
Assignment 2  

Providing training video for a certain department  

how to provide the wow factor, 

 in the front of house and housekeeping  

 

 

Script  

Intro screen  

Tamara: Welcome to our training video for adding the "WOW factor" to hotel service. 
Today, we will look at how to create memorable experiences for our customers, and the 
results of providing this level of service, beginning at the front desk.  

 

Front desk 

Nia:  

Let’s start with first impressions, one of the first things a customer will see upon arrival is 
the front desk. This means that a friendly and welcoming face must be present. The 
customer must be greeted with a sincere smile and eye contact. A simple “welcome to the 
delta Marriot, how can I help you today?” is a great start to a customers stay.  
  
Body language will play a large roll in this as it will show if someone is not interested in 
greeting someone. Stand firmly and facing the guest to express approachability. We want 
our guest to feel welcomed for the moment they enter.   
 

Riley and Jaydon enter holding hands  

Acting sequence 

 

Tamara: Let us not forget about personalization. 



Tamara; When we have returning guests, we should try to recall their names and 

preferences to give them an experience with individualized touch, this demonstrates that 
we care about them individually.  

Asking new guests about their trip can help us adjust our offers to their specific needs for 
example providing cold towels upon arrival, in a hot humid country shows customers that 
there is an extra level of care and thought behind the actions of staff, exceeding the initial 
expectations of the customer. 

We should also focus on being proactive. If a guest appears lost or unsure, we should 
approach them and offer help. Anticipating their needs, such as providing a map or 
suggesting area attractions, can significantly improve their experience. 

 

Nia:  

A lot of companies can meet the customer standards. However we want to bring the WOW 
factor to the customers stay, this means we need to go the extra mile. This would include 
things like including complimentary upgrades, when possible, welcome gifts or even giving 
the guest insider information of the area to have a better understanding. This tiny act will 
make a difference to a customer’s holiday and could create returning customers and even 
new customers. 
 

tamara: Consistency is essential. Our service should be consistent throughout all 

encounters, including check-in and check-out. Even if a guest has a complaint, we should 
handle it properly and promptly to ensure they depart with a pleasant impression, its 
important to maintain consistent this is meeting expectations to really bring the wow factor 
we must exceed these, we could do this by. 

 

Acting sequence- early arrival, free drink, suggestions for attractions  

 

Nia:  

The value of teamwork can sometimes go undetected. To offer a flawless service in a 
business we must communicate efficiently with different departments. If the front desk is 



informed of any special requests or VIP guests we can work with housekeeping, concierge, 
and room service to exceed expectations. 
 

Calls housekeeping  





 


