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AI Statement 
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.




















Slide 1 – Hotel Grading – Why The Riff is 4-Stars
· AA 4-Star Requirements According to AA Hotel Services (2025), 
· 24-hour Reception 
· Bar and restaurant 
· Professional and knowledgeable staff 
· Room service 
· Ensuite Bathrooms in all rooms Additional leisure facilities  
· Daily media available
The Riff meets these requirements through music related daily media, live entertainment, consistent and knowledgeable staff, modern facilities.
Script
AA Hotel services outlines requirements for hotels to achieve a 4-star grading and the Riff meets these requirements through a combination of exceptional guest service and modern facilities. 
The Riff provides a 24-hour reception, room service, ensuite bathrooms in all rooms and professional guest service, all of which link to AA 4-star expectations. 
Staff are trained to deliver personalised and consistent service throughout the guest experience, such as greeting guests by their names, as mentioned previously in the presentation. 
The Riff also meets the expectations of a 4-star hotel through entertainment and leisure facilities, including live music. According to Siteminder, live entertainment enhances guest satisfaction and creates memorable experiences that guests will associate with their stay at the hotel, encouraging repeat visits. Additional facilities available at the Riff include a gym and wellness facilities and a fully equipped rehearsal space for musicians to rent. This meets the requirements of additional leisure facilities. 
Daily media is also something that should be available in a 4-star hotel. At the Riff, this would include music themed media such as artist content, music channels and music updates available throughout the hotel.
Overall, the Riff meets the expectations of a 4-star hotel through unique music themed experiences combined with professional hospitality standards.

Slide 2 - 
· Increasing guest expectations 
· AI and technology 
· Maintaining personalised service 
· Pressure from online reviews 
· Consistency in service delivery 
(Mercier, 2024)
[image: ]
Fatema (2024) – SERVQUAL Model

Script 
While the Riff is designed to meet the standards of a 4-star hotel, there are a few challenges in maintaining these standards. 
A significant challenge is increasing guest expectations. These days, guests expect fast, personalised service, high quality facilities, and exceptional entertainment all at once. These expectations continue to rise thanks to social media and online reviews, which allow guests to compare hotels, read reviews and even share their own opinions, which can have an impact on the reputation of the hotel.
AI and technology is another challenge. Hotels are now expected to keep up with trends such as digital check-ins, smart room technology and personalised online services making use of technology such as chatbots, which can be expensive to bring in and maintain. 
Maintaining consistent personalised service can also be a challenge, especially during busy periods. The Riff has a focus on personal interaction with music being the theme of all experiences. Staff at the Riff must provide a high standard of service to guests while also making them feel valued individually. 
Theres also pressure from online reviews, as I just mentioned. A few negative reviews on a site like TripAdvisor can quickly impact the hotels reputation. Guests are able to post reviews online within seconds of their negative experience, meaning quick resolution is essential to protect the hotels reputation. 
Finally, consistency in service is really important. According to the SERVQUAL model shown here, customer satisfaction is influenced by areas such as reliability, responsiveness, empathy, and assurance. If standards drop in any of these areas it can create a gap between what customers expect and what they actually experience at the hotel.
Slide 3 - Forbes Travel Guide Standards
Forbes Service Expectations
· Personalised guest experiences 
· Attention to detail 
· Anticipating guest needs  
· Consistent high-quality service
(Forbes Travel Guide, 2025)

Inspection Process
· Anonymous inspectors 
· Hotels assessed against strict luxury standards 
· Evaluation of all facilities Focus on consistency and service quality 
· Staff assessed through interactions
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Forbes travel guide standards are considered some of the highest hospitality standards in the industry, with a focus on guest experience and luxury servic.
One of the main expectations is personalised guest experiences. Hotels are expepected to provide individual service where possible, rather than provide the same experience to everyone. 
Attention to detail is also important as small details can have a significant impact on customer experiences. 
[bookmark: _Int_QMoD6X6q]Anticipating guests needs before they have to ask is another focus. This could include staff recognising repeat customers, remembering preferences, for example – the bar staff remembering a customer's drinks order, or responding quickly to issues, as we will see in the roleplay. 
On the previous slide I mentioned AI and technology as one of the challenges in maintaining 4-star standards. AI can help hotels with everything I just mentioned, like remembering orders or quickly answering questions or provide personalised recommendations. 
However, it still can’t provide the same level of human interaction and personalised service that Forbes standards expect from luxury hospitality. 
The inspection process is very strict. Inspectors stay at the hotel anonymously and assess it against a criteria. They evaluate all facilities and observe how staff interact with guests. These inspectors can visit alone or with family or as a group, making them difficult to identify, meaning consistency is essential.
A major focus is consistency and service quality as it only takes one poor interaction to negatively impact the guest experience.





Conclusion 
Summary of all points raised in the presentation.
· Training program combining hospitality theory and practical guest service skills 
· Staff are trained to deliver personalised and consistent service and empowered to resolve issues independently 
· Service standards support customer satisfaction and guest loyalty
 Script 
To conclude, this training programme combines both hospitality theory and practical guest service skills to help staff deliver a high standard of customer service. 
Staff are trained to provide personalised and consistent service throughout the guest experience and are empowered to resolve issues independently, which can improve both efficiency and guest satisfaction. 
The programme also supports customer satisfaction and guest loyalty. By maintaining consistent service quality and creating memorable experiences, hotels such as the Riff are more likely to encourage repeat visits and positive reviews. 
Thank You. 
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