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FIVE STAR SOLUTION

ASSISTING BUSINESSES TO RAISE STANDARDS AND
INCREASE CUSTOMER LOYALTY

/7 DAY ONSITE SERVICE SOLUTION FOR LUXURY SERVICE PROVIDERS




/7 DAYS OF EXPERT ADVICE & TRAINING

v/ 1 day of comprehensive operations audits
v/ 5 days of hand-on training for guest facing staff

v/ 1 day of leadership & communications training for
supervisors and managers

Many brands that use Luxury
Academy’s Five Star Solution

are already high performing
businesses as a result of their
consistent efforts to improve
service quality by not just meeting
their own service standards, but
outperforming them. Rarely do the
best in the industry sit still and relax
on past glories; the luxury sector

is far too competitive for that. All
consumers have expectations that
they bring to service encounters,
particularly for luxury brands, and it
is the gap that may exist between
expectations and subsequent
perceptions of service quality that
brands must strive to close. Luxury
Academy’s Five Star Solution is

a comprehensive programme

that will audit every aspect of

your service and then provide a
bespoke training solution, on-site,
to deal with any issues.







ON THE JOB TRAINING

SOMETIMES A FRESH EYE IS ALL THAT IS NEEDED TO
REJUVENATE AND MOTIVATE GREAT SERVICE.

The Five Star Solution is the actions from the audit. We
unigue in its approach; the find that developing a working
comprehensive audit is only relationship with your team and
the first step in the process of implementing improvements in
improving service standards. service quality alongside them,
The Luxury Academy consultant  is the most effective way of
that undertakes your audit will ensuring positive, and lasting
then work with your team for improvements.

an entire week to implement






THE FIVE STAR SOLUTION IS

LUXURY TRAINING AS YOU HAVE
NEVER EXPERIENCED IT BEFORE.

A key goal for luxury service
providers is reducing inconsistencies
in service delivery; ensuring
customers have positive service
encounters every time they interact
with the brand, from the initial
enquiry to check out. One of the key
elements in The Five Star Solution is

management and supervisor training

which gives your leadership team
the motivation, skills and knowledge
to maintain the new systems

and service standards once the
consultant has left. The leadership
team will also receive training
manuals and instructions to refer
back to.









TRAINING DELIVERED BY
LUXURY PROFESSIONALS
FOR LUXURY
PROFESSIONALS



THE AUDITS CARRIED OUT ARE AS FOLLOWS:
.

EASE OF BOOKING AND
RESERVATIONS AUDIT.

This audit goes through the
entire booking process, from
the initial contact, to the
booking and confirmation

process.

ARRIVAL AUDIT

The arrival audit evaluates
customers’ front desk
experience; a first impression
that is welcoming and
engaging is paramount in
creating positive perceptions
of service and thus, customer

loyalty.

HOUSEKEEPING AUDIT

The housekeeping audit is a
40 point checklist comprising
the required standards

in a five star bedroom. It
covers everything from first
impressions on entering

the bedroom, through to
cleanliness, maintenance
and room amenities. The
second part of this audit
evaluates service encounters
with housekeeping staff;
whilst housekeeping is in
most cases a back of house
department, room attendants
come into regular contact
with guests and can be an
under- utilised tool in creating

positive guest experiences.

FOOD & BEVERAGE
SERVICE AUDIT

This audit evaluates the
service and level of customer
engagement with the food
and beverage teams, looking
at areas such as interaction
with customers, up-selling
opportunities and staff

friendliness.

FOOD & BEVERAGE
STANDARDS AUDIT

The F&B standards audit
looks at the standards within
F&B. Areas such as table set-
up, equipment use, product
displays, menu layouts, outlet
cleanliness and presentation

are evaluated.



TO SUMMARISE, THE FIVE STAR PROGRAMME
COMPRISES OF:
I

1 DAY OF INTENSE AUDITS ACROSS ALL SERVICE AREAS

COMPREHENSIVE BOOKING & RESERVATIONS AUDIT

COMPREHENSIVE ARRIVAL EXPERIENCE AUDIT

40 POINT HOUSEKEEPING AUDIT

FULL F&B SERVICE AUDIT

FULL F&B STANDARDS AUDIT

5 DAYS OF HANDS-ON TRAINING WITH ALL SERVICE TEAMS

1 DAY OF COMPREHENSIVE TRAINING WITH SUPERVISORS AND MANAGERS

TRAINING MANUALS FOR ALL NEW STANDARDS AND SERVICE PROCEDURES

EXPERT ADVICE AND GUIDANCE FOR ALL YOUR TEAMS



We specialise in a variety

of soft skills training at

the upper end of the

market, provided on-site

at client locations.

WE WORK INTERNATIONALLY WITH COMPANIES
AND PRIVATE CLIENTS ACROSS A WIDE
SPECTRUM OF INDUSTRIES SUCH AS:

v/

v
v
v
v
v
v

MULTI-NATIONAL CORPORATIONS.
GOVERNMENT DEPARTMENTS

PUBLIC SECTOR

BANKING & FINANCE

WEALTH MANAGEMENT COMPANIES
RETAIL, FASHION & LUXURY HOSPITALITY

PRIVATE & HIGH NET WORTH INDIVIDUALS




"QUALITY |5
REMEMBERED
LONG AFTER
PRICE IS
FORGOTTEN”

Guccio Gucci



OVERVIEW

AUDIT

RESERVATION & BOOKING AUDIT

The booking and reservations process is the very first point of
contact that potential customers have with your business. It's
a vital element in not only engaging new customers, but also
in increasing and maintaining revenue.

The audit will cover the following elements.

« Reservations agent’s product knowledge.
« Correct and accurate detail recording.

« All up-sell opportunities utilised.

« Manner and professionalism of agent.

Audit calls are recorded for reference

ARRIVAL & RECEPTION AUDIT

Once the customer has booked their anticipation and
expectations grow, the longer the booking period, the higher
the expectations. A warm, engaging and welcoming arrival
experience is essential.

The audit will cover the following:

« Firstimpressions.

«  Warmth of arrival greeting.

« Speed and efficiency of check in.
« Product knowledge.

«  Name recognition.

« Up-sell opportunities utilised.

« Level of guest engagement.




HOUSEKEEPING & ROOM AUDIT

Guests who frequent luxury hotels have certain expectations of their
bedrooms, and whilst they may not spend a great deal of time in their rooms,
it is important to ensure these expectations are met.

The 40 point audit covers the following:

+ Room cleanliness and layout.

« Guest information & in-room collateral.
- Bathroom cleanliness.

- Bathroom amenities.

« Mini-bar products.

This audit includes photographs of areas for reference

FOOD & BEVERAGE SERVICE AUDIT

Food & beverage service tends to be the centrepiece of all luxury hospitality
businesses, and a huge amount of time and effort goes into getting it right.
But food & beverage is not just limited to the restaurants- bars, room service,
breakfast and afternoon tea are all part of the overall experience.

The food & beverage service audit covers:

- Staff interaction and guest engagement.

« Menu food and drink knowledge.

« Up-selling opportunities explored.

« Cross selling opportunities utilised.

« Presentation and confidence of service staff.

FOOD & BEVERAGE STANDARDS AUDIT

A friendly staff member is key to providing meaningful and positive service
encounters for guests, but maintaining standards consistently in a luxury
environment is an ongoing process. Sometimes it takes an outside eye to
observe areas of improvement in service standards.

The standards audit covers:

- Standardisation of set up.

« Cleanliness of equipment

. Back of house standards and areas.
« Mise en place.

« Attention to detail.






TRAINING

5 DAYS ON-SITE TRAINING

Once all of the audits are complete, the training and
implementation starts. The areas covered in the
audits will be discussed and a training programme
will commence which will additionally include any
training areas previously discussed with the client.

Training will take place with the following
departments:

- Front office & guest relations.
« Housekeeping & porters
- Food & beverage.

1 DAY SUPERVISOR & MANAGER TRAINING

To ensure that standards are maintained after the
process and also to ensure that the managers and
supervisors have the confidence and knowledge

to continue with the programme, leadership and
communications training will be provided on the final
day. However, the leadership team will be included
in the training throughout the process and will be
heavily involved in directing and implementing the
training across their departments.




