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Happy New Year! ...or is it? Part I

2010 begins with a challenging business environment. To fight for declining market

share, many of our hotels focused on rate to chase room nights that simply did not
exist. The result: falling sales and declining RevPAR. DO SOMETHING ABOUT [T!

It's time to focus on best practices that will help you rebuild rate and RevPAR.

Rebuild Guest Satisfaction. Exceed guest expectations and they will return... and multiply!

Our gift to you: Eight more suggestions that will make this a happy New Year!
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Guests are Always Right:

So they’re not always right.
Get over it. If you want them
to return and recommend
your property to others then

Service Guarantee:

Would you shop for an
MP3 player without a
guarantee? Guests expect
nothing less. This rarely

Delivering the Promise:

The guest determines satis-
faction! You may not agree
with the guest's complaint,
but that does not make it

Great Service is a Team
Sport:

Members of the service
team depend on each other
to deliver service that

they’re “always right”.

The 10/5 rule:

Within 10 feet of the guest,
nod or smile... recognize.
Within 5 feet, greet with a
hello or good morning and
ask about their stay.

results in a total refund.

Greet Guests with a Smile:

This sounds trite but many
properties do not do this.
Whether in person or on
the telephone, smile and
use an upbeat tone. ©

any less real to the guest.

Empowerment:

The foundation of an “I
Can Do It” attitude with
the guest is an empowered
team. They need to know
you support their actions.

exceeds expectations.

Train the Team:

Best practices are learned
responses that build
positive relationships with
the guest. This has never
been easier.

Web-Based training is a powerful tool to help you accomplish your training goals in a cost and time efficient

fashion. WeTrainHotels.com programs emphasize greater guest care, and improved property RevPAR.
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=== Download our brochure outlining the power of our available web based training tools and a
complete description of our Virtual Library which is full of the latest industry related articles and

templates, forms and manuals created to support your day to day departmental needs.
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) http://wetrainhotels.com/library/resources/WeTrainHotels%20Brochure%20v15L_1.pdf

Please go to www.wetrainhotels.com for more information or confact lavrence Marans at
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