At the Evergreen Mumbles, we aim to provide luxury services to our guests whilst also being environmentally sustainable. Our staff need a range of skills that are very important in day-to-day working. These skills include excellent communication and customer service, teamwork, professionalism, knowledge of sustainable practices, problem-solving, cultural awareness, attention to detail, and understanding luxury service standards.
Having excellent communication and customer service skills is vital to being able to communicate clearly and professionally with guests. It also allows staff to understand their guests needs, which helps provide personalised and memorable services. This makes the guest feel valued and encourages them to return to us in the future. In a hotel teamwork is important as staff all need to work together to ensure the hotel runs smoothly. Each department relies on eachother to give guests the best possible experiences. Teamwork and problem solving skills are also vital as staff can be under pressure to find quick fixes to any issues that may occur. This could be about complaints about rooms, booking mistakes or delays within services. These skills adhere to guest satisfaction and ensure guests can have a smooth experience at the hotel. Another key skill is cultural awareness. At evergreen mumbles we welcome many international guests from different countries, this means staff must be respectful to different cultures to ensure all guests feel welcome and comfortable. Having this cultural awareness knowledge allows staff to be more inclusive and provide a professional service. Guests who are staying in a 5-star hotel expect staff to be proffesional and have good attention to detail in all areas. This maintains a positive image for us and ensures there is little to no miscommunications or misunderstandings. At evergreen mumbles sustainability is a priority, so staff should be aware of eco-friendly practices. These practices include recycling, reducing energy and water consumption, and promoting sustainable products and services. This means that the hotel can reduce the environmental impact it is causing. 
During guest disputes these skills are especially important as these situations can happen quite often. This means that staff need to know how to respond appropriately and calmly. Excellent communication skills and customer service skills help guests feel that they are being listened to and respected, especially during tension. Problem solving skills allow staff members to find quicker solutions to problems that arise. This prevents situations from being escalated. Having professionalism and attention to detail is essential during these heated moments so that staff remain calm and understand the issue which avoids misunderstanding. 
By training staff on these guest disputes, it benefits us as there is higher guest loyalty rates, reduced complaints, positive reviews, effective conflict resolution, maintaining grading systems and service quality. 
The grading system for hotels goes from 1 to 5 stars. This grading is based on cleanliness, service quality, room standards, facilities, and safety. 1 star is basic accommodation that has essential facilities to just meet the needs of guests. For example, a bathroom and a bed. A 2-star hotel is simple but has improved comfort and slightly better services. A 3-star hotel is good quality with more facilities and better service. A 4-star hotel is a high-standard hotel with professional service and would include a gym, a swimming pool and 24-hour room service. Finally, the 5-star hotel is a luxury accommodation with exceptional standards and services. These hotels tend to be more expensive and professional.
As well as hotel star ratings, there are also sustainability grading systems. These grading systems include Green Tourism, green key and earth check. They assess hotels based on their water consumption, recycling, energy efficiency, and the use of ethical and environmentally friendly products. 
These grading systems are very beneficial for the evergreen mumbles as it encourages staff to maintain the high standards of the hotel, it allows guests to make informed decisions, improves the hotels reputation, improves the competitiveness in the industry and supports trust between customers and staff.
In conclusion, we require a range of skills to deliver high-quality services to guests. With these skills we can continue to provide exceptional experiences for our guests. 
· All of my refences are shown on the power point along with in text citations 






