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Warm introduction

Sp.

Sincere

Subtle tactic



Good follow up and reassurance



Good promotion/advertising



Lovely team approach

Making the guest feel valued



Empathetic and professional

Managerial qualities

Acknowledgement of staff
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FINAL GRADE

90/100

Letters
GRADEMARK REPORT

GENERAL COMMENTS

Instructor

Please see Rubric for a detailed breakdown of your
grade.

Moderated - RP
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Warm introduction

Sp.
Spelling error

Sincere

Subtle tactic
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Good follow up and reassurance
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Good promotion/advertising
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Lovely team approach

Making the guest feel valued
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Empathetic and professional
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Managerial qualities

Acknowledgement of staff
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Comment 1

Satisfying complaint and personal service

56

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

GRADING FORM: HAFO PORTFOLIO

ANTONELA PUIU 90

Empathetic and warm approach to both Mr. & Mrs.
Jones and Mr. Cloake. You have demonstrated care
and concern for their welfare and needs. You
acknowledge and respond professionally and
appropriately. You recognise staff and the team
approach, which is vital in hospitality. You make
subtle suggestions and are able to advertise your
facilities/amenities beautifully. Well done!



25

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.

9

RESEARCH & LITERATURE /10

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

Good sentence structure. Correct format for
assignment. Spelling and grammar is correct and
language is professional. Letters are well
structured and have provided correct information.

Referenced reviews according to instructions
provided during lectures. Don't forget brackets
around the publication date (2021).


