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OFFERING ALTERNATIVES
TURN “NO” INTO A SOLUTION
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Apologise ¢ Explain e Offer e Agree ® Follow up
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Our goal is to guide the guest toward the best available solution.
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Focus on what can be done, not only on what cannot.
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A good alternative protects the guest’s main need.
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I’'m sorry, that option is unavailable. May I offer you two alternatives?
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The right alternative protects trust and guest satisfaction.
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