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[bookmark: _Toc1487813561]Introduction
My group have decided to provide a training session on front desk service excellence. Our hotel is called the Mumbles Manor, and it is a 5-star luxury hotel in Mumbles.


[bookmark: _Toc1570574560]Script
Introduction
Hello and welcome to the training program for front desk service excellence. Our names are Jasmine, Mia and Zara and we are delivering your training program for you today.

[bookmark: _Toc1719021154]Preventing Problems
To provide the best customer service you need to think about problems before they even occur.
 The Mumbles Manor acronym for preventing problems is S.M.I.L.E as we should always deliver excellence with a smile. S stands for Spot, potential issues early. M stands for Make It Right, before the guest notices, I stands for Impress with every interaction, L stands for Listen actively to anticipate needs and E stands for Exceed, expectations consistently.
You should spot issues early by observing guest body language and tone. For example, if a guest looks tired, offer water or assistance. This shows that you care enough to notice and prevents any issues occurring.
Act quickly when issues arise and ensure proper compensation. For example, if a room isn’t ready, say something like “I apologize for the delay the housekeeping team will have that sorted right away can I offer you a drink while you wait?”. This reassures the guest and shows you’re handling it. (Matilla and Patterson, 2004).
You need to be able to impress the guests by always wearing the correct uniform making sure your hair and nails are tidy and greeting them with warm and welcoming tone and body language. For example, “Good Afternoon Miss Jenkins how is your stay so far”. As the front desk you are the brand image, so we want to make sure you look and act elegant, welcoming and professional (Kolter et al, 2016).
Listen to guest problems and aim to solve them. For example, if a guest can’t book dinner, say, “No worries, Miss Jenkins, I’ll personally make a reservation is there any preferences?” Taking ownership demonstrates our high service standards and commitment to excellence. (Hayes and Ninemeier, 2009).
Always aim to exceed guest expectations. For example, follow up after a guest check-in by saying “I hope the room is to your liking, let us know if you need anything”. (Mattila, 2001). This caches issues early before they cause more discomfort for your guest.
The Ritz-Carlton Mystique is a system that tracks everything from elevator scuff marks to guest preferences (Nie and Lennox, 2011). We'll use a similar tool for staff communication, where all issues must be addressed within the same day.
SERVQUAL is a service quality model Mumbles Manor can use to spot gaps between customer expectations and experiences. It focuses on five areas: Tangibles which is physical, Reliability, Responsiveness, Assurance, and Empathy (Zeithaml, 2010).



[bookmark: _Toc75625221]Personalisation
Personalisation is key in creating a wow factor and here are some ways to use this at the front desk. 
  Remembering details about the guest and then using that with your next interaction with them, for example using their name with every interaction or asking about their day “How was the museum Miss Jenkins”.  This shows you care and helps set us apart from other hotels (Kotler et al, 2016).  
  Remembering special occasions. Checking to see if guests have any anniversaries or birthdays and sending a cake or bottle or prosecco up to their rooms enhances the guest satisfaction which encourages repeat stays and them recommending the hotel to others (Mattila, 2001).
  Adding a Welsh touch like Welsh cakes in their room, signs in both English and Welsh and using Welsh greetings such as “Shwmae a Croseo”.   
At the Mariott guests receive welcome gifts, upgrades and special dining arrangements (San Segundo, 2024). We should follow in the footsteps and treat every guest like a VIP by adding this to our service.
  The Kano Model categorizes service attributes into five types. Basic needs like a clean room, performance needs which improve guest satisfaction, delighters which are unexpected extras, indifference which doesn’t affect the guest and reverses which cause dissatisfaction (Robinson, 2009). This will help you prioritise improvements. For example, prioritise basic needs, while still offering delighters when possible.

[bookmark: _Toc661165257]Technology
As part of our new system, we will launch a Mumbles Manor app, with similar features to the Hilton Honours App (Hilton, 2023). It will feature digital check-in, a mobile room key, booking for rooms and spa treatments, live chat with reception, loyalty points, personalized stay details, real-time notifications, and a countdown to the guest’s next visit. 
  You will be using the app regularly, so it is important to understand how to use the app. You will need to activate the digital key when you get the guest's name and stay details through the knowledge management system. You will be able to use the live chat as you would with any other platform. If you enter the details about spa treatments and when the room is ready the app will automatically update the guest. The rest of the features the app will do on its own.

Roleplay
Roleplay: Service Excellence at The Mumbles Manor 
Zara – Front Desk Agent 
Jazz  – Guest (Birthday celebrant) 
Mia – Guest (Jazz’s best friend) 
 
Zara : Good afternoon, and welcome to The Mumbles Manor! My name is Zara – how can I assist you today? 
 
Mia: Hi Zara! We have a booking under Jasmine Robinson. We’re here for her birthday weekend! 
 
Zara:   Wishing you the happiest of birthdays Jasmine! We're thrilled to have you celebrating with us. Let me just pull up your booking…. Yes, I see you have booked two nights in a deluxe sea-view room. 
 
Mia: Yes, that’s the one! We have been looking forward to this for weeks. 
 
Zara:  And we’ve been looking forward to hosting you. As it is your birthday, we’ve upgraded you to one of our signature suites with a private balcony – compliments of The Mumbles Manor. 
 
Jazz:   No way! That’s amazing, thank you so much! 
 
Zara: Our pleasure. We’ve also arranged a little something extra – you’ll find a complimentary bottle of sparkling wine and some locally made chocolates waiting in your room. 
 
Mia: You’re spoiling us, thank you so much, we have never had this done for us before.  
 
Zara: It’s what we do best. I’ve just double checked your booking details and all looks good. May I just see some ID for verification please? 
 
*hand over both ID’s  
 
Zara: Now that’s all set for you. Here are your key cards, and here’s a map of the property – your suite is on the top floor, just past the lounge. Breakfast is served from 7 to 10 a.m., and we’ve reserved a dinner table for you tonight at 7:30 in our coastal-view restaurant. 
 
Jazz: That’s perfect, we were going to ask about dinner, so thank you! 
 
Zara: Of course. And if you have time tomorrow, I highly recommend our spa – we’re offering 20% off for birthday guests this month. I’d be happy to book you in. 
 
Mia: We are definitely doing that. You’re making this trip unforgettable already. 
 
Zara: That’s exactly what we aim for. If there’s anything else you need, dial “1” from your room and we’ll be right here. Enjoy your stay – and once again, happy birthday, Jasmine! 
 
Jaz: Thank you so much, Zara. This has already made my day! 
The end.  
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