
Maintaining the basics - Actions speak louder than words

Owners and managers of businesses that deliver a quality product and quality service are constantly aware of how everything looks and works. They make sure that they always inspect their accommodation with fresh eyes, just like their customers.
Some basic requirements that customers expect:

Bookings – simple to arrange and efficiently handled within 24 hours of receipt
Check in/check out procedure – prompt and efficiently handled
Staff – friendly as well as attentive and efficient throughout the stay
Cleanliness – a priority throughout the accommodation
Bedrooms – quiet with attractive décor, good lighting and quality furnishings
Beds – good linen, comfortable mattress and adequate pillows
Bathrooms – spotless with good quality towels and a range of toiletries
Breakfasts – a range of well-presented options, preferably containing local ingredients
Use the following checklist to test how your business measures up against some of these essential requirements.  Can you answer yes to these questions? 

Pre-arrival

· Do you test your booking channels on a regular basis – telephone, internet, email? 

· Can visitors find relevant booking information easily from your website (within two or three clicks)?

· Is your official star rating shown on your website?

· Is there someone to answer the phone at all times and, if not, are calls diverted to your mobile?

· Do you use your business name when answering phone enquiries?

· Have you set a maximum response time that all enquiries will be acknowledged/answered and do you monitor it?

· Do you ask for all relevant information, including purpose of visit and contact details for the future?

· Do you clarify what the price includes (e.g. breakfast, VAT) to avoid surprises?

· Have you made clear your cancellation terms and conditions?

· Do customers know where you are located and have you provided clear directions?

Arrival

· Is your establishment clearly signed and identifiable?

· Do you have a clear booking-in procedure and flexible arrangements if visitors want to arrive early or late?

· Can customers easily identify members of staff?

· How available are staff to help out (e.g. with luggage)?

· Can extra services be ordered (e.g. wake up call/newspaper)? 

· Are all staff familiar with the accommodation layout and facilities and services available?

Stay

· Do you stay in your guest rooms so you know how well everything works? e.g. space for luggage, mirror at an appropriate height?

· Can guests adjust bedroom heating and lighting easily and effectively?

· Does the hospitality tray contain a range of products and all within their use-by dates?

· Do you provide internet connection/wireless access facilities? 

· Do you see your bathrooms as your guests see them e.g. lying in the bath, standing in the shower?

· Do you have a clear procedure for guests to report faulty items?

· Do you provide information about places to visit and things to see?

· Can you provide any additional services e.g. taxi booking, restaurant reservations?

· Do you have a clear procedure for cleaning rooms and do you check rooms after they have been cleaned?

· Does breakfast contain a range of options and can you cater for visitors with specific dietary needs?

· Do you use any locally sourced or organic produce?

Departure

· Is your check out procedure clear and do you offer any flexible arrangements for those leaving early or late?

· Do you know where guests are travelling to and can you anticipate the help they might need with directions?

· Can you offer advice on all types of transport?

· Are you on hand to say goodbye?

Behind the scenes – the golden rules

· Keep the entrance and external areas neatly maintained
· Develop a written room cleaning procedure to be followed
· Carry out spot checks on rooms after they have been cleaned
· Clean windows regularly
· Plan an on-going programme of repair, maintenance and replacement for décor, fixtures and fittings
· Develop and practice emergency evacuation so that your staff know exactly what’s expected of them and can advise customers calmly and efficiently
· Avoid talking about room numbers in front of other guests to make sure that privacy and security is maintained
For more detailed advice about meeting customer expectations and running a quality tourism business, see Improving your business section.
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