
#STARKIT

CORE HOSPITALITY PRINCIPLE
Impress every time by

Anticipating

Want to CONNECT with your guests?

Guests

All Team Members:
If a guest has requested something of you, ask 

yourself: “How could I have anticipated that 
need/request?”

Identify:
What is the current situation? What are the 

guest’s circumstances? What does the guest 
want? What action can be taken before the 

guest has to ask?

Housekeeping: 
Has a guest asked you for

extra amenities? How could you have 
anticipated their request? How many guests 
are in the room? Adults? Children? Are they 

here on business or pleasure? 

Identify details about your guest and think 
outside the box! 

What might this particular guest require
during their stay?

Engineering:
What is the guest experiencing? When

did they report the call? What impact has
the flaw played in their overall 

experience? 

What information or
options can you give the guest 

before they ask?

Room Service:
Has a guest had to request specific 
condiments? Salt? Ketchup? Sugar? 

Silverware? Water? Whether taking or
filling the orders, think about what they 

are ordering! 

What do you know about the meal? How 
can you anticipate their requests and 

serve them before they
have to ask?

Front Office:
Is the guest receiving what they 

anticipated? If not, why did they make these 
requests? What are their circumstances for 

requiring these requests?  

Are they traveling with children? Are they 
traveling alone? Do they have health or 

safety concerns?

All Team Members:
How can you offer something before being 

asked? Learn to effectively read body language,
facial expressions and other non-verbal 

communication.

Tap-in to what your guest isn’t saying and 
WOW them by offering them exactly 

what they will need.

Being two steps ahead 
of your guest 

is how to be #1!

Every member of our team, including YOU, must learn how to anticipate guest needs better than the rest! 
You can care for them with compassion, sincere interest and personal responsibility for their satisfaction 

by considering the details about your guest: their circumstances, expectations, and desires! 
YOU can anticipate what will make them smile, what they will want next and how to 

WOW them before they have to ask for anything!

Give every guest your undivided attention 
and make them feel special!


