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SUMMER SURVIVORS 

Congratulations to all our team members for surviving 

the busiest travel time of the year. You are all Summer 

Survivors! Our hotels experience floods of guests 

coming and going during the summer months when 

kids are out of school, vacationers are everywhere, & 

our corporate travel demand is higher than ever. 

When hotels are at their busiest or are experiencing 

challenging times, our guest service is vital to ensuring 

satisfactory stays from all travelers.  

Great guest service means we have empathy with 

accountability. When a guest encounters a hiccup we 

show we understand and are going to take the 

necessary steps to correct our error. Our interactions 

with guests should be authentic and true. Best way to 

show that is by understanding your hotel’s capabilities 

and promoting our standards & policies with great 

hospitality. Providing service with a smile and positive 

attitude will help make you a true hotelier with heart!  

Because BMI prides itself on the outstanding service our hotels provide, we 

encourage and incentivize those who are consistent in their positive satisfactory 

service. All heart of the house employees are eligible for a $10.00 bonus any time 

your name is directly mentioned in a brand survey. Our front desk team members 

play a big role in our guest experience which is why we have our Service 

Excellence program at all hotels. This program rewards the best of the best front 

desk team members. Please see your GM if you have not been told about this 

program. 

 

THINGS TO REMEMBER- 

 

Adjust your rates for the 

Holidays coming up. 

Daylight Savings is on 

11/4. 

Clean your drains/gutters 

before the rain starts. 

Prepare your HVAC for 

winter. 

Winterize your shuttles. 

Stock up on ice melt. 

Holiday Party Dec 7 @ 

DoubleTree SeaTac! 

 



 

FALL HAS ARRIVED 

As the weather cools down we see a small slowdown in our daily activities. During 

these free moments take the opportunity to connect with guests and see truly 

“what brings them to the area”. This will help ensure that if any negative 

feedback arises we can correct it before they depart. Not to mention your sales 

team would love to get leads from you. A major component to great guest service 

is also the physical condition of your property. Great time for our heart of the 

house team members to take a look around the property and see what needs to 

be repaired or cleaned up.  

SUCCESS IN SERVICE 

Few things to highlight and remember about service- Empathy with 

Accountability, be Authentic in your interactions, remember to get the Basics 

right. Check ins should be seamless and informative. Rooms and property should 

be clean and fresh. Check outs should be Quick and Easy with Accurate billing. 

When a guest has a concern address it immediately. Feel Empowered to correct 

right away. If you are not able to, get the attention of a manager ASAP to assist 

the guest immediately. 

WHAT THE INDUSTRY THINKS 

With so many new hotels coming into all markets we have to stand out. The best 

and most reliable way to stand out amongst the rest is to provide consistent & 

positive guest experience. A guest with a positive experience is more likely to 

return and refer your hotel. All team members should go on Trip Advisor and see 

what the guests are saying about your property. GMs should be sharing guest 

both negative and positive feedback from guests. Positive to be rewarded and 

negative to be taken as an opportunity to learn. Read the article attached to learn 

more about guest service. http://smartguests.com/blog/5-hospitality-customer-service-habits-

warm-welcoming/#.W43pUnm0Xug 
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