[image: movie::/Users/gracedavies/Library/CloudStorage/OneDrive-UniversityofWalesTrinitySaintDavid/Semester 2/Hospitality + Guest Service_/Assignemnt 1/Forbes Digital Energiser .mov]Screen recording of presentation and script 













Forbes Digital Energiser - St Regis Bora Bora Resort - Script 

Slide 1 - Hello my name is Grace Davies and I am a Training Manager at Forbes. I am here today to provide you guys with a digital energiser session specifically designed to increase performance standards and boost morale. 

[bookmark: OLE_LINK1]Slide 2 - The St. Regis Bora Bora Resort is designed to provide customers with extraordinary memories and once in a life-time experiences. The island has scenery that one can ever forget; it provides the ideal picturesque backgrounds for wedding photos that everybody desires. This Resort is on the Forbes travel guide for good reason, on the Forbes website it is described to have “pristine white-sand beaches” and “crystal-clear turquoise water” (Forbes, 2023).  

Slide 3 - As you are probably aware the resort has been awarded the highest possible rating by Forbes and received a 5-star review in the 2023 travel guide. This is a prestigious award that should be highly respected. In order to keep this standard of service, I suggest that all staff are provided with staff empowerment training. 

Slide 4 - Staff empowerment is a service procedure designed to improve quality standards and increase customer satisfaction. At the St Regis Bora Bora Resort there are many destination weddings. At these weddings it is important to ensure that guests have the ultimate experience, this comes from encouraging staff empowerment in the workplace. Author of the book entitles Employee Empowerment, Daniel Bloom (2021) states that “The lifeblood of any organization is the customers that they serve”. When planning large scale events such as weddings there are lots of different departments with multiple members of staff that are involved. Each person has different levels of responsibility on the day but allowing each person to do their very best for each individual guest will result in the best overall outcome for not just the customer but for the resort overall. Reviewing websites such as trip advisor have a large influence over the custom and revenue generated, it is best if these reviews stay positive. 

Slide 5 – please watch this short video that will explain to you what staff empowerment is and how it can benefit the resort as a whole. 
Video script 
This video was created by forbes to encourage the use of staff empowerment within this organisation. 
To kick start this digital energiser, let's discuss what makes guest service stand out within the industry. Anybody can provide adequate guest service, but to be selected for the Forbes Travel Guide the guest service provided by your staff must be beyond exceptional.

When delivering guest service it is vital to remember these 5 things:
1. First impressions matter 
2. Always greet guests with a positive damiana 
3. Maintain eye contact to appear engaged in conversation. 
4. Never judge guests by their appearance as you never know who you’re talking to
5. Finally - always be available to help. 

Guests are paying premium prices to be at this resort, it is your employees responsibility to ensue that they are well cared for and leave with a smile on their face. 

In order for them to do this, they must feel empowered enough to make decisions regarding the wants, needs and desires of your guests.
Every guest is different so treating each of their situations individually can increase the satisfaction that they gain at the end their stay at the St. Regis Bora Bora Resort.

Generally speaking, empowerment is defined as a set of practices that combines the information collected by staff members with delegation of authority and employee autonomy (Raub & Robert, 2013). 



Your role as a manager is to:
1. Reduce dependency - so that employees feel comfortable to make their own decisions.
2. Decrease helplessness - by providing individuals with the skills and equipment needed to do their job correctly.
3. Set clear goals - so that employees know what they are aiming for. 
4. To clearly define the diameters - so that there is no confusion regarding the use of empowerment in the workplace.
5. To allow employees time to adjust to this change. 

The first step to encouraging staff empowerment in the resort is to set a financial budget to allow staff to make necessary purchases or refunds to increase customer satisfaction. 
After this you will begin to notice changes in staff behaviour as they feel in control of their job. 
Thank you for listening to this digital energiser. Good luck in your staff empowerment journey!
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