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Chapter One Front Office( [ )
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Unit 1 Making Room Reservations

Practice 1 Making an FIT Reservation

Practice 2 Making a Group Reservation

Practice 3 Changing a Reservation

Practice 4 Canceling a Reservation

Unit 2 Checking In

Practice 1 Checking In a Guest with a Reservation
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Practice 2 Checking In a Walk-in Guest
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Practice 3 Checking In a Group
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Practice 4 Checking In the Handicapped

TYTH 4 HREZATPHEALBIE  evrrerermrneemeonnennini i snisnseens 18
Unit 3 Extending the Stay and Changing the Room

Practice 1 Extending the Stay

Practice 2 Changing Rooms
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Case and Improvement; Thirteenth or Thirtieth
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Hotel Manager’s Comments

T8 K 2238 207

Chapter Two Front Office( ][ )
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Unit 4 Dealing with a Complaint and on the Guest's Request

ALl 4 RHEBERFMEAMEEAERGERS
Practice 1 Meeting the Guest’s Request
EZYHH1 WEEAER
Practice 2 Dealing with a Complaint
SEYRE 2 AFREF

Unit 5 Foreign Currency Exchange

BREEI S ShHREiRSE
Practice 1 Changing Euros to RMB
ZYHHE 1 KRk AR
Practice 2 Going to the Bank of China for Changing
ZYNTHE 2 BPEHBTRE
Unit & Checking Out
KeESLil 6 ZWIBERSE
Practice 1 Checking Out by Credit Card
ZYWHH 1 FHEEK ,
Practice 2 Checking Out in Cash
EUTH 2 REesk
Practice 3 Checking Out by Traveler’s Check
EYITE 3 T EL K
Case and Improvement: Sorry for Overcharging You

EU LRE I EBUCTEE -oovvemvemeenrnnnens

Hotel Manager’s Comments
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Chapter Three Concierge
FUBS= 3 R %5

Unit 7 Accompanying the Guest
KEEKI 7 BEEEA

Practice 1 Accompanying the Guest to the Front Office

LUFH L RBEEREAZNE
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Practice 2 Accompanying the Guest to the Room -
LYFHE 2 BEREAEREHE
Unit 8 Introducing the Facilities and Services
FeEKil 8 AFREMES
Practice 1 Introducing the Facilities and Services
SZYHE 1 A RBEAEFRS
Practice 2 Introducing the Services to the Group
EYIHE 2 mEAREANBRF ZH
Unit 9 Other Concierge Services

BeExil 9 HA=BRS

Practice 1 Receiving a Guest at the Airport

LYIWE 1 LHBEEA

Practice 2 Calling a Taxi for the Guest

LYHHE 2 RFEAMBEE

Practice 3 Helping the Guest with the Luggage

LYFE 3 AFEAMEHRETE
Case and Improvement: Birthday Cake and Marigold,Birthday Cards and Flowers
EHERZ.ABERATHED LARFREL

Hotel Manager’s Comments

Chapter Four Housekeeping( I )
KU F 5% (—)

Unit 10 Cleaning the Room
FEESCU] 10 FTHAEIE oevvemeoremmeenens

Practice 1 Cleaning the Room Now
FYIFAE 1 BAETAEME

Practice 2 What Time Can I Clean the Room
YN E 2 A-art [T RUTHE B )

Unit 11 Turn-down Service and Extending a Bed Service

BRESS U 11 BEERAR S FIMBRARS oo oovrrerreorenmenmenntiiniinii s st st

Practice Turning Down the Bed and Asking an Extra Bed

SYIWE SRS ER MK
Unit 12 Laundry Service

Practice 1 Introducing Laundry Service

ELYHE 1 A RABKRS
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Practice 2 Quick Service

LYNTH 2 RERSF

Chapter Five Housekeeping( [ )
LU BBRS ()

Unit 13 Room Service

HEESL 13 BB LIRS -ovovrrrereeeniinenenens
Practice 1 Booking the Room Service by Telephone
ZYHE 1 FHHEIEXERIT
Practice 2 Sending the Ordered Breakfast to the Guest’s Room
SEYIWH 2 BEEEBRR

Unit 14 Maintenance Service

LYITIE 14 BEBIRSE -o-oovvvrrrnveeenn

Practice 1 Complaining About the Bathroom Problem4
EYHE 1 PAERERERF
Practice 2 Repairing the Bathroom Facilities
SYNTH 2 BEIAERBRE
Unit 15 Other Housekeeping Services

FRESEI 15 BERMERE - covoervverermmeereninrneiennn.

Practice 1 Showing Electric Appliances

FYTE 1 HENTEBIGRE LI o vveovee oo

Practice 2 Showing How to Use the Room Safe

FYNTH 2 HENERBEFERE oo ee e ermreriieree e

Case and Improvement: How to Create a Home Away from Home
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Hotel Manager’s Comments

Chapter Six Food & Beverage
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Unit 16 Table Reservation
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Practice 1 Booking a Table
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Practice 2 Booking a Private Room
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Practice 3 Reserving the Banquets

SLYNTE 3 BLTHIT ---orvererererrmrrnrmnrnnnnenen
Unit 17 Serving in the Restaurant

Heescil 17 BRFEAERS

Practice 1 Serving Breakfast

Practice 2 Serving the Buffet

SYTE 2 BBIEIRE wvereerereenns

Practice 3 Serving Chinese Food

LYTE 3 BHEERS crevverreereoerecreraennn

Practice 4 Serving Western Food

FYNTEH 4 TR oevveeereeearieeemmnimnanennnen

Chapter Seven Bar Service
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Unit 18 General Service

WREKI 18 HHERE e,

Practice 1 Leading in the Guest

Practice 2 Taking Orders and Serving Wines
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Practice 3 Paying the Bill
YN E 3 LEIE oevreerererensienarennns

Practice 4 Communicating with the Guest

Unit 19 Dealing with Unexpected Events

WEESKI 19 MxREEHS

Practice 1 Handling a Complaint About Bar Service
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Practice 2 Handling a Drunken Guest
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Case and Improvement; The Ice-cold Beer
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Chapter Eight Telephone
FUIBH B PR 55

Unit 20 Telephone Operator
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Practice 3 Connecting an Outgoing Call

LYNITE 3 AMREITERIAEBIFTHL) o eeereerreemerrerme et rn e st s s e e v
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Chapter Twelve Convention and Exhibition Services
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Unit 30 Convention Service
¥gescil 30 2WURE
Practice 1 Reserving a Conference

SUNTIE 1 FITDAL cveevererreeeresenenens
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Practice 1 Reserving an Exhibition

FYNHE 1 FITERYE «oreerererrereeemsssnenessmeonns
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Hotel Manager’s Comments

Chapter Thirteen Shopping Service
KU+ = WY R %

Unit 32 Shopping( I )

#eestil 32 Mmw(—)
Practice 1 At the Jewelry and Crafts Shop

YT H 1 HEBRETEHREE -

Practice 2 At the Textile and Knitwear Shop

LY E 2 FELGLTBUGER «oovverererenreoereresmeniiiisinniessesineer ceseee van senaesae

Unit 33  Shopping( 1)

BeeExil 33 M)
Practice 1 At the Chinese Arts and Stationery Shop

LYIHE 1 ZEREEER -voevererrereeoresseererernnes

Practice 2 At the Chinese Tea Counter

LYIFHE 2 EHEZEEIE crevvevverrrreereemieenienns

Chapter Fourteen Other Services
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Unit 34 Lost and Found Service

BEESLil 34 XWBARE

Practice 1 Reporting the Lost Property

Practice 2 Claiming the Property

FYNITTE 2 IAT «eevevrrrensnnonns
Practice 3 Mailing the Property

LYNTHE 3 FoHPPHRID v eeverevemreeresosarornenans
Unit 35 Safekeeping Service

BBEL 35 HERSE
Practice 1 Depositing the Luggage

LYIHE 1 FEGE -
Practice 2 Depositing the Valuables

UGB 2 FEREYS -
Unit 36 Introducing Tourism Information
BEESLII 36 N ERKER
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SEYTMHE 1 HEFER L ooverrevonrnnans
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BEHERS ZUE 28D

Practice 2 Showing the Way

Unit 37 The Baby-sitting Service
HEECI 37 FEEBIRE  ooovccerrencerrennonas
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Chapter One Front Office( [ ) ]
FUBS—  BiER %

Unit 1 Making Room Reservations

WEELI 1 EERITIRS
Unit 2 Checking In

KEESLil 2 ANHEZEIZRE
Unit 3 Extending the Stay and Changing the Room
BEESLI 3 FEREFMRERSE
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Making Room Reservations
AELU 1 FHHTIR S

Service Procedure R & i 12

@ Greet the guest.
il % A [l 4

@ Ask the guest of the reservation information:

HARZEANTIIBITER

The date of arrival and departure.

% A 3 35 F1 8 FFE T BB R]
The number of the people.

TR RS

The room type and the number of rooms.

% N FTE % B BUAI B R 3.

@ Search for the room available/needed in the computer.

EITENLERFTFERNES.

@ Get the following information from the guest;

AEARBEFBTIER

The name of the guest or name of the group.

BEARELRARZIK.

The guest’s telephone number.

EAWBESH.

The contact name and his telephone number.

MRRRITEEE TRITANELZ XHEIFEH,
@ Confirm the reservation.
WIATIT .
& Express your wishes.

RrBLBEEA.

& Form the reservation record.

ERIITIE .




