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SECTION 1;: THE FRONT OFFICE

1 Lost property

ATHBRBERETY, AW FOATBEADBGERL
#HF (LEH):

bxjnoculars
cap

carrier bag
compact
doll
glasses
glove

keys
lipstick
pocket diary
purse

ski stick
tie

toilet bag




Section 1: The front office

2 Guest relations

EEMFRAARBEGEARTHR? R TARHGETOIFRR
A EPexdEEE (LEH):

a) ‘Could you spell that, please?’

b) ‘Good evening, sir. May I help you?’

¢) ‘I'm afraid your room isn’t quite ready yet. Would you mind tak-
ing a seat in the lounge for a few minutes?’

d) ‘I'm sorry you’ve had to wait, madam. How can I help you?’

e) ‘Of course, sir. I'll call you when it comes. ’

f) ‘I'm terribly sorry that you’re not happy with your room.’

g) ‘Could I possibly ask you to park your car round the back?’

h) ‘One moment, please madam, and I’ll work out the total.’

i) ‘Can I suggest you try our evening entertainment? It’s always
very popular. ’

i) ‘I'm so glad you've enjoyed your stay with us. We look forward to

welcoming you back again in the future. ’

Q
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Section 1: The front office

3 Reception
EOHPZRERARSENHAE,

@Guests entering the hotel will find the reception desk inthe
a)scullery @oyer/\ ) VS c)back office _\dgléorridor

%

2 One of the jobs of a receptionist is to complaints.

a)manage .b)deal with c)organize d)regret

3 People who use the same hotel on several occasions are called

a)normals b)returners @gulars A{i)ﬂsuals

4 Customers with valuable items should use the provision.
\a)séfe deposit  b)secure c)savings d)lock up

5 The people who use a particular flkotel are known as the
a)guest list b)long stays @ientele d)usuals

6 When guests arrive the receptionist usually asks them to sign
the _

{)/fegister b)bookings form c)ledger d)guest bill
7 Bach day the list shows the names of the guests expected.
a)stop-go b)records \cj arrivals d)room

8 If guests lose their room keys,a member of staff can open their room
door with a k

................ ey. -
a)main b) passage /@pass f)card
4
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Section 1: The front office

9 Messages for guests who are out should be placed in the appropriate

________________ at reception.
a)pigeon hole {J)/kéy hole  c¢)bird box d)key hook
10 Hotels may manage to fill vacant rooms with bookings.
a)opportunity, b)chance c)farly d) provisional

11 People who have booked but don’t arrive are known as

a)delays b)no comers \9 failures d);’o shows

12 In order to be successful, a hotel must try to maximize room

a)availability b)furnover  c)status ﬁ»)ccupancy



Section 1: The front office

4 Reservations

FTHAARRAFHAAGE, ~HEITE, —H T AR 2EMN
BART . KRWHRLF,HBEERTFHT

Yours faithfully The rooms should be booked in the
1 | Susan Peacock 7 | names of John Brown,Mary Black,
Secretary Bill Franks and Ann Jones.
I look forward to receiving Could you please inform me of your
2 your confirmation. 8 | rates and whether you offer dis-
1 would like to reserve four single counts for company bookings?
3 | rooms from 19th to 24th November I would like to confirm your reser-
19—for four of our managers. vation for four single rooms for
4 We look forward to receiving 9 these dates. We are happy to be
our guests. able to offer you our corporate
5 LDear Sir/Madam ] rates, which you will find in the en-
closed leaflet.
Thank you for your letter of 16th Yours sincerely
September 19—. We are very 10 | Peter Black
6 pleased that you have chosen to use Reservations Clerk
our hotel for your four managers 1 errMsPem |
who will be in Anyton from 19th to
24th November 19—.
letter of reservation letter of confirmation

DDDDDD lle) gl all)
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