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Personal presentation

You will be at the centre of customer service delivery when you work in the travel and tourism industry. The way you present yourself (personal presentation) to customers will have a direct influence on the level of customer satisfaction as well as the image of the organisation you work for.
You never get a second chance to make a first impression. The first impression that you give to customers communicates a great deal about yourself, what you think of them and how you view your job and the organisation that you work for. Customers´ impression of you and the organisation you represent is formed within the first 30 seconds of contact.
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Activity
Think about an organisation that you used for the first time recently. This could be a shop, a restaurant or a tourist attraction. What were your first impressions when you met a member of staff? What influenced that impression? If you cannot remember your first impression, this is just as important., Why do you think the member of staff failed to make any impression?
Discuss your ideas and experiences with the rest of the group.
Personal presentation includes four key areas:
· Dress
· Personal hygiene
· Personality
· Attitude.
Dress

Dress and appearance avers everything from clothes and footwear to hairstyle, make-up and jewellery. Why do you think so many travel and tourism organizations provide their staff with uniforms? From a customer service point of view there are many advantages.
· It helps create a positive first impression
· Staff are instantly recognizable
· It is easy to find a member of staff when a customer needs advice or assistance
· It can indicate which department a member of staff works in
· It helps to create a professional corporate image.
It is becoming more common for organizations to provide some sort of uniform. However they also rely on the good judgement of their staff in deciding what is and is not acceptable. Some organizations set ground rules and to a large extent these reflect the nature of the organization and the types of customer it serves. For example, flight attendants have to conform to strict rules on how they can style their hair and some airlines even specify the required shades of lipstick for female staff. Other travel and tourism organizations have less stringent requirements such as those for a travel agency shown in the case study.
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