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EXAMPLE HOTEL

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

RATING
SYSTEM

EXCELLENT
(81 to 100%)

LEVEL 5

POINTS AWARDED (OVERALL)
OVERALL POINTS AWARDED 2522

VERY GOOD
(76 to 80%)

LEVEL 4

POINTS NOT ACHIEVED 478

MAXIMUM POINTS POSSIBLE 3000

GOOD
(66 to 75%)

LEVEL 3

SATISFACTORY
(41 to 65%)

LEVEL 2

POOR
LEVEL 1 - T

SOLITAIRE % OF POINTS
DIAMOND RATING - AVAILABLE
BUT NOT

ACHIEVED

OVERALL PRAISE ® RATING

EXCELLENT LEVEL 5 BLUE HOTEL
EVA LUATIONS
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EXAMPLE HOTEL

CHART 2. HOTEL EVALUATIONS PRAISE ® RATING (POINTS DISTRIBUTION) PRAISE ®
RATING
SYSTEM
POINTS DISTRIBUTION
EXCELLENT
EXCELLENT 2052
VERY GOOD 80
cleiely A VERY GOOD
SATISFACTORY 109
POOR (0]
POINTS AVAILABLE
(BUT NOT 478 GOOD
ACHIEVED)
MAXIMUM POINTS
POSSIBLE 5000
SATISFACTORY
POOR

% OF POINTS
AVAILABLE
- BUT NOT

ACHIEVED

HOTEL

EVALUATIONS
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EXAMPLE HOTEL

CHART 3. HOTEL EVALUATIONS PRAISE ® RATING (INDIVIDUAL AREAS)

0 10 20 30 40 50 60 70 80 90 100
1. TELEPHONE RESERVATION —L 1 | |

2. ARRIVAL & CHECK IN — n -

3. LUGGAGE ON ARRIVAL SO |

4. CAR PARKING M

5. ROOM
6. ROOM SERVICE FOOD & BEVERAGE

7. ROOM SERVICE SERVICE PERFORMANCE

8. BREAKFAST (IN ROOM) FOOD & BEVERAGE

9. BREAKFAST (IN ROOM) SERVICE PERFORMANCE

10. BREAKFAST (IN RESTAURANT) FOOD & BEVERAGE

11. BREAKFAST (IN RESTAURANT) SERVICE PERFORMANCE

12. CONCIERGE
13. HOUSEKEEPING

14. RESTAURANT FACILITY
15. RESTAURANT FOOD & BEVERAGE (BUFFET MEAL)

16. RESTAURANT SERVICE PERFORMANCE (BUFFET MEAL)

17. HOTEL FACILITIES - BUSINESS CENTRE
18. HOTEL FACILITIES - POOL AREA

19. HOTEL FACILITIES - GYMNASIUM

20. HOTEL FACILITIES - HOTEL BAR

21. HOTEL FACILITIES - PUBLIC TOILETS
22. HOTEL SAFETY & SECURITY

23. LUGGAGE ON DEPARTURE

24. CHECK OUT

25. THE ACCOUNT

26. HOTEL STAFF

27. GENERAL PUBLIC AREAS

28. MAJOR AMENITIES =

'M

——
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PRAISE ®

RATING
SYSTEM

EXCELLENT
(81 to 100%)

VERY GOOD
(76 to 80%)

GOOD
(66 to 75%)

SATISFACTORY
(41 to 65%)

POOR
(0 to 40%)

HOTEL

EVALUATIONS




EXAMPLE HOTEL

CHART 4. HOTEL EVALUATIONS PRAISE ® RATING (SUB GROUPS)

POINTS AWARDED
(SUB GROUPS)

1. CUSTOMER SERVICE
POINTS AWARDED
POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

2. FACILITIES & INCLUSIONS

POINTS AWARDED
POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

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

4. SAFETY & SECURITY
POINTS AWARDED
POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

5. ROOM SATISFACTION
POINTS AWARDED

POINTS NOT AWARDED
MAXIMUM POINTS POSSIBLE

931
235
1166

964
171
135

404
30
434

156

165

91.5
8.5

100

1. CUSTOMER SERVICE 2. FACILITIES & INCLUSIONS

79.85% 84.93%

VERY GOOD EXCELLENT
3. FOOD & BEVERAGE

EXCELLENT
4. SAFETY & SECURITY 5. ROOM SATISFACTION

EXCELLENT EXCELLENT
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PRAISE ®
RATING
SYSTEM

EXCELLENT
(81 to 100%)

VERY GOOD
(76 to 80%)

GOOD
(66 to 75%)

SATISFACTORY
(41 to 65%)

POOR
(0 to 40%)

% OF POINTS
AVAILABLE
- BUT NOT

ACHIEVED

HOTEL

EVALUATIONS




EXAMPLE HOTEL

CHART 5. HOTEL EVALUATIONS PRAISE ® RATING (STAFF ANALYSIS)

PRAISE ®
RATING
STAFF ANALYSIS SYSTEM
TOTAL NUMBER OF INDIVIDUAL EMPLOYEES 41 EXCELLENT

ENCOUNTERED

(81 to 100%)

1. GREETING
TOTAL NUMBER OF EMPLOYEE

INTERACTIONS 50

2. FRIENDLINESS

VERY GOOD
KEY AGGREGATE AGGREGATE  EXPRESSED 3. POLITENESS 80.49 (76 to 80%)
OF MAXIMUM AS A
PERFORMANCE OF POINTS
INDICATORS AWARDED POINTS PERCIiNTAGE
POSSIBLE (%) 4. PROFESSIONALISM
1. GREETING 380 615 61.79 GOOD
2. FRIENDLINESS 360 410 87.80 5. PRODUCT KNOWLEDGE (66 to 75%)
3. POLITENESS 330 410 80.49 6. EFFICIENCY
4. PROFESSIONALISM 185 410 45.12 '
i-N?V?IEILEJIS;E 228 410 55.49 7. EXCEEDED EXPECTATIONS SATISFACTORY
(41 to 65%)
6. EFFICIENCY .
338 410 82.32 8. APPEARANCE (IN UNIFORM)
7. EXCEEDED
EXPECTATIONS 255 615 41.46
9. APPEARANCE (NEATNESS)
10. PARTING STATEMENT (0 to 40%)
9. APPEARANCE
AT 205 205 100.00
10. PARTING
STATEMENT 299 410 72.87 % OF POINTS
AVAILABLE
TOTAL 2759 4100 67.29 BUT NOT

ACHIEVED

HOTEL

EVALUATIONS
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EXAMPLE HOTEL

CHART 6. HOTEL EVALUATIONS PRAISE ® RATING (INDIVIDUAL STAFF)

STAFF MEMBER POINTS AWARDED (OUT OF 100)

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
95
65
55
80
920
90
95
65
20
25
40
55
40
50
70
55
40
44
50
100
80
85
100
45
55
95
30
90

67

STAFF MEMBER No. 1
STAFF MEMBER No. 2
STAFF MEMBER No. 3
STAFF MEMBER No. 4
STAFF MEMBER No. 5

A MM EER No. 5

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
STAFE 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)

VERY GOOD
(76 to 80)

GOOD
(66 to 75)

SATISFACTORY
] “reoss

POOR
B oo
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EXAMPLE HOTEL

CHART 7. HOTEL EVALUATIONS PRAISE ® RATING (HISTORICAL COMPARATIVE)

OVERALL PRAISE ® RATING & PRAISE ® SUB GROUPS
100

. | 7963 84.07 1Y 79.85 PRAISE ®
go | 7192 RATING
60 60 SYSTEM
40 40
20 20 EXCELLENT
0 PRAISE ® RATING - OVERALL 0 PRAISE ® RATING - CUSTOMER SERVICE (81 to 100%)
— — o (@] o o (@] o (@] o G — o o o (@] o (@) o o
— — o o o o o o o o S — o o o o o o o o
~ ~N = N N N = N N N ~ S N N N N N N N N
— Tp) o o o o o o o o — LN (@] @ (@] (@] (@] (@] (@] ©
(@) o o o o (@) o o o o (@) (@) (@) o o o o o o o
A" NI TV B ' Sy S S S = - S R N S VERY GOOD
93.09
100 | g84.1584.93 100 | g4.76 (76 to 80%)
80 80
60 60
40 40 GOOD
20 20 (66 to 75%)
0 PRAISE ©® RATING - FACILITIES & INCLUSIONS 0 PRAISE ® RATING - FOOD & BEVERAGE
— — @ o o o o o o o S5 — (@) o o o ) o o o
SN O B B BN B B N B B B B
s 8 8 8 8 8 8 8 8 8 s 8 8 8 8 8 8 8 8 8 SATISFACTORY
B T N L ™ (41 to 65%)
T 94.1094.55 100 88.82 91.50
80 80
60 60 POOR
(0 to 40%)
40 40
20 20
0 PRAISE ® RATING - SAFETY & SECURITY 0 PRAISE ® RATING - ROOM SATISFACTION
— — @ o (@] (@) o o o o — — o o o o @) o (@] o
T T 2 2 2 2 L2 2 <2 =2 T T 2 2 2 2 2 <2 g 9
— 7o) @ o o o o (@) o o = n o o o o D) o (@) o
(@] o ) o o o o o o o o o o o o o D) o o o
R P = N N T T S O S H OT E |_

EVALUATIONS
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EXAMPLE HOTEL

CHART 8. HOTEL EVALUATIONS PRAISE ® RATING (HISTORICAL COMPARATIVE)

INDIVIDUAL AREAS - PART 1

ARRIVAL & CHECK IN

LUGGAGE ON ARRIVAL

|

TELEPHONE RESERVATION

;

o7

100

100

100

PRAISE ®
RATING

EXCELLENT

SYSTEM

(81 to 100)

;
ﬂ

75
5
2

:

75
50
25

0

:

75
0
5
0

00/00 *
00700 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
LL/SO "
LL/LO "

00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
LL/SO "
LL/LO "

00/00°
00/00 °
00/00°
00/00°
00/00 *
00/00°
00/00°
00/00°
LL/SO°
LL/LO®

N n < 1N ©W N~ 0 O O

N n < 1N O N~ 0 o O

—

VERY GOOD
(76 to 80)

GOOD
(66 to 75)

ROOM SERVICE
100 FOOD & BEVERAGE

ROOM

CAR PARKING

100
75
50
25

[

100
75
0

5

0

96 96

100
75
50
25

00/00°
00/00 *
00/00 -
00/00°
00/00 *
00/00°
00/00 *
00/00 -
LL/SO "
LL/LO®

00/00°
00/00 *
00/00°
00/00 -
00/00°
00/00°
00/00 °
00/00°
LL/SO "
LL/LO®

00/00 °
00/00°
00/00 -
00/00 *
00/00°
00/00 °
00/00°
00/00°
LL/SO "
LL/LO®

VI
2 |
E o
I g
B.l
=
(V]
ol
6
g 3
LS
g Z
_e..
q
., &
<
€ @
[11]
P4
L
ol
"3
"9
‘£z
9
(7]
s X
X
14 <
w
£ &
Z
L
ol
6
°u
“ 2
9 w
(7]
q =
(o]
¥ O
(0 4
€
l
L

FOOD & BEVERAGE

SERVICE PERFORMANCE

SERVICE PERFORMANCE

100

85 85

100

85

H

100

POOR
(0 to 40)

75

|

75
0
5
0

00/00°
00/00 *
00/00 -
00/00°
00/00 °
00/00°
00/00 *
00/00°
LL/SO "
LL/LO®

00/00 *
00/00 *
00/00 *
00/00 *
00700 *
00/00 *
00/00 *
00/00 *
LL/SO "
LL/LO "

00/00 *
00700 *
00/00 -
00/00 *
00/00 *
00/00 *
00700 *
00/00 -
LL/SO "
LL/LO "
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z
o
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<
D
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EXAMPLE HOTEL

CHART 8. HOTEL EVALUATIONS PRAISE ® RATING (HISTORICAL COMPARATIVE)

INDIVIDUAL AREAS - PART 2

BREAKFAST IN RESTAURANT

CONCIERGE

BREAKFAST IN RESTAURANT

SERVICE PERFORMANCE

FOOD & BEVERAGE

PRAISE®
RATING

50

I

100
75

92 94

100
75
50
25

SYSTEM

50

EXCELLENT

(81 to 100)

00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
00/00 *
LL/SO "
LL/1LO "

00700 *
00/00 -
00/00 °
00700 *
00/00 -
00700 *
00/00 *
00/00 *
LL/SO "
LL/LO "

00/00 *
00700 *
00/00 *
00/00 *
00/00 *
00/00 *
00700 *
00/00 -
LL/SO "
LL/LO "
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88 92
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Z
o
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1]
X
1]
("2
= ]
o
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91 9%

100
75
50

GOOD
(66 to 75)

50
25

50

25
0

SATISFACTORY

(41 to 65)

00700 *
00/00 °
00700 -
00700 *
00/00 °
00700 *
00/00 °
00700 -
LL/SO "
LL/LO "

00700 *
00/00 -
00700 *
00700 -
00/00 °
00700 *
00/00 *
00700 *
LL/SO "
LL/LO "

00/00 °
00700 *
00700 -
00/00 °
00700 *
00/00 *
00700 *
00700 -
LL/SO "
LL/LO "

N N T N O N~ 0O O O - N O T 1" O N~ 0 O O - N O T 1n ©O© N~ O o O
— — —

—

RESTAURANT
SERVICE PERFORMANCE

86

H

POOL AREA

86 91

BUSINESS CENTRE

100

85 85

100

100

75

|

POOR
(0 to 40)

75
50
25

75
0
5
0

00700

00/00 *
00/00 *
00/00 *
00/00 *
00700 *
00/00 *
00/00 *
00700 *
LL/SO "
LL/LO "

00/00 *
00700 *
00/00 -
00/00 *
00700 *
00/00 *
00700 *
00/00 -
LL/SO "
LL/LO "

1
Ll
T
O

0ol
00/00 °
00/00 -
00/00°
00/00 °
00/00°
00/00 *
00/00°
LL/SO "
LL/LO®

— N NN T ;" ©O© N~ o

— a M ¥ 1 YW N ©o o O
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PRAISE ®
RATING
SYSTEM

EXCELLENT

(81 to 100)

PUBLIC TOILETS

EXAMPLE HOTEL
CHART 8. HOTEL EVALUATIONS PRAISE ® RATING (HISTORICAL COMPARATIVE)

INDIVIDUAL AREAS - PART 3
HOTEL BAR

100

GYMNASIUM

. . =
5% g% 2% &% s
Z © 8« o 5 2
£ = FF = OF
00/00 "0 00/00 01 00/00 0L
00/00 "6 00/00°6 00/00 "6
00/00 '8 00/008 i 00/00 '8
00/00°2 00/00°2 00/00 "2
00/00'9 3 00/00°9 00/00 9
00/00°S ¥ 00/00°S & 00/00 °S
00/00 ¥ m 00/00 '+ m_ 00/00 ¥
00/00 "€ 00/00°¢ 4 00/00 "€
11/50 2 s ] iwvsoe @[] twsoz
LL/LO "L S o 5[ | twon
3R38° 82838°
00/00 ‘0L 00/00 0L 00/00 0L
00/00 "6 m 00/00 ‘6 00/00 "6 m
00/00°'8 00/00 '8 00/00°8 &
00/002 & 00/00°2 i 00/00°2 X
00/00°9 2 00/00°9 'n 00/00°9
00/00°s O 00/00 'S m 00/00°S ©
00/00°t 32 00/00 % 2 00/00% &
00/00 "€ m 00/00 "€ 00/00 "€
lsoe = g ] twsoz S ] iwsoz
LL/10 "L o[ ] w0 S Lot
S e3R8 -° 8 R 38&°
00/00°0L 00/00 01 00/00 0L
00/006  E 00/00 "6 00/00 "6
00/00°8 3 00/00 '8 00/00 '8
00/00°2. 00/00 “Z _w 00/00 "2
00/00°9 = 00/00°9 S 00/00 "9
00/00 °S m 00/00°S < 00/00 °S
00/00 ' m. 00/00 ¥ m 00/00 ¥
00/00°'¢ W 00/00 "€ 00/00 "€
lsoz 2 s ]wsoz 5[ ] wsoe
LL/L0 "L s o S ] o
SR 8&° SEeB&°




EXAMPLE HOTEL

CHART 9. HOTEL EVALUATIONS PRAISE ® RATING (HISTORICAL COMPARATIVE)
HOTEL STAFF - KEY PERFORMANCE INDICATORS - PART 1

GREETING

PRAISE ®
100 RATING
80 SYSTEM

60 61.79 EXCELLENT
4o DAEE
20

0

(81 to 100%)

VERY GOOD
1.01/11 2.05/11 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00

(76 to 80%)

ASSESSMENT NUMBER, MONTH & YEAR

GOOD
PARTING STATEMENT (66 to 75%)

100

80 SATISFACTORY

60 72.87 (41 to 65%)

63.55
40
20 POOR
(0 to 40%)
0

1.01/11 2.05/11 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

HOTEL

© HOTEL EVALUATIONS 2011 EVALUATIONS




EXAMPLE HOTEL

100
80
60
40
20

100
80
60
40
20

100
80
60
40
20

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

87.80
74.50 I

1.01/11

2. 05/11

FRIENDLINESS

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

80.49
69.31 I

1. 01/11

1. 01/11

2. 05/11

2. 05/11

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

PROFESSIONALISM

0

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
© HOTEL EVALUATIONS 2011

PRAISE ®
RATING
SYSTEM

EXCELLENT
(81 to 100%)

VERY GOOD

(76 to 80%)

GOOD
(66 to 75%)

SATISFACTORY
(41 to 65%)

POOR
(0 to 40%)

HOTEL

EVALUATIONS




EXAMPLE HOTEL

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

PRODUCT KNOWLEDGE

PRAISE ®
100 RATING
80 SYSTEM
60 ) EXCELLENT
40 n (81 to 100%)
20
0 ' VERY GOOD
1.01/11 2.05/11 3.00/00 4.00/00 5.00/00 6.00/00 7.00/00 8.00/00 9.00/00 10.00/00 (78 o 202
ASSESSMENT NUMBER, MONTH & YEAR
GOOD
EFFICIENCY (66 to 75%)
100
80 79.50 Jy82.32 SATISFACTORY
(41 to 65%)
60
40
20 POOR
- (0 to 40%)
0

1.01/11 2.05/11 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

HOTEL

EVALUATIONS
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EXAMPLE HOTEL

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

100 APPEARANCE (IN UNIFORM)

®
80 - PRAISE
50 83.60 [ 87-80 RATING
40 SYSTEM
= EXCELLENT
0 (81 to 100%)

1.01/11 2.05/11 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
100 -
100.00 *4100.00
80
60
40
20
0

1.01/11 2.05/11 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

VERY GOOD
(76 to 80%)

APPEARANCE (NEATNESS)

GOOD
(66 to 75%)

SATISFACTORY
(41 to 65%)

EXCEEDED EXPECTATIONS

100
80 POOR
60 41.46 (0 to 40%)

40 2747
S | l
0

1.01/11 2.05/11 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 E"\./ALUATIONS
© HOTEL EVALUATIONS 2011




EXAMPLE HOTEL
STAFF SPREADSHEET (INDIVIDUAL INTERACTIONS) PAGE 1

TOTAL NUMBER OF INTERACTIONS =

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

50 DG/BG NG| F INF| s INS| P [NP| E INE]PkD|PKB [PKN]DPS|BPS [NPS|PRO|NPRO | EE |IDNEEJU[N| TOT[INT
STAFF NAME No: TIME & DATE LOCATION 15 5/0110/01 0 (0i10/0110/0110 | 5 01101/ 5 1 0 110/ 0 15/ 0 15/51100|No:
HELEN 1 [02:20 PM 04.05.11 |TELEPHONE RESERVATION[15] - [ - J10] -1 - [ -T10l-|-Jol - I 51 - T10l -1 -1 -1 o |- o Isl5l60]1
TIMOTHY 2 |03:53PM 16.05.11 |HOTEL SETDOWN AREA |15] - | - |10] - | - I x |10/ - 10/ -110] - | - 10l - | - 110! - 115/ - Isls5l100] 2
GARY 3 |03:55PM 16.05.11 |HOTEL LOBBY 15/ - [ -l10/ - | - Ix|10l-J10/-| - [ 5[ - L10! - | - 10| - |15/ - |sls|l95] 3
SYLVIA 4 03:56 PM 16.05.11 |RECEPTION FRONTDESK |15! - | - l10] - I x| - |10/ -l10/ - | - | 5 | - V10! - | - 110! - li5] - |sls5l 95] 4
ANDREW 5 |03:58-04:03 PM 16.05|HOTEL LOBBY & ROOM 1510 - | - |0 |10] - | x | - |10l - |10/ -l10| - | - 10l - | - | -| o li5 - Is5i5]l 751 5
MARION 6 |04:06 PM 16.05.11 |ROOM 1510 -/5/-l10/ - | x| -l10/-J10/-0 - |5 | -|-15|-]10] - |15/ - |5/5180]6
BRUCE 7 |04:43 PM 16.05.11 |CONCIERGE DESK Isl-l1ol-Ix|-1-loltol -1 -15]-01-1-1ol-101l-]olsls5l4a0]7
ANDREW 5 |04:51 PM 16.05.11 |HOTEL LOBBY -l-lol-]lo]-|x|10/-J10/-|-15]|-1-15|-1-]01]-]|o0]|s5/5l40]3
GARY 3 |04:47 PM 16.05.11 [HOTEL LOBBY 15/ - [- |10/ -] - [x|10/-J10/-) - [ 5 |-} -15]|-110| - |15 - |5/5/90]9
TIMOTHY 2 |04:52 PM 16.05.11 [HOTEL SETDOWN AREA 15| - | - |10/ - | - Ix]10/-J10/-| - |5 | -} -5 | -J10] - |-| o |s/5175]10
SIMON 8 |05:09 PM 16.05.11 |HOTEL SETDOWNAREA | - | - |ol10]/ - | - Ixl10/ -l10/ -| - | 5| - b10! - | -1 -1 o |15 - |sl5| 70|11
NATALIE 9 |05:25-06:05 PM 16.05| CLUB LOUNGE -/5/-l10/ - | x|-l10/-J10/-J10] - | - | - 15| -l10| - |15/ - |5/5| 85|12
TOMIKO 10/06:58 PM 16.05.11 |ROOM 1510 15 - |-|10/ - | x|[-J10/-|10/ -] - | 5| - )10 - | - l10] - |15/ - |5/5|/ 95|13
MARINA 11|07:45 PM 16.05.11 |HOTEL RESTAURANT -l -Joltol - I x| -l10l-l10/ -1 -1 5] -T10! -1 -1-1 o |15/ - Isls| 70|14
ASHLEIGH 12107:53-08:24 PM 16.05|BAR -|/5|-J10| - X|-]1-|/0jJ10/ -] - | 5 | - J10| - - - 0 -| 0 |5/5150]1)15
MARINA 11 [08:30 & 10:10 PM 16.05| HOTEL RESTAURANT -ls5l-J1ol - xI-l1ol-l10l-1 -5 -110! - | -1l10l - I-1 o |slsl70|16
MEGAN 13/08:31 PM 16.05.11 |HOTEL RESTAURANT -l-lof10/ - | x|-l10/-J10/-010] - [ - J10| - [ - -| o |15 - |5/5| 75|17
CHARLOTTE 1408:33-10:10 PM 16.05/ HOTEL RESTAURANT 15 - | -l10[- | x|[-J10/-J10/-| - | 5 | - 10| - | - J10|] - |15] - |5/5| 95|18
YUAN 15/08:57 PM 16.05.11 |HOTEL RESTAURANT Isl-l1o0l-| - Ixl1ol-l10/ -1 -1 5] -1 -151-110] - |-] o |slsle65]19
SONYA 1608:30 AM 17.05.11 |ROOM 1510 15 - |-J10/ - | x|-J1o]-|-]o] -|5 |- -158|-1-10]-] o0 |5/5|55]20
SALLY 17 | 08:40 & 09:39 AM 17.05| HOTEL RESTAURANT 15/ - [- |10/ - | x|-J10/-J10/-| - | 5| - 10| - | - J10| - |-| o |5/5|80]21
MIKE 18/08:41 AM 17.05.11 |HOTEL RESTAURANT 15| - |- |10/ - | x|-J10/-J10/-) - [ 5 |-} -15|-110] - |15 - |5(5| 90|22
MICHELLE 19108:48-09:20 AM 17.05|HOTEL RESTAURANT 15| - 10| - | X [ - |10 10| -] - [ 5 - | 5| -110| - |15/ - ]5/5190 |23
EMMA 20(08:49-09:39 AM 17.05(HOTEL RESTAURANT 15| - [ -J10/ - | X | -Jj10/ -J10/ -} - | 5 | - 110 | - - 110| - 15[ - |5/5] 95|24
UNKNOWN MALE |21 [09:08 AM 17.05.11 |HOTEL RESTAURANT 15 - |-|10/ - | x|-J10/-|10/ -] - |5 | -J10| - | -1-1 0 |-| o |o/5|65]25
SUSAN 22 |12:09-12:25 PM 17.05|HOTEL CAFE l-Joltol - I x| -1-Tol-Tol -1-lol-1-1ol-]o01l-] o |slsl20]26
JODIE 23 [12:24-12:39 PM 17.05|HOTEL CAFE -l-lo]l-]lo]-Ixl1o/-1-lol-1-]o)l-15|-1-|o01-]o0|s/5]25]27
UNKNOWN FEMALE[24|01:00 PM 17.05.11 |HOTEL CAFE -|-l0oj10/ -} X|[-)-/0J10/ -} - | 5| -)10| - | - | - 0 -1 0 Jo|5] 40128
KAREN 25[01:42 PM 17.05.11 |ROOM 1510 TELEPHONE | - | - o |10/ -] - | -J10/ -J10/-] - | 5 | - 10| - [ - | -1 o |-| o |5/5]55]29
JENNY 26/02:00 PM 17.05.11 |BUSINESS CENTRE -5/ -J10 - I x -110/ -0 -1o) - - ol -15 -1-1011- 055140130
“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
HOTEL NP - NO |NS —/NO )| NE-NO NPRO - NO NF - NO DNEE - NOT EXCEEDED
HH N A_-
EVALUATIONS GREETING PARTING STATEMENT PRODUCT KNOWLEDGE APPEARANCE | INTERACTION
DG - DETAILED DPS - DETAILED PKD - DETAILED U - UNIFORM NUMBER
© HOTEL EVALUATIONS 2011 BG - BASIC BPS - BASIC PKB - BASIC N - NEATNESS INT No:
Note - No points are awarded for smiling. NG - NONE NPS - NONE PKN - NONE




EXAMPLE HOTEL

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 [NE|PKD|PKB |PKN | DPS|BPS |NPS|PRO/NPRO | EE |DNEEJU[N| TOT JINT
STAFF NAME  [No: TIME & DATE LOCATION 15| 5 100} 0 [0|10/0}J10/0J10| 5 | 0O J10| 5 | 0 |J10| O |15/ O |5/5]|100|No:
KIRSTY 27 [03:12-04:05 PM 17.05|BAR 15| - |[-|-jo}l X |[-J10/-]-]0] - |5 | -J10| - | -]-]0 |-/ 0 |5/5]50]31
UNKNOWN FEMALE |28 [04:25-04:32 PM 17.05|DAY SPA LEVEL 1 -/5|-J10/ -} X |-|10/-J10/-] - |5 | -}J10] - | -1-| 0 |15/ - |o/5]70]32
UNKNOWN FEMALE |29 [04:29-04:32 PM 17.05| DAY SPA LEVEL 1 -|-]ofJ10/-| X |[-J10/-J10/-J10| - [ -J10| - | - | -] 0 |-| 0 Jo|5155]33
ROSE 30/05:46 PM 17.05.11 [ROOM 1510 - -l-lo] - [X]- 10/ -] - | 5[ -J10 - | -]1-]0|-|] 0 |5/5|40]34
MELANIE 31[05:49 PM 17.05.11 [ROOM 1510 TELEPHONE | - |- |0} -0 - |-J10/-J10/ -} - |5 | -} -5 -1-]10 |- 0 |5/5]40]|35
MELANIE 31[05:55PM 17.05.11 |ROOM 1510 TELEPHONE | - (- |0} -|0) - |-J10/-J10/ -} - |5 | -} -15|-1-]10 |-/ o0 |5/5|40]36
EDUARDO 32/05:59 PM 17.05.11 [ROOM 1510 15| - |- 10| -} X [-]-]oJ10|-] -|5|-}-1l-1l0]-]01]-| o0 |5/5]50]37
EDUARDO 32|06:33 PM 17.05.11 [ROOM 1510 -/5|-110/-| X |[-|-/oJ10/-] -|5|-]10| - | -]|-/ 0 |]-| o |5/5|50]38
MELANIE 31[07:31 PM 17.05.11 [ROOM 1510 TELEPHONE | - |- |0 10/ -] - |-J10/-J10/ -} - |5 | -} -5 [ -1-]10 |- 0 |55]50]39
LIBBIE 33|08:10 PM 17.05.11 [ROOM 1510 15| - |- |10/ - | X [ - |10/ - |10/ -]J10| - | - J10| - | - |10| - |15 - |5/5]|100]40
MELANIE 31/09:22 PM 17.05.11 |ROOM 1510 TELEPHONE | - | -|0 10/ -| - | -J10/ -] -/0o) - | 5| - t10l - | -1 -1 0 |-| o |5/5] 45|41
JOSEPHINE 34(11:51 PM 17.05.11 |[ROOM 1510 TELEPHONE |15| - |-J10{ -] - |-|10/-J10/-| - |5 | - 10| - [ - 110| - |-| o |5/5]80 |42
OLIVIA 35|07:09 AM 18.05.11 [ROOM 1510 15| - |- |10/ - | X |- |10/ - |10/ -]J10| - | - J10| - | - J10| - |-| o0 |5/5]| 85|43
RACHEL 36/08:31-09:01 AM 18.05|CLUB LOUNGE 15| - |- |10/ - | X |- |10/ - |10/ -]10| - | - J10| - | - J10| - |15/ - |5/5|100]44
UNKNOWN MALE |37]08:31 AM 18.05.11 [CLUB LOUNGE 15/ - | -J10/-| X |[-|-|oJ10/-] - |5 |- -|-]10)]-|]01]-| 0 lo5]45]45
SCOTT 38(10:35 AM 18.05.11 |ROOM 1510 TELEPHONE |15| - | -|10/ -] - |-J10/-|-/0] - | 58| -} -1 85| -1-| 0o |-| o |5/5]|55]|46
SIMON 8 |10:45& 11:05 AM 18.05|ROOM 1510 & DRIVEWAY 15| - | - 10| - X - 110| - 110/ - 10 - - - - 0 - 0 - 0 5(5] 65 |47
MARY-ANNE 39[11:00 AM 18.05.11 |RECEPTION FRONT DESK |15| - | - |10/ -} X |- |10/ -J10/ -] - | 5| - 10| - | - 110| - |15 - |5/5|95 |48
DANIEL 40/11:03 AM 18.05.11 |CONCIERGE DESK -/5|-)-lo] - [x|]-lofl10/-)-|5|-1-|-10l-!|o01-/ o Is5|30]|49
JOSH 41111:05 AM 18.05.11 [HOTEL SET DOWN AREA |15| - |- |10/ -| - | x|10|-J10/-| - [ 5| - | - |5 | - |10 - |15/ - |5/5] 90 |50
SUMMARY OF STAFF INTERACTIONS EXPRESSED AS A PERCENTAGE OF EACH KEY PERFORMANCE INDICATOR
KEY PRODUCT PARTING
PERFORMANCE GREETING FRIENDLY SMILE POLITE EFFICIENT PROFESSIONAL | EXPECTATIONS | APPEARANCE
KNOWLEDGE STATEMENT
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 (28.0186.0| 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
HOTEL NP - NO NSN—/I:‘O (X) NE - NO NPRO - NO NF - NO DNEE - NOT EXCEEDED
SOl GREETING PARTING STATEMENT PRODUCT KNOWLEDGE APPEARANCE INTERACTION
DG - DETAILED DPS - DETAILED PKD - DETAILED U - UNIFORM NUMBER
© HOTEL EVALUATIONS 2011 BG - BASIC BPS - BASIC PKB - BASIC N - NEATNESS INT No:
Note - No points are awarded for smiling. NG - NONE NPS - NONE PKN - NONE




EXAMPLE HOTEL
STAFF SPREADSHEET (INDIVIDUAL STAFF MEMBERS) PAGE 1
STAFFMEMNo: [1|2[3]|4[5]|6[7|8[9]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 |2 |1 |2 (1|1 |21 |1 |2|1 |1 (11| |[1 1|1 |11 [1]|1|[1|[1]1|1]|1]|1|[1]|4]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
Detailed: 15 15(15(15|15|/ 0| 5|58 |5 |15/3| 5|0 |15| 5 (15|15|15|15|15|15(0|0 |0 [0 |5 |15|5|0| 5|0 |10| 15 |15|15| 15 |[15(15(15| 5 |15| 380 | 615 | 61.79 |9.27
Basic: 5 None: 0
2. FRIENDLY
Y:10 N: O

3. POLITE

Y: TON: O
4.PROFESSIONAL
BEHAVIOUR 0|10(10|10|/0 (10|00 |(10|(10|/5|/0 |0 |10|10|/0 |10|10|10(10|jO0O|O|(OfO|JO|O|O|O|O|O|O|O|10(10|10|/10 |0 | O (10| 0 |10| 185 | 410 | 45.12 |(4.51
Y: TON: O

5. PRODUCT
KNOWLEDGE
Detailed: 10
Basic: 5 None: 0
6. EFFICIENT

Y: TON: O

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|(O0|O0O|O|O|15/0|0|O0|(O|15|0| 0| 15| 0|0 |15(0 (15| 255 | 615 | 41.46 |6.22

Y:15N: 0

10(10|10|10( 5 |10|10(10|10|10(10|10|10(10|10|10(10|10|10(10|10|10( O |10|10(10| O (10(10|O |5 (10| 10 |10|10( 10 |10(10(10| O |[10| 360 | 410 | 87.80 (8.78

10(10|10|10(10|10| O (10|10|10(10| O |10(10|10|10(10|10|10(10|10| O (10| O |10(10|10|10(10| O |10({ O | 10 |10|10( 10 |O (10(10| O [10| 330 | 410 | 80.49 |8.05

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

0)10|10(10|10|10(10|10|10(10|10|10(10|10|10( O |10(10(10|10|10({ O | O |10(10|O | O (10|10(10(8 |10| 10 |10(10| 10 [{10| O |10(10(10| 338 | 410 | 82.32 |8.23

8. IN UNIFORM
v-sNoO N/as|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|55]|5]|180| 205 |87.80 |4.39
9. NEATNESS
veno Nnas|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|55]|5]|205| 205 100.00|5.00
10. PARTING
gTeﬁaTn?;ETcT) 10/8|8|10/8|5|0|5|5|10|10/10|10|{10| 5|5 (10| 5|5 |10/10| 0| 5 [10[10| 5 [10|10|10]|10| 6 | 5| 10 |10|10| 10 [0 |5 |10/ 0 | 5 | 299 | 410 | 72.87 |7.29
Basic: 5 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
HE [TI [GA[SY [ANMABR[SI INA[TOMAJAS IME|CH YU [SO[SAMI [MI [EM|UN|SU uo [uN [KAUJE [KIRIUNUN [ROIME[ED [LIB [0 |OL|RACIUN|SC IMADADO [ TOT [MAX] % [AVG
LE [MORY [LV [DR[RI [uCMO[TAMI [RI [HL [GA[AR [ANINY |LL [KE |CH[MAJKN [SA [DIE[KN RE INNIST [KN [KN [SE [LA [UABIE |SE |IVI [HEL KN |OT[RY |NIE|SH
N [TH| [IA [EW[ONE |N |LEIKONA[EIGIN [LO| |A |¥ EL| [OWN OWIN [y [y [OWOW  INIERD PHI|A oOWT | L
E MA FE FE |FE MA NE
LE MA MA [MA LE
LE LE |LE

*Note - Spelling of Name may not be correct.

© HOTEL EVALUATIONS 2011 H OT E L
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EXAMPLE HOTEL

STAFF SPREADSHEET (INDIVIDUAL STAFF MEMBERS) PAGE 2

STAFF RESULTS

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

STAFF MEMBER No: 3 5 8 1 31

TOTAT NUMBER OF

INTERACTIONS 2 2 2 2 4

INTERACTION No. 2 10| Jawe| 39| | Javwe|[s|[8]| [ |ave|[11]47] | JAave|14]|16] | [AvG|[35]36]39]41 |AvG

KEY PERFORMANCE INDICATORS

1. GREETING Detailed: | ;¢ | ;5 15.0 | 15 | 15 150| 0 | o 00| 0|15 75|05 25| 0|0 |o|o0]oo

15 Bas: 5 None: 0

5_‘52'%‘%“ 10 | 10 10.0 | 10 | 10 10.0| 10| 0 50 | 10| 10 10.0 | 10 | 10 100 0 | o |10]10] 5.0

3_‘?8"',1% 10 | 10 10.0 | 10 | 10 10.0 | 10 | 10 10.0 | 10 | 10 10.0 | 10 | 10 10.0| 10 | 10| 10| 10| 100

4. PROFESSIONAL

U T e o] 10| 10 100 | 10 | 10 100[ 0 | o 00| 0o 0.0 | 0 |10 50| 0|0 o000

5. PRODUCT

KNOWLEDGE: Detailed: | 10 | 5 75| 5|5 50 | 10| 5 75 | 5 |10 75| 5 | s 50 | 5|5 |5 |5 |50

10 Basic: 5 None: O

Rtk 10 | 10 100 | 10 | 10 100 | 10 | 10 100 | 10 | 10 100 | 10 | 10 100[ 10|10 10| 0 | 75

7. EXCEEDED

EXPECTATIONS: 15| 0 75 | 15 | 15 150 15| o 75 [ 15| 0 75 | 15| 0 75| 000|000

Y: 15N: 0

8. IN UNIFORM:

VARSI 5| s 50 | 5| 5 50 | 5| 5 50 | 5| 5 50 | 5| 5 50 | 5|5 |5 |5 |50

9. NEATNESS:

VRN 5| s 50 | 5| 5 50 | 5| 5 50 | 5| 5 50 | 5| 5 50 | 5|5 |5 |5 |50

10. PARTING

STATEMENT: Detailed: | 10 | 5 75 | 10| 5 75 | 10| 5 75 |10 0 50 | 10| 10 1005 | 5|5 |10]63

10 Basic: 5 None: O

TOTAL 100| 75 88 | 95 | 90 93 | 75 | 40 58 | 70 | 65 68 | 70 | 70 70 | 40 |40 |50 | 45| a4
NAME TIMOTHY GARY ANDREW SIMON MARINA MELANIE

© HOTEL EVALUATIONS 2011
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EXAMPLE HOTEL

STAFF SPREADSHEET (INDIVIDUAL STAFF MEMBERS) PAGE 3

STAFF RESULTS

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

STAFF MEMBER No:

32

TOTAL NUMBER OF
INTERACTIONS

INTERACTION No. 37|38 [AvG [ |AvG [ | [ [Ave [ | [ [Ave [ ] | AvG [ | |Ave
KEY PERFORMANCE INDICATORS

1. GREETING: Detailed:

15 Basic: 5 None: 0 1515 L

2. FRIENDLY:

Y10 N:0 10 | 10 10.0

3. POLITE:

Y: 10 N: O 0 0 L

4. PROFESSIONAL

BEHAVIOUR: Y: TON: O 0 B 0.0

5. PRODUCT

KNOWLEDGE: Detailed: | 5 5 5.0

10 Basic: 5 None: O

6. EFFICIENT:

Y- 10 N: 0 10| 10 10.0

7. EXCEEDED

EXPECTATIONS: 0 0 0.0

Y:15N: 0

8. IN UNIFORM:

Y:5 N:0 N/A:5 > > =l

9. NEATNESS:

Y:5 N:0 N/A:5 > > =l

10. PARTING

STATEMENT: Detailed: 0|10 5.0

10 Basic: 5 None: O

TOTAL 50 | 50 50
NAME EDUARDO

© HOTEL EVALUATIONS 2011
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EXAMPLE HOTEL
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

HELEN

TELEPHONE
RESERVATION.

DETAILED: GOOD
AFTERNOON RESERVATIONS.
THIS IS HELEN.

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.

TIMOTHY

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: YOU'RE
WELCOME...YOU'RE
WELCOME....HAVE A GOOD
DAY MR (SURNAME).

ABSOLUTELY, PERFECT, MR
(SURNAME), MY PLEASURE.

NO.

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

GARY

HOTEL LOBBY.
ESCORTED GUESTS TO
RECEPTION DESK.

DETAILED: GOOD
AFTERNOON SIR...WELCOME.

DETAILED: OKAY...YOU'RE
WELCOME...ENJOY YOUR
STAY.

HERE FOR A FEW DAYS?,
ALRIGHT, HAVE YOU

STAYED WITH US BEFORE?.

NO.

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.

SYLVIA

CHECK IN

DETAILED: HELLO, GOOD
AFTERNOON.

DETAILED: FANTASTIC.
ENJOY YOUR STAY WITH
US...THAT’S 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.

ANDREW

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: THAT’S OKAY...
ENJOY YOUR STAY...YOU'RE
WELCOME.

LOVELY, OKAY, HAVE YOU
STAYED WITH US BEFORE?

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).

YES. GAVE A DETAILED EXPLANATION
OF THE ROOM’S FEATURES AND THE
HOTEL’S FACILITIES.
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EXAMPLE HOTEL
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 2

STAFF STAFF
INTERACTION GREETING PARTING STATEMENT UP SELLING
: MEMBER | MEMBER PARTICULARS OTHER TERMS USED
No: i NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
NO.
DEleREcr;gEA c1|_5U1|30 ROOM YEP, IS THERE ANYTHING
6 6 MARION COMPLIMENTARY BASIC: HI. BASIC: THANK YOU. ELSE | CAN GET YOU SIR?,
OKAY, EXCELLENT. YES. ASKED, "IS THERE
BEAUTY PRODUCTS. ANYTHING ELSE | CAN GET
YOU SIR?"
FAILED PARTING
STATEMENT: WON'T BE A NO.
CONCIERGE DESK. MOMENT. (THIS IS NOT
7 7 BRUCE | REQUESTED CAR TO BE BASIC: HI. ACCEPTED AS A PARTING 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 ANDREW | THAT THEIR CAR HAD GREETING UNDER OUR BASIC: YOU’'RE WELCOME. -
ARRIVED AND WAS | PRAISE® RATING SYSTEM. IT
OUTSIDE. IS A STATEMENT). NO.
HOTEL LOBBY. ASKED 0
IF | NEEDED A HAND .
DO YOU NEED A HAND WITH
WITH ANYTHING WHILE DETAILED: GOOD
. H ?
9 3 GARY WAITING FOR CAR TO AFTERNOON SIR. BASIC: YOU'RE WELCOME. ANYTHING?, OKAY,
BE DELIVERED FROM PERFECT. YES. ASKED, “DO YOU NEED
VALET PARKING. A HAND WITH ANYTHING?"
NO.
HOTEL SET DOWN _
10 2 TIMOTHY | AREA. GAVE GUESTS DETAILED: GOOD BASIC: YOU'RE WELCOME. MR (SURNAME), THANK

THEIR CAR KEYS.

AFTERNOON SIR.

YOU, ABSOLUTELY.

NO. DID NOT ASK IF GUEST
NEEDED HELP WITH
DIRECTIONS.
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EXAMPLE HOTEL
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 3

STAFF

STAFF

INTERACTION GREETING PARTING STATEMENT UP SELLING
- MEMBER | MEMBER PARTICULARS OTHER TERMS USED
No: o NIV (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
FAILED GREETING: CHECKING NO
? .
HOTEL SET DOWN IN ARE WE MADAM? (THIS IS ’
11 8 SIMON AREA. RETURNED CAR NOT ACCEPTED AS A DETAILED: HAVE A GOOD YOU’RE WELCOME, MR
FOR VALET PARKING. GREETING UNDER OUR NIGHT SIR. (SURNAME), NO WORRIES. | y£s APPROACHED CAR AND
PRAISE® RATING SYSTEM. IT OPENED DOOR FOR GUEST.
IS A QUESTION).
NO.
CLUB LOUNGE. DRINKS . GOOD THANKS, YOU'RE VES. GAVE US A VERY
& CANAPES. BASIC: THANK YOU... SEE
12 9 NATALIE ATTENDANT 2 TABLE BASIC: HI. YOU LATER WELCOME, EXCUSE ME, COMPREHENSIVE EXPLANATION
VISITS ' OKAY. OF WHAT WAS AVAILABLE AND
. SHOWED US WHERE
EVERYTHING WAS.
OKAY, WOULD YOU LIKE
YOUR GOWNS LAID OUT ON NO.
. ?
ROOM 1510. BED TURN| DETAILED: HELLO, GOOD DETAILED: OKAY, HAVE A | THE BED?, YES, BEAUTIFUL,
13 10 TOMIKO GOOD EVENING...GOOD WHERE DO YOU COME
DOWN SERVICE. EVENING. EVENING FROM?, IT’S A PLEASURE, | Yoo TELEPHONED TO REPORT
: “ ' | A BEDSIDE LAMP THAT WAS
HOW LONG ARE YOU HERE NOT WORKING
FOR? (UNREQUESTED).
YES. SUGGESTED A DRINK IN
FAILED GREETING: HOW ARE THE BAR.
YOU THIS EVENING? (THIS IS . ,
HOTEL RESTAURANT. NOT ACCEPTED AS A DETA"_YE(IDDL'J 'Z_lN_EE'IéVHETLL SEE GOOD THANKS. UM. | NO. THERE WERE A NUMBER OF
14 11 MARINA ENQUIRED ABOUT GREETING UNDER OUR THIRTY.ENJOY YOUR DON'T ’ ’ EMPTY TABLES IN VIEW OF THE
BUFFET AVAILABILITY. | PRAISE® RATING SYSTEM. IT E.\./.ENING ' RESTAURANT'S RECEPTION
IS A QUESTION). . DESK BUT GUESTS COULD NOT
BE ACCOMMODATED UNTIL
08:30 PM (A DELAY OF 45
MINUTES).
s NO. DID NOT ASK IF WE WOULD
BAR. DRINKS. TABLE ) ) LIKE ANYMORE DRINKS.
= 12 JOrr WAITRESS 2 TABLE | BASIC: HELLO. HOW ARE YOU|  DETAILED: ENJOY YOUR YEAH, SURE.

VISITS.

GOING?

EVENING.

NO. DID NOT PROVIDE ANY
COMPLIMENTARY BAR SNACKS.
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EXAMPLE HOTEL
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 4

STAFF STAFF
INTERACTION GREETING PARTING STATEMENT UP SELLING
: MEMBER| MEMBER PARTICULARS OTHER TERMS USED
No: . N (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
HOTEL RESTAURANT NO. DID NOT INFORM GUESTS
BUFFET DINNER. BASIC: HELLO. HOW ARE YOU| DETAILED: THANK YOU. ALRIGHT. ENJOY YOUR OF THE AVAILABILITY OF THE
16 11 MARINA RESTAURANT GOING? (ON ARRIVAL AT | HAVE A GOOD EVENING. (ON D]NNER WINE BUFFET.
RECEPTION DESK 08:30 PM). DEPARTURE AT 10:10 PM). : NO. DID NOT INFORM GUESTS
ATTENDANT. OF THE COST OF THE BUFFET.
FAILED GREETING: COME NO. DID NOT INFORM GUESTS
HOTEL RESTAURANT. THROUGH. (THIS IS NOT OF THE AVAILABILITY OF THE
ESCORTED US TO OUR | ACCEPTED AS A GREETING YE‘é"”;i\‘jEFAFE/TE-RY
TABLE AND PROVIDED | UNDER OUR PRAISE® RATING | DETAILED: ENJOY YOUR -
17 13 MEGAN A DETAILED SYSTEM. ITIS A NIGHT... YOU'RE WELCOME. ALRIGHT, OKAY. Engz"ﬁi_ﬁ'ﬁoﬁz‘g\FfNL%R Vi‘AS
EXPLANATION & TOUR STATEMENT).
F THE BUFFET AVAILABLE ON THE BUFFET
0 ) WITH THE EXCEPTION OF THE
WINE BUFFET.
YES. ASKED IF WE WOULD LIKE
TO ORDER MORE DRINKS.
HOTEL RESTAURANT. | et 01l ED: GOOD EVENING DEMTL/J%LHED:TII:QE%SU g/EEERY GOOD, YOU'RE WELCOME, YES. RECOMMENDED THE
18 14 | CHARLOTTE| TABLE WAITRESS 13 . : ARE YOU ENJOYING THE | CHOCOLATE DESSERT & ASKED
TABLE VISITS (ON ARRIVAL AT 08:33 PM). YOU NEXT TIME. (ON BUFFET?. WOULD YOU ... 2 IF WE WOULD LIKE TEA/
) DEPARTURE AT 10:10 PM). v """ | COFFEE. ALSO ASKED IF WE
WOULD LIKE ANYMORE TEA/
COFFEE.
NO. COULD HAVE
RECOMMENDED THE WINE
BUFFET OR A PARTICULAR WINE
HOTEL RESTAURANT. |BASIC: HELLO. HOW ARE YOU _ , GOOD THANKS, WHAT THAT WOULD COMPLEMENT
19 15 YUAN CHEF. SIR? BASIC: YOU'RE WELCOME. WOULD YOU LIKE? THE STIR-FRY.
NO. DID NOT ASK IF THERE
WAS ANYTHING ELSE HE
COULD DO.
NO.
NO. KNOCKED ON ROOM DOOR AT
ROOM 1 51 O KNOCKED 08:30 AM TO ASK IF SHE COULD
20 16 SONYA [ON ROOM DOOR. ASKED| DETAILED: GOOD MORNING. BASIC: THANK YOU. THAT’S FINE. SERVICE THE ROOM (GUESTS SHOULD

TO SERVICE THE ROOM.

NOT BE DISTURBED BEFORE 09:00 AM
UNLESS THERE IS A “PLEASE MAKE UP
MY ROOM” NOTICE ON THE DOOR).
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EXAMPLE HOTEL
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 5

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) UP SERVICING
HOTEL RESTAURANT.
BUFFEI{E&AQFIZEE ARTE DETAILED: GOOD MORNING. | DETAILED: NICE AND EASY. No-
21 17 SALLY RESTAURANT HOW ARE YOU? (ON ARRIVAL TB'/’:EK(SEU[;;Q\SSRS%%D GOOD Eﬂﬁ’;ggou’ WE
RECEPTION DESK. MEET AT 08:40 AM). " 09:39 AM) :
& GREET AND ON ' : NO.
LEAVING RESTAURANT.
HOTEL RESTAURANT.
BUFFET & A LA CARTE NO.
BREAKFAST. TABLE DETAILED: GOOD _ ,
2z 18 MIKE WAITER 1 TABLE VISIT | MORNING...HOW ARE YOU? BASIC: THANK YOU. YOU'RE WELCOME. YES. ASKED FOR OUR
(ESCORTED GUESTS TO PREFERENCE ON WHERE WE
TABLE). WOULD LIKE TO SIT.
NO.
HOTEL RESTAURANT.
»3 09 MICHELLE BEEFETKEAQTLATXQEEE DETAILED: GOOD MORNING. BASIC: ENJOY. (ON THANK YOU, EXCUSE ME YES. ASKED, “IS THERE
WAITRESS 3 TABLE | (ON ARRIVAL AT 08:48 AM). | DEPARTURE AT 09:20 AM). |  SIR, YOU'RE WELCOME. | ANYTHING ELSE | CAN DO FOR
YOU?” (I ASKED FOR SOME
VISIT. MORE COFFEE AND SHE ASKED
IF 1| WOULD LIKE A FRESH
(CLEAN) CUP.
HOTEL RESTAURANT. _ NO.
BUFFET & A LA CARTE DETAILED: THANK YOU VERY | oy j:re WELCOME, EXCUSE
o 20 EMMA BREAKFAST. TABLE | DETAILED: GOOD MORNING. | MUCH. HAVE A NICE DAY. ME MA'AM. WOULD YOU
WAITRESS 4 TapLe | (ON ARRIVAL AT 08:49 AM). | (ON DEPARTURE AT 09:39 > EN JO,Y YOUR MEAL YES. ASKED GUEST IF THEY
AM). - - | WOULD LIKE SOME GROUND
VISIT. PEPPER.
NO.
* 21 UNKNOWN g?;EETREf{;\EEZ\'S\'TT " | DETAILED: GOOD MORNING | DETAILED: THANK YOU VERY | WON’T BE LONG, YOU’RE
MALE CHEF : SIR. MUCH. ENJOY YOUR DAY SIR. WELCOME.
- NO.
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EXAMPLE HOTEL
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) UP SERVICING
FAILED GREETING: YES...| FAILED PARTING NO. DID NOT ASK IF THERE
CAN TAKE THAT FOR YOU |STATEMENT: YEAH SURE (ON WAS ANYTHING ELSE WE
HOTEL CAFE. ORDERED | (ON ARRIVAL AT 12:09 PM). | DEPARTURE AT 12:25 PM). WOULD LIKE TO ORDER.
26 22 SUSAN | JRiNKS AND A Snack. | (THIS IS NOT ACCEPTED AS | (THIS IS NOT ACCEPTED AS YES | CAN, OKAY.
| A GREETING UNDER OUR A PARTING STATEMENT
PRAISE® RATING SYSTEM. IT | UNDER OUR PRAISE® RATING NO.
IS A STATEMENT). SYSTEM).
FAILED GREETING: BANANA "
? -
HOTEL CAFE. | S A GREETING
27 23 JODIE WAlTR\E/IsSslTsS TABLE | JNDER OUR PRAISE® RATING BASIC: THANK YOU. THANK YOU.
: SYSTEM. IT IS A QUESTION). NO.
HOTEL CAFE. STAFF | FAILED GREETING: HOW WAS .
MEMBER WHO ASKED, THE FOOD? (THIS IS NOT ) c
»8 54 | UNKNOWN “HOW WAS THE ACCEPTED AS A GREETING | DETAILED: ENJOY THE REST
FEMALE | £o0D?” (AS WE WERE | UNDER OUR PRAISE® RATING OF YOUR DAY. \O
LEAVING). SYSTEM. IT IS A QUESTION). )
FAILED GREETING: GUEST
TELEF?%"N; ?GOUEST SERVICES KAREN SPEAKING. 7
HOW MAY | HELP YOU? (THIS IS ) :
SERVICES TO ENQUIRE | NOT ACCEPTED AS A GREETING DETAILED: THANK YOU SO HOW CAN | HELP YOU?,
29 25 KAREN MUCH...THANK YOU. BYE
ABOUT BUSINESS UNDER OUR PRAISE® RATING BYE THANK YOU. NO. DID NOT ASK IF THERE
CENTRE LOCATION & | SYSTEM. IT IS A STATEMENT ' WAS ANYTHING ELSE SHE
ACCESS. FOLLOWED BY A QUESTION). COULD ASSIST WITH.
NO. DOWN SOLD. DID NOT
KNOW HOW TO CHARGE
BUSINESS CENTRE. FINE, YEAH, GOOD, How’s |GUEST ROOM ACCOUNT FOR
- 26 JENNY ASKED TO USE THE BASIC: HI. HOW ARE YOU | BASIC: THANK YOU. SEE YOU | YOUR DAY BEEN?, | DON'T | THE USE OF THE INTERNET.
INTERNET TO CHECK E- GOING? LATER, BYE. KNOW, OKAY, YOUR LUCKY DID NOT CHARGE.
MAILS. DAY. NO. DID NOT ASK IF THERE
WAS ANYTHING ELSE SHE
COULD ASSIST WITH.
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EXAMPLE HOTEL
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 7

STAFF STAFF
INTERACTION GREETING PARTING STATEMENT UP SELLING
: MEMBER [ MEMBER PARTICULARS OTHER TERMS USED
No: - NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
NO. DID NOT ASK IF WE
. WOULD LIKE ANYTHING
0 | o | s [PRISTATSIE o coon [BETALED TUNCYOUERY et cacerronvour | 7 S
) .
VISITS. AFTERNOON. HOW ARE YOU? YOUR DAY. SORRY, YES SURE, PERFECT.
NO.
NO.
DAY SPA. WE ASKED IF
UNKNOWN DETAILED: ENJOY THE REST | OF COURSE THERE IS, MY
. 7 )
32 28 FEMALE WEOCSEIAEQSSXS A BASIC: HI. HOW ARE YOU? OF YOUR DAY. PLEASURE. YES. ARRANGED FOR US TO
. BE GIVEN A TOUR OF THE
DAY SPA.
FAILED GREETING: HOW YOU NO. DID NOT ASK IF WE
GOING? (THIS IS NOT WOCL)JII;I?FI:I'EKEEL(\)/I?:CE)SEQNY
UNKNOWN | DAY SPA. GAVE US A | ACCEPTED AS A GREETING DETAILED: YOU sz VERY OKAY, YEAH, THAT'S s
33 29 FEMALE | TOUR OF THE FACILITY. | UNDER OUR PRAISE® RATING | WELCOME...YOU'RE VERY PRETTY MUCH IT :
*| SYSTEM. IT IS A QUESTION). WELCOME. : NO. DID NOT ASK IF THERE
WAS ANYTHING ELSE SHE
COULD ASSIST WITH.
NO.
ROOM 1510. DETAILED: THAT’S ALRIGHT.
?
34 30 ROSE HOUSEKEEPING BED BASIC: HELLO. HAVE A LOVELY Y(?L(J) F\:I(();:TWAI\I?TYOUSAL‘JIIQQEE? NO. DID NOT ASK IF THERE
TURN DOWN SERVICE. NIGHT...THAT’S OKAY. h "| WAS ANYTHING ELSE WE
NEEDED.
FAILED GREETING: GUEST
ROOM 1510. SERVICES. THIS IS MELANIE. NO.
TELEPHONED GUEST [HOW MAY I HELP YOU? (THIS IS
? H
35 31 MELANIE | SERVICES TO REQUEST | NOT ACCEPTED AS A GREETING BASIC: THANK YOU. OKAY, DID YOU .... 7, I'LL

THE PRESSING OF TWO
GARMENTS.

UNDER OUR PRAISE® RATING
SYSTEM. IT IS A STATEMENT
FOLLOWED BY A QUESTION).

CALL YOU BACK SIR.

NO. DID NOT ASK IF THERE
WAS ANYTHING ELSE HE
COULD ASSIST WITH.
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EXAMPLE HOTEL
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 8

INTERACTION GREETING PARTING STATEMENT
: MEMBER | MEMBER PARTICULARS OTHER TERMS USED
No: e NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) 0P SERVICING
FAILED GREET",\lG: YES MR NO. DID NOT ASK IF HE COULD
ROOM 1510, CALL | (SURNAME). IT'S MELANIE AKE A BOOKING IN THE
RECPIVED oROM eURST | FROM GUEST SERVICES. e
36 31 MELANIE | e o T aohe | (THIS IS NOT ACCEPTED AS BASIC: THANK YOU. LOVELY.
A GREETING UNDER OUR NO. DID NOT ASK IF THERE
GARMENT PRESSING. | pp AISE® RATING SYSTEM. IT WAS ANYTHING ELSE HE
IS A STATEMENT). COULD ASSIST WITH.
FAILED PARTING
STATEMENT: ALRIGHT. SEE
ROOM 1510. STAFF YOU IN A LITTLE BIT. (THIS IS No-
37 22 | EDUARDG | MEMBER WHO PICKED | DETAILED: GOOD EVENING. NOT ACCEPTED AS A GOOD, DO YOU ... ?, YEP,
7 tl
up GI?ISE%I;'I\:\-II—G? FOR HOW ARE YOU? PARTING STATEMENT UNDER | ALRIGHT, THAT'S ALRIGHT. |\ ' o Ak IF THERE
: OUR PRAISE® RATING WAS ANYTHING ELSE HE
SYSTEM). COULD DO.
NO.
ROOM 1510. STAFF
MEMBER WHO . . NO. HANDED GARMENTS OVER
38 32 | EDUARDO | porioner-c b ire BASIC: HELLO. DETAILED: GOOD NIGHT. GLAD YOU THINK SO. | 7 1t DOOR. DI NOT ASK It
AFTER PRESSING. WE WOULD LIKE THEM PLACED
IN THE WARDROBE.
FAILED GREETING: GUEST T ——
) : OR ASK IF WE WOULD LIKE TO
39 31 MELANIE | JELEPHONED GUEST™ INOT ACCEPTED AS A GREETING BASIC: YOU'RE (SURCI:\IEEI\-I/—ISN'II_'YH’AI\:\IJIIESYOU ORDER SOME WINE
SERVICES TO ORDER | UNDER OUR PRAISE® RATING WELCOME..BYEBYE. | ;o o Aok T :
ROOM SERVICE. SYSTEM. IT IS A STATEMENT » SURE, ? |7 NO. DID NOT ASK IF THERE
FOLLOWED BY A QUESTION). WAS ANYTHING ELSE SHE
COULD ASSIST WITH.
NO. DID NOT ASK IF THERE
] MAY |, HELLO, HOW ARE WAS ANYTHING ELSE WE
ROOM 1510. ROOM PETALED: HAVE LUOVELY | You?, GREAT, WOULD YOU | WOULD LIKE TO ORDER
40 33 LIBBIE SERVICE ORDER DETAILED: GOOD EVENING. ... 7 YEAH, YOU'RE VES. ASKED IF WE WOULD LIKE

DELIVERED.

WELCOME...THANK YOU, SEE
YA.

WELCOME, OKAY, THANK

YOU.

HER TO POP UP THE SIDES OF
THE TROLLEY SO THAT IT

COULD BE USED AS A TABLE.
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EXAMPLE HOTEL
STAFF TABLE 1 STAFF INTERACTION DETAILS - PAGE 9

INTERACTION GREETING PARTING STATEMENT
: MEMBER | MEMBER PARTICULARS OTHER TERMS USED
No: No: NAME (DETAILED BASIC OR NONE) | (DETAILED BASIC OR NONE) UP SERVICING
ROOM 1510. FAILED GREETING: GUEST NO. DID NOT ASK IF WE
TELEPHONED GUEST SERVICES. THIS IS MELANIE. WOULD LIKE TO ORDER A
SERVICES TO ADVISE [HOW MAY I HELP YOU? (THIS IS
4l 31 | MELANE ROOM SERVICE  |NOT ACCEPTED AS A GREETING| DETAILED: HAVE A GREAT AH LOVELY, MISS Il
Ao o0 o s v
PLACED OUTSIDE ROOM| £ | owED BY A QUESTION) WAS ANYTHING ELSE HE
FOR COLLECTION. ) COULD ASSIST WITH.
i
TELEPHONE. CALLED _
GUEST SERVICES To | DETAILED: GOOD EVENING | oy oo e vou very | YES IT IS, CERTAINLY, MR RETIRING.
42 34 | JOSEPHINE | o0t ™ wake up caLl|  FRONT DESK. THISIS MUCH. GOOD NIGHT (SURNAME), YOU
) JOSEPHINE. ’ ' CERTAINLY MAY. NO. DID NOT ASK IF THERE
FOR 06:15 AM THE WAS ANYTHING ELSE SHE
NEXT MORNING. COULD DO.
NO.
NO. DID NOT ASK IF THERE
ROOM 1510. ROOM | heray ED: GOOD MORNING. | DETAILED: THANK You, | GOOD THANKYOU, WHERE | -y o ANy THING ELSE SHE
43 35 OLIVIA | SERVICE BREAKFAST WOULD YOU LIKE IT?,
DELIVERED HOW ARE YOU? HAVE A NICE DAY. OKAY. OH. ALRIGHT COULD GET FOR US. DID
: el : NOT ASK IF WE WOULD
LIKE THE SIDES OF THE
TROLLEY PUT UP.
NO.
CLUB LOUNGE.
BREAKFAST. DETAILED: GOOD MORNING, | _DETAILED: THANK YOU. | YEP, THAT'S ALRIGHT, IT'S | YES. PROVIDED GUESTS
44 36 RACHEL | ATTENDANT/TABLE HOW ARE YOU? ENJOY THE REST OF YOUR | AMAZING, THANK YOU, WITH INFORMATION ON
WAITRESS 2 TABLE ' DAY...SEE YOU LATER. YEAH. WHAT WAS AVAILABLE
VISIT. AND WHERE
(UNREQUESTED).
NO.
UNKNOWN DETAILED: GOOD MORNING.
45 37 MALE CLUB LOUNGE. CHEF. HOW ARE YOU GOING? NO PARTING STATEMENT. GOOD, PRETTY GOOD.
NO.
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EXAMPLE HOTEL
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
ROOM 1510 TELEPHONE. NO.
CALLED GUEST SERVICES | DETAILED: GOOD MORNING. NO. DID NOT ASK IF WE WOULD
46 38 SCOTT TO REQUEST A PORTER TO GUEST SERVICES. THIS IS BASIC: BYE. YES, AgsRoleAlj-NrEI;Y FINE, LIKE OUR CAR BROUGHT AROUND
PICK UP LUGGAGE FROM SCOTT. HOW MAY | HELP? ’ OR IF WE NEEDED A TAXI OR HELP
OUR ROOM. WITH TRANSPORT.
FAILED PARTING STATEMENT: NO.
ROOM 1510 10:45 AM NO WORRIES SIR (ROOM 1510 YES. ASKED IF TRANSPORT WAS
PORTER WHO PICKED UP AT 10:45 AM). SEE YOU LATER ORGANISED. ALSO, UPON LEAVING
LUGGAGE FROM ROOM & |  DETAILED: G'DAY (ROOM | (HOTEL SET DOWN AREA AT | GOOD THANKS, OKAY, SIR, 1} e poreL, our LussAGE HAD
47 8 SIMON 11:05 AM HOTEL SET 1510 AT 10:45 AM) 11:05 AM). (THESE ARE NOT CAN, MY PLEASURE, NO | BEEN PLACED IN OUR CAR READY
: ) ) ACCEPTED AS PARTING WORRIES SIR. FOR OUR DEPARTURE. NO POINTS
DOWN AREA ON OUR STATEMENTS UNDER OUR AWARDED BECAUSE HE FAILED
DEPARTURE. PRAISE® RATING SYSTEM). MET EXPECTATIONS (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
DETAILED: GOOD MORNING... | DETAILED: THANK YOU VERY | GOOD THANK YOU, IS THAT | IN THE CLUB LOUNGE AND NOT IN THE
48 39 [MARY-ANNE CHECK OUT HOW ARE YOU? MUCH. HAVE A GREAT DAY. | CORRECT?, THERE YOU GO. HOTEL RESTAURANT.
YES. ASKED IF WE NEEDED OUR CAR
BROUGHT AROUND OR IF WE NEEDED
HELP WITH A TAXI.
FAILED PARTING STATEMENT: NO
CONCIERGE DESK. WE THAT’S NO PROBLEM. (THIS IS NOT :
49 40 DANIEL  |ASKED FOR DIRECTIONS BASIC: HI. ACCEPTED AS A PARTING GOOD, UM, OKAY. NO. DID NOT OFFER US A MAP
TO THE AIRPORT. STATEMENT UNDER OUR PRAISE® (WE HAD TO ASK FOR ONE).
RATING SYSTEM).
NO.
HOTEL SET DOWN YES. SAID, “ALL YOUR LUGGAGE IN
. . THE BOOT READY TO GO.” (DID
50 41 JOSH AREA. GAVE US OUR DETAILED: GOOD MORNING BASIC: THANK YOU. YES SIR, GOOD THANK YOU, NOT HOWEVER WALK US.T0 OUR
CAR KEYS ON SR. SIR, OKAY. CAR AND OPEN DOORS OR THANK
DEPARTURE.

US FOR STAYING OR INVITE US TO
STAY AGAIN).
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EXAMPLE HOTEL
STAFF TABLE 2 SERVICE ANALYSIS PAGE 1

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

KEY INT No. 1 INT No. 2 INT No. 3 INT No. 4
PERFORMANCE | SM No. 1 SM No. 2 SM No. 3 SM No. 4
INDICATOR NAME HELEN NAME TIMOTHY NAME GARY NAME SYLVIA
GREETING ] ] ] ]
PARTING ] ] ] ]
STATEMENT
FRIENDLY
POLITE
EFFICIENT NO DID NOT ASK FOR NUMBER OF
GUESTS. FAILED TO ASK IF WE
x| WANTED A SMOKING O NON- ) ) ]
SMOKING ROOM OR PROVIDE AN
EXPLANATION OF THE HOTEL’S
SMOKING POLICY UNREQUESTED.
FROFEIRAL X 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 THE 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.
MET
NO. FAILED EFFICIENT AND
EXPECTATIONS  [X PROFESSIONAL. - - -
EXCEEDED NO. DID UP SELL BUT FAILED MET ] ] ]
EXPECTATIONS | EXPECTATIONS.

HOTEL

EVALUATIONS
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EXAMPLE HOTEL
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 ANDREW NAME MARION NAME BRUCE NAME ANDREW
e X FAILED GREETING. BASIC GREETING ONLY. BASIC GREETING ONLY. X FAILED GREETING.
oAl - BASIC PARTING STATEMENT ONLY FAILED PARTING STATEMENT BASIC PARTING STATEMENT ONLY
STATEMENT - IX : :
FRIENDLY
NO. FAILED TO DEMONSTRATE A
- - - % | WELCOMING TONE OF VOICE. FAILED
5 ADDITIONAL CRITERIA.
POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE,
- - Y| THANK YOU, YOU'RE WELCOME, -
EXCUSE ME OR MAY I. FAILED 1
ADDITIONAL CRITERIA.
EFFICIENT

PROFESSIONAL NO. FAILED PARTING STATEMENT
x NO. FAILED GREETING. - x AND POLITE. 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
MET
NO. FAILED PARTING STATEMENT, NO. FAILED GREETING, FRIENDLY
EXPECTATIONS - - X | roLITE AND PROFESSIONAL, . 1X AND PROFESSIONAL.
EXCEEDED ] ] NO. FAILED MET EXPECTATIONS. X NO. FAILED MET EXPECTATIONS.,
EXPECTATIONS X | FAILED TO UP SERVICE OR UP SELL. FAILED TO UP SERVICE OR UP SELL.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011

NOTE -

INDICATES FULL POINTS WERE AWARDED

INDICATES PART POINTS WERE AWARDED

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




EXAMPLE HOTEL

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 GARY NAME TIMOTHY NAME SIMON NAME NATALIE
GREETING - - x FAILED GREETING. BASIC GREETING ONLY.
PARTING
STATEMENT BASIC PARTING STATEMENT ONLY. BASIC PARTING STATEMENT ONLY. - BASIC PARTING STATEMENT ONLY.
FRIENDLY
POLITE
EFFICIENT
PROFESSIONAL - - 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 x SELL.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011

NOTE -

INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
INDICATES NO POINTS WERE AWARDED
FOR THE KEY PERFORMANCE INDICATOR.




EXAMPLE HOTEL
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 TOMIKO NAME MARINA NAME ASHLEIGH NAME MARINA
eI - 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, YOU’RE WELCOME, -
EXCUSE ME OR MAY I. FAILED 2
ADDITIONAL CRITERIA.

EFFICIENT
FRLEL LR - x NO. FAILED GREETING. x NO. FAILED POLITE. -
PRODUCT BASIC. DEMONSTRATED THE BASIC. DEMONSTRATED THE BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE REQUIRED KNOWLEDGE AND SKILL REQUIRED KNOWLEDGE AND SKILL PROVIDED THE MINIMUM PROVIDED THE MINIMUM

TO SUCCESSFULLY COMPLETE THE TO SUCCESSFULLY COMPLETE THE REQUIREMENT TO SUCCESSFULLY REQUIREMENT TO SUCCESSFULLY

TASK AT HAND. DID UP SERVICE. TASK AT HAND. DID UP SELL. COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
APPEARANCE
MET

NO. FAILED POLITE AND

EXPECTATIONS - - X PROFESSIONAL. -
EXCEEDED ) i NO. FAILED MET EXPECTATIONS. NO. FAILED TO UP SERVICE OR UP
EXPECTATIONS x FAILED TO UP SERVICE OR UP SELL. x SELL.

HOTEL

EVALUATIONS

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

© HOTEL EVALUATIONS 2011 FOR THE KEY PERFORMANCE INDICATOR.




STAFF TABLE 2 SERVICE ANALYSIS PAGE 5

EXAMPLE HOTEL

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 MEGAN NAME CHARLOTTE NAME YUAN NAME SONYA

ElizINe 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 TO ASK IF THEY
COULD SERVICE THE ROOM.

FROFESSINAL x NO. FAILED GREETING. - - x NO. FAILED EFFICIENT.
FROELLY BASIC. DEMONSTRATED THE BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE REQUIRED KNOWLEDGE AND SKILL
) 0 SUCCESSFULLY COMPLETE THE PROVIDED THE MINIMUM PROVIDED THE MINIMUM
TASK AT HAND. DID UP SELL AND REQUIREMENT TO SUCCESSFULLY REQUIREMENT TO SUCCESSFULLY
: COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
UP SERVICE.
APPEARANCE
MET
NO. FAILED EFFICIENT AND
EXPECTATIONS - - - X PROFESSIONAL.
EXCEEDED ) i NO. FAILED TO UP SERVICE OR UP x NO. FAILED MET EXPECTATIONS.
EXPECTATIONS X SELL. FAILED TO UP SERVICE OR UP SELL.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011

NOTE -

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




EXAMPLE HOTEL
STAFF TABLE 2 SERVICE ANALYSIS PAGE 6

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

KEY INT No. 21 INT No. 22 INT No. 23 INT No. 24

PERFORMANCE | SM No. 17 SM No. 18 SM No. 19 SM No. 20

INDICATOR NAME SALLY NAME MIKE NAME MICHELLE NAME EMMA

GREETING ] ] ] ]

PARTING - BASIC PARTING STATEMENT ONLY BASIC PARTING STATEMENT ONLY -

STATEMENT : :

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 THE TO SUCCESSFULLY COMPLETE THE TO SUCCESSFULLY COMPLETE THE
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 ] ] ]

EXPECTATIONS |X SELL.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011

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

FOR THE KEY PERFORMANCE INDICATOR.



EXAMPLE HOTEL
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 UNKNOWN MALE NAME SUSAN NAME JODIE NAME UNKNOWN FEMALE
Rl - 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. FAILED TO
_ x DEMONSTRATE A CHEERFUL PLEASANT _
) MANNER OR 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, YOU’RE WELCOME, - x THANK YOU, YOU’RE WELCOME,
EXCUSE ME OR MAY I. FAILED 2 EXCUSE ME OR MAY . FAILED 2
ADDITIONAL CRITERIA. ADDITIONAL CRITERIA.
EFFICIENT
NO. TABLE SERVICE WAS NOT
- x PROVIDED WITHIN 10 MINUTES OF x NO. ORDEIE(%?ASPI'_'\S(ERRECT OR -
SEATING. '
PROFESSIONAL NO. FAILED GREETING, PARTING NO. FAILED GREETING AND NO. FAILED GREETING, POLITE AND
X [NO. FAILED APPEARANCE (UNIFORM). |X¢'| 51 ATEMENT, POLITE AND EFFICIENT. % EFFICIENT. X APPEARANCE (UNIFORM).
PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR
KNOWLEDGE PROVIDED THE MINIMUM NO POINTS AWARDED. INCORRECT NO POINTS AWARDED. INCORRECT PROVIDED THE MINIMUM
REQUIREMENT TO SUCCESSFULLY ) 4 BEVERAGE SUPPLIED. ) 4 BEVERAGE SUPPLIED. REQUIREMENT TO SUCCESSFULLY
COMPLETE THE TASK AT HAND. COMPLETE THE TASK AT HAND.
APPEARANCE PART POINTS ONLY. NOT WEARING i i 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 AND x EFFICIENT AND PROFESSIONAL. x PROFESSIONAL.
PROFESSIONAL.
EXCEEDED NO. FAILED TO UP SERVICE OR UP NO. FAILED MET EXPECTATIONS. NO. FAILED MET EXPECTATIONS. NO. FAILED MET EXPECTATIONS.
EXPECTATIONS x SELL. FAILED TO UP SERVICE OR UP SELL. x FAILED TO UP SERVICE OR UP SELL. x FAILED TO UP SERVICE OR UP SELL.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011

NOTE -

) 4

INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED
INDICATES NO POINTS WERE AWARDED
FOR THE KEY PERFORMANCE INDICATOR.




EXAMPLE HOTEL
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 KAREN NAME JENNY NAME KIRSTY NAME UNKNOWN FEMALE
GREETING X FAILED GREETING. BASIC GREETING ONLY. - BASIC GREETING ONLY.
PARTING
STATEMENT - BASIC PARTING STATEMENT ONLY. - -
FRIENDLY NO. FAILED TO DEMONSTRATE A
CHEERFUL PLEASANT MANNER OR
- - )| POSITIVE ATTITUDE OR SHOW -
ENTHUSIASM. FAILED 3 ADDITIONAL
CRITERIA.
POLITE
EFFICIENT NO. DID NOT CHARGE FOR THE USE
- OF THE INTERNET. SAID THAT SHE NO. TABLE WAS NOT CLEAN. -
DID NOT KNOW HOW TO CHARGE IT.
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. GUEST’S ROOM ACCOUNT. COMPLETE THE TASK AT HAND. TASK AT HAND. DID UP SERVICE.
APPEARANCE TELEPHONE INTERACTION. FULL i i PART POINTS ONLY. NOT WEARING
POINTS AWARDED. A NAME TAG (FAILED UNIFORM).
MET
NO. FAILED EFFICIENT AND NO. FAILED FRIENDLY, EFFICIENT
2LECIAUIERNS ) X PROFESSIONAL. X AND PROFESSIONAL. )
EXCEEDED NO. FAILED TO UP SERVICE OR UP NO. FAILED MET EXPECTATIONS. NO. FAILED MET EXPECTATIONS. )
EXPECTATIONS |X SELL. X | FAILED TO UP SERVICE OR UP SELL. || FAILED TO UP SERVICE OR UP SELL.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011

NOTE -

INDICATES FULL POINTS WERE AWARDED

INDICATES PART POINTS WERE AWARDED
x INDICATES NO POINTS WERE AWARDED

FOR THE KEY PERFORMANCE INDICATOR.




EXAMPLE HOTEL
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 UNKNOWN FEMALE NAME ROSE NAME MELANIE NAME MELANIE
CEENS X FAILED GREETING. BASIC GREETING ONLY. X FAILED GREETING. X FAILED GREETING.
e UG - - BASIC PARTING STATEMENT ONLY BASIC PARTING STATEMENT ONLY
STATEMENT : :
FRIENDLY NO. FAILED TO DEMONSTRATE A NO. FAILED TO DEMONSTRATE A
WELCOMING TONE OF VOICE. FAILED TO WELCOMING TONE OF VOICE. FAILED TO NO. FAILED TO DEMONSTRATE A
DEMONSTRATE A CHEERFUL PLEASANT DEMONSTRATE A CHEERFUL PLEASANT
B x MANNER OR POSITIVE ATTITUDE OR x MANNER OR POSITIVE ATTITUDE OR x WELCgMAI\'\[l)GDl-I_I:?O’\:\IEAEFC\F:I?_EREIAFAILED
SHOW ENTHUSIASM. FAILED 4 SHOW ENTHUSIASM. FAILED 3 '
ADDITIONAL CRITERIA. ADDITIONAL CRITERIA.
POLITE NO. FAILED TO USE POLITE
LANGUAGE SUCH AS PLEASE,
- X| THANK YOU, YOU'RE WELCOME, - -
EXCUSE ME OR MAY |. FAILED 2
ADDITIONAL CRITERIA.
EFFICIENT
PROFESSIONAL NO. FAILED GREETING AND
X APPEARANGE (UNIFORM). X 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.
'E")EJE CTATIONS ) X NO. FAILED FRIENDLY, POLITE AND X NO. FAILED GREETING, FRIENDLY X NO. FAILED GREETING, FRIENDLY
PROFESSIONAL. AND PROFESSIONAL. AND PROFESSIONAL.

EXCEEDED NO. FAILED TO UP SERVICE OR UP NO. FAILED MET EXPECTATIONS. NO. FAILED MET EXPECTATIONS. NO. FAILED MET EXPECTATIONS.
EXPECTATIONS |% SELL. X | FAILED TO UP SERVICE OR UP SELL. || FAILED TO UP SERVICE OR UP SELL. || FAILED TO UP SERVICE OR UP SELL.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011

NOTE -

INDICATES FULL POINTS WERE AWARDED
INDICATES PART POINTS WERE AWARDED

x INDICATES NO POINTS WERE AWARDED

FOR THE KEY PERFORMANCE INDICATOR.




EXAMPLE HOTEL
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 EDUARDO NAME EDUARDO NAME MELANIE NAME LIBBIE
EEEULE - BASIC GREETING ONLY. X FAILED GREETING. -
AL FAILED PARTING STATEMENT - BASIC PARTING STATEMENT ONLY -
STATEMENT X ' '
FRIENDLY
POLITE NO. FAILED TO USE POLITE NO. FAILED TO USE POLITE

LANGUAGE SUCH AS PLEASE, LANGUAGE SUCH AS PLEASE,

X| THANKYOU, YOU'RE WELCOME, )| THANK YOU, YOU'RE WELCOME, - -
EXCUSE ME OR MAY . FAILED 2 EXCUSE ME OR MAY |. FAILED 2
ADDITIONAL CRITERIA. ADDITIONAL CRITERIA.

EFFICIENT

PROFESSIONAL NO. FAILED PARTING STATEMENT
x AND POLITE. x NO. FAILED POLITE. 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 ] i TELEPHONE INTERACTION. FULL i

POINTS AWARDED.

MET

NO. FAILED PARTING STATEMENT, NO. FAILED POLITE AND
EXPECTATIONS [X'| ™ o0 1E anD PROFESSIONAL, - |X PROFESSIONAL. - -
EXCEEDED x NO. FAILED MET EXPECTATIONS. x NO. FAILED MET EXPECTATIONS. x NO. FAILED TO UP SERVICE OR UP ]
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

H OT E L x INDICATES NO POINTS WERE AWARDED

EXALUATIONS © HOTEL EVALUATIONS 2011 FOR THE KEY PERFORMANCE INDICATOR.




EXAMPLE HOTEL
STAFF TABLE 2 SERVICE ANALYSIS PAGE 11

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

INT No. 42 INT No. 43 INT No. 44
SM No. 34 SM No. 35 SM No. 36
NAME JOSEPHINE NAME OLIVIA NAME RACHEL

KEY INT No. 41
PERFORMANCE |SM No. 31
INDICATOR NAME MELANIE

GREETING X FAILED GREETING. - _ :

PARTING
STATEMENT

FRIENDLY

POLITE

EFFICIENT
NO. ROOM SERVICE TRAY/TROLLEY
x WAS NOT COLLECTED WITHIN 45
MINUTES OF GUEST REQUESTING
ITS COLLECTION.

NO. FAILED GREETING AND

PROFESSIONAL
x 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
NO. FAILED GREETING, EFFICIENT
EXPECTATIONS  [X AND PROFESSIONAL. - - -
EXCEEDED NO. FAILED MET EXPECTATIONS. NO. FAILED TO UP SERVICE OR UP NO. FAILED TO UP SERVICE OR UP ]
expECTATIONS |% | FAILED TO UP SERVICE OR UP SELL. | SELL. X SELL.

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

FOR THE KEY PERFORMANCE INDICATOR.

HOTEL

EVALUATIONS © HOTEL EVALUATIONS 2011




EXAMPLE HOTEL
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 UNKNOWN MALE NAME SCOTT NAME SIMON NAME MARY-ANNE
GREETING i ) ) i
PARTING
NO PARTING STATEMENT. BASIC PARTING STATEMENT ONLY. FAILED PARTING STATEMENT. -
STATEMENT X X
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
S NO. DID NOT ASK IF WE WOULD LIKE
) OUR CAR BROUGHT AROUND OR IF i )
) 4 WE REQUIRED A TAXI OR HELP WITH
TRANSPORT.
PROFESSIONAL NO. NO PARTING STATEMENT.
x FAILED POLITE AND APPEARANCE x NO. FAILED EFFICIENT. x NO. FAILED PARTING STATEMENT. -
(UNIFORM).
PRODUCT BASIC. ONLY DEMONSTRATED OR BASIC. ONLY DEMONSTRATED OR BASIC. DEMONSTRATED THE
KNOWLEDGE PROVIDED THE MINIMUM PROVIDED THE MINIMUM i 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 i )
A NAME TAG (FAILED UNIFORM). POINTS AWARDED.
E")'(EPTE CATONG x NO. FAILED PARTING STATEMENT, x NO. FAILED EFFICIENT AND x NO. FAILED PARTING STATEMENT )
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
x INDICATES NO POINTS WERE AWARDED

FOR THE KEY PERFORMANCE INDICATOR.

HOTEL

EVALUATIONS

© HOTEL EVALUATIONS 2011



EXAMPLE HOTEL
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 DANIEL NAME JOSH 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
x DEMONSTRATE A CHEERFUL PLEASANT
MANNER OR 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 THE

COMPLETE THE TASK AT HAND. TASK AT HAND. DID UP SERVICE.
APPEARANCE
MET NO. FAILED PARTING STATEMENT,
EXPECTATIONS |X FRIENDLY, POLITE AND -

PROFESSIONAL.

EXCEEDED NO. FAILED MET EXPECTATIONS. )
EXPECTATIONS x 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
INDICATES NO POINTS WERE AWARDED
At IATIONS © HOTEL EVALUATIONS 2011 X FOR THE KEY PERFORMANCE INDICATOR.
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