34. There’s a snake under the bed: Hotel complaints
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Appendix A

Complaints for prompt cards
There are no pillows on your bed.
The room is very cold.
The room is dirty.
The room is too hot and you can't open the window.
The people in the next room are very noisy.
You can't switch on the lights in your room.
There are no towels in the bathroom.
You can't unlock your door.
The toilet is broken. It doesn't flush.
Somebody has stolen your purse/wallet.
There is a smell of gas in the room.
You can't turn off the tap and water is flooding the room.
There's water dripping from the ceiling.
The room is full of cockroaches.
There's a snake under the bed.
There's a dead body in the room.

Appendix B

Formulas for complaints, with examples
Enquiry [receptionist]:
What can I do for you?; May I help you?
Explanation of purpose [guest]: 
I’m afraid I’m not very happy about (my room)…..

Complaint/criticism [guest]:
The problem is that …….
Justification [guest]:
e.g., I can’t stay in this room.

Apology [receptionist]:
I’m very sorry about this, sir/madam.

Sympathy [receptionist]:
That must have been a shock.; I can understand how you feel.
Request/demand [guest]:
e.g., Could you …….., please?
Offers of help,
compensation [receptionist]: 
I’ll sort this out for you as soon as possible; I’ll arrange for you to move to a new room as soon as possible. Please take a seat. Would you like something to drink while you are waiting?
