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"Strategic Sarah" — VP of Procurement

Chain-Level Decision Maker — Controls Multi-Property Spend
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HIGHEST AUTHORITY

AGE RAMGE TITLE COMPANY TYPE BUDGET AUTHORITY DECISION CYCLE
42-55 VP /SVP Chain (50+ $5M - $50M+ 6 - 18 months
Procurement properties)

ANNUAL FURNITURE & FFAE ¢

$5M - $50M+

Yr GOALS & MOTIVATIONS

Consolidate suppliers to reduce complexity and negotiate
volume discounts

Achieve 10-15% YoY cost reduction targets set by CFO

Standardize product quality across all properties in the
chain

Meet ESG/sustainability reporting requirements for investor
relations

Build vendor relationships that reduce supply chain
disruption risk

Q. BUYING TRIGGERS

Contract renewal cycles (every 2-3 years)
New property openings or major renovation programs
Supplier quality failures or delivery issues at existing vendor

Board mandate for sustainability certification (GSTC,
EarthCheck)

GPO renegotiation windows (Avendra, Entegra)

@ HOW TO SELL TO THIS PERSONA

Lead with TCO analysis: Show 3-year cost comparison vs.

INFLUENCE LEVEL

Final Approver

/N PAIN POINTS

Overwhelmed by vender proposals — receives 50+ per
quarter

Pressure to cut costs without degrading guest experience
scores

GPO contracts limit flexibility to test new suppliers

Regional supply chain disruptions affecting property
operations

Difficulty comparing TCO across vendors with different
pricing models

R, PREFERRED CHANNELS

Linkedln: Thought leadership, industry trend analysis
Industry conferences: HITEC, HD Expo, The Hotel Show
Direct referral: Peer recommendations from other VPs
RFP portals: Formal procurement through structured bids

GPO channels: Avendra/Entegra preferred vendor catalogs

« Reference similar chains: "We supply IKEA, regional hotel
developers, serviced apartment operators, healthcare
facilities — here's their results after 12 months”

current supplier, including replacement cycles

e Provide chain-wide rollout plan: Phase by region, with pilot
property for validation » Simplify decision-making: One-page executive summary,

« Sustainability documentation: Pre-built ESG reporting not 40-page proposals

package with certifications o Offer risk reduction: Trial programs, performance

guarantees, SLA commitments

PREPARED BY INNLEAD.ai —

B2B HOTEL SUPPLY INT

ELLIGE



MOBICA

AGE RA

Director / Exec HK

COMPANY TYPE

Single/Multi
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"Hands-0On Hannah" — Procurement Manager

Operational Influencer — Evaluates Product Performance Daily

KEY INFLUENCER

THORITY DECISION CYCLE

$200K - $2|

35-50 1-3 months
Property
ANNUAL FURNITURE & FFAE INFLUENCE
INFLUENCE LEVEL
$200K = $2M Recommender

{‘_? GOALS & MOTIVATIONS
» Maintain consistent product quality that guests won't
complain about

e Reduce staff injury rates from handling heavy or abrasive
products

» Optimize par levels to minimize storage while avoiding
stockouts

» Products that survive industrial laundry without degradation

e Keep guest satisfaction scores above 4.5/5 on room
cleanliness

Q. BUYING TRIGGERS

» Spike in guest complaints about room amenity quality

s Current product failing after new laundry chemical change

o Brand standards audit requiring upgrades to meet chain
specifications

« New GM or management company wanting to rebrand the
property

» Seasonal demand requiring additional or replacement
inventory

() HOW TO SELL TO THIS PERSONA
« Send physical samples first: Let them feel, wash, and test
before any meeting

» Provide wash-cycle data: Lab-tested durability results (100,
200, 300 cycles)

» Arm with internal selling tools: Give them data to convince
their VP of Procurement

BY INNLEAD.ai

B2B HOTEL

/N PAIN POINTS

« Products that look great in samples but fail after 50 washes

» No say in final purchasing decisions despite being the
primary user

» Inconsistent quality between batches from the same
supplier

s Vendors who disappear after the contract is signed

« Constant pressure to do more with less budget and fewer
staff

% PREFERRED CHANNELS

» In-person demos: Hands-on product testing at the property
» Peer networks: IEHA (housekeeping association) events

e« Sample programs: Trial before committing to full order

» Direct sales rep: Relationship-based, regular check-ins

» Housekeeping forums: Online communities and trade
publications

« Offer staff training: On-site product handling and care
training for HK teams

» Show laundry compatibility: Tested with commercial laundry
chemicals and equipment

» Emphasize consistency: Batch-to-batch quality guarantees
with SPC documentation

SUPPLY INTELLIC
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“Fix-It Frank" —Facilities Manager

Operational Gatekeeper — Cares About Durability & Compliance
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TECHNICAL EVALUATOR

AGE RANGE TITLE COMPANY TYFPE BUDGET AUTHORITY DECISION CYCLE

38-55 Dir. Facilities / Eng. Full-Service [ $500K - $5M 3-6 months
Resort

CAPEX & OPEX INFLUENCE

$500K - $5M

Y7 GOALS & MOTIVATIONS
e Products that install once and last — minimize maintenance
callbacks

e Meet fire safety, ADA, and building code compliance
reguirements

e Reduce energy and water consumption tied to product
lifecycle

» Standardize fixtures and fittings across property portfolio

« Maintain vendor relationships that provide responsive
technical support

Q BUYING TRIGGERS

s PIP (Property Improvement Plan) mandated by brand or
owner

e Equipment failure or end-of-life replacement cycle

o New sustainability certification pursuit (LEED, Green Key)

e Insurance or code compliance requirement change

e Guestinjury or complaint creating legal/safety urgency

(® HOW TO SELL TO THIS PERSONA

» Lead with technical documentation: Spec sheets, test
results, compliance certificates

s Provide installation support: Detailed install guides, on-site

tech support

s Offer extended warranties: 5-10 year warranties with clear

claim processes

PRE

PARE

D BY INNLEAD.ai —

BZB

INFLUENCE LEVEL

Spec Writer

/N PAIN POINTS

» Products that don't match spec sheets once installed in real
conditions

» Vendors who can't provide technical documentation or CAD
files

o Lead times that don't align with renovation project
schedules

o Warranty claims that are difficult to process or denied on
technicalities

o Integration issues with existing building management
systems

Qg_-. PREFERRED CHANNELS

» Technical spec sheets: Detailed PDF with test data and
compliance certs

» Manufacturer reps: On-site technical consultation

» Industry publications: Hotel Management, Hospitality
Design

e Trade shows: HD Expo, BDNY for hands-on product
evaluation

« Reference installs: Site visits to properties using the
product

« Show energy/water savings: Quantified utility cost
reductions with ROI timeline

» Reference similar properties: Case studies from same hotel
type (resort, urban, etc.)

s Provide CAD files: Ready-to-use technical drawings for
renovation planning

UPPLY INTELLIGE

HOTEL S
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Dir. F&B / VP F&B

35-52

ANNUAL

$300K - $3M

F&B SUPPLY BUDGET

¥f GOALS & MOTIVATIONS
» Elevate dining presentation to drive guest reviews and
return visits

« Maintain food cost ratio below 30% while improving quality
perception

» Source products that reinforce the property's brand
positioning

o Ensure supply reliability for banquet events with fixed dates

e Win local F&B awards and media recognition for the
property

Q_ BUYING TRIGGERS

» Seasonal menu overhaul requiring new presentation items

s Banquet season creating surge demand for specific
products

» New restaurant concept launch within the hotel
e Guest feedback indicating quality perception issues

« Competitor hotel receiving better F&B reviews

() HOW TO SELL TO THIS PERSONA

COMPA

"Banquet Bob" — Design Consultant

Revenue-Driven Buyer — Obsessed With Guest Experience & Margins

MY

TYPE

Full-Service [
Resort
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REVENUE DRIVER

BU AUTHORITY

$300K - $3M

DECISION CYCLE

1-4 months

INFLUENCE LEVEL

Category Owner

& PAIN POINTS

Inconsistent product quality affecting plating and
presentation

Breakage and replacement costs eating into F&B margins
Limited storage space requiring more frequent, smaller
deliveries

Staff turnover making training on new products a constant
challenge

Procurement process is slow — needs products for
seasonal menu changes

% PREFERRED CHANNELS

« Show visual impact: Professional photography of products in °

real hotel dining settings

Chef/F&B networks: Peer recommendations, culinary
associations

Supplier showrooms: In-person product evaluation
Instagram / Pinterest: Visual inspiration for presentation
trends

Trade publications: Restaurant Business, Nation's
Restaurant News

Direct rep visits: Regular relationship with dedicated
account manager

Flexible ordering: Small MOQs for seasonal items, JIT

delivery capabilities

» Provide breakage cost analysis: Compare replacement rates .

vs. current supplier

» Offer menu consultation: Help design presentation concepts

using your products

PARED BY INNLEAD.ai

Sample dining experience: Invite to reference property to

see products in action

e« Custom branding options: Logo placement, custom colors
for branded properties

B2B HOT

EL SUPPLY INTEL
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CTO
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"Tech-Forward Tom" — Facilities Manager /

EMERGING BUYER

System Integrator — Evaluates Digital & loT-Connected Products

TITEE COMPANY TYPE BUDGET AUTHC DECISION CYCLE
CTO / Facilities Chain / $1M - $10M 6 -12 months
Manager Management Co.
TECHNOLOGY BUDGET INFLUENCE
INFLUENCE LEVEL
$1M - $10M Veto Power

% GOALS & MOTIVATIONS
Integrate smart/loT-enabled products with existing PMS and
BMS

Reduce manual processes through automation and
connected systems

Data-driven decision-making for inventory and energy
management

Ensure cybersecurity compliance for any networked hotel
products

Future-proof technology stack with vendor-agnostic
integrations

Q. BUYING TRIGGERS

PMS upgrade or migration requiring new vendor
integrations

Board mandate for smart building [ sustainability technology
Competitor chain deploying loT solutions gaining
operational edge

Cost reduction initiative requiring automated inventory
tracking

New property opening with smart room technology
requirements

@ HOW TO SELL TO THIS PERSONA

« Provide API documentation: Published endpoints, SDKs,
integration guides

e Security certifications: SOC 2, ISO 27001, PCl compliance
documentation

» Integration case studies: Working examples with Oracle,
Opera, Salesforce

PRE D BY INNLEAD.ai —

PARE

BZB

£\ PAIN POINTS

Vendors with no API or integration capability for existing
systems

Products that generate data in proprietary formats, creating
silos

Security vulnerabilities in loT devices connecting to hotel
networks

Implementation timelines that don't align with IT release
schedules

Lack of technical documentation and integration support
post-sale

{, PREFERRED CHANNELS

HITEC conference: Primary hotel technology trade show
HTNG (Hotel Technology Next Generation): Standards
bady

APl documentation: Online technical docs and sandbox
environments

Vendor POC/pilot: Proof-of-concept at single property
before chain rollout

Technology publications: Hotel Technology News,
Phocuswire

Offer sandbox environment: Let IT team test integration
before commitment

Data portability guarantees: Open data formats, export
capabilities, no lock-in

Dedicated technical CSM: Engineer-to-engineer support, not
just sales reps

UPPLY INTELLIGE

TEL S
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Buyer Persona Comparison Matrix

Side-by-side view of all 5 hotel buyer personas for quick reference when planning outreach.

PERSONA BUDGET RANGE DECISION CYCLE AUTHORITY PRIMARY MOTIVATION

=] Strategic Sarah $5M - $50M+ 6 - 18 months Final Approver Cost consolidation & ESG

@ Hands-On Hannah $200K - $2M 1-3 months Recommender Product performance

@ Fix-It Frank $500K - $5M 3 - 6 months Spec Writer Durability & compliance

@ Banquet Bob $300K - $3M 1= 4 months Category Owner Guest experience & margins

@ Tech-Forward Tom $1M — $10M 6 — 12 months Veto Power Integration & automation
HIGHEST PRIORITY TARGET FASTEST PATH TO REVENUE

Strategic Sarah (VP Procurement) controls the largest budgets Hands-On Hannah (Housekeeping Director) makes the fastest
and longest contracts. Winning her unlocks chain-wide decisions and influences 60% of property-level purchases. Send
deployment. Invest in executive-level content and peer referrals. samples, provide wash-cycle data, and arm her to sell up.
EMERGING OPPORTUNITY MULTI-PERSONA STRATEGY

Tech-Forward Tom (Facilities Manager) is increasingly involved in The maost effective supplier strategy engages at least 3 personas
procurement decisions as hotels adopt loT and smart systems. simultaneously: VP for budget approval, Housekeeping for
Suppliers with APl documentation and integration capability gain product validation, and Facilities for technical specification. No
first-mover advantage. single persona can close a chain-wide deal alone.

PREFPARED BY INNLEAD.ai B2B HOTEL SUPPLY INTELLIGE




