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(A concise, easy?to?read study guide)

1. Why Customer Service Matters in Tourism

Aspect Impact on Business

o _ Travel decisions are often made after a single interaction (online booking, call
First impression
centre, front?desk).

Brand

) Positive experiences generate online reviews, referrals, and repeat bookings.
reputation
Revenue & o ) ) o
lovalt Satisfied guests spend more on ancillary services (up?grades, tours, dining).
oyalty

Risk mitigation Proactive service reduces complaints, cancellations, and legal disputes.

2. Core Principles of Excellent Service

1. Personalisation — Tailor recommendations and communication to the guest’s profile,
preferences, and cultural background.

2. Responsiveness — Answer inquiries quickly (ideally within 1?hour for digital channels, 5?
minutes for phone).

3. Reliability — Deliver exactly what was promised (e.g., room type, transport schedule).

4. Empathy — Show genuine understanding of the traveller’'s needs, stressors, and emotions.

5. Consistency — Provide the same high standard across all touch?points (website, call
centre, on?site staff).

3. Key Touch?Points in the Guest Journey

Stage Typical Interaction Service Focus
Pre?trip Website, social media, OTA ) o .
o Accurate info, easy navigation, live chat.
research listings

_ _ Clear pricing, flexible policies, immediate
Booking Online form, phone, travel agent ) )
confirmation.
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Stage Typical Interaction Service Focus

Toyrism and TravelRelusdyupdates, upsel

Pre?arrival mail, SMS, mobile app
offers.

Arrival / Check _ ) _ Warm greeting, swift processing, luggage

) Reception, self?service kiosk .
?in assistance.
st Housekeeping, concierge, Anticipate needs, resolve issues on the spot,

a

Y restaurant, tours local insights.
Survey, thank?you email, loyalty Gather feedback, thank guests, encourage

Post?stay

program repeat bookings.

4. Communication Skills for Front?Line Staff

Skill Practical Tips
Active listening Paraphrase the guest’s request before responding.
Clear language Avoid jargon; use simple, positive phrasing (“I'll arrange that for you”).
Cultural sensitivity Know basic customs, greetings, and etiquette of major source markets.
Non?verbal cues Maintain eye contact, open posture, and a friendly tone.

Problem?solving Offer at least two alternatives when a request cannot be met.

5. Handling Complaints Effectively

Acknowledge — “l understand how frustrating that must be.”
Apologise — Sincere, not conditional (“I'm sorry you experienced this”).
Investigate — Ask clarifying questions; verify facts quickly.

Resolve — Provide a solution immediately or give a clear timeline.
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Follow?up — Confirm the guest is satisfied; document the case for future improvement.

Remember the “3?R” rule: Respond, Resolve, Recover.

6. Technology Tools that Boost Service

Tool Function Benefit
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CRM (Customer Relationship Stores guest profiles, preferences, past

management) TOQUrISM andeder@vel Industry

Enables
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