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How to create a guest-centered culture 
through eLearning
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We are hosts, first 
and foremost!
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The 
challenge
“Our staff come from 50+ 
countries worldwide. We need to 
help everyone understand the 
organization’s values and apply them 
to their daily work. We know this will 
lead to a superior guest experience 
globally. 
 
We ground our operations on a set of inspirational statements about cultural values, 
employment brand and customer service excellence. We want managers to be able to 
communicate these effectively during their pre-shift meetings and translate them into 
everyday actions that anyone can do.
 
This is not working well, as the cultural statements are often hard to comprehend and 
managers tend to skip talking about them, focusing more on operational matters.
 
In addition, we’ve no idea who has briefed their team on matters of culture and who 
hasn’t, and we certainly can’t tell how effectively knowledge has been communicated. 
In other words, the process is unmanaged and we can’t evaluate the learning results.”

The
solution
We adopted a holistic approach 
to the client’s challenges, starting 
with a workshop that helped us 
identify needs with total clarity and 
witness first-hand the problems faced by 
managers when communicating cultural 
concepts during coaching sessions.

As part of the project, our instructional designers translated the client’s cultural 
statements into real-life examples and best practices. Based on this, they developed 
expository eLearning content for 180 coaching sessions.

The content was hosted on a custom cloud-based Learning Motivation Environment 
based on Lykio (www.lyk.io), allowing managers to facilitate the infusion of cultural 
values into daily operations, and motivating facilitators and trainees to become 
owners of the learning process.



…on a daily basis
Motivated by a custom-built gamification schema, trainees 
themselves can log into the system whenever they want and access 
supplementary consolidation & practice sections. Therefore, the 
transfer of knowledge continues well after the briefing has ended.
Active engagement is acknowledged and receives enterprise-wide 
visibility.

Memorable learning 
experiences… 
Accessible through any device, the system guides facilitators 
through engaging and effective presentations, with plenty 
of opportunity for colleague participation. An all-important 
feedback mechanism is also provided. In addition, custom 
reporting modes and functions were designed for the facilitator 
and the learning officer.
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Talking about ideology has 
become much more fun… Having 
guidance for my daily briefings 
has made my work day much less 
stressful!

Measurable
success
At the same time, through in-system feedback 
mechanisms, the organization can compare learning 
metrics of today to those of the past – and see the 
impact their investment in eLearning is having. In 
addition, they are in constant interaction with the 
end users, hearing their thoughts and feedback.

Meaningful
reporting
The system records and effectively communicates
who has done what, who is lagging behind, and who 
the high-flyers are. Management knows where inefficiencies 
lie, and can root them out. But most importantly, they are able 
to identify knowledge ambassadors among their staff, which 
was impossible before.

This makes it really easy to provide 
examples, which is what I had most 
difficulty with before… Colleagues 
come back and tell me they’ve 
implemented what they learned 
yesterday in client interactions, 
which almost never happened before.

The content encourages 
interesting discussion (and 
intense debate at times!) The 
simplicity of the platform helps 
a lot, too.
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Before
Initiative

22

59

18

After
Initiative

92

8

    Not confident      Fairly confident to confident     Very confident
 (response value <6)  (response value 6-7)  (response value 8-10)

         

         

How confident do you feel when briefing your colleagues 
on matters of ideology and culture?
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We design 
eLearning solutions 
tailored to your culture, 
audience and needs

At CCS, we know what learning and development means 
to hospitality professionals and the impact it has on your 
guests’ experience. 

Contact us for a free 2-hour discovery workshop.

www.ccseducation.com

Excellence begins 
with knowing how

8-page print2.indd   8 5/17/16   12:21 PM


