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  MODULE 01 — GUEST WELCOME GUIDE
  Creating a seamless, memorable arrival experience from first contact to final impression

Welcome Letter

CUSTOMIZATION NOTE
Replace bracketed fields [NAME], [DATE], [DURATION] with guest-specific information 
before each stay. Print on property letterhead and place on the main dining table upon 
arrival preparation.

Dear [GUEST NAME(S)],

It is our genuine pleasure to welcome you to Villa Serenova. We have prepared the villa with the 
greatest care to ensure your time here is everything you imagined — and more.
Whether you are joining us to celebrate a special occasion, to rest and restore, or simply to enjoy the 
beauty of this remarkable setting, our intention is the same: that every detail feels considered, every 
comfort anticipated, and that you leave feeling genuinely renewed.
This guide has been prepared to help you settle in seamlessly and to make the most of everything Villa 
Serenova has to offer. Please explore it at your leisure — there is no rush.
Should you need anything at all during your stay, do not hesitate to reach out. We are here to ensure 
your experience is exceptional.

With warmest regards,

[HOST NAME]  |  Villa Serenova

Property Overview

PROPERTY Villa Serenova

LOCATION [City, Region, Country]

ACCOMMODATES [X] guests  —  [Y] bedrooms  —  [Z] bathrooms

PRIVATE POOL Heated infinity pool — open daily 7:00 AM – 10:00 PM

PARKING Secure private parking for [X] vehicles

NEAREST TOWN [Town Name]  —  [X] minutes by car

NEAREST AIRPORT [Airport Name]  —  [X] minutes by car
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Key Villa Features
• Private infinity pool with panoramic views — heated to 28°C by default (adjustable on request)
• Fully equipped gourmet kitchen with professional-grade appliances
• Chef's pantry stocked with complimentary welcome provisions
• Outdoor dining terrace with capacity for [X] guests
• Wellness and fitness space with [equipment details]
• High-speed fiber Wi-Fi throughout the property and all terraces
• Smart home entertainment system — instructions in the technology portfolio in the lounge
• Private landscaped garden — maintained by our dedicated groundskeeping team

Arrival & Check-In

CHECK-IN TIME 3:00 PM  —  Early check-in by prior arrangement

CHECK-OUT TIME 11:00 AM  —  Late check-out by prior arrangement

ACCESS CODE [Main gate code]

KEY / LOCKBOX [Location and code]

PARKING GATE [Code if applicable]

Step-by-Step Arrival Sequence
• Proceed to the main entrance gate — access code: [GATE CODE]
• Park in the designated guest area to the [left/right] of the main entrance
• The key / access card is in the lockbox at [location] — code: [CODE]
• The main entrance opens into the foyer — footwear storage is provided here
• Your welcome provisions and this guide will be on the main dining table
• Climate systems will be pre-set to [temperature]°C throughout the villa
• The pool will be heated and ready upon your arrival

Wi-Fi & Technology

WI-FI NETWORK [Network Name]

WI-FI PASSWORD [Password]

SPEED Up to [X] Mbps fiber — streaming and video calls fully supported

COVERAGE Full property — all rooms, pool terrace, garden

SMART TVs All rooms — Netflix, Prime Video, Apple TV, Spotify included

BLUETOOTH AUDIO Speakers in [lounge / kitchen / terrace]
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A full technology and smart home guide — covering entertainment systems, climate controls, and 
lighting — is available in the leather portfolio on the lounge coffee table.

Villa Guidelines
We ask all guests to treat Villa Serenova as their own home — with care, respect, and consideration for  
the property and the surrounding community.

Quiet Hours & Community Consideration
• Quiet hours: 10:00 PM – 8:00 AM — outdoor music and entertainment to conclude by 10:00 PM
• Events or gatherings beyond the booked party size require prior authorization
• Neighboring properties share this beautiful setting — your consideration is appreciated

Property Care
• Smoking inside the villa is not permitted — designated outdoor areas available
• Pets are welcome by prior arrangement — please advise us in advance
• The pool is exclusively for registered guests — external visitors require host authorization
• Please return villa items (books, games, equipment) to their original location
• In the event of accidental damage, please notify us — honesty is always appreciated

Scheduled Property Access
• Housekeeping: daily from [TIME] AM — approximately [X] minutes — opt-out available
• Pool maintenance: [DAYS] — typically [X] minutes
• Groundskeeping: weekday mornings — minimal disruption

Local Recommendations

Dining
CATEGORY RECOMMENDATION

Fine Dining [Restaurant Name]  —  [Cuisine, Atmosphere]  —  [Distance]  —  
Reservations recommended

Casual Dining [Restaurant Name]  —  [Cuisine, Vibe]  —  [Distance]

Local Market [Market Name]  —  [Days / Hours]  —  Exceptional local produce

Grocery Delivery [Provider]  —  Order via [app]  —  Delivered to villa

Experiences & Activities
• [Experience 1]  —  [Description]  —  [Booking info]
• [Experience 2]  —  [Description]  —  [Booking info]
• [Experience 3]  —  [Description]  —  [Booking info]
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• [Experience 4]  —  [Description]  —  [Booking info]

Concierge assistance for restaurant reservations, local experiences, and private arrangements is 
available — contact us and we will organize with pleasure.

Checkout Procedures

CHECK-OUT TIME 11:00 AM — late checkout by prior arrangement only

KEY RETURN Leave key / access card in [location]

FINAL STEPS See checklist below

Departure Day — Guest Checklist
• Collect all personal belongings from all rooms, terraces, and pool area
• Strip used bed linens and leave on bedroom floor — towels similarly
• Remove any perishable items from the refrigerator (or notify us of any you wish to leave)
• Ensure all windows and exterior doors are secured
• Leave the key / access card in the designated return location
• We would love to hear how your stay was — please feel free to message us anytime

Emergency Contacts

CONTACT NUMBER / AVAILABILITY

Villa Host (Primary) [Host Name]  —  [Phone / WhatsApp]  —  Available 24/7

Villa Host (Secondary) [Name]  —  [Phone]

Emergency Services [Local Emergency Number]  —  Life-threatening situations

Nearest Hospital [Hospital Name]  —  [Address]  —  [Phone]  —  [Distance]

Police (Non-Emergency) [Number]

Property Manager [Name]  —  [Phone]

Nearest 24hr Pharmacy [Name]  —  [Address]  —  [Hours]

IMPORTANT
In the event of a life-threatening emergency, call local emergency services immediately. 
Contact the villa host as soon as it is safe and practical to do so.
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  MODULE 02 — GUEST COMMUNICATION SYSTEM
  Seven precision-timed messages that deliver a seamless, professional guest journey

Communication Framework
This communication system delivers the right message at the right moment across the complete guest 
journey — from initial booking confirmation through post-stay review. Each template is designed for 
immediate deployment with minimal customization.

MESSAGE TIMING

01  —  Booking 
Confirmation

Immediately upon booking confirmed

02  —  Pre-Arrival 
Information

5–7 days before check-in

03  —  Arrival Day Welcome Morning of check-in day (9:00–10:00 AM)

04  —  Mid-Stay Check-In Day 2 or Day 3 of stay

05  —  Checkout Reminder Evening before departure (7:00–8:00 PM)

06  —  Post-Stay Review 
Request

24 hours after checkout

07  —  Complaint Handling 
Response

Within 2 hours of complaint received

Message Templates

Message 01 — Booking Confirmation

SEND: Immediately upon booking confirmation

SUBJECT:  Your Villa Serenova Reservation is Confirmed

Dear [GUEST NAME],

Thank you for choosing Villa Serenova. Your reservation is confirmed and we are already looking forward 
to welcoming you.

RESERVATION DETAILS
Arrival:      [DATE]  at 3:00 PM
Departure:  [DATE]  at 11:00 AM
Guests:       [NUMBER]
Property:    Villa Serenova, [Location]
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In the coming days you will receive your full pre-arrival guide — including property access details, local 
recommendations, and everything we have prepared for you.

In the meantime, please do not hesitate to reach out with any questions or special requests. We are here to 
make your experience exceptional from the very first moment.

With warm regards,
[HOST NAME]  |  Villa Serenova

OPERATIONAL NOTE: Send within 15 minutes of booking. This is the guest's first impression — warmth, 
professionalism, and excitement establish the luxury positioning immediately.

Message 02 — Pre-Arrival Information

SEND: 5–7 days before check-in

SUBJECT:  Everything You Need for Your Arrival at Villa Serenova

Dear [GUEST NAME],

Your stay at Villa Serenova is almost here, and we are putting the finishing touches on everything to ensure 
your arrival is seamless.

ACCESS DETAILS
Address:        [Full address]
Arrival from:   3:00 PM on [DATE]
Gate code:      [CODE]
Key / lockbox: [Location]  —  Code: [CODE]

WI-FI
Network: [Name]    Password: [Password]

A full guest welcome guide will be waiting for you on the dining table upon arrival.

Please let us know:
— Your estimated arrival time (so we can confirm everything is ready)
— Any dietary preferences or special requests
— Any occasions or celebrations we should know about

We look forward to welcoming you very soon.

Warmly,
[HOST NAME]  |  Villa Serenova

OPERATIONAL NOTE: Use the guest's ETA response to prepare personalized arrival touches — champagne, flowers, 
a handwritten note. This message starts the relationship before the guest sets foot on the property.
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Message 03 — Arrival Day Welcome

SEND: Morning of check-in day — send between 9:00–10:00 AM

SUBJECT:  Welcome Day — Villa Serenova Is Ready for You

Good morning [GUEST NAME],

Today is the day. Villa Serenova is fully prepared and we are excited to welcome you.

A few things to confirm:
  The villa has been inspected and prepared to full standard✓
  Pool is heated and ready✓
  Welcome provisions are in place✓
  Your welcome guide is on the dining table✓

Check-in is from 3:00 PM. If your plans have changed or you are arriving earlier, please message us and 
we will do our very best to accommodate.

Your gate access code is: [CODE]

Safe travels — we cannot wait to welcome you.

[HOST NAME]  |  Villa Serenova

OPERATIONAL NOTE: This message builds anticipation and reassures guests that they are expected and prepared 
for. The checklist format signals operational professionalism.

Message 04 — Mid-Stay Check-In

SEND: Day 2 or Day 3 of stay — send at 10:00 AM

SUBJECT:  How Is Everything at Villa Serenova?

Hello [GUEST NAME],

We hope you are settling in beautifully and enjoying everything Villa Serenova has to offer.

We just wanted to check in — is there anything we can help with, adjust, or arrange to make your stay even 
more enjoyable?

A few things we can assist with:
— Restaurant recommendations or reservations
— Additional amenities or supplies
— Local experience and excursion bookings
— Any property questions, adjustments, or requests

We are always available and genuinely happy to help.
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Enjoy your stay,
[HOST NAME]  |  Villa Serenova

OPERATIONAL NOTE: This message catches issues early — before they become complaints or negative reviews. It 
also creates a natural opening for concierge upsells. Send it without fail on every stay of 3+ nights.

Message 05 — Checkout Reminder

SEND: Evening before departure — send at 7:00–8:00 PM

SUBJECT:  A Gentle Reminder for Tomorrow's Departure

Dear [GUEST NAME],

We hope your final evening at Villa Serenova is a wonderful one.

A gentle reminder for tomorrow:
— Check-out time is 11:00 AM
— Please leave the key / access card in [location]
— Collect all personal belongings from rooms and outdoor spaces
— Please ensure all windows and external doors are secured before departing

If you require a late checkout, please let us know this evening and we will do our very best to 
accommodate.

It has been our absolute pleasure hosting you. We hope this stay has been everything you hoped for.

Until next time,
[HOST NAME]  |  Villa Serenova

OPERATIONAL NOTE: Send the evening before — never the morning of. A morning departure message adds 
pressure; an evening message feels considerate and warm. The 'until next time' close plants the seed of return.

Message 06 — Post-Stay Review Request

SEND: 24 hours after checkout

SUBJECT:  Thank You for Staying at Villa Serenova

Dear [GUEST NAME],

It was a genuine pleasure having you at Villa Serenova, and we hope you have arrived home safely and 
rested.

If you have a few moments, we would be deeply grateful for an honest review of your experience. Your 
feedback is how we continue to improve — and how future guests find us.
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[REVIEW LINK]

We hope Villa Serenova will have the opportunity to welcome you again. Returning guests always receive 
priority booking and our warmest welcome.

With gratitude,
[HOST NAME]  |  Villa Serenova

OPERATIONAL NOTE: 24 hours is the optimal review request window — the experience is vivid, the guest is settled, 
and goodwill is at its peak. Personalize line one with a specific detail from their stay for a significantly higher response 
rate.

Message 07 — Complaint Handling Response

SEND: Within 2 hours of any complaint received — urgency is non-negotiable

SUBJECT:  We Are Addressing This Right Now

Dear [GUEST NAME],

Thank you for bringing this to our attention. I am truly sorry that [briefly acknowledge the issue] has affected 
your experience — this is not the standard we hold ourselves to at Villa Serenova.

I am personally addressing this right now. [Describe the specific action being taken.]

I will update you within [timeframe] — or sooner if the matter is resolved before then.

Is there anything else I can do immediately to improve your experience in the meantime?

With sincere apologies and my full attention,
[HOST NAME]  |  Villa Serenova

OPERATIONAL NOTE: NEVER be defensive. NEVER explain before acknowledging. Acknowledge → Act → Update. 
Speed is the single biggest factor in complaint resolution. A complaint handled with speed and sincerity is frequently the  
source of the most generous reviews.
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  MODULE 03 — STAFF OPERATIONS CHECKLIST
  Precision operational standards for arrival preparation, guest turnover, and daily property management

Operations Overview
This module defines Villa Serenova's operational standards for property preparation, guest turnover, 
and daily property maintenance. All staff members are expected to complete each checklist in full, in 
sequence, and provide a signed confirmation upon completion.

OPERATIONAL STANDARD
Every item on this checklist represents a commitment to the guest experience. No item 
should be marked complete unless personally verified to the stated standard. When in 
doubt — exceed the standard.

Pre-Arrival Preparation — 48 Hours Before

# TASK STANDARD DONE ☐

1 Confirm guest arrival details with host: name, party size, ETA, 
special requests Verified & filed ☐

2 Review VIP Guest Notes for any preference flags, celebration 
arrangements, or allergy information Noted & briefed ☐

3 Inspect and test all appliances: oven, refrigerator, dishwasher, 
washing machine Fully operational ☐

4 Test all smart home systems: TVs, sound system, climate 
control, automated blinds Fully operational ☐

5 Check Wi-Fi speed and connectivity throughout property — 
including terraces and pool area ≥ [X] Mbps confirmed ☐

6 Inspect pool: water clarity, temperature (28°C default), 
chemical balance, safety equipment present Within specification ☐

7 Inspect all outdoor furniture: clean, correctly positioned, no 
damage or staining Guest-ready standard ☐

8 Check all light fixtures and replace any non-functioning bulbs 
throughout the property 100% operational ☐

9 Test all door locks, access card systems, gate codes, and 
lockbox Verified working ☐

10 Conduct full property walk-through — document and report any 
maintenance issues to host Report filed ☐

11 Confirm consumables inventory: toiletries, paper products, 
kitchen provisions, cleaning supplies Stocked to level ☐

12 Order or procure any items below minimum stock threshold On order or delivered ☐
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Day-of Arrival Preparation

# TASK STANDARD DONE ☐

1 Complete deep clean of all guest-facing spaces: all bedrooms, 
bathrooms, living areas, terraces Spotless ☐

2 Make all beds with fresh linens to hotel presentation standard 
— crisp, wrinkle-free, aligned Perfect presentation ☐

3 Arrange all decorative pillows to villa presentation standard 
(see reference photograph) Per standard ☐

4 Set fresh towels — bathrooms and pool area — folded to villa 
presentation standard Folded & placed ☐

5 Clean and polish all bathroom surfaces: fixtures, mirrors, 
countertops, showers Streak-free ☐

6 Stock all bathrooms: toiletries, minimum [X] toilet rolls, hand 
soap, tissues Fully stocked ☐

7 Prepare and arrange welcome provisions: fresh fruit, welcome 
beverages, complimentary items Attractively displayed ☐

8 Print and place the guest welcome guide on the main dining 
table Prominently placed ☐

9 Set climate to [temperature]°C in all rooms Confirmed set ☐
10 Confirm pool temperature at 28°C — adjust if required 28°C confirmed ☐

11 Position all outdoor furniture for optimal guest use and 
aesthetic presentation Positioned ☐

12 Place any welcome ambiance elements: fresh flowers, lit 
candles (if appropriate), welcome notes In place ☐

13 Remove all staff, cleaning, and non-guest items from all guest-
visible areas Clear ☐

14 Complete final walk-through from guest perspective — apply 
readiness sign-off Signed off ☐

Post-Departure Turnover

# TASK STANDARD DONE ☐

1 Collect key / access card from designated guest departure 
location Secured ☐

2 Conduct room-by-room inventory check — note any missing or 
damaged items for host report Documented ☐

3 Check all storage areas, wardrobes, and bedside drawers for 
guest belongings left behind Checked ☐

4 Check all outdoor areas: pool deck, terraces, garden for guest 
items, belongings, or damage Checked ☐
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5 Strip all beds — collect used linens and initiate laundering Laundering initiated ☐

6 Collect all used towels from bathrooms and pool area — initiate 
laundering Laundering initiated ☐

7 Clear and clean refrigerator — remove perishables, wipe 
interior thoroughly Cleared and clean ☐

8 Empty all waste and recycling bins throughout the property Cleared ☐
9 Test and reset pool chemistry following guest departure Tested and balanced ☐

10 Restore all villa items to original position: books, games, 
equipment, décor Reset to standard ☐

11 Reset all smart home systems to default settings Reset confirmed ☐

12 Document any damage, missing items, or maintenance 
observations — submit to host Report submitted ☐

Daily Inspection — Between-Stay & Active Stays

# TASK STANDARD DONE ☐

1 Morning pool inspection: clarity, debris, temperature (28°C), 
safety equipment present To specification ☐

2 Garden and grounds: tidiness, irrigation functioning, no visible 
maintenance issues To standard ☐

3 Entrance and arrival areas: swept, presentable, welcoming on 
approach Immaculate ☐

4 Outdoor furniture: wiped down, correctly positioned, cushions 
plumped Guest-ready ☐

5 Consumable supplies: restock any items reaching minimum 
threshold Stocked ☐

6 Guest-reported issues from prior day: follow-up completed and 
resolved Resolved ☐

7 Any maintenance observations: reported to property manager 
or host Reported ☐

Luxury Presentation Standards

The following standards define the Villa Serenova presentation baseline. These represent non-
negotiable minimums. Staff are encouraged to identify and exceed these standards wherever the 
opportunity arises.

Linens & Bedding
• All beds made with crisp, wrinkle-free linens — hotel-style presentation with a uniform folded 

turndown edge
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• Pillow arrangement per villa standard photograph — [X] decorative, [X] sleeping pillows per bed
• No stains, tears, pilling, or visible wear on any guest-facing linen — replace without exception
• Towels: bath towel, hand towel, and face cloth per guest — folded to the villa presentation 

standard

Bathrooms
• All chrome fixtures polished — zero water spots visible
• Mirrors and glass surfaces streak-free — inspected at eye level from the guest vantage point
• Toiletries arranged symmetrically with labels facing outward
• Toilet paper roll: fresh, with the first sheet folded to a diagonal point
• Fresh flowers or natural element placed on vanity surface where applicable

Kitchen & Dining Areas
• All surfaces clear and clean — no water marks on countertops, backsplash, or appliances
• Dishwasher emptied and ready for guest use
• Welcome provisions displayed attractively — not merely placed
• Fresh seasonal fruit bowl: abundant and visually appealing
• No staff items, cleaning products, or non-guest items visible in any kitchen area

Outdoor Spaces
• Pool water visibly clear and inviting — evaluated from the main arrival vantage point
• Outdoor furniture: spotless, free of debris, positioned for aesthetic harmony
• Outdoor cushions: plumped, aligned, completely free of staining
• Villa exterior entrance: swept, immaculate, and welcoming on first approach
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  MODULE 04 — VIP GUEST EXPERIENCE
  Preference tracking, personalization frameworks, and returning guest protocols

VIP Experience Philosophy
At Villa Serenova, the highest expression of luxury is not physical amenity — it is the feeling of being 
genuinely known, remembered, and anticipated. This module defines the systems through which we 
track, personalize, and elevate the experience for VIP guests and returning visitors.

OPERATIONAL PRINCIPLE
Every guest who stays at Villa Serenova more than once should notice — without being told 
— that we remembered. Preference tracking is not a CRM exercise. It is an act of 
hospitality.

Guest Preference Tracking Record

Complete this record during or immediately after every stay. It becomes the operational foundation for 
every future visit.

GUEST PROFILE

Guest Full Name [Full name as booked]

Contact Method Preference [WhatsApp / Email / SMS / Call]

Total Number of Stays [Count — update after each stay]

Most Recent Stay Dates [Arrival – Departure]

Party Composition [Solo / Couple / Family with children / Group — ages if relevant]

Nationality / Language [If relevant to service customization]

FOOD & BEVERAGE 
PREFERENCES

Dietary Requirements [Vegetarian / Vegan / Gluten-free / Halal / Kosher / Allergies — 
CRITICAL]

Allergy Details (Medical) [List all allergens explicitly — flag as CRITICAL if severe]

Preferred Welcome Beverage [Coffee type / Wine style / Sparkling water / Juice / Non-alcoholic]

Welcome Provisions 
Appreciated

[What was consumed and enjoyed from prior stays]

Dining Style Observed [In-villa / restaurant-focused / mixed]

STAY & COMFORT 
PREFERENCES

Bedroom Configuration [Master bedroom preference / Room assignment notes]
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Climate Preference [Preferred temperature / Fan use / Window preference]

Pillow Preference [Firm / Medium / Soft / Extra pillows]

Wake-Up Pattern Observed [Early riser / Late start]

Pool Usage Pattern [Morning / Afternoon / Evening / Heavy / Light]

Noise Sensitivity [Noted if guest raised quiet as important]

EXPERIENCE & INTERESTS

Special Occasions During Stay [Birthday / Anniversary / Honeymoon / Celebration — dates]

Activities & Interests Noted [Hiking / Wellness / Cooking / Culture / Nightlife / Relaxation]

Local Recommendations Taken 
Up

[Which suggestions were acted on]

Concierge Requests Made [What was arranged on their behalf]

POST-STAY RECORD

Informal Feedback Received [Any positive or negative comments made during stay]

Review Left [Yes / No — Platform / Rating / Date]

Compensation or Gesture Made [If applicable — what was provided and why]

Return Intention [Confirmed / Likely / Unclear / Unlikely]

Host Notes [Any important operational context for future stays]

VIP Arrival Preparation Checklist

# TASK STANDARD DONE ☐

1 Pull guest preference record from file — review all flags and 
notes before briefing staff Reviewed ☐

2 Confirm any dietary requirements or allergen flags — adjust all 
welcome provisions accordingly Confirmed & adjusted ☐

3 Confirm no allergen-flagged items are present anywhere in 
welcome provisions Allergy-cleared ☐

4 Arrange personalized welcome note from host — handwritten 
preferred — reference a prior stay detail Written & placed ☐

5 Source or prepare any documented preferred beverage, food 
item, or welcome element In place ☐

6 Configure all bedrooms to documented preferences: pillow 
type, turndown, room temperature Configured ☐

7 Pre-set climate to documented guest temperature preference 
throughout property Set to [X]°C ☐

8 If birthday, anniversary, or celebration: arrange appropriate 
flowers, champagne, or personalized element Arranged ☐

9 Brief all staff members on guest name, preferences, special 
requests, and any allergy flags Team briefed ☐
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10 Prepare at least one subtle personalized touch referencing 
knowledge from a prior stay Prepared ☐

11 Confirm host will send a personal arrival message 
acknowledging the return Message ready ☐

Personalization Suggestions by Guest Type

First-Time Guests
• Include a handwritten welcome note with one specific local insider tip — not a standard tourist 

recommendation
• Tailor the welcome provisions to any stated preferences gathered from pre-arrival 

communication
• Reference what brought them to the area in the welcome note — honeymooners, milestone 

birthday, family reunion
• Suggest one experience specifically matched to their interests — culinary, active, cultural, or 

relaxation-focused

Returning Guests
• Reference a specific detail from the previous stay in the welcome note — a conversation, a 

preference, an occasion
• Introduce at least one new element they have not experienced before: a new dining suggestion, 

a local experience, an enhancement
• Acknowledge the return explicitly: 'We are so glad to have you back at Villa Serenova'
• Proactively action at least one documented preference — preferred wine, preferred room, 

preferred ambiance — without being asked

Celebration & VIP Stays
• Coordinate flowers, decoration, or a special arrangement with pre-arrival preparation
• Source a personalized element: a local artisan gift, a handwritten note, a custom welcome item
• Offer concierge support for restaurant reservations, private experiences, or activity bookings
• Consider a surprise upgrade or thoughtful enhancement where the property allows

Returning Guest Protocol

Guests who return to Villa Serenova represent the highest-value relationship in the operational model. 
They generate lower acquisition cost, produce superior reviews, and become advocates. Every 
returning guest interaction is a long-term relationship investment.

Non-Negotiable Recognition Standards for All Returning Guests
• Handwritten welcome note from host — without exception
• All communications address the guest by first name from the first message
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• At least one documented preference from a prior stay is visibly acted upon without prompting
• Host or senior staff member personally acknowledges the return via direct message
• Guest preference record updated and filed within 48 hours of departure
• If return booking interest is expressed during stay: priority access offered and confirmed
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  MODULE 05 — EMERGENCY & INCIDENT PROCEDURES
  Clear operational protocols for every incident type — protecting guests, staff, and the property

Emergency Response Philosophy
In any operational incident, the priority sequence is fixed: Guest Safety → Guest Comfort → Property 
Protection → Incident Documentation. Speed, calm communication, and decisive action define the Villa 
Serenova emergency response standard.

CRITICAL RULE
In a life-threatening emergency, call emergency services FIRST. Do not contact the host 
first. Guest safety takes absolute priority over all other operational considerations — without 
exception.

Emergency Contact Hierarchy

CONTACT  /  ROLE WHEN TO CONTACT

[EMERGENCY SERVICES]  
—  [Local Number]

Life-threatening emergency — ALWAYS FIRST

Host (Primary): [Name]  —  
[Phone]

All incidents, all hours — call within 15 minutes

Host (Secondary): [Name]  
—  [Phone]

If primary unreachable after 10 minutes

Property Manager: [Name]  
—  [Phone]

Structural damage, major maintenance emergencies

Electrician (On-Call): 
[Name]  —  [Phone]

Power, electrical, or circuit failures

Plumber (On-Call): [Name]  
—  [Phone]

Water, plumbing, or drainage failures

Pool Technician: [Name]  
—  [Phone]

Pool system failures, chemical emergencies

Internet Provider Support: 
[Line]

Wi-Fi and connectivity failures

Nearest Hospital: [Name]  
—  [Address]  —  [Phone]

Medical emergencies — [X] minutes by car

24hr Pharmacy: [Name]  — 
[Address]

Medication needs outside business hours
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Procedure 01 — Power Outage

Immediate Response — First 10 Minutes
• Check main circuit board — confirm outage is property-wide rather than a single tripped circuit
• Check if neighboring properties are also affected — indicates a regional utility outage
• Contact electricity provider — report outage and request estimated restoration time
• Contact host immediately with scope, cause (if known), and utility company response

Guest Communication — Within 15 Minutes

POWER OUTAGE — GUEST MESSAGE TEMPLATE
"We are aware of a power interruption at the villa and are actively resolving it. Our 
electrician has been contacted and will be on-site by [time]. We sincerely apologize for this 
inconvenience. Emergency lighting is available in [location]. Please contact us directly — 
we are available immediately and will keep you updated."

Operational Response
• Locate emergency lighting kit — [stored location in property]
• Assess refrigerator risk — if outage projected beyond [X] hours, advise host on perishables
• If outage projected beyond [X] hours: host to assess compensation or alternative arrangements
• Document incident within 24 hours: time, cause, actions taken, resolution, guest impact

Procedure 02 — Water Interruption

Immediate Response
• Identify scope: hot water only, cold water only, or complete water failure
• Check water main, water heater, and pressure system — rule out property-level fault
• Contact water utility or plumber depending on identified scope
• Contact host with scope of failure and estimated resolution

Guest Communication

WATER INTERRUPTION — GUEST MESSAGE TEMPLATE
"We are aware that water service is currently affected and have already contacted our 
plumber, who will be on-site by [time]. We sincerely apologize for this disruption. Bottled 
water is available at [location]. We will update you as soon as we have a confirmed 
resolution time."
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Operational Response
• Make bottled water immediately available — minimum [X] liters per guest per day
• If hot water only: communicate workaround and timeline clearly; offer access to alternative 

bathroom if available
• If full interruption beyond [X] hours: host to assess compensation or relocation options
• Document full incident within 24 hours of resolution

Procedure 03 — Wi-Fi Failure

Immediate Response
• Full router power cycle — power off completely, wait 90 seconds, power on and wait 3 minutes
• Test on a staff device to confirm failure is network-wide (not a guest device issue)
• If restart fails: contact internet provider support line with account details ready
• Contact host with status and estimated resolution

Guest Communication

WI-FI FAILURE — GUEST MESSAGE TEMPLATE
"We have identified an internet connectivity issue and are resolving it now. Our provider has 
been contacted and we expect restoration within [timeframe]. As an immediate alternative, 
we can provide a mobile hotspot device — please let us know if this would be helpful and 
we will bring it to you right away."

Operational Response
• If resolution exceeds [X] hours: activate backup mobile hotspot device stored at [location]
• Document: time of failure, steps taken, provider response, resolution time, guest impact

Procedure 04 — Guest Complaint Escalation

A complaint handled with speed and sincerity is an opportunity. Our protocol prioritizes 
acknowledgment, decisive action, and follow-through — never defensiveness, never delay.

PHASE ACTION REQUIRED TIME TARGET

01 Acknowledge the complaint — thank the guest for raising it — 
no defensiveness, no explanation before empathy

Within 30 minutes

02 Investigate fully — understand the root cause before 
proposing a resolution

Within 60 minutes

03 Contact host if issue requires authorization, property access, 
or compensation decision

Immediately if needed
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04 Communicate resolution plan to guest — be specific, commit 
to a timeframe

Within 2 hours

05 Implement resolution completely — no partial fixes, no broken 
follow-through

As committed

06 Follow up with guest to confirm satisfaction with the resolution Within 4 hours of resolution

07 Document the full incident: complaint, root cause, action 
taken, guest outcome

Within 24 hours

08 Host debrief — identify whether a systemic operational change 
is required

Within 48 hours

Incident Documentation Standard

Every operational incident must be documented in writing within 24 hours of resolution. Documentation 
protects the property, supports insurance and dispute processes, and creates an operational learning 
record.

FIELD CONTENT

Date & Time of Incident [Date / Time of first report or discovery]

Incident Type [Power / Water / Wi-Fi / Complaint / Damage / Medical / Other]

Guest(s) Affected [Guest name, booking reference]

Description [Clear factual account — what occurred, when, observed severity]

Immediate Response [What was done within the first 30 minutes]

Service Providers 
Contacted

[Name / Contact time / Response given / ETA provided]

Resolution Method [What resolved the issue and how long it took]

Guest Impact [Was the guest experience materially affected? How?]

Compensation Provided [If applicable — what was offered, what was accepted]

Guest Outcome [Satisfied / Unresolved / Review risk / Escalated]

Systemic Recommendation [Should anything change operationally to prevent recurrence?]

Documented By [Full name / Role / Date of documentation]

  SYSTEM NOTES & VERSION CONTROL
  For internal operational use only — not for guest distribution

DOCUMENT Luxury Villa Guest Experience System — Villa Serenova

VERSION 1.0  —  Master Operational Template
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PREPARED BY Zantray Operations Group

REVIEWED 2026

NEXT REVIEW Quarterly, or following any significant operational incident

DISTRIBUTION Host · Property Manager · Senior Staff  —  CONFIDENTIAL

SETUP REQUIRED Complete all [BRACKETED] fields before operational deployment

Villa Serenova  —  Luxury Guest Experience System  —  Version 1.0
Prepared by Zantray Operations Group  —  Operational Excellence in Luxury Hospitality
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