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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 1. HOTEL EVALUATIONS PRAISE RATING (OVERALL HOTEL RATING)

POINTS AWARDED (OVERALL)
OVERALL POINTS AWARDED 1984
POINTS NOT ACHIEVED 516

MAXIMUM POINTS POSSIBLE 2500

20.64%

79.36%

% OF POINTS
NOT ACHIEVED

OVERALL PRAISE " RATING
VERY GOOD LEVEL 4 WHITE
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LEVEL 5
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LEVEL 4
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LEVEL 3

SATISFACTORY
(41 to 65%)

LEVEL 2

POOR
LEVEL 1 - T

% OF POINTS
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ACHIEVED
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 2. HOTEL EVALUATIONS PRAISE RATING (POINTS DISTRIBUTION)

POINTS DISTRIBUTION

EXCELLENT 1240
VERY GOOD 231
GOOD 342
SATISFACTORY 171 2064%
POOR 0
POINTS AVAILABLE 516
(BUT NOT ACHIEVED)
49.60%
/
4
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PRAISE
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SYSTEM

EXCELLENT

VERYGOOD

GOOD

SATISFACTORY

- POOR

% OF POINTS

AVAILABLE
BUT NOT

ACHIEVED
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 3. HOTEL EVALUATIONS PRAISE RATING (INDIVIDUAL AREAS)

0 10 20 30 40 50 60 70

80 90 100
1. TELEPHONE RESERVATION

PRAISE

RATING

SYSTEM
2. ARRIVAL & CHECK IN

3. LUGGAGE ON ARRIVAL EXCELLENT

4. CAR PARKING (81 to 100)
5. ROOM
6. ROOM SERVICE FOOD & BEVERAGE
7. ROOM SERVICE SERVICE PERFORMANCE

8. BREAKFAST (IN ROOM) FOOD & BEVERAGE VERYGOOD

9. BREAKFAST (IN ROOM) SERVICE PERFORMANCE (76 to 80)
10. BREAKFAST (IN RESTAURANT) FOOD & BEVERAGE
11. BREAKFAST (IN RESTAURANT) SERVICE PERFORMANCE
12. CONCIERGE
13. HOUSEKEEPING GOOD
14. RESTAURANT FOOD & BEVERAGE (BUFFET MEAL) (66 to 75)
15. RESTAURANT SERVICE PERFORMANCE (BUFFET MEAL)
16. HOTEL FACILITIES - BUSINESS CENTRE
17. HOTEL FACILITIES - POOL AREA
18. HOTEL FACILITIES - GYMNASIUM
19. HOTEL FACILITIES - HOTEL BAR

20. HOTEL FACILITIES - PUBLIC TOILETS

21. HOTEL SECURITY
22. LUGGAGE ON DEPARTURE
23. CHECK OUT

24. THE ACCOUNT

25. HOTEL STAFF

. SATISFACTORY

(41 to 65)

h POOR
B oo
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HOTEL NAME DATE OF STAY 16-18.01.2009

POINTS AWARDED
(SUB GROUPS)

. CUSTOMER SERVICE
POINTS AWARDED

POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

. FACILITIES & INCLUSIONS
POINTS AWARDED

POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

. FOOD & BEVERAGE
POINTS AWARDED
POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

. SECURITY & SAFETY
POINTS AWARDED

POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

. ROOM SATISFACTION
POINTS AWARDED

POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

CHART 4. HOTEL EVALUATIONS PRAISE  RATING (SUB GROUPS)

838

238
1076

570

155
725

383
51
434

126

39
165

89
11

100

1. CUSTOMER SERVICE

77.88%

VERY GOOD

2. FACILITIES & INCLUSIONS

VERY GOOD

3. FOOD & BEVERAGE

EXCELLENT

4. SECURITY & SAFETY

23.64%

76.36%

VERY GOOD
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5. ROOM SATISFACTION

EXCELLENT

PRAISE
RATING
SYSTEM

EXCELLENT
(81 to 100%)

VERYGOOD
(76 to 80%)

GOOD
(66 to 75%)

SATISFACTORY
(41 to 65%)

POOR
- (0 to 40%)
% OF POINTS

AVAILABLE
BUT NOT

ACHIEVED
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HOTEL NAME DATE OF STAY 16-18.01.2009

TOTAL NUMBER OF INDIVIDUAL EMPLOYEES
ENCOUNTERED

TOTAL NUMBER OF EMPLOYEE INTERACTIONS

KEY
PERFORMANCE
INDICATORS

1. GREETING

2. FRIENDLINESS

3. POLITENESS

4. PROFESSIONALISN

5. PRODUCT
KNOWLEDGE

6. EFFICIENCY

7. EXCEEDED
EXPECTATIONS

8. APPEARANCE
(IN UNIFORM)

9. APPEARANCE
(NEATNESS)

10. PARTING
STATEMENT

TOTAL

CHART 5. HOTEL EVALUATIONS PRAISE RATING (STAFF ANALYSIS)

AGGREGATE
OF POINTS
AWARDED

380
360
330
185

228
338

255

180

205

299

2759

STAFF ANALYSIS

615
410
410
410

410
410

615

205

205

410

4100

41

50

AGGREGATE EXPRESSED

OF MAXIMUN
POINTS
POSSIBLE

1. GREETING

2. FRIENDLINESS

© HOTEL EVALUATIONS 2009

AS A
(%)
7 4. PROFESSIONALISM
87.80
6040 5. PRODUCT KNOWLEDGE
45.12
6. EFFICIENCY
55.49
8232 7. EXCEEDED EXPECTATIONS
4145 g APPEARANCE (IN UNIFORM)
87.80
9. APPEARANCE (NEATNESS)
100.00 10. PARTING STATEMENT >
e — v 3
7287 daB(}
67.29

PRAISE
RATING
SYSTEM

EXCELLENT
(81 to 100%)

VERYGOOD
(76 to 80%)

GOOD
(66 to 75%)

SATISFACTORY
(41 to 65%)

POOR
. (0 to 40%)

% OF POINTS

AVAILABLE
BUT NOT

ACHIEVED
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 6. HOTEL EVALUATIONS PRAISE  RATING (INDIVIDUAL STAFF)

STAFF MEMBER POINTS AWARDED

STAFF MEMBER No. 01
STAFF MEMBER No. 02
STAFF MEMBER No. 03
STAFF MEMBER No. 04
STAFF MEMBER No. 05
STAFF MEMBER No. 06
STAFF MEMBER No. 07
STAFF MEMBER No. 08
STAFF MEMBER No. 09
STAFF MEMBER No. 10
STAFF MEMBER No. 11
STAFF MEMBER No. 12
STAFF MEMBER No. 13
STAFF MEMBER No. 14
STAFF MEMBER No. 15
STAFF MEMBER No. 16
STAFF MEMBER No. 17
STAFF MEMBER No. 18
STAFF MEMBER No. 19
STAFF MEMBER No. 20
STAFF MEMBER No. 21
STAFF MEMBER No. 22
STAFF MEMBER No. 23
STAFF MEMBER No. 24
STAFF MEMBER No. 25
STAFF MEMBER No. 26
STAFF MEMBER No. 27
STAFF MEMBER No. 28
STAFF MEMBER No. 29
STAFF MEMBER No. 30
STAFF MEMBER No. 31
STAFF MEMBER No. 32
STAFF MEMBER No. 33
STAFF MEMBER No. 34
STAFF MEMBER No. 35
STAFF MEMBER No. 36
STAFF MEMBER No. 37
STAFF MEMBER No. 38
STAFF MEMBER No. 39
STAFF MEMBER No. 40
STAFF MEMBER No. 41

AVERAGE

60
88
93
95
58
80
40
68
85
95
70
50
75

STAFE MEMBER o | O ———
STAFF MEMBER No. 2 ©
STAFF MEMBER No. 3
STAFF MEMBER No. 4
STAFF MEMBER No. 5
STAFF MEMBER No. 6
STAFF MEMBER No. 7
STAFF MEMBER No. 8
STAFF MEMBER No. 9
STAFF MEMBER No. 10
STAFF MEMBER No. 11
STAFF MEMBER No. 12
STAFF MEMBER No. 13
STAFF MEMBER No. 14
STAFF MEMBER No. 15
STAFF MEMBER No. 16
STAFF MEMBER No. 17
STAFF MEMBER No. 18
STAFF MEMBER No. 19
STAFF MEMBER No. 20
STAFF MEMBER No. 21
STAFF MEMBER No. 22
STAFF MEMBER No. 23
STAFF MEMBER No. 24
STAFF MEMBER No. 25
STAFF MEMBER No. 26
STAFF MEMBER No. 27
STAFF MEMBER No. 28
STAFF MEMBER No. 29
STAFF MEMBER No. 30
STAFF MEMBER No. 31
STAFF MEMBER No. 32
STAFF MEMBER No. 33
STAFF MEMBER No. 34
STAFF MEMBER No. 35
STAFF MEMBER No. 36
STAFF MEMBER No. 37
STAFF MEMBER No. 38
STAFF MEMBER No. 39
STAFF MEMBER No. 40
STAFF MEMBER No. 41
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PRAISE
RATING
SYSTEM

EXCELLENT
(81 to 100)

VERYGOOD
(76 to 80)

GOOD
(66 to 75)

SATISFACTORY
E wes

POOR
B oo
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HOTEL NAME DATE OF STAY 16-18.01.2009

OVERALL PRAISE  RATING & PRAISE  SUB GROUPS
CHART 7. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)

100

7936 100 PRAISE
74.38
80 g0 | 72287788 RATING
60 60 SYSTEM
40 40
20 20 EXCELLENT
; PRAISE RATING - OVERALL i PRAISE RATING - CUSTOMER SERVICE (81 to 100%)
o0} (o)) o o o o o o o o [0} [} o o o o o o o o
S ©& 9© © © 9 © © 9 o S © o © © S & 9© 9 o
(o)) — o o o o o o o B ()} — o o o o o o o o
o &) o o o o o ) o o o o o o o o o o o o
—i o ™ < 0 © ~ © o S — " ™ < o) © ~ © o S VERY GOOD
100 100 88.25 (76 to 80%)
79.93
60 60
40 40 GOOD
PRAISE RATING - FACILITIES & INCLUSIONS 0 PRAISE RATING - FOOD & BEVERAGE

[} o o o o o o o o o e} D =3 o o = (=3 (=] o o
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- o ™ <t [Te) ) N~ [0} o)) o — N o™ <t Te) © [ [o0] (o] 8 (41 to 65%)
—l
100 100 89.00
81.30
60 60 POOR
B oo
40 40
20 . 20 .
0 PRAISE RATING - SECURITY & SAFETY q PRAISE RATING - ROOM SATISFACTION
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 8. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)

INDIVIDUAL AREAS - PART 1

ARRIVAL & CHECK IN

LUGGAGE ON ARRIVAL

TELEPHONE RESERVATION

PRAISE

85

100

92

82

100

82

H

100

EXCELLENT
(81 to 100)

RATING
SYSTEM

75
50
25

59

75

00/00 ‘0T
00/00 '6
00/00 '8
00/00 "L
00/00 "9
00/00 'S
00/00 ‘v
00/00 '€
60/T0 ‘¢
80/60 'T

00/00
00/00
00/00
00/00
00/00 *
00/00
00/00
00/00
60/T0

o
—

1 N OO < 1O © N~ 0 o

80/60 °

00/00
00/00 *
00/00
00/00 *
00/00
00/00
00/00 *
00/00
60/T0 "
80/60

- N M < 1O ©O© N~ 0 o

VERYGOOD
(76 to 80)

GOOD

(66 to 75)

ROOM ROOM SERVICE

CAR PARKING

FOOD & BEVERAGE

95

H

82

H

100

100

75
50
25

Il

78 77

75

0

SATISFACTORY
(41 to 65)

00/00 0T

00/00
00/00 *
00/00
00/00 °
00/00
00/00 -
00/00 °
60/T0
80/60 °

00/00

00/00
00/00
00/00
00/00
00/00
00/00 -
00/00
60/T0 "
80/60

00/00 *
00/00

00/00 °
00/00
00/00
00/00 °
00/00
00/00 °
60/T0 °
80/60

o
—

- N M < 1O © N~ 0 o

BREAKFAST IN ROOM BREAKFAST IN ROOM

ROOM SERVICE
SERVICE PERFORMANCE

SERVICE PERFORMANCE

FOOD & BEVERAGE

97

POOR
(0 to 40)

79

100
75
50
25

85

H

69

100
75

85

1

72

100
75

HOTEL EVALUATIONS

(I

00/00 0T
00/00 '6
00/00 '8
00/00 "L
00/00 ‘9
00/00 'S
00/00 ‘v
00/00 ‘€
60/T0 ¢
80/60 'T

00/00 0T
00/00 '6
00/00 '8
00/00 "L
00/00 "9
00/00 'S
00/00 ‘¥
00/00 '€
60/T0 "¢
80/60 'T

00/00 ‘0T
00/00 '6
00/00 '8
00/00 "L
00/00 "9
00/00 'S
00/00 v
00/00 ‘€
60/T0 "¢
80/60 'T
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PRAISE

CONCIERGE

INDIVIDUAL AREAS - PART 2
100

BREAKFAST IN RESTAURANT
SERVICE PERFORMANCE

85

H

HOTEL NAME DATE OF STAY 16-18.01.2009
CHART 8. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)

100

BREAKFAST IN RESTAURANT
FOOD & BEVERAGE

g3 90

100

EXCELLENT
(81 to 100)

RATING
SYSTEM

5D0

:

75

:

75
0
5
0

75
50
25

0

00/00 *
00/00
00/00

00/00
00/00
00/00
00/00
00/00
60/T0
80/60

00/00
00/00 *
00/00
00/00
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60/T0
80/60

00/00 *
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60/T0 "
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VERY GOOD
(76 to 80)

o
—

RESTAURANT
SERVICE PERFORMANCE

“ & M F 1 © N 0 o
83 86

100

o
—

RESTAURANT
FOOD & BEVERAGE
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o
—

HOUSEKEEPING

93

H

< N OO < 1O © N~ 0 o

ﬂ

100

GOOD
(66 to 75)

[

75
50
25

0

SATISFACTORY
(41 to 65)

POOR
(0 to 40)

00/00
00/00
00/00 *
00/00
00/00 *
00/00
00/00
00/00 *
60/T0
80/60 °

00/00
00/00
00/00
00/00
00/00
00/00
00/00
00/00
60/T0 °
80/60

00/00 *
00/00
00/00 *
00/00
00/00 *
00/00 *
00/00
00/00 *
60/T0 °
80/60 °

(@}
-

“ o b F B 6 N & o
GYMNASIUM

100
75

o
—

POOL AREA

4 & M < B © N 0O o
i

69

100
75

BUSINESS CENTRE

®
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00/00 0T
00/00 '6
00/00 '8
00/00 "L
00/00 9
00/00 'S
00/00 ‘v
00/00 ‘€
60/T0 "¢
80/60 'T

00/00
00/00
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60/T0 "
80/60

o
-
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- N M < 1O © N~ 0 o

00/00 ‘0T
00/00
00/00 *
00/00
00/00
00/00 *
00/00
00/00 *
60/T0 "
80/60
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HOTEL NAME DATE OF STAY 16-18.01.2009
CHART 8. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)

INDIVIDUAL AREAS - PART 3

PUBLIC TOILETS

HOTEL SECURITY

HOTEL BAR

PRAISE

100

EXCELLENT
(81 to 100)

RATING
SYSTEM

65 68

[

100

75
0
5
0

00/00
00/00
00/00
00/00
00/00
00/00
00/00
00/00
60/T0 °
80/60

00/00
00/00 *

00/00
00/00

00/00 *
00/00
00/00
00/00
60/T0
80/60 °

00/00
00/00
00/00
00/00
00/00
00/00
00/00
00/00 °
60/T0 "
80/60

o
-

- N ™M < 1O © N~ 0 o

< N OO < IO © N~ 0 o o
—

:

o
—

< N MO < 1O © N~ 0 o

VERYGOOD
(76 to 80)

CHECK OUT THE ACCOUNT

LUGGAGE ON DEPARTURE

100

85

H

100

85 85

100

GOOD
(66 to 75)

65 @2

75
50
25

SATISFACTORY

(41 to 65)

00/00
00/00
00/00
00/00
00/00
00/00
00/00
00/00
60/T0
80/60

00/00
00/00
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80/60

00/00
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80/60
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—l

1 N M < 1O © N~ 0 o

o
—

- N M < 1O ©O© N~ 0 o

o
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< N MO < 1O © N~ 0 o

HOTEL STAFF

100

POOR
(0 to 40)

()
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00/00
00/00
00/00
00/00 *
00/00
00/00 *
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 9. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)

HOTEL STAFF - KEY PERFORMANCE INDICATORS - PART 1

GREETING
100
80
60
40
20

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00
ASSESSMENT NUMBER, MONTH & YEAR

PARTING STATEMENT
100

80
60 72.87
40
20

o

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00
ASSESSMENT NUMBER, MONTH & YEAR
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PRAISE
RATING
SYSTEM

EXCELLENT
(81 to 100%)

VERYGOOD
(76 to 80%)

GOOD
(66 to 75%)

SATISFACTORY
(41 to 65%)

POOR
. (0 to 40%)
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 9. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)
HOTEL STAFF - KEY PERFORMANCE INDICATORS - PART 2

FRIENDLINESS
100

80 —y PRAISE
. mm 87.80 RATING
1.
60 . SYSTEM
40
20 EXCELLENT
(81 to 100%)

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00
ASSESSMENT NUMBER, MONTH & YEAR

POLITENESS VERYGOOD
100 (76 to 80%)

80 =

o 2261 W80.49

40 GOOD
20 (66 to 75%)

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00

o

o

ASSESSMENT NUMBER, MONTH & YEAR SATISFACTORY
(41 to 65%)
PROFESSIONALISM
100
0 POOR
ol - (0 to 40%)
40
20
0

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00
ASSESSMENT NUMBER, MONTH & YEAR
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 9. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)
HOTEL STAFF - KEY PERFORMANCE INDICATORS - PART 3

PRAISE

PRODUCT KNOWLEDGE RATING

100 SYSTEM
80 EXCELLENT

(81 to 100%)

VERYGOOD
(76 to 80%)

e
'

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9. 00/00 10. 00/00
ASSESSMENT NUMBER, MONTH & YEAR

GOOD
(66 to 75%)
EFFICIENCY
100 SATISFACTORY
80 88.08 (41 to 65%)
82.32
60
40

POOR
B oo
20

o

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00
ASSESSMENT NUMBER, MONTH & YEAR
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HOTEL NAME DATE OF STAY 16-18.01.2009

CHART 9. HOTEL EVALUATIONS PRAISE RATING (HISTORICAL COMPARATIVE)
HOTEL STAFF - KEY PERFORMANCE INDICATORS - PART 4

APPEARANCE (IN UNIFORM)
100

go 10000 87.80 PRAISE
60 RATING
40 SYSTEM
20
EXCELLENT

(81 to 100%)
1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00
ASSESSMENT NUMBER, MONTH & YEAR

APPEARANCE (NEATNESS) VERYGOOD
101.0

(76 to 80%)
g0.8 100.00 .00
60.6
40.4 GOOD
20.2 (66 to 75%)

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00

o

o

ASSESSMENT NUMBER, MONTH & YEAR SATISFACTORY
EXCEEDED EXPECTATIONS (41 to 65%)
100
80
60

40
20
0

POOR
B oon

1.09/08 2.01/09 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00
ASSESSMENT NUMBER, MONTH & YEAR
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STAFF SPREADSHEET (INDIVIDUAL INTERACTIONS) PAGE 1

TOTAL NUMBER OF INTERACTIONS =

KEY PERFORMANCE INDICATORS (REFER TO KEY BELOW) / POINT VALUES

50 DG/BG|ING| F [NF| S [NS| P [NP| E |NE|PKD| PKB|PKN|DPS|BPS|NPS|PRC NPRO] EE|DNEEJU|[N| TOT JINT
STAFF NAME __[No TIME & DATE LOCATION 15/5/0110/01 0 /0i10/0110/0110| 5 [0 110| 5 |/ 0 110 O 15/ O 15/51100|No:
NAME 1 |02:20 PM 04.01.09 TELEPHONE RESERVATIOf15| - | - |10/ -] - | -{10/ -} -|/0}) - | 5 [ - 10| - | - | = 0 -1 0 |5/5160]) 1
NAME 2 |03:53 PM 16.01.09 HOTEL SET DOWN AREA |15| - | - 110/ -] - [ X 110| - J10| -1 10 [ - - 110 - - 110| - |15/ - 15/5]1100] 2
NAME 3 |03:55 PM 16.01.09 HOTEL LOBBY 15 - | -J10{ -} - [ X|10|-J10{ -} - [ 5 | - J10] - | - J10[ - 15| - |5(5195] 3
NAME 4 |03:56 PM 16.01.09 RECEPTION FRONTDESK |15| - | - |10/ - | X | - |10/ - |10/ -] - | 5 | - 10| - | - 10| - |15 - |5/5|/95]| 4
NAME 5 |03:58-04:03 PM 16.01 |HOTEL LOBBY & ROOM 1510} - | - |0 |10/ - | X [ - 10| - J10/ -}J10| - | - J10| - | - | - 0 |15 - 15(5175]5
NAME 6 |04:06 PM 16.01.09 ROOM 1510 -|5 10/ - | X [ - 10/ -J10/ -] - | 5 | - -1 5] -110| - |15/ - 15|51 80| 6
NAME 7 |04:43 PM 16.01.09 CONCIERGE DESK -|5|-110/-I X |-1-/ol10/-] - | 5 | - -l -]lol - 0 -1 0 |I5|5140]) 7
NAME 5 |04:51 PM 16.01.09 HOTEL LOBBY -|l-lol-/o] - I[xl10/-110/-] - | 5 | - -1 5] -1 - 0 -1 0 |I5|5]140] 8
NAME 3 |04:47 PM 16.01.09 HOTEL LOBBY 15 - | -J10| -} - [ X|10| -J10| -} - [ 5 | - - |5 -}110/ - J15| - }5(5/90] 9
NAME 2 |04:52 PM 16.01.09 HOTEL SET DOWN AREA |15| - | - |10| - | - | X |10/ - 10| -] - | 5 | - -1 5] -110| - -| 0 |5|5] 75|10
NAME 8 |05:09 PM 16.01.09 HOTEL SETDOWNAREA | - | -|0J10| -} - | X|10|-J10/ -] - | 5| - |10 - | - | - 0 |15/ - I5/5] 70 |11
NAME 9 |05:25-06:05 PM 16.01 |CLUB LOUNGE -|5(-110/ - X | -|10| - 10/ -10]| - | - - | 5| - 110 - |15/ - |15/5]| 85|12
NAME 10 |06:58 PM 16.01.09 ROOM 1510 15( - | -J10| - | X |-J10| -J10{ -} - [ 5 | - J10| - | - J10[ - 15| - |5(/5]195]13
NAME 11 (07:45 PM 16.01.09 HOTEL RESTAURANT -|-lofl10/ - xX|-l10/-110/- - | 5| - 10| - | - | - 0 |15/ - |I5/5| 70 |14
NAME 12 |07:53-08:24 PM 16.01 |BAR -|5|-J10/ - x|[-1-]l0)10/ -] -1 5| -110] - | - | - 0 -| 0o |5|5] 50|15
NAME 11 [08:30 & 10:10 PM 16.01 [HOTEL RESTAURANT -|/5|-110/ -} x| -110/ -110| -] - | 5| - 110 - | - }10]| - -| 0o |5|5] 70|16
NAME 13 [08:31 PM 16.01.09 HOTEL RESTAURANT -|-lofl10/ -1 xX|-110/ -110/-110| - | - l10]| - | - | - 0 |15/ - |I5|5]| 75 |17
NAME 14 (08:33-10:10 PM 16.01 |[HOTEL RESTAURANT 15| - | -J10/ -1 X | -|10| -J10/ -] - | 5| - 10| - | - 110 - |15 - 15|5] 95 |18
NAME 15 [08:57 PM 16.01.09 HOTEL RESTAURANT -|!5-110/ -] - [ xXl10/ -110/-] - | 5 | - -1 5| -110] - -1 0 |5|5]65]19
NAME 16 |08:30 AM 17.01.09 ROOM 1510 15| - | -J10{ -} X [ -J10| -} -0} - | 5 | - -1 5] -1- 0 -1 0 |5|5]155]20
NAME 17 |08:40 & 09:39 AM 17.01 |HOTEL RESTAURANT 15| - | -j10/ -y X | - 10| - 10/ -} - | 56 | - 110 | - - 110 - -| 0 |5/5]80]=21
NAME 18 |08:41 AM 17.01.09 HOTEL RESTAURANT 15/ - | -J10| - | X | -J10| -J10| -} - | 5 | - -1 5] -]10] - |15 - |5|/5]90 |22
NAME 19 |08:48-09:20 AM 17.01 |HOTEL RESTAURANT 15| - |- J10/ - | X | - J10| - 10|/ -] - | 5 | - -1 5] -110] - |15 - |5|/5|90]23
NAME 20 |08:49-09:39 AM 17.01 |HOTEL RESTAURANT 15( - |-J10| - | X | -J10| -J10| -} - [ 5| - J10| - | - J10| - J15| - |5/5]95]24
NAME 21 [09:08 AM 17.01.09 HOTEL RESTAURANT 15| - |- J10/ - X | - |10/ -J10(-} - | 5 | - J10| - | - | - 0 -1 0 Jo|5] 65 )25
NAME 22 [12:09-12:25 PM 17.01 |HOTEL CAFE -|-lofl1o0/-I XxX|-1-/o)-l0 -| -0 -]-101]- 0 -1 0 |5|5] 20|26
NAME 23 [12:24-12:39 PM 17.01 |HOTEL CAFE -|/-lol-/of - Ixl10/-1-/0 -| -0 -|5]|-1]- 0 -1 0 |5|5] 25 |27
NAME 24 |(01:00 PM 17.01.09 HOTEL CAFE -l -101l10 X[-1-l0l10/-] -1 5| - 110 -l - 0 -| 0o lo|s] 40 |28
NAME 25 (01:42 PM 17.01.09 ROOM 1510 TELEPHONE | - | - |0 l10/ -} - | -l10/-110| -] - | 5 | - 10| - | - | - 0 -| 0 |5|5] 55|29
NAME 26 |02:00 PM 17.01.09 BUSINESS CENTRE -/5/-J10/ - x|-J10/-4-l0}) - -0} -15 -1]- 0 -1 0 I5/51 40130
*Note - Spelling of Name may not be correct. KEY: POLITE SMILED EFFICIENT PROFESSIONAL FRIENDLY EXPECTATIONS TOTAL
P- YES |S-YES (X) E- YES PRO - YES F- YES EE - EXCEEDED TOT
NP -NO |NS - NO (X) NE - NO NPRO - NO NF - NO DNEE - NOT EXCEEDED
N/A - -

HOTEL EVALUATIONS® GREETING PARTING STATEMENT PRODUCT KNOWLEDGE APPEARANCE INTERACTION

DG - DETAILED DPS - DETAILED PKD - DETAILED U - UNIFORM NUMBER

© HOTEL EVALUATIONS 2009 BG - BASIC BPS - BASIC PKB - BASIC N - NEATNESS INT No:
Note - No points are awarded for smiling. NG - NONE NPS - NONE PKN - NONE




HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF SPREADSHEET (INDIVIDUAL INTERACTIONS) PAGE 2

KEY PERFORMANCE INDICATORS (REFER TO KEY BELOW) / POINT VALUES
DG|BG|NG| F INF] S |[NS] P [NP] E |NEJPKD|PKB|PKN] DPS| BPS|NPS|PRC NPRO] EE|DNEEJU|N| TOT | INT
STAFF NAME  |No: TIME & DATE LOCATION 15/5/0]10(0) 0 [0 )10/0j10/0j10| 5 | O 10|/ 5 | 0 |10| O 15 O |5/5|100]No:
NAME 27 |03:12-04:05 PM 17.01 [BAR 15/ - |-l -|ol X |-J10/ - -|0] - | 5 | - 10| - - - 0 -| 0 |5/5]50]|31
NAME 28 |04:25-04:32 PM 17.01 | DAY SPA LEVEL 2 -|5|-110| -] X | - |10] - |10 - | 5| -110]| - - o 0 |15/ - |ol5]| 70 |32
NAME 29 |04:29-04:32 PM 17.01 |DAY SPA LEVEL 2 -l -]l0l10| -] X | - |10] - |10 10 | - - 110 - - = 0 -1 0 |o/5]55]33
NAME 30 |05:46 PM 17.01.09 ROOM 1510 -|5l-1-]0] - [Xx]- 10 - | 5 -110]| - - o 0 -| 0 |5/5]40 |34
NAME 31 |(05:49 PM 17.01.09 ROOM 1510 TELEPHONE | - | -0 -|/0] - | - 110| - |10 - | 5| - - | 5| - o 0 -| 0 |5/5]40]|35
NAME 31 |05:55 PM 17.01.09 ROOM 1510 TELEPHONE | - | - |0} -0 - | - |10] - |10 - | 5| - -1 5| - - 0 -| 0 |5/5]40)36
NAME 32 |05:59 PM 17.01.09 ROOM 1510 15| - |- 10| - | X [ -] -]/0]10 - | 5| - - - 10| - 0 -| 0 |5/5]50])37
NAME 32 |06:33 PM 17.01.09 ROOM 1510 -|5|-J10| -] X |-]-]/0]10 - | 5| -110]| - - - 0 -| 0 |5/5]50]38
NAME 31 |07:31 PM 17.01.09 ROOM 1510 TELEPHONE | - | - |0 10| -] - | - 110| - |10 - | 5 | - - | 5| - = 0 -| 0 |5/5]50]39
NAME 33 (08:10 PM 17.01.09 ROOM 1510 15/ - | -]10/ - | X | - |10| - |10 10 | - - 110 - - |110| - 15| - |5/5]100]40
NAME 31 (09:22 PM 17.01.09 ROOM 1510 TELEPHONE | - |- |0110|/ -] - |-110/ -1 -|/0] - | 5 | - 10| - - o 0 -| 0 |5/5]45 |41
NAME 34 (11:51 PM 17.01.09 ROOM 1510 TELEPHONE (15| - | - 10| - | - | - |110| - |10 - | 5] -110] - - 110 - -| 0 |5/5]80|42
NAME 35 |07:09 AM 18.01.09 ROOM 1510 15| - |- 10| - | X [ - |J10| - |10 10 | - - |10 | - - 10| - -| 0 |5/5] 85|43
NAME 36 |08:31-09:01 AM 18.01 |CLUB LOUNGE 15| - |- 10| - | X [ - |J10| - |10 10 | - - |10 | - - 10| - 15| - |5/5]|100] 44
NAME 37 |08:31 AM 18.01.09 CLUB LOUNGE 15/ - | -J10/ - | X | -] -/0]10 -1 5 - - - 10| - 0 -| 0 Jo|5] 45 )45
NAME 38 [10:35 AM 18.01.09 ROOM 1510 TELEPHONE |15 - | -]10/ -] - |-]10/ -] -|/0] - | 5 | - -1 5| - - 0 -| 0 |5/5]55 )46
NAME 8 [10:45& 11:05 AM 18.01 | ROOM 1510 & DRIVEWAY 15| - | - |10/ - | X | - |10| - |10 10 | - - - - 0 - 0 -| 0 |5|5] 65|47
NAME 39 [11:00 AM 18.01.09 RECEPTION FRONDESK |15| - | - |10| - | X | - 10| - |10 - | 5] -110] - - 110] - 15| - |5/5] 95|48
NAME 40 |11:03 AM 18.01.09 CONCIERGE DESK -|/5[-1-]0] - [X|-|0]10 - | 5 | - - - o - 0 -| 0 |5/5] 3049
NAME 41 [11:05 AM 18.01.09 HOTEL SET DOWN AREA 15| - | - |10/ - | - | X 110| - 110 -5 - -1 5] -110] - 15| - ]5/5]90 |50
SUMMARY OF STAFF INTERACTIONS EXPRESSED AS A PERCENTAGE OF EACH KEY PERFORMANCE INDICATOR
K2 [I PRODUCT PARTING
PERFORMANC GREETING FRIENDLY SMILE POLITE EFFICIENT LD E STATEMENT PROFESSIONAL| EXPECTATIONS| APPEARANCE
INDICATORS
SUBGROUP | DG | BG | NG F NF S | NS P NP E NE | PKD | PKB | PKN | DPS| BPS | NPS | PRO | NPRO EE DNEE u N
% 50.0|22.0 |28.0]186.0| 14.0 | 73.8 |26.2| 82.0| 18.0 | 84.0| 16.0 | 18.0|76.0 | 6.0 | 56.0(32.0| 12.0 | 42.0 | 58.0 40.0 | 60.0 | 90.0 |100.0
*Note - Spelling of Name may not be correct.
KEY: POLITE SMILED EFFICIENT PROFESSIONAL FRIENDLY EXPECTATIONS TOTAL
P- YES | S-YES (X) E- YES PRO - YES F- YES EE - EXCEEDED TOT
NP - NO |NS - NO (X) NE - NO NPRO - NO NF - NO DNEE - NOT EXCEEDED
N/A - -
HOTEL EVALUATIONS” GREETING PARTING STATEMENT PRODUCT KNOWLEDGE APPEARANCE INTERACTION
DG - DETAILED DPS - DETAILED PKD - DETAILED U - UNIFORM NUMBER
© HOTEL EVALUATIONS 2009 BG - BASIC BPS - BASIC PKB - BASIC N - NEATNESS INT No:
Note - No points are awarded for smiling. NG - NONE NPS - NONE PKN - NONE




HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF SPREADSHEET (INDIVIDUAL STAFF MEMBERS) PAGE 1

|staFFMEMNo:[ 1] 2|3 ][4 |5]6| 7|89 [10[11]12]13]14|15]16|17]18|19]20|21|22|23|24|25|26|27|28|29|30(|31|32| 33 |34|35| 36 [37|38|39]40]41 No. EMP 41
No: Interactions |1 |2 |21 |21 121|121 1|11 [1{1[1 1|1 |[1[1[1[1]1]1|[1|[1[1[1]a]2]1 1|11 |1|[1[1][1]1]TOTAL INT 50
KEY PERFORMANCE INDICATORS (AVERAGE OF POINTS AWARDED OVER ALL INTERACTIONS) TOT MAX % AVG
1. GREETING
Det: 15Bas: 5 |15|15|15[15|/0|5|5|8|5|15/3|5|0|15|5 [15|15|15|15/15/15| 00|00 |5|15/5|0|5|0|10| 15 |15|15| 15 |15|15[15| 5 |15 380 | 615 | 61.79 | 9.27
None: O
2. FRIENDLY
%90 N0 10/10(10[10| 5 |10|10|10(10(10|10|10/10|10|10|10[10[10|10|10|10|10| 0 [10|10|10| 0 |10[10| 0 | 5 |10| 10 |10|10| 10 |10|10(10| O [10| 360 | 410 | 87.80 |8.78
3. POLITE
S 10/10(10[10|10|10| 0 |10(10(10|10| 0 |10|10|10|10[10[10|10|10|10| 0 [10| 0 |10|10|10|10(10| 0 |10| 0 | 10 |10|10| 10 | 0 |10(10(| 0 [10| 330 | 410 | 80.49 | 8.05
4 PROFESSIONAL
BEHAVIOUR o |10(10[10| 0|10/ 0| 0 [10[10[{5| 0|0 |10|10| 0 [10[10|10|10|/|0|0|0|0|0O|O|0O|0O|0O|O|O|0O]|10|10/10/ 10 |0 |0 |10|0 [10| 185 | 410 | 45.12 | 4.51
Y: TON: O
5. PRODUCT
EZS%E;;ES 5|/8|(5|5|8|5|5|8(10/5|5|5/|10/5|5|5|5|5|5|5|5|0|0|5|5|0|5|5(10/5|5|5|10|5|10/10|5|5|5(5|5| 228 | 410 | 55.49 |5.55
None: O
6. EFFICIENT
TN o |10(10[10|10|10|10|10(10(10|10|10|10|10|10| 0 [10[10|10|10|10| 0 [ 0 [10|10| 0 | 0 |10[10[10| 8 |10| 10 |10|10| 10 |10| 0 [10(10|10| 338 | 410 | 82.32 | 8.23
7. EXCEEDED
EXPECTATIONS |0 |8 |15[15|8 (15| 0|8 |15/15/ 8|0 |15(15/0|0|0|15|15|15|0|0|0|(0|0|0|0|15/0|0|0|0|[15|/0|0|15|0|0 |15/ 0 |15| 255 | 615 | 41.46 | 6.22
Y:15N: 0
8,"NU_N'FORM, 5|/5(5(5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|0|5|5|0|5|5|5|0|0|5|5|[5|5|5|5|5|0|5|5|5|5| 180 | 205 | 87.80 |4.39
Y:5N: 0 N/A: 5
9_'NEA_TNESS, 5|5(5(5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5|5(5(5|5|5|5]|5|5|5|5|5|5(5/|5]| 205 | 205 |100.00(5.00
Y:5N: 0 N/A: 5
10. PARTING
STATEMENT
bet: 10Bas: 5 |10/ 8[8(10|8|5|0|5[5[10[10|10|10{10|5 |5 105 |5 |10|10{ 0|5 [10[10(5 10|10|10(10| 6 |5 (10 |10{10| 10 | O |5 |10 O 5| 299 | 410 | 72.87 |7.29
None: O
TOTAL 60(88|93|95/|58|80|40|68|85(95|70|50|75|95|65|55|80|90|90|95|65(20|25|40|55|40|50|70|55(40|44|50|100|80|85|100|45|55(95(30|90| 2759 | 4100 | 67.29 | 67
NINININININININININININ]ININININ]NINININININ]NTNININININININININ] N NN N [NININININT TOT [MAX] % [Ave
Alalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalalala
MiMIMIMIMIM[M[M|M|[MIM|IM[M[M|[M|[M|M|IM[M[M[M[M|M|IM|[M|M[M[M|M|M|IM|[M|[M|[M[M]| M [M[M][M]|M]|M
NAME E|le|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|e|eE|e|E|E|e| E|e|E|E|E|E

HOTEL EVALUATIONS”

© HOTEL EVALUATIONS 2009

*Note - Spelling of Name may not be correct.




HOTEL NAME DATE OF STAY 16-18.01.2009

STAFF RESULTS

STAFF MEMBER No:
TOTAT NUMBER OF
INTERACTIONS

STAFF SPREADSHEET (INDIVIDUAL STAFF MEMBERS) PAGE 2
FOR STAFF WITH MULTIPLE INTERACTIONS (AVERAGE TRANSFERRED TO PAGE 1)
3 5 8 11 31
2 2 2 2

INTERACTION No. 2 | 10

1. GREETING Det: 15

Bas: 5 None: 0 15 15

2. FRIENDLY Y: 10

N: O 10 | 10

3. POLITEY:10 N: O 10 | 10

4. PROFESSIONAL 10 | 10

BEHAVIOUR Y: 10 N: O

5. PRODUCT

KNOWLEDGE Det: 10 10 5

Bas: 5 None: 0

6. EFFICIENT Y: 10N: 0 | 10 | 10

7. EXCEEDED

EXPECTATIONS Y: 15 15 0

N: 0

8. IN UNIFORM Y: 5 N: 5 5

0 N/A: 5

9. NEATNESS Y:5 5 5

N:0 N/A5

10. PARTING

STATEMENT Det: 10 10 5

Bas: 5 None: 0

TOTAL 100 | 75
NAME NAME

4
SN s (s | T8N o] | N 2426 [ HNEN 35 36 [ 39

KEY PERFORMANCE INDICATORS

0 0 0 |15 0 5 0 0 0
10 0 10 | 10 10 | 10 0 0 |10
10 | 10 10 | 10 10 | 10 10 | 10 | 10

0 0 0 0 0 |10 0 0 0
10 5 5 | 10 5 5 5) 5 B
10 | 10 10 | 10 10 | 10 10 [ 10 | 10
15 0 15 0 15 0 0 0 0

5 5 5 5 5 5 5 5 5

5 5 5 5 5 5 5 5 5
10 5 10 0 10 | 10 5) 5 B
75 | 40 70 | 65 70 | 70 40 | 40 | 50

NAME NAME NAME NAME

HOTEL EVALUATIONS”

*Note - Spelling of Name may not be correct.

© HOTEL EVALUATIONS 2009




HOTEL NAME DATE OF STAY 16-18.01.2009

STAFF SPREADSHEET (INDIVIDUAL STAFF MEMBERS) PAGE 3

STAFF RESULTS

FOR STAFF WITH MULTIPLE INTERACTIONS (AVERAGE TRANSFERRED TO PAGE 1)

STAFF MEMBER No:
TOTAT NUMBER OF
INTERACTIONS

32

KEY PERFORMANCE INDICATORS

INTERACTION No. 37 | 38 |

1. GREETING Det: 15 15 5

Bas: 5 None: 0

2. FRIENDLY Y: 10 10 | 10

N: 0

3. POLITEY:10 N: O 0 0

4. PROFESSIONAL 0 0

BEHAVIOUR Y: 10 N: 0

5. PRODUCT

KNOWLEDGE Det: 10 5 5

Bas: 5 None: 0

6. EFFICIENT Y: 10N: 0 | 10 | 10

7. EXCEEDED

EXPECTATIONS Y: 15 0 0

N: 0

8. IN UNIFORM Y: 5 5 5

N: 0 N/A: 5

9. NEATNESS Y:5 N: 0 5 5

N/A: 5

10. PARTING

STATEMENT Det: 10 0 10

Bas: 5 None: 0

TOTAL 50 | 50
NAME NAME

HOTEL EVALUATIONS”

© HOTEL EVALUATIONS 2009




HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 1

INTERACTION
No:

STAFF
MEMBER!
No:

STAFF
MEMBER
NAME

PARTICULARS

GREETING
(DETAILED BASIC OR NONE)

PARTING STATEMENT
(DETAILED BASIC OR NONE)

OTHER TERMS USED

UP SELLING

UP SERVICING

NAME

TELEPHONE
RESERVATION.

DETAILED: GOOD
AFTERNOON RESERVATIONS
THIS IS (NAME).

DETAILED: THANKS VERY
MUCH FOR YOUR CALL...BYE

YES, OKAY, NO, ALRIGHT,
PLEASE, EXCELLENT.

YES. OFFERED A BREAKFAST
INCLUSIVE PACKAGE RATE OF
$340 IN ADDITION TO THE ROOM
ONLY RATE OF $290. DID NOT
OFFER CLUB LEVEL ROOM RATE.
NO POINTS AWARDED BECAUSE
SHE FAILED MET EXPECTATIONS
(REFER STAFF TABLE 2).

NO. DID NOT ASK IF THERE
WAS ANYTHING ELSE SHE
COULD ASSIST WITH.

NAME

HOTEL SET DOWN AREA.
ARRIVED AT HOTEL. STAFF
MEMBER WHO ATTENDED
TO VALET PARKING OF CAR
AND OFFERED ASSISTANCE
WITH LUGGAGE.

DETAILED: GOOD
AFTERNOON SIR.

DETAILED: YOUORE
WELCOME...YOUORE
WELCOME....HAVE A GOOD
DAY MR (SURNAME).

NO.

HOW ARE YOU TODAY?,
ABSOLUTELY, PERFECT, MR
(SURNAME), MY PLEASURE.

YES. APPROACHED CAR AND
OPENED DOOR IN ADDITION TO
PROVIDING ASSISTANCE WITH
LUGGAGE AND CAR PARKING.

NAME

HOTEL LOBBY.
ESCORTED GUESTS TO
RECEPTION DESK.

DETAILED: GOOD
AFTERNOON SIR..WELCOME

DETAILED: OKAY...YOUORE
WELCOME...ENJOY YOUR
STAY.

NO.

HERE FOR A FEW DAYS?,
ALRIGHT, HAVE YOU
STAYED WITH US BEFORE?.

YES. EXTENDED A WELCOME AND
ESCORTED GUESTS TO THE
RECEPTION DESK FOR CHECK IN.
ALSO SAID THAT HE WOULD GET A
PORTER TO LOOK AFTER THE
LUGGAGE.

NAME

CHECK IN

DETAILED: HELLO, GOOD
AFTERNOON.

DETAILED: FANTASTIC.
ENJOY YOUR STAY WITH
US...THATOS OKAY.

MR (SURNAME), FINE,
THANK YOU, THERE WE GO.

NO. DID NOT ASK IF WE WOULD
LIKE TO MAKE A DINNER
RESERVATION IN THE HOTEL
RESTAURANT OR PROVIDE ANY
INDUCEMENTS FOR THE
RESTAURANT OR BAR (NO
DISCOUNT VOUCHERS).

YES. OFFERED A REFRESHMENT
OF ORANGE JUICE.

NAME

HOTEL LOBBY & ROOM
1510. PORTER WHO
ACCOMPANIED GUESTS
TO ROOM WITH
LUGGAGE.

FAILED GREETING: HOW ARE
YOU TODAY? (THIS IS NOT
ACCEPTED AS A GREETING

UNDER OUR PRAISE" RATING

SYSTEM. IT IS A QUESTION).

DETAILED: THATOS OKAY...
ENJOY YOUR STAY...YOUORE
WELCOME.

LOVELY, OKAY, HAVE YOU
STAYED WITH US BEFORE?,
NICE VIEW OUT THERE, IOLL

NO. DID NOT ASK IF HE COULD
MAKE A BOOKING IN THE
RESTAURANT (DID HOWEVER
PROVIDE INFORMATION
REGARDING THE HOTEL!S
RESTAURANT AND DAY SPA).

JUST LET YOU KNOW A FEW
THINGS WHILE YOUORE HER

YES. GAVE A DETAILED
EXPLANATION OF THE ROOM!S
FEATURES AND THE HOTEL!S
FACILITIES.

HOTEL EVALUATIONS®

© HOTEL EVALUATIONS 2009

*Note - Spelling of Name may not be correct.




HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 2

STAFF | STAFF
INTERACTION GREETING PARTING STATEMENT UP SELLING
MEMBER| MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) P S e
NO.
DELIVi(;(;'\DA é‘ﬁjoé — YEP, IS THERE ANYTHING
6 6 NAME COMPLIMENTARY BASIC: HI. BASIC: THANK YOU. ELSE | CAN GET YOU SIR?,
OKAY, EXCELLENT. YES. ASKED, "IS THERE
BERLTY FREDLETS: ANYTHING ELSE | CAN GET
YOU SIR?"
FAILED PARTING
STATEMENT: WONOT BE A NO.
CONCIERGE DESK. MOMENT. (THIS IS NOT
7 7 NAME | REQUESTED CAR TO BE BASIC: HI. ACCEPTED AS APARTING | GOOD, CERTAINLY, SIR.
BROUGHT AROUND. STATEMENT UNDER OUR NO. DID NOT ASK IF THERE
PRAISE" RATING SYSTEM). WAS ANYTHING ELSE SHE
COULD ASSIST WITH.
FAILED GREETING: YOUR
HOTEL LOBBY. PORTER| CARS OUTSIDE SIR. (THIS IS NO.
WHO INFORMED GUEST ~ NOT ACCEPTED AS A
8 5 NAME THAT THEIR CAR HAD GREETING UNDER OUR | BASIC: YOUORE WELCOME. -
ARRIVED AND WAS | PRAISE” RATING SYSTEM. IT
OUTSIDE. IS A STATEMENT). NO.
HOTEL LOBBY. ASKED o
IF | NEEDED A HAND :
DO YOU NEED A HAND WITH
WITH ANYTHING WHILE DETAILED: GOOD .
0 ?
9 3 NAME WAITING FOR GAR TO AFTERNOON SIR BASIC: YOUORE WELCOME. ANYTHING?, OKAY, ‘
BE DELIVERED FROM FERFAECT. YES. ASKED, ODO YOU NEEI
VALET PARKING. A HAND WITH ANYTHING?"
NO.
HOTEL SET DOWN . THERE YOU ARE MR
10 2 NAME AREA. GAVE GUESTS DETAILED: GOOD BASIC: YOUORE WELCOME.| (SURNAME), THANK YOU,

THEIR CAR KEYS.

AFTERNOON SIR.

ABSOLUTELY.

NO. DID NOT ASK IF GUEST
NEEDED HELP WITH
DIRECTIONS.

HOTEL EVALUAT!ONSB
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HOTEL NAME DATE OF STAY 16-18.01.2009

STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 3

STAFF | STAFF UP SELLING
INTERACTION GREETING PARTING STATEMENT
MEMBER| MEMBER PARTICULARS OTHER TERMS USED
No: o NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
FAILED GREETING: CHECKIN(
IN ARE WE MADAM? (THIS IS 5 NO.
HOTEL SET DOWN ( YOUORE WELCOME, WHAT,
NOT ACCEPTED AS A DETAILED: HAVE A GOOD | NAME WAS THAT UNDER?,
11 8 NAME AREA. RETURNED CAR
GREETING UNDER OUR NIGHT SIR. MR (SURNAME), NO
FOR VALET PARKING. § YES. APPROACHED CAR ANl
PRAISE” RATING SYSTEM. IT WORRIES. OPENED DOOR FOR QUEST
IS A QUESTION).
NO.
CLUB LOUNGE. DRINKS GOOD THANKS, YOUSRE |  YES. GAVE US AVERY
" o NAME & CANAPES. BASIC: HI BASIC: THANK YOU... SEE | WELCOME, EXCUSE ME, OH COMPREHENSIVE
ATTENDANT 2 TABLE i YOU LATER. YOU'RE OFF?, YOU GOING | EXPLANATION OF WHAT
VISITS. TO DINNER?, OKAY. WAS AVAILABLE AND
SHOWED US WHERE
EVERYTHING WAS.
OKAY, WOULD YOU LIKE YOUR NO.
GOWNS LAID OUT ON THE
DETAILED: OKAY, HAVE A
13 10 \AME | ROOM 1510. BED TURN | DETAILED: HELLO, GOOD co0D EVI(E)NING, oon | BED?, YES, BEAUTIFUL, WHERE [ YES. TELEPHONED TO
DOWN SERVICE. EVENING. EVENING.“. DO YOU COME FROM?, IT’S A REPORT A BEDSIDE LAMP
PLEASURE.HFéOR\ENFIb%IiG AREYOU| THAT WAS NOT WORKING
: (UNREQUESTED).
YES. SUGGESTED A DRINK IIf
WagEahefvalivatyiags THE BAR
HOTEL RESTAURANT. NOT ACCEPTED AS A DETA";E& 'ZIT\“;(\;VHETO s GOODHTAF\'/?ENAKS\’(#\(:;\I'GDONO NO. THERE WERE A NUMBER
14 11 NAME ENQUIRED ABOUT GREETING UNDER OUR OF EMPTY TABLES IN VIEW OF
BUEEET AVAILABILITY. | PRAISE” RATING SYSTEM. IT THIRTY...ENJOY YOUR AVAILABLE TILL EIGHT THE RESTAURANT'S
' : EVENING. THIRTY. RECEPTION DESK BUT GUESTS
IS A QUESTION). AT
ACCOMMODATED UNTIL 08:30
PM (A DELAY OF 45 MINUTES).
NO. DID NOT ASK IF WE
B AR, DRINKS. TABLE WOULD LIKE ANYMORE
: ' : : DRINKS.
5 1 NAME WAITRESS 2 TABLE | BASIC: HELLO. HOW ARE YOU  DETAILED: ENJOY YOUR )

VISITS.

GOING?

EVENING.

NO. DID NOT PROVIDE ANY
COMPLIMENTARY BAR
SNACKS.

HOTEL EVALUATIONS
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HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 4

STAFF STAFF UP SELLING
INTERACTION GREETING PARTING STATEMENT
_ MEMBER MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) P SERVIEING
WE HAVE A TABLE FOR YOU, | NO.DID NOT INFORM GUESTS
HOTEL RESTAURANT | BAS|C: HELLO. HOW ARE YOU  DETAILED: THANK YOU. | wHAT WAS THE NAME AGAIN?, | OF THE AVAILABILITY OF THE
16 11 NAME BUFFET DINNER. GOING? (ON ARRIVAL AT | HAVE A GOOD EVENING. (ON| FOR THE BUFFET OR A LA WINE BUFFET.
RESTAURANT RECEPTION
DESK ATTENDANT 08:30 PM). DEPARTURE AT 10:10 PM). CARTE?, ALRIGHT, ENJOY | NO. DID NOT INFORM GUESTS
- YOUR DINNER. OF THE COST OF THE BUFFET.
. HAVE YOU HAD THE BUFFET NO. DID NOT INFORM GUESTS
HOTEL RESTAURANT. | - LED GREETING: COME BEFORE?, IILL LET YOU KNOW | OF THE AVAILABILITY OF THE
' THROUGH. (THIS IS NOT WHERE EVERYTHING IS, WINE BUFFET.
ESCORTED US TO OUR[ ACCEPTED AS A GREETING ALRIGHT, OKAY, IILL JUST TAKE s, OAVE AVERY
17 13 NAME TABLE AND PROVIDED UNDER OUR PRAISE" RATING DETAILED: !ENJOY YOUR YOU TO YOUR TABLE, (NAME) COMPR.EHENSIVE R
A DETAILED SYSTEM.ITIS A NIGHT... YOU'RE WELCOME. | WILL BE OVER SHORTLY TO GET
EXPLANATION & TOUR ) YOU SOME DRINKS, OTHERWISE EXPLANATION OF WHAT WAS
STATEMENT). FEEL FREE TO MAKE YOUR WAY | AVAILABLE ON THE BUFFET WITH
OF THE BUFFET. TO THE BUFFET WHENEVER | THE EXCEPTION OF THE WINE
YOUIRE READY. BUFFET.
, YES. ASKED IF WE WOULD LIKE
G\(%%%J\%‘#ﬁ\;ﬁi?&'}ﬁéf TO ORDER MORE DRINKS.
DETAILED: THANK YOU VERY z
RIOTTEL MESTAILIRAIT. WOULD YOU LIKE ANYMORE |  YES: RECOMMENDED THE
DETAILED: GOOD EVENING. MUCH...THANK YOU...SEE CHOCOLATE DESSERT &
18 14 NAME TABLE WAITRESS 13 . DRINKS?, WOULD YOU LIKE
TABLE VISITS (ON ARRIVAL AT 08:33 PM). YOU NEXT TIME. (ON ANY TEA OR COFFEE?, WOULD | ASKED IF WE WOULD LIKE TEA/
' DEPARTURE AT 10:10 PM). | yOU LIKE ANYMORE TEAOR | COFFEE.ALSO ASKED IF WE
CORRER WOULD LIKE ANYMORE TEA/
' COFFEE.
NO. COULD HAVE
GOOD THANKS, WHAT | RECOMMENDED THE WINE
WOULD YOU LIKE?, HOWOSY BUFFET OR A PARTICULAR
HOTEL RESTAURANT. [BASIC: HELLO. HOW ARE Y N
19 15 NAME © STAU SIC © ,)O OY BASIC: YOUORE WELCOME.| A PRAWN AND BEEF ONE WINE THAT WOULD
CHEF. SIR7 SOUND?, THATOS WHAT | | COMPLEMENT THE STIR-FRY.
LIKE TO HAVE. NO. DID NOT ASK IF THERE WAS
ANYTHING ELSE HE COULD DO.
NO.
NO. KNOCKED ON ROOM DOOR
AT 08:30 AM TO ASK IF SHE
ROIOLU TGO (S N COULD SERVICE THE ROOM
20 16 NAME [ON ROOM DOOR. ASKEL DETAILED: GOOD MORNING. BASIC: THANK YOU. THATOS FINE.

TO SERVICE THE ROOM

(GUESTS SHOULD NOT BE
DISTURBED BEFORE 09:00 AM
UNLESS THERE IS A “PLEASE
MAKE UP MY ROOM” NOTICE

ON THE DOOR).

HOTEL EVALUATIONS
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HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 5

STAFF STAFF UP SELLING
INTERACTION GREETING PARTING STATEMENT
. MEMBER MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) P SRV
GOOD THANK YOU, JUST THE
HOTEL RESTAURANT. TWO OF YOU?, AND THE
NO.
BUFFET & A LA CARTE , ROOM NUMBER?,
BREAKFAST. DETAILED: GOOD MORNING. Eﬁlﬁtsg'uNlﬁfvéNf (ES(S)E‘ (SURNAME), BOTH HAV'Nf
21 17 NAME RESTAURANT HOW ARE YOU? (ON ARRIVAL ' UAI2 [FUIEL EIAASY TROlehs,
R TN IS, D AT 08:40 AM DAY. (ON DEPARTURE AT | WE SURE DO, ACTUALLY WE
: ' ) 09:39 AM). JUST CHANGED THE
& GREET AND ON BREAKFAST MENU SO THERE NO.
LEAVING RESTAURANT. IS A BIT MORE ON FOR YOU
TO HAVE A LOOK AT.
HOTEL RESTAURANT.
BUFFET & A LA CARTE HERE ON HOLIDAY?, WHERE NO.
BREAKFAST. TABLE DETAILED: GOOD . YOU GUYS COMING FROM?
22 18 NAME | \WAITER 1 TABLE VISIT | MORNING...HOW ARE YOU? BASIC: THANK YOU. CAN | OFFER YOU SOME TEA  YES. ASKED FOR OUR
(ESCORTED GUESTS TQ OR COFFEE? PREFERENCE ON WHERE W|
TABLE). WOULD LIKE TO SIT.
NO.
;U?:-II-:IIEEI:I'ZEAS\-II:QUC}X:’\'II:II—E THANK YOU, EXCUSE ME YES. ASKED, OIS THERE
% 0 VT BREAKFAST TABLE | DETAILED: GOOD MORNING. BASIC: ENJOY. (ON SIR, YOUORE WELCOME, I ANYTHING ELSE | CAN DO
AR EEE 3' 1aBLE | (ONARRIVAL AT 08:48 AM). DEPARTURE AT 09:20 AM). THERE ANYTHING ELSE | | FOR YOU?0O (I ASKED FOR
CAN DO FOR YOU? SOME MORE COFFEE AND
VISIT. SHE ASKED IF | WOULD LIKE
A FRESH (CLEAN) CUP.
YOUORE WELCOME, IOLL JU
e LA ST DETAILED: THANK YOU VERY| g1 i X (o "
DETAILED: GOOD MORNING.| MUCH. HAVE A NICE DAY.
24 20 NAME BREAKFAST. TABLE (ON ARRIVAL AT 08:49 AM) (ON DEPARTURE AT 0g:30 | MEAL FOR YOU, EXCUSE M
WAITRESS 4 TABLE ' ‘ AM) ' MAGAM, WOULD YOU LIKE | YES. ASKED GUEST IF THEY
VISIT. ' SOME GROUND PEPPER?,| WOULD LIKE SOME GROUNL
ENJOY YOUR MEAL. PEPPER.
N N NO.
gﬁlﬁ;?;i&iiﬁg " | DETAILED: GOOD MORNING | DETAILED: THANK YOU VERY| WONOT BE LONG, YOUORE
ee el NAME CHEF ' SIR. MUCH. ENJOY YOUR DAY SIR WELCOME. -

HOTEL EVALUATIONS”
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HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 6

STAFF

STAFF

INTERACTION GREETING PARTING STATEMENT UP SELLING
MEMBER| MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) e
FAILED GREETING: YES...| FAILED PARTING NO. DID NOT ASK IF THERE
CAN TAKE THAT FOR YOU | STATEMENT: YEAH SURE (ON WAS ANYTHING ELSE WE
(ON ARRIVAL AT 12:09 PM). | DEPARTURE AT 12:25 PM). WOULD LIKE TO ORDER.
26 29 NAME | HOTEL CAFE. ORDERED (115 |5 NOT ACCEPTED AS | (THIS IS NOT ACCEPTED As | YES | CAN TAKE THAT FOR
DRINKS AND A SNACK. | A GREETING UNDER OUR | A PARTING STATEMENT YOU, OKAY.
PRAISE" RATING SYSTEM. IT | UNDER OUR PRAISE" RATING NO.
IS A STATEMENT). SYSTEM).
FAILED GREETING: BANANA o
HOTEL CAFE. SMOOTHIE? (THIS IS NOT :
27 23 NAME WAITRESS 3 TABLE ACCEPTED AS A GREETING BASIC: THANK YOU. THANK YOU.
VISITS. UNDER OUR PRAISE" RATING NG
SYSTEM. IT IS A QUESTION).
HOTEL CAFE. STAFFE | FAILED GREETING: HOW WAS
MEMBER WHO ASKED,| THE FOOD? (THIS IS NOT . NO.
o8 04 NAME SHOW WAS THE ACCEPTED AS A GREETING | DETAILED: ENJOY THE REST )
FOOD?0 (AS WE WERE| UNDER OUR PRAISE" RATING OF YOUR DAY.
LEAVING). SYSTEM. IT IS A QUESTION). NO.
FAILED GREETING: GUEST
ROOM 1510. SERVICES (NAME) SPEAKING NO.
TELEPHONED GUEST | HOW MAY | HELP YOU? (THIS
0 ?
SERVICES TO ENQUIRE IS NOT ACCEPTED AS A DETAILED: THANK YOU SO | HOW CAN | HELP YOU?,
29 25 NAME MUCH...THANK YOU. BYE | THANK YOU, WHEN WILL
ABOUT BUSINESS GREETING UNDER OUR
PRAISE" RATING SYSTEM. IT BYE. YOU BE GOING UP? NO. DID NOT ASKIF THERE
e e & IS A STATEMENT FOLLOWED WAS ANYTHING ELSE SHE
ACCESS. COULD ASSIST WITH.
BY A QUESTION).
NO. DOWN SOLD. DID NOT
| KNOW HOW TO CHARGE
BUSINESS CENTRE FINE, YEAH, GOOD, HOWOJ GUEST ROOM ACCOUNT FOH
' . . YOUR DAY BEEN?, ONE JOB| TE USE OF THE INTERNET
20 o6 NAME ASKED TO USE THE BASIC: HI. HOW ARE YOU | BASIC: THANK YOU. SEE YOU| " )\ /e N &

INTERNET TO CHECK E-
MAILS.

GOING?

LATER, BYE.

DID NOT CHARGE.

KNOW HOW TO CHARGE IT,
OKAY, YOUR LUCKY DAY.

NO. DID NOT ASK IF THERE
WAS ANYTHING ELSE SHE
COULD ASSIST WITH.

HOTEL EVALUATIONS”
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HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 7

STAFF STAFF UP SELLING
INTERACTION GREETING PARTING STATEMENT
MEMBER| MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
NO. DID NOT ASK IF WE
s
BAR. HIGH TEA. TABLE DETAILED: THANK YOU VERY WHAT CAN | GET FOR YOU?, WOULD LIKE ANYTHING
31 27 NAME WAITRESS 4 TABLE DETAILED: GOOD MUCH. ENJOY THE REST OF SORRY, YES SURE, YES ELSE
VISITS AFTERNOON. HOW ARE YOU? ' YOUR DAY THATOS PERFECT, IOLL B i
' ' THERE AS SOON AS | CAN. NO
NO.
DAY SPA. WE ASKED IF
32 28 NAME WE COULD HAVE A BASIC: HI. HOW ARE YOU? DETAILED: ENJOY THE REST) - OF COURSE THERE IS, MY YES. ARRANGED FOR US Td
OF YOUR DAY. PLEASURE.
LOOK AROUND. BE GIVEN A TOUR OF THE
DAY SPA.
NO. DID NOT ASK IF WE
GOING? (THIS IS NOT VOUGR OF THE SERVICES OR
a3 - NAvE | DAY SPA GAVEUSA | ACCEPTED AS A GREETING V?/'éiég;[é- Y\(C)OUUOC)RREEV\/E;RYY OKAY, YEAH, THATOS TREATMENTS.
TOUR OF THE FACILITY.| UNDER OUR PRAISE" RATING WE.LEIOME PRETTY MUCH IT.
SYSTEM. IT IS A QUESTION). ' NO. DID NOT ASK IF THERE
WAS ANYTHING ELSE SHE
COULD ASSIST WITH.
NO.
ROOM 1510. DETAILED: THATOS ALRIGHT I?I(())\TSI;JSV'\I{?J';LE(D)UBiEE’? NO. DID NOT ASK IF THERE
34 30 NAME HOUSEKEEPING BED BASIC: HELLO. HAVE A LOVELY ARE YOU RIGHT FOR MILI'<”? WAS ANYTHING ELSE WE
TURN DOWN SERVICE. NIGHT...THATOS OKAY. YOU SURE? "l NEEDED OTHER THAN TO
' ASK IF WE WERE RIGHT FOFH
MILK.
FAILED GREETING: GUEST
e 5l SERVICES. THIS IS (NAME). . I a0 NEED TR NO.
TELE!E)HO NESDOI EST HOW MAY | HELP YOU? (THIS OT N,I HT D?I;JY 2, 10LL
© Sul=s IS NOT ACCEPTED AS A OIe oL, 1o
35 31 NAME SERVICES TO REQUEST BASIC: THANK YOU. JUST RING THE LAUNDRY

THE PRESSING OF TWG
GARMENTS.

GREETING UNDER OUR
PRAISE" RATING SYSTEM. IT
IS A STATEMENT FOLLOWED

BY A QUESTION).

AND IOLL CALL YOU BACK
SIR.

NO. DID NOT ASK IF THERE

WAS ANYTHING ELSE HE
COULD ASSIST WITH.

HOTEL EVALUATIONS”
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*Note - Spelling of Name may not be correct.




HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 8
STAFF STAFF UP SELLING
INTERACTION GREETING PARTING STATEMENT
_ MEMBER MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) T SRR
FAILED GREETING: YES MR NO. DID NOT ASK IF HE
ROOM 1510. CALL (SURNAME). IT’S (NAME) FROM COULD MAKE A BOOKING IN}
RECEIVED FROM GUES] GUEST SERVICES. (THIS IS NOT . THE HOTELOS RESTAURANT
€8 €l a2 SERVICES REGARDING ACCEPTED AS A GREETING BASIC: THANK YOU. LOVELY. NO. DID NOT ASK IF THERE
GARMENT PRESSING. | UNDER OUR PRAISE® RATING WAS ANYTHING ELSE HE
SYSTEM. IT IS A STATEMENT). COULD ASSIST WITH.
FAILED PARTING STATEMENT: -
ROOM 1510. STAFF ALRIGHT. SEE YOU IN A LITTLE :
37 32 NAME MEMBER WHO PICKED| DETAILED: GOOD EVENING. | BIT. (THIS IS NOT ACCEPTED GD%%%E%OTEEEET\;E?
UP GARMENTS FOR HOW ARE YOU? AS A PARTING STATEMENT ARG AT A XLRIG;—W NO. DID NOT ASK IF THERE
PRESSING. UNDER OUR PRAISE® RATING ' WAS ANYTHING ELSE HE
SYSTEM). COULD DO.
NO.
ROOM 1510. STAFF NO. HANDED GARMENTS
MEMBER WHO OVER AT THE DOOR. DID
38 32 NAME BASIC: HELLO. DETAILED: GOOD NIGHT. GLAD YOU THINK SO. -
RETURNED GARMENTS NOT ASK IE WE WOULD
AFTER PRESSING. LIKE THEM PLACED IN THE
WARDROBE.
FAILED GREETING: GUEST NO. DID NOT RECOMMEND A
~oOM 1516 SERVICES. THIS IS (NAME). CERTAINLY, MISS WINE TO GO WITH OUR
TELEPHONED éUEST H%?MS:ACHEEET\(SDUA?S(TIS BASIC: YOUORE (SURNAME), THANK YOU, | MEAL OR ASKIF WE WOULD
: LIKE TO ORDER SOME WINE
39 31 NAME SERVICES TO ORDER GREETING UNDER OUR WELCOME...BYE BYE. YES'OiL;Féi 'YSOTUH,\AMTSTSHE
ROOM SERVICE. PRAISE® RATING SYSTEM. IT NO. DID NOT ASK IF THERE
IS A STATEMENT FOLLOWED (SURNAME)? WAS ANYTHING ELSE HE
BY A QUESTION). COULD ASSIST WITH.
. YOU?, HELLO, HOW ARE
ROOM 1510. ROOM DETAE'bEE?\I'ISéVigULg:ELY YOU?, GREAT, WOULD You | WOULD LIKE TO ORDER.
40 33 NAME SERVICE ORDER DETAILED: GOOD EVENING. LG TH-,.A.\NK VELL SRR LIKE ME TO POP IT UP FOR| YES. ASKED IF WE WOULD
DELIVERED. : YOU?, YEAH, YOUORE LIKE HER TO POP UP THE
YA. WELCOME. OKAY THANK | SIDES OF THE TROLLEY SO
\’(ou ' THAT IT COULD BE USED AS
' A TABLE.
HOTEL EVALUATIONSM
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HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 9

STAFF STAFF
INTERACTION GREETING PARTING STATEMENT UP SELLING
MEMBER MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) P SRR TG
ROOM 1510 FAILED GREETING: GUEST NO. DID NOT ASK IF WE
TELEPHONED GUEST | SERVICES. THIS IS (NAME), WOULD LIKE TO ORDER A
SERVICES TO ADVISE HOW MAY | HELP YOU? (THIS AH LOVELY, IOLL HAVE NIGHTCAP.
o 2l NS e SEEe IS NOT ACCEPTED AS A DETAILED: HAVE A GREAT | ROOM SERVICE COME AN
GREETING UNDER OUR NIGHT. BYE BYE. COLLECT THAT, MISS
TROLLEY HAD BEEN . NO. DID NOT ASK IF THERE
PRAISE" RATING SYSTEM. IT (SURNAME).
PLACED OUTSIDE ROOM WAS ANYTHING ELSE HE
FOR COLLECTION. | > A STATEMENT FOLLOWED COULD ASSIST WITH
' BY A QUESTION). '
ROOM 1510 NO. DID NOT SUGGEST A
NIGHTCAP BEFORE
TELEPHONE. CALLED | -\ -0 =500 EVENING YES IT IS, CERTAINLY, BETIING
42 o NV GUEST SERVICES TO e gy inyien DETAILED: THANK YOU VERY WHAT TIME FOR MR :
BOOK A WAKE UP CALL (NAME)' MUCH, GOOD NIGHT. (SURNAME)?, SIX FIFTEEN | NO. DID NOT ASK IF THERE
FOR 06:15 AM THE ’ YOU CERTAINLY MAY. WAS ANYTHING ELSE SHE
NEXT MORNING. COULD DO.
NO.
ROOM 1510. ROOM GOOD THANK YOU, WHERE| | 010 NOT ASKIE THERE
e o NS SERVICE BREAKFAST | DETAILED: GOOD MORNING. | DETAILED: THANK YOU. ol GUILES WAS ANYTHING ELSE SHE
S IVEERD HOW ARE YOU? HAVE A NICE DAY. OKAY OH. ALRIGHT. . COULD GET FOR US. DID
' P ' NOT ASK IF WE WOULD
LIKE THE SIDES OF THE
TROLLEY PUT UP.
NO.
CLUB LOUNGE. ~ .
YEP, THATOS ALRIGHT, ITO
w | | e | oo | oemaeoicooouomme | SETALED THNCHOU | g, mosance | VES pROVDED GueSTS
WAITRESS 2 TABLE HOW ARE YOU? DAY...SEE YOU LATER PLACE TO WORK AS WELL, [
Rp— ' THANK YOU, YEAH | WILL. WHAT WAS AVAILABLE
- AND WHERE
(UNREQUESTED).
NO.
DETAILED: GOOD MORNING. GOOD, HAVE YOU BEEN IN
45 37 NAME CLUB LOUNGE. CHEF. HOW ARE YOU GOING? NO PARTING STATEMENT. | FOR BREAKFAST BEFORE?,
' PRETTY GOOD. NO.

HOTEL EVALUATIONS”
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*Note - Spelling of Name may not be correct.




HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 10

STAFF STAFF UP SELLING
INTERACTION GREETING PARTING STATEMENT
MEMBER MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
O e SO DETAILED: GOOD MORNING O,
CALLED GUEST SERVICES : :
YES. ABSOLUTELY FINE, | NO.DID NOT ASK IF WE WOULD
46 38 NAME TO REQUEST APORTER | GUEST SERVICES. THIS IS BASIC: BYE. " CERTAINLY : 4= GIUR AR Eree T
TO PICK UP LUGGAGE (NAME). HOW MAY | HELP? : AROUND OR IF WE NEEDED A
FROM OUR ROOM. TAXI OR HELP WITH TRANSPORT.
FAILED PARTING NO.
ROOM 1510 10:45 AM STATEMENT: NO WORRIES
YES. ASKED IF TRANSPORT
PORTER WHO PICKED SIR (ROOM 1510 AT 10:45 GOO?JSSﬁ;i,’\IOSEgETAND WAS ORGANISED. ALSO, UPON
UP LUGGAGE FROM = AM). SEE YOU LATER (HOTEL LEAVING THE HOTEL, OUR
. ?
47 8 NAME ROOM & 11:05 AM DETAILED: GODAY (ROOM | e v hown AREA AT 11:05 | ORCANISED SIR?, | CAN DOJ L UGGAGE HAD BEEN PLACED
HOTEL SET DOWN 1510 AT 10:45 AM). AM). (THESE ARE NOT THAT FOR YOU SIR, MY | IN OUR CAR READY FOR OUR
): ( PLEASURE, NO WORRIES DEPARTURE. NO POINTS
AREA ON OUR ACCEPTED AS PARTING oR. AWARDED BECAUSE HE
DEPARTURE. STATEMENTS UNDER OUR FAILED MET EXPECTATIONS
PRAISE" RATING SYSTEM). (REFER STAFF TABLE 2).
NO. DOWN SOLD BY REMOVING A
$60 CHARGE FOR BREAKFAST IN
THE HOTEL RESTAURANT FROM
OUR ACCOUNT, UNREQUESTED
(THE CHARGE WAS CORRECT AS
OUR PACKAGE ONLY INCLUDED
BREAKFAST IN THE CLUB LOUNGE
DETAILED: GOOD MORNING..{ DETAILED: THANK YOU VERY| GOOD THANK YOU, IS THAT AND NOT IN THE HOTEL
48 39 NAME CHECK OUT HOW ARE YOU? MUCH. HAVE A GREAT DAY. | CORRECT?, THERE YOU G RESTAURANT,
YES. DEDUCTED A $60 CHARGE
FROM OUR ACCOUNT FOR
BREAKFAST IN THE HOTEL
RESTAURANT ON MONDAY 6TH
OCTOBER (UNREQUESTED). SAID
THAT, OIN FUTURE BREAKFAST WAS
UP STAIRS.O
FAILED PARTING STATEMENT:
CONCIERGE DESK. WE THATIS NO PROBLEM. (THIS IS NOT NO.
4 4 NAME ASKED FOR DIRECTION BASIC: HI. ACCEPTED AS A PARTING D, UM, OKAY.
9 0 2 © CTIo SIc STATEMENT UNDER OUR PRAISE” SRRSO NOABIDINGIFORRERILSENAR
TO THE AIRPORT. RATING SYSTEM). (WE HAD TO ASK FOR ONE).
NO.
YES. SAID, OALL YOUR LUGGAGE
AﬁglEéi\lfl-Er LEJ)(S)V(\)/L'\J]R DETAILED: GOOD MORNING YE'l'SHil':?(N)S(igB;Z':NRKSIYs"U IN THE BOOT READY TO
- : : %, | GO.O (DID NOT HOWEVER WALK
50 a1 NAME CAR KEYS ON SIR. BASIC: THANK YOU. OKAY, ALL YOUR LUGGAGE|  US TO OUR CAR AND OPEN
DEPARTURE. IN THE BOOT READY TO GO. DOORS OR THANK US FOR

STAYING OR INVITE US TO STAY
AGAIN).

HOTEL EVALUATIONS”

© HOTEL EVALUATIONS 2009



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 1

KEY
PERFORMANCE
INDICATOR

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

INT No. 1
SM No. 1
NAME

INT No.
SM No.
NAME

2
2

NAME

INT No.
SM No.
NAME

3
3

NAME

INT No. 4
SM No. 4
NAME

GREETING

PARTING
STATEMENT

FRIENDLY

POLITE

EFFICIENT

NO DID NOT ASK FOR NUMBER OF
GUESTS. FAILED TO ASK IF WE
WANTED A SMOKING OR NON-

SMOKING ROOM OR PROVIDE AN
EXPLANATION OF THE HOTEL’S

SMOKING POLICY UNREQUESTED.

PROFESSIONAL

NO. FAILED EFFICIENT.

PRODUCT BASIC. DEMONSTRATED THE BASIC. DEMONSTRATED THE BASIC. DEMONSTRATED THE
KNOWLEDGE REQUIRED KNOWLEDGE AND SKILL REQUIRED KNOWLEDGE AND SKILL REQUIRED KNOWLEDGE AND SKILL

TO SUCCESSFULLY COMPLETE THE TO SUCCESSFULLY COMPLETE THH TO SUCCESSFULLY COMPLETE THE

TASK AT HAND. DID UP SELL. TASK AT HAND. DID UP SERVICE. TASK AT HAND. DID UP SERVICE.
APPEARANCE TELEPHONE INTERACTION. FULL ) ) :
POINTS AWARDED.
,;A)I(EIIECTATIONS x NO. FAILED EFFICIENT AND i i i
PROFESSIONAL.

EXCEEDED x NO. DID UP SELL BUT FAILED MET i i i
EXPECTATIONS EXPECTATIONS.

HOTEL EVALUATIONS”

*Note - Spelling of Name may not be correct.
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INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
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FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 2

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 5 INT No. 6 INT No. 7 INT No. 8
PERFORMANCE | SM No. 5 SM No. 6 SM No. 7 SM No. 5
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING
x FAILED GREETING. BASIC GREETING ONLY. BASIC GREETING ONLY. x FAILED GREETING.
PARTING BASIC PARTING STATEMENT ONLY FAILED PARTING STATEMENT BASIC PARTING STATEMENT ONLY
STATEMENT ' x ' '
FRIENDLY
NO. FAILED TO DEMONSTRATE A
= = > x WELCOMING TONE OF VOICE. FAILEL
5 ADDITIONAL CRITERIA.
POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE,
= = x THANK YOU, YOUORE WELCOME, =
EXCUSE ME OR MAY I. FAILED 1
ADDITIONAL CRITERIA.

EFFICIENT

PROFESSIONAL X NO. FAILED GREETING. - X NO. FA'LEiSSigTﬁsTATEMENT X NO. FAILED GREETING.
PRODUCT BASIC. DEMONSTRATED THE BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE REQUIRED KNOWLEDGE AND SKILL PROVIDED THE MINIMUM PROVIDED THE MINIMUM
TO SUCCESSFULLY COMPLETE THE REQUIREMENT TO SUCCESSFULLY| REQUIREMENT TO SUCCESSFULLY]
TASK AT HAND. DID UP SERVICE. COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
APPEARANCE
A= CTATIONS ] ] )| NO: FAILED PARTING STATEMENT, |y | NO. FAILED GREETING, FRIENDLY
EAFEL Al POLITE AND PROFESSIONAL. AND PROFESSIONAL.
EXCEEDED ] ] X NO. FAILED MET EXPECTATIONS. X NO. FAILED MET EXPECTATIONS.
EXPECTATIONS FAILED TO UP SERVICE OR UP SELL}#* | FAILED TO UP SERVICE OR UP SELL

HOTEL EVALUATIONS” © HOTEL EVALUATIONS 2009

NOTE - INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED

x INDICATES NO POINTS WERE AWARDED
FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 3

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)
KEY INT No. 9 INT No. 10 INT No. 11 INT No. 12
PERFORMANCE | SM No. 3 SM No. 2 SM No. 8 SM No. 9
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
CRESIC = 5 x FAILED GREETING. BASIC GREETING ONLY.
PARTING
AT [ BASIC PARTING STATEMENT ONLY. BASIC PARTING STATEMENT ONLY. 5 BASIC PARTING STATEMENT ONLY.
FRIENDLY
POLITE
EFFICIENT
FROIFSSSIONAT = 5 x NO. FAILED GREETING. =
PRODUCT BASIC. DEMONSTRATED THE BASIC. ONLY DEMONSTRATED OR BASIC. DEMONSTRATED THE
KNOWLEDGE REQUIRED KNOWLEDGE AND SKILL PROVIDED THE MINIMUM REQUIRED KNOWLEDGE AND SKILL )
TO SUCCESSFULLY COMPLETE THE REQUIREMENT TO SUCCESSFULLY TO SUCCESSFULLY COMPLETE THE
TASK AT HAND. DID UP SERVICE. COMPLETE THE TASK AT HAND. TASK AT HAND. DID UP SERVICE.
APPEARANCE
MET
EXPECTATIONS - - - -
EXCEEDED NO. FAILED TO UP SERVICE OR UP
EXPECTATIONS SELL.
NOTE - INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
INDICATES NO POINTS WERE AWARDED
HOTEL EVALUATIONS © HOTEL EVALUATIONS 2009

FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 4

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 13 INT No. 14 INT No. 15 INT No. 16
PERFORMANCE | SM No. 10 SM No. 11 SM No. 12 SM No. 11
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING = x FAILED GREETING. BASIC GREETING ONLY. BASIC GREETING ONLY.
PARTING i i i i
STATEMENT
FRIENDLY
POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE,
= - x THANK YOU, YOUORE WELCOME, -
EXCUSE ME OR MAY I. FAILED 2
ADDITIONAL CRITERIA.

EFFICIENT

PROFESSIONAL

NO. FAILED GREETING.

NO. FAILED POLITE.

PRODUCT
KNOWLEDGE

BASIC. DEMONSTRATED THE
REQUIRED KNOWLEDGE AND SKILL
TO SUCCESSFULLY COMPLETE THE

TASK AT HAND. DID UP SERVICE.

BASIC. DEMONSTRATED THE
REQUIRED KNOWLEDGE AND SKILL
TO SUCCESSFULLY COMPLETE THH

TASK AT HAND. DID UP SELL.

BASIC. ONLY DEMONSTRATED OR
PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY|
COMPLETE THE TASK AT HAND.

BASIC. ONLY DEMONSTRATED OR
PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY]
COMPLETE THE TASK AT HAND.

APPEARANCE

MET
EXPECTATIONS

X

NO. FAILED POLITE AND
PROFESSIONAL.

EXCEEDED
EXPECTATIONS

) 4

NO. FAILED MET EXPECTATIONS.
FAILED TO UP SERVICE OR UP SELL

) 4

NO. FAILED TO UP SERVICE OR UP
SELL.

HOTEL EVALUATIONS”

*Note - Spelling of Name may not be correct.

© HOTEL EVALUATIONS 2009

NOTE -

INDICATES FULL POINTS WERE AWARDED

INDICATES PART POINTS WERE AWARDED
x INDICATES NO POINTS WERE AWARDED

FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 5

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 17 INT No. 18 INT No. 19 INT No. 20
PERFORMANCE | SM No. 13 SM No. 14 SM No. 15 SM No. 16

INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME

GREETING x FAILED GREETING. > BASIC GREETING ONLY. =

PARTING BASIC PARTING STATEMENT ONLY BASIC PARTING STATEMENT ONLY
STATEMENT ' '
FRIENDLY

POLITE

EFFICIENT

NO. KNOCKED ON ROOM DOOR
BEFORE 09:00 AM (08:30 AM
MONDAY) TO ASK IF THEY COULD
SERVICE THE ROOM.

PROFESSIONAL

NO. FAILED GREETING.

NO. FAILED EFFICIENT.

PRODUCT
KNOWLEDGE

BASIC. DEMONSTRATED THE
REQUIRED KNOWLEDGE AND SKILL
TO SUCCESSFULLY COMPLETE THH
TASK AT HAND. DID UP SELL AND

UP SERVICE.

BASIC. ONLY DEMONSTRATED OR
PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY
COMPLETE THE TASK AT HAND.

BASIC. ONLY DEMONSTRATED OR
PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY]|
COMPLETE THE TASK AT HAND.

APPEARANCE

MET
EXPECTATIONS

) 4

NO. FAILED EFFICIENT AND
PROFESSIONAL.

EXCEEDED
EXPECTATIONS

NO. FAILED TO UP SERVICE OR UP

X

SELL.

NO. FAILED MET EXPECTATIONS.
FAILED TO UP SERVICE OR UP SELL|

HOTEL EVALUATlONSg

© HOTEL EVALUATIONS 2009

NOTE -

INDICATES FULL POINTS WERE AWARDED

INDICATES PART POINTS WERE AWARDED

x INDICATES NO POINTS WERE AWARDED
FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 6

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

INT No. 22 INT No. 23 INT No. 24
SM No. 18 SM No. 19 SM No. 20
NAME NAME NAME NAME NAME

KEY INT No. 21
PERFORMANCE | SM No. 17
INDICATOR NAME NAME

NAME

GREETING

PARTING
STATEMENT

BASIC PARTING STATEMENT ONLY.

BASIC PARTING STATEMENT ONLY.

FRIENDLY

POLITE

EFFICIENT

PROFESSIONAL

PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. DEMONSTRATED THE BASIC. DEMONSTRATED THE BASIC. DEMONSTRATED THE

KNOWLEDGE PROVIDED THE MINIMUM REQUIRED KNOWLEDGE AND SKILL REQUIRED KNOWLEDGE AND SKILL REQUIRED KNOWLEDGE AND SKILL
REQUIREMENT TO SUCCESSFULLY]| TO SUCCESSFULLY COMPLETE THH TO SUCCESSFULLY COMPLETE THH TO SUCCESSFULLY COMPLETE THH
COMPLETE THE TASK AT HAND. TASK AT HAND. DID UP SERVICE. TASK AT HAND. DID UP SERVICE. TASK AT HAND. DID UP SERVICE.

APPEARANCE

MET

EXPECTATIONS - - - -

EXCEEDED NO. FAILED TO UP SERVICE OR UP i i i

EXPECTATIONS SELL.

HOTEL EVALUATIONS{;}

© HOTEL EVALUATIONS 2009

NOTE -

INDICATES FULL POINTS WERE AWARDED

INDICATES PART POINTS WERE AWARDED

x INDICATES NO POINTS WERE AWARDED
FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 7

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 25 INT No. 26 INT No. 27 INT No. 28
PERFORMANCE | SM No. 21 SM No. 22 SM No. 23 SM No. 24
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING - x FAILED GREETING. x FAILED GREETING. x FAILED GREETING.
PARTING

STATEMENT - x FAILED PARTING STATEMENT. BASIC PARTING STATEMENT ONLY. -
FRIENDLY NO. FAILED TO DEMONSTRATE A

WELCOMING TONE OF VOICE. FAILEIL

- s x TO DEMONSTRATE A POSITIVE -

ATTITUDE OR SHOW ENTHUSIASM.
FAILED 4 ADDITIONAL CRITERIA.

POLITE NO. FAILED TO USE POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE, LANGUAGE SUCH AS PLEASE,
= x THANK YOU, YOUORE WELCOME, - x THANK YOU, YOUORE WELCOME,
EXCUSE ME OR MAY I. FAILED 2 EXCUSE ME OR MAY I. FAILED 2
ADDITIONAL CRITERIA. ADDITIONAL CRITERIA.
EFFICIENT

NO. TABLE SERVICE WAS NOT
x PROVIDED WITHIN 10 MINUTES OF x NO. ORDER WAS INCORRECT OR

SEATING. ORDER SUPPLIED WAS INCOMPLETE.
INCORRECT.
PROFESSIONAL NO. FAILED GREETING, PARTING NO. FAILED GREETING AND NO. FAILED GREETING, POLITE AND
x NO. FAILED APPEARANCE (UNIFORM). x STATEMENT, POLITE AND EFFICIENT! x EFFICIENT. x APPEARANCE (UNIFORM).
PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE PROVIDED THE MINIMUM x NO POINTS AWARDED. INCORRECT x NO POINTS AWARDED. INCORRECT PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY]| BEVERAGE SUPPLIED. BEVERAGE SUPPLIED. REQUIREMENT TO SUCCESSFULLY]|
COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
APPEARANCE PART POINTS ONLY. NOT WEARING PART POINTS ONLY. NOT WEARING
A NAME TAG (FAILED UNIFORM). A NAME TAG (FAILED UNIFORM).
MET NO. FAILED GREETING, PARTING
' NO. FAILED GREETING, FRIENDLY NO. FAILED GREETING, POLITE AND
EXPECTATIONS - x STATEMENT, POLITE, EFFICIENT ANEx ! ' x '
PROFESSIONAL . EFFICIENT AND PROFESSIONAL. PROFESSIONAL.
EXCEEDED x NO. FAILED TO UP SERVICE OR UP x NO. FAILED MET EXPECTATIONS. x NO. FAILED MET EXPECTATIONS. x NO. FAILED MET EXPECTATIONS.
EXPECTATIONS SELL. FAILED TO UP SERVICE OR UP SELL; FAILED TO UP SERVICE OR UP SELL FAILED TO UP SERVICE OR UP SELL;

NOTE - INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
INDICATES NO POINTS WERE AWARDED

D AATIONS © HOTEL EVALUATIONS 2009 FOR THE KEY PERFORMANCE INDICATOR



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 8

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 29 INT No. 30 INT No. 31 INT No. 32
PERFORMANCE | SM No. 25 SM No. 26 SM No. 27 SM No. 28
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING x FAILED GREETING. BASIC GREETING ONLY. = BASIC GREETING ONLY.
PARTING
STATEMENT - BASIC PARTING STATEMENT ONLY. - -
FRIENDLY NO. FAILED TO DEMONSTRATE A

. i x POSITIVE ATTITUDE OR SHOW i

ENTHUSIASM. FAILED 3 ADDITIONAL
CRITERIA.

POLITE
EFFICIENT

NO. SPILT MILK AS SHE WAS
x PUTTING MILK JUG DOWN ON THE
TABLE AND DID NOT BOTHER TO

NO. DID NOT CHARGE FOR THE USE
- x OF THE INTERNET. SAID THAT SHE
DID NOT KNOW HOW TO CHARGE IT.

CLEAN IT UP.
PROFESSIONAL NO. FAILED APPEARANCE
x NO. FAILED GREETING. x NO. FAILED EFFICIENT. x NO. FAILED EFFICIENT. x (UNIFORM).
PRODUCT BASIC. ONLY DEMONSTRATED OR NO POINTS AWARDED BECAUSE SHE BASIC. ONLY DEMONSTRATED OR BASIC. DEMONSTRATED THE
KNOWLEDGE PROVIDED THE MINIMUM x DID NOT KNOW HOW TO CHARGE PROVIDED THE MINIMUM REQUIRED KNOWLEDGE AND SKILL
REQUIREMENT TO SUCCESSFULLY] THE USE OF THE INTERNET TO THE REQUIREMENT TO SUCCESSFULLY| TO SUCCESSFULLY COMPLETE THE
COMPLETE THE TASK AT HAND. GUESTOS ROOM ACCOUNT. COMPLETE THE TASK AT HAND. TASK AT HAND. DID UP SERVICE.
APPEARANCE TELEPHONE INTERACTION. FULL ) ) PART POINTS ONLY. NOT WEARING
POINTS AWARDED. A NAME TAG (FAILED UNIFORM).
hEA)EI;rECTATIONS ) x NO. FAILED EFFICIENT AND x NO. FAILED FRIENDLY, EFFICIENT )
PROFESSIONAL. AND PROFESSIONAL.
EXCEEDED x NO. FAILED TO UP SERVICE OR UP x NO. FAILED MET EXPECTATIONS. x NO. FAILED MET EXPECTATIONS.
EXPECTATIONS SELL. FAILED TO UP SERVICE OR UP SELL| FAILED TO UP SERVICE OR UP SELL
NOTE - INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
x INDICATES NO POINTS WERE AWARDED
HOTEL EVALUATIONS © HOTEL EVALUATIONS 2009

FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009

STAFF TABLE 2 SERVICE ANALYSIS PAGE 9

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 33 INT No. 34 INT No. 35 INT No. 36
PERFORMANCE | SM No. 29 SM No. 30 SM No. 31 SM No. 31
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING
x FAILED GREETING. BASIC GREETING ONLY. x FAILED GREETING. x FAILED GREETING.
PARTING = = BASIC PARTING STATEMENT ONLY. BASIC PARTING STATEMENT ONLY.
STATEMENT
FRIENDLY NO. FAILED TO DEMONSTRATE A NO. FAILED TO DEMONSTRATE A
WELCOMING TONE OF VOICE. FAILEL WELCOMING TONE OF VOICE. FAILEIL NO. FAILED TO DEMONSTRATE A
= TO DEMONSTRATE A POSITIVE TO DEMONSTRATE A POSITIVE x WELCOMING TONE OF VOICE. FAILEL
ATTITUDE OR SHOW ENTHUSIASM. ATTITUDE OR SHOW ENTHUSIASM. 3 ADDITIONAL CRITERIA.
FAILED 4 ADDITIONAL CRITERIA. FAILED 3 ADDITIONAL CRITERIA.
POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE,
= THANK YOU, YOUORE WELCOME, = =
EXCUSE ME OR MAY I. FAILED 2
ADDITIONAL CRITERIA.
EFFICIENT

PROFESSIONAL

NO. FAILED GREETING AND

X T e NO. FAILED POLITE. X NO. FAILED GREETING. X NO. FAILED GREETING.
PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE PROVIDED THE MINIMUM PROVIDED THE MINIMUM PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY| REQUIREMENT TO SUCCESSFULLY| REQUIREMENT TO SUCCESSFULLY|
COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
APPEARANCE PART POINTS ONLY. NOT WEARING ] TELEPHONE INTERACTION. FULL TELEPHONE INTERACTION. FULL
A NAME TAG (FAILED UNIFORM). POINTS AWARDED. POINTS AWARDED.
uil= NO. FAILED FRIENDLY, POLITE AND |y | - NO. FAILED GREETING, FRIENDLY |y  NO. FAILED GREETING, FRIENDLY
EXPECTATIONS PROFESSIONAL. AND PROFESSIONAL. AND PROFESSIONAL.
EXCEEDED X NO. FAILED TO UP SERVICE OR UP NO. FAILED MET EXPECTATIONS. X NO. FAILED MET EXPECTATIONS. X NO. FAILED MET EXPECTATIONS.
EXPECTATIONS SELL. FAILED TO UP SERVICE OR UP SELL}# | FAILED TO UP SERVICE OR UP SELL}#* | FAILED TO UP SERVICE OR UP SELL

HOTEL EVALUATIONS”

NOTE -
*Note - Spelling of Name may not be correct.

© HOTEL EVALUATIONS 2009

INDICATES FULL POINTS WERE AWARDED

INDICATES PART POINTS WERE AWARDED
x INDICATES NO POINTS WERE AWARDED

FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 10

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 37 INT No. 38 INT No. 39 INT No. 40
PERFORMANCE | SM No. 32 SM No. 32 SM No. 31 SM No. 33
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING - BASIC GREETING ONLY. x FAILED GREETING. -
PARTING
STATEMENT FAILED PARTING STATEMENT. - BASIC PARTING STATEMENT ONLY. -
FRIENDLY
POLITE NO. FAILED TO USE POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE, LANGUAGE SUCH AS PLEASE,
THANK YOU, YOU’RE WELCOME, THANK YOU, YOUORE WELCOME, - -
EXCUSE ME OR MAY |. FAILED 2 EXCUSE ME OR MAY |. FAILED 2
ADDITIONAL CRITERIA. ADDITIONAL CRITERIA.

EFFICIENT

PROFESSIONAL

NO. FAILED PARTING STATEMENT
AND POLITE.

NO. FAILED POLITE.

NO. FAILED GREETING.

PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE PROVIDED THE MINIMUM PROVIDED THE MINIMUM PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY]| REQUIREMENT TO SUCCESSFULLY]| REQUIREMENT TO SUCCESSFULLY]
COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
APPEARANCE i i TELEPHONE INTERACTION. FULL i
POINTS AWARDED.
I\EA:(E;—E TATION NO. FAILED PARTING STATEMENT, NO. FAILED POLITE AND
© OIS POLITE AND PROFESSIONAL. PROFESSIONAL.
EXCEEDED NO. FAILED MET EXPECTATIONS. NO. FAILED MET EXPECTATIONS. x NO. FAILED TO UP SERVICE OR UP i
EXPECTATIONS FAILED TO UP SERVICE OR UP SELL| FAILED TO UP SERVICE OR UP SELL| SELL.

NOTE - INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
x INDICATES NO POINTS WERE AWARDED

FOR THE KEY PERFORMANCE INDICATOR.

*Note - Spelling of Name may not be correct.

HOTEL EVALUATIONS”

© HOTEL EVALUATIONS 2009



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 11

STAFF IDENTIFICATION DETAILS - ( INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)
KEY INT No. 41 INT No. 42 INT No. 43 INT No. 44
PERFORMANCE |SM No. 31 SM No. 34 SM No. 35 SM No. 36
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING X FAILED GREETING. - - -
PARTING ) ] ] )
STATEMENT
FRIENDLY
POLITE
EFFICIENT NO. ROOM SERVICE TROLLEY WAS

NOT COLLECTED WITHIN 45
X| MINUTES OF GUEST REQUESTING - - -
ITS COLLECTION. STILL OUTSIDE
ROOM AT 10:45 PM.
PROFESSIONAL X NO. FAILED GREETING AND ) ) ]
EFFICIENT.

PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE PROVIDED THE MINIMUM PROVIDED THE MINIMUM ) )

REQUIREMENT TO SUCCESSFULLY REQUIREMENT TO SUCCESSFULLY

COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
APPEARANCE TELEPHONE INTERACTION. FULL TELEPHONE INTERACTION. FULL ) )

POINTS AWARDED. POINTS AWARDED.
MET
S EETTIRE |b NO. FAILED GREETING, EFFICIENT ) ) )
AND PROFESSIONAL.
EXCEEDED NO. FAILED MET EXPECTATIONS. NO. FAILED TO UP SERVICE OR UP NO. FAILED TO UP SERVICE OR UP ]
EXPECTATIONS X FAILED TO UP SERVICE OR UP SELL] X SELL. X SELL.
NOTE - ¢ INDICATES FULL POINTS WERE AWARDED

*Note - Spelling of N t b t
ote - opelling of Name may not be correct. INDICATES PART POINTS WERE AWARDED

INDICATES NO POINTS WERE AWARDED

HOTEL EVALUATIONS” © HOTEL EVALUATIONS 2009 FOR THE KEY PERFORMANCE INDICATOR.



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 12

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 45 INT No. 46 INT No. 47 INT No. 48
PERFORMANCE |SM No. 37 SM No. 38 SM No. 8 SM No. 39
INDICATOR NAME NAME NAME NAME NAME NAME NAME NAME
GREETING ] ] ] ]
PARTING X NO PARTING STATEMENT. BASIC PARTING STATEMENT ONLY. |[3¢|  FAILED PARTING STATEMENT. -
STATEMENT
FRIENDLY
POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE,
X| THANK YOU, YOU'RE WELCOME, - - -
EXCUSE ME OR MAY I. FAILED 1
ADDITIONAL CRITERIA.
EFFICIENT

NO. DID NOT ASK IF WE WOULD LIKE
OUR CAR BROUGHT AROUND OR IF

) X WE REQUIRED A TAXI OR HELP WITH i i

TRANSPORT.

PROFESSIONAL NO. NO PARTING STATEMENT.

X | FAILED POLITE AND APPEARANCE  |X
(UNIFORM).

NO. FAILED EFFICIENT. x NO. FAILED PARTING STATEMENT. -

PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR BASIC. DEMONSTRATED THE

KNOWLEDGE PROVIDED THE MINIMUM PROVIDED THE MINIMUM REQUIRED KNOWLEDGE AND SKILL
REQUIREMENT TO SUCCESSFULLY] REQUIREMENT TO SUCCESSFULLY] TO SUCCESSFULLY COMPLETE THE
COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND. TASK AT HAND. DID UP SERVICE.

APPEARANCE PART POINTS ONLY. NOT WEARING TELEPHONE INTERACTION. FULL
A NAME TAG (FAILED UNIFORM). POINTS AWARDED.

MET x NO. FAILED PARTING STATEMENT, x NO. FAILED EFFICIENT AND x NO. FAILED PARTING STATEMENT )

EXPECTATIONS POLITE AND PROFESSIONAL. PROFESSIONAL. AND PROFESSIONAL.

EXCEEDED x NO. FAILED MET EXPECTATIONS. x NO. FAILED MET EXPECTATIONS. x NO. DID UP SERVICE BUT FAILED

EXPECTATIONS FAILED TO UP SERVICE OR UP SELL| FAILED TO UP SERVICE OR UP SELL| MET EXPECTATIONS.

NOTE - INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
INDICATES NO POINTS WERE AWARDED

FOR THE KEY PERFORMANCE INDICATOR.

HOTEL EVALUATIONS”

© HOTEL EVALUATIONS 2009



HOTEL NAME DATE OF STAY 16-18.01.2009
STAFF TABLE 2 SERVICE ANALYSIS PAGE 13

STAFF IDENTIFICATION DETAILS - (INTERACTION NUMBER - STAFF MEMBER NUMBER - NAME)

KEY INT No. 49 INT No. 50 INT No. INT No.
PERFORMANCE |SM No. 40 SM No. 41 SM No. SM No.
INDICATOR NAME NAME NAME NAME NAME NAME
GREETING BASIC GREETING ONLY. ;
PARTING

x FAILED PARTING STATEMENT. BASIC PARTING STATEMENT ONLY.
STATEMENT
FRIENDLY NO. FAILED TO DEMONSTRATE A

WELCOMING TONE OF VOICE. FAILED

TO DEMONSTRATE A POSITIVE -

ATTITUDE OR SHOW ENTHUSIASM.
FAILED 4 ADDITIONAL CRITERIA.

POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE,
x THANK YOU, YOU’RE WELCOME, -
EXCUSE ME OR MAY I. FAILED 2
ADDITIONAL CRITERIA.

EFFICIENT

PROFESSIONAL x NO. FAILED PARTING STATEMENT

AND POLITE.
PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. DEMONSTRATED THE
KNOWLEDGE PROVIDED THE MINIMUM REQUIRED KNOWLEDGE AND SKILL
REQUIREMENT TO SUCCESSFULLY]| TO SUCCESSFULLY COMPLETE THH
COMPLETE THE TASK AT HAND. TASK AT HAND. DID UP SERVICE.
APPEARANCE
MET NO. FAILED PARTING STATEMENT,
EXPECTATIONS x FRIENDLY, POLITE AND -
PROFESSIONAL.
EXCEEDED x NO. FAILED MET EXPECTATIONS.
EXPECTATIONS FAILED TO UP SERVICE OR UP SELL;

NOTE - GREETING AND PARTING STATEMENT CATEGORY. NO GREETING OR NO PARTING STATEMENT MEANS THAT NONE WERE OFFERED. FAILED GREETING OR FAILED PARTING
STATEMENT MEANS THAT WHAT WAS SPOKEN WAS NOT ACCEPTABLE UNDER THE GUIDELINES OF OUR PRAISE® RATING SYSTEM.

NOTE - PROFESSIONAL CATEGORY. MINIMUM REQUIREMENT FOR POINTS TO BE AWARDED FOR THIS CATEGORY IS A BASIC GREETING, BASIC PARTING STATEMENT, POLITE,
EFFICIENT AND APPEARANCE IN UNIFORM NEAT & TIDY. NOTE - INDICATES FULL POINTS WERE AWARDED

INDICATES PART POINTS WERE AWARDED

x INDICATES NO POINTS WERE AWARDED
HOTEL EVALUATIONS © HOTEL EVALUATIONS 2009 FOR THE KEY PERFORMANCE INDICATOR.
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