ASSIGNMENT 1 – CLYDE CARMELO SEISUN (2220481) 

YOUTUBE LINK (UNLISTED): https://youtu.be/R-NReOOoUuE




SCRIPT:
Hello there, my name is Clyde Seisun. I am a training specialist from Forbes and I have been brought here with you guys at The Vale to help your concierge team to get energized with how to perform your tasks with quality service in order to exceed your guests' expectations.


The concierge team here is already amazing and brilliant. However, we need to win the World's Best Ski Boutique Hotel again this year! We won four years consecutively from 2014 to 2017! However in order to be able to win that title again, we will need to double down on everything we do. On top of welcoming the guest, being a beacon of information and arranging excursions and events we have to make sure we can keep current consumer trends in mind and give quality service.


There are three main prominent and important trends currently to keep in mind.
Authenticity. Guests want authentic culture. They come to The Vale to escape their everyday life to ski or to take in one of Japan's most untouched natural paradise away from the big cities such as Sapporo or Asahikawa.

Unique, one-of-a-kind experiences. Guests want something unique. A memory to take away from their trip here at The Vale. What can you do to give them that memory and experience? You could offer the guest a trip through the nearby meadows or a complimentary pass for a ski slope!

And finally, guests want a desire for more personalization. The most important thing is to ask the guest what they want. Once they tell you what they want and you deliver it to them, they will come back to The Vale. Once they return, you can personalize their visit by creating pre-visit and pro-visit emails, handwritten notes in their room or even insider tips from a local of the area. A lot of guests look for local experiences beyond main attractions nearby.


So what is quality service? Quality service means to exceed your guests' expectations by paying attention to every detail to the delivery of your products and services. How can we do this you may be asking yourself - it's quite simple. 

The first thing we can do is simply to ask the guest what they want. It wouldn't be efficient to assume that your guest likes a fully formal evening dinner when in fact they like the opposite and would rather a nice cosy day in wearing a t-shirt and jeans.

Once you ask what the guest what they want, you then simply satisfy their wants. The reason this is important is because satisfying wants and needs can create lasting memories, can WOW the guests, can create customer loyalty and service satisfaction. When you create customer loyalty, you can then begin to exceed expectations.

If you find out your guest visits every few months to take a relaxing weekend off from work then you can exceed their expectations by welcoming them with their first name and making them feel at home. If they also order the same meal every time they visit, then you can simply ask "Would you like your usual?". This makes the guest feel special therefore increasing the chance that the guest will return here instead of a different hotel.


Now that we figured out how to create quality service for the guest. We now have to figure out what sort of guest is coming to our hotel. Find out if the guest is here for leisure, here for business or if they are a local guest looking for a weekend away from home.

If the guest is a business guest then they will need a quiet room to do their work and meetings, high-speed internet for seamless meetings and conferences. They will also require a desk for a comfortable and convenient workspace. On top of all these, we could tailor a visit for the business guest by giving them special offers. While they are offline from their work they could be given a discount on dry clothing and free dry cleaning so they can continue to look professional and ready for their meetings.


To conclude this Digital Energizer, I would like to say a few final words and give you a quick recap on all I have taught you today. COVID-19 was a very painful and isolating time for us all. Not being able to go out and do our jobs properly. However all that is now over. Our industry was hit the most, especially with the fore coming environmental issues. But we are ready to bounce back and give our guests the most brilliant and quality service ever. We will remember to ask the guest what they want, satisfy their preferences and exceed expectations. Continue to stay within the consumer trends so we can stay on top and win that World's Best Ski Boutique Hotel Award for another four or even more consecutive times.
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