Module 8: Enhanmhg
Guest Experlence

A course for hosts ready to
build a 5-star reputation.
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Average Experiences Are Your Biggest Competitor

The Path of Price Wars |

* Competes on price, not value. | * Commands premium rates.

* Blends in with countless other listings. | » Stands out with a unique identity and story.

* Receives generic, forgettable 3- or 4-star reviews. e Earns glowing 5-star reviews with detailed praise.
e Struggles with inconsistent occupancy. | » Attracts repeat guests and direct bookings.
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The 5-Star Experience Flywheel

Each pillar adds energy to the next, creating unstoppable momentum towards 5-star reviews and profitability.

Guest
Psychology

The Foundation

Brand & Intentional
Business Design

The Amplifier Setting the
Stage

Unforgettable Strategic

Hospitality Amenities

The Soul of The Tools of
Your Stay Dellght
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We will move through each pillar, building a system where every element reinforces the
others. This is how you create an experience that isn't just good—it's remarkable.




Pillar 1: Guest Psychology —

Engineer What They Remember Key Takeaway

Guests remember the emotional

Guests don't remember every detail of their stay. Their memory is highs and the ending. Control

disproportionately shaped by the most intense emotional moment those two points, and you

(the “Peak”) and the final moments (the “End"). control their memory of the
stay.

Your job is to create a positive peak and a seamless end.

Engineered Peak Moment

(e.g., "wow" arrival,
surprise amenity) ey
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== Actionable Step

2B

= & T Map your current guest journey.
o .

E = Seamless, Positive End Identify a moment you can turn

o E (e.g., easy checkout, into a positive “peak” and one

S0 warm farewell message) friction point you can eliminate

from your checkout process.

Time (Duration of Stay)
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Pillar 2: Intentional Design — Set the Stage for 5 Stars

STR design is not home design. It's a strategic hybrid built on three foundations:
1. Photography: Does it look great online? Create photo-worthy corners with great lighting.
2. Durability: Can it handle constant turnover? Use commercial-grade, easy-to-clean materials.
3.Comfort: Does it feel good in person? Prioritize function and emotional comfort over clutter.

#CBSA34 #5B645A
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Key Takeaway Actionable Step
Your design must perform three jobs at once: attract guests Identify the most photogenic corner in your main room. Invest $50
online, provide comfort in person, and withstand heavy use. to enhance it with better lighting, a plant, or a comfortable chair.
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Design Deep Dive:
Engineer Perfect Sleep

Excellent sleep quality is the #1 driver of 5-star reviews. It is
not an amenity; it is the core product. Focus on these
non-negotiables to deliver a hotel-quality sleep experience.

» The Mattress: Invest in quality. A mattress topper can
upgrade a good mattress to a great one.

» The Pillows: Offer variety. A mix of soft, medium, and firm
pillows caters to all sleepers.

 The Bedding: Use layers. A fitted sheet, flat sheet, and a

duvet/comforter allow guests to customize their temperature.

8 “
Key Talceaway Actionable Step
Don't just provide a bed. Audit your primary bed this week.
Engineer a sleep system that Is a mattress topper ne_eded? Do
guarantees rest and recovery. you offer at least two different
pillow firmness levels?

Pillow Variety
(2 soft, 2 firm)

Fitted Sheet

Topper

Mattress —
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Pillar 3: Strategic Amenities — Your Tools for Delight

Stop thinking of amenities as a random checklist. Every amenity is an investment. Use the Amenity Matrix to
categorize your options and prioritize what will truly move the needle for your target guest.
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Lifestyle Boosters

» High-speed Wi-Fi
» Quality Coffee Bar
» Yoga Mat

« Smart TV with Streaming.

The Amenity ROI Matrix

- = | I 017, - . =
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e Hot Tub
» Projector for Movie Nights
» High-end Workstation.

Low «— GuestImpact — High

~

Essentials Avoid X
« Basic Hangers  Complex Smart Home Tech
* lron » Overly Niche Appliances.
» Hair Dryer.
W W F A
€ >
Low ¢« Cost & Effort > High
LGRELCGEVTEY ~ Actionable Step
The best amenities deliver a high emotional impact for a justifiable Place your top 3 planned amenity purchases on this matrix. Do
cost and effort. Focus your budget on the ‘Lifestyle Boosters' first. they fall in the high-impact quadrants? If not, reconsider.
J \_
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Amenity Deep
Dive: Create
Experiences, Not
Just Stays

Differentiate your property by providing
the tools for memorable moments. These

add-ons create stories your guests will
share, turning a simple stay into a
cherished experience.

Key Takeaway Actionable Step

Guests don't just want a Create one "experience kit."
place to sleep; they want Start simple: assemble a
things to *do*. Providing “Movie Night Kit" with a
experience-based amenities popcorn maker,
is a powerful differentiator. seasonings, and a list of
recommended films.
L A Y o
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Pillar 4: Unforgettable
Hospitality — The Soul of Your

§e§ﬁ¥and amenities are the stage, but hospitality is
the performance. It's how you make guests feel. This
feeling is created through small, intentional acts that
show you care and have anticipated their

needs. Welcome rituals and personalization are

your most powerful tools.

Key Takeaway

Hospitality is not about spending money. It's about
spending thought. It's the emotional connection that
earns loyalty and glowing reviews.

Actionable Step

Design your “Welcome Ritual.” It can be as simple as
a personalized note and a bottle of water, but it
must be consistent for every single guest.




Hospitality Deep Dive: Design for All Five Senses

A truly premium experience feels cohesive because it engages all the senses. Use this sensory checklist to
ensure your property feels luxurious, comfortable, and intentional from the moment a guest arrives.

@® L 9 I e

Sight Smell Sound Touch Taste
Visual Cohesion Signature Scent Controlled Thoughtful Textures Welcome Treats
Decluttered spaces, A subtle, clean, and Soundscape Quality linens, soft A simple offering like
balanced color palette, pleasant signature Ensure quietness. throws, plush towels, local coffee, quality
key focal points. scent (e.g., light Consider a white noise and comfortable rugs. tea, or complimentary
diffuser). Avoid machine or small snacks.
overpowering smells. Bluetooth speaker.

Key Takeaway Actionable Step

A multi-sensory experience makes a space feel intentionally curated Choose your "Signature Scent.” Find one high-quality, subtle scent
and luxurious, regardless of budget. diffuser or room spray and use it consistently before every check-in.
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Hospitality Bonus: Turn Your Guests Into Your Marketing Team

An “Instagrammable moment” is more than just a nice corner; it's free marketing infrastructure built into your
property. By designing one or two intentionally shareable spots, you encourage guests to create and share user-

generated content that promotes your listing organically.

**BEFORE**

LCITRELCGENEL

Don't just host your guests; give them a scene to starin. A
great photo moment is a gift that gives back to your
business.

L

**AFTER*

Actionable Step

Y

**Share Your Stay!
#[YourPropertyHashtag]

ldentify one corner and transform it into a ‘seifie spot.’ It
could be a unigue mirror, a statement wall, or a swing
chair. Ensure it has great lighting.

&1 NotebookLM



Pillar 5: The Amplifier —
From a Property to a Brand

A property earns a booking. A brand
earns a following.

The key to building a brand is
consistency. Define a "Signature
Brand Touch"—a unique, repeatable
element that connects all your listings
and makes your hospitality
recognizable.

Key Takeaway

Your brand is the promise you keep
with every guest. A signature touch
makes that promise tangible and
memorable.

Actionable Step

Define your Signature Brand Touch.
Will it be a specific welcome drink, a

scent, a type of local gift, or a design
color? Choose one you can execute

perfectly every time.

.--
L
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The Amplifier Deep Dive:
Offer Premium Upsells

Once you've created a 5-star experience, some
guests will happily pay for more.

Offer optional, high-value add-ons that provide convenience

and luxury. Frame them as enhancements, not requirements.

Key Takeaway

Upsells allow you to increase revenue per guest by solving
their problems and elevating their experience.

Actionable Step

Create a simple upsell menu with two offers. Start with the
easiest to implement: Early Check-in and Late Checkout.

Guest
Enhancement
Menu
Earlv'Chesk=in {TiRM) oot $85
LarsiCheckoUut {iPM) oo $35
ROmance Packade ... ... $50

Chocolates, non-alcoholic sparkiing cider, rose petals

Local Breakfast Basket .......cccceeeeeernnen. $45

Local coffee, pastries, fruit

Grocery Stocking Service .................... $40
+ cost of groceries
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Your New Playbook: The Flywheel in Action

This is how you build an unstoppable STR business. Each pillar feeds
the next, creating a self-reinforcing cycle of excellence.

Engineer the Balance Photos,

Peak & End Guest P Durability & Comfort
Psychology Design
Z/ _
THESTR Mkl g
Brand & \ FLYWHEEL | Strategic (OUEINPACL DS
Amplify with ke falenitics
Consistency & Upsells S N~——" x .

I Unforgettable J’\,ﬁ:_ Create Emotional
k Hospitaty o Connection

Psychology informs your Design, which is enhanced by Amenities,
brought to life by Hospitality, and amplified by your Brand.
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Your Mission: Implement Three Upgrades This Week

Knowledge is only potential. Action creates results. Commit to implementing
these three things before moving on to the next module.

|:| 1. Design One Hospitality Ritual: Define your standard welcome note,
gift, or arrival experience.

|:| 2. Plan One High-Impact Amenity: Use the ROl matrix to identify one
“Lifestyle Booster” or “Experience Add-on” you can implement this month.

D 3. Define Your Signature Brand Touch: Choose the single, repeatable
element that will become your trademark.

Let's build an unforgettable experience.
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