The Art of Advance Booking

Advance booking your Guests before they leave the salon is a skill set that must be practiced and
perfected in order to maximize the potential of each and every Guest that you service.

Advance booking is not just about attempting to have your Guest book their next appointment. It
is also about trying to move Guest from busy days and times to slower days and times. This allows
you to control your book and remain open during high walk-in/call-in time periods when New
Guests are more likely to be available.
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HOW TO INCREASE YOUR SUCCESS OF ADVANCE BOOKING:

What you say when attempting to advance book is important. When you choose to say it, is even
more important!

e Attempting to reschedule your Guest's appointment as they are checking out and on their way out
the door does not work. In fact, you are most likely ensuring failure by following this procedure.

e Known as “Chore-Looping,” the Guest already has a pre-planned agenda (To-Do List) in their head
for the day. This includes a mental map of their daily tasks including important time frames
associated with each.

e Studies have shown that the moment your Guest leaves your styling chair, they mental switch from
salon-mode to reality- mode of what's next on their agenda or “Chore-Loop. (watch for them to
check the time).

e If you try to sell them a product or rebook their next appointment after they have switched modes,
chances are high you will be unsuccessful. Leaving your chair signals the appointment is over and
they mentally move on.

e It's just too easy for the Guest to state “I'll just call when | need an appointment.”



One study showed that by consistently moving the advance
booking conversation and product education back to the
station while the Guest is still seated and in salon-mode
thinking, increased the likely hood of success by ...

87%

A great time to begin the advance booking discussion is after blow drying and ensuring the Guest is
satisfied.

HOW TO COMMUNICATE THE ADVANCE BOOKING PROCEDURE:

“Mrs. Jones, In order to keep your style looking great, | would like to see you back in the salonin ___
weeks, so that we can do (list services). What days are best suited for you to visit the salon?”

or

“Mrs. Jones, In order to keep your color looking great, | would like to go ahead and book your next
appointmentin ___ weeks to ensure | have time reserved just for you. Is there certain days that work
best for you?”

or

“Mrs. Jones, | am starting to get very busy so to ensure that | have time reserved for you, | would like
to go ahead and book your next appointment in ___ weeks. Is there certain days that work best for
you?”

WHAT TO DO WHEN THE GUEST SAYS NO TO ADVANCE BOOKING:

Just as advance booking is a skill that you must learn, so is it our job to train our Guest to the need
to advance book their appointments.

Failure to do so will eventually set the Guest up for
disappointment when the Guest realizes that they can no
longer call at the last minute and expect to get in with their
chosen designer in a short period of time. This can lead to
lost Guests who end up going elsewhere because they can
not be serviced on short notice.

The time to start educating your Guests to the need of pre-
booking their appointments is long before you build to the
point that your Guests can not get in easily.

If you consistently make your Guests aware of the need to
advance book, the first time they call and have difficulty
getting in with you, they will mentally begin to note that you
have been forewarning them that they need to start advance
booking their appointments.




HOW TO SPEED UP THAT GUEST LEARNING
PROCESS:

When you try to advance book your Guest and the
Guest says no, then what?

The worst thing to do is to tell the Guest to “just call in
then when they are ready” This affirms that what the
Guest is doing is an acceptable option to advance
booking.

FOLLOW THESE STEPS TO ENSURE YOU ARE SENDING
THE RIGHT MESSAGE ON THE NEED TO ADVANCE BOOK:

When the Guest states that they can not advance book their next appointment, let them know that if
they reserve the time and it ends up being unsuitable, they can always change it. This will make them
feel more at ease about the commitment..

If they still state they can not advance book, take an appointment card and do the following:

Fill in your name and the name of your team members. New Guests tend to forget names when they
need it several weeks later

Educate the Guest on the date of the week that they should schedule their next appointment.

Circle that week on the Appointment Card.

Let the Guest know that “Because your schedule is booked so far in advance, that they should call at
least two weeks in advance of that week to ensure they can get in at a convenient time”

e Circle the date on the Appointment Card that the Guest should call for an appointment. You may
also want to write down the services that the Guest should request when calling for that
appointment
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