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7 REASONS THAT SANDALS 
CUSTOMER SERVICE ROCKS  

By Evans Kerrigan, 
Managing Partner  
I recently had the opportunity to spend 
some time at Sandals Emerald Bay in 
Exuma. The location is beautiful: a 
wonderful beach, great food, great 
accommodations and all the amenities you 
could want. There is one aspect of the 
resort that stands out even more than all of 
these and that is the focus of customer 
experience of each guest from everyone on 
staff. 


Guests are greeted by every team member 
all over the property whenever they see 
them.  A smile, a wave and a greeting. It is 
the level of service we would always like to see in many organizations, but it really shows here. What 
are some ways that they are able to make this so consistent across a large workforce?  


I was curious, so I started talking with the staff and asking what made this place so special. Here 
are some of the nuggets that I heard:


Hire well 
Sandals does much of it’s hiring from the local communities around the properties. Wanting to instill 
the local Caribbean feel to each property, this makes sense. Another aspect of hiring from the local 
community is that they gather a workforce where courtesy is a way of life. 


“GROWING UP IF I DID NOT SAY HI TO A PERSON WHO WALKED BY, MY MOTHER WOULD POINT OUT THAT I 
WAS NOT BEING NICE.” - RINALD, SANDALS PHOTO SHOP TEAM MEMBER 

It is easier to find staff who will care and be personable if they were raised that way.
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“WE ALL KNOW EACH OTHER ON 
THE ISLAND,  IT IS NATURAL TO 
SAY HELLO AND WAVE TO EACH 
OTHER.” LAMON, SANDALS 
CONCIERGE 

 
There is a bit of an advantage 
hiring from small communities, 
where people have an 
expectation to connect with 
others. The rule for Sandals, like 
many companies, is to greet the 
customers. Here it is expected 
that you will greet all other staff 
the same way. This becomes 
just the general pattern for all 
interactions.  What a wonderful 
way of honoring all. The Head 
of Loyalty mentioned that they hire people who like people, they can train anything else.


Believe in your people and provide opportunities  
As I began talking with staff, they all talked of opportunities to move in the organization, learning 
new skills and growing. All talked about starting in their first job, but having the opportunity to grow.


“I HAVE BEEN ABLE TO WORK IN ENTERTAINMENT, WATER SPORTS AND NOW PHOTOGRAPHY, MANY 
OPPORTUNITIES TO GROW AND LEARN BY DOING WELL WHERE YOU WORK” - NELLY, SANDALS 
PHOTOGRAPHER 

Train for what you want  
Sandals provides training for the job skills as well as training around customer service and 
leadership for the staff. Several staff mentioned the opportunity to travel to other properties in other 
countries as a way to learn and grow.


“I HOPE TO TRAVEL TO OTHER LOCATIONS IN OTHER COUNTRIES FOR FURTHER TRAINING AND BRING THE 
LESSONS BACK HOME.“ - LAMON 

Collect feedback  
A robust feedback system is in place to capture comments from guests. The property uses a 
website feedback system to capture comments regarding compliments, concerns and requests.  


I used the system several times during the week. It was simple to use and to post my comments. 
The aspect that impressed me was the quick response from the manager of each area to any 

7 Reasons Sandals Customer Service Rocks �2

Photo Credit: Sandals via www.sandals.com 

http://www.sandals.com
http://www.sandals.com


Integris July 2015

comment. It was beyond collecting customer feedback to reacting to and taking action on customer 
feedback.

Engaged caring management  
Several members of the staff mentioned how engaged leadership is. The property General Manager 
knows the staff and what they aspire to and learning what talents they may possess to be able to 
grow and prosper.


Several staff mentioned someone in 
management who has helped them to 
grow.  It was brought up that 
management is looking for “diamonds 
in the rough.” If you start as a 
dishwasher, admittedly shy at the 
time, leadership might see more in you 
and you might end up to bellman and 
all the way to Concierge, being the 
face of the property to many guests.


The General Manager might be found 
not just greeting guests, but helping to 
load their luggage to go to their 
rooms. Managers can be seen serving 
guests snacks or drinks as part of the 
service team.


Reward the behaviors you hope for  
The property has several awards for staff to capture people doing the right things. The awards are 
around service, support for guests, being a great team player, etc. A sampling of the awards:


• Smile and Courtesy Award 

• Most Guest Nominations – employee mentioned most often by guests in the feedback system

• People’s Choice Awards – award won by votes from colleagues

• Team Player of the Year award


Awards focus on both the guests and the team. If you are part of a great team that respects each 
other, you can accomplish great things.
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Have fun 
From seeing the staff dance at a social hour and watching them joke with one another throughout 
our stay, it is obvious that the staff has fun. While keeping a sharp eye on the guests, they 
understand that the best service is provide by people who are having fun and love their work.


“I LOVE WORKING HERE. I LOVE MY JOB.” – LAMON 

I chose Lamon’s quote, but I heard a similar line from each of the people I talked with. People 
frequently start meetings or the day by sharing a joke or funny story with other staff. There is a spirit 
of play that much of the staff demonstrates throughout their work.


There is a saying that by your third visit to the Bahamas, you are half Bahamian. Seeing the way this 
staff enjoys their work and provides the highest level of service, makes me think this sounds like a 
pretty good idea.





Evans Kerrigan is Co-Founder & a Managing Partner of Integris Performance 
Advisors & BestBehaviors.com. With over 20 years of experience with 
Operational Excellence methodologies, Evans is a dynamic business consultant 
and has led improvements in many different industries. A certified Master Black 
Belt, he brings his experience in Strategic Planning, Customer Engagement, 
Leadership Development and Lean to help clients reach their goals.


Evans’ client list includes King County, Veterans Health Administration, Federal Bureau of Prisons, 
the City of SeaTac, Blue Cross Blue Shield, Trustmark Insurance and Bahamas Telecommunications 
Company (BTC). His diverse experience, engaging presentation style and understanding of the 
challenges of organization change implementation have made Evans sought after as both 
consultant and trainer.


Evans holds a Bachelor's Degree in Marketing from Virginia Tech and an MBA from Golden Gate 
University. He can be reached at Evans.Kerrigan@IntegrisPA.com. 


Family-owned Sandals Resorts International (SRI) has transformed itself 
from one brand and one resort in Montego Bay, Jamaica to become one 
of the most well-known and award-winning hospitality companies in the 
world. With five brands and 24 properties in seven countries including 
Antigua, The Bahamas, Grenada, Barbados, Jamaica, Saint Lucia and 

Turks and Caicos, Sandals Resorts International is the undisputed leader of Caribbean vacation 
experiences and remains fiercely committed to the region, dedicating itself to innovative resort 
development that in the words of Chairman and Founder Gordon "Butch" Stewart, "exceed 
expectations" for guests, associates and the people who call the Caribbean home. 
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Integris was founded for the purpose of expanding the existence 
of healthy organizations and great places to work. All our 
services are designed to drive innovative thinking, meaningful 
results and personal growth.


The Five Tenets of Integrated Performance Management™ 

Over the last decade, the Integris team has studied how organizations execute change in the pursuit of 
satisfying customers, engaging employees and managing financial resources. Our findings show that the most 
successful efforts come when organizations consider and apply “change concepts” in an interconnected and 
coordinated way. To help our clients optimize their efforts and deliver maximum ROI, we used our research to 
develop The Five Tenets of Integrated Performance Management™.
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Benefits of the Five Tenets of Integrated Performance Management™ 

The Five Tenets of Integrated Performance Management™ provide the intersection for some of the most 
powerful methodologies in use today, such as Strategic Planning, Leadership Development, Employee 
Engagement, Customer Satisfaction, Performance Measurement, Lean Process Improvement and Change 
Management. The Five Tenets™ model gives organizations an effective framework for planning and executing 
the most successful transformational change efforts possible.


1. Leadership At All Levels


Leadership does not rely on organizational titles or positions. Leadership depends only on having the skills, 
ability and motivation to inspire and engage others in the pursuit of shared objectives. Employees at every 
level – from the C-suite to the front line – can and should develop their ability to be leaders to those around 
them. 


2. Customer Experience


Organizations that employ a variety of customer feedback mechanisms are able to accurately define what 
customers require from their products and services, and to measure how satisfied and engaged they are with 
the organization. By incorporating that knowledge into everything they do, organizations can craft the best 
possible experience for their customers.  


3. Alignment of Strategy & Goals


Organizations must clearly define and communicate what success is, and how it is measures. Goals and 
metrics must be aligned and interconnected, from the organization’s strategic plan down to departmental, 
team and individual levels. Doing so ensures that every employee – top to bottom – understands what the 
organization is looking to accomplish, and how their individual role contributes to the achievement of that 
vision. 


4. Process Design & Improvement


All work is a process. Over time – as organizations grow, employees change positions, and customer 
requirements evolve – processes tend to become less efficient. By proactively designing how work gets done, 
and by relentlessly perusing continuous improvement, organizations can more effectively serve customers and 
more efficiently run the business. 


5. Workforce Capabilities & Engagement 


For most organizations, today’s capabilities will not be sufficient for achieving tomorrow’s goals. By defining 
the knowledge, skills and attributes that are critical to future success, organizations can more effectively plan 
and manage their employee development, succession planning and talent acquisition activities. Measuring 
employee engagement, the degree to which people will dedicate their discretionary efforts for the benefit of 
the organization, offers valuable insights that can be used to evolve organizational culture. 
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