The FriYAY Podcast Series
Transcript for Episode 11: How Hotels are Preparing for Travelers Return with Becky Reed
(Introduction Music)
 It’s Fri-Yay, Fri-Yay, Fri-Yay, FriYAY! (woo!)
(Fast guitar-picking music)
Narrator:
Welcome to the FriYAY Podcast Series from PPFL. Each week we interview interesting experts in a variety of disciplines from underwater basket-weaving to animal husbandry. This week we're joined by Becky Reed, Area Director of Sales at Embassy Suites and the Denver Tech Center. Sally Mayberry conducted the interview.
-----
Sally Mayberry, Byline:
What is the Embassy Suites by Hilton franchise doing to help guests feel at ease with once again staying at hotels? Have your protocols changed and if so, why or why not?
Becky Reed:
Our first priority as hospitality leaders has always been the safety of our guests and our team members. Hilton has developed a new program “Hilton Clean Stay.” This program builds on the best practices and protocols we already have in place. Hospitality is all about people serving people. We want to make people feel safe and sound and enjoy their time with us. 
Our ownership group, “Dimension Development” has launched a “Meet with Care” safety and sanitation wellness program. Both campaigns go hand in hand with each other.
Sally:
Could you share just one or two examples or explain how you accomplish this?
Becky:
We will have a trained cleanliness champion. At this hotel it's our executive housekeeper. And their responsibility is going to be on the updates and the best practices, and success experiences that other hotels are having because we learn best from each other. And that will help us in making sure that we're staying up to speed and making changes as this evolves. As you know it changes from minute to minute. Just when we think we've got a handle on it there's something new.
We are also doing the physical distancing protocols. There's signage everywhere. Everywhere that you could possibly go in the hotel there will be signs asking and requesting that each of our guests do their part in social distancing from each other so that everyone feels safer.
Housekeeping is essential and it continues to be offered at our hotels but people can request to not have us enter their room. While they're in house they can check in and say “I'd like to stop by the desk every day and pick up towels but I'd rather you not enter my room” and we won't.
The other thing that I'm most excited about our “Meet with Care” packages. It's our social distancing menu so that we can welcome back our groups and be able to offer them menus that are not buffets, that are not a place where everyone can congregate, but where they can come and pick up, you know, a salad that's prepackaged.
We changed our capacity charts so that we could have a real idea of how many people can be in our space with social distancing in mind because that I don't think is going away anytime soon.
Sally:
Let's get into a few other hotel stay questions that aren't related to the pandemic but good to know as we start traveling again. So tell me what we should know about tipping staff how much and when?
Becky:
As far as tipping the most under-tipped department is housekeeping. it's also the hardest working department. My suggestion would always be to leave some sort of monetary tip on your last day in the hotel as you're checking out. A personal note with it would really go a long way. As far as the amount that is really up to you depending on your length of stay, the state you're leaving the room in. When I travel I keep my room pretty straightened up and normally I'm not there past five days and $20 is about what I try to leave most of the time as a thank-you and I almost always write a thank-you note. “Thank you for taking care of my room for the last five days.” But if you're a messy person and the room is messy and you're leaving it in a total disarray you might want to do a little more because it is more work. They are allotted 15 minutes per room to clean to move to the next room, and in rooms that they come in that are not left in the best shape it takes them a little more time. 
Tipping is always based on the service you received and it is a personal decision. My advice would be if team members are taking good care of you and ensuring your stay goes as perfect as possible give them a note and whatever tip you think is appropriate. Most of us in this business live and breathe for praise, so anytime you can write a note to the supervisors calling out a specific person you will have just made someone's day. We share those things. Everybody hears about it when we get those kind of things. I think that's almost worth more than money.
Sally:
What are some hotel tips or secrets to know before we book our next stay?
Becky:
The number one tip or secret per se would be to book direct on our brand dot com sites. When you book on a third-party site like Expedia you take the power out of the hotel's hands, meaning we can't make changes to the reservations once it's booked into their system. They hold the power. For example, if you are staying at my hotel you have a reservation you booked it for two days you come you're having a great time and you want to extend I can't help you. I can't do anything for you. I have to let that reservation end and make a new reservation. And then I can't guarantee whatever rate you booked at. Always book directly with us. That makes things a lot easier for everyone.
The second tip is about room types or upgrades. This should be done directly at the hotel or through our brand dot com sites. If you booked a king room on a third party and you really wanted a room with two double beds, again we must honor the reservation as it came through on the third party. But again if you booked directly with us it gives us the power and we can we can do something.
But if you did book directly with us and you're interested in some kind of upgrade, always ask at check-in if there's any upgrades available. Hotels are not always sold out. We want to make your stay memorable and we will offer them if we have them sometimes at no extra charge just depending on what's happening in the hotel. 
If it is a special occasion tell us this. Many times hospitality professionals will go the extra mile if we know that you are celebrating something. And we want to be a part of this occasion.
The most important tip of all is our loyalty program. If you're not a member become one. Whatever the brand it is and they use they all have a loyalty program and they reward loyalty.
Sally:
Did not know that so thank you for that tip. What are solid safety tips when traveling and staying at a hotel?
Becky:
Research know where you're going. Try to know the general area of where you're gonna stop, so that you know what to expect in that area.
Never prop outside doors open. A lot of hotels have a security feature after a certain time where the outside doors are locked and you have to use your key to get in. So many times we find rocks propping the door open so that somebody can come in and out because they don't have a key. Well that's a safety issue.
And the biggest safety tip is to make sure your door is closed behind you and always keep your door latch locked while you're in the room.
Sally:
Our final question is what is the best way to share positive and negative feedback and what happens with the feedback when you get it?
Becky:
Feedback is very important. If you have good feedback tell us, tell the world by using sites like TripAdvisor. If you have negative feedback give the hotel a chance to make it right before you leave.
Feedback gets shared with the staff. When an associate is called out for doing something great they received public praise from the leadership team and sometimes an incentive for receiving this kind of feedback. When it is negative, which none of us like but it happens, we use this to learn and work with our staff to better serve our next guest. You can always ask for a business card of the GM or a member of senior leadership at checkout to reach out and share your feedback. We want to hear from you.
Sally:
Before we end this week's podcast I just want to give you the opportunity to share anything that we may not have covered or you'd really like our listeners to know.
Becky:
There's so much behind the scenes business that goes on in hotels that most people don't even understand. This has been a really interesting ride because it's forced all of us to really look at how do we deliver the next level of service coming out of this pandemic.
Sally:
Thank You Becky for joining us today.
Becky:
You are very welcome.
----
Narrator:
To learn more about the FriYAY Series, visit the Common Learning Portal. 
