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Unit Title: Deal with Arrival of Customers

	URN: D/601/5120
	
	

	Credit Value: 4
	
	

	Level: 2
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	You must be able to: 



	1. Be able to deal with the arrival of customers


	1.1 Correctly identify customer requirements

	
	
	

	1.2 Retrieve any customer booking details from the booking system and check them with the customer

	
	
	

	1.3 Offer alternatives for any services that are not available as requested

	
	
	

	1.4 Complete the registration document correctly

	
	
	

	1.5 Give accurate information which meets customer needs

	
	
	

	1.6 Promote the services and facilities of organisation when appropriate

	
	
	

	1.7 Pass on customer details to the relevant departments in line with organisation’s procedures

	
	
	

	2. Know how to deal with the arrival of customers


	2.1 State organisation’s standards for customer care and why these are important

	
	
	

	2.2 State organisation’s booking procedures, and why it is important to follow these correctly
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	2.3 State organisation’s checking in procedures, and why it is important to follow these

	
	
	

	2.4 State basic legal requirements relating to accommodation, goods and services for sale

	
	
	

	2.5 Outline the types of unexpected situations and problems that may occur when customers arrive, and how to deal with these

	
	
	

	2.6 State why registration documentation must be correctly completed by the customer

	
	
	

	2.7 State the specific requirements for registering overseas visitors

	
	
	

	2.8 State the organisation’s procedure for allocation of rooms

	
	
	

	2.9 State why it is important to give accurate information to customers

	
	
	

	2.10 State why it is important to correctly identify customer requirements

	
	
	

	2.11 State what registration information must be obtained, in order to comply with legislation

	
	
	

	2.12 State why all correspondence relating to the booking should be available
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