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Your Passport to Hotel Career
Success: The SEKAEL Ultimate

Interview Guide

Welcome, Future Hotel Professional!

This guide is your secret weapon. You've practiced your English skills, and now it's
time to prepare for the most important conversation of your career: the job
interview. This material, brought to you by the team at SEKAEL, is designed to
walk you through the entire process, from preparation to follow-up, ensuring you

make an outstanding impression.
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Section 1: The Ultimate Hotel Interview Checklist

Ace your interview by being prepared. Tick off these items as you complete them.
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Before the Interview:

=

Research the Hotel

What is its star rating? Who are its typical
guests (business, family, luxury)? What

are its values?
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Know Your Role

Read the job description carefully. What

are the top 3 most important duties?

B

Prepare Your Stories

Think of specific examples from your past
experience that show your skills (e.g.,
"Tell me about a time you handled a

difficult customer.").



2
o

Practice Common Questions

Use the Mock Interview in Section 5 to

practice your answers out loud.
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Prepare Your Questions

Have at least three thoughtful questions
to ask the interviewer about the role, the

team, or the hotel culture.

Print Your Documents

Bring extra copies of your resume.

Y

Plan Your Outfit

Dress professionally. It's always better to
be slightly overdressed than

underdressed.



On Interview Day:

Arrive Early

Plan to arrive 10-15 minutes before your

scheduled time.
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Body Language Check

Greet everyone with a warm smile, make eye

contact, and offer a firm handshake.

Be Polite to Everyone

From the security guard to the receptionist,

treat everyone you meet with respect.



Listen Carefully Speak Clearly and Confidently

Pay close attention to the interviewer's questions. It's okay to ask for Use the power phrases from Section 2.

clarification.

After the Interview:

[J SendaThank-You Note: Send a polite, professional email within 24 hours to thank the interviewer for their time.
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Section 2: Power Phrases for Every Hotel Scenario @ SEKAEL

Here are key phrases that show you are a confident, capable, and guest-focused professional.

Scenario Instead of Use these Power Phrases

G reeting a Guest "Hey." / "What do you want?" "Good morning/afternoon! Welcome to [Hotel Name]. How may | assist you today?"

"ldon't know." / "That's not my job." "l understand your frustration. Let me see how | can resolve this for you immediately."
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Making a Suggestion "You should go to"

When You Need a Moment "Wait a second.”
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"May | recommend?" or "Many of our guests enjoy"

"Of course, please allow me just one moment to check that for you."
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Section 3: What to Wear: Dressing
for Success

Your appearance is the first thing an interviewer will notice. Dress professionally to show you

are serious about the job.

General Guidelines:

Clean and Tidy

Clothes should be clean, ironed, and fit well.

Neutral Colors

Black, navy blue, gray, and white are safe and professional choices.

Minimal Accessories

Avoid large, distracting jewelry or strong perfume/cologne.

Grooming

Hair should be neat, and nails should be clean.
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Section 4: More Common
Interview Questions & How to
Answer Them

Be ready for these common questions. A great way to structure your answers for

experience-based questions is the method.

S - Situation

Briefly describe the situation you were in.

T - Task

Explain what you had to do.

A - Action

Describe the specific steps you took.

R - Result

Share the positive outcome of your actions.
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More Questions to Practice:

"Why are you the best person for this job?"

Tip: Match your skills to the job description. "l have three years of front desk experience, | am fluent in
[Language], and | am excellent at remaining calm and helpful under pressure, which | know is important for

thisrole."

© 2025 SEKAEL. All Rights Reserved.

"How do you handle stress or pressure?"

Give a real example. "In my previous role, we often had long lines at check-in. | handle this
pressure by staying organized and focusing on one guest at a time. It also helps to have a way to de-stress
outside of work. For example, our team member at SEKAEL, Jenelie, is an avid gardener. She finds that
connecting with nature helps her stay refreshed and focused at work. For me, | find that [Your Hobby] helps

me maintain a calm and positive attitude."



"Tell me about a time you worked successfully as part of a team."

"Where do you see yourself in five years?" Use the STAR method to show collaboration. "At my previous company, SEKAEL, | was part of a

Tip: Show you want to grow with the company. "I hope to have grown into a senior position within the front team developing new training materials. (S) We had a tight deadline for a new module. (T) My task was to

office team, possibly a supervisor role, where | can use my experience to help train new team members." write the content, while my colleagues Patricia and Cris were responsible for quality assurance and web
design. (A) | organized daily check-ins to ensure our work was aligned. When Patricia found areas that
needed more clarity, | revised them promptly so Cris wouldn't be delayed. (R) Because of our constant
communication and teamwork, we delivered the project two days ahead of schedule with excellent
feedback."
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Section 5: Mock Interview
Simulation

Practice this with a friend or in front of a mirror. This simulates a real interview for a

Front Desk Agent position.

Interviewer: "Good morning. Thank you for coming in. To start, can you tell me

a little bit about yourself?"

) Yourldeal Answer: "Good morning. Thank you for having me.lam a
dedicated customer service professional with over [Number] years of
experience. | am passionate about creating a welcoming environment for
guests, and | have strong skills in communication and problem-solving. |
was very excited to see this opening at [Hotel Name] because of your

excellent reputation for guest satisfaction."
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Interviewer: "A guest is very angry because their room is not ready, and it's past the check-in time. What do you do?"

Your Ideal Answer:

"First, | would listen to the guest's concerns and apologize sincerely. | would say, 'l am very sorry for this inconvenience.' Then, | would
immediately check with housekeeping for an estimated time. W hile they wait, | would offer them a complimentary beverage in our lounge

or offer to store their luggage. | would keep them updated so they know | am actively working on it."
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Interviewer: "How would you describe your personality?"

) Yourldeal Answer (inspired by the SEKAEL team): "l would describe
myself as focused and observant. Like some of my mentors at SEKAEL, |
can be shy in new situations, which allows me to be a great listener.
However, once | am comfortable, | am a very clear and helpful
communicator. This balance helps me understand a guest's needs fully

before speaking and then act with confidence to help them."
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Section 6: Smart Questions to
Ask YOUR Interviewer

Asking questions shows you are interested and engaged. Prepare 2-3 questions

from this list.

%

%

%

%

"What does a typical day look like in this role?"

"How does your team work together to handle a very busy day?"

"What training programs are available for new employees?"

"What do you enjoy most about working for this hotel?"

"What are the next stepsin the interview process?"
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Section 7: Pronunciation
Practice for Hotel Professionals

Clear communication is critical. Practice saying these common hotel words out

loud. Pay attention to the stressed syllables (in bold).

Word Phonetic Spelling
Reservation reh-zur-VAY-shun
Availability uh-vay-luh-BILL-ih-tee
Concierge kon-see-AIRZH
Housekeeping HOWS-keep-ing
Complimentary kom-plih-MEN-tuh-ree
Itinerary eye-TIN-uh-rair-ee
Luggage LUH-gij
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Section 8: Active Listening &
Empathy Phrases

Show guests and your interviewer that you are listening and that you care. These

phrases help build trust and rapport.

Phrases to Show You're Listening:

"So, if lunderstand correctly, you're "Could you tell me a little more
saying that..." (This repeats their about that?"

concern to show you heard them)

"I see." (Use this with a nod to show you are following along)
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Phrases to Show Empathy:

Q

"I can certainly understand why you would feel that way."

=

"I'm so sorry to hear that you've had this experience."

)e)

"Let's find a solution together."

"Thank you for your patience while | look into this for you."
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Section 9: Understanding Hotel Jargon

SEKAEL

Sound like a pro by knowing the language of the industry.

Amenity
Booking
A desirable or useful feature or facility of the hotel (e.g., swimming pool, Wi-Fi, gym).
A reservation foraroom.
Sample 1:"Our hotel's most popular amenity is the rooftop garden, which guests find very refreshing."

- L . . . . . i Sample 7:"Let me confirm your booking details for the deluxe suite."
Sample 2:"For families, a key amenity is our pet-friendly policy, so guests like Zyrine can bring their beloved pets."

Sample 2:"A detail-oriented planner like Patricia would always double-check her booking to ensure all her travel
plans are perfect."
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Concierge

No-Show

A hotel employee whose job is to assist guests by booking tours, making restaurant reservations, etc.

A guest who makes a reservation but does not arrive and does not cancel.
Sample 71:"The concierge can provide you with a list of the best local restaurants and cafes." . Sample 7:"We had a no-show last night, so we now have an unexpected vacancy."

Sample 2:"A guest like Cris, who enjoys exploring new places, would find the concierge very . Sample 2:"Our policy is to charge a fee for a no-show to protect against lost revenue."

helpful for planning her day."
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Occupancy Rate Room Service

The percentage of occupied rooms in a hotel at a given time. Service that provides meals and drinks to guests in their rooms.

Sample 7:"Our occupancy rate is over 95% this weekend due to the city festival." Sample 7-"Would you like to see the room service menu for dinner options?"

Sample 2:"The manager tracks the occupancy rate daily to help with planning and staff Sample 2:"Jenelie would appreciate that our room service offers a wide variety of healthy

scheduling." salads and vegetable dishes."
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Walk-in
A guest who arrives at a hotel without a reservation.

Sample 1:"W e are fully booked tonight, so we cannot accommodate any

walk-in guests."

Sample 2:" A walk-in was hoping for a room, and luckily, we had one

available due to a last-minute cancellation."

Section 10: Cultural Sensitivity
Quick Tips

Hotels are a melting pot of cultures. Showing respectis key.
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Greetings

A polite nod and smile are universally understood. Be mindful that physical contact (like a
handshake) may not be comfortable for everyone.

Names

If you are unsure how to pronounce a guest's name, it is always polite to ask: "Could you please

help me with the pronunciation of your name?"

GO

0000
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Communication Style

Some cultures are more direct, while others are more indirect. Always be patient, speak clearly,
and avoid using slang.

O

Gestures

Be careful with hand gestures, as they can mean different things in different cultures. When in

doubt, keep your gestures minimal and open.
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Section 11: Common Interview
Mistakes to Avoid (Advice from

SEKAEL)

At SEKAEL, we've seen many interviews. We want you to succeed, so here are

some common mistakes to avoid, with advice inspired by our team.
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Mistake 1: Giving Vague, Unprepared Answers

The Mistake: The SEKAEL Solution: Be Specific!

Interviewer: "How do you stay organized?" Your answer is a chance to prove your skills. Talk about tools or
methods you use. Our team member Patricia is a natural planner who
Candidate: "Oh, I'm pretty organized." . L
schedules everything. An answer inspired by her would be:
"I rely on both digital and physical tools. | use a digital calendar for
major deadlines and a daily to-do list in a notebook to manage
smaller tasks. This system ensures | never miss a detail, whether it's

for a big project or a simple follow-up."
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Mistake 2: Sounding Negative About Past
Employers

The Mistake:

"My last boss was disorganized and the job was boring."

The SEKAEL Solution: Stay Positive and Focus on Growth

Frame every experience as a learning opportunity. Zyrine from our team had a
first job with a difficult schedule. Instead of complaining, she would focus on

the positive lesson:

"My first role in a fast-paced environment taught me how to be adaptable and
manage my time effectively. | learned the importance of clear communication

in ateam, and I'm eager to apply those skills here."
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Mistake 3: Not Showing Enthusiasm or Personality @ SEKAEL

The Mistake

Giving one-word answers and showing no interest in the role beyond getting a paycheck.

The SEKAEL Solution: Let Your Passion Shine Through!

We want to hire people who are genuinely interested in the industry. Connect your personal hobbies and
passions to the job. Our colleague Cris is known as the "mom" of her friend group because she's

responsible and takes the lead. She could connect this to a hotel role by saying:

"I'm naturally the person who organizes plans and makes sure everyone feels included, which is a skill I'm

excited to bring to creating a welcoming guest experience. "

Mistake 4: Forgetting Body Language

The Mistake: The SEKAEL Solution: Project Confidence!
Slouching, avoiding eye contact, fidgeting, or having a weak Non-verbal cues are powerful. Sit up straight, smile, maintain good eye contact, and offer a firm,
handshake. confident handshake. This shows you are engaged, respectful, and ready to take on the role.

Practice with a friend to get comfortable!
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You are ready!

(& SEKAEL

Review this guide, practice with the app, and walk into your interview with .Good luck!
Preparation
Confidence e
=i Success
Support i
Growth
O We believe in your potential and are rooting for your success. Remember, every expert was once a beginner. You've

got this!



