The Evergreen Mumbles (Speaker note)
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The aims and objectives of this training program at The Evergreen Mumbles are designed for all general hotel staff who are going to be working at this establishment. This includes departments such as housekeeping, reception, guest services, food and beverage, and leisure. Every member of staff will be involved in the daily operations of this hotel, as each department contributes to the guest experience and the upkeep of the luxury reputation. This training program aims to help employees keep a friendly, professional, personalised, and luxurious customer service standard throughout the operations of this hotel. we will be implementing the Empowerment Theory as it encourages staff to feel confident in making decisions and solving guest inquiries efficiently without waiting for the approval of management. Next, we will also be using the Emotional Labour Theory. This can be used in hospitality as staff must remain calm, positive, and professional during difficult situations and guest stays.
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The Evergreen Mumbles is aimed at guests wanting a luxury coastal hotel experience in Swansea Mumbles. Customers staying at our hotel can expect high-quality services, comfort, wellness, relaxation, and personalised experiences. Many guests might only visit our hotel for relaxation experiences, while other guests may travel for business or a luxury coastal experience. Using the SERVQUAL Model, this will help staff to understand how to deliver reliable and excellent services through responsiveness, professionalism, and empathy. Also, using Maslow's Hierarchy of Needs will help staff to recognise that there are tiers to the customers’ needs, as guests want to be valued and feel comfortable.
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The Evergreen Mumbles wants to be able to attract a wide range of guests, including solo travelers, bleisure travelers, couples, aspiring luxury travelers, experiential travelers, and eco-conscious travelers, as we value sustainability through friendly hospitality practices. We have implemented the Disney Institute Service Model also, as it focuses on creating positive, memorable guests’ experiences and aims to have that connection with customers. Using this model will help us to achieve customer loyalty and create positive reviews within our hotel. 
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Next is Visitor typologies, which can help our employees and us to understand the different types of guests that will be staying at our establishment and the guests' expectations of this place. Most guests are looking for a unique experience that is also sustainable and eco-friendly, while some want relaxation, comfort, and safety, which we can provided all. The Tourist Behaviour theory by Swarbrooke and Horner (2011) explains that guests value personalised experiences and having good emotional connections with staff. Using this theory in our training program will guide employees to communicate positively and professionally throughout the guest's stay.
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Overall, the summary of the aim in this training program is to help staff to prepare and deliver a luxury experience and guest service at The Evergreen Mumbles. The objective of this training will help staff to provide communication skills, build confidence in handling guest disputes and issues, support sustainability, uphold hospitality standards, deliver personalised and professional guest service, and altogether create unforgettable experiences for guests staying at The Evergreen Mumbles, helping us with guest loyalty. Lastly, by implementing theories such as the Empowerment Theory, Emotional Labour Theory, Disney Institute service model, SERVQUAL model, and Maslow’s hierarchy of needs, this luxury hotel can provide consistent quality service and maintain a strong reputation. 

Roleplay- 
We had picked this place because the rooms were beautiful and overlooked the bay. Your website showed those beautiful glass lounge windows, which sold us. This feels like a total downgrade. I am utterly disappointed.
