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1st slide: AA quality standards and how our hotel meets them

The AA, a leading professional assessor in the hospitality industry in the UK, created a Star Hotel Rating system which is a nationally recognised scheme. The scheme is used to grade the quality of different services, including hotels. 

The Tidal and Wellness Retreat and Spa hotel is a 5 star rated hotel by being able to comply with the regulations in the AA’s handbook for accessing quality in hospitality services.  Our staff are well trained to be equipped with various skills, including social skills. We always have the company values and visions integrated through every customer interaction, in order to provide the luxurious experience we promise. 

We happily boast about our multicultural work environment, considering our location in Wales, our services are able to be provided in both English and Welsh. We even use a buddy system, in order for every guest to be able to speak comfortably in the language they would like to converse in,  striving for excellence in our service. 

2nd Slide: Bodyswaps and the use of AI powered software for training our staff 

Bodyswaps is an AI software that we use in able to train our staff’s soft skills, as mentioned before. The skills they are able to develop is in areas such as communication, empathy, teamwork, and how to go about professional interactions. 

The software is able to assess the professionalism in our staff by observing the tones in their voices and how they express themselves physically. This is something we value as it helps ensure our staff are thoroughly prepared and able to present themselves in a way that our customers can be satisfied with. 

Using the expectation confirmation theory, we want to be able to gain customer loyalty and be able to provide excellent service Including when there may be conflict or a fault from our part, by being able to satisfy customers not just from their expectation of the company but by being able to confirm it through their experience with us. 



3rd slide: Guess complaint handling: How our staff are confident in being to handle these conflicts by themselves 

Since we strive only for the best, our hotel takes inspirations from big names such as the Ritz and Disney, as they are well known for their great hospitality and customer facing services. 

Customers usually expect to be compensated for an inconvenience, which is usually why a complaint occurs. Our staff are trained to deal with these complaints professionally and put the customers first despite any emotions or negativity directed. Our protocol is to use active listening, problem solving , whilst being empathetic throughout the whole ordeal. We empower our staff to deal with these situations without higher authority, and even make their own suitable decision for compensations such as offering a refund, credit, a discount, and of course most importantly an apology. 

The handling strategies and practices consist of having a strong company philosophy, making sure our companies core values are held so that our staff are confident in the expected actions and behaviours when dealing with these things. We have full faith and empower our staff so that personalised solutions can be handed which also helps to speed up the recovery process. 

Service culture will be greatly enforced, our main priority is that customers are being served, and to make sure that a fast recovery is done, so that a negative experience won’t stay negative. 

4th slide: Our roleplay scenario 

The roleplay scenario consist of a couple celebrating their 20th anniversary and the wife had book a massage, however it was unfortunately cancelled due to the therapist becoming unwell. 

This scenario specifically suits us as luxury hotels usually deal with special occasions, it’ll show the benefits of training staff to understand customer service and professional standards, and how the training is put to use in a real life scenario. 

5th slide: Conclusion

To conclude our training programme, we have designed a 5-star hotel which carefully considered a good location, the design of the hotel, and the facilities we provided. 

It explored the backgrounds of key theories and standards in the hospitality industry, which we have reflected in the hotels vision and values, staff training approach, and how every interaction with guest are conducted 

The roleplay demonstrated the application of these standards to a real life situation, showcasing how efficient and effective the staff are able to deal with a conflict due to our hotels training and understanding of the hospitality industry. 

