Resort Front Desk Evaluation Integration Matrix 
Student name: Jeremy Brown
Resort name: Pop Century 
Resort location: Front Desk
Service Activity: Cast members writing cards to guests.

	
	Cast Member
	Setting
	Process 

	Safety
	Cast members are trained in how to delivery an item to a room, considering the weather, the layout of the resort, and entering a guest room. They also are trained in handling the key fob that lets anyone into a room.
	We ensure that cast members only deliver a card when appropriate. They are given advice on how to move through the resort while keeping up the role of a concierge cast member. They know exactly how to enter a room, what to do in there.
	A very specific procedure is laid out to ensure guests are safe and cast members only deliver cards in a safe manner. They also learn that delivering to a guest’s room is not required if they are uncomfortable with walking long distances or have restrictions while on the clock. They are further given instructions on what to do at the room: they take a picture of the door. They knock 3 times, and enter only when no one answers. If there’s a DO NOT DISTURB sign on the door, the cast member does not enter.

	Courtesy
	Cast learn how to write a card, what pleasant messages they can write down. 
	Cast members messages are consistent with our theme. They use words like “groovy” and “radical”. They include the word Pop in their message. And they sign the card appropriately.
	At the writing area, we have a list of ideas they could write. There are phrases they can use and prompts they can review to recall what they talked with their guest about.

	Show
	Cards are written on our stationary. They can be decorated with theme-specific stickers or with character stickers.
	Cast is given training on keeping track of the guests they want to write to. They’re given inspiration for what to look for in interactions with their guests. They do not sign with any character’s name since those characters are not part of our setting.
	Cast are directed to write a few sentences about the interaction and give well wishes for their guest’s stay. They then put the card in the envelope, label the envelope, and place it in a spot for delivery later.

	Efficiency 
	Provide a place on stage or just off stage that contains cards, pens, stickers, and a seat so that cast don’t have to move around to other places to find the necessary materials.


	We want our cast members to go to the room and then get back to the break room quickly. Runners are available to deliver the card the day after if the cast member is unable to get to the room. Our resort is huge and so it we’d need to be deliberate about getting cards to the far buildings in the 80s and 90s decade.
	Cast members would be encouraged to write 3 cards during their 8-hour shift.  There is a designated time that they can do this. Right before each of their breaks, they are given a 10-minute assignment to write 1-2 cards at the station. 

	
	
	
	



