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Bad Service in a Hotel 

            Student’s Handout   

Mr. Collins is the General Manager of the Regency Hotel in Chicago. The service he 

provides is far from perfect. Mr. Collins has many faults. Watch the video and answer 

the questions to find out what they are.  

You may want to see the whole video the first time and stop after each section the 

second time.  

(Beginning to minute 00:57 – vending machine) 

1. Why does the lady in blue wish to talk to the manager? 

2. What is the reaction of Mr. Collins to the call of  Nancy, the receptionist? Why 

is his reaction negative for the business?  

 (From minute 00:57 – vending  machine – to minute  1: 45 – Mr. Collins reaches 

the reception)  

On his way from the office to the reception Mr.Collins shows lack of empathy to 

several clients. What are the signs that indicate this lack of empathy towards...  

3. the elder man?  

4. the two male friends?  

(From minute 1: 45 –Mr.Collins reaches the reception to minute 2:39 – Mr.Collins 

leaves the reception)  

Mr. Collins reaches the reception and sees the lady in blue for the first time.  

5. What can you say about the tone of voice that Mr. Collins uses with the lady in 

blue?   

6. What can you say about their body language?  

From minute 2:39 – Mr.Collins leaves the reception and reaches meeting room -  to 

minute 3:25- the man with the red tie and suit enters the setting)  

One of the guests at a wedding reception is complaining that he cannot access a table 

due to lack of space for his wheelchair . He claims that the bride and the groom made 

arrangements for him and that these have not been respected. The man is very upset.  

7. The conversation with the client is off to a bad start. How does  Mr.Collins 

contribute to worsening the situation?   

8. What is the first solution that Mr.Collins offers? Why does the client reject the 

proposal?   
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9. What is the reaction of Mr. Collins to this rejection?  

From minute 3:25- the man with the red tie and suit enters the setting till the 

end 

The man with the red tie tells us that treating  clients the way Mr. Collins did is 

unthinkable. Unfortunately many managers, who care for their clients,  mistreat their 

employees. Employees also deserve respect, courtesy and fairness.  

10. Why is it important to be understanding with employees?  

EXTENSION: 

ROLEPLAY THE FOLLOWING SITUATIONS BUT BE COURTEOUS NEXT 

TIME. 

 

1. The first conversation between Nancy and Mr. Collins 

2. The encounter with the elder man 

3. The first encounter between the lady in blue and Mr.Collins 

4. The encounter with the man in the wheelchair. 

 

 

 

 

 

 

 

 


