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Introduction

NITB TIC training prospectus: the 8 modules

Understanding your customers: 12/13 April
Maximise your visitor spend: 8/9 Feb
Effective communication skills: 15/16 Mar
Communicating online: 8/9 Mar

Income generation: 5/6 Apr
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Managing stakeholders and marketing your TIC:
16/17 Feb

7. Team building skills: 10/11 May
8. Managing difficult customers:17/18 May
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Introduction

Course objectives

+ Understand theimportant role TICs can playin
Increasing visitor spend

+ Understand the principles of effective selling

 Develop practical skillstoincrease confidence in
selling

northernireland tourism
isitor Inspire engineers




Introduction

Workshop programme

« Morning:
— TheNorthernIreland context and theimportantrole of TICs
— Group exercise: “The good, the bad and the ugly”
— Sellingin perspective: why it'simportant
— Preparingyourselfto sellmore
— 10rules of professional selling
— Group exercise: “Turning features into benefits”

« Afternoon:
— Group exercise: “Know your USP”
— “Mindyourlanguage” and Body Talk
— Group exerciseto practise up-sellingand cross-selling
— Feedback, action planningand close
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Introduction

Pre-course exercise

Your personal objectives and priorities
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What is tourism worth in NI today?

= £3.3million visitors
= £529 million

" 4.9% of GDP
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The Northern Ireland Context

Where we are now - daily spend (£)
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The Northern Ireland Context

The influence of TICs
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The goal

= Doubletheincome from tourismto £1 billion by 2020

= Support anadditional 10,000 jobs
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The Northern Ireland Context

The signature projects

= Saint Patrickand the Christian Heritage
= The Mournes

* The Causeway Coastand Glens
= The Walled City of Derry

= TheTitanic
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The Northern Ireland Context

Saint Patrick’s Trail
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The Northern Ireland Context

The Mourne Mountains, Co Down

Cloud nine destinations
discovernorthemireland.com
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The Northern Ireland Context

Causeway Coastal Route

northermreland

Carrick-a-Rede Rope Bridge, Causeway Coastal Route, Co. Antrim
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The Northern Ireland Context

The Walled City of Derry
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The Northern Ireland Context

Titanic Project, Belfast
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The Northern Ireland Context

The visitor journey

1.
CHOOSING

7. 2.
REMEMBERING PLANNING

6 3

VISITING BOOKING

5. 4.
TRAVELLING PREPARING t
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The TIChas akeyrole

Influencing customers’ decisions and spending
throughout their journey!
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Selling in perspective

Group exercise

“The good, the bad and the ugly”

Sharing examples of good and bad practice in selling
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Selling in perspective

Selling: why do we need it?

* The world has become more competitive

= Weneedtosellwhat makes N Ireland and TICs special!
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What is selling?

= Communicating effectively with people

* Persuadingyour customerstodo business with you
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Re-learning natural skills

= Weareallbornwith anatural ability to sell

= Aswegrow up, we are conditioned by a “no” mentality
and the fear of rejection

= Sowehavetore-learnthe skills!
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Finding the right balance

Hard sell = Weak sell =
No customers! No sales!

“Consultative” selling
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Selling in perspective

A definition of effective selling

* Understanding your customers’ needs and providing a
solution
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Preparing yourself to sell more

Invest in yourself!

» Knowledge and skills
— Business knowledge
— Tourism knowledge
— Organisation knowledge
— Product knowledge
— Selling skills
— Attitude

* Presentation
 Planning and organisation
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Professional selling

The 10 rules of professional selling

= Effective sellingis about effective peopleto
people communication
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Professional selling

Rule 1: Everyoneis different

= Tailoryour approachtotheindividual
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Rule 2: Sell yourself

= Ask questions to get people talking about
themselves!

" Trytofind somecommonground

= People buy from people they like
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Rule 3: Ask the right questions

* Find out what your customer needs
" Trytouseopen questions
= Usea “softening” phrase

" This helpsyoutosell SOLUTIONS
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Professional selling

Group exercise: asking theright Qs

Scenario: A customer has rung to ask for further
information on your destination.

What questions would you need to ask to find out what
tosend them?
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Rule 4: Practise your listening skills

= [dentify the solution
= Listenfor problems orworries
" Trynottointerrupt

= Listen for buying signals
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Rule 5: Link features to benefits

= People buy benefits, not features
= Applythe “sowhat?” test
= WiiFM

= Sellresults/what it willdo

northernireland tourism
Visitor Inspired engineers




People buy benefits not features

Feature: '!

GARNICR

Oursuncreamis SPF15 ¢

northernireland tourism
Visitor Ins pired engineers




Professional selling

...which means that...

Benefit:

You cansitoutinthe
sun longer without
burning
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Rule 6: Turn needs into wants

= Wetendtobuythings we want, not always what
we need

= Appeal to emotions, notjustlogic

= Buyingemotions: health, status, security,
greed, fear of loss, pride, ambition, ego
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Rule 7: KISS (keep it short & simple)

» Beselective with product knowledge

= Stickto benefits/results/wants
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Rule 8: Exploit your USP

= Know what makes you unique compared to
competitors

» Never knock your competition
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Rule 9: Don't be afraid of your price

= People buy valuefor money—only 20% buy the
cheapest

= Sellvalue not price: your USP
» [fnecessary use a “price condition” question
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Rule 10: Don't just talk, show

= Many people buy with their eyes rather than
their ears

= Usevisualtoolsto helpyousell

= Handlewith care!
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Professional selling

The 10 rules of professional selling

Recognise everyoneis different

Sellyourself

Ask theright questions

Practice your listening skills

Link features to benefits

Turn needsintowants

Be selective with product knowledge

Exploit your USP

Don’t be afraid of your price

10. Don’tjusttalk,show
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Professional selling

Group exercise

“Oranges and lemons”

Turning features into benefits
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Professional selling

Group exercise

Identifying your USP

What makes you special?
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Professional selling

Verbal & non-verbal communications

“Mind your language™ and
“body talk”
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Mind your language & body talk

Positive people sell, negative people don't

= Show enthusiasm

= Saywhatyoucando, notwhatyoucan’t

= Compliment,don’tcriticise

* Makeiteasytosayyes

= Usetheirterminology, not yourjargon

= Give peopletimetothink, don’tinterrupt

= Avoid exaggeration: never promise what you can’t deliver
= Useyourcustomer’sname

* Pleaseandthankyou

= Avoid words that give negative feelings
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Mind your language & body talk

Mind your language

Negative Positive

" Youwon'tknow... » Texpectyou’llknow...
= You’llmissouton... . You'lljoin...

= Signfor « Authorise/agree

= Change « Develop/improve

= Pay « Own
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Mind your language & body talk

Remember to KISS
= Avoid business terminology

= Avoidjargon
= Avoid the 3" person—keep it personal

= Avoid too many words/long explanation
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Mind your language & body talk

Selling add-ons (cross-selling)

= Avoid “will there be anything else?”

» Use: “Yust while you’'re here, did you know we
offer...?”, or: “Just while you’'re on the phone,
aid you know we offer...?”
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Body language - things to watch

= Seating
= Height
= Posture
" Hands

" Eyes
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Upselling and cross-selling

Group exercise

Upselling and cross-selling

Maximising your visitor spend
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Upselling

Increasing the value of the sales transaction
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Upselling and cross-selling

Cross-selling

Selling an *add-on” or complementary
service/product
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Upselling and cross-selling

Alocal example: Unmissable Music

*Whileyou're here...”
[deastoinspirea

— by U

Unmissable Music

longer stay

= Whattodo
- Where to stay

. Where to eat
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Upselling and cross-selling

Group exercise: upselling

Scenario 1: Upselling N Ireland

A potential customer has rung to ask for further
information on a music festivalin NorthernIreland. A
possible day trip. What would you say to encourage
him/her to have alonger stay?
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Upselling and cross-selling

Group exercise: cross-selling

Scenario 2: Cross-selling network TIC
services

A touring visitor has come to the counter to ask for
information on where to stay. What would you say
to sell your booking services? What additional
network services could you offer?
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Upselling and cross-selling

Group exercise

Feedback session
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Workshop summing up

This is what we have covered today

« Morning:
— TheNorthernIreland context and theimportantrole of TICs
— Group exercise: “The good, the bad and the ugly”
— Sellingin perspective: why it'simportant
— Preparingyourselfto sellmore
— 10rules of professional selling
— Group exercise: “Turning features into benefits”

« Afternoon:

— Group exercise: “Know your USP”

— “Mindyourlanguage” and Body Talk

— Group exerciseto practise up-sellingand cross-selling
— Feedback, action planningand close
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Action planning

Action planning

What will you do differently tomorrow?
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Thank you for coming today!




