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Script
Slide 1 - My name is Rhiannon Gratrix, and I am a Forbes Trainer. This training video was produced to be viewed by all the staff of the Ritz-Carlton, Half Moon Bay in San Francisco, California, with the purpose to enhance your ability to achieve customer service excellence. 

Slide 2 - The content within this training video is relevant to all staff although is more directed towards those working front desk and will help empower you to reach an excellent standard of customer service.

Slide 3 - We as Forbes trainers travel the world identifying those that achieve verified “luxury” and your hotel is one of those. Forbes travel guide has based your 2-year 5-star rating on 900 objective standards (Forbes Travel Guide, 2022) assessing your ability to produce excellent service.

Slide 4 - You as staff of a Ritz-Carlton hotel should go above and beyond to ensure your guests have a great experience, it should be at a minimum a little above the norm. By exceeding their expectations with excellent service, you produce a “higher level of loyalty” (Heppell, 2015) which is something you must do to succeed within this sector.
 But how can you help achieve this?
By treating guests with respect, you enhance their experience at your hotel, try recognising the guests by name to produce a personal connection or at a minimum always refer to them as a guest and never a customer. Their experience is reliant on how you treat them during their visit so take advantage of what you have available to help you accomplish that. There is 2 thousand dollars available to you to spend on every guest, use it where you see it will enhance their experience. You have this power but with it comes responsibility, think clearly how to use this money in the most effective way for each guest.
You are a team so it is important you work from mistakes and develop as a team and for this reason a mistake should not be treated as that of one individual, it is something you can all learn from.

Slide 5 - The Ritz-Carlton prides itself on being a place “where the genuine care and comfort” (Ritz-Carlton, 2022) of guests is their highest mission.
They expect you as front desk to help them achieve this by following their 3 steps of service. 1 offer a sincere welcoming greeting, 2 use the guests name, this shows you are fulfilling every guest needs and 3 give a fond farewell, this is what all the guests will remember (Ritz-Carlton, 2022).
As an employee of the Ritz-Carlton, you promise to apply trust and respect to enhance a guest’s experience (Ritz-Carlton, 2022).
The Ritz-Carlton has an outstanding customer service standard to maintain enforced with the use of the customer service mantra, “we are ladies and gentlemen serving ladies and gentlemen” (Ritz-Carlton, 2022). Use respect and the responsibility given to you to maintain this.
The Ritz-Carlton has maintained its excellent customer service due to their reliability and empathy (O’Mahony, 2013).

Slide 6 - I have put together a small quiz for each of you to complete to conclude this training video. 

Slide 7 - Question 1 – What is the Ritz-Carlton’s customer service mantra?
It is “We are ladies and gentlemen serving ladies and gentlemen”(Ritz-Carlton, 2022). This mantra is something you should follow directly so make sure you know it. Treat the guests in the manner you wish to be treated yourself.

Slide 8 - Question 2 – A complaining customer is, a) almost right, b) often lying, c) always the customer or d) always right. The correct answer is c, they are always the customer and no matter the circumstances they should be treated with respect.

Slide 9 - Question 3 - To develop a rapport with the guest, you should do what? List all that you think apply. A) Smile, b) maintain good eye contact, c) tell them everything you know about the service or d) listen
The correct answers are a, b, and d. You need to tell the guests what will meet their needs, not everything you know. “Building personal rapport with the customer may prove as important to the decision process as the price of the room” (Vallen and Vallen, 2014). And therefore, you should develop this connection however possible.

Slide 10 - And finally Question 4 - What is the first thing you should do when a guest arrives at the hotel?
a) Wait for them to approach the front desk
b) Smile and greet them
c) Smile but wait for them to come to the desk before greeting
The correct answer is b, you should always be the first to talk, make the guest feel welcome. Creating that connection with your guest is very important. Personal relationships between you and the customer are vital and is reliant on four key elements, communication, rules, intimacy, and trust (Johnstons, Clark and Shulver, 2012). By talking to the customers first you are on your way to developing that relationship.

Slide 11 - To conclude, you as staff of the half moon bay hotel need to ensure the best service is provided to your guests and that the initial first impression is good to ensure the guest satisfied with their experience.
Overall, in this training session you have learnt how to best greet and interact with guests while also enhancing your customer service skills.
In a post-covid world it is vital now more than ever that we work together to ensure guests have the best experience.
And remember “we verify luxury” but it is you that produce excellence.
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