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Element 1

TRINITY
HOTELS

Dear Mr & Mrs jones

We would like to sincerely apologize to you for the inconvenience you had to face
because of travel restrictions during the pandemic. We re@ the fact that youwr
previous booking was cancelled due to that travel restriction. Now that the travel
restrictions are lifted, we are glad to welcome you to ouwr hotel. And for this reason, we
cordially re-inviting you to our hotel to join us for a gorgeous upcoming holiday. Your
reference number was 001310.

Even when travel restrictions have been lifted, | want to take the time to write 1o

you on behalf of everyone at Hotel Trinity to reassure you that our guest's and team
members’ wellbeing and safety is our utmost priority, now and always. Hotel Trinity is
closely monitoring the global situation and is actively taking steps to reduce the impact
and spread of COVID-19, and the new variants that are constantly evolving. It is our
responsibility to take care of your health and safety. You place complete trust in us and
allow us to show our hospitality by re-booking in our hotel. We are excited to see you in

our hotel and serve you the best way we can.

Sincerely,

Brenda T. Pridemore
Guest Relations Manager of Hotel Trinity

TRINITY

HOTEL GROUPS




Element 2

Disney's Animal Kingdom Lodge

8,212 reviews#66 of 389 Hotels in Orlando
https://www tripadvisor.com/Hotel Review-g34515-d189076-Reviews-Disney s Animal Kingdom Lodge-
Orlando_Florida.htmI#REVIEWS

Negative review
Not worth it

Not worth the 5. We have stayed at other Disney properties and this has been by far our least
favourite. The rooms, especially the bathrooms need a makeover pronto. The service was not good...
it took forever to someone to pick up the phone to ask for something. We asked to have our room
cleaned every day (which was done at other Disney hotels before) and they didn’t do anything.
When my husband called to ask for help, he spoke with Uma and she interrupted him many times
without giving a solution. Boma, the restaurant overpriced for what it was (a simple buffet). We
know that it’s not guaranteed to see animals around the property, and we in fact did not see
anything... not a single giraffe. What a disappointment, | definitely won’t stay here again. Read less

Date of stay: November 2021

Response!

Thank you so much for taking your precious time to give your valuable feedback. We
apize from the bottom of our hearts for all the bad experiences you faced during
your stay. Firstly, we are sorry for the fact that you didn’t find our service good enough.
It is a shame to us and to the staff members who were not responsible enough. About
the phone call, we are sorry to hear that you had to wait for a long, this happened
f our staff members went on a holiday and it was too busy for others to
hanale. But you will be pleased to hear that we are increasing our overall staff number
from next week to avoid such problems. This means we will also have more cleaning
staff in our hotel. We will clean the rooms regularly. However, please know that we
are known for having to keep a clean room and environment for our guests, so maybe
there was a misunderstanding among our staff members, but | will definitely into
that. Although it is less likely for Uma to behave li it stomers, aSSTe has
been working for a long time now, we will also take that into consideration and alarm
all our staff members. It is true that Boma is special and it is one of those things which
is loved by customers. It is an African or Indian inspired menu Boma even has Zebra
Domes! And finally, yes, the number 1 reason for choosing Disney’s Animal Kingdom
Lodge are animals. However, you need to be lucky to spot them. We have our hosts to
guide our guests but we know that we cannot be right every time. However, | can
assure you that things have changed a EUBREEIERIEESN r team is working hard every
day to improve and feedback like this is so important for our improvement. We are
again extremely sorry for what you had to experience. It would be great if you give us
another chance to show you, our hospitality. In fact, you can take my contact number
and call me before you come so that we can serve youin a better way and compensate
for the bad experience you had to face.

General Manager




Element 3

Holiday Inn Express & Suites

Positive Response

https://www.tripadvisor.com/Hotel Review-g34515-d4356714-Reviews-

Holiday Inn Express Suites Orlando East UCF Area an IHG hotel-Orlando Florida.html

= Jacqueline W wrote a review Nov 2021 aee

v 1contribution

00000
Disney ain’t got nothing on you!

“The happiest place on earth is right here at Holiday Inn Express and Suites Orlando East - UCF Area
Orlando! From the time | walked in the front door, the service was above exceptional. The staff was so
nice and welcoming. The room was clean and homey. But the topping on the cake or “pancake” should |
say was the breakfast bar that was professionally attended to by Tess and Maritza. They were amazing!
Although it was 6:307a.m. they had the happiest disposition. They were truly happy to be there serving
and attending to the guest. They even made breakfast bags for my 5 special Olympic bowlers. | will
always recommend this hotel as the place to stay thanks to your amazing staff.”

Read less &

Date of stay: Movember 2021

Trip type: Traveled on business

Room Tip: Always ask, they staff is very accommodating.
See more room tips

000098 Value 990089 FRooms
099098 Service

ember and not of TripAdvisor LLC.

Response

Thank you so much for choosing Holiday Inn Express & Suites as your holiday
destination. We are thankful to you for your 5-star review and feedback. You
mentioned that you found our staff members in the front office quite welcoming and
nice. We are happy to hear that our staff members could serve you the way you
wanted. The compliment about the rooms being clean and homey is quite common,
many of our guests also noticed that. And it is a pleasure to mention we strive for the
quality of rooms and its cleanliness because that’s the place where our guests will stay
the most.

e tke-delightedto-hearyouenjoyed the breakfast bar attended by Tess and Maritza.
We are glad we could make your moments more memorable. Thanks for your final
honest recommendations, “I will always recommend this hotel as the place to stay
thanks to your amazing staff”. We can’t wait to welcome you in a better way once

again. Hope you have a wonderful day.
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+64 4 801 8118

L] ]
0508 874648
bookings.trinityhotel@trinitygroup.co.nz
WELLINGTON NEW

166 Willis Street

ZEALAND

Wellington, New Zealand

HOTEL TRINITY

Dear Mr. Damian Cloake,

We are grateful to you for taking the time to write to us and providing your precious feedback. You
would be glad to hear that we are always there for our guests, even after their departure. It is our
responsibility to fix the problem and find out ways to avoid such issues in the future.

| would start by aﬁmizing to you from the depth of our hearts as we couldn’t please you with our
service and we were Mehind your expectations. In your letter, you mentioned that the check-in
time was more than an hour. It’s true as Ben has mentioned there was a shortage of staff on that

day. Co R CIES NGRS hnr e ahe i-yotr-atrival-time was and When you arrived at the hotel?

Because it could also happen if you arrived early before your arrival time. In that case, it will take

time for us to clean rooms and arrange everything. About the storage of beds, you would just call
our staff at the reservation and they would arrange it for you in minutes. But please know that it is
not a usual problem at all in our hotel. We know how important it is to reduce the check-in time and
the initial arrangements as much as we can to avoid our guests becoming frustrated after travelling
for long.

We are sorry to hear that you wergELGEEHGERIEIEESE restaurant. Unfortunately, now there is
nothing much | can do. If you found the food was cold, you could have informed us immediately, we
would instantly change your food and serve you hot food. As it is about food, there is nothing | can
do, it's too late now. However, | made note of your comment about the food very seriously and | will
make sure you do not have to face it once again.

To conclude, | would love to welcome you once again to our hotel with all due respect and you will
also be offered a discount for your upcoming holiday stay at Hilton hotel. We will also give you a
100-dollar refund for the delay you have to face at the reservation. | assure you we are not taking
your complaint lightly; we have already taken actions to improve. Thank you once again for giving

your valuable feedback. Have a beautiful day.

Sincerely,

Guest Relations Manager of Hotel Trinity
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GRADEMARK REPORT

FINAL GRADE

/100

GENERAL COMMENTS
Instructor

Please see Rubric for a detailed breakdown of your
grade.

PAGE 1

, Comment 1

UK/US spelling differences

PAGE 2

QM Sp.

Spelling error

QM Not appropriate

’ Comment 2

no comment

QM over the past few weeks
PAGE 3

QM Good
PAGE 4

QM Sp.

Spelling error

QM WC




QM

QM

Word choice error:

Sometimes choosing the correct word to express exactly what you have to say is very difficult
to do. Word choice errors can be the result of not paying attention to the word or trying too
hard to come up with a fancier word when a simple one is appropriate. A thesaurus can be a
handy tool when you're trying to find a word that's similar to, but more accurate than, the
one you're looking up. However, it can often introduce more problems if you use a word
thinking it has exactly the same meaning.

You should know this information

Take steps to address issues.

GRADING FORM: HAFO PORTFOLIO

TANIA KHAN 60

KNOWLEDGE & UNDERSTANDING /60

Available Marks 60 - Responses should be empathetic, realistic and
personal. Problems should be acknowledged, and necessary measures
addressed. Offer an official name and point-of-contact for further
references. Recognise staff where appropriate. Offer realistic solutions.
Make useful recommendations. Do not offer compensation in a public
response. Recognise the effect of the Covid19 pandemic and use
initiative when inviting guests back to Hotel Trinity

y" Mr. & Mrs. Jones letter: No mention of golden 40

wedding anniversary of loyalty.

PROFESSIONAL PRACTICE /30

Marks available 30 - Letters must look professional, with a logo, contact
details, date etc. Font must be appropriate (Arial, 12) and look



professional. Make sure that your text is justified. All correspondence
should have accurate spelling & grammar. Pay attention to detail of
specific instructions provided for each element of the portfolio that can
be found in the task description.

y‘ No dates on letters or recipient addresses. 1 0
Responses were justified, however, the letters
weren't. You need to use 1.5 line spacing.

RESEARCH & LITERATURE /10

Marks available 10 - You must reference your chosen reviews
accurately.

y‘ Referenced according to instructions. 1 0



