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Lesson 1: What Are All-Inclusives and What
Makes them Appealing to Travelers?

Quick Quiz
What does the term all-inclusive mean to you? List five items that you believe define an 
all-inclusive resort. 

1. ___________________________________________________________________

2. ___________________________________________________________________

3. ___________________________________________________________________

4. ___________________________________________________________________

5. ___________________________________________________________________ 

At Work
How would you describe the price of an all-inclusive to a prospective customer?

How would you describe the value of an all-inclusive to a prospective customer?
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Time Out
What do your clients value in a vacation? Take a moment to list a few of the most com-
mon needs you hear from your leisure travel customers. Do you find that all-inclusive 
vacations satisfy many of the needs you listed?

About You
How	do	you	define	quality?	In	the	space	below,	describe	what	you	would	expect	from	a	
quality	vacation	experience.	Do	you	think	your	response	would	be	much	different	from	
that of your customers?
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Time Out
Besides	value,	quality,	and	security,	can	you	think	of	any	other	reasons	that	all-inclusives	
would appeal to your customers? Jot them down here, and remember to include them in 
your discussions with clients to help you sell more all-inclusive vacations.
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Lesson 2: Why Sell All-Inclusives?

Quick Quiz
Before you read any further, test your current understanding of the value of selling  
all-inclusives. Take a moment to jot down your own “Top 10” list of reasons to sell them. 
Then continue reading and compare your reasons with those described in this unit. Did 
you identify all or most of the reasons described here? Did you think of others that are 
not mentioned? The list is endless, so be creative!

1. ____________________________________________________________________

2. ____________________________________________________________________

3. ____________________________________________________________________

4. ____________________________________________________________________

5. ____________________________________________________________________

6. ____________________________________________________________________

7. ____________________________________________________________________

8. ____________________________________________________________________

9. ____________________________________________________________________

10. ____________________________________________________________________

Time Out
Complete this activity to help you identify the impact reduced transaction time has on 
your bottom line. Fill in the spaces below to estimate your commission income per hour 
for	an	average	all-inclusive	booking;	then	compare	that	figure	to	what	you	would	earn	
per hour by booking individual components. 

Average All-Inclusive Booking $ ___________

Commission Earned $ ___________

Divided by Time Spent ___________ hours 

Equals	Commission	Income	Per	Hour	 $	___________
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Quick Quiz
Based on what you learned in this unit, or what you already know about selling 
all-inclusives, list five ways you can benefit by selling all-inclusives.

1. _____________________________________________________________________

2. _____________________________________________________________________

3. _____________________________________________________________________

4. _____________________________________________________________________

5. _____________________________________________________________________



Selling All-Inclusive Resorts Lesson  3: Who Are All-Inclusive Customers and How Do You Find Them?

Lesson 3: Who Are All-Inclusive Customers 
and How Do You Find Them?

At Work
Match each of the following client types to an appropriate all-inclusive resort. Use 
suppliers’ brochures if necessary, and keep in mind that several resorts may be right for 
each type of client.

Previous Cruisers ________________________________________________________

Upscale Travelers  _______________________________________________________

Families  _______________________________________________________________

Active Clients ___________________________________________________________

Singles ________________________________________________________________

Time Out
Write two goals that you would like to achieve to boost your sales of all-inclusives.

Time Out
Write a market that you wish to target, and describe why all-inclusives would appeal to 
this market. 

Time Out
Which marketing activity would you choose to use, considering the market and goal you 
identified in the previous activities? Why? 
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Time Out
List the materials you would need to accomplish your chosen marketing activity and 
what message you plan to convey. 
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Lesson 4: How Do You Sell 
All-Inclusives?

Time Out
Of the five steps outlined on the previous page, which do you believe is most important 
when selling all-inclusives? Why? 
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Quick Quiz
List	five	good	questions	that	will	help	identify	the	needs	of	your	all-inclusive	customers.	
You	may	be	accustomed	to	asking	questions	that	aren’t	listed	here	—	go	ahead	and	
write	them	down	so	that	you	remember	to	make	them	part	of	your	qualifying	process!

1. _____________________________________________________________________

2. _____________________________________________________________________

3. . ___________________________________________________________________

4. . ___________________________________________________________________

5. . ___________________________________________________________________ 

At Work
List three all-inclusives that you want to learn more about. For each all-inclusive you 
listed, identify the strategy you will use to develop your product knowledge.

All-Inclusive Strategy

1. _____________________________________________________________________

2. _____________________________________________________________________

3. _____________________________________________________________________
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At Work
In Unit 1, we identified several all-inclusive features in which customers often find great 
benefit. For each feature below, try to identify a corresponding benefit, and remember to 
emphasize these benefits every time you sell all-inclusives. 

Feature: Comfortable accommodations

Benefit _________________________________________________________________

Feature: Breakfast, lunch, snacks and dinner included

Benefit _________________________________________________________________

Feature: Daily and evening entertainment

Benefit _________________________________________________________________

Feature: Unlimited beer, wine, and soft drinks

Benefit _________________________________________________________________

Feature:	Picturesque	locations

Benefit _________________________________________________________________

Feature: Extra room amenities and services

Benefit _________________________________________________________________

Feature:	Variety	of	sports	and	activities

Benefit _________________________________________________________________

Feature: Off-site excursions and sightseeing

Benefit _________________________________________________________________

Feature: Security

Benefit _________________________________________________________________
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Time Out
What misconceptions do your clients have about all-inclusive resorts? List three of the 
most	frequent	objections	you	encounter	that	are	based	on	misconceptions,	and	then	jot	
down your typical response to each of these objections.

Objection _______________________________________________________________

Your Response __________________________________________________________

Objection _______________________________________________________________

Your Response __________________________________________________________

Objection _______________________________________________________________

Your Response __________________________________________________________

How About You?
Think	of	a	your	last	attempt	to	sell	an	all-inclusive.	Answer	the	following	questions	to	
determine how well you accomplished each of the steps in the sales process.

Yes No

Did you determine the customer’s characteristics?  ______  _______

 _______  _______

 _______  _______

Did	you	ask	questions	to	identify	the	customer’s
needs and preferences? 

Did you evaluate the all-inclusive options 
based on your customer’s needs? 

Did you selectively recommend all-inclusives 
that matched the needs of your customer?  _______  _______

 _______  _______

 _______  _______

Did you successfully handle the client’s concerns? 

Did you ask for the sale at the appropriate time?  

Did you recap all of the travel details?   _______  _______
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Application Activities
Selling	all-inclusives	is	not	difficult,	but	it	does	require	knowledge,	skill,	and	practice.	
What you have learned so far in this course has helped develop your knowledge and 
skill so that you can become more effective at selling all-inclusives. This application 
activity provides an opportunity for you to practice your skills, but you should make every 
effort to continue to practice and develop your skills and knowledge on the job. Learning 
how to sell all-inclusives, after all, does not end with your completion of this course.

This activity focuses on two critical steps in the selling process: (1) identifying client 
needs and (2) evaluating and recommending all-inclusives. Obviously, this practice 
exercise is not as realistic as actually selling to customers in person, but it does allow 
you to polish these important skills. It also reminds you to use these skills when you are 
selling all-inclusives to your own customers. 

• In	Part 1 you will analyze the profile of prospective all-inclusive clients. Based on your
analysis of the information provided, you will identify their specific characteristics and
needs.

• In	Part 2 you will select and evaluate three all-inclusive resorts that match the clients’
needs you identified in Part 1.

• In	Part 3 you will recommend one of the three resorts you evaluated, and you will
explain your reasoning.

Because each of us has our own personal selling style and supplier preferences, there 
are no absolutely right answers to this activity. However, suggested responses are 
provided in the Answer Key at the end of this module.

Keep in mind that the features must translate into benefits, which must translate into 
value!
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Part 1: Identifying Clients’ Needs
Instructions: Read the following profile. When you have carefully reviewed the infor-
mation, identify these clients’ needs by listing them under each category in the spaces 
provided below.

Clients’ Profile

Mr. and Mrs. Humphries are planning a special 10-day vacation to celebrate their 25th 
wedding anniversary. They’ve contacted your agency at the suggestion of their friends 
who recently enjoyed an all-inclusive resort stay in Jamaica that you had recommended 
and booked for them.

Mr. and Mrs. Humphries think Jamaica sounds fine for their vacation, too, but they want 
to be in a lush, tropical setting away from the hubbub of Montego Bay. They have never 
stayed at an all-inclusive resort mainly because they thought only young couples and 
singles went to all-inclusives. When their friends told them how much they enjoyed their 
vacation and mentioned that some resorts even offer ceremonies for couples to renew 
their vows, the Humphries decide to consider an all-inclusive resort — if you can find 
one that suits their needs.

Most importantly, they would like a resort that caters to mature guests. They do not want 
to be surrounded by swooning honeymooners, gregarious young couples, or constant 
activity. Rather, they would like to be pampered in a serene, private, and relaxing envi-
ronment, far from bustling crowds and loud parties. It’s important for them to have a 
scenic view of the ocean, preferably from a luxurious suite, with as many extra room 
amenities	as	possible.	They	enjoy	fine	dining	and	fine	liqueurs,	and	they	don’t	want	to	
have to worry about paying extra for either, including tips. 

Mrs. Humphries, who has a touch of arthritis, is particularly interested in therapeutic 
massage and skin treatments. Mr. Humphries wants to golf. They both would like to spend 
quiet	and	romantic	time	together	(including	in-room	dining	whenever	they	may	want	it)	and	
enjoy the company of other like-minded guests on occasion as well. Because they are  
celebrating a special occasion, they are willing to splurge a little but still want to make sure 
they’re getting the best value for their dollar.
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Clients’ Needs

Location

Accommodations and Amenities

Meals and Beverages

Entertainment

Activities
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Part 2: Evaluating All-Inclusives
Instructions:	Visit	the	web	sites	or	consult	brochures	from	three	different	all-inclusive	
resorts that you believe satisfy the clients’ needs you identified in Part 1 of this activity. 
You also may do additional research by referring to online traveler review sites, such as 
TripAdvisor. 

Compare the features of the resorts by jotting down what each offers to satisfy clients’ 
needs. In the next part of this activity, you will use this chart information to help you 
make an appropriate recommendation.

Clients’ Needs: Resort #1; Location ________________________________________

Accommodations and Amenities

Meals and Beverages

Entertainment

Activities

Clients’ Needs: Resort #2. Location ________________________________________

Accommodations and Amenities
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Meals and Beverages

Entertainment

Activities

Clients’ Needs: Resort #3. Location ________________________________________

Accommodations and Amenities

Meals and Beverages

Entertainment

Activities
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Part 3: Recommending All-Inclusives
Instructions: Review the clients’ needs you identified in Part 1 and the activity comparing 
the features of the three resorts you selected in Part 2. Based on your analysis, identify 
which resort you believe best matches the clients’ needs, and briefly explain why you 
recommend that resort.

I recommend this resort: ___________________________________________________

Because: 




