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PowerPoint slide notes:
Guest service focus area- 
The area we have chosen to focus on is dispute resolution. Dispute resolution is the process of settling disagreements between to different parties using different methods other than the traditional litigation. 
So how is this relevant? 
This is relevant as it links with today's relevance as we want to maintain our standards as well as meet our guest expectations. 
Maintaining standards are important to have as it helps create a positive brand reputation which will help us make a profit. We meet our guest expectations to help us increase our customer loyalty; their satisfaction as well help us reach a new audience which will help us boost sales. 

Chosen department focus-
The department we will be focusing on is the front desk. All departments have key guest touchpoints. 
So what are the front desk key guest touchpoints?
The front desk is where first impressions are made so staff should be friendly and welcoming. The reception area should always be clean and organized and should have plenty of information available for guest such as signs, leaflets or maps, if not staff should have the information. Staff should also great every guest when they arrive. 
The specific training topic we will be focusing on is complaint handling. How we deal with complaints, you should always listen carefully, see if it can be resolved Straight away, you should see if it can manage the guest expectations and if not explain why not, then register the complaint. Once registered explain to the guest what will happen next. 
Training content design- 
The activity we have picked for you to do later on is a roleplay. 
We will first demonstrate how your roleplay will go and will give you point out throughout.
The scenario is an old couple is coming to the front desk with a complaint. You will all take it in turn in having the role of working the front desk with a complaint. 
Why we do this? 
This is done to help train you oh how we deal with complaints and help you get more of an understanding by putting you in the scenario.
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Training Content Design -

The activity we have picked for you to do is a roleplay.

We will first demonstrate how your roleplay will go and
will give point outs throughout.

The Scenario is an old couple is coming to the front
desk with a complaint.

You will all take it in turn in having the role of workin;
the front desk to show us how you would deal with the
complaint.

Why we do this?

This is done to help train you on how we deal with
complaints and help you'get more of an understanding
by putting you in the scenario.
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Guest Service Focus Area - A et

DISPUTE __ RESOLUTION

We have chosen to focus on dispute resolution. Dispute resolution is the
process of settling disagreements between two different parties using
different methods other than the traditional litigation (Termly,2025).

How is this relevant ?

* This links with today's relevance as we want to maintain our standards as
well as meet our guest expectations.

* Maintaining standards are important to have as it's helps with positive
brand reputation and be able to make a profit (Les roches,2024).

* We meet our guest expectations to increase customer loyalty,
satisfaction, reach a new audience as well as boost sales.
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Chosen Department Focus -

+ The department we have chosen to focus on is the front desk.
Key guest touchpoints-

+ The front desk is where firstimpression is made so staff should be friendly and welcoming (bot
shot,2025)

+ The reception area should be clean and organized and should have plenty information available for
guest such as signs, leaflets or maps. If not, staff should have the information (bot shot,2025)

+ Staff should great every guest when they arrive (bot shot, 2025).
Specific training topic-

+ complaint handling
How to deal with complaints-

Listen carefully.

See if it can be resolved straight away.

See if you can manage the guests' expectations and if not explain why not.

Register the complaint.

Explain to the guest what will happen next.




