HOSPITALITY CAREER ACADEMY

LESSON 03 - DOWNLOADABLE HANDOUT

Active Listening

Anticipatory Service Excellence

Key learning points

Apply the key standards, decisions and workplace procedures in active listening.
Recognise the correct professional standard.

Use a clear workplace process.

Respond confidently in realistic hotel situations.

Active Listening — The guest should feel heard before they hear your solution
Workplace practice

Use the lesson checklist in one realistic workplace scenario, then record what you checked, decided and
escalated.

Quick completion check

| reviewed the key points

O
O | practised the skill in one scenario
O | recorded one question for my trainer

Open the HCA lesson online
https://hca-pro.com/academy/courses/anticipatory-service/?lang=en

Study aid only. Follow the current HCA lesson, your property’s approved SOPs, manufacturer instructions and applicable local authority
requirements.

Lesson study aid - Use the online course for the complete learning experience 1
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