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	 The Concierge Recap  
	Answers

	1.
	What is the name of the international association of Concierges? 
	


	2.
	Give one example of how the Concierge may interact with the guest in each of the 4 stages of the Guest Cycle? 
	


	3.
	What are the 2 main benefits to hotels of a loyalty program? 
	


	4.
	What is the unofficial motto of the Concierge? 
	

	5.
	Research and describe 3 unique doormen uniforms and the hotels they come from? 
	

	6.
	Why is it important that the doorman keeps the hotel driveway clear? 
	


	7.
	What is the main skill that bellmen need to have?
	


	8.
	When they escort guests to their rooms, name 5 facilities in the room they would need to show to the guest? 
	

	9.
	What are the 5 stages of basic complaint handling procedure?
	


	10. 
	In regards to the 1st stage, what should you remember to do? 
	

	11.
	Give 2 actual sayings you might use for the 2nd stage? 
	

	12. 
	What should you remember about stage 3? 
	

	13.
	For the 4th stage, what should you do if you can’t resolve the problem?
	

	14. 
	Interpretation question: 
What do you think are some of the skills that a Concierge should have in a 5* hotel?
	





