Customer Service

Good customer service is about putting customers first and providing fast, friendly and accurate service that customers expect.

1. The following headings are used in Customer Care guidelines:

PREPARE


GREET


LISTEN


CHECK


PRESENT


THANK

Explain what you think each means:

2. Which of these greetings at a hotel reception are appropriate? 

Tick the right ones and cross the wrong ones.






3. Dealing with complaints is about LAST:

L

A

S

T

What words do you think these initials stand for?

4. When you have worked it out, explain what each word means:

1) L

2) A

3) S

4) T

5. Customer Service standards are set by most establishments. These standards either say what has to be done or said in situations or describe how to perform a task  competently. 

For example:

Receptionists wear name badges and have to answer the phone before the fourth ring.

A positive personal image to customers means: treat customers in a courteous manner, maintain standards of appearance and try to be very helpful to customers. 

Fill in the chart below of some examples of customer care standards. 
	Activity
	Minimum standard to be achieved
	When / how it will be checked

	Answering the telephone
	Answer before --
	Use of mystery guest – or manager on a regular basis

	Greeting at reception
	Acknowledged within --


	

	Making sure the toilets are cleaned
	
	Head housekeeper – supervisor to --

	Making sure staff have the right product knowledge
	
	


How may I help you?





Hang on. Won’t be a minute





Rough journey was it?





Good morning, Mr Smith





Checking in are you?





Did you have a good journey?





Would you like to take a seat? I won’t be a moment








