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Module 6: Professional communication in the hospitality
sector

I Module Overview

In this module, learners are introduced to basic elements of professional
communication they may need when working in the hospitality industry. They
learn phrases and terminology used in the hospitality industry, practice verbal
and written communication they may have with guests on a professional level
in different posts of their hospitality entity. This also includes knowledge about
intercultural and intergenerational communication practices that are
important elements for ‘addressing’ guests with different cultural, ethnical and
or religious background. It also covers to understand targeted communication
towards vulnerable guests and shows different target guest profiles, active
listening, prompt and accurate response giving tools and techniques,
including modern communication-supporting technology (like online
promotion via social media, email correspondence at the appropriate tone,
telephone replies to reservations or complaints).

Business Communication Duration (Hours) \

Classroom-based Learning Content Delivery 15
Individual Work 4
Assessment 1

Theoretical and Practical Learning Practices

implemented in a
VET environment
simulating real-

life situations
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. Learning Units Overview

LU6.1 - About the importance of professional 1
communication in the hospitality industry

LU6.2 - Modern communication channels and means 3
for the sector, including new technology

LU6.3 — Good practices in the communication with 3
customers
LU6.4 - Intercultural and inter-generational 3

communication, and the impact of other guest
profiles on communication

LU6.5 — The role of communication in marketing the 3
hospitality services

LU6.6 — Professional communication skills for 2
interacting with colleagues and supervisors

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 2
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1. Learning Unit 6.1: About the importance of professional
communication in the hospitality industry

» Learning Unit Description

This unit focuses on the importance and necessity of excellent
communication in the hospitality industry with guests, as well as the
‘two-way communication’. It is a sort of introduction into the topic in this
specific industry.

« Learning Outcomes and Objectives

. : S Duration
Learning Outcomes Learning Objectives
(Hours)
LO6.1 Define the 6.1.1 Professional communication
importance of in hospitality
professional o 1
6.1.2 Two-way communication in

communication in the

hospitalit
hospitality industry ospraity

e Learning Outcome 6.1 - Activities and Reference Sheets

e LOG6.1 Define the importance of professional communication in
the hospitality industry.

[I=TelgallpleNelo]=IGi{\VII G.1.1 Professional communication in hospitality

By focusing on effective commmunication strategies in the hospitality sector,
learners can gain insights into the various aspects of communication
management and its impact on overall guest satisfaction and business
success. (See reference sheet 6.1.1.a)

Professionalism and etiquette in hospitality communication: following a
communication etiquette appropriate in hospitality can give learners the
mindset needed to communicate effectively. See reference sheet 6.1.1b).

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 3
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[E=TolgpllpleNeloI I\l G.1.2 TWO-way communication in hospitality ‘

Two-way communication in hospitality refers to the exchange of information,
ideas, and feedback between hospitality providers (e.g., hotel staff, restaurant
servers, tour guides) and guests in a mutual, interactive manner. This form of
communication involves both parties actively participating in the dialogue,
with each side listening, responding, and engaging with the other to ensure
effective communication and understanding.

In the context of the hospitality industry, two-way communication plays a
crucial role in facilitating positive guest experiences, building guest
relationships, and addressing guest needs and concerns promptly and
effectively. There are typical key aspects of effective two-way communication
in hospitality to remember. (See reference sheet 6.1.2)
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2. Learning Unit 6.2: Modern communication channels and means
for the sector, including new technology

» Learning Unit Description

Communication can use different channels and means. Learners in the
hospitality sector should learn in this unit what channels/types of
communication are commonly used in their sector for which purpose
and/ or targets, and become sensitised to possible communication
barriers in the hospitality industry.

« Learning Outcomes and Objectives

Duration
(Hours)

Learning Outcomes Learning Objectives

6.2.1 Channels of communication:
verbal, nonverbal, para-verbal,

LO6.2 Name channels and written communication

and means of 6.2.2 Effective simple digital
communication in the communication means for 3
modern hospitality communication

industry

6.2.3 Typical communication
barriers in the hospitality industry

e Learning Outcome 6.2 - Activities and Reference Sheets

e LO6.2 Name channels and means of communication in the
modern hospitality industry

6.2.1 Channels of communication: verbal/non-verbal

Learning objective . o
and para-verbal, written communication

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 8
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Communication channels and communication means are two related
concepts that refer to different aspects of the communication process. (See
reference sheet 6.2.1.0)

Clear and effective written communication is crucial for maintaining
operational efficiency and service quality. Effective written communication
skills are essential in modern hospitality for conveying information, building
relationships, managing guest experiences, and promoting business success.
Hospitality professionals should prioritise clarity, professionalism, and
customer-centricity in their written communications to enhance guest
satisfaction. However, this is also valid for verbal communication, and
important non-verbal communication cues such as body language, gestures,
facial expressions, eye contact, and tone of voice play a crucial role in
conveying messages and creating a positive guest experience. (See reference
sheet 6.2.1.b).

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 9
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Individual Work Assignment 1: Introduction to the concept of nonverbal
communication and its significance in hospitality settings

Materials: paper, pen, or PC, tablet, or mobile phone to get access to the
examples, mark findings, and take notes.

Instruction:

Step I Provide examples of how nonverbal cues can influence guest trust,
comfort, and the overall perception of the quality of service. You can hand
them out to the class, or provide the situation description as digital text.

Here is an example to start with that can be shortened to any of the
considered hospitality departments but gives, in its total, a good view into
a guest journey and communication experience at a hotel:

Introduction:

In the capital of Austria, the Bristol Hotel is known for its luxury and
hospitality. With its opulent interiors, impeccable service, and stunning
views of the city skyline, the hotel has earned a reputation for delivering
exceptional guest experiences. However, beneath the grandeur lies a
secret weapon that sets Bristol apart from its competitors: the power of
nonverbal communication.

Setting the stage:

As the hotel's busy holiday season approaches, the staff at the Bristol are
gearing up for an influx of high-profile guests, including celebrities,
business tycoons, and foreign dignitaries. Among them is Mr. David Chen,
a renowned international businessman known for his discerning taste and
exacting standards at the hotel.

The Arrival:

On a crisp December morning, Mr. Chen arrives at the Bristol, greeted by
the hotel's doorman, Adam. With a warm smile and a confident handshake,
Adam welcomes Mr. Chen and escorts him to the lobby. As they walk,
Adam subtly mirrors Mr. Chen's relaxed stride and maintains eye contact,
exuding professionalism and attentiveness.

Check-In:

At the front desk, receptionist Niki takes over, seamlessly guiding Mr. Chen
through the check-in process. Despite a busy lobby full of guests, Niki

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SE(
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Room Assignment:

As Mr. Chen is escorted to his luxurious suite on the top floor, he is
accompanied by bellboy Simon. Simon carries Mr. Chen's luggage with
ease, effortlessly navigating the hotel's corridors and elevators. Despite the
physical exertion, Miguel remains poised and polished, his confident stride
and respectful demeanour reflecting the hotel's commitment to
excellence in service.

Dining Experience:

That evening, Mr. Chen dines at the hotel's Michelin-starred restaurant,
where he is attended to by server Robert. With impeccable timing and
grace, Robert anticipates Mr. Chen's needs, offering menu
recommendations and wine pairings with a genuine smile. His attentive
gaze and subtle nods of approval signal Mr. Chen's trust in her expertise,
solidifying his positive impression of the restaurant and the hotel as a
whole.

The Aftermath:

As Mr. Chen completes his stay at the Bristol, he reflects on his experience
with a sense of satisfaction and admiration. While the hotel's amenities
and services were undoubtedly top-notch, it was the nonverbal cues
exhibited by the staff that left a lasting impact on him. From the doorman’s
welcoming smile to the server's attentive gestures, every interaction
contributed to Mr. Chen's trust, comfort, and overall perception of the
hotel's quality of service.

Conclusion:

In the competitive world of hospitality, the Bristol stands out not only for its
luxurious accommodations and exquisite dining options but also for the
unwavering commitment of its staff to excellence in nonverbal
communication. By recognising the power of nonverbal cues in influencing
guest trust, comfort, and perception of service quality, the hotel has set a
new standard for hospitality experiences that leave a lasting impression
on even the most discerning of guests, like Mr. Chen.

Step 2: Learners should find and mark in the example the non-verbal cues

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 13
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6.2.2 Effective simple digital communication means
in modern hospitality entities

Learning objective

While digital communication means encompass the broad categories of
communication channels used digitally, digital communication tools are the
specific technologies or applications that enable and enhance digital
communication within those means. Effective digital communication tools are
booming (see reference sheets 6.2.2.b and 6.2.2.c), and individuals and
organisations have different preferences for using one or the other for
enhancing collaboration, streamlining communication processes, and
maintaining efficient and productive interactions in today's digital world. The
preference for digital communication tools may vary depending on individual
needs, preferences, and specific use cases. (See reference sheets 6.2.2.a and
6.2.2.0).

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 15
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Activity 6.2.2: Scenario-based training exercise

Develop a better understanding of when to use specific digital
communication tools, enhance customer service skills, and improve the
ability to effectively communicate with guests in various situations.

Materials: paper and pens
Instruction:

Step I Introduce the following task to the learners: Create a list of common
customer service scenarios that hospitality professionals may encounter.

Example answers could be: handling a guest complaint, responding to a
booking inquiry, sharing promotional offers, or providing personalised
recommendations.

Step 2: Ask the learners to identify a range of digital commmunication
means that can be used in the hospitality sector.

Example answers could be: email, social media platforms (such as
Facebook, Instagram, Twitter), messaging apps (such as WhatsApp,
Messenger), review platforms (such as TripAdvisor), and the company
website.

Step 3. Assign each scenario to individual or small groups of participants
and ask them to determine the most appropriate digital communication
means to address the situation.

Encourage participants to consider factors such as the urgency of the
communication, the level of personalisation required, the target audience,
and the nature of the message.

Step 4: Have participants share their reasoning behind their choices and
discuss the advantages and limitations of each digital communication

mMmanne in Aiffarant c~ranArine DrnviAda fooAhnrl AnA AllidAnca An thao
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6.2.3 Typical communication barriers in the
hospitality industry

Learning objective

Addressing communication barriers in the hospitality industry requires
proactive measures, such as providing language training, engaging in cultural
sensitivity, ongoing communication training, fostering a culture of open
communication, utilising effective technology solutions, and using feedback
mechanisms to enhance communication effectiveness and guest

satisfaction. Typical communication barriers are included in reference sheet
6.2.3.

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR
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Activity 6.2.3.a: Example case “Cultural Communication Barriers in the
Hospitality Sector”

Materials: paper, pen, or PC, tablet, or mobile phone to get access to the
examples, mark findings, and take notes.

Instruction:

Step I. Ask the learner group without going or commenting on their
statements if they have any experiences in communications with people
from different cultures. They might think of what they have seen on TV or
during the holidays, too.

Step 2. Distribute the example scenario, and let them form groups to imagine
what potential communication barriers might be with the guests from the
suggested countries.

Scenario: A luxury hotel in a major city attracts guests from diverse
cultural backgrounds. One day, a group of international guests arrives at
the hotel for a business conference. The guests come from different
countries, including Japan, Brazil, France, and the United States. Upon
check-in, the receptionist greets the guests with a warm smile and offers
a tour of the hotel facilities. However, cultural differences and
communication barriers soon become apparent.

Step 3. After some 15 to 20 minutes, discuss the results in a group for some 15
minutes. Find possible issues below.

Possible communication issues:

« Language Barriers: The receptionist, while proficient in English,
struggles to communicate effectively with guests who speak limited
English. The Japanese guests prefer to communicate in their native
language, leading to misunderstandings and delays in check-in

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 24
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« Nonverbal Communication: The French guests rely heavily on
nonverbal cues, such as body language and facial expressions, to
convey their emotions and intentions. However, these subtleties may
not be readily understood by staff members from other cultures,
resulting in miscommunication or misinterpretation of guest needs.

+ Service Expectations: The American guests, accustomed to fast-
paced and attentive service, may feel frustrated by the slower and more
reserved approach of the hotel staff. This discrepancy in service
expectations can lead to dissatisfaction and negative reviews.

[ PN R R DN RPN VS § PN =y SRR N

Individual Work Assignment 2: Cultural differences
Materials: PC/ tablet/ mobile phone

To deepen your knowledge and find out more cultural different

communication traits, visit this website:
https://www.autoeurope.com/travel-blog/european-hand-gestures-
body-language-culture-crash-course/, or
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3. Learning Unit 6.3: Good practices in communication with
customers

» Learning Unit Description

In this unit, participants will gain some theoretical knowledge, and get
the opportunity to learn from and experience good practices in
communication with hospitality guests, be it letter and email writing
applying proper structure, formatting, and appropriate tone, or active
listening in communication and phone calls, taking reservations, and
handling guest inquiries over the phone.

« Learning Outcomes and Objectives

Duration
(Hours)

Learning Outcomes Learning Objectives

6.3.1 Practice written
communication in letters and
emails to hospitality guests/

customers
LO6.3 Repeat the 6.3.2 Active listening in personal
communication communication in the hospitality
principles in the industry 3
hospitality sector with
P y 6.3.3 Techniques for effective
customers

guest engagement

6.3.4 Telephone communication
rules (etiquette) in the hospitality
sector

e Learning Outcome 6.3 - Activities and Reference Sheets

e LOG6.3 Repeat the commmunication principles in the hospitality
sector with customers

26
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6.3.1 Practice written communication in letters and

Learning objective . .
emails to hospitality guests/customers

While earlier written communication has already been a topic in this module,
it is time to practice what has been said also in particular example situations.
In the hospitality industry, both letters and emails have their own advantages
and are used in different scenarios based on the context and purpose of
communication. (See reference sheet 6.3.1.a and 6.3.1.b)

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 27
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Activity 6.3.1: Letter or email?

Materials: flipchart and pens, or white board and post-it provide two
colours), and individual pens

Instruction:

Step I Handout post-its in case you prefer them to a flipchart. Each learner
should have 4-5 of two colours.

Step 2: Write on the right side on top of the white board “Letter” and on the
left “email”. If you use a flipchart, use two pages and write in the middle of
the page on one “Letter” and on the other “email”, put one on the table at
one end of the room, the other on a table on another end of the room so
learners can commute from one to the other and spread over the room.

Step 3. Ask the learners to think of when to rather use the one and when
the other. They shall use (define which) one colour for letters and post it
there, and the other for emails and post it under the respective lines on the
white board; in case you prefer the flipchart, they should simply write it
down on the respective page.

Step 4: After 10 minutes. They shall gather around the result.

Step 5: Ask them to structure the results by moving what is similar on the
post-its within one page together, finding their own order; or using different
pen colours putting circles around the text on the flipcharts. Depending on
the number of statements, they should close the activity within 5-10
minutes.

Step 6: Discuss with them in some 15 minutes what they think about the
result and see with them what might be missing or not a good practice
after all. (Exomple statements are included in this activity)

Step 7- Use the obpbortunitv to also remind them of sbecific example letters/

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 29
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Statements could include the following
For Letters:

1. Formality: Letters are typically considered more formal than emails
and are often used for official communication and documentation
within the hospitality industry.

2. Tangibility: Letters provide a physical, tangible document that can
be kept for records or as a memento by the recipient.

3. Personal touch: Handwritten letters or printed letters on letterhead
can add a personal touch and convey a sense of importance to the
recipient.

4. Slower response time: Due to the physical delivery process, letters
may take longer to reach the recipient and receive a response
compared to emails

For emails:

1. Speed: Emails are instant and allow for quick communication,
making them ideal for time-sensitive matters or urgent requests in the
hospitality industry.

2. Cost-effective: Sending emails is a cost-effective way to
communicate with guests, business partners, or colleagues without
the expenses associated with postage and printing.

3. Interactive: Emails allow for interactive communication through
hvoerlinks. attachments. imaaes. and multimedia content.

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SE(
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Individual Work Assignment 3: Example letter

Materials: paper, pen, or PC/ tablet to write the letter.

Instruction: Read through this and define what is good in it and why
Example Letter:

[Sender's Name]

[Sender's Title]

[Sender's Hospitality Establishment]

[Sender's Contact Information]

[Date]

[Recipient's Name]
[Recipient's Title]
[Recipient's Hospitality Establishment]

[Recipient's Contact Information]
Subject: Request for Additional Amenities for Guest Room

Dear [Recipient's Name],

| hope this letter finds you well. | am [Your Name], the Front Desk Manager
at [Your Hospitality Establishment]. | am writing to request the addition of
a mini-fridge and extra pillows in Room 302 for our guest, Mr. Smith, who is
staying with us for the week.

As Mr. Smith has specific dietary needs that require refrigeration, having a
mini-fridge in his room would greatly enhance his comfort and
convenience during his stay. Additionally, providing extra pillows will
ensure that he has a comfortable rest throughout his visit.

| kindly request that these amenities be added to Room 302 by tomorrow
morning. Your prompt attention to this matter is greatly appreciated, as it

~ PRI n e r
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Good Practices:

To Avoid:

e Clear and concise
communication

Using jargon or technical
language

e Personalised and polite tone

Ambiguity or vague requests

e Specific and actionable requests

Informality or unprofessional
language

e Professional formatting and
structure s

Neglecting to proofread for
errors.

Individual Work Assignment 4: Formatting tips online

Materials: PC/tablet/mobile phone

If you are not so experienced in formatting a text document, there are
many tutorial videos available on the internet. An example can be found
here to remember in MS formatting a Word document type:

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR
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Individual Work Assignment 5: Letter writing
Materials: paper, pen, or PC/tablet/mobile phone to write the letter

Based on a concrete situation at the hospitality sector, the learners should
write one letter to answer this situation. Distribute the letters to other
learners who shall peer review them and write an answer letter.

Example context:

+ Welcome Letter to New Guests: Write a personalised welcome letter
to new guests who have made a reservation at your fictive hospitality
business, introducing the establishment, highlighting amenities, and
providing important information about their stay.

« Apology Letter for Service Issue: Craft a formal apology letter to a
guest who experienced a service issue during their stay at the fictive
hospitality business, acknowledging the problem, expressing regret,
and offering a resolution or compensation.

+ Thank You Letter to Regular Customers: Write a gratitude letter to
loyal customers of the fictive hospitality business, thanking them for
their continued patronage, offering special discounts, and inviting
them to return for future visits.

+ Invitation Letter for Special Event: Create an invitation letter to
guests inviting them to a special event hosted by the fictive hospitality
business, such as a grand opening, anniversary celebration, or themed
event, outlining the details and RSVP instructions.

« Confirmation Letter for Group Reservation: Develop a confirmation
letter for a group reservation at the fictive hospitality business,
detailing the booking details, room allocations, special requests, and
any additional group-specific information.

+ Feedback Request Letter: Write a feedback request letter to guests
who have recently stayed at the fictive hospitality business, asking for
their inout on their experience. satisfaction levels. suaaestions for

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 34



2023-1-1S01-KA220-VET-000158090 J (/’ b

READY

6.3.2 Active listening in personal communication in
the hospitality industry

Learning objective

Active listening is a critical component of effective communication in the
hospitality industry, as it involves fully engaging with guests, understanding
their needs, and demonstrating attentiveness and empathy. It can help
making guests feel valued, respected, and understood. When hospitality
providers actively listen to guests’ feedback and concerns, they show a
genuine interest in meeting guests’ needs and exceeding their expectations.
This can result in increased guest loyalty, positive word-of-mouth referrals,
and a competitive advantage. Knowing some principle techniques can help
demonstrate attentiveness and empathy, leading to more meaningful and

effective communication with guests. (See reference sheets 6.3.2.a and
6.3.2.b)

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR

Q



L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 36




L]
2023-1-1S01-KA220-VET-000158090 J (/’
R

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 37




[ ]
2023-1-1S01-KA220-VET-000158090 J (/’ b

READY

Activity 6.3.2: Active listening to understand and respond to guest needs
Materials: paper and pens
Instruction:

Step I Inform the learner group that you are about to practice active
listening in a role-playing exercises, and will have feedback sessions after
20 min. to hone active listening skills, improve the ability to understand and
respond to guest needs, and cultivate a culture of attentive service
delivery.

Step 2. Depending on the group size, try to split the group in pairs of four,
giving two the observer role, two the acting roles. One is a hospitality staff
member and has one observer, the other is the guest and has the second
observer.

Step 3: Tell the observers to pay attention to verbal, non-verbal and para-
verbal cues besides active listening elements of their acting peers by
taking notes individually.

Step 4: Hand the situation cards to the other two and give them 5 min. to
prepare before they start with the role-play.

Step 5: After 15 min,, stop the roleplay and let the observers give their view
on particular active listening elements they noticed — good and not so
good ones. Give the group 15 more minutes to discuss the results.

Situation card: server

You are a server at a busy restaurant, and you have been informed
that one of your guests has a severe seafood allergy. As you approach
the table to take their order, the guest expresses their concern about
potential cross-contamination and asks for recommendations for safe
seafood-free options on the menu.

Your task is to actively listen to the guest's concerns, acknowledge their
dietary restrictions, and provide personalised recommendations while
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Situation card: guest

You are a quest and are visibly anxious about your seafood allergy. You
are looking for reassurance and guidance in selecting a safe and
enjoyable seafood meal.

Individual Work Assignment 6: Follow-up reflection based on the Active
listening activity

Materials: paper, pen, or PC/ tablet/ mobile phone to write down some
strategies on how to improve the individual performance.

For the actors, they can take the provided feedback and input as a basis.
The observers should think of a similar situation and reflect on good and
not so good aspects of their active listening skills then.

They could take notes in two columns: the first about the elements they
might like to improve, the other about strategies how to improve them.

You can read more about this topic here: https://instituteod.com/octive—
listening-why-difficult/ and
https://www.bhf.org.uk/informationsupport/heart-matters-
magazine/wellbeing/how-to-talk-about-health-problems/active-

[I=TelqallpleNeloJCIG{\-II G.3.3 Techniques for effective guest engagement

Applying techniques for effective guest engagement, hospitality businesses
can create meaningful connections, drive guest satisfaction. It is important to
stay responsive and accessible across multiple platforms to ensure seamless
communication, but also to engage users in communications, like offering
they can share user-generated content, testimonials. This can build credibility,
increase trust, and attract new guests. (See reference sheet 6.3.3.a)
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By implementing these strategies and addressing potential risk factors,
hospitality businesses can effectively invite guests to share UGC, manage the
quality and response, and leverage guest-generated content to enhance their
online reputation and engage with their audience.
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Activity 6.3.3: Encourage UCG (User-Generated Content)
Materials: paper and pens
Instruction:

Step I Invite the learner group to get into pair of threes.

Step 2: Give them each 15 minutes to take notes of (serious) strategies they
can come up to encourage guests share user-generated content.

Step 3: Ask each group to present in an Elevator Pitch their result. (Example
answers are listed in this activity)

Step 4: At the end of the activity, discuss with them in 15 min. any risks they
should be aware of (e.g. copyright, privacy and data protection, etc.)

Example answers could include the following:

Run Contests and Campaigns: Host UGC contests, challenges, or
campaigns that encourage guests to share their photos, videos, and
stories related to their experience at your business. Offer incentives,
prizes, or exclusive perks to motivate participation.

Create Shareable Moments: Design photogenic spaces, experiences,
and amenities that are visually appealing and share-worthy. Encourage
guests to capture and share their moments on social media by
highlighting unique features or settings.

Feature UGC on Marketing Channels: Showcase guest photos, reviews,
and testimonials on your website, social media, and marketing
materials. Highlight UGC that captures the essence of your brand and
resonates with your target audience.

Share Social Media Handles: Display your social media handles,
hashtags, and sharing prompts throughout your property and on
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6.3.4 Telephone communication rules (etiquette) in
the hospitality sector

Learning objective

Effective communication on the phone in the hospitality sector may have
some unique aspects compadred to communication in other sectors due to the
specific nature of the industry. Telephone communication is certainly a critical
aspect of customer service in the hospitality sector, and it is important to
adhere to specific etiquette guidelines to ensure professionalism and
efficiency. Active listening is one key element in all verbal communication and
should also be considered when on the phone, but there are certainly some
more rules a learner should be able to name and remember. (See reference
sheet 6.3.4)

43
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Follow up if necessary: If you promise to follow up on a request or
inquiry, ensure you do so promptly and provide the caller with the

Image created by Bing Al Image Generator
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Activity 6.3.4: Telephone conversation quiz

Instruction: Read the following questions/statements and circle the
correct answer with your pen/pencil. Discuss your answers with the group.

How many rings should you aim to answer an incoming
call within in the hospitality sector?

A) 5 rings
B) 3 rings
C) 7rings
D) 10 rings

What should you do when answering the phone in a
hotel or establishment?

A) Speak loudly
B) Identify yourself and your organisation
C) Use slang language

D) Interrupt the caller

What is the importance of active listening in phone
communication in hospitality?

A) It is not necessary.
B) It helps to understand the caller's needs accurately.
C) It can be overwhelming for some callers.

D) It delays the calll.

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR

46

Q



2023-1-1S01-KA220-VET-000158090

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR

&

47



[ ]
2023-1-1S01-KA220-VET-000158090 J (/’ b

READY

What should you do if you need to transfer a call to
another department or staff member?

A) Transfer the call without informing the caller

B) Inform the caller before transferring the calll

C) Transfer the call without establishing a connection

D) Disconnect the call immediately

Why is it important to end the call professionally in the
hospitality sector?

A) It is not necessary to end the call professionally

B) To provide an excellent guest experience

C) To frustrate the caller

D) To hang up abruptly

How should you handle placing a caller on hold in the
hospitality sector?

A) Place the caller on hold without asking for permission

B) Provide an estimated time for the hold

C) Forget about the caller on hold

D) Keep the caller waiting indefinitely

Why is personalised and welcoming tone important in
phone communication in hospitality?

A) It does not matter how you speak on the phone

B) To create a positive first impression and build rapport

C) To annoy the caller

D) To provide inaccurate information
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How can hospitality professionals handle challenging
situations on the phone effectively?

A) Panic and hang up the call

B) Show empathy and offer solutions

C) Ignore guest complaints

D) Be indifferent towards guest concerns

Answer keys:
1. B) 3rings
B) Identify yourself and your organisation.
B) It helps to understand the caller's needs accurately.
C) Speak clearly and professionally.
B) Inform the caller before transferring the calll.
B) To provide an excellent guest experience.

B) Provide an estimated time for the hold.

©® N @ o~ W N

B) To create a positive first impression and build rapport.

~ =\ =
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4. Learning Unit 6.4: Intercultural and inter-generational
communication, and the impact of guest profiles on
communication

» Learning Unit Description

In this learning unit, learners are familiarised with typical basic aspects
of guest profiles and examples used to practice intercultural,
intergenerational communication situations, as well as being able to
respond to vulnerability aspects in communication.

« Learning Outcomes and Objectives

Duration
(Hours)

Learning Outcomes Learning Objectives

6.4.1 Understanding target

audiences and their

communication preferences

before and during the stay at the
LO6.4: Apply targeted hospitality entity
communication
according to the guest
profile

6.4.2 Practice communication 3
with a variety of cultural

considerations, generational

differences, vulnerability aspects,

and guests’ preferred

communication channels

e Learning Outcome 6.4 - Activities and Reference Sheets

e LO6.4 Apply targeted communication according to the guest
profile

6.4.1 Understanding target audiences and their
[E=TolgallpleNeloIIN\Y/SI cOMmmMunication preferences before and during the
stay at the hospitality entity
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To effectively communicate with guests in the hospitality industry, it is
essential to understand the communication preferences and any cultural
nuances of target audiences. By recognising the diverse backgrounds and
personal needs of guests, hospitality professionals can tailor their approach
to engage more meaningfully. This includes being mindful of language
barriers, adjusting tone and formality, providing relevant information, and
employing respectful body language, like maintaining positive eye contact
and a friendly demeanour. It is equally important to be mindful of the unique
needs and preferences of, for instance, elderly guests and guests with
impairments. (See reference sheets 6.4.1.a to 6.4.1.c).

For elderly guests, this may include using clear, easy-to-read communication
materials, speaking at a comfortable pace, and providing accessible
information about facilities and services. When interacting with guests who
have impairments, ensure that communication is inclusive and
accommodating. This could involve offering materials in alternative formats
(e.g., braille or large print, primary and complementary colours, written text
supported by graphical representation), and understanding their specific
requirements. (See reference sheet 6.4.1.d). Catering to the distinct needs of
these guests, building cultural awareness, and adapting communication
styles ultimately contribute to a more welcoming and enjoyable experience
for guests throughout their stay.
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Individual Work Assignment 7: Hand signs and their meaning
Materials: PC, tablet, or mobile phone

To deepen your knowledge and find out more about hand signs and their
meanings

https://www.reisekompass.at/handzeichen-in-anderen-laendern/,
https://www.welt.de/reise/articlell8369800/Das-sind-die-wichtigsten-
Handzeichen-weltweit.ntml

crinneactad tn 1iee Gonanla Tranclate nr cimilar far athaer lannininnac

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 55




2023-1-1S01-KA220-VET-000158090 J (/’ b

READY

6.4.2 Practice communication with a variety of
cultural considerations, generational differences,
vulnerability aspects, and guests' preferred
communication channels.

Learning objective

To enhance communication in the hospitality industry, it is crucial to be
mindful of various factors that influence guest interactions. These include
understanding cultural nuances, bridging generational gaps, addressing
vulnerability aspects, and accommodating guests’ preferred communication
methods. To explore cultural awareness and sensitivity in your approach to
guests from diverse backgrounds, find in this unit some activities that can help

you stay attentive to vulnerability aspects such as disabilities or language
barriers.
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Activity 6.4.2: Example conversations:
Materials: none
Instruction:

Step I: Read the conversation, then discuss 10 minutes in pairs if this counts
in general as a good practice, if something could be improved, or how you
would have handled it.

Step 2: Talk in the class, then have the teacher guide the conversation. The
time will depend on the group size, but it should not take longer than 15
minutes.

#1: Conversation between a young hotel staff member and a female
guest from the Far East

Conversation at the hotel front desk:

Staff: Hey there! Checking in?

Guest: Yes, | have a reservation under the name of Liu.
Staff: Cool. We just need your ID, and we'll get you sorted.

Guest: Here you go. May | ask if the hotel provides any information on local
customs or cultural events?

Staff: Uh, not really. But you can always Google it. Here's your key. Enjoy your
stay!

Suggested Answer for the teacher or shown to learners at the end of
the activity:

In this conversation, the staff member's language is too informal and

ahriint which mav he narraiviad Ac dieraenactfiil hv the Alieet Tha otnff
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#2: Conversation at a restaurant between a staff member and a person
in a wheelchair

Materials: none
Instruction:

Step I: Get a new peer from the group to partner with you in this exercise.

Step 2: Read the conversation, then discuss in pairs if this counts in general
as a good practice, if something could be improved, or how you would
have handled it. You have 10 minutes. in total for this step now.

Step 3. Talk again in the class, then with the teacher guiding the
conversation. The time will depend on the group size, but it should not take
longer than 15 minutes.

Conversation at a restaurant front desk:
Staff: Welcome! Do you have a reservation?

Guest: Yes, | do. It's under the name James. | also wanted to inquire if you
have accessible seating options.

Staff: Sure, we can arrange that. Just a moment. [After a brief pouse], there
you go. You'll be seated at table 12.

Guest: Thank you. Could you please also help me understand the menu
options? | have some dietary restrictions.

Staff: The menu is pretty self-explanatory. You can just look through it and
pick whatever suits you. We also have a QR code to use. Enjoy your meal!

Suggested Answer for the teacher or shown to learners at the end of
the activity:

In this conversation, the staff member appears dismissive and
unhelpful regarding the guest's inquiries about accessibility and dietary
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#3: Conversation in a hotel with the cleaning staff
Materials: paper and pens
Instruction:

Step I For this last round, go to the person on your left-hand side and
practice with him/her the following activity.

Step 2 As a third hands-on experience, imagine a conversation of another
guest with your peer and any requests towards the cleaning staff in a hotel.
Use the third profile from the reference sheet for your imaginary guest.
Take notes on what this person might need or want during the 10 minutes.

Step 3: Practice the conversation with your peer. One of you is a staff
member, and one is a guest. You have not thought of what the staff
member should say, do, or how s/he should behave, but you have thought
of a good practice to implement in your communication style in your
conversation, now remembering what you have heard so far on good
practices.

But to also make it a little more complicated for the one acting as the
‘guest,” the teacher will distribute to some of the learners some material
to blindfold them, to others some headphones, and to some others either
one-finger gloves to put on during the activity.

Take 5 minutes for this communication situation while the teacher is
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5. Learning Unit 6.5: The Role of Communication in Marketing the
Hospitality Services

» Learning Unit Description

Professional communication can also be used to market the services of
the hospitality entity. It is important to understand how to communicate
effectively for promotional activities that can highlight the user
experience and provide narratives for user journeys, for instance.
Learners will also practice responding to a variety of guest reviews and
turning them into marketing messages that are beneficial for their
hospitality entity.

« Learning Outcomes and Objectives

Duration
(Hours)

Learning Outcomes Learning Objectives

6.5.1 The role of communication in
promoting hospitality services
effectively

6.5.2 Storytelling for creating

LOB6.5 Recall the role of persuasive websites, social

communication in media, promotional materials, 3
marketing hospitality and other means for emotionall
services connection with potential guests

6.5.3 Practice responding to guest
comments and managing online
reviews

e Learning Outcome 6.5 - Activities and Reference Sheets

e LOG6.5 Recall the role of communication in marketing hospitality
services
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6.5.1 The role of communication in promoting
hospitality services effectively

Learning objective

Effective communication plays a pivotal role in promoting hospitality services
by ensuring that businesses clearly convey their services to increase visibility,
attract new customers, foster customer loyalty, differentiate themselves from
competitors, showcase their unique offerings, enhance brand awareness, and
ultimately drive revenue growth and long-term success. In this section, it is to
think of when and how a customer might come into contact with or find
communication about and from the hospitality service. This is part of
marketing, which refers to the strategic process of identifying, anticipating,
and satisfying customer needs and wants through the creation, promotion,
and distribution of products, services, and ideas to achieve organisational
goals and build long-term relationships with customers. Understanding and
knowing the target audience’s preferences, interests, and needs to tailor
content accordingly has been discussed earlier. To know how to communicate
effectively for promotional activities, it is also about considering the “user
journey” and then how to best promote the hospitality service.
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6.5.2 Storytelling for creating persuasive websites,
social media, promotional materials, and other
means for emotional connection with potential
guests

Learning objective

Storytelling is the art of crafting and sharing narratives that engage, inspire,
and emotionally connect with your audience. It involves creating a captivating
sequence of events using words, images, or sounds, to communicate a
message, or ideaq, often incorporating elements like characters or specific
situations to evoke a strong emotional response and leave a lasting
impression on the audience. The first thing to start with here is, of course, your
hospitality business, but also the target audience you should have already
identified by applying the knowledge from the earlier units. Remember also to
use visuals and sensory details like photos and videos or real-life stories from
satisfied guests to build trust and credibility, as highlighted in the previous unit.
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Activity 6.5.2: Example storytelling exercise

Title: A Taste of Tuscany

Materials: paper, pen, and internet access for visuals
Instruction:

Step I Introduce and explain the two aspects there are in the storytelling
technique: the structural aspects of storytelling and the unique aspects of
the hospitality business that contribute to the narrative and overall guest
experience. Let them read the introduction below and clarify any
questions.

Structural Aspects:

Characters in our example: Sophia, a guest from the United States; Marco,
the owner of a family-run agriturismo (i.e., also known as "agritourism" or
‘farm-stay,” which is a type of accommodation that combines agricultural
activities with tourism) in Tuscany;, Italy.

Conflict in our example: Sophia desires to experience authentic Tuscan
cuisine and learn local cooking techniques but doesn't know where to start.

Narrative Experience:

Sophia arrived at Marco's agriturismo, nestled in the picturesque hills of
Tuscany, hoping to immerse herself in the local food culture. She
mentioned her interest in Tuscan cuisine to Marco, who was delighted to
offer his assistance.

Marco introduced Sophia to their on-site cooking classes, led by his
mother, a seasoned cook specialising in traditional Tuscan dishes. Over
the next few days, Sophia learned to prepare homemade pasta, regional
specialties like ribollita, and even tiramisu for dessert.
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Example Story: Based on the situation presented above, the story
and visuals could be the following:

Title: Sophia’s Tuscan Culinary Adventure

Nestled in the picturesque hills of Tuscany, Italy, lies an enchanting
family-run agriturismo that offers more than just breath taking views.
Sophia, a guest from the United States, discovered the magic of this
hidden gem during her recent stay, immersing herself in the rich local
food culture with the help of Marco, the owner.

Longing to experience authentic Tuscan cuisine, Sophia shared her
passion with Marco, who eagerly introduced her to their on-site cooking
classes, led by his mother, a seasoned cook specialising in traditional
Tuscan dishes. Over the course of her stay, Sophia learned the secrets
of preparing homemade pasta, regional specialties like ribollita, and
even the decadent tiramisu for dessert.

Sophia's days were filled with the delightful aromas of fresh ingredients,
the warmth of newfound friends, and the laughter that echoed through
the cosy kitchen. As she tasted the fruits of her labour, savouring the
delectable meals she helped create, she knew she had stumbled upon
an experience like no other.

Exploring the agriturismo further, Sophia sampled their exquisite
homemade olive oil and wine, connecting with the land and its rich
heritage. With each passing day, her love for Tuscany deepened, and
the memories etched in her heart would last a lifetime.

Discover the authentic taste of Tuscany at our family-run agriturismo,
where warm hospitality and culinary adventures await. Book your stay
today and let the flavours of Italy come alive!

Visuals suggested:

. Photos of Sophia participating in cooking classes,
interacting with Marco and his family.

. Clnee-11n ehnte nf the dichee nrenared diirina the clAaceea
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Channels suggested to publish the story are:

. Website: Published on a website blog section to provide
potential guests with an engaging glimpse into the experiences the
agriturismo offers, including a call-to-action encouraging readers
to book their stay and share the story on social media platforms.

. Social media: sharing excerpts of the story on social media
platforms like Facebook and Instagram, accompanied by eye-
catching visuals. Use relevant hashtags, such as #TuscanCuisine,
#CulinaryAdventure, and #Agriturismo, to reach a broader
audience and attract potential guests.

. Social media ads: Craft short, captivating text highlighting
the unique aspects of agriturismo and inviting viewers to learn more
about Sophia's story by visiting your website. Use a combination of
photos and short video clips showcasing cooking class activities, the
agriturismo’s picturesque setting, and satisfied guests enjoying their
stay.

. Brochures: Include a condensed version of the story,

focusing on the unique aspects of the agriturismo and Sophia's
memorable experiences. Use high-quality images of the
agriturismo's surroundings, cooking classes, guest interactions, and
local food. Choose photos that evoke a sense of warmth,
authenticity, and adventure.

. Postcards: Write a short, enticing snippet from Sophia's
experience that captures the essence of the agriturismo and its
offerings. Select one or two eye-catching images that showcase the
agriturismo’'s beauty, such as a stunning landscape or an inviting
meal prepared during the cooking class.

. Email newsletter: Share the full story or an excerpt to engage
subscribers and provide a glimpse into the agriturismo’s offerings.
Include a link to your website for more information and booking
options. Embed images from Sophia's experience, the agriturismo'’s
setting, and mouthwatering dishes. Utilise a visually appealing
layout to captivate readers.
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Task: Invitation for Personal Hospitality Business and Service:

Create unforgettable experiences for your guests by offering unique,
hands-on activities that showcase your region’s cultural treasures, such
as cooking classes, guided tours, or artisan workshops. By highlighting
the warmth of local hospitality and embracing your destination's
distinctive charms, you'll leave a lasting impression and foster a sense
of connection that keeps guests coming back for more.

Step 3. Ask each group to brainstorm and create a short story,
incorporating the structural aspects of storytelling (characters, conflict,
and resolution), as well as highlighting the distinctive offerings,
atmosphere, and guest experiences.

Step 4: Within each group, have one members take turns practicing their
storytelling skills. One member will act as a potential guest, expressing
interest in a specific experience, while the other will share their story,
addressing the potential guest's interests and needs.

Step 5: Encourage the "guest” to provide feedback on the story and its
delivery, focusing on elements such as engagement, clarity, and
emotional impact. The group can then discuss ways to refine their
narrative and improve their communication approach.

6.5.3 Practice responding to guest comments, and
managing online reviews

Learning objective

Responding to guest comments and managing online reviews is crucial in the
hospitality business to ensure customer satisfaction, reputation management,
and ongoing improvement. Guest comments and reviews provide valuable
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feedback that can help identify areas for improvement, address customer
concerns, and highlight positive experiences. By responding to guest
comments promptly and professionally, hospitality businesses demonstrate
their commitment to customer service and show that they value feedback
from their guests. Managing online reviews also plays a significant role in
influencing potential customers’ perceptions and decisions. Positive reviews
can attract new customers and build trust, while negative reviews present an
opportunity to address issues transparently and showcase the business's
responsiveness and dedication to customer satisfaction. Overall, actively
engaging with guest comments and online reviews can help hospitality
businesses build a strong reputation, enhance customer loyalty, and drive
business growth.
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Individual Work Assignment 8: Review Replies
Materials: paper, pen, or computer
Instruction:

Step I Find below some example reviews to respond to by commenting
professionally, acknowledging feedback, and offering solutions or
resolutions where suitable. Introduce them to the group.

Step 2: Learners can do this task as an individual task at home.
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Activity 6.5.3: Replying to reviews
Materials: paper and pen or computer

Instruction: Read the following questions/statements and circle the
correct answer with your pen/pencil. Discuss your answers with the group.

Step I Learners can present the result produced at home to the group.

Step 2: One of the reviews can be selected, and two or three replies can be
discussed with the whole group.

It is important to highlight during the discussion that the two hardly true
reviews should be approached with tact and diplomacy, without directly
denying the guest's experience but rather sharing the business's
perspective and commitment to customer satisfaction. Handling true
reviews honestly and effectively shows a proactive approach to
addressing guest concerns and enhancing the overall guest experience.

Estimated duration: 30 minutes

Title: Your latest reviews
- Hotel (Booking Platform Review):

Review on Booking.com: ‘The hotel was dirty, and the staff was
rude. | would never stay here again.” (Hardly True Review)

« Restaurant (Instagram Review):

Post on Instagram: "Worst meal ever at [Restauront Nome]. Food
was cold, service was slow, and the prices were outrageous.” (Hardly
True Review)

+ Spa Service (Blog Review):

Blog Review: "My experience at [Spa Name| was terrible. The
massage was pdinful, the facilities were dirty, and the staff was
unprofessional.’ (True Review - handle it as if it were true.)

PROFESSIONAL COMMUNICATION IN THE HOSPITALITY SECTOR @ 4



[ ]
2023-1-1S01-KA220-VET-000158090 J (*/’ b

READY

6. Learning Unit 6.6: Professional Communication Skills for
Interacting with Colleagues and Supervisors

» Learning Unit Description

This learning unit focuses on the need for empathic and professional
language used among colleagues in the hospitality sector. Practices
and techniques for giving accurate and prompt replies and information
are important for guests, as well as for peers and superiors in the
industry. Learners will explore active listening, practices to maintain
professional language in stressful or emotional situations with their
colleagues, as well as apply feedback-giving and-receiving
techniques, for instance.

« Learning Outcomes and Objectives

Duration
(Hours)

Learning Outcomes Learning Objectives

6.6.1 Rules and techniques for
respectful communication
among colleagues at any time in
the hospitality entity

6.6.2 Professional practices for
LOB.6: Apply professional | 4gking for assistance, feedback,
communication skills for | g maintaining a positive
interacting with workplace culture in the 2

colleagues and hospitality entity
supervisors

6.6.3 Importonce/necessity of
delivering prompt, accurate, and
efficient information and reports
during busy hours in the
hospitality entity

e Learning Outcome 6.6 - Activities and Reference Sheets
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e LOG6.6 Apply professional communication skills for interacting with
colleagues and supervisors

6.6.1 Rules and techniques for respectful
communication among colleagues regardless of
time or other stressful circumstances in the
hospitality entity

Learning objective

Respectful communication fosters a positive work environment, promotes
teamwork, even in the face of challenging circumstances or time constraints.
Respectful communication among colleagues should also take place in times
and circumstances that create stress. Specific guidelines or principles to
follow when communicating with colleagues, as well as techniques referring
to the methods or strategies used to effectively implement rules in practice,
can help you communicate respectfully.

6
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6.6.2 Professional practices for asking for assistance,
ETelgallgle el I\ I feedback, and maintaining a positive workplace
culture in the hospitality entity

Professional practices for asking for assistance and feedback while
maintaining a positive workplace culture in a hospitality entity involve creating
an environment where open communication, collaboration, and constructive
feedback are encouraged. This includes approaching colleagues or
supervisors respectfully when seeking assistance or guidance, actively
listening to feedback provided, and implementing suggested improvements
with a positive attitude. It suggests being respectful of others’ time and
priorities and following any established protocols or procedures for seeking
assistance. Additionally, it builds on knowing who the right person or team
member for help is. So, it is important to memorise the names and functions
of colleagues at the workplace.
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6.6.3 Importance/necessity of delivering prompt,
[E=TelgallpleNeloIIN\/SI accurate, and efficient information, reports in busy
hours in the hospitality entity

In a hospitality setting, timely and precise communication is crucial during
peak hours to ensure smooth operations and provide exceptional service to
guests. Delivering information quickly and accurately enables efficient
decision-making, enhances productivity, and helps maintain high standards
of customer satisfaction. This proactive approach helps in managing the fast-
paced environment effectively, optimising resource allocation, and
addressing any issues promptly, thereby contributing to the overall success
and reputation of the hospitality entity. This unit is to explore all the previously
acquired knowledge and put the skills into practice.

82
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Activity 6.6.3.a: Role-Play Scenario

To develop essential communication skills among colleagues, this activity
enables them to navigate challenging situations and deliver exceptional
service to guests effectively. It could be implemented as the suggested
role-play, or in real life working scenarios while practicing work-based
learning.

Materials: none
Instruction:

Step I. The teacher should create a role-play scenario where a new staff
member is facing a challenging situation in a busy restaurant or hotel
setting, such as handling a difficult customer complaint or managing
multiple orders simultaneously.

Step 2: Practice asking for assistance. In the role-play, the new staff
member should practice asking a more experienced colleague for
assistance in resolving the issue. They can use phrases like "Can you help
me with this situation?” or “I'm not sure how to handle this; can you provide
guidance?’

Step 3: Receiving Feedback - After the scenario, the teacher and the
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Activity 6.6.3.b: Group Feedback Exercise
Material: red card for the teacher
Instruction:

Step I Feedback Circle - In a group setting, divide the learners into pairs or
small groups and assign them specific tasks related to customer service,
such as handling guest inquiries or managing reservations. Give them 15
minutes for the activity.

Step 2: Giving Feedback - After completing the tasks, each group member
can provide feedback to their partner or group members on their
performance, highlighting strengths and areas for improvement. They can
use constructive phrases like ‘I appreciate how you handled the
customer's request, but maybe next time you could..” Use red cards for
non-aimed types of feedback. For each person, you should not give more
than 3 minutes. You could help them imagine they are in an elevator and
have not much more time for the feedback.

Step 3: Receiving Feedback - The staff members should actively listen to
the feedback provided by their peers and reflect on their own
performance. They can ask clarifying questions or seek additional advice
on how to enhance their skills in daily hospitality business scenarios.
Implement this as an individual activity, giving them room and time to walk
around and see their peers. In total, the suggested time should not be
more than 15 minutes. Make sure that at the end, each person can thank
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Activity 6.6.3.c: Write a qualitative, accurate report
Materials: paper and pens
Instruction:

Step I Select and present one of the following situations, or leave it up to
the learners to select one. They should read them carefully and then write
a short report within 15 minutes.

Step 2: Collate them and give comments to the individual reports the next
time; or if you have time left, collate them, shuffle them, and hand them to
groups of two to comment on the reports within the following 10 minutes.
You should not only ask for commenting style but also accuracy and
proper grammar and vocabulary use.

Estimated duration: 30 minutes

Situation cards:

. Customer Complaint Resolution: In a hotel, you encounter a
situation where a guest has a complaint about their room, service,
or experience. This incident would need to be reported. Refer to what
you know about how to handle customer complaints effectively,
resolve issues promptly, and ensure guest satisfaction.

. Food Safety Violation: It is important to follow industry
regulations to prevent foodborne illnesses. In a restaurant, you
witness a food safety violation, such as improper food handling or
storage practices. This incident should be reported.

. Security Concern: In a nightclub or bar, you have
experienced a situation where a patron becomes aggressive or
starts a fight. This incident would need to be reported. Consider how
to defuse tensions, handle unruly guests, and prioritise the safety of
patrons and staff members.

. Equipment Malfunction: In a spa or recreational facility, you
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You can also provide them the following checklist to help them
remember the most important aspects for writing such reports.

Checklist for report writing:

Be Concise and Clear: Use clear and simple
language to convey information efficiently. Avoid
unnecessary details or jargon.

Prioritise Key Information: Identify the most critical
information that needs to be included in the report.
Focus on key information and outcomes that are
essential.

Use Structured Format: Imagine you do not get
specific forms to fill in but have to organise the report
in a structured format. Use headings, bullet points,
and subheadings to improve readability.

Proofread and Review: Take the time to proofread
and review the report for any errors or inconsistencies
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Scenarios for Writing Skills Competence Check:

Once can be selected for the competence check — reading and providing a text should not last longer than 25 minutes:

scenario 1 (Letter/Email to Hospitality Guest):

You are the guest relations manager at a luxury hotel and have received a complaint from a guest regarding their recent stay.
The guest expresses dissatisfaction with the room service and cleanliness of their accommodation. Write a polite and empathetic
response to address the guest's concerns and offer a resolution to ensure their satisfaction.

Scenario 2 (Report for Cultural Considerations):

As the training manager in a resort known for its diverse workforce, you have been tasked with preparing a report on the
importance of cultural considerations in communication for staff members. Provide examples of potential cultural barriers that
could arise in a multicultural environment and propose strategies to overcome these obstacles to ensure effective
communication and collaboration among employees.

Scenario 3 (Website/Blog Input for Emotional Connection):
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You are responsible to work for a boutique bed and breakfast looking to revamp the website to attract more guests and create
an emotional connection with potential visitors. Develop a persuasive blog post or website content that tells the story of the B&B,
highlighting unique experiences, local attractions, and personalised touches that set your establishment apart from others in the
industry. Incorporate storytelling techniques to engage readers and evoke emotions that inspire them to book a stay at your
property.
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Homework — Assignments with an overall duration of 4 hours - overview:

Individual Work Assignment 1: Introduction to the concept of nonverbal communication and its significance in hospitality
settings

Individual Work Assignment 2: Cultural differences (research)

Individual Work Assignment 3: Example letter (writing exercise)

Individual Work Assignment 4: Formatting tips online (research)

Individual Work Assignment 5: Letter writing (writing exercise)

Individual Work Assignment 6: Follow-up reflection based on the Active listening activity (reflection work)
Individual Work Assignment 7: Hand signs and their meaning (research)

Individual Work Assignment 8: Review replies (writing exercise)
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