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Self-Evaluation Checklist

Improving Communication Skills

Before watching the video, take a few minutes
to answer the following questions. Answer
honestly; no one will see your responses but
you. If you can answer "yes," place a
checkmark in the first box to the right of the
question.

Do I know: Before After
watching watching
the video the video

1. ...the definition of
communication? a a

2. ...the three groups of
people I communicate

with on the job? a a
3. ...why communication

is important to quality

guest service? d d

4. ...the three steps of
speaking effectively? a a

5. ...the three steps of
listening actively? a a

6. ...the key part of

organizing my message? O d
7. ...the two parts of

delivering a message? a a

8. ...how to check for
understanding? a a
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Key Points

Improving Communication Skills

Communication in the Hospitality Industry
Communication is:

* An exchange of content and an exchange of
feelings.

*  One of the keys to quality guest service.

* Important to doing your job well and
earning the respect of co-workers.

Three Steps of Effective Speaking

1. Organize the Message

* Think of one main point you want to
communicate.

* When your message is complex,
break it down into steps.

2. Deliver the Message
e Verbal
- use clear, direct words.
e Non-Verbal
- Vocal

* Use voice tone that sounds
interested and full of energy.
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The Three Steps of Active Listening

1. Pay Attention

» Stop what you're doing and pay full
attention.

e Look at the speaker while he or she
is talking.

» Show interest and attention by
nodding appropriately.
* Don't interrupt.
2. Understand the Message

* Attach meaning

-Ask yourself, "What does the
speaker want me to know or do?"

-Listen for how the speaker feels
about the message.

-If you're not sure of the content or
feelings of a message, ask
questions

-When you feel that you
understand the message, repeat it
in your own words to check your
understanding.

* Evaluate the message

-Decide how you feel about it and
what you will do.
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Self-Evaluation Progress

Now that you have watched the video, go back
to the Self-Evaluation Checklist at the
beginning of this Viewer's Guide. Respond to
the questions again. If you can answer "yes",
place a checkmark in the second box to the
right of the questions. If you can't answer "yes"
to a question, review the video and the Key
Points to find the information you need.

Property Information

Review, and attach as necessary, appropriate
property procedures and policy information
regarding this subject.

Questions and Concerns

Do you have questions or concerns about the
information in the video or this guide? What
workplace problems have you experienced
related to this subject? Take time to write these
questions and concerns below, then discuss
these points with your supervisor.
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