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World Class Customer Service  

 

 

There are 5 Components:  

ÅKnowledge ï of your customers and 

competitors -  Hospitality Benchmark  

ÅEngagement ï a team engaged in the 

cause  

ÅManagement Excellence ï 

knowledgeable managers who coach, enthuse 
and focus all aspects to deliver excellent 
experiences and deliver profit  

ÅTeam Professionalism ï a 

professional, skilled and knowledgeable team  

ÅCapacity Management ï facilitating 

successful delivery  

Knowledge is fundamental for 

those who aspire to deliver 

world class customer service 



 
 

Transforming technicians and 
entertainers into Managers and 

Leaders  

 

Supplementing internal and on the 
job development through endorsed:  

ÅSeminars and Master -classes  

ÅCourses  

ÅManagement Information  

 

 

Coveyôs 7 Habits 

Capacity Management  

Institute of Hospitality  

World Class Customer Service  

Advanced Apprenticeships  

Disney Master -classes  

Inspirational Stories  

Hospitality Benchmark  

Hospitality 

Benchmark provides 

vital management 

information 



The Drivers of  

Recommendation 

Value 

Warmth 



Headlines 

ÅAverage performance is 74.76% - Personality weak across all sectors ï 

customers desire more warmth and value! 

Å23 businesses have scored 100% 

Å230 businesses have scored 90% or more - reaching the hospitality 

benchmark target 

ÅFood sector delivers highest average - 74.98% - well short of the 90% 

target 

ÅCoffee shops out skill fast food 

ÅFine dining and gastros out perform casual dining operators on skills, 

value and personality 

ÅBudget operations value is important - but value alone does not drive 

loyalty and recommendation - personality is key! 

Å5 Star, Boutique and B&B businesses lead on personality in the 

accommodation sector  



Performance Benchmarks 

The Good the Bad and the 

Ugly  

Lowest 

Score 

13% 

Sample 

1187 
Illustrating 

Normal 

Distribution 



Greggs - Market Harborough 

Thai Square - Putney 

Fifteen - London 

Waitrose - Marlborough 

Travelodge - Leatherhead 

Bush Nook Hotel - Gilsland 

Kings Lodge - Kings Langley 

The Manse - Eastbourne 

Bay Tree Restaurant - Melbourne 

McDonalds - East Grinstead 

The Globe Hotel - Northampton 

Blostins - Shepton Mallet 

Oriental Gourmet - Carshalton 

Aladdin Balti - Northampton 

Toppers - Bury St Edmunds 

Hunters - Kings Langley 

Maison Blanc - Burford 

Maison Blanc - Oxford 

Gusto - Alderley Edge 

Gusto - Heswall 
Maison Blanc - Farnham 

100% 

Maison Blanc ï Guildford 

Maison Blanc ï Hampstead 



Top 5 

Å Living Ventures ï 90.78% 

Å John Lewis (cafes) ï 86.89% 

ÅWagamama ï 83.44% 

ÅPremier Inn ï 80.4% 

ÅMaison Blanc ï 78.95% 

 


