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Introduction:
Luxury service excellence is judged in small moments: a returning guest not recognised, a preference asked
for twice, a request met correctly but coldly. High-value guests in hotels, resorts, private clinics, private jets
and flagship boutiques notice these lapses at once, and a single inconsistent touchpoint can erase the
premium they pay. This Core Concept course equips frontline leaders and VIP service teams to deliver
anticipatory, personalised service to a written standard, protect guest data, recover gracefully and coach
teams. Participants finish with a Luxury Service Standards Manual and Mystery-Audit Plan for a case
property.

Course Objectives:
• Deliver anticipatory and personalised service by reading guest cues and acting on recorded

preferences before a request is made
• Build guest recognition and preference profiles that respect consent, data minimisation and

discretion
• Apply luxury service standards for grooming, language, etiquette and cross-cultural conduct at every

guest touchpoint
• Handle VIP and dignitary arrivals, stays and departures with privacy, security awareness and quiet

coordination
• Recover from service failures at luxury level using emotional intelligence and empowered

on-the-spot gestures
• Produce a Luxury Service Standards Manual and Mystery-Audit Plan that a team can be coached and

audited against

Target Audience:
• Frontline supervisors who lead guest-facing shifts in hotels, resorts and serviced residences
• Guest relations and concierge teams responsible for arrivals, special requests and returning guest

recognition
• Butler, personal host and private attendant teams who serve individual high-value guests
• VIP lounge, private aviation and private clinic hosts who manage premium passenger or patient

journeys
• Client advisors and floor leads in luxury retail and destination attractions who manage top clients



Course Outline:

Day 1: What Defines Luxury Service and the Premium Guest

• Luxury Versus Premium Versus Standard Service: Expectation Ladder Model
• Premium Guest Segments: Ultra-High-Net-Worth, Celebrity, Corporate Leader and Royal Household

Profiles
• Emotional Value, Scarcity and Effortlessness as Luxury Service Drivers
• Luxury Touchpoint Inventory Across Hotel, Clinic, Jet Cabin and Boutique Settings
• Current-State Luxury Service Self-Assessment Scorecard

Day 2: Anticipatory Service, Personalisation and Emotional Intelligence Models

• Anticipatory Service Cue Reading: Verbal, Non-Verbal and Situational Signals
• Guest Recognition Programme and Preference Profile Template
• Guest Data Consent, Minimisation and Discretion Rules for Preference Records
• Mayer-Salovey Ability Model and Goleman Competencies Applied to Guest Encounters
• Cultural Intelligence Four Capabilities: CQ Drive, Knowledge, Strategy and Action

Day 3: Luxury Service Craft: Presence, Language and Cross-Cultural Conduct

• Grooming, Uniform and Personal Presentation Standards Checklist
• Refined Service Language: Greeting Phrases, Name Use and Forbidden Expressions
• Arab Hospitality Traditions, Majlis Etiquette and Coffee Service Customs
• Butler and Personal Host Routines: Unpacking, Wardrobe Care and In-Suite Service
• Concierge Request Fulfilment Log: Reservations, Access and Hard-to-Source Items

Day 4: VIP Handling, Luxury Service Recovery and Consistency Risks

• VIP and Dignitary Movement Sheet: Arrival, Discreet Escort and Departure Sequence
• Privacy, Paparazzi and Security Liaison Protocol for High-Profile Guests
• Luxury Service Recovery Ladder: Apology, Ownership, Gesture and Follow-Up
• Emotional Labour, Surface Acting and Service Fatigue Prevention for VIP Teams
• Touchpoint Consistency Risks: Shift Handover, Outsourced Partners and Peak Periods

Day 5: Role-Play, Mystery Audit and the Luxury Service Standards Manual

• Returning Guest Arrival Role-Play With Preference Recall and Personal Welcome
• Demanding VIP Complaint Role-Play With Graded Recovery Gestures
• Mystery Audit Checklist Design: Observable Behaviours, Scoring Scale and Assessor Briefing
• Team Coaching Huddle Script Using Audit Evidence and Feedback Models
• Luxury Service Standards Manual and Mystery-Audit Plan Presentation for a Case Property



Skills You Will Gain:
• Anticipatory Service Delivery
• Guest Preference Profiling
• Guest Data Discretion
• Cross-Cultural Service Conduct
• VIP Movement Coordination
• Luxury Service Recovery
• Mystery Audit Design
• Service Team Coaching

Why Attend This Course:
• Leave with a Luxury Service Standards Manual and Mystery-Audit Plan built for a case property and

ready to adapt to your own
• Rehearse arrivals, VIP requests and complaints until the right words and gestures come naturally

under pressure
• Recognise high-value guests and their preferences without intruding on their privacy
• Compare luxury service practice with peers from hotels, private clinics, private aviation and luxury

retail

Conclusion:
Guests who pay for luxury expect to be known, anticipated and protected, and they expect it at every
touchpoint, not only at arrival. The course moves from what defines luxury service and the premium guest,
through anticipatory service, preference profiling, emotional and cultural intelligence, into grooming,
language, butler and concierge craft, then VIP handling, graded recovery and the risks that break
consistency. The final day rehearses realistic encounters and turns them into a Luxury Service Standards
Manual and Mystery-Audit Plan.


