
hospitality & tourism  cluster

cheat sheet
events: ham, htdm, qsrm, refs, ttdm  

Top performance indicators:
Demonstrate hospitality and tourism

customer service skills
Handle different customers effectively

 Explain the nature of positive customer
relations

Plan strategies to protect company
information and customer privacy 

Describe techniques to increase guest loyalty
and retention  

Explain the importance of sustainibility
practicies in hospitality and tourism

Use suggestive selling and upselling techniques
to increase revenue

Handle guest complaints and service recovery
startegies

Explain the importance of cultural sensitivity
and diversity in hospitality

Plan strategies to enhance the guest
experience

Core Skills Judges look for:
1. Freindiness & professionalism
2. Creative ways to imrpove the guest

expereince
3. Problem-solving under pressure
4. Customer-first mindset
5. Realistic, revenue-driving solutions

Quick tips for roleplay & presentations:
show warmth & enthusiasm

Always ask, “how does this make the guest
feel?”

Be solution-oriented (fix the issue and
reassure the customer)

tailor your ideas to specific guest
needs 

words to know and use:
Customer loyalty--when customers repeatedly return because of positive experiences
retention rate-- the percentage of customers who continue using a business over time

value-added service-- extra perks or benefits that make the customer’s experience better
brand standards-- the set rules a company follows to keep its service and image consistent

guest satisfaction-- how happy and content guests feel with their expereince
service recovery-- the actions a business takes to fix problems and restore customer trust 

Pro tip: Handle
customer

complaints by
listening,

apologizing, and
solving the problem

quickly. 


