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PROGRAM OVERVIEW



2

THE SHAPING SERVICE JOURNEY

NEW DAY-TO-DAY TRAINING 

REINFORCEMENT APPROACH

6 2
NO. OF CURRICULA REDUCED FROM

83%
NO. OF ASSESSMENTS REDUCED

REPLACED JAM w/

SIMPLIFIED, USER-

FREINDLY MGS 

EXPERIENCE

SIMPLIFIED THE BSA PROCESS WITH

KNOWLEDGE-CHECK 

QUESTIONS

Updates you’ve already seen…
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THE SHAPING SERVICE JOURNEY

BITE-SIZED VIDEO & 

eLEARNING SERIES 

REPLACING LONG 

LEARNING SESSIONS

11
REDUCTION OF TRAINING CONTENT

hrs hrs

REDESIGNED / BRANDED 

PARTICIPANT WORKBOOK

SEAMLESS AND 

INTUTIVE PROCESS 

USING THE DLP

PARTNER/MANAGER 

TIME INVESTMENT 

REDUCED 55%

DO MORE 
WITH LESS 29

BITE-SIZED 

SEARCHABLE 

CONTENT FOR 

USE AS JUST-IN-

TIME LEARNING

And these are the final updates…



Welcome to Day One 

Use What You Know

See What it Takes 

#MyStyleMyService

Follow the Guest Journey

My place in the Guest Journey

Marriott International Timeline

Portfolio & Architecture

Brand Portfolio Game

Introduction to Guest Behavior

Guest Requests

Guest Behavior

Respect For All activity

This is Only the Beginning 

Assessment 

Welcome to your Brand

Exploring your Brand 

The Power of Extended Stay      

(RI & TPS only)

Perspectives on Extended Stay  

(RI &  TPS only) 

Introducing the Target Guest

Serving the Target Guest

Your Brand & the Target Guest

Your Brand idea

Your Brand’s Advantage

Competition in your Market

Assessment

Beyond the Target Guest 

Going Above & Beyond

Creating Surprise & Delight

Practice Surprise & Delight

The L.E.A.R.N. model

Problem Resolution

L.E.A.R.N. – Top Problems

Sales Leads 

Sales & Service at 

your Hotel

Assessment 

Empathize & Apologize

Discuss Empathy

Successful Resolutions

Resolution Techniques

Resolving Problems

Make it Right

Make it Right Advanced

Make it Right Roleplay

The Sales Approach

The Four Steps to Selling

Giving a Tour

Practice Giving a Tour

Assessment

S H A P I N G S E R V I C E R O A D M A P

3.5 hours 1 hour 1.5 hours 1.5 hours

Welcome Getting to Know     

your Brand

Service Essentials 

The Power of Attitude

First Impressions

Observe an Associate

The 15/5 rule

Anticipating Guests Needs

Practice Conversations

Creating Connections

Practice Creating Connections

Stay a Step Ahead

Scavenger Hunt

L.E.A.R.N. to resolve problems

Review Guests Comments 

Show your Winning Team 

Leaving Lasting Impressions 

Listen to a Check-out

Essentials of Great Service

Assessment

3 hours 

Beyond The Basics Advanced Service 

Training*
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Video eLearning Activity AssessmentLEGEND

* High Guest 
Contact Only 

14 days 14 days 30 days 60 days 60 days

5 hr. 

reduction

5 hr. 

reduction

5 hr. 

reduction

5 hr. 

reduction

5 hr. 

reduction


