You’re Not Just a Host. |
You’re a Hospitality Operator,, 4.,.,~ \_
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This is your playbook for engineering unforgettable
stays that drive 5-star reviews, repeat bookings, and
premium pricing.

Forget relying on luck or just '‘being nice.' We are going to
build a repeatable, automated, world-class hospitality system.
This system is the engine of your business, turning great
guest experiences into measurable results: higher ranking,
better occupancy, and the power to price with confidence.




The 5-Star Experience Flywheel:
Your Engine for Growth. o

5-Star Reviews

A superior guest experience isn't a cost

cen’_ter; Iit's the most powerful marketing Engineered o

engine you have. It directly fuels every Wﬂf&d;f-m?ﬂh Guest Ranking &
b, b r - epea :

critical metric of your business, creating a Bookings Experience o

self-reinforcing cycle of success.

-

Great experiences lead to great reviews,
which drive visibility, which increases
bookings and allows for higher pricing.

Increased Occupancy
& Pricing Power

Key Takeaway: Your guest experience system is the #1 driver of ranking, occupancy, and pricing power.

Actionable Step: Identify the weakest part of your current flywheel. Is it getting reviews? Is it converting lookers
to bookers? Keep that in mind as we build your system.




Mapping the Guest Journey:
Where Stars Are Won and Lost.

To control the experience, you must first
understand its five critical stages. Most
problems—and most 5-star
moments—happen at predictable
points.

2. Pre-Arrival
Building Anticipatio

4.During Stay

Proactive 5- C hEC kOUt

Hospitality ~ & Post-Stay
Building Loyalty

1.Search ™
We will break down each stage Setting Building

' i+ Expectati Anticipation
to find opportunities for excellence. "0

3. Arrival

The First Impression
Cleanliness, Scent, Ease

Key Takeaway: A guest's opinion is formed across five distinct stages, not just during their stay.

Actionable Step: Download the “Guest Journey Map” template. After this module, fill it out for your own
property, noting one potential pain point and one “5-star opportunity” for each stage.




You Don’t Get a Second Chance at a First Impression.
Master the First 10 Minutes.

e

A guest forms 80% of their emotional impression within the The Space

first 10 minutes of entering your property. @ Spotless entrance, zero clutter, soft background
This single moment is almost entirely within your control lighting, fresh (not perfumed) scent.

and has an outsized impact on the final review. The Details

You want them to walk in and feel an immediate sense of £ Comfortable temperature preset, personalized
relief and excitement, not confusion or doubt. welcome note, WiFi password immediately visible.

& Key Takeaway: The first 10 minutes disproportionately Actionable Step: Create your "10-Minute Arrival Checklist".

\ry : . : [:— Walk through your own front door as if you were a guest. What
influence the guest’s entire perception of their stay. do you see, smell, and feel? Document and perfect it.




Engineer a Signature “WOW
Moment” That Gets
Remembered and Shared.

A “wow moment” is a repeatable, intentional touch
that becomes your brand's signature. It's not about
spending a lot of money; it's about being
thoughtful and consistent. This is the detail guests
photograph for Instagram and mention to their
friends.

“What would make my guest smile
and maybe take a photo?”

A
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Sleep Quality

Mattress quality, pillow variety
(soft/firm), blackout blinds,
noise machine.

The Psychology of Comfort:
Invest in What Guests
Actually Care About.

Guests care less about fancy décor and more
about fundamental comforts.

Before you buy another decorative pillow,
ensure you have mastered the three pillars of
physical comfort.

The Comfort
Triangle

Getting these right solves 90% of potential Temperature Bathroom
comfort-related complaints. Control Comfort
Easy-to-use AC/Heat, Excellent shower
smart thermostat, pressure, soft towels,
pre-set arrival temp. quality toiletries, hair

dryer with
accessible plug.

'Q ] Key Takeaway: Guests will forgive small imperfections if their core comfort—sleep, temperature, and bathroom—is exceptional.

Actionable Step: Do a '‘Comfort Audit’ this week. Pick one element from the triangle (e.g., pillows, showerhead) and invest in an immediate upgrade.




Start the 5-Star Experience
Before They Arrive.

‘Thanks for booking!'

Booking Confirmed
Your hospitality begins the moment the booking is confirmed.
A clear, automated pre-arrival communication sequence builds
trust, reduces guest anxiety, and prevents common problems
like getting lost or not knowing how to park. It shows you are a
professional, organized operator. / Days Out

Your Pre-Arrival Sequence Must Include:
e Clear, photo-based access instructions.
» Parking and transportation guidance.
e A link to your local guide.
e An automated ‘share your arrival time’ request.

Check-in/Access

Instructions (with
photos)

48 Hours Out

Your stay Is about

to begin! friendly
message.

@ Key Takeaway: Proactive pre-arrival communication prevents 90% of check-in problems.

. Actionable Step: Draft your three core pre-arrival message templates: the 'Welcome & Guide/,
the 'Access Instructions’, and the ‘Day Of' message. Use a tool llke Hospitable or ChatGPT to Morning of Arrival
refine and automate them.
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Design a Frictionless Arrival. Self Check-In Essentials
Master Self Check-In.

A frustrating check-in can sour an entire stay. Your goal
is for a guest to arrive late at night, tired, and still find v
their way in with zero stress. This requires a foolproof
system with clarity and redundancy.

Smart Lock: Primary access.

Qo
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Backup Lockbox: The essential plan B.

[
J

Photo Guide: Step-by-step visuals from
the street to the front door.

r
©

Clear Instructions: Elevator codes, gate
codes, parking spots all clearly explained.

"Your check-in guide should be so
clear a child could follow it." “~~_ | Lighting: Motion-sensor or always-on

S~ | lighting for late arrivals.

I]:-EQ;’ Key Takeaway: A seamless check-in is a non-negotiable foundation for a S-star review.

Actionable Step: Create a photo-based, step-by-step check-in gmde Send it to a friend who has never been
@ to your property and ask them if it's perfectly clear. Refine until it is.




Your Guest Helpdesk: Build Trust
with Professional Communication

During the stay, guests reward speed, friendliness, and
predictability. Think of your communication not as casual
texting, but as a professional helpdesk. Your tone and systems
should build confidence and make guests feel cared for.

Acknowledge

The 5-Minute Rule Empathy First :
: L : . : Empathize
Aim to respond within 5 minutes, Always start replies to issues
even if it's just to say, “Got your with empathy (“I'm so sorry to
message, I'm looking into it now." hear the WIFi is acting up...”).
Solution-Focused Know When to Call
Provide solutions, not excuses. For complex or emotional issues,
Keep messages scannable and a phone call is often better than
avoid long paragraphs. a dozen texts.

Key Takeaway & Actionable Step *
Key Takeaway: Fast, friendly, solution-focused communication can turn a potential problem into a 5-star review.

Actionable Step: Create your “Communication Tone SOP". Write down 3-5 principles for your brand voice (e.g., “Always friendly, concise,
and professional”). Share it with anyone who communicates with guests.

&1 NotebookLM



Don’t Fear Problems. Have a Protocol.

Issues are inevitable in hospitality. A 5-star operator doesn't avoid problems; they have a system to handle them
gracefully. A well-handled issue can often build more trust than a problem-free stay. Use this three-level protocaol.

Level 1: PREVENTION
The best solution is preventing the problem.

Tools: Strong house manuals, clear appliance labels,
step-by-step quides for tricky items (e.g., TV remote).

Level 2: DETECTION
Catch issues before they become complaints.

Toals: Proactive mid-stay check-in message, cleaner
feedback loops, smart sensors (noise, temp).

Level 3: RESOLUTION
Handle complaints with a calm, repeatable script.

Tools: Acknowledge, apologize, act. Have pre-defined
refund/rescheduling protocols.

Key Takeaway & Actionable Step ¥
Key Takeaway: Professional hosts don't have fewer problems; they have better systems for solving them.

Actionable Step: Identify the #1 most common guest question or issue you face. Create a 'Prevention’ tool
for it this week (e.g., a laminated instruction card, a clearer label).
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Turn Your Guests into Your
Best Marketers

Guests love sharing beautiful and unique spaces. By being
intentional with a few key design elements, you can create
"Instagram-worthy" spots that generate free marketing and
social proof for your listing.

Actionable Ideas:

+ The Selfie Mirror Trick: Place a large, stylish mirror in a well-
lit area.

» Branding Corners: A small, well-designed nook with a
branded mug, local art, or your property's name.

» Micro-Decor Pops: Use unique pillows, a colorful throw, or a
striking vase to create visual interest.

+ Lighting Zones: Ensure key areas have warm, flattering light.

?

Key Takeaway: Designing for photos is a smart, low-cost strategy to increase visibility and bookings.

Actionable Step: Identify one corner or wall in your property that could become a photo spot. Add one new element this month—a
mirror, a plant, or a piece of art—to make it more appealing.




Great Stays Are Felt, Not Just Seen.
Design for All Five Senses.

The most memorable hospitality experiences engage all the senses. Moving beyond just what your
space looks like creates a deeper emotional impact and a feeling of intentional, high-end care.

Sight
Soft-white lighting, visual
balance, zero clutter.

Sound
A white noise machine for city
units, a small Bluetooth speaker,
sound-dampening curtains.

Smell Touch
A neutral, fresh scent. Use natural High-quality linens, soft throws,
diffusers (lavender, citrus), avoid e plush rugs. The things guests
chemical smells. physically touch matter most.

Taste

A curated welcome snack, a quality
tea/coffee bar, a taste of a local flavor.

Key Takeaway & Actionable Step *
Key Takeaway: Engaging multiple senses makes your property more memorable and feel more premium.

Actionable Step: Pick one sense to upgrade this week. Is it adding a high-quality diffuser (Smell)? A new, soft
throw blanket (Touch)? A white noise machine (Sound)?




The Stay Isn't Over at Checkout.
Build Your Loyalty Engine.

Checkout Day: “Thank you & simple
checkout instructions” message.

i

The relationship with your guest doesn’t end when they
leave. A smart, automated post-stay strategy is your

opportunity to secure a great review, encourage repeat [ ¢ ]

+24 Hours: Polite review reminder.

visits, and drive lucrative direct bookings.
+48 Hours: "Thanks for the great review!
Here's a 10% discount for your next stay." &’

!

+6 Months: "Come back next season!"
seasonal reminder.

0 Automation Tip

Use your property management software or tools like
Hospitable to automate this entire sequence. Set it up once
and let it run.

KeyiTakeaway:#Atsystematicipostzstayifollowzuplisitheleasiestiwayitolbuildiaibaselofirepeat;highzvalueiguests:

Actionable/Step:AWiritejandischedulelyouritwolmostiimpontantipostzstay/messages:sthexReview/Remindersandithe
sEuturelRiscountiOfferzyActivateithemitoday:




You’ve Built Your
5-Star Hospitality
Playbook.

You now have the systems to move
beyond simply hosting and start
operating a professional hospitality
business. You've learned to design
You've learned to design and
control the key moments that define
a world-class guest experience.

Q Key Takeaway & Actionable Step

The Guest Jﬂurney
Map: Your strategic
overview,

The 10-Minute Arrival ——

System: For perfect
first impressions.

"WOW' Moment:
Your brand imprint.

| The Problem-Solving
Protocol: Your plan fo

r

when things go wrong.

The Comfort
Triangle: Your core
hospitality priorities.

The Communication
Helpdesk: Your = The Loyaity Engine:

system for trust. Your machine for
repeat business.

Key Takeaway: These systems, working together, create a consistent, scalable, and highly-reviewable guest experience.
Actionable Step: Review the systems listed on this slide. Which one is currently the weakest in your operation? Maie that your priority for the next 30 days.
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Your Mission: Turn This Playbook into Action

Knowledge is useless without implementation. A professional operator executes. Your
assignment is to choose and implement these upgrades before moving to the next module.
This is how you build a resilient, profitable business.

Your Action Plan

Create Your 10-Minute Arrival Checklist: Perfect the first impression.

Define and Build Your Signature 'Wow Moment': Make your brand memorable.

and post-stay messaging.

Complete Your Guest Journey Map: Identify your biggest opportunities for
Improvement.

|__—| Write Your 3-Stage Communication Plan: Automate your pre-arrival, during-stay,

A 5-star experience is built on a 5-star turnover system. Once you've implemented at
least two upgrades from this list, let’s build that next. See you in Module 7.
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