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Competency |

in Spoken and Written English—Front Desk

B Can greet guests
3 Can deal with reservation

[l Can provide check-in and check-out services
I3 Can make telephone calls
I8 Can take messages




lobby front desk registration

luggage



Section 1 Front Desk

@ﬂ; Fill in the blanks with suitable words.

1. When a guest comes to stay in a hotel, he should go to the to fill out the registration
form.

2. When a guest arrives, the should come up to help him.

3. When people travel, they usually carry with them.

4. The front desk is in the of the hotel.

5. A works at the front desk.

S Video |

When a guest arrives at the hotel, the bellman greets her.

New Words and Expressions

J Decide true (T) or false (F).

1. The bellman greets the guest in the evening.
2. The bellman is very polite to the guest.

3. The guest has four pieces of luggage with her.
4. The bellman helps the guest with her luggage.
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5. The guest is satisfied with the bellman’s service.

M} Watch the video again and then fill in the bellman’s words.

Bellman:

Guest: Good morning.
Bellman: 2

Guest: Yes, please.

Bellman: ?
Guest: Just two.

Bellman: ?
Guest: That’s right.

Bellman:
Guest: OK.

Bellman: .
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Guest: Thank you.
Bellman:

BIEEiFMIFH

o= U Video Il

A guest is staying at the hotel. A clerk sees him in the lobby, and introduces him
to the manager.

[Ie‘mn Words and Expressions

w Fill in the blanks with the missing words.

Clerk: How are you today, Mr. Johns?
Guest:

Clerk: This is our manager, Mrs. Li.
Guest: ?

Manager: How do you do? Welcome to our hotel.
?

Guest: Excellent. The people here are very
Manager: Thank you.
Guest: Thank you.

Answer the questions.

="

1. Who is Mrs. Li ?

2. How does Mr. Johns find the service here?

Listening |

A doorman greets a guest at the gate of the hotel. -



Section 1 Front Desk

iy

Doorman: Good morning, ma’am. Welcome to our hotel.
Guest: Good morning.
Doorman: Can I help you?
Guest: Yes, please.
Doorman: Is this your suitcase?
Guest: Yes. ;
Doorman: How many pieces of luggage do you have?
Guest: Four.
Doorman: Let me take them for you. I’ll show you to the front desk. This way, please.
Guest: Thank you. A
Doorman: My pleasure. I hope you’ll enjoy your stay in our hotel.

@/ Role-play the dialogue with your partner.

@) Fill in the blanks with proper expressions.

1. A: How do you do? 6. A: How many pieces of luggage
B: do you have?
2. A: How are you? B:
B: 7. A: How do you find our service?
3. A: Can I help you? B:
B: 8. A: This way, please.
4. A: Nice to meet you. B:
B: A: After you, please.
5. A: Thank you. B:
B:

~ Listening II

As some guests come to the hotel, the doorman walks up to help them.

Doorman: Good evening, ladies and gentlemen. Welcome to our hotel.
Guest A: Thank you.
Doorman: Can I help you?

e
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( Guest B: Yes. Please help us with our luggage. ‘ ﬂ

Doorman: Are all these yours? |
Guest A: Yes. There are ten in all.

Doorman: OK. I'll take them for you. This way, please.
Guest B: Thank you.

Doorman: You are welcome. Hope you have a good time.

s en S \, | o

@ Role-play the dialogue with your partner.

?fﬁ ,«j Pair work. Decide which sentences are spoken by the bellman B, which by the guest

G. Then, arrange the sentences to make a good conversation.

May I help you with your suitcases, sir?

Good evening, sir. Welcome to our hotel. Are you checking in?
1 Yes.

Yes, two suitcases and two bags.

Anything else, sir?

Do you have any baggage with you?

No, that’s all.

| Please step this way. It’s slippery. Please mind your step.
__| Yes, please.

| Thank you.

| After you, please.

1 Yes, I will.

Bellman:
Guest:
Bellman:
Guest:
Bellman:
Guest:
Bellman:
Guest:
Bellman:
Guest:
Bellman:
Guest:




Section 1 Front Desk

Discussion

@ Pair work. Discuss what to say to the guest in the following situations and then
write out the correct expressions.

e.g. in the morning
—Good morning;.
1. in the afternoon

2. in the evening

3. any time of the day

4. helping the guest

5. showing the way

@) Group work. Discuss and write out the proper expressions according to each
requirement.

1. When one male guest comes to your hotel in the morning...

2. When one female guest comes to your hotel in the afternoon. ..

3. When three men come to your hotel in the evening. ..

4. When five women come to your hotel in the morning. ..

5. When several men and women come to your hotel in the evening...

P Language Points

@ Read aloud the sentences.

e How are you doing?
® How’s everything with you?
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Glad to meet you.

I 'hope you have a good time here.
Can I help you with your luggage?
Welcome to our hotel.

After you, please.

Enjoy your stay with us.

This is our manager.

@/ Keep these important tips in mind.

1. Sensitive topics to be avoided when you greet guests or ask them questions.
* age * financial status * politics -
* religion * marital status
2. Questions to be avoided when you greet guests.
L} Are you married?
L How much do you earn?
LJ Do you have a boyfriend/girlfriend?
LJ How old are you?
L] What religion do you believe?
[J Do you have children?
3. Listening skills: listening for general meanings. ;
J Do not try to understand everything!
[ Listen for the main words.
[ Listen to what is important.
e.g. WHO (name) WHERE (place) WHEN (time)

Shocking to Find

Watch the video and discuss in pairs the mistakes in it. Then speak out
and write down the sentences if necessary.




Section 1 Front Desk

Role-plays

Make short dialogues according to the following situations and do role-plays
with your partners, using as many appropriate sentences as you can.

1. Mr. Robert Green comes to Cherry Hotel in the afternoon. A bellman greets him at the
entrance, helps him with the luggage, and directs him to the front desk for registration.

2. Clark White is an important guest of the hotel. The bell captain David introduces him to the
manager Miss Li Hua. And she is pleased to talk with Mr. White.

Cultural Notes

NMew Words and Expressions

Receptionist

Assighnments

@ Greet foreign friends.

iy
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ﬂ Write a short dialogue of greetings.

@ Fill in the blanks with correct letters.

hot 1 rec_ptionist g est b_llman
man_ger entr_nce fr_nt desk 1 bby
1 ggage cl, k

@;} Fill in the blanks with correct words.
1. Welcome _ our hotel.
2. Howareyou _ ?
3. ___ moming.
4. How’s everything  you?
5.

Can __ help you?

@f;/ Choose the right replies.

1. Hello. ( )

A. Good morning. B. Hello. C. Good evening.
2. How are you? ( )

A. 1 am fine. B. Hello. C. How are you?
3. Nice to meet you. ( )

A. Nice to meet you. B. Thank you. C. Nice to meet you, too.
4. Welcome to our hotel. ( )
A. Good. B. Thank you. CoXes
5. Can1 help you? ( )
A. No. B. Yes, please. C. OK.
6. How do you do? ( )
A. How do you do? B. Yes. C. How are you?
J Role-play.

You are a bellman. One morning, a male guest comes to your hotel by taxi and you greet
him. At the gate, you meet your manager and introduce her to the guest. Make out the dialogue

and do role-plays with your partners.



Section 1 Front Desk

Competency Standards Points (100)

1. Can read the words

2.

Can use the words

3. Can use the words freely

1. Can read the sentences

. Can use the sentences

2
3. Can make sentences with the words

1. Can read the dialogues

2. Can make dialogues 25
3. Can make dialogues freely 30 |
1. Can understand others 2
2. Can do the role-plays 30
3. Can do role-plays freely 35

@i} Pair Assessment

Elements S R Suggestions

11



