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1) Not paying attention Cudlye pae
2) Limp handshake ool caws i Y
3) Body turned away oot sliuly jo Blyoul Y
4) Smoking OvedS B ¥
5) Holding drink in wrong hand cwliall Cawd jo  Saudiss e oblagSs .0
6) Not wearing jacket CS damgas P
7) Standing too close Oobs! 5o Ggllas albld cule ) puc Y
8) Talking loudly ' 0055 Cusuo aily A
9) Talking at the same time and too much 085S Cuoma 0l g (Hlelgd) lejen A

1. Social Sins
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10) Speaking with mouth full and chewing 1i$ 3L o b g 0,5 Cusro 5 oo LY -
with mouth open. '

oesr b
11) Hands on shoulder OildE Al (695 o N Y
12) Not punctuality ewlbcdg pae N Y

Do you make these mistakes

At Business meetings?

J

.a ‘/',{.

Wreymg-

There are 12 social "sins"

being committed here.

How many can you spot?

If you're guilty of any one of these,
you could seriously hurt your career.
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1. Comfort Zone
2. Personal Space
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1. Families
2. Baby sitter
3. Children's menu
4. Baby sitting service
5. Baby listening service
6. Games room
7. Airline Crews
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1. Sea View
2. Mountain View
3. Jungle View

4. The Elderl
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What makes our customers unhappy
$og o0 Oloteo (695223 L g lalse az
Waiting, and waiting even longer
Sl o b Uasst o Ua]
Having to struggle with luggage

Why is there always a queue?
95,18 9939 o 0,lg0n |,
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gﬁ? QS o M il by

G L K Action not being taken
; 35 o3 plonil (os o
Treating them like one of the crowd

TS on o i) lgalS ol L

Messages not being delivered
..\;5..»‘5.0.: aoleo Lbﬁl.:.,f_

Always being ignored I wish they would stop chatting
and serve me!
28,5 oo ples | ol zlyg A sl

.&éﬁdﬁ@m&)éﬁé&ls

Sgui g0 Al oayoli o )lgan
Knowing they're being lied to
S35 om £y 4 Sl e
Endless forms to fill in

555 oS5 s Ty 5005 cslop b
Staff who don't smile

O sed oo (LS Gl s
Only hearing excuses

&gl oo dilgs laid

1. Customer
2. Purchaser
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Unapologetic staff

W olgS 8501 (LSS

Reasons not given

Oguds g 1 LYo

Cold reception areas

Col 55t 5 00 Yl S0y drrzme
Untidiness

S 3929 (T g ol

Staff who don't look at them
..\...Su.u ol UL‘*‘"‘ 0y A UL.S)'S
Trying to find their room

Sy e JSiee Sl BT o5 Ty o

Overhearing receptionists gossiping
sason T LSS (g8 5 e ides wil slae
Made to feel unwelcome

3,5 3925 alliliclogae b 0dy

Endless queues to stand in

Nl 5T jo b a5 O,l0 8429 (5oL slacho

GOLDEN KEY

Where is the manager?

Refreshments not offered I'm fed up with being ignored.
& o . " Cimlxs
S8 5o g 2lndy o e ) T
Staff not listening ol yo plaloga (pilSil 00s0l das (ol 3]
PR RTINS g1y
Not being called by name

A5 o o ol | L

Having difficulty obtaining directions
Sl e jlo b b 4o
Absence of management

0,0 9929 Cu e lags

Paying $250 for $50 worth of service
00,5 Bl y8 g Yo B+ o5lail 4y 309903 CSloy Yo VO Al
Pens not available

0,185 3929 Jl3dlciigs

Yelling over noisy printers

Sl 00,5 sl lao  Soqf] b, Sl sl
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What Makes Our Customers Happy?
$o98 00 Glilogae (599285 zga (Jlalge 4z
Warm welcomes

oo 9 p5 Jhil

Having help with luggage

ol Jo a5 Sluosis,b

Action not excuses

What a pleasant Receptionist
lspdgds K88 4z

ailgy 45 Jos

The absence of queues
o g4 b plaid

Messages being delivered
GOLDEN KEY '_\_;9“,@ djéLf_a )Lols Lbfhl.:u\
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Apologetic staff

3,00 olgz o3es LSS

Knowing the way to their room
Sl yaseiio MolS L2861 youo

Easy check-in

Saol ol Sl Gy Sy
Staff who smile

Ol e g g 005 LS,
Only hearing the truth
Syl on | Ly Lo

That fax was sent very quickly
63 oot....:)_é Ca8 4.3).3[43 QT

Uncluttered reception areas
sl 0 sy Ghpady Japomo
Reasons being given
O o0 511 Yo

Caring staff

Sl 8l e LSS

Useful and clear directions
G- ) U""’B 59 ..\ﬁ.:.}.a PR [S=Y wj)l.c
Staff who look at them
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Organized, quiet Front desk
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Making them feel important
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Efficient and attentive staff
3yl il e g el IS LSS
Refreshments offered
S oo B8 Gllages 4y Sandsl gloil
Staff who listen :
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e Hearing his name
| $55es o Gheanl b 1y (lagae
A well managed front office
Sosl 550 sl 008y Jagomae
Pens available
Conl ool,8 38l
Paying $200 for $250 worth of service
03,5 8lyd gy YO VO olie g 03,5 anse Yo Ve 28l o
Yes, we'd be happy to do that for you

What a great hotel, I'll stay here again
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