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I Work in the Front Office

Job Description My name is Rita, I work in Mayflower Hotel. I am a clerk at the

front office. I try my best to meet customers’ requests. I should deal
with:

© checking ins and outs;

(2] maintaining reservations;

© guest information;

O guest complaints;

© paperwork.




'i'@ {£531-1 FMiJHRS3 Reservation Service

2 111 FHiJZ=ZFE Room Reservation

+ 3] H#ER Learning Objectives

In this lesson, you will be able to:

» introduce the room types in English;

» explain the prices of the rooms in English;

» understand the needs of guests and make reservations for them;

> note down the reservation information.

+ EE2HIR Scene Description
On the morning of September 29th, Rita receives a call from Mr. Tony Bennett.

He wants to reserve three rooms from October 15th to October 20th.

¢ 5| 5[g)@ Leading Questions

> How can you receive reservations from the guests? Tick (/) the right answers.

[] group reservation [ online [ delivery service

1 fax ] telephone (] email [ letters

» How many types of rooms are there in hotels?
» What information should you know when you receive a room reservation?
» What should you do when the guest wants to change his/her reservation?

» What should you do when there is no room available?
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o RZ4N% What I Should Know
1. T{E%2F Working Procedures

receive tell guests room
. check room status
reservations vacancy
prepare for guests’ fill out reservation confirm
arrival card reservations

2. T{E&1E Working Knowledge
(1) Words & phrases

reservationist 7] 51 reservation ]

expensive / dear &5t review 18

reasonable (4% ) S HEM walk-in L%

full name 4=%4 family name / last name I
postpone/ extension FEH] first name 44

cancel/ cancellation HUJH room change /5

waiting list 25544 . room rate ( price / charge ) 5 %%

be full up / no vacancy Z i
registration form /list Fil1] / EiC ks / B
arrival date / in date #Lik H i / A H
departure date / out date &5+ H length of stay 154 K4
sign name %44 high season A7z
low season {RZ=
(2) Useful expressions
»  To name different room types
@ What kind of room would you like / prefer, twin room or double room?
Jerk, BOEMRZE S, XN AL 2R AR A] 2
@ Would you like a single room or a double room?
T ) ARSI T BN )3 2 XU [1] 2
©

We have standard rooms, luxury rooms and presidential suite on those dates.

O
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What kind of room would you need?

MRILRIATABRUENR] . ARG E R, GNP 5 E 2
To explain the price of the rooms

What’s the rate for / the price of the twin room per night, please?
ISUNLIESIE 205 ¥

The current rate is $65 per night.

AT 65 FETT—Ms

We offer 15% discount for group reservation.

HIBATIITA 15% Bodri.

To note down the guest’s personal information, such as name, address, telephone
number, etc.

May I know ( have ) your full name / telephone number?

RES IR AR 24 / LG S NG

How do you spell that, please?

T AT HFE 2

When do you need the room?

T R AT I 5 2 ] 7

When do you expect to arrive / leave?

Tt amtes) / gEIre

To confirm the reservation

What was the date of the reservation?

SN AL PN

Was the reservation for yourself or for another party?
IR H CITRE A A ITHY?

Is it just for tonight?

T4

Please wait a moment. Let me check the reservation list.
A, KA APITHR,

Thanks for your waiting. You’ve booked 5 double rooms for June 8th, 9th and
10th, is it correct?

AT, BT T 6 H 8—10 H 5 [AIKIRIA], XfHdh?

To change or cancel the reservation



O oo 6 6 o6 o o

Unit 1 [ Work in the Front Office

Will there be any change in your room type?

JEAT B (] S YW 7

I want to change the single room to a twin room.

e WNIE/S I RAUNLTE

I would like to change the date to October 3th and I would like to stay for 3 nights.
AL H IR 10 A3 H, A3 .

I’d like to extend it for two more nights until the 16th.

AL PRI b, — EAEF] 16 5

I am afraid I have to cancel the reservation I made yesterday.

R RGN WERIT T .

Our flight to Guangzhou has been cancelled because of a super big typhoon.
T E X, IE A STHERIBOE T

Is it possible for me to cancel a reservation?

FeAE A AT ABOH X W2 2

3. E=31iESEH] Sample Dialogue

| R=Rita ( reservationist ) G=Mr. Tony Bennett ( guest )

~

Room reservation. May I help you?

G: Yes. This is Tony Bennett speaking. I’d like to book three rooms from
October 15th to October 20th.

R: OK, Mr. Bennett. Let me check. ...Yes, we have standard rooms, luxury

rooms and presidential suite on those dates. What kind of room would you

like?

Three standard rooms would be fine.

Which kind of room would you prefer, twin room or double room?

What’s the rate for a double room per night, please?

A double room is 688 yuan per night.

Three double rooms, please.

That’s fine. May I have your telephone number?

Yes, it’s 13398625677.

FQFARFARQ

Good. Could you spell your name, please?



G: Sure, it is Tony Bennett. T-O-N-Y, Tony. B-E-N-N-E-T-T, Bennett.

R: OK, let me make sure what I got, Mr. Bennett, three double rooms, five
nights from October 15th to October 20th, your telephone number is
13398625677. Is that right?

G: Yes, thank you very much.

R: You’re welcome. Mr. Bennett. We are looking forward to your coming.

+ IEF &3 Language Activity
1. Ask and Answer

What is a reservation form?

edOTEL
ROOM RESERVATION
[] Reservation [[] Amendement [[JCancellation [] Waiting list
Last name: First name:
Arrival date: Filght detail: ETA:
Departuredate:— Filght detail: ETA:
Room type: Room No.
Room rate:
Company name:
Address:
Email address:
Caller’sname:—_ Telephone number:
Billing instruction:
Remarks:
Taken by:
Date:
Confirmation number:
2. Role Play

You are Rita. You get a phone call from Mr. John Miller. He wants to change his
reservation from April 1st to April 3rd. His telephone number is 020-34962578. Role-

play a dialogue with your partner. Here are some tips for you.
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LY
Yes, my name is... Can I help you?
I would like to change the date to Let me check the reservation list.

April 3rd and I would like to stay May I have your phone number, please?

for 2 nights.
My phone number is ...
Thanks a lot.

2 nights.

I’ve changed your reservation to April 3rd for

Thank you. We look forward to serving you.

3. Make a reservation form according to the above dialogue

+ RIMEDIR Tips

O Fiits K AR 5>
LN
XU JH]
PNZL!
FrifENa]
EWN[
£l
N
Pl

O P55y
28318
18 6]
!
SR
(BB

B s BB

single room
twin room
double room
standard room
triple room
suite
apartment

villa

economic room
standard room
superior room
deluxe room

business room




© Rk
AR 3
TCHABRE ]
I8t s %
O s
el 5
G397
W5
ip=37

run of the house
non-smoking room

room with kitchen

garden view room
sea view room
lake view room

mountain view room

o F3]1 ) Assessment

FIER (AR

TR

a
09

LA

FEEALA R
EIN

Al
A

WHi & BT T

RS- IN:Y
BT R

MSEE AN
JPERTIT
T

e 55 R

f‘

WHE (NETED)

B C
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¢ 3 iR Learning Feedback
What I have learned from this task:

What I need to improve after this task:

2 11-2 HIAFITIEE Reservation Confirmation

e

+ 23] HfR Learning Objectives
In this lesson, you will be able to:
» confirm phone-call reservation;

> confirm online reservation.

+ [E2H#A Scene Description
Rita has just received a reservation which is made through phone call. Now she
needs to send a message to the guests to confirm the reservation.
+ 5|50 Leading Questions
» What do you need to check before you send a confirmation message or email to
your guests?

» What’s the format of a confirmation message or email?



+ %14 What I Should Know
1. T{E¥2F Working Procedures

check the wite dov.vn
reservation record confirmation
message
record the date
of confirmation send the message
message
2. T{E&NE Working Knowledge
(1) Words & phrases
kindly A invalid JCRLY
successfully AZyh leisure IRIH, 23
recommend 77 review P8
inform sb. of sth. #5045 A= look forward to HRFMH
based on #H:7AE fail to do sth. AN HEMC=R
(2 ) Useful expressions
»  To offer suggestions
@ We kindly inform you that your reservation has been successfully made online.
AT E IR, e LWINTEN EHIT T .
@ We will reserve the rooms for you till 6: 00 p.m. of October 15th.
PATACHEWET b I R B 2 10 15 FIE L 6 .
© If you fail to check in before 6 o’clock, your reservation will be invalid.
WERELE 6 SMETAREAUE AL, FTE B RA
@ We are looking forward to seeing and serving you at Mayflower.

FA TR A RIS DB BOF A BR S5
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3. EMIT{E E5E{ Sample Confirmation Message
Dear sir/madam,

Welcome to Mayflower Hotel. We kindly inform you that your reservation has
been successfully made online. Your reservation is three single rooms from October
15th to October 20th. We will reserve the rooms for you till 6 o’clock of October
15th. If you fail to check in before 6 o’clock, your reservation will be invalid. We are
looking forward to seeing and serving you at Mayflower. Thank you for choosing us.

Yours truly,

Maytlower Hotel

+ iIES &3 Language Activity
1. Ask and Answer

Choose the best answer according to the picture.

4.4 out of 5.0

4.6 4.4
949 of guests recommend this hote
This hotel is recommended by guests for:
©

@ The above picture is about
A. online comments on the hotel
B. location of the hotel
C. a photo of the hotel amenities
@ What is the meaning of the phrase “guest review”?
A BEANBF
B. Z AN
C. &% NE -



© According to the guest review, the hotel is more well-known for its
A. tidiness
B. service

C. luxury

2. Model Writing

Mr. Tony Bennett has made a phone-call reservation for four nights ( from
Dec. 23rd to Dec. 26th ) in the Marriot Hotel in Singapore. You are the Front Desk
attendant. Please send an email to him to confirm his reservation. You can refer to the
above sample confirmation message. Here are some tips for you.

Welcome to ... Hotel.

We kindly inform you that...

Your reservation is...

We will reserve the rooms for you till...

We are looking forward to...
+ IRSMEDIR Tips
AT TS BRI RSB

AdER 1 B H i

v & 2015510811 v

Dear Sir/Madam,

I am your customer who is named x x x. I just made a reservation in your hotel
and paid the room cost by credit card via the third part agency website. However,
unfortunately I don’t get any confirmation email and the booking information can not

be found in my booking page. Could you help me double check and let me know my
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booking and payment status?

In addition, this time I will bring my family to Thailand, which including my
parents who are more than 70 years old and my 4-year-old kid. My family all expect
the exciting trip and the wonderful hotel experience. If you can kindly upgrade my
room from current room to a superior one without any extra cost, I will be highly
appreciated.

I am looking forward to getting your reply at your earliest convenience.

Yours sincerely,

X X X
o Z33FEH) Assessment
Z3ER (ADAER) HEE (/NVAEDY)
AR = - - R . c .
~ <
B E S B
TEBAEE Ml R A 7Y
W
g5 iR

¢ 3 iR Learning Feedback

What I have learned from this task:

What I need to improve after this task:




1) 1E51-2 #IAER Front Desk Service

2 121 BEANFBRS Check-in Service

+ 23] H#R Learning Objectives
In this lesson, you will be able to:

» receive and welcome guests;

» help guests check in and register;

» assign the rooms;

» provide information or service.

o 1E=H51A Scene Description
On the evening of Oct. 15th, Mr. Tony Bennett arrives at Mayflower Hotel.
Sandy ( front desk receptionist ) is receiving Mr. Bennett and helping him check in.

Mr. Bennett has reserved a single room and will stay for 5 nights.
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+ 5| B0 Leading Questions

» Can you recognize these rooms? Please match them together.

CYNL!
IWONL
EYNL!
3 ]

e 322 1]
FFRS IR IH]
/NS ]
SGEN]
XF RIA]

triple room
single room
double room
king room
mini-suite
adjoining room
adjacent room
twin room

presidential suite

vC 28 AR
( vacant/clear )

VD o H AR A
( vacant/dirty )

oC 5 H HE g
( occupied/clear )

oD di I HE R
(occupied/dirty )

» How do you greet Mr. Bennett and ask if he has reservation?

» Can you explain some facilities or services in the hotel?

» Do you know what a registration card is?

» How do you help Mr. Bennett fill in the registration card?

Registration Card

Room No. Arr. Date  Dep. Date Adult Child  Room Rate Code No.
Surname: First Name:
Private Address:
Company Name&Address:
Occupation: Nationality:
Passport No.:
Next Destination:
My Account Will Be Settled By:
Cash [J Voucher [] Credit Card [J
City Ledger / Direct Billing [] American Express []  VISA [
JCB Card [ Dinners Club [] Master Card [J
Signature:

Clerk’s Initial:




o RZ40% What I Should Know
1. T{E%2F Working Procedures

welcome & greet check reservation
. secure payment
guest & assign room
open account for offer information

finish check-in .
guest service

2. T{EX0i2 Working Knowledge
(1) Words & phrases

account K, MK method 77, Jrik

payment 2, 3K occupied #% 5 FHAY

private FANAY, AR address fEHk, Huhk
occupation HHl nationality [E%E

passport 11 intend FJ5

room assignment J5 [H] 53 message service B 5 MRS
check in FHig AfE registration card AfEE 0k
fill in/out HE method of payment 1355
receive guest FEFE A provide information #2{t(F 5

(2 ) Useful expressions

>

A\

To greet guest

Good evening. Welcome to Mayflower Hotel. May I help you?
W b 4f, WGMYGIG A AEE)E , AR EMS A7

To ask if the guest has reservation

Do you have a reservation with us, sir/madam?

AT, S () e

To help the guests finish the registration card

Would you please fill in the registration card?

WREHS T8I0k, 47

Would you like to register, please?
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g A E?

© Could you please sign your name here?

ok

EAEIX HLA5 4 0

beNG)

>  To briefly explain some facilities and service

@ Breakfast is being served from 7 to 11 a.m. at the cafeteria.
RN 7 S8 11 SRR TR
@ You can enjoy our excellent Chinese food at the Happy Hall on the second

floor.

REnT LIAE R SEART SE I SRR

3. 15EX}iE56H] Sample Dialogue

@7

I R=Sandy ( receptionist ) G=Mr. Bennett ( guest ) |

Good evening, sir. May I help you?

Hello. I’ve reserved a single room for myself. My name is Tony Bennett.
OK, Mr. Bennett. ( Look under the letter of alphabet to find the guest’s
registration card ) Yes, here we are. Mr. Bennett, would you please kind

enough to fill in the registration card?

: OK. I will fill in the name, private address, occupation, nationality and

passport number. s that right?
Yes, Mr. Bennett. Thank you. Would you please show me your passport?

G: Here you are.

?ArFQ

Q@

Thank you, Mr. Bennett. I’ve double checked your registration card. Please
sign your name here. Here’s your passport. You have arrived today on Oct.
15th. Are you staying here for 5 nights?

Yes. I will be leaving on Oct. 20th.

And how do you intend to pay?

By credit card.

That’s fine, Mr. Bennett. Now we have put you in Room 2002. Here is
your key card. 'l get the bellboy to show you the room now.

OK. Where can I have breakfast?

Oh, breakfast is being served from 6 to 11 a.m. at our cafeteria.

I see. Thank you.

You are welcome. I hope you will enjoy your stay with us.



+ iIES &3 Language Activity
1. Translate the following sentences into Chinese
After the guest finish the registration card, you should ensure the necessary

information like name, length of stay, method of payment and type of room.

2. Group work

Making dialogue according to the following hotel situation.

One guest comes to your hotel. He hasn’t made any reservation beforehand. You
introduce different kinds of rooms to him. He chooses a single luxury room. The rate
is 540 yuan for each night. He will stay for 2 nights. You
help the guest finish checking in.

< Good evening, sir. May I help you?

< Do you have a reservation with us?

< We have single room, double room, suite...etc.

< The rate is 540 yuan for single luxury room for

each night.
+ IRSMEDIR Tips

THEN T

@ Did complete check out take no more than 5 minutes from the time of joining
the queue?
BN HEBATF R AN B T Bt ol LA BESE BT A B AR 22007

@ Was bill clearly itemized in English and was it accurate and complete?
T BRSSOV M . R . SEREHEI I T

© 1If a pen was required, was a hotel branded/corporate style pen provided?
WRFEEE, AWATEIRE / LR SRR

@ Did employee offer assistance with luggage?
BT B 3R T2 T g2

© Did employee offer assistance with onward transport or reconfirm any
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prearranged transport?
T T AR IZ 16 5 B B A TG 22 HE iz ik g 2
@ Did employee ask at any point if guest had enjoyed their stay?
G T i) 2 A AE I 7 it A e 2
@ Did the employee offer an invitation to return?
A THBEE AN B IO ?
© Did employee clarify if the guest was returning to the room and ensure that

the key card remained operational ( if applicable ) ?

P TAT SRR B N A [0 2 55 18] FFAf OR s < md 71 ?

o Z33EH Assessment

FIBER (DAED) HE VMR

AT == -~
. = ~ A B C D

N

ST RIE A IN
TR el I A 7
UL INIHAPHE-SIN
IEREILE AR AR
EE TR

e 55 iR

o 3 K% Learning Feedback
What I have learned from the task:

What I need to improve after the task:




2 1-2-2 a5 HARSS Foreign Currency Exchange Service

600
00

+ 23] H#R Learning Objectives

In this lesson, you will be able to:

» handle foreign note exchange;
» deal with cash float;
» fill in foreign currency receipt;

» help guests have safe deposit.

o [E=Hi& Scene Description
On the early morning of Oct.17th, Mr. Tony Bennett goes to the front desk to
exchange his currency. He wants to exchange $500 into RMB. And he doesn’t quite

sure the exchange rate on board. He needs the help from Sandy, the receptionist of
Front Desk.
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+ 5| B0 Leading Questions

» What is a foreign currency receipt about? Do you know how to fill in the receipt?

Foreign Currency Receipt

Guest Name:
Room No.: Date:
Currency Type Amount Exchange Rate RMB
Guest Signature: Total:
Cashier Signature:

» Do you know the current exchange rate of American dollar to RMB?

» Do you recognize the following notes?

-
-l
-l
-l
-
o
=
"

- EEANRST

()
 Standard susa1372 %, o/ o

Chartered Bank %7/ ¥




» What is a safe deposit record about?

Safe Deposit Record

Box No.: Guest’s Name:
Room No.: Date:
Cashier:
Authorized Signature:
Date: Time:
Guest Signature:
Cashier:
+ WEI % What I Should Know
1. T{E#2 K Working Procedures
prepare ask the fill in the tell guest the keep the
enough exchange currency exchange Zgzﬁl;fhz notes
foreign notes amount receipt rate g safe

2. T{EFNIR Working Knowledge

(1) Words & phrases

exchange Wi, ZCik
cashier YU 5
receipt i

EURO Wt

R/Ruble j7ji
exchange rate %

settle a bill / an account

2K

charge %%

calculate T1H-
CNY/RMB JC/ AR
USD/ US dollar 37t
pound 5%

safe deposit box PR HH
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(2 ) Useful expressions

>

® © oV 66 O oV

@V

A\

To greet guests

Good morning, Front Desk. Can I help you?
G, XHUERTG. A aFen] DIR R

To ask for money exchange

Can I exchange some money here?
FRBEAEIX HL S T T 7

Do you offer foreign note exchange service?
PRSI T S48 55 nh 2

I need to exchange some money.

To ask about the exchange rate

What is the rate of exchange on board?

Hibl | R R 2D

What is the rate of exchange between US dollar and RMB today?
A RFETON NR TR ZEZ 7

Is that the same rate as the bank gives?

FIERAT AR — R 7

To explain the exchange rate

The exchange rate today is 1 USD to 6.24 RMB, sir.
Jetk, SRITTHARTE 1:6.24,

It is the same rate as the bank gives, sir.

ek, RERAT IR AR R —FERY

To calculate and confirm the amount

Just a moment, please. Let me calculate that for you.
MR %], RGEEHE—T.

It comes to 3,000 yuan in total at today’s exchange rate.

MAHEAS KIS, —F2 3,000 JC.

3. E=XF1ESEH] Sample Dialogue

R=Sandy ( receptionist ) G=Mr. Bennett ( guest ) |




Good morning, Mr. Bennett. May I help you?

Yes. Do you offer foreign exchange service?

Yes. You can exchange some currency into RMB with us.
Good. I’d like to exchange these dollars into RMB.
Certainly, Mr. Bennett. Could you fill out this form, please?
I see. What’s the exchange rate today?

Ah, today’s exchange rate is 1 USD to 6.24 RMB on board.
OK. Is it the same with the bank gives?

Yes, Mr. Bennett. The rate is the same as the bank gives.
Good. Here you are.

Thank you, Mr. Bennett. You’d like to exchange $500 into RMB. Is that

FRQAFARFPIRFAFTQPR

right?

2

Yes, that’s right.

7

Just a moment, please. Let me calculate that for you. ...Thank you for
waiting, Mr. Bennett. It comes to 3,120 yuan at today’s exchange rate.
G: Isee. Here you are.
R: OK. Here is 3,120 yuan. Have a nice day!
+ E5 &S Language Activity
1. Group work
Can you search on the Internet for the exchange rate between the following
foreign notes? Fill them in the form and tell your classmate. You may say:
The exchange rate between EURO and RMB is...

The exchange rate on board today is...to...
Currency Type Amount Exchange Rate RMB
USD
Pound
EURO

Ruble
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2. Role Play

If you were Sandy, can you help Mr. Bennett exchange foreign notes again? This
time he wants to exchange three hundred pounds into RMB. You may refer to the

exchange rate you’ve filled in the form above.

+ JB4MENIR Tips

o T 5 i

@ Make sure you have enough cash and local money to serve guests and handle
payment during your shift. Change large notes with Head Cashier.
TORAE (BTN 2 08 HO B S AN AN 1 B3 10 0 25 IR 55 A AR PRAST R . A Sk 4
SUAE A R T 4K T

@ Report fake notes or strange currency according to hotel procedure. When
in doubts, you can verify with your supervisor, Head Cashier or Accounting
Department.
RGN KB P BB AR A T, AR S R ek i DA R . I Bk
W, AR B S A 5 e TR .




o Z3]3E4 Assessment

FABEIR (ADATES) VR (N
AT

"
~ A B C

)
p e

IESTEE I RIE A IN

TR el ARl A g

Wi % N SE ARSI T A 285K

IEFRRAHCRE R

IR

M55 R

+ F3] iR Learning Feedback
What I have learned from the task:

What I need to improve after the task:

2 1-2-3 HB=5EHRSS Message Information Service
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Unit 1 [ Work in the Front Office

+ 23] BH#r Learning Objectives

In this lesson, you will be able to:

» answer the phone call;

» identify the detail information of a message;
» take messages properly;

» inform the guests politely.

o [E=H41A Scene Description
Sandy ( the receptionist of Front Desk ) receives a phone call for Mr. Bennett at
3:50 p.m. on Oct. 18th. The caller is Jane Cooper, the secretary of Mr. Bennett. Mr.
Bennett is out for something urgent without taking his mobile phone. Sandy takes a

message and informs Mr. Bennett when he comes back.

N
L =4

y S

+ 5| X0 Leading Questions

» Fill in the following blanks according to your background knowledge.

@ If a caller asks for a guest in the hotel, the front desk receptionist should first get
the caller’'s

@ After the caller has introduced himself/herself, the receptionist may  the
guest for him/her.

€ In case that the guest is not available, the receptionist will ask the caller if he/she

wants to a message.
@ If the caller chooses to leave a message, the receptionist should the message
properly.



» Read the following message and answer questions.

To: Mark Lee Room No.2002

You Were Called

By: George Wang

Of: Spring International Travel Service

MPlease Call Back CIWill Meet At x x X (] Will Call Again

Message

Mr. Wang will have a meeting between 7 and 8 this evening. Please call him back
before 7: 00 p.m. today.

Taken By: Sandy Time: 3: 15 p.m. Date: Oct. 18th, 2015
Guest’s Signature: George Wang

Questions:

@ Who gives the message?

@ Who takes the message?

© Whom is the message for?

@ What does the caller want to do?
© When did the caller ring?

o &4 What I Should Know
1. T{E#2 K Working Procedures

ask whom the call take the message &
answer the phone . )
is from & for confirm it
turn off the room transfer the message turn on the room
information light for guest correctly information light

2. T{E5&0i2 Working Knowledge
(1) Words & phrases
recipient (4N inform 5%, 51

f‘
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introduce 414 properly &iEih

correctly 1EAfif) contact HXFH

further #—2011) inquiry % if]

confirm #fik answer the phone W1 HLIE
take a message i3 leave a message B &

(2 ) Useful expressions

(1

® 6 o o

Can I take a message, please?

FRBE LA 57

Would you like to leave a message?

RAE A TS

May I have your name and contact number, please?
FEREIN) — T R0 4% FIIR 2R L35 1 7

Please wait for a moment. Let me take down your details.
TR, LRI T AR TR E R

I will repeat the message.

HEE T EREE.

3. E=XF1ESEH] Sample Dialogue

’ R=Sandy ( receptionist ) C=Jane ( caller) ‘

R: This is Front Desk of Mayflower Hotel. May I help you?

C: I tried to connect with Mr. Bennett in Room 2002, but he was probably out
without his phone. Could I leave a message for him?

R: Yes, madam. It’s for Mr. Bennett in Room 2002. May I know who is
calling, please?

C: It’s Jane Cooper, Mr. Bennett’s secretary.

7

Yes, Ms. Cooper. Go ahead, please.

C: OK. Please tell Mr. Bennett that T will have to arrange a meeting for him
so I cannot pick him up at the airport the day after tomorrow. But [ will ask
Peter to go there. And, here is Peter’s phone number, 3461-2987.

R: OK. Is that the complete message?

C: Yes. That’s all.



C:

: Certainly, Ms. Cooper. I’'ll repeat your message. The message is for Mr.

Bennett in Room 2002 from Ms. Jane Cooper. Peter is going to pick Mr.
Bennett up at the airport instead of you for you will have to arrange a
meeting for Mr. Bennett the day after tomorrow. Mr. Bennett can call Peter

at 3461-2987. Is that correct?

: That’s right.

Thank you very much. I’ll inform Mr. Bennett as soon as he comes back. If

you have any further inquiries, please contact us.
OK. Thank you.

+ iIES &3 Language Activity
1. Note-taking

Could you please note down the detail information of the message from Jane

Cooper to Mr. Bennett?

To:

Message
Room No.

From:

Message:

Guest’s Signature:

2. Dialogue-making

When Mr. Bennett comes back to the hotel, he calls the Front Desk for message.

Could you complete the following dialogue?

R:
G:

R=Sandy ( receptionist ) G=Mr. Bennett ( guest ) |

Front Desk of Mayflower Hotel. ?

Yes. This is . I saw my message light on. Is

there a message for me?

Ah, yes, Mr. Bennett. There’s a message for you from Ms. Jane Cooper at

3:50 p.m.. May I read it for you?
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G: Yes. Please.

R: OK. for she will have to arrange a meeting

for you. And Peter will go instead. You can contact him at .

G: OK. Thank you.

R: It’s my pleasure, sir.

3. Translate the following from English to Chinese. Pay attention to “DO”
and “DON’T”

DON’T: Be careless when handling message.

DO: Pass on the message promptly and accurately. Always double check the

recipient of the mails and messages.

+ JB4MENIR Tips

HEER
@ Make sure whom the message is for and the name of the caller.
TR AR B & DL AT RIS R A4
@ Write down the message correctly with all the details. The message sheet of the
hotel will help the guest.
IEF G ERETAA T, WENE SRR AR,
© Repeat the message to the caller and confirm it.
HECZICT FRIEER, 1B AR,
@ Pass on the message as soon as the recipient comes back to the hotel.
(EA=SAVONIE = e SV /R 22 (1
© Confirm that the recipient has received and understood the message.

iR E S NEE BRI TS B NA
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o 3 K% Learning Feedback
What I have learned from this task:

What I need to improve after this task:
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2 1-2-4 PEEREIRSS Check-out Service

+ 23] H#R Learning Objectives
In this lesson, you will be able to:

» help guests check out;

» guide guests to settle bills;

» explain bills to guests;

» offer guests receipts or invoices.

o [E=Hi& Scene Description
On the morning of Oct. 20th, Mr. Bennett wants to check out and leave for

London. He goes to the Front Desk to settle his bill. Kate ( the cashier of Front Desk )
helps him to finish checking out.

+ 5| &/ Leading Questions
» What would you do if the guest is not so sure about the bill?
» Do you know how many methods of payment there are?

» Can you guess what the guest is doing in the pictures when he’s checking out?

&



+ [Z%015Z% What I Should Know
1. T{E%2F Working Procedures

greet guests;
ask the name and
room number

~
ask if there is extra

service without
payment

~

finish check-out &

update check-out
data

confirm the bill explain the bill
for guests
confirm the method print the bill
of payment & check the
payment
offer receipt or express thanks

invoice

2. T{E&NR Working Knowledge

(1) Words & phrases
invoice & %%
charge 2%
cash B4
credit card [EHF
check out B

bill MK
discount 147
amount U4
check 7%

mini-bar E/RIE

settle a bill/account -] . fi]3X

(2) Useful expressions

@ 1am leaving today. Can I have my bill, please?
FAHKEE, BEATIKN?

@ Sir, have you used any hotel services since breakfast?
Jerl, AR A A I R ROAT e i 55 We 2

© Did you made any phone call from your room?

e A SRy P e i i 7
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Sir, here is the bill. Would you like to check it?

Jertk, RJEERYKER, AT RIBIA— T g7

There is a laundry charge.

POEVEA DY

How do you wish to settle your account, in cash or by credit card?
AR T EE ke, e a2 s R

We offer 10% discount for repeat guest. So you can enjoy that, sir.
AT ISk 3R 10% B9frdn. Jeds, T A XN .
Do you mind signing here?

B AR 4407

Thank you for staying with us.

S T PETRATT I

We look forward to serving you again.

55 NP IR SF

3.5 =XT1ESEH Sample Dialogue

| C=Kate ( cashier ) G=Mr. Bennett ( guest ) |

@

: Good morning. May I help you?

Q

Yes. I want to check out, please. My name is Tony Bennett.

C: OK, Mr. Bennett. Please wait for a moment ... Ah, Mr. Bennett, were you
in Room 20027

G: Yes. Here’s the key card.

C: OK. Thank you. Here’s your bill. It comes to 1, 500 yuan altogether. Would

you like to check it?

Q

Oh...What’s that amount for?

Q

I am sorry to say that we have to charge for the international call you made
from your room.

OK. I see.

How would you like to pay, in cash or by credit card?

Credit card, please. Here you are.

Thanks. Here is your receipt. We look forward to serving you again.

&



G: Thank you. Goodbye.
C: Bye.
+ E5 &S Language Activity
1. Translation
Translate the following sentences into Chinese.

When a guest checks out, you must not forget to do the following work.

Identify the guest’s name and his room number.

Make clear what services the guest has used.

Explain the bill to the guest.

Offer the guest the receipt or invoice.

2. Problem-solving

Troubles would sometimes come out in working. Discuss with your partner and
solve the following trouble as properly as you can.

Mr. Henry goes to check out at the Front Desk. When you ( the cashier of Front
Desk ) offer him the bill, he argues that there is an amount of money that should not
be included in his bill. It is for the Champagne which he just opened and smelt yet
without tasting in his room.

» Is it necessary for Mr. Henry to pay for the Champagne?
» How would you properly and politely explain the bill to Mr. Henry?
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+ IRSMEAIR Tips

(RENEEELLTIRSS1S?

v’ Pick-up service from the airport or ferry terminal ( HL3765k #3455 )

v’ Porter service ( #tiz 55 )

v Laundry, ironing and dry-cleaning service at the hotel ( ¥4 . 2% . FUEMRSS )
v Concierge service ( fLE k%)

v' Housekeeping service ( & 5 IlR55 )

v Turn-down service ( FFRZPRARSS )

v Foreign exchange service ( #M1 5 #e iz 55 )

v’ Ticket service ( 1TZ2Rk55)

o Z3]7F4) Assessment

FIER (AR VR CNEED)
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e 55 R

+ =23 K {% Learning Feedback
What I have learned from this task:

What I need to improve after this task:




{£531-3 #LEBRSS Concierge Service

2 1-3-1 #HlizEZE Picking up Guests in the Airport

+ 3] H#ER Learning Objectives
In this lesson, you will be able to:

» greet the guests politely in English;
» confirm the information of the guest;
» introduce yourself to the guest;

» express your wishes to the guest.

+ EE2HIR Scene Description
On the morning of October 15th, Mr. Tony Bennett arrives at the Baiyun Airport.

Robin is sent to receive the guest.

¢ 5|5 [g)@ Leading Questions
» What should you prepare before picking up a guest at the airport or station?
» What information should you know about the guests when you go to pick them up?

» How to introduce yourself to the guest?

o WEI % What I Should Know
1. T{EF¥2F Working Procedures

get basic

) ) prepare a

information
welcome board

of the guests

go to the airport
. prepare the
(station/ferry pick-up service
terminal )
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2. T{E&NiE Working Knowledge
(1) Words & phrases

address sb. FRIFHA baggage (=luggage ) 172
jet lag 2 spare time %5 PRIH[A]
opinion AHikL welcome board FZH/L
airport lounges HLIZIKE % airports shuttle HL3%¥t%4:
destination airport F|ikH3% domestic flights [ NATPE

luggage pick up (=luggage reclaim ) Hf12=
no smoking except in designated area BRTEE XIRAL, 2k (| AR

(2 ) Useful expressions

(1)
(2]
(3]
(4]
(5]
(6]
(7]
(8]

May I help you? /Is there anything I can do for you?

i 2T 7

How do you do? I am Rita, I’'m from the Mayflower Hotel.
-, FRIEKk H Mayflower i 11 Rita.

Excuse me, are you Mr. Tony Bennett from Canada?

T, I RESEK ISR Tony Bennett 564257

May name is Robin. I'm from the Mayflower Hotel. I'm here to meet you.

otk A I AR 5, FoRks LR .
Do you need to get back your baggage?

TR R AT 20

Is this your first travel to China?

B — Uk [ 7

Do you have much trouble with jet lag?

TR A N 22 SO e 7

We really wish you’d have a pleasant stay here.

FATTEL oA B RE X HL AR e

3. [E=X11ESEH] Sample Dialogue

R=Robin ( reservationist ) G=Mr. Tony Bennett ( guest )

R: Excuse me! Are you Mr. Tony Bennett from Canada?

G: Yes, that’s right.



7 Q

G:

FQRFAPLARFQPR

How do you do, Mr. Tony Bennett. I am Rita, from Mayflower Hotel.
How do you do, Rita. Glad to meet you.

I came to pick you up to your hotel.

Thank you. You are very nice.

How was your trip?

Not very good.

Do you feel better now?

Yes, but I feel very tired. It’s a very long trip.

We have a car over there to take you to your hotel. Please wait for me here.
I am going to the parting lot to drive the car here.

OK. That’s very nice of you.

Let’s go and check in the hotel. Let me help you with your luggage.
Thank you very much.

+ IEF &3 Language Activity

1. Discussion

Study the welcome board below and discuss the following questions with your

partner.

What is a welcome board?

What information should be contained on the welcome board?

Mayflower Hotel
Welcome!

Mr. Tony Bennett

from Canada
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2. Role Play
You are the hotel representative. Today you are going to pick up the important
guests Mr. and Mrs. Miller from England. Role-play a dialogue with your partner.

Here are some tips for you.

Yes, my name is... Hotel representative. Are you...?

We are tired. It is really a long trip. How is your trip?

I like sports while my wife prefers What would you like to do in your spare
watching TV. time?

Thanks a lot. We have a shuttle bus over there.

3. Practice

Make a welcome board according to the above dialogue.

+ IRIMAIR Tips

INEERRSS/ I\

i il 55 — M P ) 4R 3 (Hotel Representative ) . [] 1L (Usher) . [
( Doorman ) } 4745 5t ( Bellboy ) 2k, #7475 — M th il JE AR SEHE. H T
RS TAE, W5 A& ARHHENLIR S (Picking up service ) » 7EREZ:, )5
—JRAENLIT 5 RUE Z AR FHR I+ (shuttle bus) 5 A4b, ATRIEE AN BRiE
TE LT T AR

WG RRB ARG B, WESIITEA R A . MPHE B EL
R, WO A RIS MR B BRI . TS AR RN TR ML A ) 1 b
BB WE RN SN, JFERRAEE . W5 ERN 0 2 A 2330 )5 A E
O, IR, AT EOF SR AN, KEFEAEILE 0 bR
BN a, WERERNGEANE)E, HIAEL.

r
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o 3K {% Learning Feedback
What I have learned from this task:

What I need to improve after this task:

S 1-3-2

Rt

ZAFE Showing the Room

+ 23] HfR Learning Objectives
In this lesson, you will be able to:

» take the guests to the room;

» introduce the facilities in the room;
» introduce the service to the guest;

» accept or reject the tips.

@,
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+ E=HiiA Scene Description
On the morning of October 15th, Mr. Tony Bennett arrives at the hotel. After
checking in, Amy is sent to take the guest to his room.
¢ 5|5 [g)@ Leading Questions
» Do you need to know the room number before leading the guest to his room?
» What facilities are there in the hotel room?
» What services will the hotel provide?

» If the guest gives you some tips, what would you say if you cannot accept?

o NEI4 What I Should Know
1. T{E#2 K Working Procedures

ask about room show guests to the
welcome guests
number room
wish guests have a introduce room introduce room
nice stay service facilities

2. T{EFNIR Working Knowledge
(1) Words & phrases

room attendant % 5 iR 55 b curtain %%; 7Y
service information booklet 5515 B/MIHF  facility 1%
temperature control i B laundry PEA)H

round the clock 24 /]NHif
IDD ( International Direct Dial ) [E i85 B & HL 1%
DDD ( Direct Distance Dialing ) 14 Bl k& L TG
(2 ) Useful expressions
@ There is a French café and a Korean barbeque restaurant on the 3rd floor.
A — L MNHE T A — S E R R T
@ The Tempura Counter is very popular in our hotel.

FATHGIE A RAA% ( BAER ) S RZ G

f‘
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It is open from 9 a.m. to 11 p.m..
EREDL R ER R o mEI E 11 R
We have both sauna and massage service in our hotel.
FRATIG A S AL EE IS5
You can call the housekeeping if you need laundry service.
WEREHT VAR S, AT LA THRIR A2 P Ik 55 5 .
Here is the water boiler.

B AR
Thank you. That’s very nice of you.
A, EIERE T
That’s very nice of you, but I’'m afraid we don’t accept tips. Thank you all the same.
THERE T, AEFATABUNG . B2 —HRGH .

Have a nice day.
(IREN LIPS
Hope you enjoy your stay here.
A UERSM .
If there is anything I can do for you, please call me.
WERA 2 FRBERE BN, THATRAT R
I’m always at your service.

FRF AR BT

3.5 =XT1ESEH Sample Dialogue

A=Amy ( attendant ) G=Mr. Tony Bennett ( guest )

A: Good morning, welcome to L Hotel. I am the room attendant for this floor.
May I help you?

G: Yes, where is Room 1108?

A: This way, please. Here we are. Could you give me your room key so that I
can open the door for you?

G: Here it is.

&

After you. ... Shall I draw the curtain for you?

G: OK, thank you. By the way, do you know when room service is available?



Q

z Q% Q

G:
A:
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It’s available twenty-four hours a day. And in the first drawer of the dresser
is a brochure with information about the facilities and services of our hotel.
Oh, I see.

Here is the master switch and the temperature control. The panel on the
right stand controls the different devices in the room. There’s a laundry bag
in the wardrobe. The hot water supply is round the clock.

Oh, thank you.

All our rooms are equipped with IDD system and DDD system.

OK, I get it. And how can we make an outside call?

If you want to make an outside call, please dial “0” first. There’s a telephone
directory beside your bed.

Thank you. Um ... Here’s something for you. ( Giving tips )

That’s very nice of you. Thank you.

+ 5 &3 Language Activity
1. Ask and Answer

What facilities are there in the hotel room? Can you name the following facilities

in English?




2. Role Play
You are a hotel attendant. Mr. Brown has checked in at the Front Desk. You need

to take him to his room. Role-play a dialogue with your partner. Here are some tips

for you.
Welcome to our hotel. Where is Room 8011°?
I am the room attendant. When is the room service available?

Would you give me the room key, please? Where is the laundry bag?
We offer free WiF1i, the password is ... How can I make phone calls?

Dial “8”before you make any phone calls. Is the Internet accessible here?

+ JRAMENIR Tips

BRI = ARSS

VA BV AN R 45 /& SERVICE, HAFREAEF B X,

S—Smile (5% ) . $8MRSF B fE—{ B E PR RHER S5

E—Excellent (€5 : 45255 b — MRS FET, B—BUIMRS TAEER
R,

R—Ready (HE&YF) « $5ARS5 AROZRER R N =& RS

V—Viewing (B ) : 855 RN Z0R B — 1 = K B AR TR ZAR ML UK
FHIBEE

I—Inviting (#75 ) : $8MRS5 RAERE— YRR A ST 45T, APRLIZR B H Ik
EANCE, EShEIEEF YOI

C—Creating (Ql3& ) : 8k 55 S RLZAR T BEoRG O B H A & B 2 1
IR S5 1 AU

E—Eye (HROG) : #8IRS R NZUPE K FIIROE R ERES, MEE
RO, PR R EOR MR AR IR ST, %I 2Bz B IR 55 AR
LHC,
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o 237 Assessment
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o 23] K {% Learning Feedback
What I have learned from this task:

What I need to improve after this task:

2 1-3-3 ZF71FIRSS Luggage Storage Service




+ 23] BH#r Learning Objectives

In this lesson, you will be able to:

» ask about the pieces of luggage and room number;
» ask guests to fill in the claim tag;

» keep all the luggage in good order;

» keep a record of all the luggage.

o [E=H41A Scene Description
On the morning of September 6th, Rita receives a guest who wants to have a
suitcase and some parcels stored in the hotel.
¢ 5|5 [g)@ Leading Questions
» What do you need to check if a guest comes for luggage storage?
» Do you know what a claim tag is?

» How do you help guests fill in the claim tag?

o NE14 What I Should Know
1. T{E#2 5 Working Procedures

greet the guest check the status of count the pieces of
politely luggage luggage
keep a record of the ut luggage in
P put figeag fill in the claim tag
luggage order

2. T{EX012 Working Knowledge
(1) Words & phrases

storage AT fragile Sy
valuables 2 H 4 luggage rack 17454¢
status R convenient Jy{H ¥
signature 2544 compensation JF 2

®.
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keep...in good order #f------ U E HEFT
be responsible for X« 1 5%
persist in doing "B

| Work in the Front Office

keep a record of Hic 5
for safety N T %4
exchange A for B DA A A2 B

claim tag FT4= IR

(2 ) Useful expressions

>
(1)

®

® ©®© oV

To explain the luggage storage rules of the hotel

Make sure you don’t leave your cash, passport and other valuables among your
luggage.

IHEERBCAE G | PP IRAE S Y e AT AR AL

If you persist in doing so, we are not responsible for compensation.

MR RS 20, AT TA R DT

Please make sure that you have locked the luggage for safety.

NI A, EEEIRE SR T

To deal with the issues of luggage claim

Would you please fill in the claim tag, please?

BT REFAR, 7

May I know when is convenient for you to get your luggage?

FRBERLE B2 Mg 5 (AR BUE 17250 7

Please count your luggage and make sure you have collected all your luggage.
HEE TR, RS C a2 AT,

3. 5= XHE56H] Sample Dialogue

G=Mr. Tony Bennett ( guest ) |

R=Rita ( reservationist )

Good evening, sir. May I help you?

Yes. Can | have my suitcase and some parcels stored in your hotel?

F Q7

Sure. Let me check. ... You have three pieces of luggage, one big suitcase

and two small parcels, is that right?

Q

That is right.
R: Make sure you don’t leave your cash, passport or other valuables among

your luggage. We are not responsible for compensation.

Q

Well, I know. I’ve taken them with me.
R: When would you come and get your luggage?

G: I am afraid I won’t come back until tomorrow morning. Let’s say 5

‘/V



o’clock tomorrow afternoon.
R: That’s fine. Please fill in the claim tag. Make sure you write down all the

information in it.

2

Sure. Thank you. Here you are.
R: My pleasure. Wait, please. Here is a copy of the claim tag. Remember to

exchange this for your luggage when you claim your luggage.

Q

Thank you. You are so kind.
R: You are welcome. Have a nice day.

G: You too. Goodbye.

+ {E5 5% Language Activity
1. Pair-work

Student A has some information about Rita’s work. Student B needs to help Rita
to fill in the claim tag by communicating with A.

The following is for Student A only.

On the morning of October 26th, Rita receives a guest who wants to store her
luggage: a suitcase and two backpacks. Her name is Catherine Brown. She stays in
Room 8602 and will take the luggage at around 10 o’clock the next morning. Her
phone number is 8877889. Please discuss with your partner and help Rita to fill out
the claim tag.

The following is for Student B only.
Claim Tag
Guest’s Name
Room No.
Pieces of Luggage
Phone No.
Claiming Time
Guest’s Signature

Bellboy’s Signature

C
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2. Look and Answer

Find out the English description for each picture.

(1) The safety deposit is one of the modern styles.
(2 ) This is a sample of the claim tag.
(3 ) The clerk is putting the parcel in the luggage rack.

(4 ) The hotel receptionist provides luggage storage service for the guest.

+ JB4MENIR Tips

BETFSFRSI—RER

@ Take the luggage. Ask if it is fragile or explosive items, which are not allowed
to be left. Politely tell guests the valuables such as cash, passport or jewelry
should be stored in safe deposits.

BT E. BRARRGASE. S, B, SRy, ma R
G IR ISR, BIALS SRR AR AR AR N, X T 5
WA, GBI, TSN TAER

@ Fill out the claim tag. Note down the name, number of pieces, left time and the
name of the luggage-keeper. Ask the guest to sign his/her name. Give half of
the claim tag to the guest and attach the other half of the sheet to the luggage.

&



WHEFATEM, TENEANES . Bih . 8. FFRE BRSNS, E
BENEATER LT, PR TR T 5% N, BB
MTEFHEMAEA S b

© Put luggage in safe places.
BRFATE

@ Claim the luggage. When the guest claims luggage, ask the guest to return the
claim tag, count the number of belongings and sign his/her name.
S, HENBATEN, SURRTT AR N, EE AL
AT, IS LET .

o F3]1 4 Assessment
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REVURI IR TR A LE

o 3 K% Learning Feedback
What I have learned from this task:

What I need to improve after this task:




Unit 1 [ Work in the Front Office

2 1-3-4 [difJfR53 Information Center Service

¢ 23 H#r Learning Objectives

In this lesson, you will be able to:

» handle certain kinds of inquiries from the guests;
» be familiar with the hotel facilities;

» never give unclear answers to your guests.

+ [E2HA Scene Description
On the morning of September 9th, Rita receives a stranger who wants to pay a

visit to Mr. Tony Bennett in Room 606.

¢ 5|5 [g)@ Leading Questions
» What should you do to handle the following situation? Tick M the right answers.
[] To drive the stranger away.
] To call the housekeeping .
[] To get the permission of the guest in Room 606.
[] To check and see if there is such a person in your hotel.
[] To give the phone number of your guest to the stranger.

» What will you do if the guest want to know something about hotel facilities?



o RZ40% What I Should Know
1. T{E%2F Working Procedures

greet guests

inquire about the

needs repeat the needs

say goodbye with

. offer a solution check for the guests
smiles

2. T{E5&0iE Working Knowledge
(1) Words & phrases

permission FLIF lift/elevator Hi 6

pamphlet /Mt splendid A=A, HEFHY

essentials WA i decoration %&1&

flavor XUH luxurious F1ZH

anniversary meeting 4F2> broadcasting system | & &40

public areas Z~HEX Ik (17 0) banquet hall 23T

inform the guest of ... HFIZ N+ main features = Z4F 5,

sea view {5t be equipped with Br#GA -
(2 ) Useful expressions

(2]
©
(4]

Could you tell me his room number, please?

TR R AL R 3 1a] S 7

I will check for you in the arriving list.

TN EAZA LT B B4 5.

I will call the Housekeeping Department to let him know about your arrival.
LG F P TR S M E 25 T .

How can I address you?

AL AN FRIT- e 2



Unit 1 [ Work in the Front Office

Here is a pamphlet about all the banquet halls of our hotel.
BORFA TS 22 TR/ M

Can you tell me some of its main features?

IRBE SRR B By 2R 7

It is well equipped with all essentials for a big meeting.
ERE TR H A 4 .

Its decoration is very unique with a flavor of Dubai’s hotel.

E RS, A RS BB

© © o o

3. {5 2X}{E Sample Dialogue
C=Rita ( clerk ) G=Mr. Tony Bennett ( guest )

C: May I help you, sir?
G: Yes. I just received a call from my old schoolmate Tony Bennett and I

come to visit him here in your hotel.

@

: Could you tell me his room number, please?

Yes, it is Room 606.

Q

C: Wait a second, please. I will check for you in arriving list...Thank you
for waiting. We do have a guest called Tony Bennett. I will call the
Housekeeping to let him know about your arrival.

G: Thank you.

(a moment later )

C: Sir. I have got the permission of Mr. Bennett. You can meet him right now.
The lift is on your left.

G: Thank you so much.

C: My pleasure. Have a nice day.

+ iIES &3 Language Activity
1. In-class Presentation
Number the proper order of handling a visitor, then make a small presentation
about how to deal with a visiting guest.
(1) Check and see if the person stays in your hotel.
(2 ) Greet the visitor politely.

&



(3 )If the guest happens to be away from his room. Try to use the broadcasting
system to find the guest in the public areas of your hotel.

(4 ) Call the Housekeeping Department to inform the guest of the visitor’s arrival.

(5) Get the permission of the guest and tell the visitor about the guest’s room

number.

2. Practice

Fill in the blanks according to your knowledge about the working procedures of
an information clerk.

Situation: Mr. Cooper lives in Room 606. His business partner, Jimmy, wants to
pay him a visit. Now Jimmy is going to the information desk. You should do:

©@  (##&)andseeiftheperson  (fE7E) your hotel.

@ Callthe (54 ) to inform the guest of the newly arriving visitor.

© Getthe  ([AlF) of the guest and tell the visitor your guest’s room number.

@ If the guest happens to be away from his room. Try to use the (] 4%

Z 4 ) to help the visitor find your guest in the public areas of your hotel.

+ JB4MENIR Tips

BEEAVZERIOperaZ %t

@ LRGSR 4 (Opera Property Management System, i #ROPMS )
O WHESELE MRS (Opera Sales & Catering Management System )
© TiiT &%t ( Opera Reservation System, fij #XORS )

O EPEEAE R4S (Opera Customer Information System, & #KOCIS )
© EES I A4 (Opera Channel Management System, f&FROCMS )

O 2545 A48 ( Opera Revenue Management System, fij #RORMS )
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o 237 Assessment

Z38R (DA WHE (/NEIFDY)
AT
s -) /A A B C D
FHBEEALSET RN

TERE Ll Rl A0 A 2

AT 1) 0 T A 9SO e

A

255 iR

o =23 K {% Learning Feedback
What I have learned from this task:

What I need to improve after this task:

'i'i {¥531-4 753 HIRSS Business Service

2 1-4-1 iTERRSS Booking Tickets Service

+ =3 H#ER Learning Objectives

In this lesson, you will be able to:

» greet the guests politely in English;

» introduce the ticket types in English;

» understand the need of guests and book tickets

for them.

+ E=HiiA Scene Description

On the afternoon of July 1st, Lily receives Mr. Tony Bennett. He wants to book a

&



flight ticket to Beijing on July 8.
¢ 5|5 [g)@ Leading Questions
Try to predict. What information do you need to ask for when booking tickets for

the guests?

[J guest’s full name [J destination

[ departure date [ preferred airline
[] departure airport [ preferred class
[] departure time [] special requests

o &4 What I Should Know
1. T{E#2F Working Procedures

) ) check ticket
receive reservations keep a record o
availability
reconfirm confirm the
settle the payment .
reservations requests
2. T{E%0iE Working Knowledge
(1) Words & phrases
flight fii¥E depart ZJF; hk; JAfE
one-way HFEAY round-trip 2 [AIf%); XA
first class SkZ5HE economy class £
window seat g 7 JAE(V aisle seat fifiE {7

(2 ) Useful expressions

@ I'd like to book a plane ticket from Beijing to Shanghai.
FARTT— sk AL 53 B HLEE

© Whendo you intend to leave?
BATAT AW TR E 2

© Which flight do you prefer?
TEAHARIRPE R ALY



® o6 o0 © oo o o

Unit 1 [ Work in the Front Office

First class or economy class?

AR TR ?

One-way or round trip ticket?
BRI RS

I’d like to have a seat by the window.
FRAREE— LT A REAL

There are no seats available on that flight.
AL AT HEDL T

I’m afraid that flight is fully booked.
RAATBA AP 2 BT T
Where do I pick up the ticket?
FeEL LI HL R

You must be there 2 hours before the departure.

TR JA R P/ N B TR L

3. 15EX}iE565] Sample Dialogue
| C=Lily ( clerk of ticket service center ) G=Mr. Tony Bennett ( guest ) ‘

C: Good afternoon. What can I do for you?
G:
C

Is there any flight to Beijing on July 8th?

: Let me see. Yes, there are two flights. One is 8 o’clock in the morning, the

other is 5 o’clock in the afternoon.

I’d like to book the flight at 8 a.m..

OK. So that’s one ticket to Beijing, and your flight will depart at 8 a.m. of
July 8. Will that be one-way or round-trip?

[ wish I could stay there, but unfortunately it will have to be a round-trip ticket.

When would you like to return?

My return date will be July 12th.

OK. I have booked on Flight 513 leaving on the 8th at 8§:00 a.m. and
arriving in Beijing at 11 : 15 a.m.. The return is Flight 514 leaving on the
12th at 9 : 00 a.m. and arriving in Guangzhou at 12 : 15 a.m..

May I have your passport, please?

Here you are.

‘/V



¢ All right. First class or economy class?
Economy class.

And a window seat or an aisle seat?

Qo e

A window seat, please. How much is it, please?
C: 1, 680 yuan.
+ IEF &3 Language Activity
Role Play
Sam wants to book a flight ticket in your Ticket Booking Center. Role-play a
dialogue with your partner.
Example:
A: Good morning, Ticket Booking Center. What can I do for you?
I’d like to book a flight to ... next week.
When do you want to fly?
Monday, September 16.
We have Flight 705 on Monday. Will that be one-way or round-trip?

@ w >

+ IRSMEDIE Tips

BIERISYEEXARIE (1)

@ Skipper HEHEMKE
e.g. That guest is a skipper, he did not settle the bill before he left.
IR 26 N ORI IR, At Z AT T8k
@ Preassign W
e.g. Our hotel usually preassign rooms for VIP members.
AT G — M2 VIP 2 AT s o
© Netrate F
e.g. Most event planners who contract directly with a hotel will request a net
rate for their program.
REHE SR R TS S SRR AR 2 ORI L 45 b — i
Pt o
@ Upgrade T+
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e.g. You can get a free room upgrade as a VIP member.
YES VIP 235, ART] DAZESZ G 3 i B TE) T4
© Room change & A p5H]

e.g. A guest asked for a room change because she cannot get a good sleep in her

room.

— B NESRI G, PR MAEARA B3 (6] BE A58

@ Advanced deposit T4

e.g. The hotel does not accept credit cards for advance deposits.

E A Z G R IAHT 4
@ Pick up service E4 RS

e.g. We offer free pick up service, just please make sure you give a notice in

advance.

AR LR ST, TERERATE A ]

o 33 Assessment

FJHR (AT
T == -
g . . = A
FHSEHAL IR
T G A
Ui EINTITE S 5

IEFC B ARITTEE R
(=L INSPRINITIAEE S
I
45 =R

o 3 K% Learning Feedback
What I have learned from the task:

THE (NATED)

B C D

What I need to improve after the task:




2 1-4-2 $TEPS{EEMRSS Copy and Fax Service

+ 23] HfR Learning Objectives

In this lesson, you will be able to:

» greet the guests politely in English;

» know how to operate a copy machine;

» understand the need of guests and make copies and offer fax service for them.

o 1E=H51A Scene Description

On the morning of July 3, Lily receives Mr. Tony Bennett. He wants to make

some copies.

+ 5| B0 Leading Questions

» What is copy and fax service?

» What should you know when a guest needs copy service?

+ [Z%1[7% What I Should Know
1. T{EF2F Working Procedures

5 ut the original files
turn on the machine open the copy p &
board cover under the cover
take out the original press the “copy”
close the cover
files button

@.
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2. T{E&NiE Working Knowledge
(1) Words & phrases

original J5¥), JE/F: document (4, ASC
change &Ml &4

(2 ) Useful expressions

® 6 0 ©¢ o0 66 6 o6 o o

I’d like to have these documents copied.
FRAN S BN BE TR

How many copies would you like, please?
TR ENZ 7

Five for each.

B GORMZEN T

It has to take a while to warm up the copier.
S EIHILA B — i L Te] T

Shall I use A4 paper?

T A4 4R

The copy machine doesn’t work.

SEHLIR T .

Shall I copy these on both sides?

XTI 52 BNy 7

Here is your change.

POER IR F B

How would you like to pay the bill?

T SRR AR

Please charge it to my room. Here is my room card.

AR B 2, XA R

3. 15EX}iE565] Sample Dialogue

C=Lily ( clerk of copy center ) G=Tony Bennett ( guest ) |

C: Good morning, sir. May I help you?
G: Yes. I’d like to make some copies. Here are two original documents.
C: Certainly. How many copies do you want?

G: 30 copies for each of these and 60 copies for each of these.

f’



C: Shall I copy these on both sides?
Yes.

2

C: OK. Please wait a moment.

( several minutes later... )

@

: Here are your copies, and these are your originals.

2

What’s the total cost?

Q

1 yuan for each copy and that brings total to 90 yuan for 90 copies. How
would you like to pay for it, sir?
In cash. Here you are.

Sir, here is your receipt, and this is your change, 10 yuan.

Thank you. By the way, can I use the fax machine here?
C: Yes, go ahead.
+ IEF &3 Language Activity
Act and Practice
Sam wants to make copies of some documents. Role-play a dialogue with your
partner.
Example:
A: Good morning. What can I do for you?
B: I’d like to make a copy of a document.
A: How many copies would you like?

B: ...
+ JB4MENIR Tips

BERISLEREXARIE(2)
@ welcome drink pyelikye !
@ breakfast coupon HAESF
(3) guarantee booking HRIT B
@ hold room until 6: 00 p.m. EI N SAYLY
© late amendment & cancellation HRAT AL AR B S U
©® commission 14
@ allotment Fe &R 1T B
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© cut off days BUEREL
© surcharge Ky
@ waiting list fEAMT B
* 2374 Assessment
FIER (ADANFED) FEIE (/NREDY)
IR & -
\; s = ~ A B C D
FHYEEALA R 52 N

TEAfEE Ll AR ) Y
W% N HOFTEN sl A2 BN 2R
RETHAE R IR IR I Y o pm e

o 3 iR Learning Feedback

What I have learned from the task:

What I need to improve after the task:




+ 23] H#R Learning Objectives

In this lesson, you will be able to:

» greet the guests politely in English;
» know the mailing service;
» understand the need of guests and mail for them.
o 1E=#51A Scene Description
Tony Bennet wants to mail a letter to America by airmail.
+ 5| B0 Leading Questions
» Do you know how to write address in English?

» Do you know how to mail a letter to a person abroad?

o RIENM £ What I Should Know
1. T{E%2%F Working Procedures

T listen to the needs

of guests
settle feedback of the
the payment mailing

inform guests of

charges

inquire about

special needs
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2. T{E&NiE Working Knowledge
(1) Words & phrases

mail MR
generally — i, iz
additional AiZMY, BN

(2 ) Useful expressions

® 6 0 ©¢ o0 66 6 o o o

We received a mail of you.
FATHCE] T R —N e

You can pick it up at the Front Desk.
BT LR AT 5 5.

Would you like us to bring it up to you?
BRA AR gy

Can I see your ID?

REFR — N A B e 7

Please sign your name here.
THETEX AT

Is there any mail for me?

A TR 2

Can you deliver it to my room?
RERL B 5w 7

When did it arrive?

Hramb ]k )7

I’ll come down and get it myself.
A PHEERI

I’d like to mail a parcel to France.

FeAR R — R R Rk

3. 15EX}iE565] Sample Dialogue

airmail fi=s MR
gram by,

| C=Lisa ( clerk of mailing service center )

G=Mr. Tony Bennett ( guest ) |

C: Good morning. What can I do for you?

G: Good morning. My room number is 1202. Any mail for me?

C: Let me check. Yes, we received a letter for you. Please sign your name here.

f’



G: Thank you, and I’ll mail a parcel to America by airmail. How much do I
have to pay for you?
C: A parcel generally mail to America, Europe, Africa by airmail, the first 20
grams is 20 yuan. Each additional 20 grams is 15 yuan.
G: OK, I see. Thank you.
+ IEF &3 Language Activity
Act and Practice
Jim wants to mail a letter to Canada. Role-play a dialogue with your partner.
Example:
A: Good morning. Mailing Center. What can I do for you?
B: I’d like to mail a letter to ....
A: ...

+ JB4MENIR Tips

( ERR ) BpEF % AEiEEC
air mail Wiz AE
surface mail e3P R
local ( domestic ) mail A /[ A
international money order TSI
franked mail G IR MR
postal money order MR BT SR
postal remittance MR K
postal packet ANEE =
bulky packet Ko
registered letter HE5E
destination 3% H A Hh
undelivered mail TS YRR
delivery to addressee only FRAS A
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o F3]1E4) Assessment

IR (A AT
TR = -

~ -

REERTEIRIIEN PN
TR L )i A g 2R

W fifi 5 AR 2R
NRUGE YN]SR =)
ASE-YNEPR PN $E ESN
T

e 55 R

o 3 ;iR Learning Feedback

What I have learned from the task:

TFE CNEIED)
A B C D

What I need to improve after the task:




