Report of Interviewswith Front-Desk Staff at Rest Easy Hotels
in San Diego and Minneapolis (USA), Bristol (UK), Prague (Czech
Republic), and Lima (Peru)

Here are some important statements that interviewers collected from front-desk staff at severa
hotdls

“There'sno use giving me amanud during training. The front desk at my hote istoo crowded
for amanud.”

“I hope the class will make the new system easy to understand. | do not know anything about
computers. I've never worked with one.”

“I took thisjob because | was well trained in hotd management and tourist services. | fall to
see the need to attend further training for ajob | dready do incredibly well.”

“My Englishisnot good.”

“We need to train new employees as we bring them on board during the next two years.” (This
comment was made by a supervisor of front-desk staff at one hotel.)

“I'm worried about the timing of thetraining. At my hotd, we have very few staff working on
the front desk on each shift. When will you hold the training? Will | be able to take off from
work to attend? | attend night school classes three nights a week.”

“My wife drops me off a work every day and then takesthe car. | hope the training will be a
the hotel where | work”

“Make sure you concentrate on how to resolve arguments with charges for movie rentas and
room service when guests are checking out. We have many problems with guests who swear
they did not order movies or pizzas delivered to their rooms. My front desk staff should not get
into fights with guest over such things. Thisisadassy establishment!”
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