QTR 3, 2021

In a joint venture/ Managed
property on July 22nd, 2021, we took
over the SpringHill Suites of
Ardmore Oklahoma!

On August 4th, 2021, we took over
ownership of the Hampton Inn of
Sandy, Utah!

2021 QTR 3 STR DATA

OCC
Index

2021 QTR 3 Portfolio
Average Index

2021
Qtr 3 Portfolio
Average Change %

RevPAR
Index

105.56 106.18

Q3 2021
Our Portfolio

Q3 2021
Comp Set

OCC Chng %

OCC Chng %

33.61

ADR
Index

28.39

Q3 2021
Our Portfolio

112.44

Q3 2021
Comp Set

Q3 2021
Our Portfolio

Q3 2021
Comp Set

ADR Chng % ADR Chng % RevPar Chng % RevPar Chng %

31.06

36.79

75.54

75.91

Repairs and upgrades!!
We welcomed several new General Managers to our
team this quarter!
Kadin Hatch- Fairfield Inn, Provo
Rebecca Connolly- Comfort Inn, Orem
Jennifer Swaffar- Holiday Inn Express, Heber
Danira Arellano- Holiday Inn Express, Palm Desert
Mindy Bradford- SpringHill Suites, Ardmore

• MAJOR elevator repairs at the
Hampton Inn of Provo
• Major parking lot upgrades at the
Holiday Inn Express of Price
• New washer at the Hampton Provo
• New landscaping at the SpringHill
Suites, Provo

We Celebrated National Housekeeping Week from September 12th-18th!

GETTING TO KNOW YOU… KEELY WILSON!
Keely Wilson is currently the General Manager for the SpringHill Suites of Provo Utah!
Keely has been with Status Hospitality for 2 and a half years as the GM for this location.
Keely loves spending time with her family, camping, hiking, fishing, going to the park, and
going out to eat at new places! Keely also enjoys
making amusing videos and always ads levity to all
situations! Keely is currently working to get her real
estate appraiser license (NOT selling houses!) and is
excited to eventually finish her training in Wyoming
with her dad.
Some of Keely’s favorites!
Color- Purple
Animal- Her Sammy boy! (Dog)
Snacks- ALL the snacks!
Candy- Peanut M&Ms
Ice cream- Chocolate or waffle cone
Movie- The Benchwarmers and Remember the
Titans
Restaurant- Red lobster baby!

When Your Customer Experience Hits a “Bump in the Road”
By Shep Hyken, Customer Service and Experience Expert, Keynote Speaker and Bestselling Author
One of our faithful subscribers sent in a question. While he’s in the hospitality industry, this could apply to any type of business. There
have most likely been times that many of us have fallen short in taking care of our customers. It could be an isolated incident, which is
easy to fix. But what happens when it becomes a trend? With that in mind, here’s his question, followed by my answer and comments.
He writes:
I would love to get some service-related feedback. My hotels have struggled this year with our service scores. In years past both of my
locations were consistently in the top 30% of brands. This year we have been in the
bottom 30%. Any advice/ideas to get our scores moving in a positive direction would be
greatly appreciated. Thank you in advance.
My answer to him was as follows:
This is a big question that could have many answers. There are lots of variables.
Consider these five questions:
Do you have the same number of employees, or did you cut employees because of the
pandemic?
Is there a common complaint you’re hearing over and over?
Is there one person (or more) that you know is causing the problem?
Do you consistently train and have daily or weekly huddles where you discuss the
service opportunities that were missed in the last day (or week)?
Do you provide ongoing reinforcement or training to keep your employees guestfocused?
You don’t need to answer me. These questions are for you and your management
team. Hope they are helpful.
I think you’ll agree that you don’t have to be in the hotel or hospitality industry to benefit from answering these questions. Other than the
first question, which mentions the pandemic, these questions could be appropriate any time you notice a slip in your ratings and/or
reviews. There are many reasons that ratings could drop. It could be a downturn in the economy. It could be supplier issues. It could be
a hiring problem. It could be that a competitor is delivering a better experience. The list could go on and on.

As we wrap up here, there is something important to point out. This hotel owner knew his ratings were slipping and wanted to do
something about it. So, consider these three steps. First, there must be a way to measure the experience. Second, beyond the feedback,
listen to what customers and employees are saying, which gives your measurement some context. And third, once you have data and
feedback, do something about it. Breaking that down into three words: measure, interpret, and act. That’s a valuable formula for any type
of business.

