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The Classical Spirits of Space
and Modern
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(151 shall have main-hall manager w provide services at the anteroom in 18 hours
adav:

(161t shall set up the rest places for guests in the non-operational zones:

Nl shall provide the services of looking [or missing person within the hotel:

g1t shall provide the services of hooking and arranging taxi (or guests:

19 The hall and main public arcas shall provide the ramp for entrance and exit ol

the disabled and be equipped with wheelchair: the wilet or ¢loakroom shall be
available o provide special services for the disabled:

01t shall be capable of proyiding services in at least 2 foreign languages (Knglish
is compulsory). and various texts for indication and service shall be at least in
Eonglish and Chinese:

T he switeh box shall be capable of providing elephone serviees for the guests in
at least 3 foreign langnages (Knglish is compulsory).
&. Guest room

(1) There shall be at least 40 guest rooms (suites) for hire:

(2)70% of the guest rooms shall have an arca of no less than 20 square meters
(excluding toilet and corricdor)

I'he guest rooms shall have luxurious furnishing, with the high-grade furnitunre
including luxurions soft saddle bed, desk. wardrobe and clothes standard. 1ea table.
chair or simple sofa. bedtable, bedlamp. desk Tamp. (loor lamp. full-length mireor

and luggage rack: the rooms are covered with superior carpet or high-quality

wooden floor: the rooms shall adopt disteict illumination and excellent illumination
i\|>1)ll|t'(“.

4)The rooms shall have toilet, and be istalled with high-grade (Tash toiler.
dressing table (with basin and dressing mirror), bathtub with showering spray (spray
is not required for rooms with independent showering room). and cquipped with
shower cartain and clothesline: effective anti=sliding measures shall be taken. The
toilet shall furnish the floor and walls with lusurious building materials. and adopt
clegant and soft colors, district hghting and excellent illamination of objects: the
rooms shall have excellent ventilaton system. 1107220 power socket. extension

telephone. blow drier and weight scale: the rooms shall be supplied with hot and

cool water in hours a day

(5)The rooms shall have the telephone of DDD and 1DD. with instructions for use
and mumicipal yellow pages available at the side of telephone:

(6)The rooms shall have color TV, sound equipments and close-cireuit TV system.
with no less than 16 channels. including the satellite TV program or the internal
program ol the hotel, and with channel mtroduction and program listz the content
on TV shall be in accordance with the stipulations of the Chinese government: the

cat lease 2 channels. elevised moat least

internal programs ol the
twice a day, and shall end in no carlier than 1:00 of the morning:

(7rThe rooms shall have adequately effective noiseprool and sound insulation
IMCASUIES:

(8)The rooms shall have internal curtain and external shading curtain:

(9 There shall be single rooms:

(10 There shall be suites:

(I There shall be luxurious suites with at least 5 bays:

(12)There shall be guest rooms for the disabled, and the rooms shall have the
cquipments meeting the general requirements of the living of the disabled:

B There shall be the writing materials adaptable 1o the level of the hotel: there
shall be service guidebook. price list, and accommodation regulation of the hotel.
the introduction of the wurist resorts of the city, the tourism traflic map of the ¢y
and the newspapers and magazines adaptable 1o the guesis:

(14) The guest rooms and toilers shall be tidied up completely once per day. the bed

sheets and pillow cases shall be changed cach day. the daily articles and consumables

shall be supplemented. and it requested by the guests. clean and tidy up the room
and supplement the daily articles and consumables atany ime

(15)The guest rooms shall have the service ol night registration, and be placed with
aood-night card, Mower or gifis:

(16} I'he rooms shall be proviced with hot and cool drinking water and iceherg in 24

hours a day.and provided with tea or colfee free of charge:
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(17)The guest rooms shall set up mini bar (including mini refrigerator), be
provided with adequate beverage, and placed with alcohol in appropriate position,
together with the drinking vessel and list of alcohols;

(18)When the guest is receiving visitors, if requested, the additional chairs as well
as tea and drinks shall be provided.

(19)The service of awakening shall be provided;

(20)The service of message shall be provided;

(21)The rooms shall be provided with the services of dry cleaning, wet cleaning,
ironing and repairing of dresses, and shall be able to return the dresses to the guests
within 24 hours; the service of emergency shall be provided in 16 hours a day;

(22)There shall be menu of delivery and list of beverage for providing breakfast and
dinner delivery service in 24 hours a day; the variety of dishes offered shall be no
less than 10, and that of beverage shall be no less than 8, and that of sweet food shall
be no less than 6; there shall be panel of meal delivery to be mounted on the door
from outside;

(23)The service of shoe polishing shall be provided.

9. Restaurant and bar

(1)The total quantity of seats in restaurant shall be in accordance with the capacity
of reception of the guest rooms;

(2)There shall be Chinese food restaurant with appropriate layout and luxurious
furnishing, which shall provide the Chinese food in at least flavors, and the
termination time of allowing the guests to selecting items in dinner shall be no
earlier than 22:00;

(3)There shall be super saloon class with reasonable layout, luxurious furnishing
and elegant style, which is equipped with specific kitchen for western meal;

(4)There shall be coffee parlor (simple saloon class) with unique characteristics,
elegant style and reasonable position to provide buffet breakfast and western dinner,
and the business hours of the coffee parlor (or one of the restaurants) shall be no
less than 18 hours, and the service time is specified;

(5)There shall be appropriate single room or small hall for banquet, which provides
the services of Chinese and western style banquet;

(6)There shall be independent and closed bar with reasonable position, elegant
furnishing, and unique characteristic;

(7)The manager, shift leader and attendants in the restaurants and bars shall be
able to provide services by using fluent English, and the restaurants and bars shall
be able to provide services with at least 3 foreign languages (English is compulsory).
10. Kitchen

(1)The kitchen shall have reasonable positions and appropriate layout to ensure
short routes of delivering dishes and prevent it from crossing with other publi\c
areas;

(2)The wall shall be covered with ceramic bricks, the floor shall be covered with
anti-sliding materials, and there shall be ceiling;

(3)The room of cool dishes shall be separated from the room of snacks both shall
be provided with sufficient air conditioning, and the room of cool dishes shall have
the facilities of air disinfection;

(4)The room of rough processing shall be separated from the room of operation,
and the operation room shall have appropriate temperature and the supply of air
conditioning shall be more sufficient than that in the guest rooms;

(5)There shall be sufficient refrigerators;

(6)The room of dish washing shall have reasonable position;

(7)There shall be specific facilities for placing temporary garbage and maintain its
close;

(8)Between kitchen and restaurant, there shall be spring door with separated
entrance and exit with the functions of sound, heat and smell insulation;

(9)The effective measures of killing bad insects including mosquito and cockroach
shall be taken.

11. Public arcas

(1)There shall be packing lot (subteranean parking or packing floor);

(2)There shall be adequate high-quality lifts for guests, with elegant furnishing in
cages, and the service lift shall be established;

(3)There shall be public telephones with municipal yellow pages;
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(4)There shall be public toilets for men and women;

(5)There shall be shopping market for selling the daily articles of tourism, tourism
souvenir and craftworks;

(6)There shall be commercial center for selling stamps, sending mails, handling
telegram, telex, fax, copying, international long-distance telephone, domestic
luggage consignment and developing photo, and providing the services of printing;

(7)There shall be clinic;

(8)The ticket-booking service of transportation, film and opera and visiting shall
be provided;

(9)The service of municipal sightsecing shall be provided;

(10 There shall be specific wiring for emergency power supply and emergency
illumination lamp.

12. Optional items (totaling 78 items, of which at least 35 shall be satisfied)

(1)Guest room (10 items)

@ The guest rooms shall be provided with the visual inquiry services, including
giving bill through the audio-visual equipments, and with the service of voice
mailbox;

@ The toilets shall have the system of drinking water;

®The showering facilities shall be separated with the bathtub in the toilets of no
less than 50% guest rooms;

@ The dry zone shall be separated with the wet zone in the toilets of no less than
50% guest rooms (there are independent room of make-up):

® All the suites shall have the separate toilets for the host and the visitors;

® There shall be commercial floors, on which the registration and checkout is
available in the respective floor, and the commercial center and resting places for the
guests shall be provided;

@ In the guest rooms of commercial floors, there shall be the equipments for
receiving and sending fax or e-mail;

The service of wireless pager shall be provided within the hotel for the guests;

® The emergency laundry service shall be provided in 24 hours;

®The service of entrusted agency shall be provided (golden key service).

(2)Restaurant and bar (8 items)

@ There shall be mail hall bar;

@There shall be professional tearoom;

@ There shall be other types of foreign restaurants other than saloon class,
equipped with specific kitchen;

@ There shall be cake room;

@ There shall be flavor restaurant;

® There shall be large formal banquet hall holding at least 200 persons,
equipped with specific banquet kitchen;

@There shall be at least 10 restaurants with 10 different flavors (not including
the large and small banquet halls);

(3)Commercial facilities and services (5 items)

@ The Internet services shall be provided, with the transmission rate no less
than 64kbit/s;

@ There shall be closed phone boxes (at least two);

@There shall be room for negotiation (holding at least 10 persons);

@ The services of translation, interpretation and full-time secretary shall be
provided;

@ There shall be a library (with at least 1000 books).

(4)Conference facilities (10 items)

@ There shall be specific conference hall holding at least 200 persons, with
cloak room;

@ There shall be at least 2 small conference rooms;

@ There shall be facilities for simultaneous interpretation (in at least 4
languages);

@ There shall be facilities for teleconferencing;

® There shall be site visual-audio relay system;
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Requirements on Service Quality

Iz 5% 36 AS i - .
L e 55 H Ax Bt L. Principles of serving

(&% A -fillalf s, A % i (1) Treat the guests with no diserimination. regardless ol eace. nation. country
1 wealth or relationship., and do not judge by outward looks

(2044 (2)Treat the guests politely. warnheartedly and lriendly

( IR E, AR S (3B honest w the guests and maimtain i deal

()04 o [ e s A (HRespect the national conventions and do not hurt the national dignity

7J fi e J 25 (5)Abide by the national laws and regulations and protect the legal fights and
o HIHILHI‘*'W”U LSS,
2. Basic reguirements on services
" : (1) Requirements on appearanet
{ £ N5, R : i
‘ ; (2)The attendants shall have dignificd. gencrous and neat appearance. The
AN D [ i [ ) B sk ) ) i

attendants shall wear work card and meet the requirements on the posts:

(3)The avendants shall haye nataral. gently and amiable expression and advocare

the service of smiling.

(5%]

3. Requirements on belavior and atintudes

e an i s s BN T, o i I'he attendants shall have eivilized behavior. dignilied atiitude and active

services. and meet the rules and regulations on the posts
t. Requirements on speaking

(1) The atendants shall s

vilized. polite. simple and elear words:

(2)1eis prefereed (Or the atendants to speak Mandaring

(3When being unable o solve the question raised by the guests

@ve explanation

patiently. without evasiveness or muddling

of'service

3. Requirements on business ability and ski
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6. Service quality assurance system
I'hie hotel shall have the complete set of eflective management tem and
’ | :
o LT \
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fard adaptable w the operation ol the hotel, and implement the

Y | 1 1 1
medsures ol evaluaton SUPCryiIsion and treatment

P O [ The beyond content is abstracted from  {Classifieation and Eyvaluation of Stan

Rl 3 7 P o) (GBAT 14308-1997) | Level of Foreign=livolving Tourism Hotel) (GB/T 14308-1997) |
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Grand Hyatt Hotel,
Shanghai
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Grand Hyatt Shanghai, which is the highest hotel in the world, is soaring in the
streets of Shanghai and located in the upper part of Grand Hyart Building, which is
the “Highest Building in China™ of 88 floors. It provides first-class services and
complete hotel facilities for the international commercial tourists. The Grand Hyatt
Shanghai has unique furnishing, incorporating the modern arts into the traditional
Chinese culture. The guest room is luxurious and beautiful and has the largest arca
in Shanghai. You can enjoy beautiful scenes of Shanghai from the guest rooms. The
multifunctional TV in the guest rooms is equipped with remote panel, Internet port
and on-net financial information as well as CATS5 high-speed PC port. The
showering room is equipped with hi-tech 3-spray showering tower and vapor-
proofing mirror (for personal make-up), glass basin and double-sided commode.
The Guest Hall has 7 floors of administrative guest rooms, provided with all-day
reception service and attendants, and is an ideal accommodation for the commercial
guests. The guests staying in the hotel can also enjoy the health and recreation
facilities in the 57th floor of the hotel after the tense work. The Lvzhou Health

Center is the “highest health center of the world”.



