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COURSE INTRODUCTION / OVERVIEW:

The role of the concierge is the cornerstone of the luxury hospitality experience, transforming a standard stay into an
unforgettable journey. This comprehensive program is designed to elevate the skills of hospitality professionals to the
highest echelons of service excellence. Moving beyond transactional assistance, this course delves into the art of
anticipation, personalization, and creating truly memorable moments for every guest. As articulated by the renowned
concierge training pioneer Holly Stiel in her influential book, "The Art and Science of the Hotel Concierge," the modern
concierge is a blend of artist and scientist, requiring both emotional intelligence and operational precision. This training,
offered by BIG BEN Training Center, embraces this philosophy by providing a deep dive into the core competencies that
define world-class service. Participants will explore advanced communication techniques, sophisticated problem-solving
strategies, and the seamless integration of technology to enhance, not replace, the quintessential human touch. This
course is meticulously structured to build confidence and competence, empowering attendees to become indispensable

assets to their organizations and true ambassadors of exceptional guest service.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Concierge Staff and Supervisors.

e Guest Relations Managers and Officers.

e Front Desk Agents and Managers.

e Hotel Operations Managers.

e Customer Service Professionals in the luxury sector.
o Lifestyle Managers and Personal Assistants.

e Event Coordinators within hospitality venues.

¢ Individuals aspiring to a career in high-end guest services.
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TARGET SECTORS AND INDUSTRIES:

Luxury Hotels and Resorts.

Boutique and Lifestyle Hotels.

Serviced Apartments and Residential Clubs.
Cruise Lines and Luxury Travel Companies.
High-End Retail and Shopping Malls.
Corporate Hospitality and VIP Lounges.
Private Clubs and Entertainment Venues.

Governmental and Diplomatic Protocol Services.

TARGET ORGANIZATIONS DEPARTMENTS:

Front Office and Reception.

Guest Services and Guest Relations.
Concierge Desks.

Customer Experience Departments.
Operations Management.

Sales and Marketing.

Human Resources and Training.
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Master the principles of proactive and anticipatory guest service.

Develop exceptional communication and interpersonal skills tailored to a diverse clientele.
¢ Build and manage a comprehensive network of local contacts and vendors.

e Handle complex guest requests and challenging situations with diplomacy and efficiency.
e Utilize modern technology and digital platforms to enhance service delivery.

o Implement effective service recovery techniques to maintain guest loyalty.

e Understand the nuances of etiquette and cultural sensitivity in a global context.

o Create personalized and unique experiences that exceed guest expectations.

e Apply ethical principles of discretion and confidentiality in all guest interactions.

e Enhance upselling and cross-selling skills in a service-oriented manner.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be immersive, interactive, and highly practical,
ensuring that participants can immediately apply their learning in a real-world context. We move beyond traditional
lecture-based formats to foster a dynamic learning environment. The course heavily incorporates role-playing scenarios
that simulate real-life guest interactions, from handling VIP arrivals to resolving complex complaints. Facilitated group
discussions and brainstorming sessions encourage the sharing of experiences and collaborative problem-solving. We will
analyze detailed case studies of both service excellence and service failures from leading global hospitality brands to
extract valuable lessons. Interactive workshops will focus on practical skills such as itinerary planning, effective
networking, and using digital concierge tools. Participants will receive constructive feedback from the instructor and peers
throughout the sessions, promoting continuous improvement. This hands-on, experiential approach ensures a deep and
lasting understanding of the principles of elite concierge service, empowering attendees with both the knowledge and the

confidence to excel.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE THE ESSENCE OF WORLD-CLASS CONCIERGE SERVICE

e The evolution and modern role of the professional concierge.

e Upholding the ethics of Les Clefs d'Or. discretion, and integrity.
e Mastering verbal and non-verbal communication skills.

e The art of active listening and empathetic engagement.

e Developing a professional image and personal brand.

e Understanding luxury guest psychology and expectations.

e Foundational principles of proactive guest service.

UNIT TWO CRAFTING PERSONALIZED GUEST EXPERIENCES

Techniques for gathering guest preferences and information discreetly.

e Designing bespoke itineraries and unique local experiences.

Handling VIPs, celebrities, and high-profile guests with finesse.

e Navigating cultural diversity and international etiquette.

The power of storytelling in making recommendations.

Anticipating needs before they are expressed.

Creating "wow" moments that foster guest loyalty.

UNIT THREE OPERATIONAL EXCELLENCE AND RESOURCE MANAGEMENT

e Building and maintaining a "black book" of elite contacts and vendors.

e Mastering booking and reservation systems for dining, travel, and events.
o Effective time management and prioritization for a busy concierge desk.
e Coordinating seamlessly with other hotel departments.

e Leveraging technology. digital tools, and concierge software.

e Managing guest logistics, from transportation to special deliveries.

e Fundamentals of event and meeting support for guests.
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UNIT FOUR ADVANCED PROBLEM-SOLVING AND SERVICE RECOVERY

o Aframework for analyzing and resolving complex guest issues.

Techniques for de-escalating conflict and managing difficult guests.

Turning complaints into opportunities for service excellence.

The L.E.A.R.N. model for effective service recovery.

Empowerment and decision-making in critical situations.

Documenting incidents and providing feedback for operational improvement.

Managing guest expectations when a request cannot be met.

UNIT FIVE THE CONCIERGE AS A BUSINESS DRIVER AND LEADER

e The concierge's role in driving revenue through ethical upselling.

e Promoting in-house services and amenities effectively.

e Gathering and utilizing guest feedback to enhance overall service quality.
e Mentoring junior staff and fostering a culture of excellence.

e Staying current with local and global hospitality trends.

e Personal professional development and career progression pathways.

e The future of the concierge. balancing technology with the human touch.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

In an age of increasing automation and Al-powered travel assistants, how can the human concierge not only remain

relevant but elevate the guest experience in ways technology cannot?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO

OTHER COURSES?

This course distinguishes itself by focusing intensely on the synergy between timeless service artistry and modern
operational acumen. While many programs may cover procedural tasks, our curriculum is built around developing the
core emotional intelligence and sophisticated judgment that technology cannot replicate. We move beyond the "what"
and "how" of concierge duties to explore the "why" behind creating profound guest connections. The program
emphasizes proactive, anticipatory service rather than reactive problem-solving, training participants to foresee needs
and craft experiences that surprise and delight. Through immersive role-playing based on real-world luxury scenarios and
in-depth case studies, attendees learn to navigate nuanced and complex human interactions with grace and confidence.
Furthermore, the course content is uniquely structured to position the concierge not just as a service provider, but as a
strategic asset who contributes to guest loyalty, brand reputation, and revenue generation. It is this holistic approach,
blending psychological insight with practical excellence, that prepares participants to become true leaders in the field of

guest services.
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