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PARTIE 1 : Questions professionnelles – 29 points 
 
Question)1):)2)points!
Actualité)
Citez!le!nom!des!4!établissements!de!province!ayant!obtenu!la!distinction!Palace.!

• !!
• !!
• !!
• !

!
Question)2):)2)points)
Normes)hôtelières)
Les!nouvelles!normes!imposent!aux!hôtels!classés!5!étoiles!de!disposer!d’un!SPA.!!!

☐!Vrai!
☐!Faux!

!!
Après!quelle!date,!les!hôtels!ne!pourront!plus!afficher!leurs!étoiles!s’ils!ne!sont!pas!classés!selon!les!
nouvelles!normes.!
!
!
Question)3):)1)point)
Règlementation)
Une!taxe!de!2!%!sur!les!nuitées!supérieures!à!200!€!TTC!avait!été!instaurée!le!1er!novembre!dernier.!
Indiquez!la!raison!pour!laquelle!le!gouvernement!a!annoncé!sa!suppression.!
!
!
!
Question)4):)3)points))
Réception/Caisse):)
Un!client!américain!a!réservé!via!le!tourQoperator!INSIGHT!VACATIONS.!Au!départ,!le!client!conteste!
sa!note!d’extras!sur!laquelle!apparaît!cette!taxe.!En!effet,!son!voucher!indique!«!all!taxes!included!».!
Que!faitesQvous!?!
!!!!
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Question)5):)1)point)
Internet)
Le!succès!des!«!Love!hotels!»!(au!Japon!et!au!Brésil!notamment)!est!à!l’origine!de!l’apparition!en!
France!de!sites!de!réservations!en!ligne!spécialisés!sur!ce!marché.!Lequel!?!Citez!un!exemple.!
!
!
)
)
)
Question)6):)2.5)points)
Organisation)
Citez!5!programmes!qui!peuvent!être!interfacés!au!P.M.S.!:!

• ))
• ))
• ))
• ))
• )

)
Question)7):)1)point)
Réception)
Dans!quel(s)!cas!le!TO!peutQil!être!supérieur!à!100!%!?!
!
!
!
!
!
)
Question)8):)2)points)
Concepts))
Quelle!est!la!définition!de!«!boutique!hôtel!»!?!
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Question)9):)3.5)points)
Réception/Caisse)
Le!night!a!omis!de!modifier!le!cours!du!change.!Vous!!mettez!à!jour!le!tableau!de!change.!Complétez!
le!tableau!:!

 
Cours!pratiqués!par!la!banque! ! Cours!pratiqués!par!l'hôtel!

! ! ! ! ! ! ! ! Commission!incluse!:!2,5!%!
 
PAYS DEVISES ACHAT VENTE ) PAYS DEVISES TAUX 

 1 USD 0.7150 € 0.7650  €   
 1 USD   

 100 JPY 0.9300 € 0.9900 €   
 100 JPY   

 1 GBP 1.1250 € 1.2050 €   
 1 GBP   

! ! ! ! !  
Détails)des)calculs):)
)

• ))
• ))
• ))

)
M.!HARRIS!souhaite!régler!en!dollars!américains!sa!facture!d’un!montant!de!250!€.!
Convertissez!le!montant!de!sa!facture!en!$.!!
Le!client!ne!possède!que!des!coupures!de!100!$!et!ne!souhaite!pas!utiliser!sa!carte!bancaire.!
Quel!montant!en!$!vaQtQil!vous!remettre!?!
Quel!montant!lui!remboursezQvous!?!
)
)
Question)10):)5)points)
Réception)
La!gouvernante!vient!de!contrôler!la!chambre!205!en!recouche.!Elle!vous!informe!que!le!client!s’est!
adressé!directement!à!la!femme!de!chambre!la!veille!pour!l’installation!de!2!lits!supplémentaires.!Le!
client!avait!réservé!une!chambre!pour!2!personnes.!Les!chambres!peuvent!loger!jusqu’à!3!personnes.!
Que!faitesQvous!?!Justifiez!votre!réponse.!!!
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Question)11):)6)points)
Réception/Caisse)
M.!DUBREUIL!quitte!l'hôtel.!Une!panne!informatique!ne!vous!permet!pas!d'éditer!sa!facture.!Que!
faitesQvous!?!
!!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
!
Ce!même!client!insiste!pour!avoir!une!idée!approximative!du!montant!qu'il!doit!payer.!Comment!
procédezQvous!?!
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)

PARTIE 2 : Vocabulaire professionnel anglais – 7 points 
 

Vocabulaire 
professionnel 

en anglais 

Signification du 
terme 

 

Explications dans la langue de votre choix 
(français/anglais) 

P.M.S. 
Property 
Management  
System 

Progiciel hôtelier 

O.O.O.   

Min. L.O.S.   

R.O.H.   

M.I.C.E.   

R.D.M.   

A.R.R.   

Beamer   

Lay-over   
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PARTIE 3 : Cas professionnel 1 – 6 points            
 
You)become)acquainted)of)a)comment)left)on)the)website)TRIP)ADVISOR:)
 
I booked 2 rooms. We checked-in after 6pm and only one of our rooms was ready. Moreover, our first 
room reeked of smoke (it was a non smoking-room) so they had to accommodate us in another one, 
which took a while. What was troublesome was that there were no apologies for the fact that at 7pm 
(when check-in was at 4pm) we did not have a single room. 
 
Create)a)document)for)internal)use)mentioning)the)different)steps)to)follow)in)order)to)avoid)such)
a)situation.)
!

Vous)devez)répondre)dans)la)langue)de)votre)choix)(français)ou)anglais).)
)



Trophée David Campbell 2011 

Trophée David Campbell « Junior » 2011 

 
N° : _____________ 

Épreuve qualificative  
notée sur 50 Points 

1h30 

AICR 
Trophée David Campbell / Trophée David Campbell « Junior » 

Epreuve qualificative 
18 novembre 2011 – 16 h 30 

Page 7 sur 8 

 
PARTIE 4 : Cas professionnel 2 – 8 points 
 
Deal)with)the)following)e]mail:)
 
 
Dear Sir, 
 
I’m sending you this e-mail following a stay in your establishment from November the 8th till 
November the 12th during which I encountered some difficulties in being accommodated in the rooms I 
had booked and which I find unbelievable for a 5 star hotel. 
 
We booked a king room and were given a much smaller bed and told there were no others, saying that 
only the manager could address such issues. We were liberally told to « take a walk » until the 
manager could solve the issue. Really, « leave your bags in the lobby and take a walk ». Then the 
manager appeared saying that there were no king rooms available. 
 
Moreover, we had to sleep with the window open, as there is no way to lower the heating. We were 
told that « all the Paris’ hotels had central heating ». There is no air-conditioning as well, we had 
spent the prior weekend at hotel Rive-Gauche and could control our own heating, so that’s just not 
true. 
 
The next day at 6pm, we received a call mentioning that a king room was available. We quickly awoke 
from our nap, packed again and went down for the keys. The manager had gone on break, and we 
would have to wait for her return. I have never stayed in a hotel where the front-desk manager cannot 
deal with a situation without the presence of the manager. While I was waiting, another couple came 
to check in. They were told their room would be ready in 10 minutes, and they would be granting an 
upgrade, while suggesting them to have a drink at the bar to avoid them to wait in the lobby.  
 
We are used to travelling all over the world and we have never been treated like that. We were very 
disappointed by the service you offer in your hotel. 
 
Looking forward to hearing from you,  
 
I remain. 
 
Sincerely yours. 
 
Dave HAMILTON 
 
 
) ) Répondez)à)cet)e]mail)dans)la)langue)anglaise.)
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