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Chapter 1 Summary of the Front Office

[ BRAl&E F1 B4R)

ElgE

* R LA

Pay more attention to the use of polite language.

K (A1 N RIS A0 G0 B0

Deal with guest enquiries and introduce facilities.

* TAEAF R,

Ensure that our staff always maintains a good appearance during work.
B o B

* B 5% N 0 KBS rIRE ST o

Possess the ability of oral communication with guests.
* B s A AR 74 18 A BE

Possess the ability of communication with the other departments of the hotel.

BT #8 SR Ry S IR 55 65 BOR AR, S ST MR T )™ S5 55, o A fe it
B RE I BIE T AT MGR B S — RIS . AT SN2
T < A T AR B A2 i X A AR R 55 R % e AR
ALK

The Front Office of a hotel can also be named general service office or lobby,
which is in charge of the sales and promotion of hotel service. Many services are
provided in the front office, such as room reservation, registering, enquiring,
telephoning , ticketing, luggage, and checking out. The Front Office of a hotel is not

only its “shop window” but also its “nerve center”. The efficiency and quality of
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front office service represents the overall hotel service standard.

R R SERT R — 7y, REEFANDPHEEMEICTE AKE 2% 4
KA, H AR AR AR ST S S IR 55 . KA AV G
AR ALY

The hotel lobby is one department of the Front Office. Lobby is the place where
customers register, rest, have meeting and check-out, and it is the place where
customers check in, account, enquire and exchange foreign currency. Lobby is the
public place which guests contact at first after they get into the hotel.

— BT TR AT H 6 T B A R R R USRI T AT
JTHBAY 3 T BRI HUE RTG WA AL, A BRI AERE S | T
VA RCR e st AR, B B AOTE 5 FRIKRE T, W90 52 T S 800, HA R A
XA AP Z R IR SFAE I, G A A B 25 R A

Usually, there are division manager, supervisor, captain and attendant in the
Front Office of a hotel. The Front Office staff must have a neat and smart
appearance, good manners, adaptability, efficiency, the sense of duty and a
knowledge of languages. All stall ought to remember that the hotel will enjoy greater
financial success only when guests receive service from the “home away from home”

with greater satisfaction.

[ KRR ]
T AR
summary of the Front Office
FERHELE AR R S B R
basic academic knowledge practical application of the position

HITER A3 HITER A HITHBR T NG NG A
fi. fERR LU IV EE introduce staff staff
FELS organization ALY the hotel recruitment orientation
the status of the front courtesy at
and role of office work
the front
office and
its main tasks
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the Front Office/F. 0. HiTHl n.
lobby KE  n.

Front Desk FI&  n.

Reception/ Check-in b n.
Cashier/Check-out W4RAL  n.

Information  [A]fj&t  n.

manager Z2H  n.

captain 40HE  n.

supervisor FE n.

a4

introduce v.

appearance JNE  n.
uniform il n.

handbook ~ FHf n.

business center 45 L n.
ticket service 254 n.
swimming pool  JFUKIE  n.
Western restaurant @%h—“ n.
Chinese restaurant &[T n.
lobby lounge KAZIE .
clinic room [E%%E n.
sauna R .

massage TEEE  n.

beauty salon EZ&IT n.
multi-function hall/meeting room  ZIJREIT/SWE  n.
parking lot {5437 n.

I s
organization chart Z1ZIHLFY
not only...but also  ANfZ--+--- [1iTNER
ought to W/ 24

good manners WM A FL

to be tired of A&, KA



ﬂ:y 4 wEITIRS S5

pay attention to  {E7E

as well as 1, 3 ; lbAh

according to AR 4% g JIFid ; 4 ; be AR
home away from home Z4MNZ %

shop window i &

nerve center }EFZ%':PHX

o8 LETEE
1. Good morning/ afternoon/evening, sir/madam.
it el i e i Y m
2. Good night.
WE2
3. Have a good time|
RIS LS TRVl
4. Wish you a most pleasant stay in our hotel.
PEAEAETRA TG i A5 e |
5. I'm sorry.
XA AR
6. Excuse me.
FTH—F XA,
7. Sorry to have kept you waiting.
R AT .
8. Just a moment, please.
THHE—T,
9. I apologize for this.
Fh L TEHK
10. Can I help you?
FRREH N
11. It’s very kind of you.
TBEES.
12. Thank you.
S,
13. You are welcome.

AN
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14.1 am at your service.

IRENERTT

15. Turn left/right.

(e

16. This way, please.

X E,

17. 1t’s on the second floor.

TEZHE,

18. Happy birthday! A= H R /k! Happy New Year! #7 4 R (K] Meny
Christmas ! EHEPLR |

19. May I come in?

FnT LIk 2

20. May I know your room number and name?

AESSVRFRARAN B3 ] 5 A i 44 1 7

21. Would you please introduce yourself?

HRN G —TIRAL

22. When can you begin to work here?

TR AW RERS T4k T A2

23. Could you tell me something about the Front Office?

PRBETS 5 VR FRAR NS T 50 A A B e 7

24. 1t is my pleasure.

PR AEE

25. How long have you worked there?

WRAEABILTAEZ A T 7

26. May | ask the reason why you want to leave?

FAH A — MRE IR R 247

27. Don’t worry.

B

28. You should remember you are part of a work team.

IRIAZFCAE F 2 A BA B —8 50
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Unit 1  The status and role of the front office and its main tasks

7 7.7 RiJT PR A FAE A

RUJT#B( Front Office ) JEFRMRIFHLAF BN, HEB % b5 SR SF TS A 55, 7]
I B NARBEAFHER G S5 HOFRIT AT AL PR 553 L Hi 65 38 R A3, o T
RGBT AL T AR B B A D e ity IR 2 MBI 23501 T AR R 5 e 55
HRENSEBERTIT R IR S5 BOLR AR T

T B — AR I AT I R e MR A2, (% AR A I 5 BE S AR 5
AR BN SF &, MEIN ARSI T2, “ R B PR T AR S
I ALE LA G R AT SC XSG R, A BRI R AR B S5 577, T 5ik
P T AR S 2545 o5 rP A BRSO SR

T B B QIR A B B A AR o0, 7T S 2B B P A 28 R R E AR
o BT HRAIE 5 AIAE BIUKF B MRS B ERCRFINANE S, T
HTAERA R BORTER M55 52k SRR/, I EEREE
AR EE R AL, EE W E R A, EERBAELLT LA 5 T

1) BEER e

TR B M 1, R I B4R A il 95 o, — 04 0 1) B 55 o A
PR A, ETTT AR AT LA H o BT R i i, i sk e 5 - e, ML
Wt TR e 2 o i A SRR B, S IR T RJT O T AORS MR TR A LN 61
Jt AR5 AR IS5 B0ET M RRCR ALSGAL AR LS, ER AR HT
JTERSET G Al 1 EL, fER B R AR A, BRE SR &S iAW
e Y 2 E SR KA AR MV EETE (5 B AR R X R 8 | 1t e
BB . P, FiT A BEKF AR 557K o FEAE AR T A8 BEKF IR 55 5
RS A, BETAEEEIE LA, S ARXHE G BLE AT TG R B S 4
MR AP S, JERHI I AR A7 F K SR A 36 B B, — DN BT ST
JE AR

2)BEER FRE iR

T B B PR Ze bl 7R NGO 0 B B LA A3, JiTJT 38
PEAR AR HE 4l AN R BN E R 22 EE 8l XPOh, BT AR L35 I 55 301D
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g5 B2% M5 I 2 IRS5 IR  i6 2 R I ORI &1 B AT R B4
FAME BB AT, X, BT RIS 2B SRR EJR R BRI
Sb BLIE e AT AR, AT AU RN A e e X IR AT I A0 25 R 55
TAE, AR IR 55 TAERI SR AT,

3) R Ry EIHOET”

BT HRAA —E MATHER , AT E st A B BREL 5 555 th S
55 A B R A b, B R AR A e Rt EC R i S ) B B
1, BT R AR AR B 7 R B ) & B N RERE i A 1R N

4)BEER R

T BB A AR T3 g 10 05 DR A B o . BT AR I8 A {5 B
D7 EWEREIR B B IR ROR SR R LA IR (R R LS
KR AT R I TTANMT , AR R, I M T R A B AT AR R R Y
M o AP S AR B F A N BE B S BT B B A
[ TS [ ik 18] AT A N B AR

5)BER R

BT AR, RFE AR AT, A iR BAER NN L,
BT TR B R 8 AAR BRI 55 B ARSI I B B BT AL R % AR %
PR, T TEANSHIEZ SRR, BT e R AR 2 AE],
DRI S R AP R R R AT

7 7.2 WiTHA EEALS

1) ERL]
% N AAETERE G, AT G 2 i Ry 2T el
2)fLERRS

VRO B B ANPGRS AR SR 55 O A 5 3581, )T R 55 Y [ 3 R Lz Al
T RER IR S5 T EAT MR ST AEEICIR ST B SR 55 | ik ) Bt b i 55
B3 Rg5 R SS 255 AR IRSS (R PFR T (R ) e 5 i s AR 55 | 7 55
SCRBAR 5555
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3) NEEIL

AMUESEAHEIE BN, AT I B NS T2, i Z I PR BA | 23 B0 B
br JEMED B H SIS 4E

4) BZSIE]

T 2 5 B R 52 P T B B VR A B S R TR S &
FRR T X B 25 T, Y A T i AETS E T TF , TT 28 B e o
IR B B TN B B W 2 A

5) ML EE

B NGHEIE A BB HEIK SIS T A

6)ZEEIE

TR 6 S 0T b B B s Bl A R R R
B AIERA(E 1, 0 LSBT AN T AV IG R 2 3R e 31 %
B RS 2 B RS BT RN BT R AT 3% S T , BT IR
5 AR5 % M e 2 B A, PR R R 45 AR 07 B o v 6 ) 2 AL
T ARG (3 YRl O S I 25 R R W A R
B AT MR R N AR N 6 %, T RS A R R 7540 2 48 59T R it
TS SCE W W RS T R AR (5 L (R e
TEERIR T Abbilg AR E I,

T HEERE

B R R R T AT VR L G 6 ] o5 AN i
B 500 LI E . B T ERSERLIAN  RTT BT RINT & B B B4 e & iy T
1 BE B2 B \ BT, AL BT ) B B TR B A (walk-in guests ) T4 %
R A P RIS . TR R e R 45 B X — B o b B B R A
28 MR BT . T TR 1 S S RO | B B P 4 1
{51 2« TR B 12 T /0 T T 3 L B A
i T B R AR B Bk . BT R T3 T L B2 4t
TR 25 (9 TRV 12 0 A0 T 5 A R R e 7 i 5 0 Al 553561
o
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Unit 2 Organization of the Front Office

/2.7 BTN &

TG DRAUBAS ], BT i A LA AT LA AR Xl R AT B iy 7wk AR g
Ry, s — M/ NI R AR — R 2 RE

DR 55 /NP G AEZH LA %) DOl 2 EER AR LU = AN D7

D REENEERRE NEENEERRD

IR i A BZ IR — B 1) T 48 B — R A — IR 55 51 DUANJZEK, T/
T 0 A 2 B IR 55 1 ==K

2) KBEEALHMARZ ,/INBEBRYERED

ARZ I HT T BBA 42BN R 55 h0 A5 | T/ NI T DU AT

3) NBEERITERZIREN T, BARBNIRATATT, )

\;EE[)—“JZEE/E}“ :” j'\]— ’%Eéu E” j'\]— ’/IE\“ IEI ’” j’\]—

T BT AR Bl 2 DI AR, R0 K wir T 8B AN & B il — o —,

PRN ™ B 5550 80 535537 (Room Division ) , AT Ik P25 iR 2IHIT T 3+ ) 45 )

A A SLI BT A SRR, T 11 L2 B 1.3 R N
2O e

72,2 BIITHPA AR TR ER BE

1) Fii T4k ( Reservation )

32 B RIREER [ AN GBS E BT, ST B 48 BT,
REBOTHERT TR 2R ; BRI FA 0 % D AR DL 5 S0 A1 i AL AR 2%
VR BT D 1] 48 T 5 1) _b SRR BERTT 704



