Date: ______________

Name:______________________________
Hour: _____________

Developing Interpersonal Skills

Lesson 5 - Solving Problems

Sneak Preview (read pg 52& 53)

1. Why are follow-up calls important in any business?

2. How can a guest’s problem be a resort’s problem?

3. How is a guest’s problem the problem of every employee at a resort? 

A Closer Look (pg 53) use video

1. How do resort employees respond to the diverse needs of their customers?

2. Why do Boca Raton Resort guest return year after year?

3. What does the resort do to attract new customers? 

On the Job (read pg 54)

1. What kinds of listening strategies did Ramona Experanza use in her meeting with Brent Hoffman? 

__________________________________________________________________________________________________________________________________________________________________

2. In what way was Esperanza’s problem-solving strategy a positive approach to a difficult situation? 

__________________________________________________________________________________________________________________________________________________________________

3. How did the company’s disciplinary policy provide a beneficial solution to the problem? 

__________________________________________________________________________________________________________________________________________________________________

