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"Tell me about a time you had a disagreement with a colleague. How did you handle

it?"
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B4 e R4 - "Tell me about a time you handled a difficult situation with a
customer' —# MR FEZIBHEA
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"So, um, we had this guest last month who was really upset about his room. He
booked a suite but we had to move him to a standard room because of overbooking.
And he was very angry. He said he would write a bad review. So I said sorry many
times and I tried to explain the situation but he didn't want to listen..."
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B BB E R : "Tell me about a time you had a disagreement with a colleague.
How did you handle it?"——David f[EIZ 2B

David RIGREIELE 11 o MG — S o hFasa = -

"Okay, so last year we had a situation with our housekeeping schedule... it was
during peak season and we were short-staffed. My colleague, the Front Office
Manager, she wanted to reduce room cleaning frequency but I thought we should
bring in temporary staff because our guest satisfaction scores were already
dropping. So we discussed it in the meeting, and I explained my reasoning, and then
she explained her side, and we looked at the budget together, and eventually we
decided to hire temporary staff because it made more sense for maintaining our

brand standards at that time..."

(TRAEERAYRHEE - TRV B PEPEH TR o N3 - TAYFHE—aATE EH—aii8
FEESTIRAR - (HERSEZFERE T > RAEFmEEEEE MNE T - BIMMEg® e
A > POBRE T IRAVBEE o AR AR R

i
B

B ITRR > BV IR BT o R 2 12 I8 IR [ Rl 7 365 A ot A 1 B
il [m] 7 I o £lT B AR ©

(ETHEE I RIE RN A 2 o 2t )EE ? R 2 David BIEIZEIER & SOidEiE © Jeshor Be
= RIS RCL - D55 ERAa R o ErE)5 sl B ARREIR R B ~ BIREATE  DUSER
Y EARIEE o

P57 HACE BRI E R R i
TTENEIE © TR TIPS - AR S AR o |



s o PSR B - BURERR B TR 15% » HAEMRETRIM 4.8 BRYEFEE 77 © |
AR TR T AMES TERRF B L o SRR R A A T o

[FIE 2 David BUSSGRA NS o AR ERNRHEE ) MU SCRERIEERSC - TiEmie thE
RBHIRIA

David AESEEI PR EFHEUEL AT & - KRt RYAERERGR o Efthinss 7 RE I Aaft ~ {HAE
FIVETT AR A AR A BN o AR R FE AR 1 Bl R B —— — (R AT RO B AR - (B KA RA
T Marriott 8¢ Hilton AR © A2 E 2 MAE A% - M2 K 2t A 2RI R

ffFInyELERS
Sarah 1 David #B7EHFEHY THAE o

Sarah BHXANH ~ HGH S B AR ~ WEF EETFESCE SRR o ERREIRET IR - 1RA )
Y BRIV R HE IR

David £32i% ~ #HY ~ F ALBESARIRE o WARETR © RA RIRHEE IR o wifi A\ #RAR
MRS E R BOLEEY -

BESNARE AT [EPARRTEE) BEtH o
Netflix/YouTube : {REWENREIEE o 2R o ZHE EHHARER o

REBEFH  KERT o MFTRIRELE o MM ETEIRES TRRARERE - ) Mg
PG5 AU £ BIHEZR AL IR

AL D EEKE o BEREIRAY email BERRE o HEBIREEES NHRBIESS - AR E5R
— RIS IRERBS M 78S R AR o

FRSEZ RIEHE TR A AR VR B R RS AE BITIRE R ) #H i S o i

TR ARG - BT HAL

17



FREE 1EXR + BN

YIRIRAENE Level 0 8¢ Level 1 A% Level 2 » {RFBFE AR :

1. HEZR CER)

A2 T BT o IRERGE — (A& E - B CAEPURIRY 1 o ERATEIIRE-EH -

"Tell me about a time you had a disagreement with a colleague. How did you handle
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