Have You Got

The Excellence in Hospitality Manifesto

1. Customer Service Excellence:

o

Providing timely, polite, and helpful communication with guests before,
during, and after their stay.

Ensuring accuracy in property listings, including descriptions, amenities, and
photographs.

Handling guest inquiries, complaints, and issues promptly and effectively,
with a focus on fair and satisfactory resolutions.

2. Property Standards and Cleanliness:

o

Maintaining high standards of cleanliness and hygiene, adhering to both
industry norms and any current health guidelines.

Ensuring the property is well-maintained, with all listed amenities in good
working order.

Regularly inspecting and updating the property to ensure safety and
comfort for all guests.

3. Operational Excellence:

o

Utilizing efficient booking and management systems to minimize errors and
streamline guest experiences.

Implementing thorough check-in and check-out procedures that are
convenient for guests while ensuring the security and care of the property.
Providing clear and accessible information to guests about the property,
local area, emergency contacts, and house rules.

4. Ethical Practices:

o

o

Upholding fairess in pricing, avoiding hidden fees, and being transparent
about cancellation and refund policies.

Respecting the privacy and security of guests by following best practices in
data protection and not intruding on their stay without necessity.



o

Committing to non-discriminatory practices in guest interactions and

bookings.

5. Community and Environmental Responsibility:

o

Engaging respectfully with the local community, including adhering to
neighbourhood rules and supporting local businesses.

Implementing environmentally sustainable practices, such as recycling,
energy-saving measures, and using eco-friendly products.

Encouraging guests to participate in responsible tourism by providing
information on local customs, conservation efforts, and how to minimize
their environmental impact.

6. Professional Development and Network:

o

Participating in ongoing learning and development opportunities to stay
abreast of industry trends, regulations, and best practices.

Building a network with other professionals in the industry for mutual
support, knowledge exchange, and collaboration.

7. Accountability and Integrity:

o

Taking responsibility for the actions and decisions made in the management
and rental of the property.

Operating with integrity, including honouring commitments, contracts, and
agreements made with guests and service providers.

8. Accessibility and Inclusivity:

o

o

Ensuring properties are accessible to guests with disabilities, where
possible, or providing clear and honest information about accessibility
features.

Promoting an inclusive environment that welcomes guests from all
backgrounds, cultures, and orientations.

9. Emergency Preparedness:

o

Having a clear and concise emergency plan for guests, including information
on evacuation routes, emergency services, and safety equipment.



o Providing first aid kits, fire extinguishers, and other safety features in the
property.

10.Technological Competence:

o Leveraging technology to enhance guest experiences, such as through
digital check-ins, smart home devices for guest convenience, and virtual
tours of the property.

o Ensuring secure and reliable Wi-Fi service for guests, recognizing it as a
fundamental expectation for modern travellers.

11.Financial Responsibility:
o Demonstrating financial integrity in dealings with guests, service providers,
and regulatory bodies.
o Managing finances transparently, including the proper handling of deposits,
fees, and refunds according to agreed-upon terms.

12.Legal Compliance and Ethics:
o Adhering to all local, state, and federal regulations affecting vacation
rentals, including zoning laws, tax requirements, and lodging standards.
o Respecting intellectual property rights, such as not using copyrighted
materials without permission in listings or promotional materials.

13.Quality Assurance and Continuous Improvement:
o Implementing regular feedback mechanisms to gather insights from guests
and making improvements based on this feedback.
o Committing to a cycle of continuous improvement, regularly reviewing and
updating service offerings, property features, and guest experiences.

14.Crisis Management and Communication:

o Developing a strategy for crisis management, including communication
plans for natural disasters, public health emergencies, or other unforeseen
events.

o Ensuring clear, calm, and effective communication with guests during any
crisis, providing them with guidance, support, and updates.



15.Respect for Privacy and Security:

o

Ensuring guest privacy through secure booking and payment processes and
safeguarding personal information against unauthorized access.

Balancing security measures with respect for guest privacy, such as through
the judicious use of security cameras in public areas only and with clear
notification.

16.Cultural Sensitivity and Local Integration:

o

Encouraging guests to engage with local cultures and communities in a

respectful and meaningful way.
Offering guidance on local customs, traditions, and etiquette to enrich the
guest experience and foster mutual respect.

17.Feedback and Resolution Mechanisms:

o

Establishing a straightforward and effective process for guests to provide
feedback or lodge complaints, ensuring they feel heard and valued.
Implementing a fair and transparent resolution process for any disputes or
complaints, aiming for resolutions that respect both the guest's and the
manager's perspectives.

18.Sustainability Practices:

o

Encouraging sustainable tourism by incorporating practices that reduce
waste, conserve water, and minimize energy consumption in properties.
Offering guests tips and resources for exploring the area in environmentally
friendly ways, such as bike rentals, public transportation options, and eco-

tours.

19.Innovation and Adaptability:

o

Staying open to innovation in service, property management, and guest
engagement to enhance the overall experience and efficiency.
Demonstrating adaptability by evolving practices in response to industry
trends, technological advancements, and guest expectations.



20.Personal Touch and Local Experience:

o

Adding personal touches to the guest's stay, such as welcome notes, local
delicacies, or personalized recommendations, to create a memorable
experience.

Providing information and access to local experiences that allow guests to
fully immerse themselves in the destination, such as local dining, shopping,
and attractions.

21.Professional Networking and Collaboration:

o

Building relationships with local businesses, tourism boards, and other
property managers to create a supportive network that enhances the guest

experience and supports local economy.
Collaborating with local events, festivals, and attractions to offer guests

unique opportunities and experiences during their stay.

22.Risk Management:

o

Implementing strategies to identify, assess, and mitigate risks related to
property management, guest safety, and business operations.

Ensuring adequate insurance coverage for properties, guests, and business
operations to protect against potential liabilities.

23.Respectful Marketing:

o

Engaging in marketing practices that are respectful, accurate, and designed
to attract the right guests for each property's unique features and location.
Avoiding overselling or misrepresenting properties to ensure guest
expectations are met and exceeded.



