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HIEARNTIE S

Occupational Pride of Hotel Personnel

WO NATEE AATHI B, 1hEBATHR T M5 At Ar?

Welcome to the hotel industry! First, let us know what the functions of hotel are about.

—. BEEMT4H? —LLEF) A BHR (What Are the Functions of Hotel?—For the
Purpose of Profits)

WE PREEME . BREE . BRAE . ARAL. BIE . BAk. BUE), HEEARE SCR BB ke = E M
fEFRAERE . K., WY, REFMFLEEERS AL 54 BURHIE 2 fE i 0 2 % 2 ik
FEAETE IR S5 o W E E N W R RO MRS . M AR S IR Rl (RATAR55) . ik, WXk, Bt
k. WY, WSRO, B REWFRE.

Hotel (also called as guest house, lodge, inn, hostel, roadhouse and victualing house) , the basic
definition is the comprehensive service enterprise providing accommodation, food, shopping, entertainment
and other services for living guests and other guests. The essential characteristic of hotel is to provide
accommodation services for guests. The hotel mainly provides accommodation service, other life services and
facilities ( before sleeping) , food and beverage, games, entertainment, shopping, business center,
banquet and conference facilities for tourists.

2 EWE R B HAGE A — N —&F BEARITBUEALL, AeEEMNLGEPE ST, AL
WIS RS HEA . HIEEARRAAR, bz AR BEA S T o 5 89 BT 15 sh #0025
“EAT X—HBIE.

The purpose of the hotel operation is only one—profits! Hotel is not an administrative unit for
managing and maintaining social order and can give the command based on its power. Hotel is also not a
welfare organization providing people with the necessities of life for free. All the activities of hotel are for the
purpose of “profit” .

BEAWEFT W RLAL TN, 5 AR TR AR A

You will become the hotel personnel after entering hotel industry, and what are the characteristics of

hotel work?
=. BIEATIEESSE—DBRSE (Characteristics of Hotel Work—SERVICE)

RATHRAK B E AR, FARRNTORELCE, BEE 5 E AL - EETE Y
JE 7=, T SR A4 BB [ % ARt —Fh T B IR S5 o B A48 B i R AR 55 980 F AR 95 L
(g —Fh iR o BT AT JE A TEIR FE WA b L8 R — A i B R —— 0 B AR 0 T A A 55!

Our source of income is the guests’ consumption, and guests are the people we rely on for a living.
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ERERESINTRFSEE (NEMN

Hotel business activities do not generate and sale tangible material products in nature, but provides
intangible service to the guests through material facilities. The guests will finally get the effective service and
experience the service process. So no matter what positions the hotel people are only, they have one most
important feature—providing satisfactory service to guests!

S—Smile (%) X B—PAMEK, LHEMAEAN. BITEATREZEERABOAN, BT
DABEREXT BN A, bR Z B RATRE R K%K !

Smile at everyone, especially strangers. We do not have the choice to choose the people around you,
but we can choose to smile at everyone, and let them feel our sincerely welcome!

E—Excellence (Hf2) EH—FFEBEEF, HENMBIHE . RIS KTRAREK, HRE
ITAT LU BT R I £, Bt ammg R, RINTEAE M, HARMRIAT!

Do everything well, and strive to do even better. Our capacity is always limited, but we can choose to
do our best, no matter what kind of result is it, we will not regret, because we have tried our best!

R—Ready (ML) B HESIFHBNNRS; D ANESPREEOH AR, AT 2R B
TN, FATRE A #RHE 2 5 Ry B8 A48 At B AR U A % ol 0 ARBAL

Ready to service for everyone; Everyone is looking forward to being taken care of by others, we are
the one who is taking care of others, and we are always ready to provide the most considerate and
professional care for everyone.

V—Viewing (Bff) HEMMYRRFHMHANELERE; RNHBOMXERBANTE, ARt
Wb IR %5 AT F AR B2 .

Viewing every one as special; We pay careful attention to the people needing help around you, and
satisfy their needs with the most professional service.

I—Inviting (#1%) A VIGERBEITFE R, SIS KRBT S A, 1ERATF o RBRA 1.

We are always hospitable, welcome everyone coming to our side and take good care of them.

C—Creating (%) HREMACERBESTEMRE. RIETEPFTTREEE, AWT
G, J1RAER AL A 7 7 2015 2 2 o

Create warm and comfortable atmosphere for the people around you. We give full play to our wisdom
and continuous innovation in our work, and strive to meet different needs of customers.

E—Eye (IR)t) VIRBEAGFREERERBANTE; SMAERINRERLERE, ETEY
T AR B 1 BT TR AT LU RATR Bk K

Focus on the needs of the people around you with warm and friendly eyes; Everyone is a VIP in our
eyes, our professional level can be reflected by we can satisfy all the needs of customers.

G 22K 22— EAMERBIERY, R Fmssb A0S, 525 A
FOE 1 AR TG . 2013 4, SERIEE ki AR 1200 A, P EE IS Mok A B0k 150.24
TN BIEWA T ARERRT]T17 5 ANHA a1l B 287

Hotel industry is one of the Top ten hottest industries in the world. Foreign studies show that in the
newly employed population of recent years, one out of every 25 people works in the hotel. In 2013, the
employed population of global hotel industry reaches more than 12 million, and Chinese hotel employs
1.5024 million people. What kind of attraction does the hostel industry have? What is the occupational pride

of hotel personnel?
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=, BEANITIYBESER (Occupational Pride of Hotel Personnel)

(—) BEEVKAEFSE LR (Sustainable Development of Hotel Industry)

HAr, ®ECEA 8D 11000 ZERWE, A ZF2 W ERAREFELE, MigEcLfdit
. b, SO E R R AR R R R 2 T . MR 2R T E L 530 K, (N=WHA K
RE 800 K, & Pr S ALt 35000 (6], AREMI, FrilfE i ERRSE . RS 5K . e 5 [ PRk iF
BEGERT, B2 ERZESNERIGE MR T, KRR AT E AL, O E PR RS
BCEE TAERY, W, SR E SIS B R A 1 M R AL B R 5 K A 1 e S
KRR BRMBEEARRFIE, FEKBAENETFERAR BT, £ 2016 4, BRI 68 K5 &
RIIE, 4 )5 10 4 g 5 Bha U5 A kg K A =5 ] .

At present, there are more than 11000 star—rated hotels across the country, the famous Hotel Groups
in the world choose to develop in China. Hainan province has the most high star-rated hotels and famous
hotel in China, exceeding Beijing and Shanghai. There are more than 530 hotels in Hainan province, even
Sanya has 800 various types of hotels, and the total of rooms are more than 35000. According to the plan,
new hotels continue to expand in large scale. In the construction of Hainan international tourism island,
Hainan will become the most popular destination for foreign tourists in China, and the lots of world famous
hotels lay the foundation for the construction of international tourism island. At the same time, a large
number of domestic and foreign tourists bring new opportunities for the hotel industry. The international
tourism island will bring a steady and continuous stream of customers for Hainan hotels, increasing the long—
standing low occupancy rate. Up to 2016, Hainan will newly increase 68 5-star hotels, and there still are
gradual growth spaces for Hainan hotels in the next 10 years.

(Z) BAJELRBRBEAER LR, ANAHBARMK (Hotel Industry Provides a Large Number of
Jobs, Talents Are in Short Supply)

ARG BAERY, 2009~2012 45, HJEX AA TR BEAW BT 2011 458 5 A A K & (7]
tEHE K 74.37% , 2012 4R R 3R K 64.32% 0 SKIAAA SR K18, 2011 4 (A b b 4F 8 {00
12.23%, 2012 38 KA OUR 27.92% . B, BT REZRT AL KB AAAHKE (A
AR KA ST RABZIL) KE, B 2009 FEHtH, ZEEMEFER BT, MHEHEE)S
AW H &R, LAMHPRTEIE S 0] . Y Prigs Ik 8 P Bl PO AE 373 3 T sk ki 62, AAESKOF & IR
o 2013 45, BANEETLAA R IRARRED 1:0.75 (EIEJERRK AL 1, KERAKCH 0.75) o

Relevant statistics show that from 2009 to 2012, talent demand of hotel industry is rising. The talent
demand of hotel industry increases 74.37% in 2011 and 64.32% in 2012. But the number of talents
increases slowly with year—on-year growth of 12.23% in 2011 and 27.92% in 2012. Obviously, the hotel
demand is greater than talent number. Viewing at the talent supply and demand ratio (talent supply and
demand ratio is the ratio of the number of applicants to the number of demands) , the ratio went down for
four years since 2009. With the development of hotel industry, take Intercontinental Hotel Group as an
example: the Intercontinental Hotel Group added 30000 jobs in the last two years, which even reflected the
contradiction between talent supply and demand. In 2013, the talent supply and demand ratio of the entire

hotel industry does not exceed 1 : 0.75 (i.e. hotel demand is 1, and employee number is 0.75) .
(Z) BIEWHEFHMFETE N (Compensation and Benefit of Hotel Jobs)
SR AT Ok BB AL G T B ARDL . 2013 4R 9 A 17 H, WA TS SERIT 4. BrE N

003



ERwESNTRASER (NEMK)

JEAT TEBA S EXEBEABEESERTLIHELIERSR B &Y, RESRE 2 TRBEE
BRAWH 29 HE AL, A WEERKAT 2013 FRAK TH b 27% EFZ 31%, — 2K X 1Y
K27%, “HKHKIEK 31%, =FKBXHEK 27%,

The hotel industry pays more and more attention to employee’s compensation. On September 17, 2013,
Hotel Food and Beverage Industry Association of Hainan province and Federation of Trade Union in Hainan
Hotel Industry officially signed on the Hainan Food and Beverage Industry Salary Special Collective Contract.
The contract covers nearly 20 thousand hotel food and beverage enterprises and more than 290 thousand
employees. Minimum salary of Hainan hotel food and beverage staff rises 27% to 31% in 2013, A-class
region growth is 27%, B-class region growth is 31%, and the C-class region is increased by 27%.

b, WIEAT AR B AR AR TR, E=X, G TREFESEEH MWL,
115 ZRAF AWk E

In addition, some enterprises of hotel industry also provide accommodation for staff. In Sanya,
employee’s accommodation is developed in the direction of residence community, the accommodation
conditions continue to be improved.

(1Y) EEANRERLSE (Occupational Temperament of Hotel Personnel)

5 AR 55 5 s 2 Ry i AU IR 55 B AT, BRI O Al 55 B it - AU o A AT o T s
Fie %5 5 8 B I i 2 > i — B [ (R R A Mk A 5% b O B IR 55 T4, 578 sl il .

Hotel waiters are the ladies and gentlemen serving for ladies and gentlemen. And the hotel waiters can
become the ladies and gentlemen through professional learning of hotel service and management and a period
of work experience in hotel industry.

() BEAWEEBRER (Higher Quality of Hotel Personnel)

1. A3 842 (Optimism and Self-confidence)

WIEAFEMRS TAER RSB KA CHM—MERPREE, BRA0N. AGHRER, FEAAUMA
{5 A8 Al 55 TAE ) B 2RI .

In the service work, hotel personnel require themselves to be a stronger in life, and cultivate the
quality of optimism and confidence, because it is the important guarantee to do service well.

2. AL # ¥  (Politeness and Enthusiasm)

TG NBIR S = B R BUE W R, RS TIE AR, XA R IR &5 T . 5 A AE R 55
i A A SR AL AR B R T

The service tenet of hotel personnel is to make customers satisfied, and give customers a favorable
impression. This is the successful service. Hotel personnel will cultivate the quality of politeness and
enthusiasm in the service process.

3. fii A% (Sincerity and Friendship)

Hil A B R LOBAERE, REM—, #EALERS TS LEREZRRX A FMHLL, 2SS
& BT, RARBEIZ BT, HEBRAPRZ I RIRa AR, FRARE, 7ERBIRINEE FE R, (2F
Jo5t 25 4 52 R 55 -

Sincerity and friendship is to treat other people with all sincerity, inside equals outside. Hotels in
service work with sincere good wishes through each other to get along, win the trust of customers, soon to
be accepted by the customer, eliminating the strangeness, a sense of interpersonal diaphragm between the

host and guest harmonious relationship in a short time, prompting customers to accept service.
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4. #3iA %3 (Generosity and Toleration)

B LA ) B ) B SRR, X RS SR A A BT 28 A B A A 3 f R A B AT

Hotel industry saying aphorism “the customer is always right”, which is to foster tolerance hotel who
treat people, doing things open—minded mind.

5. %% &L (Strong Will)

M5 TAE R A0 TAE, 7550 AW 5 ik 32 20 W0 07 1 ) & Fh R EFIREAS, B LA R AN
WIGREE S, ARBEFRS TE, RFNEELTANEM: Ak, Rt B9, BN,

Service work is an extremely complex task, requiring the hotel people continue to overcome all
difficulties and obstacles subjective and objective aspects, so only continue to enhance the willpower to do

service work, excellent quality will have four: consciousness, decisiveness, tenacity, self—control.

6. & & 69471 (Excellent Capability)

T 5 N RE ) EHERC ) Bk 55 SR AR 5 BCR . — 1 ih B S AR R & LU T 8 —LE8E )
M MME S . REFMICIZS . BERACPRAE T o

The hotel directly affect people’s ability to effect service efficiency and service, an excellent hotel
should have some of the following capabilities: observant, a good memory, strong communication skills.

KA A CREBCY — MEFMTIE A, G B — AN BT TE A2

I hope I can become a good hotel people, how to be an excellent hotel people?

 BIEE ARER BE B (The Hotel People Build Professional Pride)

(—) 3.8 (Moral Composition)

1. #%4% (Honesty)

WSETEHK, YERER; THEAFEH, BFaR, EARKHEENGRAERT, BRLEFHE
JEH S e . R A E X e — I 2R, IR A R 5, A RER LR R
HEEMER .

Honesty and honest and good faith; to act in a fair and reasonable, to comply with contractual
agreements, without damage to the property interests of the premise, and consciously safeguard the
legitimate rights and interests of consumers of the hotel. Only sincere fair to treat every consumer, to provide

them with quality services, in order to establish a good reputation and image.

7 B 1 i R
Choose Fork

—AEE, EF ot K8, FTAE—KFAGAFRPREFZBEAE, —MBRELTRE L,
HAETILET, 3T - AE2RO. —5%, FALZEEHG; 3—5%, FARLEWRE, £4F0
T—TF, BEANBETHEATFREAARTT LRI NG, ERANRAELTEG I ZHE, AAIIT
FADERAALE, HRALINE—, WAIRTEN, £ TS5 A4t &6k A 48R T i IRAF
2k, 122, IREROETLEEAERRATHRERGRA, T TIUANEE, KBALEH T, 440
HIFHAEAR, AALRFATHAGETE, EREFTHER, BRERAXEBESELIR, AEBORET
5, tb4E%,

A soldier who is not very good at running, so in a cross—country forces quickly fall away after a man
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ERmEESNTRZSEE (WEM)

ran alone. Turned a few bends, encountered a fork in the road, a road, indicating that officers running;
the other way, indicate that soldiers running trails. He paused, though officers do not even have a cheap
motocross can stick dissatisfied, but still trails ran towards the soldiers. After half an hour he did not expect
to reach the end, it was ranked first. He was not proposed, according to their ability in comparison with the
other soldiers could not get ranking. However, presided race officer smiled congratulate him get the victory.
After a few hours later, a large number of troops arrived, they ran exhausted and saw soldiers won a

victory, and they feel very strange. But suddenly they wake up in the fork honest, how important it is.

2. BB (Thanksgiving)

B AEE G TR —Y); BRAEME . Hx. #5 . . WHLRNGES AN, FEx 88—
BEANWODWA — RS, I o R % A2k

Thanks for all things that life gives us; thanks for everyone that feeds, trains, guides, supports and
helps us, keep a grateful heart to every guest, and sincerely welcome the guests.

3. # (Conduct)

ST, WIER., EIEE; ElERS TERM F, ZL5ERBHERFRGHEE, BIIEEF
FMETE; EACKFHEEME, AELESERENA CEEAME—FR, AT BRI .

Personal integrity: abide laws, encourage health trends, and take the right path; in the hotel service,
people should stand the test of time and hardship, consciously cultivate noble moral integrity; create wealth
on their own labor, do not put money as the only source of happiness and earn money by foul means.

4. B4 (Unity)

AZUME. BeXKF; £ RE, WREREABNER, SrHE, HBAMHRRE KT T
B, QIEAEMEIAEIR, REREEIR S, AS0ME, SRR H A & B ALRIE T W
THFEERMNTEARRERS, ASAENE DA, E£35%&#, B, XO. HE, F, %
UIL e

Solidarity and cooperation: pay attention to the overall situation. In the teamwork, if the members do
not have the sense of team awareness do things in their own ways, the team objective will never be
achieved. Members should closely cooperate with each other in order to create the harmonious team awareness
and make the team glowing with vigor and vitality; hotel work require highly cooperation of all positions,

unity of everyone, learning of advanced spirits, mutual care, respect, support, and close coordination.

Rk 5K A

Hell and Heaven

BKIFHHEF: RRFPREAHLARR? LFFHELFRI—AETE, —HABRAE—RAF,
HNFERETE—RKKGAD, BAFRAK, BLAZRAFEAIATRKEL, FMANE LEHL
HeEAEE, LF, TEZRARK,

Pastor asked God: What is the difference between hell and heaven? God brought the pastor to a room.
A group of people were around a pot of broth, their hands were holding a long spoon, and they could not
put the broth to their mouth because the handle was too long. Everyone's face was full of despair and

misery. God said, “Here is the hell” .
EHELFEEAITRE G A ETFE, KEHIBREAAREEAH LA, B—FRMHR, X T
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ARG 7 &4 L AT TAAT, ANAFLFRE. RFBL, LFid, XEZRZRE,

God brought the pastor to another room which had no difference with the above room, and the only
difference was that the people here put the broth to the others sitting opposite. They eat very happy and
satisfied. God said, “Here is the paradise” .

R FERES, AHARKEIOARE, MRATIZHAKRR? RARME: MREHARR
ARAT, MREZHAIBERINA,

In the same terms and conditions, Why the people are suffering in hell, and happy in heaven? The
reason is simple: the people in hell just want to feed themselves, but people in heaven are thinking of

feeding others.

(Z) 37 (Making Determination)

(1) &l “PHEREAFHEM": REABRTHE, “T—47, 217", NEFHHETAC KR
Ak AR DT s HEPEE X AME SR, AU AR A 5T E A 4

Love the work: “Love is the best teacher”; love your own job, “love whatever job you takes up” and
fulfill your job responsibilities carefully; maintain the hotel image and reputation, don not do any derimental
things to the interests of hotel.

(2) Holk: ¥EAD, FEACHBL:; BkEASKREEK, Fahiotx. BERERSEA
B, AMERMNEAFRFRN, N2 EBS T ARBETFHORS .

Devote to work: Respect yourself, respect your profession; there in neither lowliness nor nobleness in
job, work is the most glorious thing, and hotel is to service the guests. No matter how others treat us, we
will sincerely provide the best service to the guest.

(3) Solk: ETAEDFHINE; ROTAATREESEZ A, (HIRATAT L HR IR 1 X 5 Fh 25 AE 0 &
N, RO tR AR 45 PR B B A

Work in contentment: looking for fun at work; we cannot choose the guests, but we can choose to be
happy to face a variety of guests, and bring the happiness to everyone around us.

2T, B2 ST AT B IR R, W SRR i, Bt M, BIR AR E A AKX 0
J& T A B SRR

Students, new learning life will begin soon. Hotel major is your professional direction. The road is on

the foot, tomorrow you will personally experience the sense of pride belonging to hoteliers...

007



R 1 = 1§ . 7 O T P T T R raD 001
AESr—  FATRATIT AR coverermenrrtermnt ottt oiiet it is bt s e se s e s et e e a et 003
AE > BRI EFFEIE B nas vensss sumes « sxnnuanans Boo S5 VA HEUED GERES BYNS FIFY ERIPTHSSR ETPY PRSP ssan e 016

BEBR T BFBTTTT -ovvverererrrmrmr ittt i i i e e e 056
A4 — GAIRFA TG H R AT AP K cveerernt it s e 057
AES = FTIR G I B AR oot e 069
BB 2. FRIT B F R S5 ceveevmrnne ettt e et 077
AE ST AT R AT A AL FE oottt ettt e 085

FBEER T FLEERRSGS covrreerrrren i i e 101
AE G — B AP AE AR R B co e ettt e e 105
HEET TITBEBEIRE cveorevescovse s vavenns c commos s savawn me s vesiaes s smmine sime 2asos & satiass sassms sansae s sos 112
S = | S L TR TRTETIPEPPEPRTD 118
AEE VT A AR IR cvoereeee et e e s 129

BRI N R - e 149
e I N ¢ - o T TR T T T T P P R TR TR RIS 151
FEBe s B RIEEE soouer voswraonss comns sxuns s sweis s amwesaas sanFes vEwERITS § NN FEVRIEES SHETA § FASNRAENE TOSHTIAIE Fo3 170
AEB- 2 ETEIR B ovvererernrtren ettt it e e e e s e e e s 178
AL TG AR TR JL AL ZE oot e e e 191

*Ei;&i ,E*}L*uﬁ%q]lt\ﬂﬁ% ....................................................................................... 199
AE B BHUIR B ceererererrn et e e e e s e e e e e 202
e S £ S NN B TR TERTS 221

FEIR T (BRI R covvvrrrmr e rt i e e e e e e e e 238
JE S — M R A oo 241
AE5H— R RAF TR JUAL B o i e 251

BEHR A BT TR oo or e e 272
AES— BB ARSI ] et 275
BEdh . BB Al sovsss srmss s romis aie i veen s FRES nShERR PN § SoNRSATA RHSSH HOTALTREA ARRA SR SO S SRETIERS SRS 286



ERRESHTRASEN (WE M)

AEE S AEBAEFEHIT i e s s 300
BUERIS,  FRAEQRRE ~~oeve avnnen asion o mminnesn sk NEHNSS RHMHD S S8 m b5 8 EoTn K0 bkt i s i s s 316
BB B R BT D ev ettt e e e e e e e 318
AEF o ST EEA covvrscormrovsmonuecs svenes ruves s sovess sese SIS P TEEIS HESE SUEND LETS KERND S HESAS O Y S OED TSOOTS EiS 328

002



IRR—  EFTaBis it
Module | Front Office Department Outline

[5#E S A] [Scenario Introduction]

ALK BT ARIX 25E 1
Do not Let Tired Guests Go with a Disappointment

Wb ZTHHERFREEZAMBENE

Place: Reception of Sanya Haiyuetai Redai Fengqing Theme Hotel

— KRR, AEBFTEEOEARIITRMAL, ERER—A-FBAFEN, 45T EFARAER
RIRIEE, RA—MRRIEE, ERS R E&FE, hBREEAMFRZ.,

One late night, two guests who looked very tired came to the Reception and asked for a standard room.
One receptionist told them that the standard room has just been sold out, and asked the two guests to wait a
moment because there was a vacant dirty room which was ready to be cleaned by the floor attendant.

BAREGRT Rk: “Fi7, MAMBZREALEFRNZAZE G

The guests grimaced and said, “No, the airport representative just told us that you have room!”

BER: "AAN, BFAHF LI, KNS LFRZE A, #EERECR LA, KiMLids
o

The receptionist said, “Yes, we have. But you need wait a moment and we will make it ready as soon
as possible. Please have a break at the lobby bar and we will inform you when it is ready” .

EAATABER, —#ERRARRAGR T L, BERALRERE 5 P 520 F 248 474
B, 15 540, LPe)—EEARINEAL,

The two guests looked at the receptionist and went to the lobby bar without saying a word. The
receptionist urged the guestroom center to clean the standard room at once. 15 minutes later, one of the two
guests came to the Reception.

FAZ: “ 4R, BURAERAGE, RMNLT IANAS I M, AGRR, BKE - )

Guest: “Hello, is the room ready? We are really tired and want to have a rest because we had a
three—hour flight...”

BAERERRREA, 22 Ui eEEEE PN EEAE AT R, BARE R AL,
“RIFEFT — B REAFER, KGR EEH,"

The receptionist had to comfort the guest and called the guestroom center to see whether the room was
ready. However, the floor attendant said, “we just finished a Deluxe Room and haven’t finished others.”

BHER: “RNETHZ2R, AEFRAAR2R! KiNPEEAFHSEE.

The receptionist said, “ What are you doing on earth? You are so slow that our guests become
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EREkESHTRZSEE (WEM)

anxious.

BER: “FREMA—EEiTare, THARLK.” AT L ERET,

The floor attendant said, “We have to finish them one by one. Not so fast.”, then hung up the phone.

BARAARKTHER., RET 1594, AEEAFALORAL, FoR&GAEFTAEST .
“URMBRAEA FE? A ANWB XL, BRAZKE, BMNRERMNZIET,” 2, EEa115%4
k., &, RELGEATEIRAGEEA, TRFRILE, EARMAB L,

The receptionist had to put down the phone. Another 15 minutes later, the two guests came to the
reception again and began to shout at the receptionist: “Do you have a room? You cheated us to come here
and you do not have room at all. We will not stay here.” Then, they walked away. The assistant manager
came up and hoped to persuade them to stay at the hotel. However, the guests left in anger before she

spoke.

(1582 47] [Scenario Analysis]

B, BNE - IRAMRZS, KA TR AR . S0P B I, B
JETEE RS RS EAAERTE . BB AGRIEARN TN L H AR T mEANFE. RIOTEF—
ANE . ORI AU, RS- B A TN EE SRR, MOIEMEIX— A, I
RRTERERRT, WL T WGA, BN T EANZIE, B R RS ZH, #E AKEERE
WA AL . KR U ARG . NEARIERS, ZFAMMIZTEEEAN2TOHE, ER
g, RMMAFAFTE, BEAFE. S EA T&EANRRR, 2250 R B # #f
T o BEJE RS DAL B R R AR A B IR R . AR5 5% [ 2 A O SCBRFRATT AT LA R 5 i B IR S A A
A S R KR

In this case, the guests had an unpleasant experience which will prevent them from staying at the hotel
again. The problem in this case indicates that the hotel has some loopholes in management and service.
Firstly, the airport representative made a promise to the guests without knowing the room status. We always
say that when you can’t do something, don’t say it, and once you said something, put in your best effort
to do it. We must always keep it in mind no matter whether you are engaged in management or service. The
airport representative should first know the room status before he/she received the guests, and should have
contact the hotel to make necessary arrangement after he/she promised to the guests so that the guests could
check in with the hotel smoothly. Secondly, the receptionist was not flexible. From the guests’ words, she
should have known the anxiety of guests. We should worry about what the guests worry and think what the
guests think. When the hotel can’t meet the guest’s need at once, we should be flexible. The root cause
was the noncooperation of the floor attendant. We can see from the floor attendant’s answer that he/she lack
in service awareness and the attitude towards cooperation.

G, REZBHUATE. RESMOPESTEEELHINEZE FHRIAEGHELT, BEX
B IImslE, AREAEEE S SIBERSRF, S RANESAFHREIEN, BE
REEANWE . BOFREANCFRSH UL MIEEIT T, RELEABMER, iRk
B

Finally, the assistant manager should also have some responsibility. The duty of an assistant manager is
to supervise the operation of the business departments and deal with complaints made by guests due to
abnormal operations and handle accidents or emergent events so as to meet the guests’ satisfaction when the

manager is off duty or absent. In this case, the assistant manager came up when the guests wanted to leave
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in anger, so she behaved in a negligent manner.

ARGIFIY RATTHITKAGEER . BHERRFS AR ULKREZHE, @FX =BT
ANREABFEELY, SEEAMREEL, TUFH, WEEHFZELRES, AFRHITTHEARR
WFEOTEE , R R B F IR RIBOR

This case involves the receptionist of the Front Office Department, the floor attendant of the

Housekeeping Department and the assistant manager. The guests left in anger due to the poor coordination
and communication between them. Therefore, good communication between different departments in the daily

operation of the hotel will help achieve better results with half the effort.

[%# 3 B#5) [Learning Goals]
[FHR A7) [Know]edge Objectives]
1. ERATTH R TS Folk 545 4.

To master the work tasks and business features of the Front Office Department.

2. BERFILMN, BBBEFHEI

To master the service etiquette and be familiar with language skills.

[REJ1 H#R] [Capacity Objectives]

1. BEX AT & A R ER ST AL 55, REOE 4% BRI E AR HESR 2 IE A C B IUA R

To be able to distinguish the duties and tasks of all positions of the front office and to correct own
grooming and appearance in accordance with the hotel’s standards.

2. REMHEAT — MR R AL TR 221h .

To be able to have a dialogue in English.

[EAFf#A] [Key Points and Difficulties)
BAGER T H B H LGS ATk 55 R T

To be familiar with the organization structure of the Front Office Department and the duties of various

departments.

f£55— NREITE

Task | Introduction to Front Office Department

—. BITEB#ER (Overview of Front Office Department)

AT IENT, KT (CK#) %, & TRiTMEHLE. T 2EER L, LS
LAE . RF. KREFEZREET KL E=E, BREANSHEEMA ERSN, B8 UEAK
B, BEITWEALEZ M, WREATERIEE KSR ARG R Z A &R AT 5 R
EMTRARER . R X REDORI 236 TIAE ] 55 32 22 X B

Front office refers to the areas which are under the jurisdiction of the Front Office Department including

the entrance gate and the hall (lobby) , which is the center of a hotel, a shared space integrating multiple
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