APPENDICES



Respoadent A

Check In
Kinds of Verbal Communication Oftem | Seldom | Never
Oral Comsnunication J
Written Commuaication 7
Kinds of Non-Verbal Communication Often | Seldom | Never
Happy v
Facisl Expression _— v
Angry o
Empathy v
Thickmg 7
Interested /
fedy Gesture Skepeicism 4
' Boeedom v
Suspicious 7
Inlenested 7
Eye Contact Angry ar Unhappy J
Bored v




Check Out

Kinds of Verbal Communbeation Often | Seldom  Nuover

Oral Communication e

Writtens Commymiesion o ¢

Kinds of Non-Yerbal Communication Often | Seldom | Never
Happy v

Faxial Expeession e . v
Angry I
Empatzy o
Thinking v
Interested v

Body Gesture Skepricism N
Baredom v
Suspricices v
Interesied v

Eye Coentact Angry er Unhepgy J
Bored =2




Hardling Guest Coenplain

Kinds of Verbal Commuxication Often | Seldom | Never

Oral Comamunication v

Written Commusicason J

Kinds of Non-Verbal Commuaication Often | Seldem | Never
Happy v

Facial Expressico i o
Angry h
Empatly v
Thirking Y
[nterested v

Body Gesture Skepeiciam J
Boredom |
Suspicious 7
[nterested v
Angry ar

Eye Contact iy v
Bared v




Explainiog Hotel Facitities

Kinds of Verbal Communication Often | Scldom | Never

Oral Communication 4

Written Communication 7 f

Kinds of Non-Verbal Communication Often Seldom | Never
Rappy /

Facial Expression e v
Angry v
Empathy v
Thinking v
[mterested

Bedy Gesture Skepteism T
Beredar 7
Suspicious v
Interested e

Eyc Contact Angry or Unbappy J
Bored J J




Arsswering Phose Call

Kinds of Yerbal Communication Often | Seddom | Nover
Oral Commusazaton v
Written Communication R
Kinds of Non-Verbal Communication Often | Seldom,| Never
Happy v
Surprised <
Facial Expression
Angry
Enpahy 7
Thinking v
Interestod 4
Body Gesture Skepticism ‘(
Baredoe g
Suspicions /
Interested J
Eye Contact Angry cc Unhappy S
 Bared /




Respondemt B

Check In
Kinds of Verhal Communication ORen | Seldom. Never
Ol Comnicmication v
Wrigen Comenunication v
Kinds of Non-Verbal Communication Often | Seddom | Never
Happy /
Surprised J
Facial Expressson
e v/
Empathy /
Thinking 4
Interesiod v
Body Gesture Skepticism .
Boredom v
Suspacious /
Interestod S
Eye Contact Angry or Unhappy ¥
Bored /




Chaek Out

Kinds of Verbul Communication Often | Sebdom | Never
Crul Commusacatbon J
Written Comeunication ‘ /
Kinds of Now-Verbal Communication Often | Seldom | Never
Happy v
Faclal Expression .. /
Angry J
Eapachy
Thanking J
Interestod \/
Body Oeslure Skepticism %
Boredom v
Suspicious Vi
Interesied v
Eye Cootmct Angry or Unhappy
Bored 7




Handling Guest Complaln

Kinds of Verbal Communiction Often | Seldom | Never
Oral Commuanication Ve
Written Comanunication J
Kinds of Now-Verbai Communication Often | Seldom = Never
Happy W
Facial Expression s v/
e %
Empashy o,
Thinking v
Interesial J
Rody Gesture Skeplicizm v
Boredom A
Suspecions 7/
Interesiod J
Argry o
Eye Contact Ushoopy J
Bored v




Explalning Hotel Fagilities

Kinds of Verbal Communicalion Often | Seldom - Never

Oral Commiunication v

Wrinien Communicalion ‘/

Kinds of Nen-Verbal Communication ? Often | Seldom | Never
Happy /

Facial Expression s /
ASEY S
Empathy 2,
Thinkicg p,
Ingerestad J

Body Gesture Skepticism ‘ ‘/
Boredom b 3
Suspicions .
Inseresiod S

Eye Contagt Angry or Unhippy Vv
Bored J




Answering Phons Call

- Kinds of Verbal Communication Often | Seldom l Never
Oral Communication v .
Writlen Coenmunication V4
Kinds of Non-Verbal Communication Often | Seldom | Never
Happy v

Faciel Expression suprised v
Aogey ¥
Empathy J
Thinking /
Interesiad J

Body Geshure Skepticisn ‘/
Baredon S
Suspicions J
Interested 74

Eve Canlact Argry o Unheppy o
Bored 7




Respondem C

Chedk In
Kimds of Verbal Communication Often | Seldom | Never
Orul Commueicalion /
Writter: Comimunication 4
Kinds of Non-¥Yerbal Communication Often | Scldom-| Never
Fegpy J
Facial Expeession | — d
Angry 4
Empathy &
Thinking /
[merested L
Beesdom v
Susplclous /
Imeesied ¢
Eye Contact Angry ar Unkappy 74
Boeed g




Check Oul

- Kinds of Verbal Communication Often | Seldom | Nover

Oral Communication »

Written Communication -

Kinds of Non-Verbal Communication Often | Seldom | Never
Hapey v

Focial Expression S v
Amsry | /
Empathy v
Thinkicg /
Intersstod o

Body Gesture Skepticism O3
Boredom 7
Suspriows Z/
Interasiod v

Eve Caontace Argry o Unhappy Ve
Bored | v




Haadling Guest Conplain

Kinds of Verhal Communication Often | Seldom | Never
Ol Commyuaicatson | Ve
Writies Communicaticn J
Kinds of Noa-Verbal Communication Often | Seldom | Never
Happy e
Surpnsed ‘/
Facial Expression
Angry e
Empathy o
Thinking v
Interested ‘/
Dody Gesture Skepticism v
Baredom J
Suspicicus J
Interested = §
Angry or
Eye Contact s
Unhappy
Bared {




Explaining Hotel Facililes

i Kinds of Verbal Communication Often | Seldom | Never
| Oral Conmunication 7
\ Written Commmunication | 7
Kinds of Nan-Verbal Commumication Ofn | Seldom - Never
oy 7 1
Faciz! Expression - a
i Ky
Empathy J
Thinking 7
Ipderesied v i
Flody Gesture Skeprtsm =
Beeodom L
Swspicious 7 |
[mtezested -
Eye Contact Angry ar Unhappy v
Boced 7




Argweting Phove Call

Kinds of Verbnl Communicution Often | Seldom

Gral Commusication 7

Written Comenunication

Kinds of Non-Verbal Communication Often | Seldom | Never
Happy v

Facinl Expression i o
Angry v
Ermpatiyy -
Thinking Vv
Interested /

Body Gesture Skepticism a
Boredom 7
Suspicicus /
Intereszed v

Eye Contact Angry or Unhapoy f
Bared v




Respondent D

Chack In

Kinds of Yerbal Communieation Often | Seldom | Never

Oral Commupvearion 7 4

Writes Communication v/

Kinds of Non-Verbal Communication Often | Seldom | Nover
. v

i | 7

Facial Expression
Angry v
Empathy Va
Thinking 7
[mtevested 7

Bedy (esture Skepticism 4
v "
Suspicicus S
Interested >4

Eye Comizct Angry ot Unhapgy A
Bored B




Check Oul

Kinds of Verbal Communication Often | Scldom | Never

Oral Communication S

Written Commumication e

Kinds of Non-Yerbal Communication Ofien | Scldom | Nover

 Surpeised 7

Faclal Expeession :
Angry S
Empalky 7
Thinking /
interested S

Body Gestuee Skepticism s
Barcdom v
Suspiciows v
Interesied £y

Eye Cannet Argry of Unhappy v
Bored 1 Ve




Hendling Guest Complain

Kinds of Verbal Communication Often | Seldom | Never
Orad Cowmunication v
Written Comumumication ~
Kinds of Noa-Verbal Communication Often | Soldom | Never |
Happy > |
Facial Expressiaon s v
oy P
Exmpathy v
Thinking N
Izterested v
Body Gesture Skepticism -0
Boredom 5
Suspicious v
Interessed 134
Augry o
Eye Cantact v
Unhappy
Bored v




Explaining Hotel Facilities

Kinds of Verbal Communication Often | Scldom | Never
- Oral Comemunication V4

Written Commussication 4

Kinds of Non-Yerbal Communication Often | Schlom | Never
Higpy v

Fecial Exprission . v
Angry /
Empathy v
Teinking y
liuerssiad i

Becy Gesture Skepticisen v
Boredom ¥s
Suspicious I 4
[nterested v

Eye Comlsct Angry or Undappy v
Bared v




Answering Phooe Call

Kinds of Verbal Communication Often | Seldom =~ Never

Onl Comrunication s

Written Communiention '

Kinds of Non-Verbal Communication Often | Seldoms  Newer
Happy s

Facinl Expecssion e '/
Angry v

Empathy P

Thinking v
[merested Y

Bedy Gesture Skepticism /
Boredom v
Suspicicus i
[nterested 7

Eyo Comiact Angry ot Unlipoy v
Bored 74




Respandent E

Cheek In

Kinds of Verbal Communication Often | Seldom | Never

Oral Commysication J

Writea Communication J

Kinds of Non-Verbal Communication “Often | Seldom | Never
Happy | /s

Facial Expression o | v
Angry s
Empathy X
Thinking 7
Inzerested ‘/

Body Gesture Skepticlsm v
Bovedom g
Suspicious J
Tnterested 7

Eye Cootact Angry or Usbsappy J

| o A




Check Out

Kinds of Verbal Communication Often | Seldom = Never
Onl Comnyunicazion v
Written Communzcation J
Kinds of Nen-Vorbal Communication Often | Seldom  Newer
Happy ,/
Facinl Expression e Y
Angry J
Empathy v
Thinking v
Isnerested Y,
Body Gesture Skeplicism v
Beeedom o
Suspicious Jl
Interested 7
Fys Comaet “Angry ot Unbappy v
Hored v




Hundling Goest Complain

Kinds of Verbal Communication Often | Schlom  Never

Orai Communication J

Written Comnyanication k',

Kinds of Non-Verbal Communication Ofen | Soldem | Never
Happy J

Faclal Expression R v
Angsy J
Epatiry 3
Thanking 3
Interesiod J

Body Gesture Skuplicism ¥,
Boredcen g
Suspicions v
Iverested g
Angry ar

Eye Cortact e J




Explzining Hoted Facilities

Kinds of YVerbal Communieation Often | Seldom | Never

COral Commussication (

Writtens Communication J

Kimdls of Nog-Verbal Communication Often | Seldom  Never
Happy v

Facal Expression N X
Angry V4
Empathy J -
Thinking v
Interested \/

Body Gesture Skepticism v
Boredom J
Suspicionus N,
Interestad ok

Eye Contacs Argry or Unhappy o
Bored v ]




Answering Phone Call

| Kinds of Verbal Communication Ofen | Scldom | Nover
Oral Conununication v
Written Commusication J
Kinds of Non-Verbal Communication Often sadon. Nover
Hepoy g
Faclal Expression ‘ K
| Angry 7
Empathy g
Thizking e
Interesied J
Body Gesture Skepticism J
Boredom J
Suspacions v
Insecested o
Eye Contact Aungry or Unhappy 74
Beted 7




Respoadent F

Check In
Kinds of Verbal Communication Often | Scldom | Never
Oral Communicaticn v
! Written Commumication ¥4
- Kinds of Non-Yerbal Communication Often | Seldom  Never
i Facinl Expressica | et ol
Angry #
Empaiky 7
Thinking \/
[oterested 7
Body Gesture Skepticism v -
Boredom /
Suspicicus J
Interested ot
Tye Contact Angry oc Unhappy ‘/
Bared Vs




Check Cut

Kinds of Verbal Communication Often | Seldom | Never

Ol Commueication ‘/

Written Comenunication Vs

Kimils of Non-Verbal Communication Often | Seldom | Never
Happy J

Facisl Expresson S "/
Angry v
Empathy v
Thinkisg V4
Insecesied WL

Bedy Gesture Skeplicism g
Beeudam J
Suspicious v
[merested v

| Eye Comact Angry or Unmappy v

R J




Haondling (uest Complain

Kinds of Verbal Communication Seldom | Never
Oral Communication
Wrliren Commvanieation /
Kinds of Non-Verbal Communication Seldom-| Never
Happy
Surprised o
Facial Expressson
Angry v
Epmhy J/
Thinking Jl
leieresied 73
Recedom N
Suspicious /
[nterested o '
Angry ot
Eye Cootact o J
Bored v




Expliiming Hotel Facilities

"Kinds of Verbal Cossmunication Ofen | Scldom_ | Never

- Oral Comaunication 4

| Written Communicaton J

Kinds of Non-Verbal Comprunication Often | Scldom | Never

| Hpey v

 Facial Expeessicn i v

| Aagry /
“Empathy N
Thinking J
Interested S

Body Gesrure Skepteism | ;
Becedom o
Suspiciaus J
Interested 4

Eye Comtact Angry or Ushappy v
Bor 7




Ansgwuning Phone Call

| Kinds of Verbal Communication Often | Seldom | Never
"Oral Commnunication J
: Written Commusication /
Kinds of Noo-Verbal Compsunication Often | Scddom | Never
| Heppy 7
Facial Expecasion R v
Angry J
Erepathy J
Thinking J
Interessed o
Body Gesture Skepticism j
Baredom 7
Suspicions 7
Interestad 1
Eye Conract Angry or Unhappy 4
B I




Respondent G

Check In
Kinds of Verhal Communication Often | Seldom | Never
- Oral Coenmuniation v
| Wrillen Comnnumnication /
Kinds of Non-Verbal Communication Often | Seldom | Never
Happy S
Facial Expecssion 27 /
Angry of
| Eagels 7
% Thinking J
Interested /
Rody Gesture Skepaicism 7 g
Baredom v
Suspiciovs ¥
Interesiod v
Eye Coatact Angry o Unhsgory /
Bored J




Chek Que

Seldom

Kinds of Verbal Communication Often Never

Oral Commurication T

‘Writtens Communication 7

Kinds of Noa-Verbal Communkeation Oftens | Seldom | Never
Happy f

) ) Surprisod '/

Tacial Expressson
Angry /
Bty 74
Thinking Fo
Interesiad Vi

Body Gestire Skepticism 74
Boredom 5
Suspicions 4
Inteeested 7

Eye Contoc: Angry or Unhappy v
Bored e




Handling Guest Complain

Klnds of Verbal Communication Often | Scddom | Nover
Oral Comenunication v
Writien Communscation 74
Kinds of Non-Verbal Communication Often | Seldom | Never
Happy v
Suepcised S
Fugial Expressivn
Angry ¥ 4
Emputby / !
1
n . ' - J '
I=terestod /
Bedy Gesture Skepticism G
Becodom /
Susplcious S
Imiézested V4
Angry or
Eye Contact S
Unhsppy
Boeod J




Explaining Hotel Facilities

Kinds of Yerbal Communieation Oftem | Seldom  Never
Ornl Coenmuescation Ve
Writiett Communication ‘/
Kinds of Non-Verbal Communicution Often | Seldom  Never
Happy v
Facial Expression S v/
Angry /
Emgathy J
Thinking J
Interested &
Body Gesture Skepricism v
Baredom J
Suspicicus ,/
Interessed v
Exe Contacs Angry o Ushsppy g
Bored | 7




Answering Phane Call

Kinds of Verbal Communication Often | Seldom | Never
Oral Communicarton )
Writte: Commmication J
Kinds of Noa-Verbal Communication Oftem | Seldom | Never
Happy v
Surprised v
Facial Expression 2
Angry v
Empsthy Ty
Thinking 7
Interested v
Body Gesture Skeptcism 7
Bt v
Suspicious i
[nteresred v
Fye Contact Angry or Unlapey 7
Bored 7




Respondent H

Check In

Kinds of Verbal Communication Often | Seldomn | Never

Oral Comemmication Ve

Written Commussication s

Kinds of Nen-Verbal Communication Often | Seddom | Never
Figey 7

Facinl Expression o '/
Angry /
Empathy A
Thieking v
Interested S

Bedy Gesture Skepeicism 7
Boredom o
Snsplclous | 7
Interested /

Eyé Contacl Angry or Unbappy v
Bared 774




Check Out

Kinds of Verbal Communication Often deﬂn. Never

Oral Coemmunication v

Written Camnanicagion \/

Kinds of Non-Yerbal Communication Often | Seldom | Never
Happy ‘/

Facinl Expression - v
e v
Empathy k-
Thinking S
Interested oA

Bady Gesiure Skeplivism 7
Boredom v
Suspicious T
Interesied v

Eye Cantncs Argry o Unhoppy "
Bored o




Handling Guoest Complain

Kinds of Verbal Communication Seldom | Never

Oral Comnmunication

Written Compwanicasion v

Kinds of Non-Verbal Communication Scldom | Never
Happy

Facial Expeession (e ‘/ |
Angry v
Emgathy V%
Thisking v
Interested v

Body Gesture Skeptivism 2
Taredom S
Suspicious v
Interesied i
Angry o

Eye Contoct /S
Unbappy
Bored e




Explaining Hotel Facilities

Kinds of Verbal Communication Often | Scldom  Never
Oral Communication s
Wrillen Commuaication I 1/
P(lnds of Non-Verbal Communication Often | Seldom | Never
Happy /
Facial Expression Supized a
Angry Vv
Empathy 7
Interested /
Body Gesture Skeplicisn 7
Boredom /
Suspicious 7
Tnrerestod Pt
Eye Contact Angry or Unhappy P
Bored /




Amswermg Phooe Call

Kinds of Verbal Communication Often | Seldom | Newver

Oral Commamication 55

Written Communication /

Kiads of Non-Verbal Communication Often | Seldon | Never
Happy | o7

Focial Expression ey l 7
A 7
Empathy V4
Thinkirg 7
Inzeresiod e

Body Gestwre Skepticism Ve
Boredom /
Suspicious /
Imtezested /

Eye Cootact Angry ar Urhappy Vi
Bored o




