT-LIGHT
HUMIDIFIER
READING GLASSES
LIGHTED MAKEUP MIRROR
CURLING IRON
HOT ROLLERS
SPECIAL DOWN OR FOAM PILLOWS*
INDIVIDUAL WORKOUT EQUIPMENT*

AVAILABILTY ON CERTAIN ITEMS MAY BE LIMITED,
WE APPRECH YOUR UNDERSTANDING

*SEE REVERSE SIDE FOR OPTIONS

s slides available at www.bullardpartners.com
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yes!
We ook U naes”
The BeddAS Welld!
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Guest Resources

7th Guest Interaction

e Internet Access, wired/wireless
e Guest Computer

e Burn Guest Pictures

e Press Binder

e Brochure Rack

slides available at www.bullardpartners.com
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CANOE
TRIPS

INE ROAD
SIAN RIVER
INE ROAD

T MONENA COUNTY
LR it btcdhmnnd
B
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Evening Reception
8th Guest Interaction

e Interaction
e Hosted Event

e Offer Dinner Menus and
Recommendations

e Discuss Plans for Next Day(s)

e Provide Map and Activity Pamphlets

% » Offer Personal Touch and Insight

B slides available at www.bullardpartners.com
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There are several fowns 1\ Sonoma County in
you can have fun {ooking for some
to take home asa momento of
 There are some
" in these chops: but more
often than o | find country antques -
and more than o to admitd fair amount
'co\\ecﬁb\es" i (
e and ther
gomething really
ful can be -:specm\\y
1 outside the

wonderful.
great whe

antique de
.\’\g,mﬁcam\y undcrpnccd That's what dnves

expertise and 1S

those of us W ith a serious passion for antigques
to keep looking {'m always amused when 1
go nt tique shop and the dealer asks
what I'm looking for. MY response 18 that
“111 know when 1 5e¢€ i, and as vou visit The
1nn you'll undc:.‘s\and why that answer 15 S0
“pight on y

BODEGA

In the \itdle own of Bodega there's an antique
shop ¢ d Wooden Duck: as yYou travel
oga Highway you will see the
spire of hill to your left.
Turn at the foot of the street @ chort distance
up the hill and you will find the wooden Duck
on your jeft. It'san antique shop that will

of New =ngland _with its
collections of p glass ina, lamps.

e Wooden i

west al

remind those o

gilvet an

only open Y afternoons

from 12 until 3 pPM. A bonus of visiting this
chop 18188 locanon across the street from the
“gchool house” of Alfred an\\cock‘s The

Rirds. You can just 5¢€ the child ning
down the will from the

Wwhile there are no
antique shops I
the town of
Schasmpo\. if you

) travel gouth of the
LD GAAVENSTEN
WY own on
GRAVE (iravenstein
NSTEIN HWT. 50
LDONNTONN 8 ‘ Highway {Route
5‘2‘:“’{‘;‘* 116) you wil find
A { pUmMeErous shops
: located on both
sides of the
highway-

Further down the highway are two antique
chops from W hich treasures are now at The
inn. The Antique Society 18 located on the left
about 3 niles south of the \ntersection of
Route 12 and Route | 16, IWsa silver puilding
<ot back abit from the coad, 1'sd large mult
dealer shof as e variely of
merchandise ¢ ally
wonderful things.

Further down Route 110 also on the feft is the
School Bell Antiques also 2 ulti-dealer
1s worthy 4 stop and you may
¢ been
ookin
piece of countt

Ray's Qalvage (open Thursday ~ Qunday)-
Ray finds the most \mhchc\'ah\c stuff; and you
never know what will be right up your alley

SANTA ROSA

MSQM

{n the OtY of
Ganta Rosa
there's Fourth
Srreet and on ita
number of
antique shops.
Just follow the
signs 10 the
Visitor Centet’
s \ocated on

ot side of
highw
Turn le
downtown exit

e 101

{Route 120
Route 10 and
then the S1EN to
Eureka) onto
Third Street
under 101t
Wilson Street
and then north

one block 10 Fourth Qreet. Tum right, park

and enloy (Grab a specid

Flying Goat's Santa Rosa

slides '
availa
ble at www.bullardpartne
rs.com

Ly coffee drink at
focation.




Winery Map & Passes

Cedar Gables Inn - 486 Coombs Street - Nopa, CA 94559  707-224-7969

slides available at www.bullardpartners.com



Return from Dinner
Oth Guest Interaction

e Provide Place to Deposit Comment Cards
e Sweet Dreams

e Tomorrow’s Weather info Posted or

Slipped under Room Door

B slides available at www.bullardpartners.com
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Music & Lights

slides available at www.bullardpartners.com



Breakfast

10th Guest Interaction

e Confirm Plans
e Answer Additional Questions
e Fail-Safe for Missed Guests

e Provide Recipes

slides available at www.bullardpartners.com



Homemade Granola

5 cups uncooked oats 1 cup shredded coconut

1 cup sliced almonds 1 cup unsalted sunflower seeds
1 cup broken walnut meats 1 cup safflower oil

1 cup chopped pecans 1 cup honey

1 cup sesame seeds 1 cup raisins

1 cup wheat germ I cup currants

Preheat oven to 325°. Combine ingredients in bold and mix well. Heat oil
and honey together in small pan until melded. Pour over dry ingredients and
mix well. Spread mixture onto cookie sheets and bake for approx. 20
minutes.

When cool, add raisins and currants.

s slides available at www.bullardpartners.com



THE INN

at Occidental

Homemade Granola

5 cups uncooked oats 1 cup shredded coconut

1 cup sliced almonds 1 cup unsalted sunflower seeds
1 cup broken walnut meats 1 cup safflower oil

1 cup chepped pecans 1 cup honey

1 cup sesamie seeds 1 cup raising

1 cup wheat germ I cup currants

Preheat oven to 325°. Combine ingredients in bold and mix well. Heat oil
and honey together in small pan until melded. Pour over dry ingredientsand
mixwell. Spread mixture onto cookie sheets and bake for approx. 20
minutes,

When cool, add raisins and currants.

slides available at www.bullardpartners.com



800-522-6324 =1 www.innatoecidental.com

- THE INN

at Occidental

Homemade Granola

5 cups uncooked oats | cup shredded coconut

I cup sticed almonds I cup unsalted sunflower seeds
| cup broken walnut meats i cup safflower oll

1 cup chapped pecans i cup honey

I cup sesame seeds I Cup raisirs

| cup wheat germ | cup currants

Preheat ovenrto 325°. Combine ingredients in bold and mix well. Heat oil
and honey together in small pan until melded. Pour over dry Ingredients and
mix.well. Spread mixture onto cookie sheets and bake for approx. 20
minutes,

When ¢ool. add raisins and currants.

wspeh . .
e slides available at www.bullardpartners.com



THE Inn AT W@ ccidental

Sonoma Wine Country 800-522-6324 www.innatoccidental.com

Homemade Granola

5 cups uncooked oats 1 cup shredded coconut
1 cup sliced almonds

1 cup broken walnut meats

1 cup chopped pecans

1

Preheat oven to 325°. Combine mgredients in bold and mix well. Heat o1l
and honey together mn small pan until melded. Powr over dry mgredients
and mix well. Spread mixture onto cookie sheets and bake for approx. 20
minutes. When cool. add raisins and currants|

s slides available at www.bullardpartners.com



mk Out

11th Guest h%action

e Ask about Stay

e Ask about any Questions

e Hand out Association Materia

slides available at www.bullardpartners.com
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| THE INN .' X
st Occidental ¢

A, Approximately Two Weeks Latert -

Thank You

12t Guest Interaction
e After check out, print thank you
envelope g

e Send Card and Gift (something less |
than one ounce, e.g. Picture Magnet, Tea Bag)

e Response to Comment Card

slides available at www.bullardpartners.com

e Use an accordion file to store them ""




Survey

13th Guest Interaction

e Create Survey with surveymonkey.com

— Ask 3-5 questions about the stay

- Ask questions about improvements that you
are considering

- Create logical questions and send positive
guests links to online review pages
Bk © Include Contest for Free Stay to Create
*  Interest

s slides available at www.bullardpartners.com




Emails and Postcards
14th Guest Interaction
e “Touch” Guests on a Regular Basis
- IContact, Constant Contact, Vertical Response

e Use guest management software to create

custom groups or specific states to target

B slides available at www.bullardpartners.com



Go Implement

(but take small bites)
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The 14 Stages of Guest Interaction
with Bill Bullard

Inn at Occidental of Sonoma Wine Country
CABBI

Bullard Partners

bill@bullardpartners.com
707-823-0350
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