Employee Benefits package

Healthcare: Starting on day one of employment, employees will receive full health insurance coverage for the employee and dependents at no cost to the employee.

Paid Time Off: Starting on day one of employment, employees will receive one week paid time off as vacation pay. Employees will receive an additional week of PTO for every year of employment, maxing out at 4 weeks of PTO.
Employees will also receive five days of sick leave per year.
 
Bonuses: Employees are eligible for monetary bonuses for each outstanding customer service recognition they receive.

Retirement Plan: Starting on day one of employment, employees are eligible to sign up for our 401K plan with a 6% company match.







Customer Experience Strategy
Vision- Our mission at Lake Side Hotels is to provide an enjoyable and memorable experience for every customer.
Our Mission
Treat our customers with respect and dignity
Provide skilled and professional staff
Be proactive about solving customer issues
Look for ways to always improve our services
Deliver a unique and personal experience for our customers
Our Customers
Individuals celebrating honeymoons and anniversaries
Families looking for a fun family-friendly place to stay
People looking for a more personal stay than a hotel
Our Goals-
Respond to all social media (Facebook, Twitter, Instagram, etc) messages (positive or negative) within two (2) hours
Answer the phone within 30 seconds
Reply to all emails received within 24 hours
Send out thank you email within 48 hours after customer’s stay

Measuring Our Success
We will send out survey emails 2 weeks after customers stay to see if the customers were satisfied with their stay and if they would recommend the Lakeside Bed and Breakfast.



































Technology Strategy
The technology strategy for Lakeside Hotels is to create an application that will allow customers to be able to log-on and see the rooms available for the selected dates and the price to reserve each room. This will give customers a live look at what rooms are available and how much it will cost to book the rooms. Giving the customers an easy way to look at availability online and in the app will free up the phones from customers calling to check for prices and availability.
In the app, we will also implement AR technology allowing customers to select a room and then using their mobile device project a 3d model of the view from their room. The app will also have different 3d models from different scenic locations around the lake and hotels for customers to view and get an idea of what to expect when they visit.
In the app,, there will be live chat capabilities to help answer questions and concerns customers might have while booking a room. We will also implement text by sending a confirmation text as soon as the customers book a room, as well as sending a text on the day of their arrival giving directions and information. 
Our hotels will use email/text to send discount codes and special offers to customers that visit our website and app. Nothing innovative here but would hopefully incentivize customers to book a room and save them a little money. We would also use email/text as a follow up to customer stays to send thank you’s and surveys. We would incentivize the survey by offering a discount code to those who complete the survey. Hopefully giving us more data about each customer’s stay and helping us to always improve the customer service and experience of our hotel.






























Phone Script

1. Introduction
Good morning/evening Lakeside Bed and Breakfast this is _________ how may I help you today?
2. Interview
	What kind of activities are you looking for at the Lakeside Bed and Breakfast?
	How long are you planning your trip?
3. Vacation Packages
	Let me tell you what vacation packages are offered.
	We have the romance package and the adventure package, we also allow you to pick and choose activities from each package to make your custom package.
	Awesome I’d love to tell you more about the adventure package.
	In this package, we include a shuttle to and from the airport, paddleboard lessons, kayaking lessons, a hike around the lake, and a guided 4 wheeler ride through the mountains. All meals are included and each night we offer S’ mores by the fire.
How does this package sound to you?




Social Media Strategy

Social Media Platforms: We will use Facebook, Twitter, Instagram, and Pinterest to reach our customers
Social Media Goals: We will use social media platforms for customer support and lower our average response rate to under two hours by the end of the quarter.
We will respond to all the comments on our posts.
We will share all our customer testimonials good and bad on our social media pages.
Social Media Audience: We will use social media analytics to determine who our target audience is and best how to reach the said audience.
Competition: We will use social media analytics to figure out who our major competition is and what they are doing right and wrong when it comes to customer acquisition.
Audit: We will continually audit our social media platforms to see what we are doing correctly and what needs to be improved upon.









Loyalty Program

· We will offer a loyalty program membership that allows customers to opt-in to receive discounts.
· We will send out emails before a customer’s birthday with discount codes to book their next vacation. (CRM will help with the birthday dates)
· We will notify customers of specials and sales that are going on through email.
· If a customer is a member of our loyalty program they will receive every 5th-night stay free, no matter if they are consecutive or not.
· No cancelation fees when a member
· 5% off every room booked
· Ability to share your discounts with friends and family


Digital Marketing
Our loyalty program will be advertised on all the social media outlets. Also, we will have a pop-up add on our website that will come up on the home page when a customer visits our website, which will show the benefits of our loyalty program. We will also have the pop-up again at the check-out screen on our website to give the customers one last chance to sign up.
We will use CRM to target adds towards our customers and send them emails.


CS Training Focus
Product Knowledge:
	Overview of all of the vacation packages available at our hotels and the different options that can be added to customer stays.
Customer Communication:
	Training on how to talk with customers whether it is through a phone call, in-person, or online. Phone script training and role-playing.
Mission Statement and Values:
	Instill the company’s mission and values in each of the trainees so they can better understand why the company does what it does.
CRM Overview:
	Training on HubSpot CRM so that each trainee will know the ins-and-outs of the software.
Customer Experience:
Training on how to create a great customer experience at each of our hotels.

