


and FOCUS: Achieving Your Highest Priorities for all
employees. For a year and a half, more than 150
people were trained, including the entire hospital-
ity leadership team and a number of leaders from
other departments. “People are clamoring to take
the classes,” says 0’Callahan. “In fact, we can't of-
fer the training fast enough!”

In conjunction with the training, the company de-
veloped and implemented a web-based guest sur-
vey satisfaction system to measure guests’ intent
to return and to obtain consistent guest feedback.
The principles taught in the 7 Habits program re-
inforced the need for employees to exhibit higher
levels of proactivity, discipline, ownership and
follow-through to make the guest satisfaction sur-
vey system successful. The Colonial Williamsburg
Company also integrated principles from the 7 Hab-
its into their performance evaluations in order to
formally embed the principles into the fabric of the
organizational culture.

The Results

The results of implementing the 7 Habits train-
ing within the Colonial Williamsburg Company
has been astounding. Guest service has improved
dramatically, as shown by a consistent increase in

guests” “intent to return” responses over a two-
year period. This, in turn, has produced increased
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incremental revenue. The Williamsburg Lodge, Co-
lonial Williamsburg's “engine” for conferences and
group business, increased intent to return 9%
from 2004 to 2005 despite undergoing a major
renovation and restoration project during that

time.

The Guest Satisfaction Survey has become a tool
that employees use daily to engage in conversation
and develop relationships with their guests. Each
guest who takes the survey gets a response, either
a “thank you for your feedback,” or a response from
the department head or manager to resolve the cus-
tomer’s concerns to their satisfaction. This process
has become a vital part of day-to-day operations.

“Employees have realized that if they exceed cus-
tomer expectations in their individual roles as part
of the overall Colonial Williamsburg experience, the
company will grow as a result,” said 0'Callahan. “Ev-
ery department feels ownership and accountability
for our success, and increased guest satisfaction
and intent to return have resulted.”

In effect, there has been a cultural change through-
out the organization as employees have embraced
and implemented the 7 Habits in their own respon-
sibilities and have held each other accountable. The
bottom line result is that visitors are more satisfied
and more likely to make a return visit. W
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