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TOURISM HOTEL INTERVIEW ANALYSIS

Business Contact Information

Business Name:  ………………………………………………………………………….

Sector:  ……………………………………….

Address:  ……………………………………………………………………….


   …………………………………………………………………………


   …………………………………………………………………………


   …………………………………………………………………………


   …………………………………………………………………………


   ……………………………Post Code: …………………………..….

Telephone: ……………………………………………………….

Fax:  …………………………………………………………….....

Email:  ………………………………………………………………….

Website:  ……………………………………………………………….
Director/Manager Name:  …………………………………………………….

1. How many employees are there? Please tick.

1 – 10      (  

10 – 25    (
25 – 50    (
50 – 100  (
100 +       (
2. What is the approximate gender ratio of staff?

Male   (
Female   (
    Other   (
3. How do you presently recruit?

Local/National media
(

Recruitment agency

(
Internet


(

Word of mouth

(
Friends/relatives of staff
(
Other ……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………

4. Are you an independent hotel
(
or part of a chain?
(
5. If part of a chain, approximately how many hotels are there?
1-5
(

6-10
(

11-15
  (

16-20
  (

20+   (
6. How many people does the hotel employ on a full-time and part-time basis? 

Full-time
(
1-10
(

10-20
(

30-40
  (
   50+
(


Part-time
(
1-10
(

10-20
(

30-40
  (
   50+
(

SKILLS GAP ANALYSIS QUESTIONS
Telephone - Greeting

1. When staff are dealing with potential guests on the telephone would you say that you are happy with the levels of professionalism: where professionalism means prompt answering, no slang or jargon, a neutral tone of voice and efficient processing of information?

Absolutely    (
 Reasonably     (
   Could be better 
  (
In need of review     (
If in need of review, why?
………………………………………………………………………………….
………………………………………………………………………………………………………………….........................................................................................................................................................................................................................................................................................................................
………………………………………………………………………………………………………………….

2. Have you ever received a complaint with respect to your telephone customer service?
Yes    (
 No     (
If yes, what was the nature
 of the complaint       …………………………………………………………




………………………………………………………………………………………….




………………………………………………………………………………………….




………………………………………………………………………………………….




………………………………………………………………………………………….




………………………………………………………………………………………….




………………………………………………………………………………………….

3. How do you train your staff in telephone customer servicing?
Bespoke: one-day     (

Bespoke: bite-sized     (




Off-the-shelf: one-day     (

Off-the-shelf: bite-sized     (               Other    ( 
If other, please state:
………………………………………………………………………………….

………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….

Entrance - Greeting

4. How busy is the hotel at this precise moment?

100 + people


(

40 – 59 people

(
80 – 99 people

(

20 - 39 people

(
60 – 79 people

(

1 – 19 people

(
  
Empty
          (
If very quiet what are staff doing? ………………………………………………………………………………………………………………….
………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….
5. Would you consider the hotel exterior to be attractive and welcoming? 
Very much    (
 Reasonably     (
   Could be better 
  (
In need of review     (
If in need of review, why?
………………………………………………………………………………….
………………………………………………………………………………………………………………….........................................................................................................................................................................................................................................................................................................................

6. Would you consider the hotel interior to be clean and comfortable? 

Very much    (
 Reasonably     (
   Could be better 
  (
   In need of review     (
If in need of review, why?
………………………………………………………………………………….

………………………………………………………………………………………………………………….........................................................................................................................................................................................................................................................................................................................

7. How do you feel about the personal presentation of your staff members?
Very happy    (
 Reasonably happy     (
  Could be better 
 (
 In need of review     (

Unless very happy, what are the areas of concern?
 …………………………………………………

………………………………………………………………………………………………………………….


………………………………………………………………………………………………………………….


………………………………………………………………………………………………………………….


………………………………………………………………………………………………………………….


………………………………………………………………………………………………………………….

8. Do your employees wear identifiable name badges?

Yes all    (
 Yes mostly     (
 No mostly     (
 None at all     (
9. Ideally, when customers enter a hotel they are greeted immediately. Where would you rate the performance of your staff in this area?
Immediately    (
 Soon afterwards     (
 After a while     (
   In need of review     (
10. How would you rate the welcome given by your staff members? 
Very warm    (
Mildly warm     (
 Warm     (
    Could be better     (

Seeking Information

11.  How would you say guest requests or enquiries are received?
 Warmly & knowledgeably   (
   Indifferently     (
     Impatiently & knowledgeably     (    

 Warmly & hesitantly   (
                                     
     Impatiently & hesitantly    (

If Impatiently & knowledgeably OR impatiently & hesitantly, how has this been conveyed?


……………………………………………………………………………………..


……………………………………………………………………………………..


……………………………………………………………………………………..


……………………………………………………………………………………..


……………………………………………………………………………………..

12.  What level of service knowledge would you say is demonstrated by your employees? 
Excellent    (
     Good    (       Adequate     (     Could be better     (     In need of review     (
13.  Statistically speaking, how soon is assistance sought for a query that cannot not be dealt with?

 Immediately    (
Soon afterwards     (         Eventually      (
  In need of review    (
14.  Would you say that points of service are clearly visable?
Yes    (
No      (
     
       

      and staffed?
Yes    (
No      (
15.  How well would you say staff process hotel services?

· Front of House

Very efficiently    (
   Efficiently     (
 Adequately      (
    In need of review    (

If in need of review, why?
………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….

· Waiting

Very efficiently    (
   Efficiently     (
 Adequately      (
    In need of review    (

If in need of review, why?
………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….

· Bar Service
Very efficiently    (
   Efficiently     (
 Adequately      (
    In need of review    (

If in need of review, why?
………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….

· Catering
Very efficiently    (
   Efficiently     (
 Adequately      (
    In need of review    (

If in need of review, why?
………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….

· Room Service
Very efficiently    (
   Efficiently     (
 Adequately      (
    In need of review    (

If in need of review, why?
………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….

· Leisure
Very efficiently    (
   Efficiently     (
 Adequately      (
    In need of review    (

If in need of review, why?
………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….

· Maintenance
Very efficiently    (
   Efficiently     (
 Adequately      (
    In need of review    (

If in need of review, why?
………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….






………………………………………………………………….

16.  Do you offer any additional services such as business or venue?
Yes    (
No      (
  If yes, what?
………………………………………………….




………………………………………………….




………………………………………………….




………………………………………………….

17.  How do guests rate the additional services offered?

Useful     (
      Could be better     (
   

18.  How do guests value the after stay service? (i.e being offered assistance or having items carried).
Excellent    (
        Adequate      (         Could be better     (
      In need of review     (
19. If a problem arises, how is it generally dealt with?

Warmly & efficiently     (
   Indifferently     (
    Impatiently & efficiently     (    

Warmly & inefficiently     (
                                     Impatiently & inefficiently     (
If Impatiently & knowledgeably OR impatiently & hesitantly, how has this been conveyed?


……………………………………………………………………………………..


……………………………………………………………………………………..


……………………………………………………………………………………..


……………………………………………………………………………………..


……………………………………………………………………………………..
20. What training do you offer your staff?

Customer services     (

Reception     (

Bar     (


Restaurant     (

Kitchen     (               Conference & Banqueting    ( 

Housekeeping     (

Front of House Porterage     (
Health & Safety      (
COSHH     (

Other     (                              

If other, please state:
………………………………………………………………………………….

………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….

21.  What form does any training take? 

Attending courses     (

On-the-job coaching     (
Self-study     (

Other     (    

If other please specify:
………………………………………………………………………………….





………………………………………………………………………………….





………………………………………………………………………………….





………………………………………………………………………………….





………………………………………………………………………………….

22.  Are you satisfied with your current training programmes?      ………………………………………….

……………………………………………………………………………………………………………….…………………………………………………………………………………………………………………….

……………………………………………………………………………………………………………............................................................................................................................................................................................................................................................................................................................................................................................................................................................................................



General Tourism Experience

23.  What do your guests generally say about their hotel experience with you?

Enjoyable (      Pleasant  (    Indifferent  (    Could have been better  (    In need of review  (

If in need of review, why?

………………………………………………………………………….

………………………………………………………………………….………………………………………………………………………….……………………………………………………………………………………………………………………………………………………….…………………………………………………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………….
………………………………….……………………………………………………………………………………………………………………………………………………….…………………………………………………………………………………………………………………………………………………………….



Complete by researcher

On what day of the week has the analysis taken place? 

Monday
(
Tuesday
(
Wednesday  
(
Thursday
  (
   Friday      (


Saturday
(
Sunday
(
Notes:

TOURISM HOTEL Survey No: 











