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Chapter One Front Office

Unit 1 Room Reservation 2 8-F1iT

Unit 2 Reception &z N\{x

Unit 3 Bell Service FLREARS

Unit 4 Switchboard B #LAR %

Unit 5 Business Center 7 % o &

Unit 6 Dealing with Complaints £: 22 3% 3%
Unit 7 Check-out 5 MRk 5>

Unit1 Room R

= Lead-in

The hospitality industry generally has four components: food, lodging, recreation and

&

travel-related services. The Front Office is judged as the “mirror of hotel” in modern hotel.
The Front Office staff seem to “do it all” —receive reservations, register guests, assign rooms,
distribute baggage, store guests’ valuables, provide information, deliver mails and messages,
check room occupancies, check guests out and so on. In order to fulfill these tasks, the staff
must have a neat and smart appearance, good manners, knowledge of languages, adaptability,
easy familiarity and sociability, moreover, be familiar with all the facilities of the hotel. The
most important of all the qualities is a real liking for people and a warm desire to help them.

Reservation clerks keep the guests’ information and fill in the reservation card which
basically includes the following information: guest name (name of group or code), contact
name, telephone number, room type and number of rooms, number of guests, nationality,
arrival date, departure date, length of stay, discount and payment, cut-off time (175 AfE24
KA B ] )

All in all, every employee should keep in mind that the hotel will enjoy greater financial

success only with greater satisfaction the guests receive from the “home away from home”.
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r= Situational Dialogue
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: Receptionist G: Mr. Eric Gates

Good morning, Shangri-la Hotel. What can I do for you?

Yes, I'd like to reserve a room.

Thank you, sir. From which date and how long will you be staying?

From June 11th to 15th.

From June 11th to 15th ... And what kind of rooms would you prefer, sir? A single
room, a double room, a twin room, suites or deluxe suites?

A twin room, please.

That’s fine, sir. A twin room for Friday, June 11th to 15th, with a street view or sea view?
What'’s the price difference?

A twin room with a street view is 80 dollars per night, one with a sea view is 90 dollars
per night.

I think I'll take the one with a sea view then.

Could you please hold on? I'll check our vacancies for those days. (Afier a while) Thank
you for your waiting, sir. We do have a twin room at $90 per night for those days, will
that be all right?

OK. Tll take that.

May I have your name and your telephone number, please?

Yes, my name is Eric Gates and my cellphone number is 13377350001 .

Mr. Eric Gates, cellphone number is 13377350001 ... Excuse me, how to spell your
family name?

It's G-A-T-E-S.

Thank you, Mr. Gates. For the unguaranteed reservation, we can only hold the room
by 6 pm, because it is the peak season now. If you make a guaranteed reservation,

we can hold the room overnight. Would you like to make a guaranteed reservation by

credit card?

No, I will be there before then.

Thank you very much, Mr. Gates. That’s all settled then and we look forward to seeing
you on Friday.

Thank you and goodbye.

Goodbye.
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a single room, a double room, a twin room, suites or deluxe suites BN JE], K],
XURIE], BPp, SEHEED

vacancy unoccupied accommodation %%

family name

unguaranteed reservation JEFHETTT

peak season [z

guaranteed reservation FHAETHTT

settle  arrange sth. finally or satisfactorily “ZZHEZ 4
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r= Supplemental Dialogue 1

R: Receptionist ‘G; Guest
R: Good afternoon, Room Reservations. Can I help you?

G: Yes, I'd like to book ten single rooms for an American business delegation (% %<[H])

who will be visiting Guangzhou at the end of this week.

R: Very well. When will you arrive?

G: That will be Friday.

R: Friday is 22nd, then how long will you be staying?

G: We'll be leaving on Sunday morning.

R: One moment please, let me check ... ( The reservationist checks the list) Yes, we have
ten single rooms available for those dates.

G: What is the rate, please?

R: The current rate is $60 per night.

G: s there a special rate for a group reservation?

R: Yes, there is a 10 percent discount.

G: That sounds good. What services will come with that?

R: We service each room a free breakfast, including service charge. And we've got DDD
system ( Domestic Direct Dial) in our hotel, that’s also free of charge.

G: OK.

R: Could you tell me your name, sir, please?
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Yes, it is John Brown.

What about your telephone number?

R

(010) 8264-9716. By the way, could you arrange these ten rooms on the same floor if
that is possible.

R: Well, we will try to meet your requirement. And I'd like to confirm your reservation. Ten
single rooms for Mr. Brown at $54 each room per night from 22nd to 24th. Is that correct?

G: Exactly.

R: Thank you very much, Mr. Brown. We look forward to serving you.

G: Thank you and goodbye.

R: Goodbye.
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= Supplemental Dialogue 2

C: Clerk G: Guest

C: Advance Reservations. Can I help you?

G: Yes. I have reserved a room from March 15th to the noon of 18th online and paid the
rent through personal internet banking. But now I'm going to Shenzhen for some urgent
business on March 13th and I'll be at your hotel in a week. Can I stay in the same room
which I've paid for the other three days?

C: Generally it’s impossible, sir. But we’ll take your exceptional case into consideration.

Wait a moment please, let me check the recent reservations.

o

I'm sorry to have put you to trouble.
C: It doesn’t matter. Well, we have taken a note of that. Please confirm the specific date
by telephone or fax the day before you come.

G: Thank you so much.
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C: We try our best to be of service, sir.

000000\0000000000000000000000000000000

Advance Reservations. X HLEFITER,

personal internet banking AW EARTT

specific date EL{AHT[H]

We try our best to be of service. RN HE S I IERTT -

111414111 111 1 -1 [PPSR e e i S S S
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Useful Phrases and Sentences for Service

arrival time )ik A 8] be located in / at 4LF

minimum price FAKHAE off / low / slack season % %
service charge R4 block / group booking / reservation Kt/ A 4K 3T B

1. Just a moment, please. I'll check if there’s a room available. / Could you hold the line,
please? I'll check our room availability.
WL, RE—-TREAZE.
2. How many guests will there be in your party?
T ZIN
3. What time do you expect to arrive? / Which date would that be?
BHT AT AR A
4. What kind of room would you prefer?
AR BAT 2 RE 00 B3 ] 7
5. A standard room RMB 850 per night, with 10% tax and a 10% service charge. We offer
special rates for your company. For a standard room, there is a 30% discount.
Fiofi T4 850 TE AR, SN 10% HIBEL4FI 10% HIMRSS Bt o Feli T A 124wl 2
PR o ARUENR] AT AT 7 o
6. I'm afraid we have no twin room available. Would you mind a suite instead? Or is it
possible for you to change your reservation date?
Bl N A 2 AR RURIE] T o A RSB TR s ARl LASCR BT H I0e?
7. We'll book you into a room with balcony / a Queen-size bed / a King-size bed from the 6th
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to 8th this month.

WM ENEAEAAK 6 HEI 8 HHUT—RIAHE, KSE /KSR 5.,
8. In whose name was the reservation made?

BT e 45 T2
9. We'll change / cancel the reservation for you.

Fef T2 0 e/ UK K BT
10. Should T ask a porter to take the luggage to your room?

s S IEAT AR A R A T 2R 3] s T ek 2

Practices | . Make a response by using the expressions you have learnt.
1. I'd like to book a room.

2. How much is the room?

3. I'd like to confirm a reservation.

4. Is there a special rate for VIP?
3

. But could you recommend me another hotel which won’t be full up?

Practices [I. Complete the following dialogues according to the guests’ questions.

1. We'll arrive late, could you keep our reservation?

(FATAT UG EARBE BT E) R 6 250 )

2. Do you have two single rooms for next Wednesday to Saturday?

(IR, Jetk. PIDRRRES, HRBem o) (9% B A8 BT 7o (EUJR 40T DA JE SR P 4T
MR B0H BT s, AR E G R SR 4 b B S H A BN
?Jﬁi‘]‘o)

3. Could you find out for me whether other hotels have any rooms available in the area?

(FTLAR, SBfk. TEECRAMIM RIS, AR T ke ey 1)

4. How far is your hotel away from the airport?

(25 Jrph . RERE R IR R AT A A A AT EE S 0 RATENGRAHES,
IR LRI IR L% . BATHE AR 2 AP R 55 . )
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. I'd like to cancel a reservation, because my travel schedule has been changed. 1 am Henry

Smith.

(hFHG, Smith S5/, FRH H 15
B8 6 HENO H 3 MM EiyHiE. RIS FUHBLE HERS )

Practices [lI. Stimulate dialogues with your partner according to the following

situations. The customer’s name is William Smith. He wants to reserve a room with

computer for two from May 15th to 17th. He doesn’t need breakfast and he wants to

know if there is any discount.

il
23

The guest asks you to introduce the main hotel facilities and the location.
Your hotel is fully booked, and the guest doesn’t want to change the reservation date. You
try your best to give some suggestions, such as put her on waiting list, recommend other

hotels in downtown.

. Eric Gates wants to change a reservation, because the flight has been cancelled due to the

bad weather. The early reservation is postponed for two days.

= Learning More

—. BEFEHIFAE

T 2 b R BORT 73 o B ) 2 s RS D R 6 7

L B G LUR & Bt s, w4053 28

(1) FAfA] (Single Room) : WL —iKHNIK, EHTHEE AN,

(2) KJKI] (Double Room) : Bi&—iKMAIR, & REAALE,

(3) BUKME (Twin Room) : PFE# Mgk B AR, X% b5 76 W s b L EE K,

R # PR A “Frifla] (Standard Room)”

(4) = AI] (Triple Room) : PAi#r =5KH AIK,

2. BRI LA RN, AT R

(1) Ei@EEME (Junior Suite) : MF —[H KEE=E, H—RNEME,

(2) Fi%%Em) (Business Suite) U fTIZE F ( Executive Suite) : % N Rk % A%

i, —WOARRERPAE, F—RRENE

(3) ZAEEE (Deluxe Suite) : HMEFK=ENRMGE, =FERPERERE. BE

Gh, AT AW E, EBMEPRERFRS AR (King-size Bed) .

7

(4) MGiEE (Presidential Suite) : —fery 5 [AILA b i G5 A, A7 EAR Ay iF

, SR A BCE R ]
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1. FAFr (Rack Rate)

HA G AR HEG A 1T A, SRS, Wt R M B3R (Tanff) EA B
AT EAHE

2. BB (Extra Charge)

BN IETE A ATIAR I EERD |, MR AN, SN B 9. %A LU
TILFE L -

(1) HXMHAIM (Day Charge) : 2 AR G7ad 1 B0 ), 305 15 1) 2 A 1
KHEFM . KEBMEERE . FALEPE 12 LLG . 18 B LARTIE B, el K B g%
218 B LS R B; , fl—K b5 3%

(2) JmpR?E (Rate for Extra Bed) : Pk 4577 BEAE 5 A I B PR A9 % A SR 60 B 11

(3) FRE P (Hold-room Charge) : % AJ{I4 kAT, (HAkSEAR B 1% B,
SRR IR S DU R RE SIS , 09 530 8 5 B NS AT — e B B 2, — A EE IR
%o

(4) Bhifr (Time Rate) : FE I (9% P 56 AR 48 A B o) 0 B S H B B0 Ay, —
BT TR AE 6 /NS LAPY, i 6 /N — KAt 3%

3. %R (Special Rate)

(1) HIEAH (Group Rate) : )5 g A A% A2 AL o

(2) /My (Package Plan Rate) : )5 R Rpok & NS AEM — B FHR 4, % 4
Do B o Wi B . ACE S AT H I T

(3) ¥rfnft (Discount Rate) : B )ik [i] % % ( Regular Guest) a(# K 1% (Long-
staying Guest) m{5i%E (VIP) FEHLAIEEAMNH%

(4) ##3% (Complimentary Rate) : 957 B HEAIIEN T, A FENGRITHE,

4. 4 TE B (Contract Rate)

3 ] A S0 2T o ) R A O A R S R el | B AS T AR B ALY

r Lead-in

The Reception Desk is also called the Front Desk. The receptionist should deal with the
business by the following procedures :

1. Confirm whether the guest reserves in advance or not.
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2. Ask the guest to fill out the Registration Form (155102 ) and keep the check-in
record.

3. Arrange the room for the guest and confirm the rate.

4. Confirm the way of payment.

5. Introduce the services offered by the hotel.

r= Situational Dialogue
R: Receptionist G : Mr. Eric Gates
R: Good afternoon. Welcome to the Shangri-la Hotel. May I help you, sir?
G: Yes. I have a reservation with you.
R. Thank you, sir. May I have your family name, please?
G: Yes, it’s Gates.
R: Mr. Gates, I'll Check the registration record. Could you fill out the registration card,
please?
G: OK.
R: According to our record, your reservation is for a twin room with a sea view from June
11th to 15th. The room rate will be 90 dollars per night. Is that all right?
G: Yes.
R: How would you like to settle your bill?
G: By credit card.
R: May I take a print of your card, please?
G: Here you are.
R. Thank you, sir. Your room is 523 on the fifth floor. The door of your room locks
automatically. Please make sure that you have your key card when you leave the room.
And the breakfast will be served from 7 am to 9 am tomorrow at the coffee shop on the
first floor.
G: OK.
R: Just a moment please. A porter will show you to your room. Have an enjoyable stay.
G: Thank you.
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: registration card [EfFEC R

o according to ARFE, KR .
0 How would you like to settle your bill? @& Anfal stk Wg 2
i take a print of the card fillf, K-k
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= Supplemental Dialogue 1

=

: Receptionist G: Guest

Good evening. Welcome to the Hilton Hotel. May I help you, sir?
Yes. I'd like to check-in, please.

Do you have a reservation with us, sir?

No, but is there any vacant room for me?

I'm very sorry, sir, but our rooms are fully booked till next week.
What a pity! Where are we going to find a room at this time of day?
Shall I find another hotel for you?

That would be fine. Please do and make it quick!

EEEEEE R

Certainly, sir. I'll book you into a hotel in this area. Just a moment please. Sir, I have
made a reservation for you in Holiday Inn Hotel, which is within walking distance from

our hotel.

e

Thank you. You’re so helpful.

R: My pleasure. Hope we can serve you next time.

70 i ki i A At i A 0 L0 L i L L L L it ot e Lt 10 T ST I
¢ *
: fully booked % i book ... into FZ ’

R U SIS SIS SIS SRS S SIS SIS S SIS SIS SIS S S SIS S GG GO I G U S S I S

= Supplemental Dialogue 2

R: Receptionist TL . Tour Leader
R: Good afternoon. Who is the Tour Leader, please?



