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5. ir.{t-M (30 8/0) 

A. Convention Hotel B. Zero Defect C. Quality D. Moment ofTruth E. Sleep-out 

F. Direct Mail G. Stay-over H.O.O.O. L Conference Center J. Empowerment 

K.D.N.D L Service M.Booking N. Repeat Business O. Word of Mouth Advertising 

(I) A confirmed sale, such as a reservation or an event. 


(2). The process ofhelping guests by addressing their wants and needs with respect and dignity and in a timely manner. 


(3) The act ofgranting authority to employees to make key decisions within their areas ofresponsibility. 

(4) The process ofsending an advertisement to clients byinad-seivlCO-: 

(5) A lodging property with extensive and flexible meeting and exhibition spaces that markets to associations, corporation, 

and other groups bringing people together for meeting. 

(6) The room is reported as occupied but was not used, and the guest is not present. 

(7) The favorable or unfavorable comments made when previous guests ofa hospitality operation tell others about their experiences. 

(8) Any time a guest has an opportunity to form an impression about the hospitality organization. 

(9) The room is unrentable and thus is unassignable at this time. 


( I 0) A goal of no guest-related complaints established when guest service processes are implemented. 
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