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Front Office Service
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Receptionist Embarkation Office

The Front Office is the communication center of the organization. It is the main source
for nearly every guest service the ship provides. All the functions, activities and areas of the
Front Office are geared toward supporting guest transactions and services. This is where
guests register, request information and service, relate complaints, settle their accounts, and
check out. The Front Office Department can make or break the business of the cruise, as it
is the first and most frequent point of contact for guests. As great vacations begin with great
employées, it is therefore vitally important that employees display a prompt and courteous
attitude to all guests and demonstrate excellence in service. ’ ‘

Although the organizational structure of a cruise ship’s front office may vary in size,
the Front Office Department on all cruise ships consists of Reception, Guest Service Office
and Concierge.
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After learning this unit, you will be able to:

1. 1dentL£y the ptocess of embarkatlon and disembarkation
2. get famiﬁar w1ttrthe process ofdeahng with luggage
3. understand the uses of the Sail & Sign Card on board

(Getreas

Label the pictures with the words and expressions in the box.

cruise terminal lounge luggage tag boarding pass

Sail & Sign Card luggage claimarea security checkpoint
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PACIFIC CRUISES

Conversation 1

(Sally, a tourist, enters the terminal lounge and waits to check in.)

Sally: Good afternoon, Sir. When can I check in for the cruise?

Clerk: You can do it now.

Sally: But could you please tell me what to do with my luggage? You know, it’s the first time
for me to take a cruise trip.

Clerk: Of course. You will proceed through the security checkpoint with your carry-on
luggage. The large luggage must be checked at the luggage drop-off area.

Sally: Might it be lost?

Clerk: No woﬁy about that. A luggage tag with your name and cabin number will be attached
to the luggage.

Sally: Where and when can I get my luggage back?

Clerk: You don’t need to claim your luggage on your own. A porter will deliver it directly to
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your stateroom in two or three hours.
Sally: Thank you very much. You really helped me a lot.

Clerk: You’re welcome.

Conversation 2

(Sally is asking the stateroom steward something about disembarkation.)

Steward: Housekeeper. May I come in?

Sally: Come in, please.

Steward: Sorry to interrupt you. Here are the luggage tags. Please fill them out and attach them
to your luggage which you want us to deliver for you.

Sally: Thank you. But could you tell me something about disembarkation?

Steward: Certainly. The day before the end of the cruise trip, all the passengers will be invited
to the information meeting about disembarkation. The Cruise Director will explain
the disembarkation procedure in detail.

Sally: Are there any instructions about the disembarkation?

Steward: Yes. They can be found in Today left in your stateroom the day before disembarkation.

Sally: Where should I leave my luggage? A

Steward: On the last night of the trip, you’re required to leave your luggage with a tag outside
your stateroom. Our staff members will collect them and deliver them to the cruise
terminal. If you don’t set your luggage out, you’ll be required to take it off the ship
yourself.

Sally: How can I know when to leave the ship?

Steward: Passengers will depart in groups according to the color and the number of the zone.
Passengers will wait at the designated area until their zone number is announced.

Sally: Where can I get my luggage back?

Steward: Once you get off the ship, you can go to claim your luggage at the luggage claim area.

Sally: Thank you. You are very helpful.

‘Useful Expressions

- A porter will deliver it directly to your stateroom in two or three hours.



- But could you please tell me what to do with my luggage?

- You will proceed through the security checkpoint with your carry-on luggage.

- The large luggage must be checked at the luggage drop-off area.

- A luggage tag with your name and cabin number will be attached to the luggage.

- When can I check in for the cruise?

- Could you tell me something about disembarkation?

- Please fill out your luggage tags and attach them to your luggage.

- Where should I leave my luggage?

- Passengers will depart in groups according to the color and the number of the zone.

- How can I know when to leave the ship?

embarkation ~ [ ,emba: kerfon] n. BAs
disembarkation [dis emba: ke1fan] n. B

terminal ['t3:min(a)1] adj. % 5.8

lounge [laon(d)3] n. AR &7

check in IR F 4
proceed [pra‘si:d] vi. S8t AT, ATt
carry-on adj. F#6y, M FE T
attach [o'teet[] vt ARARME, 05 E
drop-off area HEHRX

claim [klerm] vt KA, BE

on one’s own ®AT

steward ['stju:ad] nE % i

porter ['po:ta] n. ¥i&z T

deliver ‘ [dr'lva] vt Bk, AT
procedure [pra'si:d3a] n. A2, B
depart [di'pa:t] vi. B

designated area 182 X 3%
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I. Listen and fill in the blanks to complete the following sentences.

1. Please here and get your boarding pass.

2. Before boarding the cruise, passengers and their luggage must go through

3. All the passengers are supposed to arrive at the cruise terminal in

advance before the cruise ship leaves.

4. Please attach the to your main luggage first.




5. We suggest settling your account the night before or at least three hours prior to

II. Listen to the conversation and decide whether the statements are True or False.
) 1. Sally is checking in for the cruise.

) 2. Sally gets the Sail & Sign Card without filling out a form.

) 3. The Sail & Sign Card can only be used as a credit card on board.

) 4. Sally must keep the Sail & Sign Card with her at all times.

) 5. Sally can get her passport back anytime.

PRIHRE PRINCESS
2114 10 0531714 Muster Station: A
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escape completely

MR JIAXIANG WANG

Dining Room:: Anytime Dining
Time: Anytime Table: Any
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Zhao Bin Jiaxiang Wang QiaoLi .
Vessel
Muster Station
Cruise Date .
Cabin No.
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II. Read the conversations in the text and decide whether the following statements are
True or False.

(Questions 1-3 are based on Conversation 1.)

( ) 1. Sally doesn’t know what to do with the luggage.

( ) 2. Sally must check her carry-on luggage.

( ) 3. Sally has to claim her luggage on her own.

(Questions 4-5 are based on Conversation 2.)

( ) 4. Disembarkation procedure will be explained to passengers the day before the end of

the trip.
( ) 5. Passengers must leave their luggage with a tag outside the stateroom on the night of

of departure day.

I11. Read the conversations again and answer the following questions.
(Questions 1-2 are based on Conversation 1.)

1. Has Sally been on a cruise trip before?

2. When can passengers get their luggage back?

(Questions 3-5 are based on Conversation 2.)

3. How can passengers get information about disembarkation?

4. Where are passengers supposed to leave their luggage?




