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CHAPTER 1 

INTRODUCTION 

1.1) COMPANY PROFILE  

 

ACCOR GROUP 

Accor provides an extensive offer including complementary brands—from luxury to economy—

that are recognized and appreciated around the world for their service quality: Sofitel, Pullman, 

MGallery, Novotel, , Mercure, and ibis. 
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HISTORY OF ACCOR 

Accor, European leader in hotels and tourism, global leader in corporate services, operates in 

nearly 100 countries with two major international activities: Accor Hospitality and Accor 

Services to corporate clients and public institutions. 

Accor Hospitality continues to grow rapidly with more than 4,000 accommodations 

worldwide. With its renowned brands serving all segments of the business and leisure 

hospitality markets, from luxury to budget. Accor from France offers lodging services tailored 

to each customer' needs. The main brands are: Sofitel, Pullman, MGallery, Novotel, Adagio, 

Mercure, Ibis. 

 

SOFITEL  

Sofitel, refined luxury hospitality, the privilege of unique addresses throughout the world. 

Sofitel is the premium brand of Accor with 180 accommodations and resorts around the world. 

An impressive number of openings in recent years have boosted Sofitel's positioning within a 

broad and well-balanced international network. Each location expresses the 'French art of living' 

through the decor, works of art and gastronomic restaurants. 

 

Sofitel, the luxury trademark of the Accor Group, is established in 51 countries in Europe, Africa, 

Middle East, Pacific Asia, and in North and South America. By the end of June 2008, there are 

161 Sofitel in the world, providing 36,237 elegant rooms. Because no country or town is like 

another, Sofitel has made each of its accommodations throughout the world a unique address. 

Associating the spirit of each place with standards of modernity, refinement, and absolute 

comfort, all combine in their own way with the inimitable French way of life. 

 

Whether their setting is a great business metropolis like Paris, New York or Bangkok, or nestling 

in the landscape in Indonesia, Polynesia or Brazil, each Sofitel offers travelers a genuine haven of 

peace. So that each guest, for an overnight stay or longer, during a business trip or for a holiday, 

can enjoy the rich variety of these unique places in comfort and tranquility. 
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SOFITEL VISION 

“Sofitel and its Ambassadors link the world with French elegance across a collection of unique 

addresses offering their guests and partners a personalized service enriched with emotion, 

performance and a passion for excellence” 

 

SOFITEL MISSION 

“Be the symbol of French elegance in luxury hospitality around the world” 

 

SOFITEL VALUES 

• A passion for excellence: Our ambition and pleasure is to strive constantly for one more 

steps towards perfection: to excel in what we do and always be able to push ourselves a 

little further 

• The essence of plaisir: Create a harmonious balance between the pleasure of feeling at 

home and exquisite feeling of being elsewhere 

• The spirit of openness: In our eyes, difference is a source of wealth. We have a taste for 

cultural mix and a thirst for everything new 

 

SOFITEL NETWORK EVOLUTION 
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SOFITEL BRANDS 

 

 

 

 

 

 

 

 

 

 

 

 

SOFITEL SO BANGKOK 

 

LOCATION 

In center of Bangkok, the hotel is located on the corner of North Sathorn and Rama IV roads. The 

hotel is a neighborhood of Lumpini Park and business district with an easy access to Lumpini 

Subway and Saladaeng Skytrain Station. 

 

ACCOMMODATION 

Total of 238 rooms. All feature a choice of Water, Earth, Wood and Metal elements. The different 

categories include 88 So Cosy, 102 So Comfy, 20 So Club, 11 So Studio, 3 So Suite Spa, 5 So 

Suite, 8 So Lofty and 1 So VIP. All rooms are featured floor-to-ceiling windows, Apple Mac mini 

media solution, 40inches LCD TV, minibar and a choice of Lumpini Park or city skyline views.  
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  Metal Element                                              Wood Element 

 

   Earth Element                     Water Element 

IN-ROOM FEATURES 

• Apple Mac Mini with wireless keyboard & trackpad in all rooms 

• iPad available for suite guests 

• Free WIFI in all rooms and suites 

• Complimentary in-room private bar 

• Illy espresso machine in So Comfy and higher categories 

• 40”inch LED TV 

• Sofitel MyBed selection 

• Exclusive room features by world renown fashion designer 

SERVICES 

Free WIFI and internet access, 24 hour Solution Center, valet parking, limousine service, in-room 

dining, bike cycle rental, yoga classes 
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RESTAURANTS & BAR 

  

Park Society & HI-SO  

Chic rooftop restaurant and bar with panoramic view 

Capacity: 120 persons 

 

MIXO    

Cocktails bar over the view of Lumpini Park 

Capacity: 78 persons 

 

Red Oven   

Features a wide array of cuisines with all day dinning 

Capacity: 120 persons 

 

 

The Water Club  

Outdoor poolside bar, serving refreshment and cocktails  

Capacity: 60 persons 

 

Chocolab   

Enjoy hand-made chocolates and fresh savories in a cosy 

atmosphere or have it gifted and ready to go   

Capacity: 30 persons 

WELLNESS 

So SPA   Best of local traditions combined with French cosmetology 

So FIT   Full-service fitness center overlooking the pool and park 

Infinity Pool  Relaxing pool with panoramic view of Bangkok 
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INSPIREDMEETINGS 

Room Size Capacity 

Ballroom  377 sqm 400 pax 

The Box  45 sqm 30 pax 

Social Room 1 75 sqm 60 pax 

Social Room 2 32 sqm 20 pax 

Social Room 3 56 sqm 30 pax 

Social Room 4 29 Sqm 19 pax 

 

UNIQUE SELLING POINTS (USP) 

• Prime location in the heart of Bangkok with easy access to public transportation and 

Lumpini Park offering a stunning view in the middle of city 

• Themed accommodation created of five elements 

• Strong design feature; Thai culture with French elegance 

• Advance technology for lifestyle and free internet access in all area 
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BOARD OF DIRECTOR – Owning Company 

 

 

 

    
 

 

Oaktree Company Limited 

Board of Director 

Verawat Ongvasith  

President & Executive Director 

 

Ronnachai K. (Advisory Board) 

 

Siriwat V. (Advisory Board) 

 

Vichai K. (Advisory Board) 

 

Mr. Kittisak S. 

Executive Director 

Kingporn S. 

Executive Director 

Tosaporn A. 

Executive Director 

 

Sakorn S.                

Executive Director 
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MANAGEMENT TEAM 

 
  

Nattakarn Gunmol 
Director of InspiredMeetings 

Juthamas Carranco 
Director of Business Development 

Sanirak Chancham 
Director of Sales - Corporate 

Sirinate Meenakul 
Suchana Sasavongbhakdi Director of MarCom 
Asst. Director of Marketing & 

Communications 

Akira Yan-Ubol 

  Gilles Cretallaz 

Director of So Guest’s Experience 

So General Manager 

Uraiporn Muangsangtham 
Assistant Director of Finance & Admin 

  Thanawan Saevisit 

 
Chief Accountant 

Sirirat Nonta 
Chuthawan Sujjaphanroj 

Director of Finance & Admin 
Credit Manager 

Yodsuwan Massakul 
Purchasing Manager 

Surat Somboonthana 
PA to So GM Pratchaya Kanphairee 

 
Book@So Manager 

TBA 
IT Manager 
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Gregory Rutherford 
Asst. Wine & Dine Manager 

Hathairat Richardson 
So Guest Manager 

Pablo Barruti 

Naphatsakan Wongphan 

So Guest Director 

So Well Manager 

TBA 
Security Manager 

Prabda Pattanasarakoo 
Director of Engineer 

Nusara Arampienlert 

 
Casting & Coaching Manager 

Banta Petchnoi 
Director of Casting & Coaching 

Niramon  Sangsawang 

Surat Somboonthana 

 
PA to So GM 

Gilles Cretallaz 
 So General Manager 

Nontpawit Thepsoonthorn 
Chief Engineer 

Director of Revenue 
Chatklao Jesdabodi 

 
Revenue & E-Commerce Manage  

Paul Smart 
Head Culinary Designer 

Joengwuk Suh 

Chidchanok Pasinpong 
Wine & Dine Director 
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1.2) SWOT ANALYSIS (Internal & External Analysis) 

 

 
 

STRENGTHS (S) 

• Easy Access  

The hotel is easy access to public transportation both Lumpini Subway Station (5 minutes walk) 

and Saladaeng Skytrain Station (10 minutes walk). Plus, only 25 km. from Suvarnnabhumi 

airport, which easy access through Rama IV express way. 

• High Brand Recall 

Sofitel is a French hotel chain managed by Accor, which first opened in Strasbourg in 1964. 

There are many hotels operated by Accor e.g. Pullman, Novotel, Mercure, Ibis, etc, however, 

Sofitel stay in the highest position for Accor Group. 

• New Hotel Opening 

Sofitel So was opened on 28 February 2012, which is only 2 years. We can consider that this 

could be the strength of this hotel since they have a very fresh products and services that could 

attract the customers 

 

 

Strengths
- Easy Access
- High Brand Recall
- New Hotel Opening
- Close to Business District Area
- Designed Hotel
- Technological Innovation
- Differentiation in Facilities
- Celebrity Market

Weaknesses
- Less Choice of Restaurants
- Limited of Car Park
- Location
- Less Number of Rooms

Opportunities
- Government Support
- Growth of Chinese Market

Threats
- Political Situation
- High Numbers of Strong Competitors
- World Economic Situation

SWOT
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• Close to Business District and Shopping Area 

The strong point of being in the business district is that the hotel can get more corporate clients to 

the hotel. There are many office buildings located around the hotel with just a few minutes walk, 

such as Abdulrahim Place, U Chu Liang Building. Those buildings contain many corporate 

companies, such as Thomson Reuter, Abbvie, The Boston Consulting Group, BNP Paribas, etc, 

which one of the main criteria to select the hotel for corporate clients is the hotel location nearby 

local office. For shopping area, the customers can reach Siam Paragon by 2.3 km., while, Silom 

nightlife is only 1.6 km. away from the hotel 

• Designed Hotel 

The hotel differentiates themselves by having a theme accommodation which built around five 

elements: Water, Earth, Wood, Metal, and Fire. The inspiration was from Lumpini Park and the 

five elements of Fenshui philosophy to create a unique and different design hotel 

• Technological Innovation 

Sofitel So is the first hotel in Asia that provide a fully integrated Mac Mini Solution based on an 

Apple platform that featuring on 40”inch LED TV, Apple Mac Mni, Wireless Keyboard, Guest 

Directory and Services. Furthermore, they also provide iPad, which available in all Suite 

categories with free WIFI throughout the hotel 

• Differentiation in Facilities 

The hotel serve a variety of facilities, which different from other hotels. For example, provide 

Mini Cooper as a hotel limousine (other hotels mostly offer either Mercedes or BMW). Plus, have 

a variety of design in one room type. For example, other hotel has a Deluxe Room, which all 

Deluxe Rooms they have are the same style and decoration. On the other hand, Sofitel So has 

many unique design in one room type. For instance, if the clients book So Comfy, they can 

choose whether they would like to stay in Water, Wood, Metal, or Earth elements depending of 

their preference.  

• Celebrity Market 

Since Sofitel So has got many chances to welcome Korean Super Star, for instance, Rain, Girl 

generation, and Super Junior. It could be an opportunity for the hotel to gain more reputation 

from the market.  
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WEAKNESSES (W) 

• Less Choice of Restaurants 

The hotel is actually has only 4 restaurants, which 2 fine dining and 2 lounges. If the hotel has 

group meeting with high number of participants, so the hotel might not have enough space for 

them because the group could not be split to other restaurant. Some hotels provide many 

restaurants in the hotel, such as Thai, Japanese, Chinese, Italian, French restaurants. Even Red 

Oven is offering International cuisine, but they might have some particular menu that the client’s 

need. Plus, if the hotel has less choices of the restaurant, the customers might go out to have their 

meal outside the hotel since there are many restaurants with all levels of service. 

• Limitation of Car Park 

Sofitel So is offering approximately 200 units for car park. When the hotel has an event e.g. 

wedding, which has a big amount of the participants, the car park might not enough for them. The 

hotel is now solving this problem by coordinate with Mazda showroom beside the hotel that the 

clients can park the car there when there is no space. However, with this weakness, the hotel 

might lost their opportunity to sell the wedding function since the host prefer to have their guest 

having an easy access to come for their wedding 

• Location 

In this situation, location of the hotel could be both strength and weakness. For weakness, since 

the hotel is located in the heart of Bangkok, which is in the corner of Sathorn and Rama IV roads, 

the clients might get a difficulty to reach the hotel because of the bad traffic for all day long 

• Less Number of Rooms 

Comparing to the competitors nearby the hotel, Sofitel So is offering less number than other 

hotels. Sofitel So is offering 238 rooms, while others are selling more than 300 rooms. The hotel 

might lose the opportunity to get a big group, such as, incentives, meetings, or MICE businesses 

 

OPPORTUNITIES (O) 

• Government Support 

From Tourism Authority of Thailand (TAT) website, they are trying to promote the destination in 

Thailand both Bangkok and upcountry. For example, they are promoting Chinese New Year 

Festival at China Town (Yaowarat), Red Lotus Sea Festival in Udonthani. TAT is aiming to 



14 
 

increase the numbers of visitors in a range from 30%-40% in 2014. In additions, the target market 

that TAT would like to attract more is middle-to-high income visitor from growing markets, such 

as, Turkey, Eastern Europe, and Africa. These can help both hotels and tour operators to get more 

clients. Therefore, with their support, the hotel does have an opportunity to get more clients, 

which can gain more revenue either 

• Growth of Chinese Market 

China is now the world’s largest outbound tourism market, and Chinese citizens take more than 

83 million oversea trips a year, according to the Beijing-based China Tourism Academy. The 

number of Chinese visitors to Thailand soared by a remarkable 93% to 1.12 million in the first 

quarter of 2013, with the country becoming the most popular destination for Chinese during the 

May Day holiday, according to TAT. With those reason, the hotel might get an opportunity to 

have more Chinese customers coming to the hotel 

 

THREAT (T) 

• Political Situation 

As we all know that political in Thailand is still unstable, it might affect the hotel not to have 

customer visiting. Plus, there are many embassy, such as Embassy of United States of America, 

Australian Embassy, Singaporean Embassies located nearby, it might effect to the hotel either if 

the political situation is occurred 

• High Numbers of Strong Competitors 

Sathorn and Rama IV area are the business district areas in Bangkok that have many hotels 

located. For example, Banyan Tree Hotel, Sukhothai Hotel, W Bangkok Hotel, Eastin Hotel, 

which all of them opened for 10 years already. Therefore, it is easily that the customers might 

select other hotels because of the same location. However, if Sofitel So make a difference to 

attract the customer, it might be possible to have more customer coming to visit the hotel 

• World Economic Situation 

There are many positive affects if the economic is running well in the market, such as, foreign 

exchange earnings, employment generation, infrastructure investment, contribution to local 

economies. On the other hand, without a growth economy or the world economic is in the bad 
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situation, it might cause the traveler not go out to travel. Therefore, hospitality industry is 

definitely caused for this reason 

 

1.3) PORTER’S FIVE FORCES MODEL (Competitive Position Analysis) 

Sofitel So has entered the market since 2012, now Sofitel So is in the period of introducing stage 

that the growing ratio is higher each year. Moreover, Accor would like to promote Sofitel So to 

upward stretching customers and serve for the loyalty customers who engage with this high 

brand. In addition to the location, Sofitel is located in the heart of Bangkok, this is the strength of 

the hotel. On the other hand, there are many luxury brands such as Sukhothai Bangkok, Banyan 

Tree, W Hotel as the big competitors.  

 

Regarding to Sofitel So concept, it is very different and unique under five elements 

accommodation themes which are designed by Thailand and French top designers, attract many 

customers who are interested in these artificial features. It is very strength of Sofitel So to 

distinguish themselves from those competitors as the urban design, outstanding atmosphere and 

vibrant location. Then the above information can be analysis as Porter’s Five Forces model into 

the table as below; 

 
1.3.1 Threat of New Entrants (Low) 

• It uses huge of investment that it is very difficult for new entry to compete in the market 

because there are many luxury hotels around. The investors have to build the hotel and 

provide fully facilities. 

Competitive 
Rivalry
LOW

Bargaining Power 
of Supplier

HIGH

Bargaining Power 
of Customer

HIGH

Threats of New 
Entrance

LOW

Threats of 
Substitute Product 

HIGH
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• Sofitel So differentiate themselves with the unique concept as the five elements that the new 

competitors have to design other concepts to distinguish their themes from current market. 

• Sofitel is one of the hotels under Accor Group which has many loyalty guests. It is the 

strength of Sofitel So to treat their Accor’ lover and attract new comers to test this brand. 

• According to an economic, currently economic situation is decelerating that effect the 

investors to slow down. 

 

1.3.2 Threat of Substitute Product (High) 

• Apart from five star hotels located in this area, there are many types of accommodation near 

by the hotel. For instance, 4 star hotels, residences, apartments, which offering the lower 

prices 

 

1.3.3 Bargaining Power of Supplier (High) 

• Sofitel So has a specific concept of architecture. Sofitel has to consult with special designer 

from France and Thailand which is a few choices to clarify and fulfill the need of this 

distinctive concept. Moreover, an artificial work has been high costs which depend on the 

designers’ satisfaction and how long they work. 

• According to above conditions, there are very few numbers of suppliers who can fulfill the 

hotel requirement that make the suppliers have more powerful to bargain. For example, the 

staff uniforms are designed by French designer and some fabric has been imported from 

France. The decoration is full of luxury and outstanding style which import some furnitures 

from many countries to matching with the concept. 

 

1.3.4 Bargaining Power of Customer (High) 

• Switching cost of customers is low because there are many choices of hotel where they can 

decide and choose for their stay. They are not only luxury hotels, but also the three or four 

stars hotels around that might be lower price than Sofitel So. 

• Sofitel So has to promote the hotel among the customers, gather them about the hotel 

information and launch the strategy to close to their target market. An important way is how 

to make them to know and understand the hotel concept, finally they decide to stay at Sofitel 



17 
 

So. Although the sales is expanding but it is limited group of customers who know this 

brand very well. 

 

1.3.5 Competitive Rivalry (High) 

• Although there are many competitors in the market, but Sofitel So can grow up with the 

higher sales volume each year. 

• Sofitel So has a loyalty program for the person who engage with the brand. It is not difficult 

to promote and compete with their competitors concerning their reputation. 

• Regarding to the themes, the five elements concept as the urban design appeals the 

customers’ attention that make Sofitel So differentiate itself from the competitors. Moreover, 

the hotel facilities are innovated to fulfill their guests’ perception with an excellent 

technology. 

• There are many luxury hotels around, if the customers prefer a different concept or they 

might not engage with any brands, then they can choose to stay in other hotels. For example, 

if the customers prefer Thai style so they will stay in The Sukhothai. 

 

A competitor set of Sofitel So Bangkok (by location) 

• Sukhothai Hotel 

• Banyan Tree Bangkok Hotel 

• W Hotel Bangkok 

• Conrad Bangkok 

• Le Meridien Bangkok 

 

1.4 ISSUE OF INVESTIGATION 

 

1.4.1 What is So Fan Club (SFC) program?  

So Fan Club is the membership program, which operated by Sofitel So Bangkok only. This 

program offers their valued customer for a selection of rewards and privileges with the special 

recognition. They can earn credit and exchange to rewards and privileges offering by the hotel 

and hotel’s partners.  
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1.4.2 Benefits of SFC to Customer 

• Membership is free 

• 15% Wine & Dine discount (food only)  

• 15% discount spa treatments at So Spa (not applicable to retail products) 

• Opportunity to participate exclusive So Fan Club event i.e. Cooking Class, Make-up 

class, etc 

• Members can earn points and exchange for a reward 

 

1.4.2 Benefits of SFC to hotel 

• To remain competitive with the client 

• To create loyalty customer from corporate and event organizer segment 

• To improve productivity on hotel direct booking channel 

• To generate more revenue from F&B and Spa from So Fan Club database 

 

1.4.3 Who is eligible and ineligible? 

Eligible Ineligible 

Secretaries & Personal Assistants  Travel Agencies 

Meeting Planners Travel Company Employee 

Event Organizer  Hotel Employees  

 The company who earn commission in incentive on hotel booking 

 Walk-in, Day-Use Customers 

 Wedding Guest 

*The bookers must be Thai Residence or Expatriate living in Thailand 

This program was operated since hotel opening in early of 2013, which it was the general 

manager’s aim that the hotel have to have a membership program for the bookers. It has never 

been operated in any hotels in Accor Hotel Group. Sofitel So Bangkok is the only one who has 

this membership program provides to the clients.  

 

Since this program has launched, there are many problems occurred. The hotel has never had a 

SOP (Standard Operation Procedure) of how to enroll membership, how to collect the point to the 
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members, what is a redemption procedure, and how to calculate points, etc. These caused to both 

hotel and customers. For the hotel, they cannot have an accurate number to forecast their budget 

or plan since the record is incorrect. For the point of view of customers, they might lose their 

benefits and trust with the hotel if the point calculation is in-correct. Below is original brochure 

that being used at this moment. 
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1.4.3 List of Problems 

• There is no Standard Operation Procedure of So Fan Club program for the hotel staff to 

follow, so it affects to both hotel staff, who involve with this program as well as 

customer since the hotel does not have clear process of operation 

• Members have never got a membership cards from to hotel. As a member, they also can 

get a exclusive discount in our hotel’s restaurant and spa by showing the membership 

card 

• The hotel has never communicated with the members about the statement balance, which 

it should be informed by monthly basis. The hotel sometimes has only verbal 

communication with the members. 

• The hotel staff does not have an understanding for this membership program, so there are 

quite numbers of mistake taking place (Both operation team and sales team) 

• The hotel does not have any record that can be retrieved about the SFC program  

 

1.4.4 Purpose of research 

The purpose of this research paper is to propose a blueprint process, which more specifically aim 

into these objectives below: 

“To form and develop blueprinting of a membership program, before approach to the customer” 
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CHAPTER 2 

LITERATURE REVIEW 

2.1) LOYALTY PROGRAM 

In the past decade, there are many firms adopt themselves focusing on customer by using 

customer formal program of customer relationship management (Pepper and Roger, 2000). One 

of the tactic of customer relationship management is to build a customer loyalty program, which 

is now spread widely into many business sections (Capizzi and Ferguson 2005). Example of the 

loyalty program which major found is airlines, hotels, retail store businesses (Rowley, 2004), and 

also slowly spreading into other consumer products, auto and entertainment business 

(Banasiewiez, 2005). Typically these programs offer financial and relationship rewards to 

customers. Two objectives of customer loyalty program is stand out (Uncles, 2003). Uncles 

suggest that one is to increase sales revenues by raising purchasing level, and/or increasing the 

range of products bought from the suppliers. Second is aimed to build relationship closer between 

brand and current customers. Central to organization’s relationship management strategy is the 

abilities of that organization to develop and enhance long-term customer relationships and to 

satisfy existing customers. Business nowadays has been tried to enhance customer retention, to 

find approaches to increasing customer spending and encourage customer to act as advisor. 

 

As per Sopanen (1996) mentioned, there six different types of loyalty as below: 

1) Monoply loyalty, where there are no available choice 

2) Inertia loyalty, where customers do not actively seek substitutes 

3) Convenience loyalty, where loyalty is solely defined by location 

4) Price loyalty, where customers are influenced by the lowest price 

5) Incentivized loyalty, where loyalty related to the benefits gained from reward cards an 

programs 

6) Emotional loyalty, where customers are influenced by factors such as brand 

In this case, So Fan Club can consider being an incentivized loyalty as it is about reward 

collected.  
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There was a study from Duffy (2003) mentioned that building customer loyalty program requires 

a business strategy, not only just a marketing program. The significant approaches are, first, the 

business has to focus on what they do and who they are. Secondly, the business creates marketing 

programs that enhance customer’s experience with the brand. Plus, this marketing initiative is 

emerging as the most effective means of finding and retaining brands’ most profitable buyers 

(Banasiewiez, 2005). Several studies reveal an importance of a program design. Roehm and 

Pullins (2002) stated that the loyalty of customers will be increased when the incentives are 

closely connected to the brand. The study of Hallberg (2004) had the similar result. Another 

aspect of successful program design is elaborated by Kivetz and Simonson (2003). They provide 

evidence that by increasing the level of effort required to receive benefits, the attractiveness of 

loyalty programs can be increased. 

 

Therefore, before embarking on a loyalty program design, companies should be wise to set long 

and short term goals to drive the initial strategy. One should avoid launching a “me too” program 

by make differentiate from other competitors. Implement a strategy from top to bottom across the 

organization. Data and customer engagement are the most important elements to focus on (Kerr, 

2009). The business should have a clear process design and a good plan of doing the loyalty 

programs; otherwise, it might not be effective and unsuccessful. One approach to representing a 

service is called service blueprinting, which was initially developed by (Shostack, 1984; 

Shostack, 1987). 

 

2.2) BLUEPRINTING 

 

2.2.1 Definition 

“Blueprinting” is defined by Cambridge Dictionary (2014) sharing information; “an early plan or 

design that explains how something might be achieve”.  

From Oxford Dictionary (2014), Blueprinting is defined as “something which acts as a plan, 

model, or template for others.” 
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As these two dictionary stated, “Blueprint” can be defined: 

• A plan, a model or design 

• Describe the process of how to achieve a certain objective 

 

2.3) SERVICE BLUEPRINTING AND ITS BENEFITS 

Service blueprinting, a technique for services management, focusing on the issue and provides a 

practical framework for improving core and support processes (Coenen, von Felten, and Schmid, 

2011). It is a method that firstly introduced by Shostack (1982) and further developed by 

Kingman-Brundage (Kingman-Brundage, 1989; Kingman-Brundage et al., 1995) to visualize 

service processes. Wilson et al. (2008) stated that:  

“A service blueprint is a picture or map that accurately portrays the service system so that the 

different people involved in providing it can understand and deal with objectively regardless of 

their roles or their individual point of view”. 

 

Blueprinting gives management the opportunity to improve their process steps and dependent 

interrelationships between core and support processes (Coenen, von Felten and Schmid, 2011). 

Furthermore, blueprinting offers helpful technique to visualize the most relevant process steps 

that create value for the customer. It can contribute insights into the integration of main and 

support processes within organization (Coenen, von Felten and Schmid, 2011). Moreover, a 

blueprinting allows everyone in the organization to visualize an entire service process, and its 

underlying business process. Firms that are successful in new services develop blueprints 

consistently using systematic design and development process (Bitner et al., 2008). Kerr (2009) 

also mentioned that service blueprinting is about an operational which can be implemented to 

improved overall process.  

 

Service blueprint process is successful only if it results in a blueprint that helps the service 

provider to offer standardized solutions to customers, ensuring though the necessary flexibility 

that will enable frontline employees to offer effective response to individual needs. (Kostopoulos, 

G. Goubaris, S. and Boukis, A., 2012) 
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In addition, it is commonly used to represent service processes. The customer-focused perspective 

of blueprinting is very useful in understanding the critical touch points driving service 

satisfaction. Service blueprint can be effectively used in tandem by service organization desiring 

an improved service outcome. (Milton, S. and Johnson, L., 2012). Three organizational 

characteristic are found to be important drivers of success for a company’s blueprinting effort: 

market orientation, service design formality, and service climate. (Kostopoulos, G. Goubaris, S. 

and Boukis, A., 2012). 

 

2.3.1 Service Blueprinting Components 

Service blueprinting is essentially represent the crucial aspect of a repeatable service process 

involving many actors and a customer (Bitner et al., 2008). Shostack (1984) suggested that 

blueprinting a service involves examining several issues. These are identifying processes, 

isolating fail points, establishing a time frame, and analyzing profitability.  

Mentioned above by Zeithaml et al. (2006), a service blueprint visually displays the activities by 

showing the process of service delivery. The points of customer contact, the role of customers 

itself and employees, and the physical surrounding of the perceived process are the component 

during the service process. A blueprinting provides a way to break a service process down into its 

components and to characterize the steps or tasks in the process, the means by which the tasks are 

executed, and the evidence of service as the customer experience it. 

 

Service blueprinting is not as complex or as formal as some business process modeling tools. 

Blueprints are relatively simple and their graphical representations are easy for all stakeholders 

involved – customers, manager, front line employees – to learn, use, and even modify a particular 

process. It upholds the focus on human-to-human and human-to-technology interfaces, rather than 

at the software engine, allowing service designers to drill sown into the form without losing the 

connection to customer actions and process. 

According to Fliess and Kleinaltenkamp (2004), service blueprinting can be described as two 

dimensions of service process. The horizontal axis represent the chronological of action, which 

conducted by customers, while vertical axis is represented the action in different action of service 

provider.  



26 
 

Therefore, main components or actors of service blueprinting are: 

• Customers (Zeithaml et al., 2006; Fliess and Kleinaltenkamp, 2004; Shostack, 1981; 

Milton, S. and Johnson, L., 2012; Bitner et al., 2007) 

• Contact Personnel (Front stage employee) (Zeithaml et al., 2006; Fliess and 

Kleinaltenkamp, 2004; Shostack, 1981; Milton, S. and Johnson, L., 2012; Bitner et al., 

2007) 

• Support Personnel (Back stage employee) (Zeithaml et al., 2006; Shostack, 1981; 

Milton, S. and Johnson, L., 2012; Bitner et al., 2007) 

• Support Process (Shostack, 1981; Bitner et al., 2007) 

• Physical Evidence (Shostack, 1981; Bitner et al., 2007) 

 

The structure of the organization will be made clear by the way the actors are ranked vertically on 

the left hand side of the blueprint. The customer’s path (the way in which the customer thinks and 

behaves) is starting-point of notation of the process. The one goes from left to right on the process 

map. A simplified example showing the structure of service blueprint is given in Figure 1. 

 

Figure 1: The structure of Service Blueprinting 

      

     Physical Evidence 

 

Customer 

------------------Line of Interaction---------------- 

Front Line Employees 

-----------------Line of Visibility----------------- 

------------Line of Internal Interaction---------- 

Support Staff 

-------------Line of Implementation------------- 

Management 

 

 

Service Provider’s Path 

Customer’s Path 

Customer’s Path 



27 
 

There are 4 lines in service blueprinting: the line of interaction, the lines of visibility, internal 

interaction, and implementation. This is how on service blueprinting as a crossing of the line that 

separates back-stage from front stage actions. (Milton, S. and Johnson, L., 2012). As well as 

Bitner et al (2007) described the line that separate the actions of five components as below: 

 

The “line of interaction” separates customer action area from service provider area, representing 

the direct interaction between customer and supplier. Above the line, it show activities, which 

performed by the customer (Bitner et al, 2007).  

 

The “line of visibility” differentiates between action visible and invisible to the customer. Above 

this line, actions and decisions carried out by front stage employees are shown (Bitner et al, 

2007). The line of visibility promotes a conscious decision on what customers should see and 

which employee will be in contact with customers (Bitner et al., 2007). 

 

The “line of internal interaction” shows the correlation between front stage and back stage 

employee activities. Support processes which are necessary to aid front stage employees in 

delivering the service are carried out beneath the “line of internal interaction” (Bitner et al, 2007).  

 

The “line of implementation” distinguishes between planning, managing and controlling support 

activities (Fliess and Kleinaltenkamp, 2004). The groups of people within the organization that 

are directly involved in the business processes will be easily recognized as a result of this line 

(Verboom, Van Iwaarden, and Van der Wiele, 2004). Anyway, blueprinting approach can be 

adjusted depending on the type of service for which the technique is used.  (Kostopoulos, G. 

Goubaris, S. and Boukis, A., 2012) 

 

The line of internal interaction clarifies interfaces across departmental lines, with their inherent 

interdependencies, thus strengthening continuous quality improvement. Service blueprinting 

stimulates strategic discussions by illuminating the elements and connections that constitutes the 

processes. It provides a possible basis for identifying and assessing cost, revenue, etc. in each 

element of the processes. Finally, service blueprinting facilitates a top-down, bottom-up approach 
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to quality management. It enables managers to identify channel and support quality improvement 

effort of employees working in both front-line and support teams. Employee work teams can 

create blueprints and thus more clearly apply and communicate their experience and suggestions 

for improvements. 

 

2.3.2.1 Customer Action Area 

Building blueprints typically involves clearly communicate the process or sub-process to be 

blueprinted. Many companies often modifies processes to for the needs and wants of different 

target customers, and thus it is important to specify which segment of customers is the focus of 

the specific blueprint. Once this has been decided, the actions of customers should be draw up 

first, because this component serves as the basis for all other elements of the blueprint. Customers 

are recognized as important in the general business process literature. For example, Davenport 

(2005) suggested: 

 

“A business process is simply how an organization does work – the set of activities it pursues to 

accomplish a particular objective for a particular customer, either internal or external.” 

 

According to Gummersson and Kingman-Brundage (1991), the technique described offers several 

benefits. Most importantly, it illuminates the customer’s role in the service process and provides 

an overview so that employees and internal units can relate what they do the entire, integrated 

service system. It is also able to identify potential failure points, describing weak links of chain of 

service activities, which can be the target of continuous quality improvement. The line of 

interaction illuminates the customer’s role and demonstrates where the customer experiences 

quality.  

 

Blueprinting focuses on service plan which the outcomes and processes must be effective. It 

should be involved between the customer and the firm that how the customer gets a clear 

understanding, and how experience builds via touch points with the firms.  
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2.3.2.2 Employee Action Area (Front & Back Stage) 

To be success in implementation of service blueprinting, all employees that involved during the 

service delivery process must understand their role and coordination successfully (Bitner et al., 

2008). There can only be achieved, if these employees keep customer service as their main 

priority, which implies a service-oriented climate in the company. (Kostopoulos, G. Goubaris, S. 

and Boukis, A., 2012).  

 

Furthermore, the employees have to understand needs and want of the customer as well, so they 

would know what action should be during the process. The contact employee both back stage and 

front stage, can action, followed by support processes. At this point, links can be added that 

connect the customer’s action to employee action, and to needed support functions.  

 

However, any blueprinting attempts fail if consumer’s preference and potential behaviors are not 

incorporated in the blueprint. For example, if the time and quality standards in the blueprint are 

not calculated based on extended customer information, they will not be realistic and hence they 

will not enable effective employee’s response. (Kostopoulos, G. Goubaris, S. and Boukis, A., 

2012) 

 

2.3.2.3 Physical Evidence Area 

Service Blueprints has physical evidence as front-stage indicators to customers of service quality 

and to constrain customer actions by carefully designing the service process. (Milton, S. and 

Johnson, L., 2012). Bitner (1992) also suggested that the outcome will be shown to be a key 

element in the customer’s evaluation of service quality. 

 

2.3.2.4 Management Area 

Because service blueprinting has been applied to various service processes and used for different 

purposes, the blueprint itself is not uniformly structured (Baum, 1990; Kingman-Brundage, 1995; 

Kingman-Brundage et al., 1995). Support activities are directly related to the service process 

performed by the contact personnel for a specific customer. Management activities are also 

related to the specific service process, but can also be used to direct numerous service processes. 
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In the management area, activities such as the allocation of resource, the conduct of employee 

surveys or the preparation of revenue reports can be found. These activities also take place while 

the service operations are being conducted 

 

It is very important for this component since the question can be raised up from the management 

is “how is the organization performing?” (Verboom, Van Iwaarden, and Van der Wiele, 2004). 

Thus, the result of the business service process will be in this stage, which the company should 

have the criteria to measure whether the strategic being used during the blueprinting is effective. 

 

2.3.2 Design Process 

As per Shostack (1984), the design process involves four steps as follow: 

1) Identification of all necessary processes 

2) The isolation of fail points 

3) The establishment of time frames 

4) A cost – profit analysis 

 

2.3.3 Antecedents of Service Blueprinting Effectiveness 

1) Market Orientation 

In order to have a successful service delivery process, the organization must explore and 

get customer’s information as much as possible (Randall, 1993). Then, these information 

should be analyzed and disseminated to all function within the company (Baum, 1990). 

In order to achieve this, the company must collect all necessary information on 

customer’s potential behavior and interaction with front line employees in order to 

include it in the blueprint. Therefore, the knowledge on customer behavior and 

preference will be transferred from customer contact employees through the blueprints 

(Vargo and Lusch, 2004)  

 

2) Design Formality 

From the Martin and Horne (1993) and Edvardsson (1995) studied, the degree of 

formality in all steps of a new service development process, including the service design 
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stage, influence positively the effectiveness of the process. An accuracy during the 

process is necessary in order to ensure that necessary standardize of resulted service 

delivery process, which is one of the dimension of Service Blueprinting effectiveness.   

 

3) Service Climate 

A service-oriented climate is not only necessary in the service blueprint design stage but 

also in its implementation from customer contact employees. Any information included 

in a blueprinting, no matter how detailed is it, it cannot offer value to customers unless is 

implemented by employees that are aware of how important delivering value to 

customers is and are willing to do their best in order to accomplish it (Bitner et al, 2008). 

Thus, the outcome of service blueprinting process can only be successful if front line 

employees work in climate that promotes and valued the provision of high quality of 

customer service. 
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CHAPTER 3 

RESEARCH METHODOLOGY 

 

3.1) RESEARCH INSTRUMENT 

The methodology applied for this study has been chosen is qualitative method. In order to acquire 

information and deduce conclusions about this quality process of blueprinting, which this method 

has been chosen to find out the answer in-dept whether those factors in literature review is 

relevant. Morse (2003) pointed out that qualitative methodology is used when little is known 

about a topic, the research context is poorly understood, the boundaries of a domain are ill 

defined, the phenomenon under investigation is not quantifiable, the nature of the problem is not 

clear, or the researcher suspects that the phenomenon needs to be re-examined.  

 

Another reason why qualitative method has been chosen is that it provides much more detailed 

information than what is available through other data collection methods, such as surveys. 

Furthermore, there is an ability to ask some spontaneous questions are sensitive to participants 

needed to express themselves. They also may provide a more relaxed atmosphere in which to 

collect information – people may feel more comfortable having a conversation with the 

interviewer as opposed to filling out a survey. Therefore, qualitative method is the best way to 

find out the information of the way of having effective service blueprinting process in business. 

 

The technique of personal interviewing is undertaken in order to reach the mentioned objectives 

since it is the most versatile and productive method of communication, enabled spontaneity. For 

the purpose of this project semi-structured face to face interview was contacted. The samples is 

the hotel staff who involves with this loyalty program. 

 

3.2) DATA COLLECTION 

Data was gathered from semi-structured interviews with the respondents on an individual basis. 

The interview guide was focusing on the factors of how effective service blueprint should be, 
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which indicated in the previous section. The interview was conducted with one respondent at a 

time within the hotel. All interviews were conducted by one interviewer. Each interview lasted 

approximately 30 minutes. 

 

3.3 THE SAMPLING METHOD 

There are 14 populations, but sample is 8 persons, which there are two departments with different 

levels as below: 

3.1.1 Sales Department (6 persons) 

3.1.1.1 Director of Sales 

3.1.1.2 Sales Manager – Corporate 

3.1.1.3 Assistant Sales Manager - Corporate 

3.1.1.4 Sales Executive – Corporate 

3.1.1.5 Sales Coordinator - Corporate 

3.1.1.6 Assistant InspiredMeetings Planner 

Reasons: 

• All these sales persons is directly contact persons with the clients 

• All of them need to present and introduce So Fan Club program to the clients, so they 

involve since the first step, which is enrollment process until the end. Sales persons have 

to understand and know the movement of processes 

• As position mentioned, there are two different sections, which are Corporate and 

InspiredMeetings. Corporate Sales have to deal with corporate bookers, while, 

InspiredMeetings Planner is a main contact person with an event organizer 

3.1.2 Reservation Department (2 persons) 

3.1.2.1 Senior Reservation Supervisor 

3.1.2.2 Junior Reservation Supervisor 

Reasons: 

• Reservation department involved during the reservation process 

• They need to have well-understanding of So Fan Club program as they are the main area 

for point collected (without them, the clients will not be able to get the points) 
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CHAPTER 4 

RESULT AND DISCUSSION 

 

4.1) DATA ANALYSIS 

 

4.1.1 CURRENT SERVICE PROCESS 

According to the observation from the researcher, the current process shows in Figure 2 does not 

specific in details of each process to the staffs.  

From the figure 2, it can explain as details below: 

• Started from enrollment process, Sales person promotes SFC in briefly details to the 

bookers, and collect customer data. Then, sales person pass client’s data to SFC leader 

via email. Later, SFC leader create profile in Opera system (putting SFC membership 

number). Then, finishing by send the email to booker, informing SFC number. 

• Then, the reservation process, once the reservation team got a booking request either 

from sales person or directly from the clients, they will attach booker’s name into the 

booking system (however, they sometimes did not put it) 

• Point checking process, if there is any request from the customer to check their point 

(either by phone or email), SFC leader will inform them back either by email or by phone  

• Lastly, the redemption process, once got an inform from the bookers that they would 

like to make a redemption (by phone or by email), SFC leader will retrieve the report and 

got coordination with purchasing department to get a reward. After got a reward, SFC 

leader will hand it to sales person in order for them to hand it their clients   

 

From the Figure 2, we can see that the process is not clearly in detail, hence, it caused both the 

hotel and the members. From the hotel aspect, the staff should have well-understanding about the 

program in order to have well-communicated with the clients. If not, the hotel may caused not be 

able to gain more loyalty customer, to improve productivity, and to generate revenue for the hotel 
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from SFC database. On the other hand, from the customer point of view, they definitely expect to 

get full and correct program information of the program. Plus, if they spend the money with the 

hotel, they will expect to get their points correctly either. The researcher concerns about the 

quality of service process provided to the clients as it is very important to make them a 

satisfaction. Therefore, the process needs to be improved for better quality of service. 
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Figure 2: Current Blueprinting Flowchart of So Fan Club Program 
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4.2) DISCUSSION OF FINDINGS 

 

To accomplish the purpose of the research, which is “To form and develop blueprinting of a 

membership program, before approach to the customer”, here below is the description from what 

the researcher found by using qualitative methodology. 

 

Referring to the information from appendix A, B and C at the back of this research, our 

participants firstly described their job description and how are their position concerning with So 

Fan Club program. Also, the researcher also seek out that how long they work in this hotel, so it 

makes the researcher knows that how do they familiar with the program. By half of them have 

been working at Sofitel So Bangkok more than one year, and the rest was just started for a few 

months. In additions, all of them already familiar with SFC program since their work scope are 

dealing directly about So Fan Club. Their work concerning with program mainly is to promote 

the program, to enhance client’s loyalty, to deal with corporate bookers, etc. Therefore, to 

conclude the finding, the research will separate into 4 processes as follow: 

 

4.2.1 Enrollment Process 

During the enrollment process, all of the respondents agreed that the sales person needs to 

promote the SFC program in generally, such as the overview, what are benefits and rewards 

scheme, how to collect the points, and to redeem. One of them said that: 

“I think for the first step, we only need to introduce in general. For example, the 

overview, who is eligible for the program?, how they can get the points, and 

examples of rewards they would get. We don’t need to go deep in details since 

SFC leader will send all information to them again.” 

SFC leader hands rewards 
to sales person 

Sales person hand rewards 
to the booker 
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It means the sales person firstly need only the introduction of the program since once they agreed 

to enroll, all the information in details will be sent again after. Furthermore, another good thing 

when promote the SFC program is that it is FREE program to enroll. 

“Firstly, I need to tell them that this is a free program, they do not need to pay to 

be a member. Then, we need to tell them about the benefits. We need to explain 

them that the money they spend on the event, it is finally turn back to them as a 

reward.” 

Next, once the clients agreed to enroll, the information that the sales person should collect from 

the client mainly is name, position, company name, telephone number, address and email address. 

However, there is one respondent gave more specific details that can be possible for the hotel’s 

database, she mentioned: 

“What I think is that we should have it as a customer database, definitely the 

name, last name, position, company name, telephone number, email address, 

mobile phone, birthday. If possible to be more details, preferable to have like 

marital status, anniversary date, what are the hobbies, what are their preferred 

activities? It will be very helpful if So Fan Club could arrange the special 

activities to the members to strengthen relationship” 

Furthermore, what all respondents agreed is that the response time and the way of communication 

should be by email and the response time should be within 24 hours. 

“We should send an email to the client right after we enroll them as a SFC 

member, so to let them know they are the member, and know all the benefits” 

“It should be within 24 hours because they will feel that the hotel already 

responded on their request. If it’s more than 1 day, I think they might feel that 

they are not important since we have delay response” 

 

 4.2.2 Reservation Process 

For the reservation process, the researcher also interviewed the persons who are from the 

reservation department, so that the details will be more specifically. From the interview, all of the 

respondents agreed that reservation members also are able to encourage the client to be a SFC 



39 
 

member. However, the staff themselves has to understand the overview of the program first, so as 

to deliver the correct information. Moreover, all of them agreed that, it would be great, if the 

member could mention their SFC number every time when making reservation. The reason is that 

they can save the time. They do not need to verify whether this person is being a member and so 

on. 

 

During this process, it is very important since whether the client will get the points or not, it 

depends on the action during the process. Every respondent agreed that reservation members 

should not forget to attach booker name into the booking system. Otherwise, it will be affected 

both the hotel and the clients. The hotel may lose trust, and lose opportunity to get more business, 

while the client will upset since they lose something that they are supposed to get.  

“It’s totally affect. No booker’s name attach means no SFC points. No SFC 

points, but they send us the room night means that we are cheating on members. 

Means that we could not deliver the promise as we talked in the beginning or 

follow the information we gave. It’s such a trouble for them. Therefore, we need 

to make sure that all corporate bookings or the booking from any other channel 

should attach the booker name” 

Another important thing that the researcher got during the interview is that the hotel has the way 

for the client to ensure that they will get the SFC points. The respondents suggested that it is 

better to inform in e-confirmation letter that they already received the points from this certain 

booking. Hence, this is another way for staff to make sure that they will not forget to put the 

booker name in the system.  

“Right now, we have not done anything for the clients, like to inform them that 

we already collect the points for them. But however, what I would suggest if we 

could do is that we mention in the booking confirmation letter that we send them. 

We could inform the things like we already collect the SFC point for this booking, 

and also need to inform them that if this booking is cancelled, the points will 

terminate automatically.” 
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4.2.3 Point Checking Process 

For the point checking process, the respondents prefer the clients to have an ability to check by 

their own, such as online website. However, since the hotel still does not have the supported 

system, so SFC leader will be another choice for the client to check the point. To let the client 

check by their own seems to be the best way actually. Mentioned by all of the respondents, said 

that sales person or SFC leader may not be reached at all the time. Therefore, if the members 

would like to check the points during the holidays, so it is better for them to have this tool to 

access and go through whatever they want. 

 

To have an easily conclusion for this process. When the clients request for checking the point, 

SFC leader should respond the clients by email within 24 hours. In additions, point balance of 

each member should be send and update to the client quarterly by email. However, some of them 

stated that it should be by monthly; so that the member will get updated from the hotel more 

frequency.  

“Personally I believe quarterly basis is good because it’s also not every 

individual member books the hotel so recently or so high room night every month. 

Hence, quarterly is good enough for the hotel to communicate back with the 

member about the point, but if the hotel could make it by monthly basis also 

would be good. Some bookers, they might not be interest or not be contact the 

hotel for the redemption, but it would be good for them to have the information 

and then accumulate to double check with the hotel once they redeem. Therefore, 

to me, quarterly is enough, but if monthly is possible, it’s going to be good” 

 

4.2.4 Redemption Process 

For the redemption process, the researcher found out that there are some forms need to be raise 

up, for instance, redemption request form, sign form when receive the prize, etc (The forms are 

raised in Figure 7 and 8). The reason of having this form is that to be a supported document for 

the hotel that we respond on the client request, to be ensure that they already received the prize. 
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“Yes I think it’s important to have document from the redemption. It could be the 

redemption request form that has a signature of the person who redeem this 

prize. So this could be evidence that this redemption is made by the certain 

person, by the certain time, on the certain date” 

“I think it’s all about the record. So for SFC leader, if you already get the prize 

already for the client. In this case, I believe that sales person will be the one who 

deliver to the client, so then the leader give the prize to the sales person, you need 

to have a record as well that the prize received when, and who is taking this prize 

from the leader, to what client in your log book. Then, the sales person deliver it 

to the client, so it would be good to have a document to show that the clients 

already took to prize already. So that document could be a paper that could be 

delivered back to the hotel, to SFC leader as a record that the process of 

delivery, the prize has been delivered and the members already got the prizes.” 

Then, the sales persons themselves need to be the one who deliver the prize, so as to gain more 

and maintain the relationship with the members. Plus, the prize should be delivered to them within 

3 weeks after they request of redemption. 

“It’s again very up to case by case. If the guest’s not in Bangkok, in that case 

somehow mail will be the best way. But somehow if the members are in Bangkok, 

sales person can deliver to the client, so that could give us a chance to strengthen 

the relationship, and visit the client more as well. And give us a chance to 

communicate even furthermore apart from SFC, which is any special promotion 

from the hotel. Again, if the prize could not be deliver like big size, so that could 

be delivering by the deliver service.” 

Therefore, a new service blueprinting of SFC has been developed in Figure 3. The structure of the 

organization is ranked vertically on the left hand side of the blueprinting. There are three section 

concerns which are sales person, reservation member, and SFC leader. The customer path shows 

above of the way in which the client thinks and behaves. The process will be gone from the left to 

the right of the process.  
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According to the flowchart in the figure 3 that identified the steps of the activities of enrollment, 

reservation, points checking and redemption process to be developed. However, it may not 

enough to have this flow chart without any guideline of each step to follow. Therefore, Standards 

Operation Procedure (SOP) is raised up to specify further details of each process. This guideline 

can be followed by both front and back line staff, so that to enhance more understanding in each 

process.  

 

4.3 STANDARDS OPERATION PROCEDURE (SOP) 

The SOP describes below is from the interview result, which it can separate into 4 sections 

(Enrollment, Reservation, Point checking and Redemption Process). In each section, it will 

explain step by step for both front and back line staff to follow. In addition, there are some 

sections that also specify the details needed from the client, such as during the enrollment process 

and redemption process. Moreover, the forms that the respondents mentioned during the interview 

has been form up, such as application form, redemption request form, and sign form when deliver 

prize to the client, etc.  

 

4.3.1 Enrollment Process 

1) Sales person promote SFC program to the client 

o Sales person have to inform the general information and benefits to the 

clients at the first approach. Sales person should state below information to the 

client: 

 SFC is free enrollment 

 What’s So Fan Club Program? 

 What’s benefits and privilege? 

 What’s the reward? 

 How to get the points? 

 How to redeem the prize? 
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o Sales person needs to inform client to inform their membership number every 

time when send the hotel reservation (if possible) 

 

2) Sales person gets client’s information 

o Once client agreed to enroll, sales person must get client’s information as much 

as possible in order to key in Opera system, for instance,  

 Company name 

 Full name  

 Position  

 Telephone number 

 Email address 

 Address 

 Birthday 

 Marital Status  

 Anniversary date 

 Preferred Activities 

 Potential for sending the booking 

o Sales person can ask the client to input the application form for the client to 

fill-in (example in figure 4) 

3) Input in Opera system & hand a hard copy of application form 

o Sales person must put client’s information in every tab in Opera system (use 

the information from application form) (Figure 5) 

o Sales person needs to input all the information by themselves (or Sales 

coordinator) 

o After finished this input, sales person must capture screen of this Opera 

system and send email to SFC leader to make enrollment 

o Sales person must hand an application form that already filled to SFC leader for 

a record 
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4) SFC leader makes an enrollment 

o SFC leader need to make an enrollment within 24 hours after received the 

request either from sales person or reservation member 

o SFC leader needs to keep the record of application form as a reference 

 

5) SFC leader send email to the client 

o SFC Leader needs to send all the information about SFC program to the clients 

by email within 24 hours 

o The email should copy with sales person who is taking care of that client 

o The email should include the information below: 

 Membership number 

 Their full name 

 Benefits and rewards list 

 Terms & Conditions 

 Welcome Letter (Figure 6) 

 How to earn point? 

 How to redeem points? 

4.3.2 Reservation Process 

1) Make a reservation 

o Reservation staff needs to verify whether this client or booker is being a member 

of SFC.  

o If not, they need to inform Sales Person to introduce themselves and SFC 

program (or they can encourage the client to be a member by themselves) 

2) Attach booker name in the system 

o Reservation staff needs to attach client’s name every time in booking system 

o If the client also send their SFC number, reservation member needs to recheck 

again whether it’s the right person 

3) Send e-confirmation letter 
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o Reservation staff needs to mention the membership number when send the 

client back for the booking confirmation letter 

o Also needs to mention that this their points has been collected from this 

booking. If the booking is cancelled, the point will terminate automatically 

o Confirmation letter should be returned to the clients within 24 hours 

 

 

4.3.3 Point Checking Process 

1) Sales person acknowledge back to the client 

o Once sales person got a request to check their point, sales person should send 

email back to acknowledge and copy to SFC leader 

2) Sales person hand the request to SFC leader 

o Once SFC leader received the copied email, he/she must check the client’s name, 

membership number whether it is the right person 

3) Inform point balance to the client 

o SFC leader must inform member’s point balance within 24 hours by email and 

copy to that sales person 

o The email should include: 

 Client full name 

 Membership number 

 Point balance as of when 

 Prize list 

 

4.3.4 Redemption Process  

1) Ask the client to send the email 

o We should get the redemption request form from the client, when making 

redemption by email with their signature (Figure 7) 

o In the form, the client should provide the information below: 
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 Their name 

 Their membership number 

 Point to redeem 

 Selected prize 

 Their signature 

2) Hand the request to SFC Leader 

o Sales person can forward form or the requested by email to SFC leader to 

process 

 

3) Send an email back to reconfirm 

o SFC Leader needs to send an email for the details of redemption back to the 

client every time they request. It should includes: 

 Client’s name 

 Membership number 

 Point to redeem 

 Selected prize 

 Point balance after redemption 

o Client is needed to be inform that the prize will ready within 3 weeks 

4) Get reward and create sign form 

o Once SFC Leader needs to create a form for Sales Person and Client to sign 

when receive a reward (Figure 8) 

5) SFC leader hand a reward to sales person 

o Sales person need to sign on the form to acknowledge that they already received 

the prize from SFC leader 

6) Sales person hand a reward to the client 

o Sales person needs to deliver a reward to the clients by their own within 3 

weeks after request 
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o Sales person needs to ask for client’s signature to sign on the form when 

received the prize 

o Sales person needs to deliver a prize by their own. If the client is not in 

Bangkok, they can deliver the reward by post mail.  
 

 
 

 

 

 

 

 

 

Figure 4: Membership Application Form 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Membership Application Form 

Mr.  Mrs.  Ms.  Khun 
 
First Name: 

Last Name: 

Date of Birth: 

Marital Status:   Anniversary Date: 

Company Name: 

Company Address: 

 

Home Address: 

 

Tel:    Fax: 

Mobile:  

E-mail Address:  

Preferred address for all mailing: Home  Office 

 
Questionnaire 

What kind of service do you usually use?  
(can select more than one) 
 Accommodation  Banquet/Meeting 
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Figure 5: Screen shot from Opera system 
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Figure 6: So Fan Club e-welcome letter  
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Figure 7: Redemption request form 
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Figure 8: Redemption Form  
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CHAPTER 5 

CONCLUSION 

 

5.1) Conclusion 

To conclude this research, we found out that having clear service process is very important for the 

service industry. It is an important issue that every service provider needs to focus on. In this 

paper, the researcher provides and develops a service flowchart of loyalty program based on 

service blueprinting. Every step of service also has the details for the staff to follow. By missing 

one step, the service provider may lose the opportunity to increase or maintain client’s 

satisfaction or their loyalty.  

 

Moreover, in this research, the researcher first identifies both internal and external analysis of the 

hotel and find out the problem. Secondly, blueprinting has been identified to be a model to 

support a service blueprinting creation. Then, a service flow chart is developed, plus, a Standard 

Operation Procedure (SOP) is formed up to specify more details of this service process.  

 

In Standard Operation Procedure (SOP), it describes the details in dept of each step in each 

section. Timeline, required document and the details that should be included during the 

communication between the hotel and the client are mentioned in the SOP. Therefore, the SOP 

makes the staff easy to find out what policies and procedures are in place to handle. Furthermore, 

when a key staff member is on leave or not be able to reach for some reason, by referring to the 

SOP, someone else can take over the urgent tasks and do them correctly. In this SOP, there are 

some new ideas that have been raised up from the respondents as well. 

 

The researcher structures up the forms, which get the criteria from interview result. Those are 

application form, redemption request form, and sign form when deliver the prize. For example, 

during the enrollment process, the researcher got details that could be useful for the hotel. Hence, 
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to have forms set up in each service process would have the hotel to have more ideas, to have an 

evidence when communicate with the customer.  

 

Therefore, all mentioned above are the process that has been developed from what the hotel has in 

the beginning, Hence, having clearly service process is method that every service provider needs 

to have so as to increase and main client satisfaction. In this case, this will be one of the many 

methods that the hotel can maintain and strengthen the relationship with their clients.  

 

5.2) LIMITATION AND FUTURE RESEARCH 

Although this research was carefully prepared and reached its aims, there were some unavoidable 

limitations.  

 

First of all, the research was conducted in a very short period of time. It is not enough for the 

researcher to study on those information and find out more interviewee for this research. It would 

be better if it was done in a longer time.  

Second, the population or sample of this research is too small by having only 9 respondents might 

not enough to find out more information. Moreover, the researcher may need to seek out more 

respondents in every department concern with this membership program, which the researcher 

may see the different opinions to develop the process more efficiency. It would be the 

recommendation for future research as well. 

Thirdly, this research paper has only focused on the flowchart mainly on front stage. There are the 

back stage as well that could be developed this service process to be more effective. By using 

blueprinting approach, it can be a useful tool to set up and improve overall experience of service 

process.  

 

5.3) IMPLICATION OF THE RESEARCH 

5.3.1 Blueprinting helps the staff to understand more about working process 

5.3.2 Service process can identify problem that could happen in each process 
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5.3.3 Blueprinting can be adapted into many kinds of service process, such as, restaurant, front 

office, housekeeping, etc. The aim of having service flow chart or blueprinting would be 

the same which is to have clearer process to enhance productivity 
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APENDIX A 

Interview question 

1) General Questions: 

1.1 May you please explain your work scope? 

1.2 How long have you worked with Sofitel So Bangkok? 

1.3 How your position involve with So Fan Club program? 

 

2) Specific Questions: 

2.1 Enrollment Process 

2.1.1 How should sales person promote the program to the clients / What kind of information 

need to be given? 

2.1.2 Please list the example of clients profile that you think that you should have it as a 

customer database 

2.1.3 What is the most proper way for sales person to pass client’s information (client’s 

profile) to SFC leader? 

2.1.4 Once SFC Leader enrolled the client, what should be the next step? 

2.1.5 What should be the first message delivered to the clients once they are the members? 

And which way of communication should be? Email? Mail? Telephone? Or else? 

2.1.6 Apart from you as a sales person, is there anyone or any other departments that can 

encourage the clients to enroll to this program? 

2.1.7 Once bookers agreed to enroll, what is the respond time for SFC leader to send SFC 

number? Within 1 hour? 3 hours 24 hours or else? 

2.1.8 Can you please advise the step on enrollment in details? What is the most proper way 

you think? 

2.2 Reservation Process 

2.2.1 Do you think the reservation team needs to understand the program? Why? What is the 

importance? 

2.2.2 Do you think reservation team is able to encourage the booker to be a member? 

2.2.3 Should the clients mention their SFC number every time when making reservation? 

Why? 
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2.2.4 In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

2.2.5 How can the client ensure that they will get the points from the bookings they sent? 

2.2.6 Do you have any recommendation about the reservation process that could run more 

effective? Please advise an effective process step by step. 

2.3 Point Checking Process 

2.3.1 What is the best way for the clients to check their point? 

2.3.2 Should the clients have an ability to check by their own? Or it is better for them to get 

the information from SFC Leader directly? 

2.3.3 What is the time range of communication with the members about the points balance? 

By monthly basis, quarterly basis, or else? 

2.3.4 May you pleased advise step by step of point checking process between the hotel and 

the clients? 

2.4 Redemption Process 

2.4.1 Do you think the hotel need document from the customer for making redemption? If 

yes, what is the importance of having those document? And what are those documents? 

2.4.2 What is the best way of communication when making redemption? And what 

information should be included? 

2.4.3 How long should the client gets rewards once making redemption? 

2.4.4 What should be the process when delivery the reward from SFC leader to Sales Person, 

from Sales Persons to members? 

2.4.5 Do you think you yourselves should be the person who deliver the rewards or by post 

mail or else? 

2.4.6 Any other suggestion during this redemption process? Can you please advise step by 

step? 

2.5 Other Questions: 

3.1 Is there any other process that you think we have to add on to make it better? 

3.2 What is an importance of having Standards Operation Procedure for this So Fan Club 

program? 
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3.3 What could be the benefits to the customer and to the hotel of having this clearly 

process? 
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APENDIX B 

 

1ST
 INTERVIEW: DIRECTOR OF SALES – CORPORATE (DOS) 

Interviewer: May you please explain your work scope? 

DOS: My job is the Director of Sales – corporate. What I do.. I do take care of the 

corporate team, and drive the team to reach the target as per hotel’s direction and 

positioning 

Interviewer: How long have you worked with Sofitel So Bangkok? 

DOS:  I have been working here for one and a half years 

Interviewer: How your position involves with So Fan Club program? 

DOS: SFC is actually the booker program, and the bookers are mostly from corporate, 

from embassy, and from the government section. All those bookers or 

secretaries, or anyone concern with the hotel booking for their guests, so this 

program is actually directly concern with my department. And also it is a good 

tool for our team. 

ENROLLMENT PROCESS 

Interviewer: How should sales person promote the program to the clients / What kind of 

information need to be given? 

DOS: We should promote this program to the potential bookers, the one who has 

potential to use hotel’s product and service, such as, book a room, book a 

meeting, or a function. In fact, we also could promote to the one who may not 

always book the hotel’s room, so that person may visit frequently entertain their 

own client because actually this card is actually is a discount card as well. We 

need to give the client for the benefits of the card. It is a discount card and can 

accumulate and change to be the points, Also we need to tell them how to collect 

the points, for example, by booking the room, by booking function room that 

kind of things. Then, how to calculate the points, for example, how many Thai 

Baht to the points, or how many room nights to the points this is also up to the 

program. Then we need to tell the client of when or how to redeem the prizes. 
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Last but not least, we need to tell for the communication channel between the 

hotel and the members of this program. 

Interviewer: Please list the example of clients profile that you think that you should have it as 

a customer database 

DOS: What I think is that we should have it as a customer database, definitely the 

name, last name, position, company name, telephone number, email address, 

mobile phone, birthday. If possible to be more details, preferable to have like 

marital status, anniversary date, what are the hobbies, what are their preferred 

activities? It will be very helpful if So Fan Club could arrange the special 

activities to the members to strengthen relationship. 

Interviewer: What is the most proper way for sales person to pass client’s information 

(client’s profile) to SFC leader? 

DOS: I believe written application form is the most proper way, and that form could be 

sent to the SFC leader by hard copied, or can be email, so all the information can 

be referred. 

Interviewer: Once SFC Leader enrolled the client, what should be the next step? 

DOS: I believe that communication is very important, so we need to communicate 

back to the client that we already enrolled them to be a member with a details  of 

member’s number, plus all the benefits,  

Interviewer: What should be the first message delivered to the clients once they are the 

members? And which way of communication should be? E-mail? Mail? 

Telephone? Or else? 

DOS: I think I just mentioned about it that we should communicate back to the clients. 

And which way of communication should be? I believe the best way that we 

could do is that we firstly email to the clients, just like I mentioned like 

member’s number, the benefits, all the terms & conditions. After we emailed to 

them, also it would be nice gesture if the leader will pick up the phone, call to 

thank them for applying to this program. If possible, if they have time, we can 

also ask the clients if they have any problems in terms and conditions, plus, it 
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would be good if we could give the client’s information of when the permanent 

card will be delivered to them. 

Interviewer: Apart from you as a sales person, is there anyone or any other departments that 

can encourage the clients to enroll to this program? 

DOS: Certainly, apart from us, room reservations who always be contact with the 

clients, or pick up the call from the clients when they call to book a room. If the 

reservation aware that clients not yet a member, so that can enroll this program 

to the clients, or explain how good of this program. Also the event Sales person, 

who also received event business, so then they know that who book the event 

will get a benefit from this program as well. This event person can also enroll 

this program, even the staff at the restaurant who maybe well-aware of the guests 

who start to be coming back to the restaurant more often also could be able to 

enroll those persons to this program. That would strengthen the guest’s loyalty to 

the hotel as well. 

Interviewer:  Once bookers agreed to enroll, what is the respond time for SFC leader to send 

SFC number? Within 1 hour? 3 hours 24 hours or else? 

DOS: I believe in 24 hours or one working day. Not to rush for the SFC leader as well 

and it is still fresh enough for booker to feel the efficiency of this program and 

the leader itself 

Interviewer: Can you please advise the step on enrollment in details? What is the most   

proper way you think? 

DOS: Actually to answer this question is all I mentioned before I believed. Start from 

sales person or hotel’s staff find the potential members. Then they explain what 

SFC is, what the benefit is, how to collect the point, how to calculate the points, 

what are the prizes, terms and conditions, how and when to redeem the prizes, 

and how to communicate with the hotel regarding this SFC program. All these 

would be explained to the clients. Then, let the clients fill out the form with their 

signature of course. Temporary card will be given to the client because the card 

can be used as a discount card at the restaurant right away, so then would make 

it efficiency for the client to use the hotel’s service. Then, the SFC leader, once 
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they get the form, the leader would process on the program, get the number, and 

email back to the member with the member’s number and all the benefits, terms 

& conditions at the end in written. Also, the permanent card to0 be delivered to 

the clients.  

RESERVATION PROCESS 

Interviewer: Do you think the reservation team needs to understand the program? Why? What 

is the importance? 

DOS: Room reservation and sales person is equally sale, so for ant call that they pick, 

it mostly the call to book the room, and this program is the program for the 

booker. They are more in contact more that the sales person, even more in 

contact with the bookers. Then, it is very important for the reservation to 

understand inside out, then, they can explain how good, how different, how 

uniqueness of this program to the client to make them would like to book the 

hotel even more. 

Interviewer: Do you think the reservation team is able to encourage the booker to be a 

member? 

DOS: Certainly yes, I believed I have just mentioned before that they could encourage 

and how important that they could encourage to be our member 

 

Interviewer: Should the clients mention their SFC number every time when making 

reservation? Why? 

DOS: I think is ideally that booker would every time mention their member number, 

and that would be very helpful for the reservation team. But actually from me, I 

think if the hotel has a very efficient program that whenever we key in the 

booker name in reservation and member number could be pop-up that would be 

super. And then client would not need reminding every time themselves and the 

hotel of their number all the time. Sometimes somehow some clients, saying the 

number every time could be annoying, but whether it is important to add the 

number every time they make a booking, yes, it can make sure that the clients 

would meet the benefits they should get 
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Interviewer: In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

DOS: Member’s name… that is should not happen at all. Whether the bookers are not 

the member, the booker name is a must to put when making reservation system 

to put in every single reservation. In any other cases, we need to track that 

sometimes the booker is important. But in this case I think it’s about member’s 

number. Certainly it will be affect to the hotel and the clients, if the hotel or 

reservation forgets to attach the booker name, it would create inaccurate report 

and the record that the hotel had and the one that the member has. Once the point 

is announced which is different between hotel record and client record, it 

definitely create entrust from the client to hotel, and that’s not good at all. 

Interviewer: How can the client ensure that they will get the points from the bookings they 

sent? 

DOS: First of all, the easiest way is that they need to inform the number every time 

they make a booking. Also, they should keep all the record of the bookings that 

have made with the hotel, that would allow them to double check with the points 

at the end of the month or at the end of the quarter that the points would be 

announced. All these wouldn’t happen if the hotel record system is efficiency 

enough and the client would trust our hotel enough as well. 

Interviewer: Do you have any recommendation about the reservation process that could run 

more effective? Please advise an effective process step by step. 

DOS: I guess the recommendation is about the reservation process that would include 

So Fan Club enrollment. Once reservation pick up the phone and get the 

reservation, then they could investigate whether that booker eligible to be SFC 

or not. If the booker are from corporate company, from embassy or from any 

government sections, so any that is not from travel agency is eligible. Then, they 

just do the reservation process as they normally do, and confirm the reservation 

that they normally do. Then, they could take the opportunity ask their permission 

if they could share about SFC, what is the benefits of SFC. Then, if the client is 

interested in the program and want to be a member, so then reservation team 
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could send an email attached with the confirmation letter that they just made 

with application form to them. Once the booker gets back with the form, the 

reservation team could forward the form to SFC leader for further process. 

Again, reservation team does not always pick the phone for the booking; they 

also get email from the booker. That helps reservation teams not to get to much 

more involve into the SFC. Once they see that the client is not a member, 

actually they could forward to this email to SFC member to enroll to this 

program. 

POINTS CHECKING PROCESS 

Interviewer: What is the best way for the clients to check their point? 

DOS: The best way is really up to the client. I guess for Thai bookers, easiest way for 

them at any time, they will call the hotel; they will call the SFC leader and ask 

for their points.  

Interviewer: Should the clients have an ability to check by their own? Or it is better for them 

to get the information from SFC Leader directly? 

DOS: As mentioned, it is very subjective; it’s really up to the clients. Definitely, it 

would be great if they can check by their own in case that they could not contact 

SFC leader or they might wanna know it during the holiday. So then yes, it is 

would be good if they could check by their own on the SFC webpage. But for 

some person, they just give us a call to get what they want. 

Interviewer: What is the time range of communication with the members about the points   

balance? By monthly basis, quarterly basis, or else? 

DOS: Personally I believe quarterly basis is good because it’s also not every individual 

member books the hotel so recently or so high room night every month. Hence, 

quarterly is good enough for the hotel to communicate back with the member 

about the point, but if the hotel could make it by monthly basis also would be 

good. Some bookers, they might not be interest or not be contact the hotel for the 

redemption, but it would be good for them to have the information and then 

accumulate to double check with the hotel once they redeem. Therefore, to me, 

quarterly is enough, but if monthly is possible, it’s going to be good 
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Interviewer: May you please advise step by step of point checking process between the hotel 

and the clients? 

DOS: Point checking process should not be complicated. If the clients call or email or 

contact the hotel, in this case, it should be SFC leader to check the point. The 

leader check back into the system for such and such member, then get back to 

the member how much point they have, saying that for minimum points that they 

could get the prize or this kind of thing. If they call, it would good if SFC leader 

could get back to them again with the email, so that they could have it in black 

and white. So I think here the mission complete.  

REDEMPTION PROCESS 

Interviewer: Do you think the hotel need document from the customer for making 

redemption? If yes, what is the importance of having those document? And what 

are those documents? 

DOS: Yes I think it’s important to have document from the redemption. It could be the 

redemption form that has a signature of the person who redeem this prize. So 

this could be evidence that this redemption is made by the certain person, by the 

certain time, on the certain date 

Interviewer: What is the best way of communication when making redemption? And what 

information should be included? 

DOS: The best way is to get redemption form. Apart from signature that we need to get 

it from them, it also need to be include the total points that the member has, and 

then the prize that they would like to redeem, and how many points for that 

prize, and the balance after redemption, and those balance point validity, also the 

prize delivery time that how long will this prize could deliver to them. 

Interviewer: How long should the client gets rewards once making redemption? 

DOS: It’s actually up to case by case. It depends on prize that they redeem. If the prize 

is made internally, should be within 3 days. For example, a dining voucher, that 

would be easy, 3 days is enough, and that could show how effective hotel is. But 

if they redeem the hotel voucher from Huahin or Chiangmai, that also up to the 

time that hotel would be able to deliver to our hotel as well. Anyhow, we need to 
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inform the clients as well that period of time that they would expect to get this 

reward. 

Interviewer: What should be the process when delivery the reward from SFC leader to Sales 

Person, from Sales Persons to members? 

DOS: I think it’s all about the record. So for SFC leader, if you already get the prize 

already for the client. In this case, I believe that sales person will be the one who 

deliver to the client, so then the leader give the prize to the sales person, you 

need to have a record as well that the prize received when, and who is taking this 

prize from the leader, to what client in your log book. Then, the sales person 

deliver it to the client, so it would be good to have a document to show that the 

clients already took to prize already. So that document could be a paper that 

could be delivered back to the hotel, to SFC leader as a record that the process of 

delivery, the prize has been delivered and the members already got the prizes. 

Interviewer: Do you think you yourselves should be the person who deliver the rewards or by 

post mail or else? 

DOS: It’s again very up to case by case. If the guest’s not in Bangkok, in that case 

somehow mail will be the best way. But somehow if the members are in 

Bangkok, sales person can deliver to the client, so that could give us a chance to 

strengthen the relationship, and visit the client more as well. And give us a 

chance to communicate even furthermore apart from SFC, which is any special 

promotion from the hotel. Again, if the prize could not be deliver like big size, 

so that could be delivering by the deliver service. 

Interviewer: Any other suggestion during this redemption process? Can you please advise 

step by step? 

DOS: As I just mentioned earlier, if the sales person deliver the prize by ourselves, it 

would allow us to fit more about SFC program itself. It is a good opportunity as 

well for them to book more with us, to get more prize. So it is a good 

opportunity for us the get more business to the hotel as well. 

OTHER QUESTIONS 

Interviewer: Is there any other process that you think we have to add on to make it better? 
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DOS: The process on the enrollment, the redemption and everything. I think the 

process itself is quite completed. But what that I hope and suggest that to make a 

program better, it’s not just treat a program. I hope that it would be a loyalty 

program that could strengthen the relationship with the hotel and the booker. 

Like create more activity to this booker, the hotel could have different activities 

arranged by quarter to get together for all those members. Or just like award of 

top producer for each quarter, so just to create more activity to make a program 

live, and that would make this program is not just only the booker program, like 

to booker a room, to get to point, but it is also something that the booker could 

look forward to the activity to get together with the hotel. 

Interviewer: What is an importance of having Standards Operation Procedure for this So Fan 

Club program? 

DOS: This is important. Once we have a SOP of how this program works, it would be 

the guideline or standards to the hotel to run the hotel efficiently. And also it 

would be more benefit to the client mutually to the hotel as well  

Interviewer: What could be the benefits to the customer and to the hotel of having this clearly 

process? 

DOS: Definitely mutual benefit to the hotel and the clients is that, customer not just 

only book, not just only give the business to the hotel, then they get something 

back from the hotel as well. And that’s not just only the prize for themselves, 

like I said, if we could add an activity, it could be interesting. Plus, the hotel, 

what we get, yes, we get the business, we get loyalty, we get live in the hotel, 

just not stay there and do the program, so those live activity can be even 

furthermore PR activity, so more or less is mutual benefit to the hotel and to the 

clients. 

2ND
 INTERVIEW: SALES MANAGER – CORPORATE (SM) 

Interviewer: May you please explain your work scope? 

SM: I basically Sales Manager. I’m taking care of sales, managing my accounts, and 

building and maintain relationship with my clients 

Interviewer: How long have you worked with Sofitel So Bangkok? 
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SM:  I have worked for Sofitel So in total of 9 months right now 

Interviewer: How your position involves with So Fan Club program? 

SM: Enrolling the new members, definitely promoting the program and make sure 

that the bookers or the clients get the right benefits from the program 

ENROLLMENT PROCESS 

Interviewer: How should sales person promote the program to the clients / What kind of 

information need to be given? 

SM: As a sales person, in order to promote the program to the clients, the information 

that we need to give to the clients is to clarify what the program is all about. 

Then, identify the clients whether that person should be enrolled to be SFC 

member or not.  

Interviewer: Please list the example of clients profile that you think that you should have it as 

a customer database 

SM: The most important thing I would say is that the booker contact information. 

Their name, their company name, their title and of course, what I think it’s the 

most important is to know whether how potential of the clients to be a member, 

in order to make booking, like the beneficial for the hotel 

Interviewer: What is the most proper way for sales person to pass client’s information 

(client’s profile) to SFC leader? 

SM: Just to make sure that all the clients information is being in the Opera system, 

and then capture that window, then send an email to SFC leader to make an 

enrollment. 

Interviewer: Once SFC Leader enrolled the client, what should be the next step? 

SM: The step that should be taking place after enrollment is that to make sure that the 

information is sent especially the membership number of SFC, the benefits, the 

details of rewards. Then, sales person who is taking care of this booker need to 

call and follow up that they received that email 

Interviewer: What should be the first message delivered to the clients once they are the 

members? And which way of communication should be? E-mail? Mail? 

Telephone? Or else? 
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SM: We should send an email to the client right after we enroll them as a SFC 

member, so to let them know they are the member, and know all the benefits 

Interviewer: Apart from you as a sales person, is there anyone or any other departments that 

can encourage the clients to enroll to this program? 

SM: Apart from Sales person, I think other people can be the reservation team that 

can encourage the clients to enroll this program as well because they are the one 

who receive the booking from the client directly 

Interviewer:  Once bookers agreed to enroll, what is the respond time for SFC leader to send 

SFC number? Within 1 hour? 3 hours 24 hours or else? 

SM: In my opinion, the response time that SFC leader needs to send SFC number and 

the details of benefit. I think within 24 hours should be oaky because that is the 

something that they will not get it right away when they are talking with the 

sales person. It’s kind of a notice that we give them when we talk that all the 

information will be sent within a day. So I think it should be fine. 

Interviewer: Can you please advise the step on enrollment in details? What is the most   

proper way you think? 

SM: The step of enrollment SFC member, it depends on the situation whether the 

sales person talking to the clients at the office by phone, which is have a 

different approach to do. I would say if the sale person is talking to the client 

over the phone, for this situation, that sales person can send email of the 

enrollment to SFC leader, and then SFC leader can do the enrollment right away. 

However, if the situation is about when the sales person meets the clients at their 

office, so it takes sometimes to provide their information to the SFC leader, but 

if like for the urgent situation that the client would like to take benefits right 

away, then sales person can take a photo of their namecard and send to SFC 

leader. But I think the best is that we need to make sure that all information of 

the client is being in the Opera first, then let the SFC leader know that which 

person need to enroll for the SFC, and then send the email over to the clients for 

the details, and Sales person will follow up by call 
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RESERVATION PROCESS 

Interviewer: Do you think the reservation team needs to understand the program? Why? What 

is the importance? 

SM: In my opinion I think reservation team needs to understand about the program 

exactly what it is and the benefits that include in that program. The reason is 

they are the one who taking booking from the clients whether by email or by 

call. Of course they need to know whether the client who make the booking with 

them, are they actually the guest, or the booker. Then, if they identify that they 

are the bookers, then are they know exactly whether that person is a member or 

not. If not, they can take the next step to encourage the booker to be a SFC 

member and start earning points 

Interviewer: Do you think reservation team is able to encourage the booker to be a member? 

SM: The reservation team members are be able to encourage the bookers to be a 

member because of in my opinion, in their routine, they come across with the 

bookers so many times, and they should be identify and be able to encourage 

them to be a member if they a member. So we can have more members to gain 

benefits of this program 

Interviewer: Should the clients mention their SFC number every time when making 

reservation? Why? 

SM: It’s very important for the client to mention their SFC number every time when 

they make a booking with our reservation because they can ensure that the 

booking they made, the reservation person can attach their name with the 

booking. They can ensure later that the points earn from the booking or 

collectable correctly. 

Interviewer: In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

SM: If SFC member doesn’t match with the system, what happen is that the booking 

that suppose to earn the point will not go directly to the booker. It cause the 

booker didn’t receive the point from that booking. What would happen next is 

like if they find out that the point from the booking they made haven’t go under 
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their account, why we don’t keep a benefit for them, they would say that we are 

cheating, or why we follow the step. Hence, we need to make sure that every 

bookings that made, they will receive the points from being a SFC member 

correctly. 

Interviewer: How can the client ensure that they will get the points from the bookings they 

sent? 

SM: In order to ensure, I think if the client is able to know exactly what is the current 

points they have in their account for their SFC member, so they know the current 

balance, Once they make booking, they need to know also of how they would 

get the point from that booking whether it’s room or banquet event. It would be 

great if the reservation member repeat that “you are the SFC member, now your 

current balance is…… After this booking, you point balance will be….”. So that 

they client will know right away after made the booking of what is their current 

balance. 

Interviewer: Do you have any recommendation about the reservation process that could run 

more effective? Please advise an effective process step by step. 

SM: For my recommendation, the first thing is that we need to check whether the 

booker is SFC member or not. If not, the reservation member can encourage 

them to enroll as a member, tell them the benefits, tell them the rewards they can 

get. Then, they can start to collect the point from the first booking they made 

with us, and of course, after made the booking, it would be good if we could 

send kind of confirmation that the booking they just made right now, how much 

point they can earn ,and how much far they can reach the first reward.  

POINTS CHECKING PROCESS 

Interviewer: What is the best way for the clients to check their point? 

SM: For me, if we have some tools that available for the client that they can check 

their points instantly or in real, whether SMS, or by online. Anything like that, 

so that they can check at any time they want. 

Interviewer: Should the clients have an ability to check by their own? Or it is better for them 

to get the information from SFC Leader directly? 
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SM: Of course that the clients should have an availability to check their points by 

themselves. It should not be only direct from SFC leader or from the sales 

person since those persons may not be available all the time. So the best way is 

for themselves that can check by their own. 

Interviewer: What is the time range of communication with the members about the points   

balance? By monthly basis, quarterly basis, or else? 

SM: I think the best way is that the client should be able to check at any time they 

want. It also good if we could send a message to notify clients by the end of the 

month of how much point they have at the moment. 

Interviewer: May you please advise step by step of point checking process between the hotel 

and the clients? 

SM: My advice for step by step of point checking process is that I think it start from 

the first time we enroll client to be a member. For example, once we enroll them, 

we just say that this is your membership number, and your current balance at the 

point of enrollment is zero. Maybe in the body email we can say that for the first 

10 bookings, you would be able to receive or redeem the first reward. After they 

make a booking with us, every time at the end of booking confirmation, they 

should send them a notification them that we give them the points, and your 

balance is such as such… I think this is the most effectively way to communicate 

with the client. Then, we do the summarize for the clients by email or text 

message to the clients to let them know by the end of the month, to know exactly 

how much they earn per much. 

REDEMPTION PROCESS 

Interviewer: Do you think the hotel need document from the customer for making 

redemption? If yes, what is the importance of having those document? And what 

are those documents? 

SM: It’s important for us to have a supported document in order to us to keep the 

record. So the hotel can avoid themselves from losing more of cost spending of 

giving rewards, which some of the client may take the advantage of this. The 
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document from the client should be in written, not just verbal, for example an 

email sending request for redemption 

Interviewer: What is the best way of communication when making redemption? And what 

information should be included? 

SM: I think the most practical way is the client sends us the email, containing the 

information, such as the reward they would like to redeem, and show that this is 

the point they would like to get the redemption. So I think this should be the best 

way of communication because we can do it quickly by this way 

Interviewer: How long should the client gets rewards once making redemption? 

SM:  I think the timeline should be less or within 7 days. 

Interviewer: What should be the process when delivery the reward from SFC leader to Sales 

Person, from Sales Persons to members? 

SM: Process of deliver the reward of redemption, I think it would be good if sales 

person can get the reward and hand it to clients, so that we can make sure the 

client is got the rewards and also it’s very nice to give by hand and thank for 

their support. 

Interviewer: Do you think you yourselves should be the person who deliver the rewards or by 

post mail or else? 

SM: Of course I think me myself as a Sales person is the best way. It should be a 

person who deliver the reward to the client, not by mail or other way. It’s more 

personalize if the sales person give that rewards by themselves 

Interviewer: Any other suggestion during this redemption process? Can you please advise 

step by step? 

SM: My suggestion is that after we receive the email from the client that they would 

like to redeem point to get the reward. Before doing that, SFC leader should send 

an email to notify that just to reconfirm that the clients would like to redeem this 

points, and just tell the current balance and this is the point they would like to 

redeem, and tell them the balance after redemption of how much balance they 

would have. Just to make sure that everything is confirm, and the client get the 

rewards. 
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OTHER QUESTIONS 

Interviewer: Is there any other process that you think we have to add on to make it better? 

SM: We just need to make sure that we don’t do only just a verbal communication, 

but it has to be in writing. No matter since the beginning of enroll SFC member, 

telling them the balance, or telling them about the update and activities, or 

informing their current points they have earned. It should be two-way 

communication. Once we send anything to them, we need to follow up and make 

sure that they get that message and know how to use up. Two way 

communication for me is the best, and the email that we can use to keep a record 

and that is good for the audit as well. For client itself, they know about their 

right, they know their balance, they will feel trust in this kind of process and 

they will feel that the hotel give something for them for real.  

Interviewer: What is an importance of having Standards Operation Procedure for this So Fan 

Club program? 

SM: It’s important and significant for the hotel to have SOP of SFC. Of course this is 

kind of the instruction that they can follow in such a certain procedure, and to 

know terms and conditions. We know the step, what should be taken and 

handled. 

Interviewer: What could be the benefits to the customer and to the hotel of having this clearly 

process? 

SM: For the hotel perspective I think I already mentioned, but for the clients, I think 

we will gain more trust since we already have clear process and everyone know 

their own duties. For example, in the reservation process, if they understand the 

process clearly, the problem of missing the point for the client would not be 

occurred. 

3RD
 INTERVIEW: ASSISTANT SALES MANAGER – CORPORATE (ASM) 

Interviewer: May you please explain your work scope? 

ASM: My position is Assistant Sales Manager in the Corporate section. We do have 

two sections in our Sales department, which are travel agent and corporate. I 

mainly focus on corporate clients, for instance, Thomson Reuter, The Boston 
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Consulting Group, Estee Lauder, and so on. We separate all area in Bangkok for 

all Sales person, so for myself, I am taking care all corporate offices in mainly 

on Rama 4 road, Wireless Road, etc. I need to seek out for the business both 

individual traveler and group business. 

Interviewer: How long have you worked with Sofitel So Bangkok? 

ASM:  Almost two years here 

Interviewer: How your position involves with So Fan Club program? 

ASM: It is directly involved with my position. As So Fan Club program is mainly 

applicable for corporate booker, so I am the one who need to deliver and 

promote this program to the client. Plus, I need to have all bookers I know to be 

enrolled. 

ENROLLMENT PROCESS 

Interviewer: How should sales person promote the program to the clients / What kind of 

information need to be given? 

ASM: I think for the first step, we only need to introduce in general. For example, the 

overview, who is eligible for the program, how they can get the points, and 

examples of rewards they would get. We don’t need to go deep in details since 

SFC leader will send all information to them again. 

Interviewer: Please list the example of clients profile that you think that you should have it as 

a customer database 

ASM: It can be in their namecard, such as, company name, full name, nickname 

(maybe), telephone number, address, email address. Plus, I think we should ask 

then their birthday as well, so that we can send them a greeting card to make 

them feel more special. 

Interviewer: What is the most proper way for sales person to pass client’s information 

(client’s profile) to SFC leader? 

ASM: We have a sales system called Opera, which contain all information about sales 

activity. It also includes client’s database. Hence, sales person need to create 

clients profile, then we should capture that screen and send an email to SFC 

leader for the next process. 
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Interviewer: Once SFC Leader enrolled the client, what should be the next step? 

ASM: SFC leader should send all information, for example, how to get the points, 

rewards scheme, terms & conditions of the program, other privileges. Plus, we 

need to send them an e-welcome letter as well. It should contain a welcome 

message from the management team, membership number, etc.  

Interviewer: What should be the first message delivered to the clients once they are the 

members? And which way of communication should be? E-mail? Mail? 

Telephone? Or else? 

ASM: As I told, it should be a welcome letter which we can send them by email.  

Interviewer: Apart from you as a sales person, is there anyone or any other departments that 

can encourage the clients to enroll to this program? 

ASM: I think the most concern department is reservation team. They get a call or an 

email everyday from the corporate client, so I think there might be some 

potential bookers that I can contact and build relationship with. 

Interviewer:  Once bookers agreed to enroll, what is the respond time for SFC leader to send 

SFC number? Within 1 hour? 3 hours 24 hours or else? 

ASM: It should be as soon as possible, not exceed 24 hours. They may have a booking 

on that day, so if we don’t enroll them, they might lose opportunity to get the 

points 

Interviewer: Can you please advise the step on enrollment in details? What is the most   

proper way you think? 

ASM: So either me or reservation should get the information from the customer as 

much as possible in order to out in Opera system, then pass the information to 

SFC leader by email. After that, SFC leader must send an email to the clients 

with e-welcome letter to welcome them to the program, informing about their 

membership number, benefits, rewards scheme, and terms & conditions.  

RESERVATION PROCESS 

Interviewer: Do you think the reservation team needs to understand the program? Why? What 

is the importance? 
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ASM: Yes, they need to understand. Reservation sometimes gets new clients more than 

me. So it is a good for them to know and understand the program. We might not 

know, there might be some bookers call directly to the reservation and ask for 

the benefits. Hence, if they know the program, it might be a good chance that we 

can increase member and gain more revenue from the new bookers as well. 

Interviewer: Do you think reservation team is able to encourage the booker to be a member? 

ASM:  Definitely yes if they understand the program well 

Interviewer: Should the clients mention their SFC number every time when making 

reservation? Why? 

ASM: It would be perfect if they can. I think no one remember their membership 

number. Hence, it will be the reservation responsibility to check whether that 

person is being a member or not 

Interviewer: In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

ASM: The clients will not get the points. It might be a problem for some bookers, but 

some might not. Some bookers are point lover, so they will not satisfy and not 

trust in us again  

Interviewer: How can the client ensure that they will get the points from the bookings they 

sent? 

ASM: They can just call-in to check if they want. Otherwise, if this is not increase our 

reservation job, we should attach there SFC number in booking confirmation, so 

that the booker will notice that their booking will get the points 

Interviewer: Do you have any recommendation about the reservation process that could run 

more effective? Please advise an effective process step by step. 

ASM:  Just not forget to attach the booker’s name in the booking system 

POINTS CHECKING PROCESS 

Interviewer: What is the best way for the clients to check their point? 

ASM: They can call me, so that I can pass the request to SFC leader. Then, SFC leader 

can send them the point balance by email. The email should include their name, 

membership number, and point balance. 
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Interviewer: Should the clients have an ability to check by their own? Or it is better for them 

to get the information from SFC Leader directly? 

ASM: It would be perfect if we can have SFC website for the members to check the 

points online. Anyway, it depends on the clients on which way they would like 

to check. If they call to SFC leader, we can inform them on the phone, but we 

need to send email to confirm after that as well. 

Interviewer: What is the time range of communication with the members about the points   

balance? By monthly basis, quarterly basis, or else? 

ASM:  It can be by quarterly basis 

Interviewer: May you please advise step by step of point checking process between the hotel 

and the clients? 

ASM: When the client request to check their points, SFC leader need to send them an 

email to confirm the balance. The email should include with the client’s name, 

the membership number, and points balance. And if possible, I think we need to 

the attached rewards scheme for them in the email and ask whether they would 

like to redeem now? (If their point reach the minimum). 

REDEMPTION PROCESS 

Interviewer: Do you think the hotel need document from the customer for making 

redemption? If yes, what is the importance of having those document? And what 

are those documents? 

ASM: I think we only need their email to confirm us when request for redemption to be 

the evidence that they request.  

Interviewer: What is the best way of communication when making redemption? And what 

information should be included? 

ASM: Email is the best way for communication because we could have evidence if 

there is something occurred. 

Interviewer: How long should the client gets rewards once making redemption? 

ASM: It should be within 2-3 weeks after they request. Some rewards will take time to 

get it since it is an external reward, for instance, Central Gift voucher, BTS 

voucher, etc. We also should tell the clients that when they will get the rewards. 
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Interviewer: What should be the process when delivery the reward from SFC leader to Sales 

Person, from Sales Persons to members? 

ASM: We need a form to sign on, especially the clients. We actually trust in them, but 

in order to make sure, we should have some form to get their signature that they 

already receive redemption rewards.  

Interviewer: Do you think you yourselves should be the person who deliver the rewards or by 

post mail or else? 

ASM: If possible, I will deliver it by myself because we can gain more relationship, 

and ensure that they already receive the rewards. To hand it by ourselves, we 

might ask them for the feedback of this program, so it is a good opportunity for 

us to know the feedback. However, it the booker’s office is not in Bangkok, I 

prefer to send it by post mail. 

Interviewer: Any other suggestion during this redemption process? Can you please advise 

step by step? 

ASM:  No, thanks 

OTHER QUESTIONS 

Interviewer: Is there any other process that you think we have to add on to make it better? 

ASM:  No, but we need to ensure that all process must follow the way we set.  

Interviewer: What is an importance of having Standards Operation Procedure for this So Fan 

Club program? 

ASM: Having SOP is good for the company. If we have SOP of SFC, we would have 

well understanding all process, and we will follow the process in the same way. 

Interviewer: What could be the benefits to the customer and to the hotel of having this clearly 

process? 

ASM: It could be benefit to the client since they will not lose their points. This is very 

important. Having everyone understand the process is also important, so if they 

don’t understand, it will not cause only the hotel, but it will cause the client as 

well. Clearly process will gain trust from the clients since we delivery an 

information to them correctly, on time, and understandable. Keeping relationship 

is the most important and I don’t want to lose them. There are many competitors 
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in the market, so just make them feel satisfy, so I believe that would never go 

anywhere. 

4TH
 INTERVIEW: SALES EXECUTIVE – CORPORATE (SE) 

Interviewer: May you please explain your work scope? 

SE: I work as Sales Executive – Corporate, which has to contact with the clients in 

corporate segment, has to make relationship with the clients and to make them 

remember me as a contact person when they are thinking about finding 

accommodation or venue for events. I need to find business leads and send them 

the proposal or whatever that the clients’ need, such as, menu, pictures and try to 

close the deal with win-win negotiation.  

Interviewer: How long have you worked with Sofitel So Bangkok? 

SE: I work here for almost one year and a half, which I started from Sales 

Coordinator, to supports corporate team. 

Interviewer: How your position involves with So Fan Club program? 

SE: I am the one who finds the contact person and has authorization to enroll them 

ENROLLMENT PROCESS 

Interviewer: How should sales person promote the program to the clients / What kind of 

information need to be given? 

SE: We should explain what SFC program is, and what it made for. It’s very 

important to make them understand their own benefits.  

Interviewer: Please list the example of clients profile that you think that you should have it as 

a customer database 

SE: We must have their full name, position, company name, telephone number and 

email address in order to make sure that we have many channels to contact them 

Interviewer: What is the most proper way for sales person to pass client’s information 

(client’s profile) to SFC leader? 

SE: I think we should pass by send the email. By verbal or hand writing might not be 

a good way since mistake could be occurred. Hence, sending an email is kind of 

evidence, it is in black and white, so that we can make sure that all the 

information is pass to SFC correctly 
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Interviewer: Once SFC Leader enrolled the client, what should be the next step? 

SE: SFC leader need to send the clients for the information. Furthermore, we need to 

send the updated news such as party, charity programs, events which these make 

us keep in touch with the hotel and the program. 

Interviewer: What should be the first message delivered to the clients once they are the 

members? And which way of communication should be? E-mail? Mail? 

Telephone? Or else? 

SE: It should be a welcome message. We should have a kind of welcome letter to 

them once enrolled. By doing this, they may feel important to be a part of our 

program. The best way is email. It doesn’t need to be a paper or letter as 

nowadays everything is online, and we can save our cost by doing it online as 

well. 

Interviewer: Apart from you as a sales person, is there anyone or any other departments that 

can encourage the clients to enroll to this program? 

SE: It’s Reservation Team as they will get a call or email from new client everyday, 

so that I think it is very important for them to understand the program as well. 

Interviewer:  Once bookers agreed to enroll, what is the respond time for SFC leader to send 

SFC number? Within 1 hour? 3 hours 24 hours or else? 

SE:  By 24 hours would be perfect 

Interviewer: Can you please advise the step on enrollment in details? What is the most   

proper way you think? 

SE: Firstly, I myself need to find a potential booker to be a member. Then, I have to 

get all of their information, such as their full name, position, company name, 

telephone number and email address, etc, then all these information must be 

passed to SFC leader by email to make an enrollment. After that, SFC leader 

needs to send e-welcome letter by 24 hours to them with SFC benefits and other 

important information, or if we have any interesting event concerning to SFC, 

we need to send them as well.  
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RESERVATION PROCESS 

Interviewer: Do you think the reservation team needs to understand the program? Why? What 

is the importance? 

SE: Definitely yes because they always get a call or email from new client. Hence, 

once they know that is the new clients, I may call them directly to introduce 

myself, so that I can gain more clients. Plus, I can introduce them for the benefits 

of SFC as well. 

Interviewer: Do you think reservation team is able to encourage the booker to be a member? 

SE: I think they shouldn’t enroll the SFC by themselves. We need to screen the 

clients first before make an enrollment. We need to check whether they are 

potential or not. So, reservation needs to pass me the client’s information, so  

that I can know what is going on in my account. 

Interviewer: Should the clients mention their SFC number every time when making 

reservation? Why? 

SE: They should inform us, it will be more easily in terms of operation, which is 

reservation team. However, reservation staff needs to check whether the number 

is the right person. 

Interviewer: In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

SE: The clients will not get the benefits or the points on that booking. They might 

feel bad and has possibilities to not support us again. 

Interviewer: How can the client ensure that they will get the points from the bookings they 

sent? 

SE: They can call us to check. However, I think our reservation team is now trying to 

remind themselves when make a corporate booking that they need to attach 

booker’s name into the system  

Interviewer: Do you have any recommendation about the reservation process that could run 

more effective? Please advise an effective process step by step. 
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SE: I think what we are doing now is fine, but only one thing is that reservation 

should attach booker’s name every time for the corporate booking. I don’t want 

my clients to lose their points. 

POINTS CHECKING PROCESS 

Interviewer: What is the best way for the clients to check their point? 

SE:  Calling to me or SFC leader, or email, or checking in website if possible 

Interviewer: Should the clients have an ability to check by their own? Or it is better for them 

to get the information from SFC Leader directly? 

SE: Yes, they should check by their own by doing on online website. It will be easier 

for clients as they can check 24/7 and real time points. It means that when their 

clients check out, the points should be automatically updated. It would be great 

if we have a system like that. 

Interviewer: What is the time range of communication with the members about the points   

balance? By monthly basis, quarterly basis, or else? 

SE:  Quarterly is enough. 

Interviewer: May you please advise step by step of point checking process between the hotel 

and the clients? 

SE: Once client call or send email to SFC leader, SFC leader will check and inform 

clients by email. Even they call-in, we should send them the email to confirm the 

information. In the email, we should mention their name, their membership 

number, and points balance. 

REDEMPTION PROCESS 

Interviewer: Do you think the hotel need document from the customer for making 

redemption? If yes, what is the importance of having those document? And what 

are those documents? 

SE: We maybe should have a form sending to them when ask for redemption. In the 

form, the clients need to fill-in their name, their membership number, and we 

might have a list of rewards for them to tick on as well. Then, at the bottom, they 

should sign to confirm as well.  
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Interviewer: What is the best way of communication when making redemption? And what 

information should be included? 

SE: They can call, email us. However, they should provide membership number or 

name and surname, company name, so that we can ensure that they are the right 

person. 

Interviewer: How long should the client get rewards once making redemption? 

SE: Actually, it depends on what reward is. If it’s an internal rewards, such as 

dinning voucher or room voucher, we should deliver them by two weeks. 

Anyway, if it’s an external reward, such as, MRT, BTS voucher, department 

store voucher, we should deliver them by one month since we need to go out and 

by it from outside. 

Interviewer: What should be the process when delivery the reward from SFC leader to Sales 

Person, from Sales Persons to members? 

SE: SFC leader should let the account manager sign on the redemption paper once 

account manager got the reward as same as the clients. 

Interviewer: Do you think you yourselves should be the person who deliver the rewards or by 

post mail or else? 

SE: Yes, it should be me. Each client has their own account manager (sales person), 

so the client feels more important. and we can increase relationship as well. 

Interviewer: Any other suggestion during this redemption process? Can you please advise 

step by step? 

SE: Nothing special. Just when they make redemption, we need to send them an 

email to confirm all the information they redeem. Plus, a redemption paper need 

to be signed on as well, so that the client cannot claim back later that they 

haven’t received the rewards. 

OTHER QUESTIONS 

Interviewer: Is there any other process that you think we have to add on to make it better? 

SE: No, but we need to make sure that everything is sent to them in black & white, 

and response by the time. An important thing is we need to make sure that every 

booking they send us, they will get the points. 
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Interviewer: What is an importance of having Standards Operation Procedure for this So Fan 

Club program? 

SE: We should have the standard process, so both parties will be understand on the 

same page, both parties happy. 

Interviewer: What could be the benefits to the customer and to the hotel of having this clearly 

process? 

SE:  Both parties happy, easily in term of redemption and operation. 

5TH
 INTERVIEW: SALES COORDINATOR – CORPORATE (SC) 

Interviewer: May you please explain your work scope? 

SC: I am a Sales Coordinator – Corporate, which I am the one who support corporate 

sales team, plus, issue proposal and contract to the clients. Mostly, I will standby 

in the office to support everyone. 

Interviewer: How long have you worked with Sofitel So Bangkok? 

SC: I am here more than one year… almost two years actually. But I used to work at 

Front Desk before, and I just move to business development in Jan 14. 

Interviewer: How your position involves with So Fan Club program? 

SC: If there is any new booking that directly book through me, I can do an 

enrollment for them, so I will tell the sales manager who is handling that account 

later on. 

ENROLLMENT PROCESS 

Interviewer: How should sales person promote the program to the clients / What kind of 

information need to be given? 

SC: We should tell them the benefits of being SFC members that it’s free enrollment. 

And if they send a booking to us, they will get some rewards and prizes. I think 

this could encourage them to send us more bookings. 

Interviewer: Please list the example of clients profile that you think that you should have it as 

a customer database 

SC: We need their full name, position, company name, telephone number, address 

and email address in order for us to put it in the system, and send the SFC card.
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Interviewer: What is the most proper way for sales person to pass client’s information 

(client’s profile) to SFC leader? 

SC: I prefer to send an email address to SFC leader since it could be an evidence that 

I would like to enroll SFC for this booker.  

Interviewer: Once SFC Leader enrolled the client, what should be the next step? 

SC: We should send them the SFC number, all benefits, terms & conditions by email. 

Plus, we need to let them know that if they visit our hotel and have any meal at 

any hotel’s restaurant, they will also get 15% discount. 

Interviewer: What should be the first message delivered to the clients once they are the 

members? And which way of communication should be? E-mail? Mail? 

Telephone? Or else? 

SE: As I mentioned before from the previous question, I think we should send them 

all the details about SFC that they are supposed to know. And it should be by 

email. To make it better, after we send those information, we are better call and 

ask whether they have any question about the benefits and else. 

Interviewer: Apart from you as a sales person, is there anyone or any other departments that 

can encourage the clients to enroll to this program? 

SC: Actually, it’s not only Sales Department that can make an enrollment, but others 

can do it as well. For example reservation team, if they know that this person is 

eligible to enroll, so that they can send the name, position, company name and 

email address to SFC leader to make an enrollment as well. 

Interviewer:  Once bookers agreed to enroll, what is the respond time for SFC leader to send 

SFC number? Within 1 hour? 3 hours, 24 hours, or else? 

SC: After enrolled, I think we should send it by 3 hours, should not be over 24 hours. 

Interviewer: Can you please advise the step on enrollment in details? What is the most   

proper way you think? 

SC: I think we should do everything by sending an email to the client from the 

started. Once we enrolled them, we need to send all the information they should 

know, the membership number, how to get their points, what are the benefits, the 

privilege of having discount, terms and conditions and so on.     
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RESERVATION PROCESS 

Interviewer: Do you think the reservation team needs to understand the program? Why? What 

is the importance? 

SC: I think definitely yes that they should know and understand the SFC program. 

When they have a client calling in, so they will know what they need to answer 

and they can provide the right information to the clients. 

Interviewer: Do you think reservation team is able to encourage the booker to be a member? 

SC: Yes, they can. It’s free enrollment. And I think it’s good to encourage the clients 

that when they make a reservation, important to let them know that they will get 

something in return. 

Interviewer: Should the clients mention their SFC number every time when making 

reservation? Why? 

SC: I think reservation team need to check first whether that booker is a member? 

It’s ok if the client does not mention the number, but they really need to recheck. 

Interviewer: In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

SC: It’s very important. They should keep in their mind that they need to attach the 

booker’s name in the system. If we don’t attached, they will not get points, 

which can be a trouble.  

Interviewer: How can the client ensure that they will get the points from the bookings they 

sent? 

SC:  They can call to check whether with me, with account manager, or SFC leader. 

Interviewer: Do you have any recommendation about the reservation process that could run 

more effective? Please advise an effective process step by step. 

SC: I won’t add anything more. What I need is that reservation team need to attach 

booker’s name everything when do the booking in the system. This is the most 

important. 

POINTS CHECKING PROCESS 

Interviewer: What is the best way for the clients to check their point? 
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SC: I think the best way is online website, if possible. However, they still can check 

with SFC leader. The good thing to do online checking is that they can check 

any time they want. 

Interviewer: Should the clients have an ability to check by their own? Or it is better for them 

to get the information from SFC Leader directly? 

SC: I would be great if they can check directly by themselves. However, since we 

still cannot provide online website for them to check, so the clients can make a 

call directly to SFC leader if they would like to check the points. 

Interviewer: What is the time range of communication with the members about the points   

balance? By monthly basis, quarterly basis, or else? 

SC: It can be by quarterly since they can check their points at any time if they would 

like to know. Having communication about the points by quarterly is not that too 

less to do. 

Interviewer: May you please advise step by step of point checking process between the hotel 

and the clients? 

SC: When the client call to check the points, SFC leader needs to check their name, 

last name, company name so as to make sure that this is the right person. The 

client sometimes cannot remember their own membership number, and their 

name may duplicate with the other, so that’s why we need to recheck every time 

to ensure. Once checked and informed them on the phone, SFC leader need to 

send them an email as well, so that to have a well-communicate with the clients  

REDEMPTION PROCESS 

Interviewer: Do you think the hotel need document from the customer for making 

redemption? If yes, what is the importance of having those document? And what 

are those documents? 

SC: What I think is that we should get their ID card, so that we can make sure that is 

the right person, who makes redemption. It’s important because if we make 

wrong redemption, we might lose the money, and the client might lose the 

points, if they are not the one who makes redemption. 
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Interviewer: What is the best way of communication when making redemption? And what 

information should be included? 

SC: I think it should be by email for both client and the hotel. The client should send 

us the email to inform the information or what prize they prefer to redeem, then, 

SFC leader just to confirm them back by an email with all the information, for 

example, the prize, the membership number, the balance, and when they could 

get the prize. Plus, when the client comes to get a prize, they should their ID 

card to us as well, so that we can make sure again that’s the right person. 

Interviewer: How long should the client gets rewards once making redemption? 

SC: I think it should be as soon as possible like one week or two weeks because I 

think the client would expect to get the prize very soon after they asked for the 

redemption 

Interviewer: What should be the process when delivery the reward from SFC leader to Sales 

Person, from Sales Persons to members? 

SE: They need a form to sign for both sales and the clients. We might not know that 

it may have any clients come back to claim that they have not get the prize, but 

they already get actually. Hence, this form could be the evidence that we already 

deliver the prize to them 

Interviewer: Do you think you yourselves should be the person who deliver the rewards or by 

post mail or else? 

SC: I think client will be happier if sales person could deliver the prize by 

themselves. They will feel great that they get something in return from the hotel 

from what they pay. 

Interviewer: Any other suggestion during this redemption process? Can you please advise 

step by step? 

SC: To suggest more, it would be perfect if we could have online website, so that the 

client can check the prizes and everything online. It seems very convenience if 

they can check or make redemption by that way. 

OTHER QUESTIONS 

Interviewer: Is there any other process that you think we have to add on to make it better? 
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SC: What I would like to mention is that in the process of making reservation that the 

booker’s name need to be attached every time. There are some bookers having 

all room night report they sent us. Therefore, if they check, and if it is not match 

with what we have, they might say that we cheat on them. It sometimes not only 

the reservation team that needs to look after this, but also sales person as well. If 

they have time, it would be better, if they can check by themselves.  

Interviewer: What is an importance of having Standards Operation Procedure for this So Fan 

Club program? 

SC: The good is that when we have SOP, everyone can be followed the instruction. 

When everyone follow the instruction, that’s definitely that we won’t miss 

anything for the client. They can get the information correctly. They can get the 

point correctly. They can redeem the prize they want, so I think this is the 

advantage of having the right SOP to be in place. 

Interviewer: What could be the benefits to the customer and to the hotel of having this clearly 

process? 

SC: This is kind of win-win situation. Having a right process, we as a hotel get the 

money, everyone in the hotel get service charge. As of the clients, they get the 

prizes. 

6TH
 INTERVIEW: ASSISTANT INSPIREDMEETINGS PLANNER (AIM) 

Interviewer: May you please explain your work scope? 

AIM: I am a sales person mainly I am taking care of event, for instance, press 

conference, group seminar, product launch, dinner party, etc. 

Interviewer: How long have you worked with Sofitel So Bangkok? 

AIM:  Now it’s more than 2 years. My first day here is 5th of March 2012 

Interviewer: How your position involves with So Fan Club program? 

AIM: I am directly involved with So Fan Club program. Since the program is also 

applicable for the meeting planners, so I have to deal with them everyday. 

Hence, I do really need to know the program as I need to make them to be a 

member.  
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ENROLLMENT PROCESS 

Interviewer: How should sales person promote the program to the clients / What kind of 

information need to be given? 

AIM: Firstly, I need to tell them that this is a free program, they do not need to pay to 

be a member. Then, we need to tell them about the benefits. We need to explain 

them that the money they spend on the event, it is finally turn back to them as a 

reward.   

Interviewer: Please list the example of clients profile that you think that you should have it as 

a customer database 

AIM: It should be company name, full name, telephone number, address, email 

address, his/her position. I think it should be enough. 

Interviewer: What is the most proper way for sales person to pass client’s information 

(client’s profile) to SFC leader? 

AIM: We need to put in client’s information into the system, which is Opera. Every tab 

need to be filled in. Then, we capture the screen shot of that Opera page, and 

send and email to SFC leader to make an enrollment. It because of if we put all 

information into the system, it will be easily for us to retrieve the database. Plus, 

in the system, we also can recheck as well whether he or she is being a member 

or not. 

Interviewer: Once SFC Leader enrolled the client, what should be the next step? 

AIM: SFC leader should be the person who send all information to the clients, for 

example, the membership number, benefits, terms & conditions. Then, I think 

we should have a membership card to be sent to them too. For me, I prefer the 

card to send by post mail, I am a reactive sales person, so I think post mail 

should be the better way. However, we need to ensure that the client’s address is 

correct.  

Interviewer: What should be the first message delivered to the clients once they are the 

members? And which way of communication should be? E-mail? Mail? 

Telephone? Or else? 
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AIM: As I told you before, all important information should be delivered to the client. 

We can firstly send them the email for the general information. Anyway, the 

membership card should be delivered by post mail. 

Interviewer: Apart from you as a sales person, is there anyone or any other departments that 

can encourage the clients to enroll to this program? 

AIM: I think Marketing Department can do it as well. When they have any event hold 

by magazine or any press, we can ask the event organizer to enroll. In additions, 

I think Front Office and Telephone Operator needs to understand the program as 

well since they are the first department where the clients can ask for.   

Interviewer:  Once bookers agreed to enroll, what is the respond time for SFC leader to send 

SFC number? Within 1 hour? 3 hours 24 hours or else? 

AIM: It should be within 24 hours because they will feel that the hotel already 

response on their request. If it’s more than 1 days, I think they might feel that 

they are not important since we have delay response. 

Interviewer: Can you please advise the step on enrollment in details? What is the most   

proper way you think? 

AIM: Firstly, we need to get all information from the clients. We can get them the 

name card in order to put in the system. Then, we capture screen of that client’s 

profile and an email to SFC leader for enrollment. Once she enrolled in the 

system, SFC leader should send the client’s the information by email and copy 

me in, so that I will know that my clients are enrolled. Plus, all these process 

should be finish by 24 hours.  

POINTS CHECKING PROCESS 

Interviewer: What is the best way for the clients to check their point? 

AIM: I think we should have online website for them to check. For example, if the 

client, want to know their points during the weekend, so they can check it from 

online website. 

Interviewer: What is the time range of communication with the members about the points   

balance? By monthly basis, quarterly basis, or else? 
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AIM: Every 3 months should be fine because they can their own points in the website 

(if we have).  

Interviewer: May you please advice step by step of point checking process between the hotel 

and the clients? 

AIM: Firstly, if we have website, we should give them username & password to log-in 

for them to check the points by their own. Plus, we need to have kind of system 

that can automatically send them the balance in every 3 months.   

REDEMPTION PROCESS 

Interviewer: Do you think the hotel need document from the customer for making 

redemption? If yes, what is the importance of having those document? And what 

are those documents? 

AIM: Maybe ID card that we should take from them because we can check whether it 

is the right person. They should sign their name on the copied document as well. 

Interviewer: What is the best way of communication when making redemption? And what 

information should be included? 

AIM: If they would like to redeem, they should send us an email to inform, so we can 

arrange it within 3 weeks. Then, SFC leader should send them an email to 

reconfirm the reward they want, so we can have same understanding. Points 

balance after redemption should be informed as well.  

Interviewer: How long should the client gets rewards once making redemption? 

AIM:  I think it’s 3 weeks. 

Interviewer: What should be the process when delivery the reward from SFC leader to Sales 

Person, from Sales Persons to members? 

AIM: SFC leader can give me a reward by having a form to sign in order to reconfirm 

that the reward is handed to me. After I received, I will inform the clients by 

myself that they can pick it up at the hotel, which they need to sign when 

received as well.  

Interviewer: Do you think you yourselves should be the person who deliver the rewards or by 

post mail or else? 
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AIM: Yes, it should, because we are an account manager who is taking care of those 

clients. We should give them by hand so as to ensure. 

Interviewer: Any other suggestion during this redemption process? Can you please advise 

step by step? 

AIM: If the client would like to make redemption, they should send us an email. Then, 

I will reply an email to acknowledge the request by myself by copy to SFC 

leader as well for his or her to action. Once SFC got the reward, I will email to 

inform the client to pick up the reward at the hotel. SFC leaders needs to prepare 

the form for me and the clients to sign on as well. 

OTHER QUESTIONS 

Interviewer: Is there any other process that you think we have to add on to make it better? 

AIM: I think the most effective if we have online website to contain all information 

about So Fan Club. Any promotion? Any news? Any other updated about So Fan 

Club program. Plus, they could have a ability as well to check the points by their 

own.  

Interviewer: What is an importance of having Standards Operation Procedure for this So Fan 

Club program? 

AIM: I think we should have clear information for making SOP, in order to avoid the 

misunderstanding. Once we have SOP, everyone will be able to follow in the 

same way. If SFC leader is not here, everyone will be able to understand the 

process or can response the request easily. 

Interviewer: What could be the benefits to the customer and to the hotel of having this clearly 

process? 

AIM: For the customer, if we have clearly process, they will confident in both me and 

the hotel because we understand ourselves of what we need to do. For the hotel 

side, every department in the hotel should know and understand the program, so 

that they can promote the clients. It’s not only Sales Department only that can 

promote this program, but also others. I think once we have more and more 

department understand, we can increase the members for this program, which 

may help us to gain revenue and customer relationship in future. 
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7TH
 INTERVIEW: SENIOR RESERVATION SUPERVISOR (SRS) 

Interviewer: May you please explain your work scope? 

SRS: My position is Senior Reservation Supervisor. I mainly manage everything in 

my reservation office, I mean in general like manage and distribute all email 

received from the main email in reservation, doing some of the report for my 

direct boss, which is reservation manager, managing working schedule, helping 

the team for all kinds of bookings, for example, direct booking from hotel 

website, Online travel agent, corporate booking, and travel agent booking 

Interviewer: How long have you worked with Sofitel So Bangkok? 

SRS: I was here since October 2013 that I worked here, so approximately 6 months I 

did 

Interviewer: How your position involves with So Fan Club program? 

SRS: I definitely involve since I need to do the booking for the client, which one of 

them is corporate booking, and it concerns about SFC program 

RESERVATION PROCESS 

Interviewer: Do you think the reservation team needs to understand the program? Why? What 

is the importance? 

SRS: Reservation team does really need to understand So Fan Club program because 

we are the person who deal directly with the booker. In case, they call us for 

making reservation (not direct with sales person), it is very important that we 

need to understand the program because they sometimes might have questions 

about the program. What are the conditions? How does it work? Hence, we can 

deliver the right information to them. 

Interviewer: Do you think reservation team is able to encourage the booker to be a member? 

SRS: We can encourage them to be a member. In case that they call for making a 

reservation, we can ask them whether they are members or not. If we notice that 

they are new bookers, we definitely can make an enrollment. Then, we can 

coordinate with Sales Department in order for them to contact the bookers back 

and inform about privilege and benefits. 
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Interviewer: Should the clients mention their SFC number every time when making 

reservation? Why? 

SRS: It is very important for the bookers to mention their membership number every 

time. It because we can make sure that they are the right person who is supposed 

to get the points. 

Interviewer: In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

SRS: If our staff forgot to attach booker’s name into system, it will definitely effect to 

the point that the booker deserve to receive. Plus, later, if they know and 

complain, it will effect to the hotel. Also, it increases bad image to the 

reservation team as we make a mistake. 

Interviewer: How can the client ensure that they will get the points from the bookings they 

sent? 

SRS: We don't know what way the client can make sure that they got the point. What I 

suggest is that we should state in the confirmation letter, so that they will know 

the points are kept for them. However, if they call to ask, we will inform them 

that the points are calculated. Plus, I believe that sales department has their own 

point balance record for each member. 

Interviewer:  Do you have any recommendation about the reservation process that could run 

more effective? Please advise an effective process step by step. 

SRS: I think the problem right now is about the system. When we make a booking, we 

will do it in the system called "Resaweb", in which we cannot input So Fan Club 

Number in it. There is only Accor membership that allows to be recorded, which 

it will automatically attach to the electronic confirmation letter. Hence, the 

bookers will ensure that they got points. Therefore, since the system does not 

support to put SFC number, it causes the booker does not know whether the get 

the point. This is a disadvantage for the bookers. It would be great if we can 

develop our system to be more workable. However, since SFC is operated only 

in Sofitel So Bangkok, it will be fast & easy for us, if we can put SFC number in 

e-confirmation letter.  
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8TH
 INTERVIEW: JUNIOR RESERVATION SUPERVISOR (JRS) 

Interviewer: May you please explain your work scope? 

JRS: I am a Junior Reservation Supervisor, mainly taking care of corporate bookings, 

and do some daily report e.g. no show report 

Interviewer: How long have you worked with Sofitel So Bangkok? 

JRS:  Only 5 five totally   

Interviewer: How your position involves with So Fan Club program? 

JRS: It’s directly involved with me as I do all corporate bookings. I got a call and 

email from the booker everyday for making reservation and the inquiries 

RESERVATION PROCESS 

Interviewer: Do you think the reservation team needs to understand the program? Why? What 

is the importance? 

JRS: It’s truly important in my opinion. I am actually the one who is handling 

corporate booking, however, if I’m not here, the rest of my team should know 

and understand how to manage the booking and the SFC. Seems like SFC is just 

a normal program for the booker, but we need to focus since it has some details 

that we should not miss it. Otherwise, we may be in a trouble. 

Interviewer: Do you think reservation team is able to encourage the booker to be a member? 

JRS: Definitely yes. We also try to check whether this person is really be a booker or 

not. So we can check from their signature in the email, we can ask them over the 

phone call to check. Then, we can tell them that it’s free program to enroll, and 

you can get some benefits for every bookings you send us, like this booking, we 

can start to collect the point if you want. 

Interviewer: Should the clients mention their SFC number every time when making 

reservation? Why? 

JRS: It would be great for us if we can get it. Firstly, if they tell us, we don’t need to 

identify whether they are a member or being a booker or not, so that we can save 

our time for making reservation. However, we need to ensure again whether the 

number they gave is matched with the name we have. But it’s okay if they didn’t 

mention the number. 
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Interviewer: In making reservation process, what could be affected if the staff does not attach 

booker’s name into the booking system? What will be affected? 

JRS: It’s totally affect. No booker’s name attach means no SFC points. No SFC 

points, but they send us the room night means that we are cheating on members. 

Means that we could not deliver the promise as we talked in the beginning or 

follow the information we gave. It’s such a trouble for them. Therefore, we need 

to make sure that all corporate bookings or the booking from any other channel 

should attach the booker name.  

Interviewer: How can the client ensure that they will get the points from the bookings they 

sent? 

JRS: Right now, we have not done anything for the clients, like to inform them that 

we already collect the points for them. But however, what I would suggest if we 

could do is that we mention in the booking confirmation letter that we send 

them. We could inform the things like we already collect the SFC point for this 

booking, and also need to inform them that if this booking is cancelled, the 

points will terminate automatically. 

Interviewer:  Do you have any recommendation about the reservation process that could run 

more effective? Please advise an effective process step by step. 

JRS: As our duty is to make a reservation, I think that we need to respond the request 

from the booker on time, like we need to send them back the confirmation 

number within 24 hours  or less than that. Then, if we have got a corporate 

booking, we need to ensure that SFC program needs to be identified. To check 

whether they are the members? Are they eligible? When we check a booking, do 

we attach their names into the booking? Then, when we return them back with 

the confirmation number, please indicate if possible whether in the email or in 

the letter itself that we already collect the SFC points.  
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APENDIX C 

ENROLLMENTPROCESS 

Question 1: 

How should sales person promote the program to the clients / What kind of information need to 

be given? 

ID Respondent Response Code 

1 DOS 

We should promote this program to the potential bookers, the one who has potential 

to use hotel’s product and service, such as, book a room, book a meeting, or a 

function. In fact, we also could promote to the one who may not always book the 

hotel’s room, so that person may visit frequently entertain their own client because 

actually this card is actually is a discount card as well. We need to give the client 

for the benefits of the card. It is a discount card and can accumulate and change to 

be the points, Also we need to tell them how to collect the points, for example, by 

booking the room, by booking function room that kind of things. Then, how to 

calculate the points, for example, how many Thai Baht to the points, or how many 

room nights to the points this is also up to the program. Then we need to tell the 

client of when or how to redeem the prizes. Last but not least, we need to tell for the 

communication channel between the hotel and the members of this program. 

Inform General 

Info &  

Benefits 

2 SM 

As a sales person, in order to promote the program to the clients, the information 

that we need to give to the clients is to clarify what the program is all about. Then, 

identify the clients whether that person should be enrolled to be SFC member or 

not.  

Inform General 

Info &  

Benefits 

3 ASM 

I think for the first step, we only need to introduce in general. For example, the 

overview, who is eligible for the program, how they can get the points, and 

examples of rewards they would get. We don’t need to go deep in details since SFC 

leader will send all information to them again. 

Inform General 

Info &  

Benefits 

4 SE 
We should explain what SFC program is, and what it made for. It’s very important 

to make them understand their own benefits. 

Inform General 

Info &  

Benefits 
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Question 2: 

Please list the example of clients profile that you think that you should have it as a customer 

database 

ID Respondent Response Code 

1 DOS 

What I think is that we should have it as a customer database, definitely 

the name, last name, position, company name, telephone number, email 

address, mobile phone, birthday. If possible to be more details, preferable 

to have like marital status, anniversary date, what are the hobbies, what 

are their preferred activities? It will be very helpful if So Fan Club could 

arrange the special activities to the members to strengthen relationship. 

- Company Name 

- Full Name 

- Position 

- Tel number 

- Address 

- Email Address 

- Birthday 

- Marital Status 

- Anniversary date 

- Special or preferred 

activities 

2 SM 

The most important thing I would say is that the booker contact 

information. Their name, their company name, their title and of course, 

what I think it’s the most important is to know whether how potential of 

the clients to be a member, in order to make booking, like the beneficial 

for the hotel 

- Company Name 

- Full Name 

- Position 

- Tel number 

- Address 

- Potential  

5 SC 

We should tell them the benefits of being SFC members that it’s free enrollment. 

And if they send a booking to us, they will get some rewards and prizes. I think this 

could encourage them to send us more bookings. 

Inform General 

Info &  

Benefits 

6 AIM 

Firstly, I need to tell them that this is a free program, they do not need to pay to be a 

member. Then, we need to tell them about the benefits. We need to explain them 

that the money they spend on the event, it is finally turn back to them as a reward.   

Inform General 

Info &  

Benefits 
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3 ASM 

It can be in their namecard, such as, company name, full name, nickname 

(maybe), telephone number, address, email address. Plus, I think we 

should ask then their birthday as well, so that we can send them a greeting 

card to make them feel more special. 

- Company Name 

- Full Name 

- Nickname 

- Tel number 

- Address 

- Email Address 

- Birthday 

4 SE 

We must have their full name, position, company name, telephone 

number and email address in order to make sure that we have many 

channels to contact them 

- Company Name 

- Full Name 

- Position 

- Tel number 

- Email Address 

5 SC 

We need their full name, position, company name, telephone number, 

address and email address in order for us to put it in the system, and send 

the SFC card. 

- Company Name 

- Full Name 

- Position 

- Tel number 

- Email Address 

- Address 

6 AIM 

It should be company name, full name, telephone number, address, email 

address, his/her position. I think it should be enough. 

- Company Name 

- Full Name 

- Position 

- Tel number 

- Email Address 

- Address 
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Question 3: 

What is the most proper way for sales person to pass client’s information (client’s profile) to SFC 

leader? 

ID Respondent Response Code 

1 DOS 

I believe written application form is the most proper way, and that 

form could be sent to the SFC leader by hard copied, or can be email, 

so all the information can be referred. 

Fill Application Form and 

bring to SFC leader 

2 SM 

Just to make sure that all the clients information is being in the Opera 

system, and then capture that window, then send an email to SFC 

leader to make an enrollment. 

Capture Screen from 

System 

send by email 

3 ASM 

We have a sales system called Opera, which contain all information 

about sales activity. It also includes client’s database. Hence, sales 

person need to create clients profile, then we should capture that 

screen and send an email to SFC leader for the next process 

Capture Screen from 

System 

send by email 

4 SE 

I think we should pass by send the email. By verbal or hand writing 

might not be a good way since mistake could be occurred. Hence, 

sending an email is kind of evidence, it is in black and white, so that 

we can make sure that all the information is pass to SFC correctly 

Send email 

5 SC 
I prefer to send an email address to SFC leader since it could be an 

evidence that I would like to enroll SFC for this booker.  
Send email 

6 AIM 

We need to put in client’s information into the system, which is 

Opera. Every tab need to be filled in. Then, we capture the screen 

shot of that Opera page, and send and email to SFC leader to make 

an enrollment. It because of if we put all information into the system, 

it will be easily for us to retrieve the database. Plus, in the system, 

we also can recheck as well whether he or she is being a member or 

not. 

Capture Screen from 

System 

send by email 
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Question 4: 

Once SFC Leader enrolled the client, what should be the next step? 

ID Respondent Response Code 

1 DOS 

I believe that communication is very important, so we need to 

communicate back to the client that we already enrolled them to be a 

member with a details of member’s number, plus all the benefits. 

Send SFC number and all 

info 

2 SM 

The step that should be taking place after enrollment is that to make 

sure that the information is sent especially the membership number 

of SFC, the benefits, the details of rewards. Then, sales person who 

is taking care of this booker need to call and follow up that they 

received that email 

Send SFC number and all 

info & Call to follow up 

3 ASM 

SFC leader should send all information, for example, how to get the 

points, rewards scheme, terms & conditions of the program, other 

privileges. Plus, we need to send them an e-welcome letter as well. It 

should contain a welcome message from the management team, 

membership number, etc.  

Send all info & Welcome 

Letter 

4 SE 

SFC leader need to send the clients for the information. Furthermore, 

we need to send the updated news such as party, charity programs, 

events which these make us keep in touch with the hotel and the 

program 

Send all info 

5 SC 

We should send them the SFC number, all benefits, terms & 

conditions by email. Plus, we need to let them know that if they visit 

our hotel and have any meal at any hotel’s restaurant, they will also 

get 15% discount. 

Send all info 

6 AIM 

SFC leader should be the person who send all information to the 

clients, for example, the membership number, benefits, terms & 

conditions. Then, I think we should have a membership card to be 

sent to them too. For me, I prefer the card to send by post mail, I am 

a reactive sales person, so I think post mail should be the better way. 

However, we need to ensure that the client’s address is correct.  

Send all info 
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Question 5: 

What should be the first message delivered to the clients once they are the members? And which 

way of communication should be? E-mail? Mail? Telephone? Or else? 

ID Respondent Response Code 

1 DOS 

I think I just mentioned about it that we should communicate back to 

the clients. And which way of communication should be? I believe 

the best way that we could do is that we firstly email to the clients, 

just like I mentioned like member’s number, the benefits, all the 

terms & conditions. After we emailed to them, also it would be nice 

gesture if the leader will pick up the phone, call to thank them for 

applying to this program. If possible, if they have time, we can also 

ask the clients if they have any problems in terms and conditions, 

plus, it would be good if we could give the client’s information of 

when the permanent card will be delivered to them. 

SFC Information by email 

2 SM 

We should send an email to the client right after we enroll them as a 

SFC member, so to let them know they are the member, and know all 

the benefits 

SFC Information by email 

3 ASM 
As I told, it should be a welcome letter which we can send them by 

email. 
Welcome Letter by email 

4 SE 

It should be a welcome message. We should have a kind of welcome 

letter to them once enrolled. By doing this, they may feel important 

to be a part of our program. The best way is email. It doesn’t need to 

be a paper or letter as nowadays everything is online, and we can 

save our cost by doing it online as well. 

Welcome Letter by email 

5 SC 

As I mentioned before from the previous question, I think we should 

send them all the details about SFC that they are supposed to know. 

And it should be by email. To make it better, after we send those 

information, we are better call and ask whether they have any 

question about the benefits and else. 

SFC Information by email 
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6 AIM 

As I told you before, all important information should be delivered to 

the client. We can firstly send them the email for the general 

information. Anyway, the membership card should be delivered by 

post mail. 

SFC Information by email 

 

Question 6: 

Apart from you as a sales person, is there anyone or any other departments that can encourage the 

clients to enroll to this program? 

ID Respondent Response Code 

1 DOS 

Certainly, apart from us, room reservations who always be contact 

with the clients, or pick up the call from the clients when they call to 

book a room. If the reservation aware that clients not yet a member, 

so that can enroll this program to the clients, or explain how good of 

this program. Also the event Sales person, who also received event 

business, so then they know that who book the event will get a 

benefit from this program as well. This event person can also enroll 

this program, even the staff at the restaurant who maybe well-aware 

of the guests who start to be coming back to the restaurant more 

often also could be able to enroll those persons to this program. That 

would strengthen the guest’s loyalty to the hotel as well. 

Reservation Department 

& 

Event Sales Person 

2 SM 

Apart from Sales person, I think other people can be the reservation 

team that can encourage the clients to enroll this program as well 

because they are the one who receive the booking from the client 

directly 

Reservation Department 

3 ASM 

I think the most concern department is reservation team. They get a 

call or an email everyday from the corporate client, so I think there 

might be some potential bookers that I can contact and build 

relationship with. 

Reservation Department 

4 SE 
It’s Reservation Team as they will get a call or email from new client 

everyday, so that I think it is very important for them to understand 
Reservation Department 
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the program as well. 

5 SC 

Actually, it’s not only Sales Department that can make an 

enrollment, but others can do it as well. For example reservation 

team, if they know that this person is eligible to enroll, so that they 

can send the name, position, company name and email address to 

SFC leader to make an enrollment as well. 

Reservation Department 

6 AIM 

I think Marketing Department can do it as well. When they have any 

event hold by magazine or any press, we can ask the event organizer 

to enroll. In additions, I think Front Office and Telephone Operator 

needs to understand the program as well since they are the first 

department where the clients can ask for.   

Marketing Department 

 

Question 7: 

Once bookers agreed to enroll, what is the respond time for SFC leader to send SFC number? 

Within 1 hour? 3 hours 24 hours or else? 

ID Respondent Response Code 

1 DOS 

I believe in 24 hours or one working day. Not to rush for the SFC leader as 

well and it is still fresh enough for booker to feel the efficiency of this program 

and the leader itself 

24 hours 

2 SM 

In my opinion, the response time that SFC leader needs to send SFC number 

and the details of benefit. I think within 24 hours should be oaky because that 

is the something that they will not get it right away when they are talking with 

the sales person. It’s kind of a notice that we give them when we talk that all 

the information will be sent within a day. So I think it should be fine. 

24 hours 

3 ASM 

It should be as soon as possible, not exceed 24 hours. They may have a 

booking on that day, so if we don’t enroll them, they might lose opportunity to 

get the points 

24 hours 

4 SE By 24 hours would be perfect 24 hours 

5 SC 
After enrolled, I think we should send it by 3 hours, should not be over 24 

hours. 
24 hours 
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6 AIM 

It should be within 24 hours because they will feel that the hotel already 

response on their request. If it’s more than 1 days, I think they might feel that 

they are not important since we have delay response. 

24 hours 

 

Question 8: 

Can you please advise the step on enrollment in details? What is the most   proper way you think? 

ID Respondent Response Code 

1 DOS 

Actually to answer this question is all I mentioned before I believed. Start from 

sales person or hotel’s staff find the potential members. Then they explain what 

SFC is, what the benefit is, how to collect the point, how to calculate the 

points, what are the prizes, terms and conditions, how and when to redeem the 

prizes, and how to communicate with the hotel regarding this SFC program. 

All these would be explained to the clients. Then, let the clients fill out the 

form with their signature of course. Temporary card will be given to the client 

because the card can be used as a discount card at the restaurant right away, so 

then would make it efficiency for the client to use the hotel’s service. Then, the 

SFC leader, once they get the form, the leader would process on the program, 

get the number, and email back to the member with the member’s number and 

all the benefits, terms & conditions at the end in written. Also, the permanent 

card to be delivered to the clients.   

2 SM 

The step of enrollment SFC member, it depends on the situation whether the 

sales person talking to the clients at the office by phone, which is have a 

different approach to do. I would say if the sale person is talking to the client 

over the phone, for this situation, that sales person can send email of the 

enrollment to SFC leader, and then SFC leader can do the enrollment right 

away. However, if the situation is about when the sales person meets the clients 

at their office, so it takes sometimes to provide their information to the SFC 

leader, but if like for the urgent situation that the client would like to take 

benefits right away, then sales person can take a photo of their namecard and 

send to SFC leader. But I think the best is that we need to make sure that all   



113 
 

information of the client is being in the Opera first, then let the SFC leader 

know that which person need to enroll for the SFC, and then send the email 

over to the clients for the details, and Sales person will follow up by call 

3 ASM 

So either me or reservation should get the information from the customer as 

much as possible in order to out in Opera system, then pass the information to 

SFC leader by email. After that, SFC leader must send an email to the clients 

with e-welcome letter to welcome them to the program, informing about their 

membership number, benefits, rewards scheme, and terms & conditions   

4 SE 

Firstly, I myself need to find a potential booker to be a member. Then, I have 

to get all of their information, such as their full name, position, company name, 

telephone number and email address, etc, then all these information must be 

passed to SFC leader by email to make an enrollment. After that, SFC leader 

needs to send e-welcome letter by 24 hours to them with SFC benefits and 

other important information, or if we have any interesting event concerning to 

SFC, we need to send them as well.    

5 SC 

I think we should do everything by sending an email to the client from the 

started. Once we enrolled them, we need to send all the information they 

should know, the membership number, how to get their points, what are the 

benefits, the privilege of having discount, terms and conditions and so on.   

6 AIM 

Firstly, we need to get all information from the clients. We can get them the 

name card in order to put in the system. Then, we capture screen of that client’s 

profile and an email to SFC leader for enrollment. Once she enrolled in the 

system, SFC leader should send the client’s the information by email and copy 

me in, so that I will know that my clients are enrolled. Plus, all these process 

should be finish by 24 hours.    
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RESERVATION PROCESS 

Question 1: 

Do you think the reservation team needs to understand the program? Why? What is the 

importance? 

ID Respondent Response Code 

1 DOS 

Room reservation and sales person is equally sale, so for ant call that they pick, it 

mostly the call to book the room, and this program is the program for the booker. 

They are more in contact more that the sales person, even more in contact with the 

bookers. Then, it is very important for the reservation to understand inside out, 

then, they can explain how good, how different, how uniqueness of this program 

to the client to make them would like to book the hotel even more. 

Direct 

Contact 

2 SM 

In my opinion I think reservation team needs to understand about the program 

exactly what it is and the benefits that include in that program. The reason is they 

are the one who taking booking from the clients whether by email or by call. Of 

course they need to know whether the client who make the booking with them, are 

they actually the guest, or the booker. Then, if they identify that they are the 

bookers, then are they know exactly whether that person is a member or not. If 

not, they can take the next step to encourage the booker to be a SFC member and 

start earning points 

Direct 

Contact 

3 ASM 

Yes, they need to understand. Reservation sometimes gets new clients more than 

me. So it is a good for them to know and understand the program. We might not 

know, there might be some bookers call directly to the reservation and ask for the 

benefits. Hence, if they know the program, it might be a good chance that we can 

increase member and gain more revenue from the new bookers as well 

Direct 

Contact 

4 SE 

Definitely yes because they always get a call or email from new client. Hence, 

once they know that is the new clients, I may call them directly to introduce 

myself, so that I can gain more clients. Plus, I can introduce them for the benefits 

of SFC as well. 

Direct 

Contact 

5 SC 
I think definitely yes that they should know and understand the SFC program. 

When they have a client calling in, so they will know what they need to answer 

Direct 

Contact 
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and they can provide the right information to the clients. 

6 SRS 

Reservation team does really need to understand So Fan Club program because we 

are the person who deal directly with the booker. In case, they call us for making 

reservation (not direct with sales person), it is very important that we need to 

understand the program because they sometimes might have questions about the 

program. What are the conditions? How does it work? Hence, we can deliver the 

right information to them. 

Direct 

Contact 

7 JRS 

It’s truly important in my opinion. I am actually the one who is handling corporate 

booking, however, if I’m not here, the rest of my team should know and 

understand how to manage the booking and the SFC. Seems like SFC is just a 

normal program for the booker, but we need to focus since it has some details that 

we should not miss it. Otherwise, we may be in a trouble. 

Direct 

Contact 

 

Question 2: 

Do you think reservation team is able to encourage the booker to be a member? 

ID Respondent Response Code 

1 DOS 
Certainly yes, I believed I have just mentioned before that they could encourage 

and how important that they could encourage to be our member 
Yes 

2 SM 

The reservation team members are be able to encourage the bookers to be a 

member because of in my opinion, in their routine, they come across with the 

bookers so many times, and they should be identify and be able to encourage them 

to be a member if they a member. So we can have more members to gain benefits 

of this program 

Yes 

3 ASM Definitely yes if they understand the program well Yes 

4 SE 

I think they shouldn’t enroll the SFC by themselves. We need to screen the clients 

first before make an enrollment. We need to check whether they are potential or 

not. So, reservation needs to pass me the client’s information, so  that I can know 

what is going on in my account. 

No 

5 SC 
Yes, they can. It’s free enrollment. And I think it’s good to encourage the clients 

that when they make a reservation, important to let them know that they will get 
Yes 
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something in return. 

6 SRS 

We can encourage them to be a member. In case that they call for making a 

reservation, we can ask them whether they are members or not. If we notice that 

they are new bookers, we definitely can make an enrollment. Then, we can 

coordinate with Sales Department in order for them to contact the bookers back 

and inform about privilege and benefits. 

Yes 

7 JRS 

Definitely yes. We also try to check whether this person is really be a booker or 

not. So we can check from their signature in the email, we can ask them over the 

phone call to check. Then, we can tell them that it’s free program to enroll, and 

you can get some benefits for every bookings you send us, like this booking, we 

can start to collect the point if you want. 

 Yes 

 

Question 3: 

Should the clients mention their SFC number every time when making reservation? Why? 

ID Respondent Response Code 

1 DOS 

I think is ideally that booker would every time mention their member number, and 

that would be very helpful for the reservation team. But actually from me, I think 

if the hotel has a very efficient program that whenever we key in the booker name 

in reservation and member number could be pop-up that would be super. And then 

client would not need reminding every time themselves and the hotel of their 

number all the time. Sometimes somehow some clients, saying the number every 

time could be annoying, but whether it is important to add the number every time 

they make a booking, yes, it can make sure that the clients would meet the benefits 

they should get 

Yes 

2 SM 

It’s very important for the client to mention their SFC number every time when 

they make a booking with our reservation because they can ensure that the 

booking they made, the reservation person can attach their name with the booking. 

They can ensure later that the points earn from the booking or collectable 

correctly. 

Yes 
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3 ASM 

It would be perfect if they can. I think no one remember their membership 

number. Hence, it will be the reservation responsibility to check whether that 

person is being a member or not 

Yes 

4 SE 

They should inform us, it will be more easily in terms of operation, which is 

reservation team. However, reservation staff needs to check whether the number is 

the right person 

Yes 

5 SC 
I think reservation team need to check first whether that booker is a member? It’s 

ok if the client does not mention the number, but they really need to recheck. 
Yes 

6 SRS 

It is very important for the bookers to mention their membership number every 

time. It because we can make sure that they are the right person who is supposed 

to get the points. 

Yes 

7 JRS 

It would be great for us if we can get it. Firstly, if they tell us, we don’t need to 

identify whether they are a member or being a booker or not, so that we can save 

our time for making reservation. However, we need to ensure again whether the 

number they gave is matched with the name we have. But it’s okay if they didn’t 

mention the number. 

Yes 

  

Question 4: 

In making reservation process, what could be affected if the staff does not attach booker’s name 

into the booking system? What will be affected? 

ID Respondent Response Code 

1 DOS 

Member’s name… that is should not happen at all. Whether the bookers are not 

the member, the booker name is a must to put when making reservation system to 

put in every single reservation. In any other cases, we need to track that sometimes 

the booker is important. But in this case I think it’s about member’s number. 

Certainly it will be affect to the hotel and the clients, if the hotel or reservation 

forgets to attach the booker name, it would create inaccurate report and the record 

that the hotel had and the one that the member has. Once the point is announced 

which is different between hotel record and client record, it definitely create 

entrust from the client to hotel, and that’s not good at all. 

Inaccurate 

Figure 

& Lose trust 
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2 SM 

If SFC member doesn’t match with the system, what happen is that the booking 

that suppose to earn the point will not go directly to the booker. It cause the 

booker didn’t receive the point from that booking. What would happen next is like 

if they find out that the point from the booking they made haven’t go under their 

account, why we don’t keep a benefit for them, they would say that we are 

cheating, or why we follow the step. Hence, we need to make sure that every 

bookings that made, they will receive the points from being a SFC member 

correctly. 

Lose points 

& Trust 

3 ASM 

The clients will not get the points. It might be a problem for some bookers, but 

some might not. Some bookers are point lover, so they will not satisfy and not 

trust in us again 

Lose points 

& Trust 

4 SE 
The clients will not get the benefits or the points on that booking. They might feel 

bad and has possibilities to not support us again 
Lose points 

5 SC 

It’s very important. They should keep in their mind that they need to attach the 

booker’s name in the system. If we don’t attached, they will not get points, which 

can be a trouble.  

Lose points 

& Trust 

6 SRS 

If our staff forgot to attach booker’s name into system, it will definitely effect to 

the point that the booker deserve to receive. Plus, later, if they know and 

complain, it will effect to the hotel. Also, it increases bad image to the reservation 

team as we make a mistake. 

Lose points 

7 JRS 

It’s totally affect. No booker’s name attach means no SFC points. No SFC points, 

but they send us the room night means that we are cheating on members. Means 

that we could not deliver the promise as we talked in the beginning or follow the 

information we gave. It’s such a trouble for them. Therefore, we need to make 

sure that all corporate bookings or the booking from any other channel should 

attach the booker name.  

Lose points 

& Trust 
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Question 5: 

How can the client ensure that they will get the points from the bookings they sent? 

ID Respondent Response Code 

1 DOS 

First of all, the easiest way is that they need to inform the number every time 

they make a booking. Also, they should keep all the record of the bookings 

that have made with the hotel, that would allow them to double check with 

the points at the end of the month or at the end of the quarter that the points 

would be announced. All these wouldn’t happen if the hotel record system is 

efficiency enough and the client would trust our hotel enough as well. 

Inform when make 

a booking 

2 SM 

In order to ensure, I think if the client is able to know exactly what is the 

current points they have in their account for their SFC member, so they know 

the current balance, Once they make booking, they need to know also of how 

they would get the point from that booking whether it’s room or banquet 

event. It would be great if the reservation member repeat that “you are the 

SFC member, now your current balance is…… After this booking, you point 

balance will be….”. So that they client will know right away after made the 

booking of what is their current balance. 

Inform when make 

a booking 

3 ASM 

They can just call-in to check if they want. Otherwise, if this is not increase 

our reservation job, we should attach there SFC number in booking 

confirmation, so that the booker will notice that their booking will get the 

points 

Call to check 

& 

Put in 

confirmation 

Letter 

4 SE 

They can call us to check. However, I think our reservation team is now 

trying to remind themselves when make a corporate booking that they need to 

attach booker’s name into the system  

Call to check 

5 SC 
They can call to check whether with me, with account manager, or SFC 

leader. 
Call to check 

6 SRS 

We don't know what way the client can make sure that they got the point. 

What I suggest is that we should state in the confirmation letter, so that they 

will know the points are kept for them. However, if they call to ask, we will 

Put in 

Confirmation 

Letter 
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inform them that the points are calculated. Plus, I believe that sales 

department has their own point balance record for each member. 

7 JRS 

Right now, we have not done anything for the clients, like to inform them 

that we already collect the points for them. But however, what I would 

suggest if we could do is that we mention in the booking confirmation letter 

that we send them. We could inform the things like we already collect the 

SFC point for this booking, and also need to inform them that if this booking 

is cancelled, the points will terminate automatically. 

Put in 

Confirmation 

Letter 

 

Question 6: 

Do you have any recommendation about the reservation process that could run more effective? 

Please advise an effective process step by step. 

ID Respondent Response Code 

1 DOS 

I guess the recommendation is about the reservation process that would include So Fan 

Club enrollment. Once reservation pick up the phone and get the reservation, then they 

could investigate whether that booker eligible to be SFC or not. If the booker are from 

corporate company, from embassy or from any government sections, so any that is not 

from travel agency is eligible. Then, they just do the reservation process as they 

normally do, and confirm the reservation that they normally do. Then, they could take 

the opportunity ask their permission if they could share about SFC, what is the benefits 

of SFC. Then, if the client is interested in the program and want to be a member, so 

then reservation team could send an email attached with the confirmation letter that 

they just made with application form to them. Once the booker gets back with the form, 

the reservation team could forward the form to SFC leader for further process. Again, 

reservation team does not always pick the phone for the booking; they also get email 

from the booker. That helps reservation teams not to get to much more involve into the 

SFC. Once they see that the client is not a member, actually they could forward to this 

email to SFC member to enroll to this program.   
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2 SM 

For my recommendation, the first thing is that we need to check whether the booker is 

SFC member or not. If not, the reservation member can encourage them to enroll as a 

member, tell them the benefits, tell them the rewards they can get. Then, they can start 

to collect the point from the first booking they made with us, and of course, after made 

the booking, it would be good if we could send kind of confirmation that the booking 

they just made right now, how much point they can earn ,and how much far they can 

reach the first reward.    

3 ASM Just not forget to attach the booker’s name in the booking system   

4 SE 

I think what we are doing now is fine, but only one thing is that reservation should 

attach booker’s name every time for the corporate booking. I don’t want my clients to 

lose their points.   

5 SC 
I won’t add anything more. What I need is that reservation team need to attach booker’s 

name everything when do the booking in the system. This is the most important.   

6 SRS 

I think the problem right now is about the system. When we make a booking, we will 

do it in the system called "Resaweb", in which we cannot input So Fan Club Number in 

it. There is only Accor membership that allows to be recorded, which it will 

automatically attach to the electronic confirmation letter. Hence, the bookers will 

ensure that they got points. Therefore, since the system does not support to put SFC 

number, it causes the booker does not know whether the get the point. This is a 

disadvantage for the bookers. It would be great if we can develop our system to be 

more workable. However, since SFC is operated only in Sofitel So Bangkok, it will be 

fast & easy for us, if we can put SFC number in e-confirmation letter.    

7 JRS 

As our duty is to make a reservation, I think that we need to respond the request from 

the booker on time, like we need to send them back the confirmation number within 24 

hours  or less than that. Then, if we have got a corporate booking, we need to ensure 

that SFC program needs to be identified. To check whether they are the members? Are 

they eligible? When we check a booking, do we attach their names into the booking? 

Then, when we return them back with the confirmation number, please indicate if 

possible whether in the email or in the letter itself that we already collect the SFC 

points.   
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 POINTS CHECKING PROCESS 

Question 1: 

What is the best way for the clients to check their point? 

ID Respondent Response Code 

1 DOS 
The best way is really up to the client. I guess for Thai bookers, easiest way for them at 

any time, they will call the hotel; they will call the SFC leader and ask for their points.  
Call 

2 SM 

For me, if we have some tools that available for the client that they can check their 

points instantly or in real, whether SMS, or by online. Anything like that, so that they 

can check at any time they want. 

SMS, 

Online 

3 ASM 

They can call me, so that I can pass the request to SFC leader. Then, SFC leader can 

send them the point balance by email. The email should include their name, 

membership number, and point balance 

Call, 

Email 

4 SE 

Calling to me or SFC leader, or email, or checking in website if possible Call, 

Email, 

Online 

5 SC 

I think the best way is online website, if possible. However, they still can check with 

SFC leader. The good thing to do online checking is that they can check any time they 

want. 

Online 

6 AIM 

I think we should have online website for them to check. For example, if the client, 

want to know their points during the weekend, so they can check it from online 

website. 

Online 

 

Question 2: 

Should the clients have an ability to check by their own? Or it is better for them to get the 

information from SFC Leader directly? 

ID Respondent Response Code 

1 DOS 

As mentioned, it is very subjective; it’s really up to the clients. Definitely, it would be 

great if they can check by their own in case that they could not contact SFC leader or 

they might wanna know it during the holiday. So then yes, it is would be good if they 

could check by their own on the SFC webpage. But for some person, they just give us a 

Online 
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call to get what they want. 

2 SM 

Of course that the clients should have an availability to check their points by 

themselves. It should not be only direct from SFC leader or from the sales person since 

those persons may not be available all the time. So the best way is for themselves that 

can check by their own. 

Online 

3 ASM 

It would be perfect if we can have SFC website for the members to check the points 

online. Anyway, it depends on the clients on which way they would like to check. If 

they call to SFC leader, we can inform them on the phone, but we need to send email to 

confirm after that as well 

By Online 

& Direct 

with SFC 

Leader 

4 SE 

Yes, they should check by their own by doing on online website. It will be easier for 

clients as they can check 24/7 and real time points. It means that when their clients 

check out, the points should be automatically updated. It would be great if we have a 

system like that 

By Online 

5 SC 

I would be great if they can check directly by themselves. However, since we still 

cannot provide online website for them to check, so the clients can make a call directly 

to SFC leader if they would like to check the points. 

Online 

6 AIM 

I think we should have online website for them to check. For example, if the client, 

want to know their points during the weekend, so they can check it from online 

website. 

Online 

  

Question 3: 

What is the time range of communication with the members about the points balance? By 

monthly basis, quarterly basis, or else? 

ID Respondent Response Code 

1 DOS 

Personally I believe quarterly basis is good because it’s also not every individual 

member books the hotel so recently or so high room night every month. Hence, 

quarterly is good enough for the hotel to communicate back with the member about the 

point, but if the hotel could make it by monthly basis also would be good. Some 

bookers, they might not be interest or not be contact the hotel for the redemption, but it 

would be good for them to have the information and then accumulate to double check 

Monthly 
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with the hotel once they redeem. Therefore, to me, quarterly is enough, but if monthly 

is possible, it’s going to be good 

2 SM 

I think the best way is that the client should be able to check at any time they want. It 

also good if we could send a message to notify clients by the end of the month of how 

much point they have at the moment 

Monthly 

3 ASM It can be by quarterly basis Quarterly 

4 SE Quarterly is enough. Quarterly 

5 SC 
It can be by quarterly since they can check their points at any time if they would like to 

know. Having communication about the points by quarterly is not that too less to do. 
Quarterly 

6 AIM 
Every 3 months should be fine because they can their own points in the website (if we 

have).  
Quarterly 

  

Question 4: 

May you pleased advise step by step of point checking process between the hotel and the clients? 

ID Respondent Response Code 

1 DOS 

Point checking process should not be complicated. If the clients call or email or contact 

the hotel, in this case, it should be SFC leader to check the point. The leader check back 

into the system for such and such member, then get back to the member how much 

point they have, saying that for minimum points that they could get the prize or this 

kind of thing. If they call, it would good if SFC leader could get back to them again 

with the email, so that they could have it in black and white. So I think here the mission 

complete.    

2 SM 

My advice for step by step of point checking process is that I think it start from the first 

time we enroll client to be a member. For example, once we enroll them, we just say 

that this is your membership number, and your current balance at the point of 

enrollment is zero. Maybe in the body email we can say that for the first 10 bookings, 

you would be able to receive or redeem the first reward. After they make a booking 

with us, every time at the end of booking confirmation, they should send them a 

notification them that we give them the points, and your balance is such as such… I   
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think this is the most effectively way to communicate with the client. Then, we do the 

summarize for the clients by email or text message to the clients to let them know by 

the end of the month, to know exactly how much they earn per much. 

5 ASM 

When the client request to check their points, SFC leader need to send them an email to 

confirm the balance. The email should include with the client’s name, the membership 

number, and points balance. And if possible, I think we need to the attached rewards 

scheme for them in the email and ask whether they would like to redeem now? (If their 

point reach the minimum).   

6 SE 

Once client call or send email to SFC leader, SFC leader will check and inform clients 

by email. Even they call-in, we should send them the email to confirm the information. 

In the email, we should mention their name, their membership number, and points 

balance.   

7 SC 

When the client call to check the points, SFC leader needs to check their name, last 

name, company name so as to make sure that this is the right person. The client 

sometimes cannot remember their own membership number, and their name may 

duplicate with the other, so that’s why we need to recheck every time to ensure. Once 

checked and informed them on the phone, SFC leader need to send them an email as 

well, so that to have a well-communicate with the clients    

8 AIM 

Firstly, if we have website, we should give them username & password to log-in for 

them to check the points by their own. Plus, we need to have kind of system that can 

automatically send them the balance in every 3 months.   

 

REDEMPTION PROCESS 

Question 1: 

Do you think the hotel need document from the customer for making redemption? If yes, what is 

the importance of having those document? And what are those documents? 

ID Respondent Response Code 

1 DOS 

Yes I think it’s important to have document from the redemption. It could be the 

redemption form that has a signature of the person who redeem this prize. So 

this could be evidence that this redemption is made by the certain person, by the 

Redemption 

Request Form 
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certain time, on the certain date 

2 SM 

It’s important for us to have a supported document in order to us to keep the 

record. So the hotel can avoid themselves from losing more of cost spending of 

giving rewards, which some of the client may take the advantage of this. The 

document from the client should be in written, not just verbal, for example an 

email sending request for redemption 

Redemption 

Request Form 

3 ASM 
I think we only need their email to confirm us when request for redemption to be 

the evidence that they request.  
Email 

4 SE 

We maybe should have a form sending to them when ask for redemption. In the 

form, the clients need to fill-in their name, their membership number, and we 

might have a list of rewards for them to tick on as well. Then, at the bottom, 

they should sign to confirm as well.  

Redemption 

Request Form 

5 SC 

What I think is that we should get their ID card, so that we can make sure that is 

the right person, who makes redemption. It’s important because if we make 

wrong redemption, we might lose the money, and the client might lose the 

points, if they are not the one who makes redemption. 

ID Card 

6 AIM 
Maybe ID card that we should take from them because we can check whether it 

is the right person. They should sign their name on the copied document as well. 
ID Card 

  

Question 2: 

What is the best way of communication when making redemption? And what information should 

be included? 

ID Respondent Response Code 

1 DOS 

The best way is to get redemption form. Apart from signature that we need to 

get it from them, it also need to be include the total points that the member has, 

and then the prize that they would like to redeem, and how many points for that 

prize, and the balance after redemption, and those balance point validity, also the 

prize delivery time that how long will this prize could deliver to them. 

Form and 

Email 
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2 SM 

I think the most practical way is the client sends us the email, containing the 

information, such as the reward they would like to redeem, and show that this is 

the point they would like to get the redemption. So I think this should be the best 

way of communication because we can do it quickly by this way 

Email 

3 ASM 
Email is the best way for communication because we could have evidence if 

there is something occurred. 
Email 

4 SE 

They can call, email us. However, they should provide membership number or 

name and surname, company name, so that we can ensure that they are the right 

person. 

Email 

5 SC 

I think it should be by email for both client and the hotel. The client should send 

us the email to inform the information or what prize they prefer to redeem, then, 

SFC leader just to confirm them back by an email with all the information, for 

example, the prize, the membership number, the balance, and when they could 

get the prize. Plus, when the client comes to get a prize, they should their ID 

card to us as well, so that we can make sure again that’s the right person. 

Email 

6 AIM 

If they would like to redeem, they should send us an email to inform, so we can 

arrange it within 3 weeks. Then, SFC leader should send them an email to 

reconfirm the reward they want, so we can have same understanding. Points 

balance after redemption should be informed as well.  

Email 

 

Question 3: 

How long should the client gets rewards once making redemption? 

ID Respondent Response Code 

1 DOS 

It’s actually up to case by case. It depends on prize that they redeem. If the prize 

is made internally, should be within 3 days. For example, a dining voucher, that 

would be easy, 3 days is enough, and that could show how effective hotel is. 

But if they redeem the hotel voucher from Huahin or Chiangmai, that also up to 

the time that hotel would be able to deliver to our hotel as well. Anyhow, we 

need to inform the clients as well that period of time that they would expect to 

get this reward. 

1 week 
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2 SM I think the timeline should be less or within 7 days. 1 week 

3 ASM 

It should be within 2-3 weeks after they request. Some rewards will take time to 

get it since it is an external reward, for instance, Central Gift voucher, BTS 

voucher, etc. We also should tell the clients that when they will get the rewards. 

3 weeks 

4 SE 

Actually, it depends on what reward is. If it’s an internal rewards, such as 

dinning voucher or room voucher, we should deliver them by two weeks. 

Anyway, if it’s an external reward, such as, MRT, BTS voucher, department 

store voucher, we should deliver them by one month since we need to go out 

and by it from outside. 

At least 3 

weeks 

5 SC 

I think it should be as soon as possible like one week or two weeks because I 

think the client would expect to get the prize very soon after they asked for the 

redemption 

2 weeks 

6 AIM I think it’s 3 weeks. 3 weeks 

  

Question 4: 

What should be the process when delivery the reward from SFC leader to Sales Person, from 

Sales Persons to members? 

ID Respondent Response Code 

1 DOS 

I think it’s all about the record. So for SFC leader, if you already get the prize 

already for the client. In this case, I believe that sales person will be the one who 

deliver to the client, so then the leader give the prize to the sales person, you need 

to have a record as well that the prize received when, and who is taking this prize 

from the leader, to what client in your log book. Then, the sales person deliver it 

to the client, so it would be good to have a document to show that the clients 

already took to prize already. So that document could be a paper that could be 

delivered back to the hotel, to SFC leader as a record that the process of delivery, 

the prize has been delivered and the members already got the prizes. 

By hand &  

Sign form 

2 SM 

Process of deliver the reward of redemption, I think it would be good if sales 

person can get the reward and hand it to clients, so that we can make sure the 

client is got the rewards and also it’s very nice to give by hand and thank for their 

By hand 
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support. 

3 ASM 

We need a form to sign on, especially the clients. We actually trust in them, but in 

order to make sure, we should have some form to get their signature that they 

already receive redemption rewards.  

Sign form 

4 SE 
SFC leader should let the account manager sign on the redemption paper once 

account manager got the reward as same as the clients. 
Sign form 

5 SC 

They need a form to sign for both sales and the clients. We might not know that it 

may have any clients come back to claim that they have not get the prize, but they 

already get actually. Hence, this form could be the evidence that we already 

deliver the prize to them 

Sign form 

6 AIM 

SFC leader can give me a reward by having a form to sign in order to reconfirm 

that the reward is handed to me. After I received, I will inform the clients by 

myself that they can pick it up at the hotel, which they need to sign when received 

as well.  

Sign form 

  

Question 5: 

Do you think you yourselves should be the person who deliver the rewards or by post mail or 

else? 

ID Respondent Response Code 

1 DOS 

It’s again very up to case by case. If the guest’s not in Bangkok, in that case 

somehow mail will be the best way. But somehow if the members are in 

Bangkok, sales person can deliver to the client, so that could give us a chance 

to strengthen the relationship, and visit the client more as well. And give us a 

chance to communicate even furthermore apart from SFC, which is any special 

promotion from the hotel. Again, if the prize could not be deliver like big size, 

so that could be delivering by the deliver service. 

By their own 

2 SM 

Of course I think me myself as a Sales person is the best way. It should be a 

person who deliver the reward to the client, not by mail or other way. It’s more 

personalize if the sales person give that rewards by themselves 

By their own 
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3 ASM 

If possible, I will deliver it by myself because we can gain more relationship, 

and ensure that they already receive the rewards. To hand it by ourselves, we 

might ask them for the feedback of this program, so it is a good opportunity for 

us to know the feedback. However, it the booker’s office is not in Bangkok, I 

prefer to send it by post mail. 

By their own 

4 SE 
Yes, it should be me. Each client has their own account manager (sales person), 

so the client feels more important. and we can increase relationship as well. 
By their own 

5 SC 

I think client will be happier if sales person could deliver the prize by 

themselves. They will feel great that they get something in return from the hotel 

from what they pay. 

By their own 

6 AIM 
Yes, it should, because we are an account manager who is taking care of those 

clients. We should give them by hand so as to ensure. 
By their own 

  

Question 6: 

Any other suggestions during this redemption process? Can you please advise step by step? 

ID Respondent Response Code 

1 DOS 

As I just mentioned earlier, if the sales person deliver the prize by ourselves, it 

would allow us to fit more about SFC program itself. It is a good opportunity as 

well for them to book more with us, to get more prize. So it is a good 

opportunity for us the get more business to the hotel as well.   

2 SM 

My suggestion is that after we receive the email from the client that they would 

like to redeem point to get the reward. Before doing that, SFC leader should 

send an email to notify that just to reconfirm that the clients would like to 

redeem this points, and just tell the current balance and this is the point they 

would like to redeem, and tell them the balance after redemption of how much 

balance they would have. Just to make sure that everything is confirm, and the 

client get the rewards.   

3 ASM No, thanks   
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4 SE 

Nothing special. Just when they make redemption, we need to send them an 

email to confirm all the information they redeem. Plus, a redemption paper 

need to be signed on as well, so that the client cannot claim back later that they 

haven’t received the rewards.   

5 SC 

To suggest more, it would be perfect if we could have online website, so that 

the client can check the prizes and everything online. It seems very 

convenience if they can check or make redemption by that way.   

6 AIM 

If the client would like to make redemption, they should send us an email. 

Then, I will reply an email to acknowledge the request by myself by copy to 

SFC leader as well for his or her to action. Once SFC got the reward, I will 

email to inform the client to pick up the reward at the hotel. SFC leaders needs 

to prepare the form for me and the clients to sign on as well.   

  

OTHER QUESTIONS 

Question 1: 

Is there any other process that you think we have to add on to make it better? 

ID Respondent Response Code 

1 DOS 

The process on the enrollment, the redemption and everything. I think the 

process itself is quite completed. But what that I hope and suggest that to 

make a program better, it’s not just treat a program. I hope that it would be a 

loyalty program that could strengthen the relationship with the hotel and the 

booker. Like create more activity to this booker, the hotel could have 

different activities arranged by quarter to get together for all those members. 

Or just like award of top producer for each quarter, so just to create more 

activity to make a program live, and that would make this program is not just 

only the booker program, like to booker a room, to get to point, but it is also 

something that the booker could look forward to the activity to get together 

with the hotel. 

Create more 

activities 
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2 SM 

We just need to make sure that we don’t do only just a verbal 

communication, but it has to be in writing. No matter since the beginning of 

enroll SFC member, telling them the balance, or telling them about the 

update and activities, or informing their current points they have earned. It 

should be two-way communication. Once we send anything to them, we 

need to follow up and make sure that they get that message and know how to 

use up. Two way communication for me is the best, and the email that we 

can use to keep a record and that is good for the audit as well. For client 

itself, they know about their right, they know their balance, they will feel 

trust in this kind of process and they will feel that the hotel give something 

for them for real. 

Need 2-way 

communicat

ion 

3 ASM 
No, but we need to ensure that all process must follow the way we set.  Follow the 

process 

4 SE 

No, but we need to make sure that everything is sent to them in black & 

white, and response by the time. An important thing is we need to make sure 

that every booking they send us, they will get the points. 

Follow the 

process 

5 SC 

What I would like to mention is that in the process of making reservation 

that the booker’s name need to be attached every time. There are some 

bookers having all room night report they sent us. Therefore, if they check, 

and if it is not match with what we have, they might say that we cheat on 

them. It sometimes not only the reservation team that needs to look after this, 

but also sales person as well. If they have time, it would be better, if they can 

check by themselves. 

Follow the 

process 

6 AIM 

I think the most effective if we have online website to contain all 

information about So Fan Club. Any promotion? Any news? Any other 

updated about So Fan Club program. Plus, they could have a ability as well 

to check the points by their own.  

Have online 

website 
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Question 2: 

What is an importance of having Standards Operation Procedure for this So Fan Club program? 

ID Respondent Response Code 

1 DOS 

This is important. Once we have a SOP of how this program works, it would 

be the guideline or standards to the hotel to run the hotel efficiently. And also 

it would be more benefit to the client mutually to the hotel as well  

Follow the 

guideline 

2 SM 

It’s important and significant for the hotel to have SOP of SFC. Of course 

this is kind of the instruction that they can follow in such a certain procedure, 

and to know terms and conditions. We know the step, what should be taken 

and handled. 

Follow the 

guideline 

3 ASM 

Having SOP is good for the company. If we have SOP of SFC, we would 

have well understanding all process, and we will follow the process in the 

same way. 

Follow the 

guideline 

4 SE 
We should have the standard process, so both parties will be understand on 

the same page, both parties happy. 

Follow the 

guideline 

5 SC 

The good is that when we have SOP, everyone can be followed the 

instruction. When everyone follow the instruction, that’s definitely that we 

won’t miss anything for the client. They can get the information correctly. 

They can get the point correctly. They can redeem the prize they want, so I 

think this is the advantage of having the right SOP to be in place. 

Follow the 

guideline 

6 AIM 

I think we should have clear information for making SOP, in order to avoid 

the misunderstanding. Once we have SOP, everyone will be able to follow in 

the same way. If SFC leader is not here, everyone will be able to understand 

the process or can response the request easily. 

Follow the 

guideline 
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Question 3: 

What could be the benefits to the customer and to the hotel of having this clearly process? 

ID Respondent Response Code 

1 DOS 

Definitely mutual benefit to the hotel and the clients is that, 

customer not just only book, not just only give the business to the 

hotel, then they get something back from the hotel as well. And 

that’s not just only the prize for themselves, like I said, if we could 

add an activity, it could be interesting. Plus, the hotel, what we get, 

yes, we get the business, we get loyalty, we get live in the hotel, just 

not stay there and do the program, so those live activity can be even 

furthermore PR activity, so more or less is mutual benefit to the 

hotel and to the clients. 

Customer = Get prize 

Hotel = Get business 

& loyalty 

2 SM 

For the hotel perspective I think I already mentioned, but for the 

clients, I think we will gain more trust since we already have clear 

process and everyone know their own duties. For example, in the 

reservation process, if they understand the process clearly, the 

problem of missing the point for the client would not be occurred. 

Customer = Get trust 

Hotel = Get business 

& loyalty 

3 ASM 

It could be benefit to the client since they will not lose their points. 

This is very important. Having everyone understand the process is 

also important, so if they don’t understand, it will not cause only the 

hotel, but it will cause the client as well. Clearly process will gain 

trust from the clients since we delivery an information to them 

correctly, on time, and understandable. Keeping relationship is the 

most important and I don’t want to lose them. There are many 

competitors in the market, so just make them feel satisfy, so I 

believe that would never go anywhere. 

Customer = Get trust 

Hotel = Get business 

& loyalty 

4 SE 

Both parties happy, easily in term of redemption and operation. Customer = Get trust 

Hotel = Get business 

& loyalty 
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5 SC 

This is kind of win-win situation. Having a right process, we as a 

hotel get the money, everyone in the hotel get service charge. As of 

the clients, they get the prizes. 

Customer = Get trust 

Hotel = Get business 

& loyalty 

6 AIM 

For the customer, if we have clearly process, they will confident in 

both me and the hotel because we understand ourselves of what we 

need to do. For the hotel side, every department in the hotel should 

know and understand the program, so that they can promote the 

clients. It’s not only Sales Department only that can promote this 

program, but also others. I think once we have more and more 

department understand, we can increase the members for this 

program, which may help us to gain revenue and customer 

relationship in future. 

Customer = Get trust 

Hotel = Get business 

& loyalty 
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