HOS120: Rooms Division Weekly Recap
	
	 The Concierge Recap  
	Answers

	1.
	What is the name of the international association of Concierges? 
	International Association of Professional Personal Concierges (IAPO)

	2.
	Give one example of how the Concierge may interact with the guest in each of the 4 stages of the Guest Cycle? 
	Stage 1- booking of hotel reservations for their clients
Step 2- receiving guests
Step 3- taking clients around for hotel tours (Sarigiannakis, 2019)  
Stage 4- future preservation for their guest



	3.
	What are the 2 main benefits to hotels of a loyalty program? 
	[bookmark: _GoBack]Recommendation by other customers by loyalty program clients
Return of clients due to the loyalty privileges


	4.
	What is the unofficial motto of the Concierge? 
	 The customers are always right

	5.
	Research and describe 3 unique doormen uniforms and the hotels they come from? 
	1.Red Sherwani with Black Bib duly Embroided – Grand Hotel Cochin -India
2.white suit with a chef like a white cap with black shoes- hotel Sofitel Legend Santa Clara Cartagena, Colombia
3. Red jacket with a mandarin collar made of velvet with black shoes and trouser - Four Seasons Resort Bali at Sayan, Bali, Indonesia (Kale, 2020) 


	6.
	Why is it important that the doorman keeps the hotel driveway clear? 
	To remove traffic for oncoming guests and allow a good first impression.  


	7.
	What is the main skill that bellmen need to have?
	Be able to predict the needs of the guests (Wald, 2019).


	8.
	When they escort guests to their rooms, name 5 facilities in the room they would need to show to the guest? 
	· Extra towels, pillows, and blankets
· Wastebaskets
· Basic toiletries
· Tissues
· Space for clothes

	9.
	What are the 5 stages of basic complaint handling procedure?
	1. Informal settling of the complaint
2. Formal settling of the dispute
3. Investigation of the evidence of the complaint

4. The decision of the complaint  
5. An appeal of the complaint


	10. 
	In regards to the 1st stage, what should you remember to do? 
	The solution can be sort in an informal settlement if the defendant accepts faulting the complainant.

	11.
	Give 2 actual sayings you might use for the 2nd stage? 
	I accept my fault, and I am very sorry for conducting myself in that manner.

	12. 
	What should you remember about stage 3? 
	Be truthful and offer precise information to be used to solve the dispute (Kale, 2020). A solution is always there with truth.

	13.
	For the 4th stage, what should you do if you can’t resolve the problem?
	Appeal for further justice of the problem

	14. 
	Interpretation question: 
What do you think are some of the skills that a Concierge should have in a 5* hotel?
	1. Eloquence and excellent communication skills
2. Have knowledge in several international languages
3. Be computer literate and able to operate online office transactions for clients.
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