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HANDLING GUEST REQUESTS

FROM LISTENING TO FOLLOW-UP
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Understand ¢ Commit e Deliver ® Confirm
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Clear acknowledgement reassures guests that they have been understood.
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THE FIVE-STEP SERVICE FLOW
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The request ends when guest satisfaction is confirmed.
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To confirm, you would like... Is that correct?

& J Allow me to confirm the details.
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I’'m sorry, could you please repeat that?
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Under-promise only when necessary — always deliver as
N J agreed.
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With pleasure. ¢ Allow me to confirm. e | will follow up and update you.
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A request is complete only when it is delivered as agreed and satisfaction is confirmed.
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