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In no more than 500 words each, explain and 2-4 references:

1- Define upselling in hotel operations.

2- What is yield management, and why is it important in hotels?











1- Define upselling in hotel operations.

The practice of upselling in hotel operations is defined as to persuade guests to buy a higher price product or service than what they initially intended to buy. This might be a room upgrade, breakfast package, airport transfer, late check out, spa package, restaurant package or even a room with a better view in a hotel. The primary goal of upselling is to generate more income and to ensure the guest is enjoying the experience by providing value-added services to meet the guest's needs.

Upselling is a tactic that can be used at various points in the guest experience in hotel operations. May occur during the online booking process, prior to arrival, via email offers, at the reception desk at check-in, or while the guest is on site. The hotel receptionist, for instance, might provide a deluxe room with a balcony, which is an extra cost to the guest, if they have booked a standard room. This is upselling because the customer is being urged to take a high-quality and expensive hotel.

The key to upselling is the fact that hotels have limited capacity. If a hotel can't sell more rooms, it can make more money by selling the products and services available in the hotel in a more intelligent way. In the world of hospitality marketing, the concept of adding value to the guest is crucial because it is the customer who determines whether an offer is accepted or rejected based on whether it adds to the comfort, convenience or satisfaction of staying with the business (Kotler et al., 2017). Upselling is thus not just a sales tactic, but also a way to customize the guest experience.

But upselling is no easy task. Hotels may lack flexibility when they are too aggressive, and may make the guests feel pressured, decreasing their satisfaction. Employees' ability to communicate with customers and to grasp their expectations is a key factor in service quality (Lovelock & Wirtz, 2016). This is why staff members in the hotel have to suggest renovations and other services that the client may need. For instance, a businessman might care more about high-speed Internet and late checkout hours than a couple on holiday might about a romantic dinner or a spa package.

In contemporary hotels, technology is also playing a role in upselling. Hotels can use their property management systems and customer data to determine appropriate offers for various customer groups. Hayes and Miller (2011) suggest that the revenue-related decisions in hotels should take the customer, pricing and hotel inventory into account. By upselling, it can help to bolster revenue management by raising the value consumers receive from each room rented.

Upselling in hotel operations is a strategy that is used to encourage guests to purchase an extra or upgraded hotel service. If done well, it's good for the hotel and the guests! The hotel can generate more income and the guest can enjoy a more comfortable and convenient stay or more enjoyable.

2. What is yield management, and why is it important in hotels?

Yield Management is a pricing and inventory control approach that a hotel uses to maximize the revenue of their limited rooms. It's about selling the right room at the right price at the right time to the right person. Since hotel rooms are perishable, an unsold room for one night cannot be stored and sold the next day. So, it is essential that hotels have a good control on room rates and availability, so as to gain the optimum financial outcome.

The foundation of yield management is that you know what you're selling. The price of rooms in a hotel varies with the season, day of the week, local events, holidays, booking habits and customer groups. For instance, the hotel could increase its rates during trade fair or holiday season when there is a high demand. On the other hand, when the demand is less, the same hotel can either cut rates or offer discounts to encourage more visitors. According to Cross (1997), a revenue management was an approach that would optimise the income generated by the use of demand-based pricing and capacity control in a business.

In the hotel business, they are also affected by the lack of inventory and the high fixed cost, which is why it is an area of particular concern in yield management. When rooms are empty, staff wages, rent, maintenance, utilities, and other costs go on. So, hotels have to carefully manage their occupancy and room rates. Setting too low prices may lead to the high occupancy rate, but it leads to low revenues, while increasing the price may lead to the unsold rooms. According to Hayes and Miller (2011), the task for hotel revenue management is to analyze the level of demand, the sensitivity to price and the availability of rooms in order to determine the price.

Other benefits of yield management are that it can help hotels to enhance the performance metrics like occupancy, average daily rate, and revenue per available room. The indicators can help managers know if the hotel is utilizing their room inventory. According to Ivanov (2014), the hotel revenue management is about predicting demand, managing the availability of rooms, and pricing them to generate maximum revenue. This implies yield management is not only about raising prices, but making better pricing decisions.

Yield management is also important for the ability of hotels to compete better. When it's a competitive market, you never have to struggle to find a place to compare prices online, as it's very simple. As such, hotels will have to set their ticket prices to adjust to market demand and competitor pricing. Talluri and van Ryzin (2004) state that revenue management is helpful for industries that have fixed capacity and variable demands; this is particularly relevant for the hotel industry.

To sum up, yield management is crucial because it can help hotels obtain the best profit from their scarce and perishable room inventory. It helps improve pricing, enhance hotel occupancy, boost profitability and enables the hotel to adapt to market demand changes.
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