
SOP Template: Service Execution and Guest
Interaction Guidelines
This SOP details the service execution and guest interaction guidelines to ensure exceptional customer
experiences. It covers standardized procedures for delivering services, effective communication techniques, personalized
guest engagement, handling guest feedback and complaints, maintaining professionalism and courtesy, and protocols for
follow-up and service recovery. The goal is to provide consistent, high-quality service that enhances guest satisfaction and
loyalty.

1. Purpose

To outline the standard operating procedures for delivering consistent, exceptional service and facilitating meaningful
guest interactions to maximize satisfaction and loyalty.

2. Scope

This SOP applies to all service staff, front-line team members, and management who interact with guests.

3. Responsibilities

All Staff: Adhere to all guest interaction guidelines and service procedures.
Supervisors/Managers: Ensure team compliance and address training needs.
Trainers: Regularly conduct service and communication skill workshops.

4. Procedure

Step Action Details

4.1 Preparation Before Service

Ensure venue/work area is clean, organized, and set up as per
standards.
Review guest bookings, preferences, and special requests.
Attend pre-shift briefing for updates on guests and any specific
instructions.

4.2 Greeting Guests

Approach with a genuine smile, eye contact, and friendly body
language.
Address guests by name where applicable.
Offer an appropriate greeting, e.g., "Good morning, welcome to
[property/service name]."

4.3 Effective Communication
Listen actively and attentively to guest requests.
Respond promptly and accurately.
Use polite and positive language at all times.

4.4 Personalized Service
Anticipate guest needs based on their preferences or prior feedback.
Offer thoughtful recommendations and assistance tailored to the guest.



4.5 Service Delivery
Follow service protocols and standards specific to your
role/department.
Maintain efficiency and attention to detail throughout the service.

4.6
Handling Feedback &
Complaints

Listen calmly and empathetically to any guest complaint or feedback.
Acknowledge the issue and apologize sincerely if appropriate.
Take ownership of finding an immediate solution or escalate as
necessary.
Thank the guest for their feedback.

4.7 Professionalism &
Courtesy

Maintain professional appearance and positive attitude.
Respect guest privacy and confidentiality at all times.

4.8
Follow-up & Service
Recovery

Follow up to ensure guest satisfaction after addressing an issue or
request.
Record guest feedback and actions taken for continuous improvement.

5. Documentation

Record feedback, complaints, and resolutions in the guest management system.
Update guest preferences and special requests as necessary.

6. Training & Review

New team members receive onboarding training on this SOP.
Review SOP biannually or as needed to address updates and improvements.

7. Related Documents

Company Customer Service Policy
Complaint Handling Procedure
Guest Feedback Form

8. Revision History

Version Date Description Author

1.0 2024-06-01 Initial draft Admin
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