International Hotel Management - Business Skills Module
Incident Report assessment task
Watch this video:  https://www.youtube.com/watch?v=6_cDmwlbVkg&feature=player_detailpage
You can watch it as many times as you like.
Then, write an incident report on the video you have just watched. 
You are asked by the manager of the hotel to report on a complaint made by Mrs Richards.
To help you, think of the following and break down your ideas (you can watch the video again to help you write the report):  

•	Where did it take place?

•	Who were the main people involved?

•	When did the incident happen?

•	Why was there a problem?

•	Think about the incident in a sensible order and create a timeline of events?

•	You don’t have to report things which were said by the individuals word by word – think of the important moments in the incident.

[bookmark: _GoBack]•	Provide a conclusion – was Polly rude or was Mrs Richards a difficult customer who Polly handled professionally? Who, in your opinion was at fault?


