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We Welcome Every Guest LL.LQLLE
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A warm welcome begins before we speak.
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Friendly service improved the overall stay rating by 22%.

Hampton by Hilton & Goldsmiths, University of London — 2025
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* Acknowledge the guest Maintain natural eye contact

* Make natural eye contact Greet the guest first

o Offer a warm smile e Use a warm, clear voice
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ON ARRIVAL OR FIRST INTERACTION
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Good morning. Welcome home.
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Good evening. Welcome home.
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DURING THE GUEST'S STAY
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Use “Welcome Home"” on arrival or during the first interaction.
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Smile e Listen e Respect o Assist bl O J8 Buclunall oyl o

Treat every guest as if they are the most important guest in the hotel.
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ALWAYS AVOID

* Ignoring the guest

* Frowning or showing annoyance

e Using a phone during interaction

* Keeping a guest waiting

e Pointing at the guest

e Standing uncomfortably close

e Turning your back

e Judging by appearance or nationality
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Instead of “l don’t know”, say: “Allow me to check that for you.”
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A warm welcome is more than words.

It is a feeling we create for every guest.
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