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Welcome

Ilcons

These signs tell you what type an activity is:

Do this activity in a big group.

Do this activity in a small group.

L1l il

Do this activity in pairs.
Do this activity by yourself.

Do this activity using the internet.
If you are not connected to the internet, your trainer will provide you

B8

with another activity.

Do this activity in your workplace.

If you are not in a workplace, your trainer will provide you with
another activity.

Vi © Commonwealth of Australia 2012
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What you will learn
This unit will help you to learn about the communication and customer service skills you
need to work with workmates and customers in the hospitality industry.
It will help you to:
1 communicate clearly and professionally with customers
keep up a high standard of personal presentation

provide excellent service to customers

understand how to deal with conflicts and customer complaints

= =4 =4 =4

work well in a team.

© Commonwealth of Australia 2012 vii
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1 A communication skills toolbox

What is communication ?

Message

~
L Feedback

Communication is a two-way process.
SPEAKER i sends a message and listens for feedback.
LISTENER i listens to the message and sends feedback.

We look for feedback (something back to us, a response) from the LISTENER. Otherwise,
we canbét be sure they understood what we

meant .

© Commonwealth of Australia 2012 1
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Activity 1
Feedback

a) How do you show you have understood someone?

b) How do you show someone

that you didnodt

Activity 2

Methods of communication

What are some different ways we communicate with other people at work?

© Commonwealth of Australia 2012
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Types of communication

We communicate for different reasons and with different people. Some kinds of
communication are more formal than others.

Formal = public, serious, official, may need a record to refer to later

Informal = personal, private, casual

Activity 3

Formal or informal?

Look at each communication. Is it formal or informal? Write F or | in the box.

Forl? Communication

1. You tell the manager you are resigning from your job.

2. Your supervisor tells you what a great job you are doing.

3. You tell your supervisor that a personal problemme ans you can
work tomorrow.

4. You tell your workmate that a perso
work tomorrow.

5. Your supervisor tells the team about a new procedure.

6. You tell your workmate that your daughter is getting married.

7. You tell your supervisor that your daughter is getting married so you need
two days off work.

8. Your manager tells you the date of your performance appraisal.

9. You tell your workmate how nervous you are at the thought of a performance
appraisal.

© Commonwealth of Australia 2012 3
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Activity 4

N1 [N 1N Communication in your workplace

1.  Who do you communicate with in the workplace?
2. What kinds of things do you communicate with them about? Note some i
3. Is this communication mainly formal or mainly informal?
4, Look at the methods of communication at work from Activity 2. Put these into the Methods column.

F =Formal :

Suitable methods

| = Informal
Workmates
Supervisor/manager
Customers/guests

Staff from other hospitality
businesses

Government departments

The union/industry association

Local community

Media

Other?

4 © Commonwealth of Australia 2012
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Barriers to communication

Look at the communication model again. The red zigzag lines are barriers that can block or

confuse messages.

Many different things can be a barrier between the speaker and the listener.

Type of Barrier

Example

1. Physical barriers | A Background noise
A Feeling rushed or tired
A Deafness
2. Cultural, language | A Speakerand! i st ener dondét speak t
o.r Sk A Speaker and listener come from different cultures or social
Bl groups so they understand words, situations or gestures
differently
3. Problems with the | A Speaker speaks too quickly
message A Speaker speaks with a strong accent
A Speaker uses words t hategtshme
or jargon
A Speaker uses non-verbal communication that says
something different to their words (see following section)
4. Personal feelings |A Thelistenerisat ype of person you
i) [BEliE s Elaet A The listener should know this or be able to do this

the other person

Communication barriers can lead to frustration, confusion, customer dissatisfaction and

sometimes conflict or danger.

© Commonwealth of Australia 2012
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Activity 5

N M [ Barriers to communication

Look at these thoughts.
What kind of barrier is blocking the communication?
What feelings will the speaker and listener have?
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Non -verbal communication

Non-verbal communication is all the ways we communicate without using words. Another
word for this is 6body | anguaged.

Some experts say that only 30% of the meaning in a message is carried in the words, and
70% of the meaning is sent by body language.

Listeners notice body language, often unconsciously (without realising it).

Activity 6

Non -verbal communication

Look at the two speakers below.
Which person do you think really means what they are saying? Why?

Speaker 1

Oh , t hat
interesting!

Speaker 2

Oh, that
interesting!

© Commonwealth of Australia 2012 7
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POSITIVE or OPEN BODY
LANGUAGE

Mouth relaxed
Smiling
Making eye contact

Facing the person

Arms and legs
relaxed

Leaning forward

NEGATIVE or CLOSED BODY

LANGUAGE

Mouth turned down
Frowning

No eyeontact,
<S looking away

/

Arms crossed in fro
of body

< Hunched shoulders

More positive body language
Nodding

Varied tone of voice

Normal volume

More negative body language

Body turned away =~ Monotonous tone of voice
Hands on hips Voice too soft or too loud
Jiggling a foot, tapping a finger, checking watch

© Commonwealth of Australia 2012
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All non-verbal communication communicates something to the listener.

Open body language says:

~

. 6m | istening
Il 6m happy R _
R (i d | 6m i nterested
Io.m c.on i e saying
| enjoy my job | O do my bes
| 6 professional j
Closed body language says:
N Il 6m not inter
Il dm unhappy N .
youbre saying
l 6m di strjacted R
. Il 6ve got bett
Youdre bother i " .
Il 6m bl ocking

\_

© Commonwealth of Australia 2012
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Activity 7

ol How important is non -verbal communication?

Try these two activities.

1. Watch a television program where people are talking e.g. a soap opera. Turn the volume
down, and see how much you can follow of what's going on.

2. Sit on your hands. Now talk with people in a small group for 5 minutes without moving
your hands and arms.

Talk about your experiences with other learners.

Activity 8

nlh Non -verbal communication from customers

You work in a restaurant and you are watching some customers.
Could you guess what they wanted or were feeling from their body language, before they
spoke to you?

YES / NO / SOMETIMES / NOT SURE

Think about these situations.

Show how you think these customers might show their feelings in their body language.
1. A customer has been talking but now he is ready to order.

2. A customer is not happy with her meal.

3. A customer wants to order another drink.

10
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Blocks to listening

Listening is just as important as speaking.
communi c aefieadve( deré6n06t work properly).

There are many different ways of not listening properly. Everyone does it, but we can learn
to do it less by noticing it in ourselves.

Activity 9

Blocks to listening

On the following page, you can see the words or thoughts of some listeners.
Are they really listening to the person speaking to them?

If they are not listening, what are they doing?

© Commonwealth of Australia 2012
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Active listening

You can get better at listening actively by practising.

How you can listen actively

1. Donét interrupt the speaker.

2.  Concentrate on what the speaker is saying to you. Avoid your personal listening
blocks.

use open posture, and nod.

3. Send non-verbal signals which show you are paying attention e.g. make eye contact,

4.  Encourage the speaker to continue by using murmurs or short words of
encouragement.
Uh-huh é Mmmm ¢é

5.  Summarise what they have said.
So you think thaté So you want

m

Activity 10

| R | How does it make the speaker feel?

Look at the words and phrases in the box below.

Circle some words to describe how it makes the speaker feel when you listen actively.

-

respected disrespected valued

important unimportant silly

encouraged embarrassed they are boring
judged ashamed you are interested
you are bored a nuisance bothering you

\

Activity 11

Active listening

In this activity, you can practise active listening.
Talk together about what you felt and learned during the activity.

© Commonwealth of Australia 2012
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Summarising

Summarising is a useful communication skill when feelings are strong, e.g. when someone is
angry. You do it by summing up what the speaker has said and repeating it using similar
words. You should try to acknowledge the way the speaker feels, as well as what they are

saying.

It is useful because;:

A it slows down the interaction, giving a calmer feeling

A it lets you check you understand what the problem is

A it shows the person you are really listening and trying to understand

A It shows you understand they are upset.

Here are some ways you can summarise what a person is saying.

reasoneé

So what you
y. And
me an |
| seeé So you

You seem angry wi

Activity 12

| R | Summarising

t~h-at-6s—the
So what vyou

| can see you are upset/in a
hurryé

In this activity, you can practise summarising what someone has said.

14
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Asking questions

Asking questions is an important communication skill. In the workplace, you might need to:

A check a request (get clear what the person means)
A check the details of a task
A chat with a customer and put them at ease.

You can be more effective if you understand the different types of questions you can use.

Closed questions

People can only answer O6yes6 or énod to these qgu
Ask a closed question if:

A you want a clear decision from someone

A time is short.

Do you want me to
book you a ticket on
the tour?

Will you be staying
on tomorrow, Sir?

Are you in
Room 2037

© Commonwealth of Australia 2012 15
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Open questions

These questions ask for more information.
Ask an open question if:

A you want to encourage someone to talk to you

A you need a specific piece of information.

Open questions begin with words such as:
How ¢é°7? When ¢é°7? Wh o
Where ¢é°7? What ¢é7? Wh 'y

[}
N

D
N

What time are you
leaving tomorrow?

What are you planning
to do today?

How did you like the
show?

16 © Commonwealth of Australia 2012



SITXCOMOO1A Work with colleagues and customers

Activity 13

N M [ Open or closed questions

Are these questions open or closed?

Question Open Closed

1. Can | help you?

2. What would you like today?

3. Would you like some garlic bread?

4, When do you want to take the tour?

5. Would you like to take the tour tomorrow?

6. Where should | store the spare toilet rolls?

7. How will you pay for that?

8. Do you understand?

9. What will you do first?

10. When should | take my lunch break?

11. Can | take a break now?

© Commonwealth of Australia 2012 17
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Activity 14

N MM What is the best question to ask?

1. Kara is cleaning rooms. One guest is just walking out as she wheels her trolley up.

What is the best question for her to ask?

a. Are you going out now?
b. When would you like your room cleaned?

c. May I clean your room now?

2. The chef has put up the quantities for preparing the evening menu but has just written
AfPotatoes 3066. The kitchen atitietndsanrott hmanrkys
potatoes.

What is the best question for the kitchen attendant to ask?

a. How many potatoes should | cut up?
b. Do you want me to cut up all the potatoes?

c. Did you mean 3 kilos of potatoes?

3. Pat is at reception when an elderly couple come up looking a bit confused.
What is the best question for Pat to ask?

a. What room are you in?
b. How can | help you?
c. What do you want?

4, The el derly couple want to see the city but

What is the best question for Pat to start with?

a. Would you like to see the harbour?
b. What kinds of things are you interested in?

c. How long are you spending here?

18 © Commonwealth of Australia 2012
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Section summary

Now you have completed this section you should have developed the following skills and
knowledge.

Tick each box if you are satisfied that you have those skills and knowledge.

Understand the communication model.

Know about some barriers to communication.

Know about some blocks to listening.

Use non-verbal communication to encourage a speaker.

Listen actively.

Ask open and closed questions.

Notes

© Commonwealth of Australia 2012 19
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2 Communicating at work

Communication is very important in the hospitality workplace because it is a service industry
where you will deal with customers all the time. Effective communication is important to:

A understand what customers want so you can provide good service
A give customers a good impression of the business

A help workmates get along in their teams

A prevent misunderstandings.

When you are communicating at work, you should u
communication skills i active listening skills, questioning skills and non-verbal
communication skills.

Communicate in a professional  way

Communication at work is different from communicating at home.

We use more formal, professional language instead of the informal ways we talk to each
other in our private lives.

We also behave more formally and politely to people.

Here are some ways to behave in a polite, professional and friendly way when you are
communicating with others at work:

use pleasantries( pol i te social words) such as O6pl ease
stand up when you are introduced to someone
introduce yourself and any other people with you

use peopleds names in conversation

> > > > >

open doors for others, especially customers
A always offer a chair to elderly and special needs customers.

Many bigger hospitality businesses have clear guidelines (protocols) about workplace
communication. For example:

A staff may be required to answer the telephone in a particular way

A it may not be okay to address senior staff by their first name.

20 © Commonwealth of Australia 2012
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Activity 15

Use formal language

Look at the informal language in this table. How could you say these things in a more formal
and professional way?

Informal language Formal language

Yep
Uh-huh

Nope
Nah

Sure

Okay

No worries

Not a problem

Hang on
Hang on a tick

Just a sec

What was your name again?

| donot under st

What?

What did you say?
Huh?

Wh a ty@usproblem?

Have you got a problem?

Youse

Youse all

Mate Buddy

Darl Love Dearie

© Commonwealth of Australia 2012 21



SITXCOMOO01A Work with colleagues and customers

Speak in clear language

This is another part of speaking formally, not informally. In our private lives, we may use
slang, idioms, jargon, acronyms and unclear pronunciation, because we know the people we
are talking to will understand what we mean.

But at work, it is important to use standard English words and pronounce them clearly.
Otherwise, your customers and workmates may not understand you.

In the following table are some examples of different types of informal language.

Type of Meaning Example
language
Slang Words that a particular social group | deadly
use instead of standard words. Very | aggro
mforma_l,_more common in talking ltés cactus, mat e
than writing.
dodgy
flat out
Idioms The meaning is well-known to native | Raining cats and dogs
speakers of English, but is not literal | Beat around the bush
Bite off more than you can chew
Use some elbow grease
Jargon Special words or expressions that Vacant dirty room
are used by a particular profession Mitre corners (on a bed)
or group. Often meaningless to
outsiders.
Acronyms | A word formed from the first letters SOP OHS
of a name. PPE MSDS
FIFO DND
Unclear Australians often run words Goodonya
speech together, which is hard for non- Doyewannaé?

native speakers to understand.

22
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Activity 16

| 8] | Communicating at work

In this activity, you will practise communicating at work. Use the communication skills you
have learnt in this unit, such as active listening, questioning and summarising. And make
sure you speak clearly.

Communicat e with people from other cultures

In hospitality, you will probably often have customers from different cultures.

Also Australia is a multicultural nation so you will often have workmates from cultures
different to yourself.

Different culture

People from other countries and cultures may do some things differently from you, such as:

dressing differently
eating different food

speaking differently

> > >

using different non-verbal communication (body language)
A treating relationships between men and women differently.

What is polite or acceptable in one culture may be rude or unacceptable in another.

Can you think of any examples?

You candt know and understand everything about
learn something about the culture of the people who will be visiting your hospitality
workplace, so you can understand how to treat them correctly.

© Commonwealth of Australia 2012 23
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Different language
Many international visitors to Australia have some knowledge of English, but have difficulty
with the Australian accent and the use of idioms and slang.

So how can we communicate well with people we may not understand very well? Or people
who do not understand us very well.

A Bepatient and tolerantwhen you dondét understand what
means.

A Show interest and acceptance so your customers enjoy their visit and your
workmates feel accepted in the workplace.

Speak clearly and avoid running words together or using slang.

Watch for signs that the | i swhatyauhavalsaid s n ot
You may need to repeat yourself slowly and clearly, restate what you have said in
different terms.

A Ask your supervisor for advice if a situation makes you feel awkward or unsure.

Activity 17

M Communicat e with people from other cultures

Your trainer will organise an activity where you find information about another culture.

1.  Once you have gathered some information, share it with the rest of the group. Then
you will all know a bit more about some different cultures and how people from
different cultures like to communicate.

2. Now together work out some guidelines for communicating well with people from other
cultures.

24 © Commonwealth of Australia 2012
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