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I. Introduction 
  

A Story of Two Hotels 
 

II. What Are We Aiming For? 
 
A. The Basics of Great Service 

1. Use your ________________ 
2. Know your _______________ 
3. Use _____________  __________ 
4. Show up _____  __________ 
5. _________  _________ promptly   
6. ________________ with people the way they _________   
7. _______________ their ____________   
8. __________  _____________ & __________  ___________ 

 
B. Deliver great service or provide a  ______________  ______________________? 
 

“Doing what is _____________ only prevents ____________ ______________. 
You must do _________ than is _____________ to truly  

_________ a _______________” 
 
We want to __________________ the experiences 
 
Can you capture people being ________________________________ 
 
Your marketplace is tired of __________ ___________________ ____ 
 
It’s a new world these days… 

 
It’s no longer _______ _______, _________ ________ 
…It’s now _________ _______, _______ __________ 
 

III. If You Build It, They Will Come 
 

Pop Quiz:  _____________________ 
 

      _____________________ 
 
      _____________________ 
 
      _____________________ 



 

IV. Getting Back to Basics; Old School vs. New School 

Listen vs. Talk 

 

V. Word of Mouth Marketing 
 

The Rules about Word of Mouth Marketing 
 
 #1. 
 
 #2. 
 
 #3. 
 
 #4. 

 

VI. What’s the story you’re telling? 

What’s the story being told about you? 

 
VII. Final Thoughts 

 
 Advertising is _________________________________ 

 
 Marketing is __________________________________ 

 
 Word of Mouth is ______________________________ 

 
The Recipe for Word of Mouth Success 
 

1. Have a _____________  _______________ 
2. Build a ______   _____________ 
3. _________  your fan base 
4. _________ with others how you ___________/______________ your fan base 
5. ________________ as necessary 
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