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TELEPHONE SERVICE STANDARDS

YOUR VOICE REPRESENTS THE HOTEL
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Smile e Speak clearly e Listen ® Confirm
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Speak clearly, calmly, and courteously.
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Good morning, Dyafa Hotel, Hussam speaking. How may | assist
N J you?
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A calm, clear voice builds confidence.
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LISTEN & CONFIRM
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To confirm: room 305 and delivery at 8:00, correct?

Alus Olaxing @oL8| Dyafa Hotels & Resorts

05



JJSZ?J‘ 3‘i )\.E.ﬁ}" J.J..é C):}}" Q_A.l.b‘ HOLDING & TRANSFERRING CALLS

o) S| ‘_133;5
Yy e Jsaiall 229

el J=dl 9o bemdl of WST, o
DUl oo il o Cale-

s il ol el ool S3IL e
de baaall Jd 03y CdbiHold. pasid) sl pudll sl S5

; JU o it bl Juazall 7 &1, o
oSl O] daBgiell Buadl 31 e o=l g bl Juaiell 7

S W 13] Juaiedl Sl de. o oSl O drasl) bl pasle Jail. e
A Bogall wis 0,Sil, o A 090 W8I Jgo5 Y. e
L ) May | place you on hold while I check that for you?

Alus Olaxing @oL8| Dyafa Hotels & Resorts 06




dod Sl OIS dadalll 2\3\.@.&]‘3 43;.9.\” AJLwJ." MESSAGES & CLOSING THE CALL

doJ Sl £lg3)
byl 039G
ade Yl @3 Lo o), o
Juol gl dlwwgy Jsaiall @l o
: ST b sla o o) JWal, e
dg=l ol A3, 03y, o

doJ 8! é_puj a9, ° mﬁﬁmmb Juaidll )gﬁu‘, °

Zows Al gl Cllall i, o Ld1> dnelis Bylae pdsuiwl, o
Gollaall CBglly Jlrarwdl dys, o Yol lasdl 3l Joaiedl 3.
Al @il g Cabs gall @ual, @ s delowdl 33 Y. e

Thank you for calling. Have a wonderful day.
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WHAT THE CALLER EXPECTS

Prompt answer

Clear identification

Full listening

Correct action

Professional close
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Your voice is the impression the guest hears.
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