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Service becomes top priority for Staycity

	A renewed focus on customer service is paying dividends for serviced apartment operator Staycity with a 10% rise in guest

satisfaction scores in the third quarter of 2014.

?Guest satisfaction is something we take very seriously at Staycity. It's a huge focus for us,? commented COO Keith Freeman.

?Customer service has become one of the absolute keys to success in hospitality and we are aiming to go over and beyond our

guest's expectations.?

The company, which currently operates 1,000 apartments across the UK and Europe, has introduced a series of measures designed to

enhance the customer experience including additional customer service training for front- and back-of-house staff, advanced

customer service skill training for managers, and the implementation of added value measures such as high-speed Wi-Fi across the

estate.

In addition the group's reception staff undertake a four-week induction course covering local knowledge, enabling them to offer

advice to customers on where to go and how to get there and managers have become more visible to guests during key times of day.

Guest satisfaction at Staycity is tracked using the NPS (Net Promoter Score) system based on likeliness of recommendation;

customer feedback forms on cleanliness, service and value for money; and an online reputation monitoring tool tracking the

company's performance over 100 channels.

Extensive weekly reports are generated to show guest satisfaction results, which are circulated to everyone in the company and

reviewed at weekly quality meetings. While several Staycity properties achieve guest satisfaction scores of 9/10 every week, the

company's goal is to achieve these levels across its estate.

?We are very proud of the result in Q3, given its the company's busiest trading period, where rates are higher and value for money

can influence expectations,? said Freeman.

As an added incentive Staycity is offering cash prizes totaling £15,000 to teams and members of staff achieving outstanding

customer service in the last quarter of 2014.

?We want to recognise those team members that continually perform their job really well and work hard to ensure team goals are

achieved,? he said.

?Demonstrating the right attitude and providing service with a smile from someone who really cares makes all the difference to

guests.?

Staycity operates across eight European cities including Birmingham, Dublin, Edinburgh, Liverpool, London Heathrow, London

Greenwich, Manchester, Paris and Amsterdam. The company is on target to expand to 5,000 apartments over the next five years and

recently announced the signing of a 35-year lease on a site in London's prestigious Covent Garden, giving the company 106 studio

apartments. www.staycity.com
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About Staycity

Staycity is a privately held company with headquarters in Dublin, offering quality short-term apartment lettings in city centre

locations. The majority shareholding is held by the founders and management, while some 40% is held by Irelandia, the investment

vehicle of the Ryan family, one of Ireland's wealthiest families.

Staycity's business model is based on long term, full repairing and insuring leases and increasingly, management contracts.

Apartments are fitted with the aim of giving customers what they want, while stripping out extraneous features for which the

travelling public does not necessarily want to pay.

All properties feature 24 hour reception with many offering private car parking facilities on site as well as providing fully equipped

kitchens with dining room, lounge and bathroom. Additional apartment features include complimentary Wi-Fi access and flat screen

TV while weekly housekeeping is also included. Ideal for both short and long term use, all properties come with a high emphasis on

comfort and convenience.
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