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Words from Paul. Proctor

Practical English for Front Office is the essential guide to the front office
environment in hotel. It provides an introduction to all facets of front office man-
agement including: reservations, concierge, front desk, switchboard and infor-
mation desks.The Hotel Industry has changed radically in recent years with the
onset of many technological and economic changes.This invaluable introduction
is written for all students of tourism and all those involved in the industry who
want to know more about the structure, component activities and environment

within which they work.
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Project One Reservation
Lead—in
Project Description
Key Terms and Expressions
Practical Skills
Task Practice
Listening Practice
Speaking Practice
> Task 1 Make a Room Reservation by Phone
> Task 2 Make a Face to Face Reservation
7 Task 3 Fully Booked

Further Reading Steps and Types of Reservations

Project Two Concierge
Lead—in
Project Description
Key Terms and Expressions
Practical Skills
Task Practice
Listening Practice
Speaking Practice
7 Task 1 Show Guests to Front Desk



¢ Task 2 Show Guests to the Room
¢ Task 3 Running Errands for Guests
¢’ Task 4 Luggage Delivery

Further Reading What does“Concierge” Mean?

Project Three Reception
Lead—in
Project Description
Key Terms and Expressions
Practical Skills
Task Practice
Listening Practice
Speaking Practice
¢’ Task 1 Receiving Reserved Guests
7 Task 2 Receiving Walk—in Guests
¢’ Task 3 Receiving Group Guests
¢’ Task 4 Receiving Regular Guests

Further Reading Contact Between Staff and Guests

Project Four Information
Lead—in

Project Description



Key Terms and Expressions
Practical Skills
Task Practice
Listening Practice
Speaking Practice
¢ Task 1 Hotel Information
¢’ Task 2 Transportation Information
¢’ Task 3 Touring Information

Further Reading Basic Tips on Hotel Information Desk Customer Service

Project Five Switchboard Operator
Lead—in
Project Description
Key Terms and Expressions
Practical Skills
Task Practice
Listening Practice
Speaking Practice
¢ Task 1 Answering In—house Calls
¢’ Task 2 Answering Outside Calls
¢’ Task 3 DDD Service
7 Task 4 Overseas Calls



Further Reading Swithboard Operator

Project Six Business Center
Lead—in
Project Description
Key Terms and Expressions
Practical Skills
Task Practice
Listening Practice
Speaking Practice
¢’ Task 1 Secretarial Service
¢ Task 2 Faxing
¢’ Task 3 Booking Tickets
¢’ Task 4 Sending Mails

Further Reading Business Centers

Project Seven Checking— out
Lead—in
Project Description
Key Terms and Expressions
Practical Skills
Task Practice

Listening Practice



Speaking Practice
¢ Task 1 Checking—out
¢ Task 2 Explaining the Bills
¢’ Task 3 Presenting the Bills
¢’ Task 4 Extending Stay
¢’ Task 5 Money Exchange
Further Reading Tips

Project Eight Complaints
Lead—in
Project Description
Key Terms and Expressions
Practical Skills
Task Practice
Listening Practice
Speaking Practice
¢’ Task 1 Complains About the Rooms
¢ Task 2 Complains About the Service
7 Task 3 Complains About the Luggage
Further Reading A Sample of Complaint Letter
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Project One

Reservation

Lead—in [HWiH%A)

Please look at the following pictures and answer:

¢ What do you see in the pictures?
¢’ In your opinion, what is a front office of a hotel?
0_ How many types of reservation systems are there?

¢’ Can you describe the different function areas of front office?




Project Description [iH it ]

In the hotel industry, the front office welcomes guests to the
accommodation section: meeting and greeting them, taking and
organizing reservations, allocating check in and out of rooms,
organizing porter service, issuing keys and other security ar-
rangements, passing on messages to customers and settling the
accounts.

Reservation is the first contact that a guest has with the ho-
tel. Reservations are usually made through telephone, fax or
computer.The reservation clerk represents the hotel whenever
he or she answers the phone and deals with a caller.Every caller
is a potential client, whether the person is an individual tourist or
a travel agent.The clerk should make sure that callers become
customers.So it’s important that each reservation request should
be dealt with professionally, efficiently and courteously.There-

fore, the following knowledge is necessary and vital for a reser-
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‘ Reservationist '

‘ Sources of reservation ‘ ‘ Types of reaenratio:‘ ‘ Room types '
‘Room assigning po].icg ‘Fﬁms of reseﬂalio:‘ ‘ English names ‘
‘ English time and date ‘ ‘Service procedures ‘ ‘ Staff 's duties '




