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2.3.4 The sales process
1.	Define the following terms:The Corinthia Hotel
The Corinthia Hotel is a luxury hotel in London. It has a 5 Star rating and boasts two world class restaurants and several penthouses.
Clearly it attracts a cliental with high expectations of quality and customer service. Word of mouth reputation is important but so is an excellent rating on sites such as Tripadvisor. On 31 December 2016 there were 2290 reviews of the hotel on the Tripadvisor website. The ratings were as follows:
These rating make it the 17th highest rating in London which is a fantastic rating to have. Although there are only 17 “terrible” ratings it is interesting to see how the hotel responds to criticism. One customer complained about the poor standard of food in one of its restaurants, to which the hotel replied…
“Thank you for taking the time to post a review of your dining experience at Corinthia Hotel London. We are understandably deeply disappointed to read your feedback, and would like to invite you to contact the Food & Beverage Director, Aysun Mut, directly at aysun.mut@corinthia.com We very much hope we will then have the opportunity to address your comments directly, and restore your faith in Corinthia Hotel London.”
Excellent
1,782
Very good
174
Average
46
Poor
27
Terrible
17


	Customer engagement
	

	Customer feedback
	

	Post-sales service
	

	Product knowledge
	


2.	Why is it important for a hotel such as the Corinthia Hotel, London to ensure that it has excellent customer service? (6 marks)
 	
 	
 	
 	
 	
	
 	
	
 	
	
 	
3.	How might the hotel deal with the customer who appears to have had a poor experience in the restaurant? (6 marks)
 	
 	
 	
 	
 	
	
 	
	
 	
	
 	
The Corinthia Hotels Group offers a loyalty programme consisting of three levels. Platinum Level is awarded to guests staying for more than 10 night stays and Black Card level is awarded to customers who stay  for 30 or more nights per annum. Rewards include free gifts, upgrades and offers such as a Lamborghini Thrill Ride.

4.	Explain how a reward scheme like this promotes Customer Engagement? (6 marks)
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Ipswich cruise ship firm Fred.Olsen could face
compensation claims worth over £1 million after
hundreds of passengers fell ill after a norovirus
outbreak, a law firm has claimed.

Some 252 of the 919 passengers on board
Balmoral fell ill after it left Southampton on April
16, according to the US Centers for Disease
Control and Prevention (CDC). The ship’s owner,
Fred.Olsen Cruise Lines, said it undertook
‘extensive sanitisation measures’ and cleaned the
ship. It said Balmoral has not been quarantined

in any port and is continuing the 34-night ‘Old
England to New England’ cruise ‘as planned”.

Yesterday, seven passengers were required to
remain in their cabins in a bid to stop the spread of
the virus. All other passengers had recovered. The
majority of those affected were British. Specimens
collected when the ship docked in the US city

of Baltimore between April 30 to May 1 tested
positive for norovirus, CDC said. The ship has
suffered from previous outbreaks of norovirus,
which can cause projectile vomiting and diarrhoea.

Ciaran McCabe, a solicitor at law firm Moore
Blatch, said: ‘At this stage we don't have the full
details, but it would be reasonable to assume that
Fred.Olsen could be facing claims from affected
travellers of in excess of £1 million. Typically,

a passenger who has suffered for around two
weeks from symptoms such as vomiting and
diarrhoea would be entitled to between £2,000 and

£3,000 each. If the illness is much more severe,
the compensation can be significantly higher.

A Fred.Olsen spokesman said: ‘Fred.Olsen
Cruise Lines can confirm that a gastroenteritis-
type illness has affected a number of guests ...
There are currently just seven guests who have
been required to remain in their cabins, out of a
total of 1,434 guests and crew on board ... Twenty
additional professional cleaning staff are also
being sent out to the ship.’

Fred.Olsen also said that it ‘believes that it
is unique amongst cruise lines in providing
immediate compensation to any guest who is
required to remain in isolation.’

Source: Ipswich Star, 11 May 2016

Total: 15 marks

1 Analyse whether Fred.Olsen Cruise Lines
seems to be focused sufficiently on providing
good customer service. (6)

2 The management at Fred.Olsen is considering
two options for refreshing their service:

¢ Option 1: Set up a new customer service
department for dealing with customer
complaints more quickly.

# Option 2: Spend longer in dock between
cruises, making sure that cleaning is more
thorough.

Justify which one of these two options Fred.
Olsen should choose. (9)
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