Hospitality Customer Service Script Templates
Guest service scripts for hotels, restaurants, and venues covering reservations, complaints, upgrades, and special requests.
Reservation greeting
When to use: Use when a guest calls or arrives to book or confirm a stay.
Warm welcome
Good afternoon [guest name], and thank you for choosing [venue]. I am [your name], and it is my pleasure to get everything set for you.
Capture the details
So I have you for [date], and you mentioned [detail]. Let me make a note of that so the whole team knows and we can make it special.
Add a personal touch
Is there anything else that would make your time with us more comfortable? Whether it is a quiet table, an early arrival, or something for the [detail], we love getting these things right.
Confirm and reassure
Wonderful. You are all confirmed for [date], and I have your [detail] noted. You will receive a confirmation shortly, and if anything changes before then, just call and ask for me. We are genuinely looking forward to welcoming you to [venue].
Handling a room or table complaint
When to use: Use the moment a guest raises a problem with their room or table.
Apologize sincerely
[guest name], I am so sorry about the [issue]. That is not the standard we hold ourselves to at [venue], and I completely understand your frustration.
Fix it first
Let me put this right straight away. I am going to [fix] for you now, and I will make sure it is handled properly rather than patched over.
Check it landed
How does that sound? If the [fix] does not fully solve the [issue] for you, tell me honestly and I will keep working until you are comfortable.
Restore goodwill
Thank you for giving me the chance to make this right instead of just leaving unhappy. I have noted the [issue] so it does not happen again, and I would like the rest of your time at [venue] to be exactly what you hoped for. Please come straight to me if you need anything else at all.
Upselling an upgrade
When to use: Use at booking or check-in when a better option is available.
Read the moment
[guest name], since you are joining us at [venue], I wanted to mention something that might make your stay even better.
Paint the experience
We have a [upgrade] available for your dates. It would give you [benefit], which guests tell us makes a real difference to how relaxed they feel.
Keep it low pressure
It is completely optional, and your current booking is lovely as it is. I only mention it because it fits what you described, and I would rather you know than miss the chance.
Easy yes or no
Would you like me to add the [upgrade]? If now is not the right time, no problem at all, and the offer stands if you change your mind during your stay. Either way, [benefit] or not, we will take great care of you at [venue].
Special request handling
When to use: Use when a guest asks for something beyond the standard booking.
Welcome the request
[guest name], I am so glad you asked. Requests like your [request] are exactly the kind of thing we love to help with at [venue].
Confirm the detail
Let me make sure I have it right. You would like the [request], and it is for your [occasion]. Is there anything specific about it I should know so we get it just so?
Be honest about delivery
I can absolutely arrange the [request]. I would rather promise what I know we can deliver than overcommit, so here is exactly what you can expect from us.
Follow through
I have noted your [request] and shared it with the team, along with the reason it matters for your [occasion]. It will be ready for you, and I will personally check before you arrive. Thank you for trusting us with something that clearly means a lot.
Late check-out request
When to use: Use when a guest asks to stay past the standard check-out time.
Acknowledge warmly
Of course, [guest name], I would be happy to look into a later check-out for you. Let me check what we can do today.
Give a clear answer
Good news, I can extend your check-out to [new time] at no extra charge. That should give you a more relaxed morning without watching the clock.
Offer a backup if needed
If you find you need even more time, we also have [alternative], so you are free to enjoy [venue] or the area rather than rushing off.
Confirm and close
So you are all set until [new time], and [alternative] is there if you want it. I have noted this on your reservation so housekeeping knows not to disturb you. Enjoy your last few hours with us, and just call the desk and ask for [your name] if you need anything else.
Post-stay thank-you and review
When to use: Use a day or two after a guest checks out or dines with you.
Thank them first
Hi [guest name], it was a genuine pleasure having you at [venue]. Thank you for choosing us and for being such a lovely guest.
Make it personal
I hope the [detail] lived up to what you were hoping for. Moments like that are exactly why we do what we do, and it meant a lot to help make them happen.
Invite honest feedback
If you have a spare minute, we would be grateful if you shared your experience at [review link]. Your honest thoughts, good or bad, help us take even better care of the next guest.
Warm goodbye
And whether or not you leave a review, please know the door at [venue] is always open to you. Next time you visit, tell us and we will remember the [detail] so it feels like coming back to a place that knows you. Safe travels until then.
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