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Bad Service in a Hotel 

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  entire 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? 

She made a reservation two weeks earlier and she has a confirmation number. 

She is told by the receptionist that her name does not appear on the register.  

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

is his reaction negative for the business?  

Mr. Collins is happily reading the newspaper and drinking his morning coffee. 

He does not want to be disturbed. He is rude/patronizing  to  Nancy and  he tries 

to elude his responsibilities (For Pit’s sake! Can’t you take care of this yourself. 

I’am busy, just, I don’t know, find her a room somewhere. That’s unbelievable, 

I’ve got to do everything myself)  

The client realizes that the relationship between manager and receptionist is far 

from friendly (cordial). 

(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?  

a. The man asks for help to carry his luggage (Sir,,could you give me a hand 

with these? My wife packed the  cinderblock in here. Cinderblok= heavy 

brick). The manager lifts the case and says he will send a bellman if he finds 

one (no need to say  if “I find one”. He has to find one).  

b. The alder man offers his hand to shake and the manager ignores it. 

c.  Mr.Collins also makes an ironic remark that the customer can hear:  Geeze ( 

= Jesus!) Carry his suitcase, Yeah, alright 

4. the two male friends? The two men ask act as if they were homosexual. The 

manager is about to say something to that respect but the men enter the room. 

Then he voices his disgust by saying aloud: Who can have an appetite? 

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

leaves the reception)  
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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 to relate to the 

lady in blue? He treats her as if she was a little girl. He is clearly patronizing. At 

the end he is excessively familiar: Don’t run away on me I will right back for 

you.  

6. What can you say about their body language?  

Mr. Collins put his arms around the lady’s shoulders. She is rigid and looks at 

his hand with disgust. She is obviously not appreciating the excess of 

familiarity. The lady sighs with relief when Mr.Collins releases her.  

 

(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?  He addresses the employee and not the 

client in a very informal manner ( Sure, what’s the problem here?). His tone of 

voice is aggressive which triggers aggression on the part of the client. The client 

asks :Who are you? as Mr. Collins has not introduced himself. Mr. Collins 

should have apologized first.  

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

proposal?  Mr. Collins proposes to roll the chair himself and to give the man a 

table on the side  to be used individually. The client wants to be with his friends 

and not on his own on the side.  

9. What is the reaction of Mr. Collins to this rejection? He complains about how 

much money he has spent on making the hotel handicap friendly: 

What’s wrong with you people .You are never satisfied.Last year I spent over 

and all 50 thousand dollars on this ramps and special entrances and that still is 

not good enough. What is it that you want anyway?  

(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? Mistreated employees 

are likable to be less productive, less courteous, less effective 

EXTENSION: 
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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. 

 

 

 

 

 

 

 

 


