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Case study One:

After reading the description of the hotel in our case please reply to the reservation request of the example guest.

The guest would like to know the rates offered for a double room, as well as:

1) The room options

2) Bed options

3) View preference

Please fill in the reservation form and try to upsell. i.e. BB to HB and Inland view to Sea view.
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Mr. X arrives at the hotel.
Now we check him in. NB. The guest has reserved a standard room.

Point out the mandatory parts of the form to fill in. Write the passport/ID card number
yourself. Then explain that pre-payment or preauthorisation is necessary, if indeed it is
needed from your client in advance.

1) Try to upsell taking into consideration the room descriptions (Seaview and

executive)
2) Explain the services offered and promote the hotel services.
3) Try to sell the hotel services. i.e. theme nights, dinner options, meal vouchers

’
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Mr. Y is now a guest the hotel.
He has a complaint however. He has been here 2 nights and on the 3" day he calls the

front desk to let you know that next door there is a baby crying after midnight every night
and that he cannot sleep.

Decide what you will do to handle the matter.

1) What do you say to the guest during this initial conversation?
2) What action will you take and what situation might you try to avoid?
3} In what situation would you give compensation and what form of compensation

might you consider?
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Letter to the Hotel

Please reply to the following request for accommodation.

Attn Reservations.

Dear Sir,
We would like a quotation for a double room from September 22™ to September 29"

with an extra bed for a child age 6.
Do you offer special rates for stays of 7 nights or more?
Also, please let us know the half board supplement.

Thank you
Kind regards

Please include the following in your answers.

1) Details of the hotel’s cancellation policy.
2) The method of payment / deposit required
3) Quotes for seaview and inland view
© 4) Policy whereby child up to 12 years stays without charge if in a room with the
parents.
5) Half board supplement

Promote the hotel’s services.
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Excursions

After checking in Mr. Z would like the spend the afternoon in town.
Offer him at least 2 options from the following list of local attractions.
Please also make a site seeing tour for the next day.

Local Attractions

AMATHUS ANCIENT CITY - well known archaeological site 11km

ARCHAEOLOGICAL MUSEUM - museum of Limassol 2km

CINEPLEX - five screens showing latest films 4km

CURUIM ANCIENT KINGDOM - famous archaeclogical site with amphitheatre used for live
performances in-summer 19km

DASSOUDI BEACH - area with forest for walks or jogging 0.2 km

KOLOSSI CASTLE - built by the knights of St. John in the 13™ century 14km

LIMASSOL CASTLE & MEDIEVAL MUSEUM - interesting array of artefacts and weaponry 2km
LIMASSOL OLD TOWN - for a leisurely stroll 2.5km

OLYMPIAON BEACH PROMENADE - pleasant beach path taking you from the hotel so the Molos
Sculpture park and into old town Okm

FASSOURI WATER PARK - open in summer 12km

FASSOURI FLEA MARKET - open weekends 12km

TEMPLE OF APPOLO - 2km west of Curium 21km

WINE MUSEUM - Erimi 16km

YERMASOYIA DAM & VILLAGE - beautiful in spring for picnics and walks Skm
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1. RESERVATION WAS CANCELLED.
Mrs X booked a suite room for two weeks. Unfortunately the hotel was overbooked

because of an arrival of a group. The reservation department cancelled the guests’
reservation without informing her. Mrs X arrived at the hotel late at night from USA
and she was very tired.

A. Explain step-by-step ways to handle the situation

B. Give a possible explanation to the guest





[image: image7.png]2. Mr and Mrs Smith stayed at the hotel just for one night. At the check out they
informed the receptionist/cashier of some problems they had during their stay.

First the air condition was very noisy and not able to sleep, second the room key did
not work most of the times and finally it took up to one hour for the room service to
be delivered.

What in your opinion should be offered to compensate the guest for the inconvenience
caused?




[image: image8.png]3. At the check out, while the guest was checking the invoice he realised that the rate
was not the same as the one he had been informed from the reservations.
What in your opinion should be offered to compensate the guest for the inconvenience

caused?




