AI STATEMENT:

I confirm I used AI to create the image on the first slide on my powerpoint. I used Magnific, using the prompt ‘Make me an image with the word ROCK in a rock’n’roll font (Similiar to ACDC)’. 
Other than this I did not us


This is The Riff’s training credo at The Riff, our goal is to create unforgettable guest experiences inspired by music, energy and outstanding hospitality. Our motto is: ‘A professional musicians paradise’.  
 
All of our actions are guided by our R.O.C.K. Values. 
 
R is for Responsible — this means owning our work, being professional and ensuring guests receive excellent service at all times. 
 
O is for Organised – being prepared, managing time well, and communicating clearly with the team. 
 
C is for Caring – showing respect to every guest, listening to their needs and creating a warm and welcoming environment. 
 
Finally, K is for Knowledgeable – knowing our hotel services, local attractions and how to help guests with confidence should they have questions or problems. 
 
These values shape the culture and norms of The Riff

At The Riff, empowerment is about trusting our team members to make decisions that improve the guest experience. 
 
Staff are empowered to solve problems quickly and confidently, rather than always waiting for management approval. For example, if a guest has a problem with their room, staff should take the initiative to solve the problem right away if they can. 
 
Empowerment also results in a more positive work environment as employees feel trusted and valued. It develops teamwork, confidence and motivation. 
 
Give all of our staff necessary priviliages to solve guests problems. We've borrowed the ritz carlton's empowerment theory.  
 
Empowering staff means The Riff can deliver service faster, with more satisfied customers and more memorable experiences for guests. 
 
The Riff culture is defined by the atmosphere of music and entertainment hotels.

We want to create a high energy environment where guests feel excited, relaxed and welcomed. We work in a culture that is all about teamwork since all departments have to work together to deliver great service. 
 
Creativity and individuality are encouraged as well. Employees are expected to be professional, but to also show personality and enthusiasm in their role. 
 
Respect and inclusion are also a critical part of our culture. We celebrate diversity and inclusion and make sure everyone feels valued. 
 
In general our culture utilises passion, hospitality and entertainment to set The Riff apart from competitors. 
 
 
 
The Riff has clear service standards to ensure a high quality guest experience. 
 
Second, each guest is to be greeted warmly within 5 seconds. First impressions are very important in hospitality.

Guests are welcomed by name with their favourite drink waiting at the bar.  
 
Our training journey starts on day one, all new starters are assigned a member of the senior team to shadow for the first 2 weeks. Trainees are then given some independence to learn on the job, supported by both managers and staff members.  
 
New starters are finally left alone to develop skills and understanding after 6 weeks.  
 
The Riff operates in a fashion that is supported by several business and hospitality theories. 
 
The first is Maslow’s Hierarchy of Needs, developed by Abraham Maslow. This theory says that people have different levels of needs, starting with basic comfort and safety and then moving to higher levels like belonging and enjoyment.

Employees should also maintain a professional appearance and positive attitude throughout their shift.
Another service standard is responding quickly to guest requests and communicating clearly. Guests expect efficient and friendly service at all times.
Finally, every interaction should end positively so guests leave with a memorable impression of the hotel.
These standards help build customer satisfaction, loyalty, and a strong reputation for The Riff.
In hospitality, hotels need to provide comfort and security before creating luxury and memorable experiences. 
 
The second theory is Herzberg’s Motivation Theory.  Herzberg felt that employees were more motivated when they were given recognition, responsibility and opportunities to achieve. This is closely linked to empowerment at The Riff, as trusted employees are more often motivated and productive. 
 
The last theory is SERVQUAL Model that is used to measure service quality based on factors of reliability, responsiveness, assurance, empathy and tangibles. All of these are important in maintaining good customer service and guest satisfaction in the hotel industry. 
 
Thanks for listening
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