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Front Office Organization Chart
HITHH ARG E

[ Rooms DlVlSlOl‘l

B %
Reservaﬁons Front Office Housekeepmg
FiiT# “LU‘T’"B BEE

Operato Business Center Recepuon Conclerge
EHLIES R (R W S AL

Front Office’s Responsibilities
BITHMEZERSR

The Front Office manages most of the contact with the guest.

BT 8 2 5T 5 S5 M W0l LA

Reservation, check-in Offering business services
T, AMEEIC TRty 55 iR 55

Rooming the guest, delivering ) )
Check-out, and settling the bill at the Cashier

B 55, H B K

luggage , room tour
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Front Office 0perat10n
Hi Jv ik s 1

‘Unit 1 Front Office Operation
T 855 T

Dialogue ¥ &

i e Sy

jr A Talk between the New Employee and jf
H H
‘f the Department Manager +

‘—-+-+~+-+~+-+--+—+—+-+»+-+~+—+-+—+—-+~+—“

[ On the New employee (NE ) Feffs first day at the new hotel, he meets the front office

manager (FM ) and talks to him. |

FM.
NE:
FM:

NE;
FM.

NE.

Hello, are you our new employee Jeff?

Yes. How did you know?

I'm the Front Office manager, and my job is to know everything. © Also, your
name tag says Jeff. And we were expecting you. @

Well, it is my first day. Can you tell me about the job?

Sure. The Front office is the brain of the hotel. Our job is customer contact,
and to make sure the customer’s stay goes smoothly. ¥ We manage room
availability and reservations, check in and check out guests, take the guests to
their rooms and give them a room tour. We also manage business service,

wake-up calls, messages, and onward travel bookings.

Wow! It sounds like the most important job in the hotel. ®

— 3 —
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FM: We think it is. But it is not just one job; it is many tasks that all must fit
together. Each person is a part in our efficient machine.

NE: OK, what part do I play? I want to be a manager in three years.

FM: Are you sure? In the Front Office, people can move up fast, but it is a lot of
work. You need to learn all our policies and procedures.

NE: It sounds good to me. ® Let’s get to work!

FM: OK, the first thing to do is check the reservations for today. © Are there any

groups that want rooms together? We must check room availability.

¢._Common Vocabulary % F3ifiC

customer contact [ '’kastoma] [ 'kontaekt | 5 EAMAE

room availability [ruim] [ o,veila'bilati ] A3 E AL R L

Reservations [ ireza'veifonz | FRIT 3

check in [tfek] [in] (A ) FFEEAAE R
w(F4)

room tour [rumm] [tua] EENR

business center [ 'biznis | [ 'senta] LR a i

check out [tfek] [aut] (Heeees ) HFRR B4
(B EFL)

$¢_More Words and Phrases ¥ [&i7iC 585

hotel entrance [ hou'tel ] [ 'entrans ] BIEA O
lobby [ 'lobi | n. X%
elevator ['eliveita | n. (£)daH
coffee shop ['kofi] [ fop] ek T

ﬂf' Notes T #

(D I'm the Front Office manager, and my job is to know everything.
A4 9 AR Bl is J5 R to know everything J& 4] [ K15, 5 15 my
job HAME o X NAE KA ARKRAT A SESCRE . FHINARXIEF T 3C: Our

job is customer contact, and to make sure the customer’s stay goes smoothly. to
J Yy & y

— 4 —
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make sure 5 customer contact — 2 Af is FFHFEIE .

AR ERER, R FE DA 3 do R —FIE, B to do, did,
done, doing %5, fERIE M AE X 1o AT LI EE . INAXS 35 T 3C: OK, the first
thing to do is check the reservations for today. 1) check Fij i 1 to,

® And we were expecting you.

expect 7E1X B EER“WFFEA(H)MFPKR” . W We're expecting Alison
home any minute now.

@ It sounds like the most important job in the hotel.

sound 7EAA)H 1 2R 3hid], J5 1 T 28 B AE RiE . WA 3C: It
sounds good to me. Fifll:The future’s looking good.

RBP4 18], AAE sound J5 — N like, WAA], BB A 2K RUH
B iRLA A (look, feel, taste 2, It looks like rain.

BRERS ETAT A3E as if M), #1:He looked as if he hadn’t washed for a week.

Role-play f§ & ¥ #

Key Sentences

—“Where is the cashier desk?”

—“The cashier desk is over

H%ONT OF I 1CE DEPT.

”

there.

—*“I will meet my friend here.

A guest comes to your front desk station. Where can I wait for her?

The guest asks you a question in English. —"1 want to go up to my

Direct the guest to the right place from the brother’s room. How do T get

above list. Use a complete sentence to there?

SRS —*“I want a cup of tea and to
answer the guest’s inquiries. p

chat with my friend. Where

Student A plays the role of the receptionist should T go?”

and Student B the role of the guest.
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Dialogue Translation ¥ 3§ 8 % # X

B e s S Y

| R T 580128\ —BRikiE +

| e o e SRS

[#7 ] T Jeffl(NE) 248 /& L3695 — X, WE] T A /T SR Z 5 (FM) , foft 3%

T4, ]

M

NE:
FM:

NE:
FM;

NE.

FM;

NE.
FM.

o URUF TR A 51T Jeff 157
NE:
FM:

SEH, BURE AREE K7

AT IR, B TR BRI A A — VI FH . (TOLIRA 4
i Jeff, TATIEFESF/RYE!

M, HSRBEH K LI BREARNA— TR IENAEG?

AR Ao BT AR MR 1o FRATH TARRUR A E A8, # iR
BHANER ] — A . F A5 38 4 8 % b L 0L & 5 0T 0
BAEGIC SR G E NG NG5 , R 8 7 5T BERG 55 o0 iR
¥ AR 55 A5 BB S LA RRA T 555

WL 0T b AR R AR T o

Nt o (EURIXIFAS R — IS 1 AR , AR ZAL 55 A th KK — &
TEsE e WATERIII M — G HLES, AR (B ff) Mlak A Bos i i —
.

A4, BT RAT AN ? AT =4 LIS oy — A 23,

FA? TR R TR (R B AT VRGBT T AR
BEFI AR

Wr b A, (IREED) JT 46 TAF !

G, RS A RIBUTH L. A B0 H BATE BT iy 2R/ B
GHHE—RYe? 55Uk —l e b A O .
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Operator and Phone
W95 bt 5 Wi iRk 5%

Unit 1 Directing Inquiries and Requests
RPEEASEX

Dialogue % i§

{ 1. Directing Requests ‘+
Mo e gt bt ol
[ Helen (H ), the Operator, answers calls and takes messages_from a guest (G ). ]
: Good morning, Mega Hotel. Helen speaking. How may I help you?
Yes, I want Room 2218.
: Yes. May I ask the guest’s name and spelling?
I'm looking for Mr. Simms, S-I-M-M-S.
: Ill connect your call now. ¥ (After a moment. .. ) Good morning !
Hi, I just called and asked for Mr. Simms, but there was no answer.
: Would you like to leave a message?i'
: Yes, please tell him that Mr. Brown can’t meet him for dinner. That’s it.
: Yes. We will write that on paper. May | have your name, please?
: Mr. Jerry Brown, J-E-R-R-Y.

. OK, Mr. Brown. I'll leave it in his room.

ZODNOIOI QIO
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i‘ 2. Directing Inquiries jr

e o o T S S S S

: Good afternoon, Mega Hotel. Harold speaking. How may I help you?
: This is Ms. Jenkins in Room 3228. How do I get an outside line?
. First dial “9” | then dial the number after you hear the dial tone. This works for

city calls. For DDD or IDD you must dial “8” first. After you get the dial tone,
you can dial the country code, the area code, and the number.

Great. By the way, do you know what the weather will be like tomorrow?®

: Just a moment. I'll check it for you. .. It will be sunny and warm.

Thank you! And can you connect me to Room 518977

: Yes, Ms. Jenkins. Please hold on for a moment... I'm sorry, but the line is

busy. Would you like to call back later or leave a message?
I would like to leave a message. Please tell him that the apples and chocolate he

sent were great. | hope to see him again tonight!

: Yes, Ms. Jenkins. We'll leave this message to him:® “The apples and chocolate

were great. | hope to see you again tonight. Ms. Jenkins. ”

‘ﬁf' Common Vocabulary & Fi7)iC

leave a message [lizv] [9] [ 'mesid3 ] gz

phone number [foun] [ 'namba ] W, 1% 5 AL
guest [ gest ] n. EA

spelling [ 'spelip | n. #5

connect/ transfer [ ka'nekt | /[ treens'far | v. B/
outside line ['aut'said | [ lain ] n. Sh&

dial tone [ 'daial ] [toun] KE5E

city call ['siti] [ kozl] WA W E
DDD ( Domestic Direct Dial ) K AWK B E
IDD (International Direct Dial) B R AR Kk b &
country code [ 'kantri] [ koud ] B R A4X 5
area code ['earia] [ koud] (®2F) X5
the line is busy [0a][lain] [iz] [ 'bizi] il 15 P
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