The Evergreen,Mumbles
Intro
Welcome to our presentation of The Evergreen, Mumbles. Our hotel is based in Mumbles, Swansea,  which is a luxury 5-star boutique hotel, based on the beautiful seafront of South Wales.  Our hotel has a wide range of facilities such as luxurious in-room amenities, concierge services, wellness and spa facilities and our fine dining restaurant.  Today we will be giving you an overview of the key areas we focus on to ensure out team delivers consistent, high-quality service whilst also being mindful of the impact we have on our environment. 
We will start off by looking at customers typologies which help up understand the different types of guests who stay with us and hope we adapt our service to meet their expectations. 
We’ll then move onto guest disputes, including the common issues that can arise and the techniques we are training out new staff to use, such as empathy, staying calm under pressure and active listening to enquires and customer dilemmas. 
Additionally, well be covering the environmental pressures, impact of training and grading systems which play an essential role in influencing out hotel operations and the overall support of our brand standards to enhance the overall guest experience. 
By the end of this presentation, you’ll have a clear understanding of how our training programme supports both staff development and quality of service at The Evergreen.
Sustainability on Guest Services
As an eco conscious boutique hotel, sustainability must be embedded into daily service. Staff can support this through eco-friendly housekeeping practices, such as reducing chemical use and encouraging towel reuse. 
Waste reduction and energy efficiency are essential for meeting Green Tourism and Green Key Standards. 
Clear communication is also extremely important- guests appreciate and understanding how their stay contributes to environmental goals and targets. 
This strengthens our brand identity and appeals to eco-conscious typologies.

Impact of Training 
Effective training has a significant impact of the performance of this hotel.
Staff will become more confident, consistent and proactive, which leads to higher guest satisfaction and stronger relationships with returning guests.
Clear service standards support out 5 star-grading and protect the hotels reputation against other competitors in the region of Swansea. 
Disputes are resolved smoothly, reducing negative reviews and improve the overall operations efficiently. Overall, the training ensures that The Evergreen Mumbles delivers a luxury and sustainable guest experience that leave a mark on guests.
Conclusion 
Throughout this training, we’ve shown how every member of staff plays a key role in delivering exceptional standards to every guest staying at The Evergreen Mumbles. 
We highlighted how strong communication, professionalism and problem-solving help us create personalised and memorable guest experiences. These skills also make handling disputes smoother and help maintain out 5-star reputation. 
We displayed how empowerment and emotional Labour theories support staff in staying confident when dealing with guests.
We also displayed how sustainability is an essential part of out service. By understand in eco-friendly practices, staff can communicate out values clearly and help us meet green tourism standards whilst also incorporating it into the culture for future new employees. 
In conclusion this toolkit strengthens service quality, supports staff development, and ensures we continue offering the best guest experiences that reflect the luxury and eco- conscious identity of The Evergreen Mumbles. 

We will now show you how this toolkit will help staff members manage a customer dispute.
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