


Ensure your event is memorable for all the right reasons and to keep your

guests happy, loyal and most importantly coming back to your hotels!







Site inspection steps



The Customer Journey



Group Exercise: 

Draw your customer journey and create WOW in each touch point
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Every good 

conversation 

starts with 
good listening



Don’t keep 
customer waiting



Service with a SMILE





Adding Personal Touches



6 ‘P’s – be Passionate, Personal, Proactive, Productive, Professional and Punctual.

Passionate

Personal

Proactive

Productive

Professional
Punctual



Surpass Expectations



Great Last Impressions

Don’t relax for one second until every delegate has left the building. You may 
have been on your feet for ten plus hours but your farewell to the last guest 
should be as warm and your smile as bright as it was to the first arrival that 
morning.
If budget allows and you can go beyond this by handing out a gift or souvenir as 
people leave this helps the warm fuzzy feeling continue on the guests onward 
journey – everyone loves a well thought out freebie! For example if it is raining 
outside having a branded umbrella for guests to take as they leave the venue is 
a lovely touch.

GREAT LAST



How to WOW your Customers

1. Great First Impressions

2. The Customer Journey

3. Be Attentive

4. Don’t Keep People Waiting

5. Service with a Smile

6. Do Something Differently

7. Personal Touches

8. Surpass Expectations

9. Great Last Impressions

10. Leave a Lasting Impression



Never forget 
that an attendee 
at your event 
today

could become a 
client of the 
future


