

Good customer service means serving the customer in a way that they think is outstanding, it is important as you need to think and be polite with your customers at all times.

              Excellent Customer Service would be putting yourself in the place of the customers and think how you would like to be treated if you were them and thinking of ways how to attract customers.

              The (Name of Hotel ) for example like all leisure and tourism organisations aim to make all their customers happy by making sure they are given an excellent service.  The Glamorgan has a company mission statement, which is:

“To work towards meeting, and where possible exceeding, our customer needs and expectations”. This mission statement is a good idea but all of the staff must make sure they stick to this.

Providing Information

Every organisation has to give good customer service to every person in every way. There are three main ways of providing members with information which are:

· Paper based

· Computer based

· Verbal

In The (Name of Hotel )  there are notice boards with all types of information on them, so if a customer choose not to ask the receptionist for class times it would all be there on the notice board which I think is a good thing. 

     Staff at The ( Replace by Name of Hotel ) always have to be up to date with any information, so if a customer asks them a question like “what time do you close” they would be able to answer straight away “we close at 11pm”.

     The ( Replace by Name of Hotel )  also use leaflets and posters to provide information as these will help the customers find out more about The Glamorgan, on the leaflets it would provide the customer with all the different information they need, for example, what time their classes start and finish.
Giving Advice

In some situations the customer will expect advice on what to do or what’s best instead of just simple answers or information. It’s also a good idea because it’s a good way to build a relationship with the customer.

Examples of what a receptionist might be asked are:

“What classes do you have for over 50’s?”

The receptionist might reply-

“There is an over 50’s club available here where you can do all types of activities such as, swimming, badminton, low impact aerobics” etc.

Again a member may ask-

“I have two children, one aged 10 and one aged 9, what type of activities do you have here for them?”

The receptionist might reply-

“We have a games room for children which would be suitable for any child under 16”

There are many places or situation where staff can give advice for example:

· Giving advice in gym – suitable training programme

· Instructors can give nutritional advice

· Café also advise members on most food requirement

Receiving and passing on messages

It is important that every receptionist writes down or gives messages as soon as possible because it must be dealt with quickly.

At The ( Replace by Name of Hotel ) to pass messages they would:

· Put the person through to who they would like to speak to, I think this is good as the customer can talk to the member of staff straight away and tell them their problem.

· Write in a notepad or booklet, in my opinion this is not a very good way as none of the staff might not get the messages straight away.

· Leave a voicemail for the member of staff, I also think this isn’t a very good way because they might not receive the messages straight away

Keeping customer records

Keeping customer records is an important part of customer service. The records make sure that all the information on the customers is kept safely on the computer as they need to know about all their members.

For example-

-Name

-Address

-Age

-Health and Medical Information

-Telephone number

-Email address

The information is important because if they wanted to look anything up on the customer it would be there in the records.

All customers have to fill out a membership form which is transferred to the database at The (Name of Hotel ), so if by any chance the members have an accident they can look up their details, such as what medicines they can take or if they are allergic to anything.

An example of some of the questions that could be asked on the health form is:

-Do you suffer from epilepsy?

-What is your GP’s name?-

-Do you have any allergy?

-Are you allergic to nuts?

They also have individual fitness records for each member, so that they can develop exercise programs if they need them. Also, if someone wants to book a class they have to have the customers’ records available.

Providing assistance

Providing assistance and helping people is an important part of the job.

One way a member of staff could provide assistance is by helping a mother and baby by opening doors for them etc. The Glamorgan also don’t want dissatisfied customers. In my opinion the staffs at The Glamorgan are usually excellent at providing information and helping people. People who need help are always dealt with efficiently and the staff is always helpful and polite, Because of this customers are more likely to return.

Deal with problems/dissatisfied customers

Sometimes in The (Name of Hotel) there are customers that are dissatisfied or have problems.

For example:

“I’m trying to ring up and book an aerobics class but they are always full”

They would possibly deal with this complaint by telling them they would put on another class to make more room.

“I bought a meal from your restaurant and by the time I got it, it was cold”

They would possibly deal with this complaint by apologising to the customer and offer them another free meal”

“I wasn’t able to have a shower after my aerobics class because none of the showers were working”

They would possibly deal with this complaint by apologising to the customer and sorting out the showers as soon as possible.

People who work in the reception always have to know about all the different aspects of the club because they could have any of these complaints and they have to try and deal with them or refer them to the manager.

