STAFF GUIDELINES

Guest Interaction
Etiquettes
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1. On first contact, make eye contact with a smile.

2. Provide practical information
(ie: location and timing of breakfast).

3. Thank the guest and wish him/her a pleasant stay
at the hotel (using the hotel and guestnames) and advise
the guest to contact reception if any assistance is required.

4. The company will not be responsible for any financial
liabilities between the guest and the guest management
team, and the same is not entertained.
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Workplace Etiquettes
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5. The property manager is
responsible for updating the
group selfie by 8.15 AM,
including all the staff who are

I 2. Always wear a proper having the shift and leave will
E uniform and name tag before .
be marked on failure of the

beginning your shift. same.

3. Always be respectful of % 6. No personal issues should
be brought to the workplace

@ 1. The duty shift starts

at 8 a.m.

your coworkers.
because they never help an

4. Always smile and be willing employee's work.

to assist others.
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Workplace Etiquettes

/. Be punctual and don't
leave the work area without
completing the work.

CDJ 8. Always be a team player.

8 9. Employ is not expected

to move around the property
before gets into the shift.

<"® 10. The employee must be
on duty 5 minutes before his

or her shift begins.
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11. The Company will not be

held liable for any issues arising
from the Guest Management
Team's use of prohibited
substances, which are prohibited
on property premises.

The violators will be terminated
with immediate effect.

12. Employs are not expected to
use their mobile phones while
on duty, except for emergency
calls.



STAFF GUIDELINES

Workplace Etiquettes

13. Be clear, calm, and friendly
over the phone call enquires.

14. All telephone calls will be
taken within 3 rings, otherwise
an apology will be extended
to the guest.

15. Cross check the VIP arrivals
and VIP in-house guests and
make sure proper amenities
are placed.

16. Employers should ensure
that all counter equipment is
operational, and if there is
anything wrong with the
machines, they should be
cross-checked with the steps
and the necessary steps should
be taken to rectify the situation.

17. The introduction will be
as follows: Good morning /
afternoon / evening, Willmount
Hotel (hame of employee),
How may | assist your call?
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Personal Hygiene

1. Take a bath every day
P and apply deodorant.

2. Extremely long nails
are not permitted.
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3. Hair should be cut
neatly and combed on
a regular basis.

4. It is not advisable
to smoke while on duty.
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5. The face should be
cleaned. Beards should
be neatly shaped.

6. It is essential that
the employee be good at
hygiene and grooming.

7. Uniforms must be
thoroughly cleaned, ironed,
and squeaky clean.



