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1. Professional Objectives:

1.1 After learning this chapter, students are familiar with the working procedures
of room reservation, check-in & check-out, changing rooms, money exchange, and inquir-
y service.

1.2 After learning this chapter, students know the job specification at Front Desk.

1.3 By simulating the working situation at Front Desk, students know the general
etiquette required at Front Desk.

2. Language Objectives:

2.1 After learning this chapter, students remember all the English words and sen-
tences used frequently at Front Desk.

2.2 After learning this chapter, students can understand what they hear and express
themselves in English fluently when working at Front Desk.

2.3 After learning this chapter, students are able to speak English before others.

3. Social Ability Objectives:

3.1 After learning this chapter, students form the habit of collecting information.

3.2 Students form the habit of sharing opinions with others and gradually raise the
cooperation awareness,

3.3 Students preliminary develop the hotel service awareness and a rigorous working

habit.

FOE N AT NN AN

fIntroduction of Front Desk
B S i e e e S e s e e

Front Desk is usually located at the lobby of hotels. The duties of Front Desk are to
receive guests, to sell rooms and services, and to coordinate different departments in ho-
tels. As Front Desk is the first and also the last department that guests get in touch with,
it is the first and the last impression of a hotel. The quality of the services at Front Desk
usually decides the degree of satisfaction of guests towards a hotel. In modern hotels,
Front Desk is regarded as the core department of hotels and its management has become
the main part of the hotel management.

There are seven main duties at Front Desk.

1. to sell rooms.

2. to show the room status correctly.

3. to provide services such as reservation, check-in & check-out, changing rooms, in-
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quiry, etc.
4. to keep records of services.
5. to coordinate different departments.
6. to build accounts,
7. to build records of guests history.

:Case Studﬁ

FARMANAAAATN N

ok ¥

Neatness Freak

Guests who stay in The Peninsula Beijing are rich people or people with high social
status, But among these guests, there are many freaks. The Peninsula Beijing is famous
not only for its facilities but also for its personalized services based on the needs of the
guests, In order to realize this, The Peninsula Beijing keeps detailed records for all the
guests who have stayed in the hotel. There is a general guest of The Peninsula Beijing
named Mr. Smith who is a well-known neatness freak. The file of the guest history shows
that Mr. Smith, 45 years old, is from California, U. S. A. and is a neatness freak. He al-
ways asks to stay in room 408... Every time when the Front Desk receives Mr. Smith’s
phone call to reserve a room, the receptionist will inform the housekeeping department im-
mediately. The housemaids will prepare room 408 for him several days before his arrival.
All the housemaids know that this guest likes white color and all the things in the room
should be white. So when they prepare the room, they will change all the things in the

room to the white ones, the curtain, the towels, the gown, the cover of the sofa, and even
the carpet. Mr. Smith knows that the hotel respects his habit, so when he arrives, he will
check the room carefully before he sits down. The housekeeping department also arranges
special housekeeping plan for him, requiring that the room be cleaned repeatedly every
day. The manager will arrange a most careful housemaid to clean the room and requires
that the housemaid not touch or move any personal things of Mr. Smith. Mr. Smith al-
ways says that he has stayed in many famous hotels in the world and only The Peninsula
Beijing can satisfy him.

&
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This is a typical case of personalized service in hotels. The Peninsula Beijing requires
that all the staffs carry out the service standards strictly and helps them to form a good
habit of keeping to the standards consciously. Meanwhile, the hotel encourages the staffs
to use the standards flexibly, which makes the daily operation become personalized serv-
ices. If only considering the economic benefits, the cost of receiving a neatness freak is
much higher. But The Peninsula Beijing emphasizes more on social effect and this is one of
the reasons that the hotel can keep its fame in the area. Good social effect can lead to long-
term economic benefits.
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Unit 1

Room Reservation

Introduction

Room reservation is one of the duties of the Front Desk. But now many hotels have
separate reservation desk which is also called Back Office. It requires that the receptionists
have good spoken and written expression abilities and be familiar with the room status of
the hotel and the procedure of room reservation. Guests can reserve rooms by telephone or
e-mail. They can also book online or come to the Front Desk to reserve a room directly.
The procedure of room reservation usually includes eight steps.

1. Receive reservation,

2. Record information such as the date of arrival and departure, the number of peo-
ple, the type of the room and the number of rooms.

3. Check the room status on computers.

4. Feedback and take records of the guest’s name, the telephone number, or the ad-
dress.

Confirm reservation.
Express your wishes.

Fill in reservation form.

® N>

Prepare to receive guests,

Task of the Unit

A big company will hold a conference in your hotel. Mr. Yang, the director of the
company, comes to book rooms for their guests. The conference will be held from October
10th to October 12th. The number of the guests will be around 110 and 57 of them are fe-
males. Some of the guests may stay for sightseeing after the conference, but the number is
uncertain. The company needs a room for conference arrangement. The room rate is 368

RMB per night for double rooms and 358 RMB for single rooms. There will be some dis-
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count if Mr. Yang negotiates with the manager.

Requirement .

1. Please work in groups to simulate the reservation, using the words and sentences
given in this unit. Six to eight students can be in one group.

2. One student from each group introduces the work of the group. Two students from
each group give the class a simulating conversation.

3. After the show, students from other groups ask questions and make comments.

Assessment ;

The assessment will be done by the professor, the group, other groups and the

student himself/herself, using the assessment form given in the attachment of the text-
book.

Conversation 1. Making a Reservation

(R: Receptionist B: Mr. Black)
R: Good morning. Jingjiang Hotel. Room Reservation. May I help you?

B: Yes. I’d like to book a room from 15 to 20 of September.

R: What kind of room would you like, sir?

B: A suite room please.

R. Please wait a moment. I’]l check the room available for those days.

Thank you for your waiting, sir. I’ m sorry, but we’re fully booked for suite
rooms. Would you like to have a double room?

B: It is OK. What’s the room rate per night, please?

R: 268 US dollars. Will that be all right?

B. Yes, that will be fine. Thank you.

R: With pleasure. May I have your name and telephone number, please?

B: Sure. My name is Jack Black and my telephone number is 770-444-8980.

R: Thank you, Mr. Black, let me repeat your reservation to ensure it is correct. You
book a double room at 268 US dollars per night for six days from September 15th
to September 20th.

B: That is it.

R: Thank you, Mr. Black. We are looking forward to your arrival.

Conversation 2. Changing the Reservation

(R: Receptionist B: Mr. Black)
R: Good afterncon. Jingjiang Hotel. Room Reservation. May I help you?
B: Yes. I booked a room from September 15th to September 20th last Friday. 1’d like

to change the date of reservation.

4 mREE



Chapter 1 FrontDesk

R: Would you please tell me in whose name the reservation has been made?

. Yes, it was in Jack Black.

=

R. Please wait a minute. 1’1l check the record for you.
Thank you for your waiting. You have booked a double room for six days from
September 15th to September 20th. Is that right?

B: That’s right. I can not arrive on September 15th for personal reasons. Can I
change the reservation to five days from September 16th to September 20th?

R:. Yes, of course. 1’1l change your reservation to five days from September 16th to
September 20th.

B. Thank you very much. By the way, can you tell me how I can get to your hotel
from the airport?

R. It is my pleasure, sir. You can take a subway at the airport to the central park and
then take bus No. 5 to our hotel directly.

B: Oh, I see, Thank you.

R: You are welcome. Good-bye.

Words & Expressions

Front Desk ®iI/T

receptionist [ri'sepfonist] n. HH

FIT. free individual tourist W%

GIT: group inclusive tourist HIBAZE A

SIT: special interest tourist $FFENMBHEA
walk-in  REWAWRBEBE

VIP: very important person HZE A#Y)

reserve [rizawv] vt. 138, Wil

reservation [irezo'veifon] n. {£8,WiT
separate [ seporeit] adj. MMM ,45SFFE
expression [iks'prefon] n. ik

familiar [fo'milja] adj. BEH be familiar with sth.
status [ ’steitas] n R

procedure [pro'siidzs] n. BF

available [o'veilobl] adj. WI{24LHS,7THK
rate [reit] =n. &

service expense [R5 #K

arrival [@'raivel] =n. Bk

departure [di'paitfs,di'pa’tfo(r)] =n. BIH,HE
stay n. A EFEH.R

single room B A [8]

Zmm 5
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standard ['steendad] room FR¥EME,EBENKEARKR. RERENKEEEERT
XFp AR

double room KR : ZFERIKEBE —HKNAK, —BBAREINFFEAMLAFER
BEANKERAEE”

triple ['tripl] room ZAME:—MEFHABE=KBEAR, H=EEFRF AL,
BV HEE. BREFREBUESR KR RER D, £ LLTERA B — % 37 & K8 7 X k%
REAFRME—RZEFHEKRK

suite [swit] room ERE

junior [‘d3umja] suite IFHE(H]

deluxe suite ZEX4EE(R]

duplex ['djuipleks] suite I7{KZEEH]

presidential [,prezi'denfal] suite HZEEE[HE

handling [hzndli] room REAXE

inside room HNHEFE

outside room 4N R

corner room fi 5B

connecting room % ifi &

adjoining [s'd3oinin] room A4

cancellation [ kansoleifon] n. BIEWIT

Useful Sentences

1. Good morning/evening. Reservation. May/Can I help you?

BEGF/B L, XBRX X XBEZEBITH. EREEFAH TG
2. What can I do for you? /Is there anything I can do for you ?
REEHEH At
3. Hold on line, please. /Could you please hold on?
BEHEFEMEP), /HHE, 757
4. Please wait a moment. /Could you wait a minute, please?
EHE. /EHE. TG
5. Are you with a company?
BRAFBITG?
6. May I know your departure date?
-ERISNEE B EHR?
7. How long will you stay with us? /How long will you intend to stay?
HEEEILR?
8. How many people are there in your party?
HAT—HE LA A2
9. That will be four nights.

6 WREE



10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.

EREMERT R
22.

23.

24.

25,
26.
27.

28.

Chapter 1 Front Desk

11t Eeng: < ol
May I know the arrival date, please? /When do you check-in?
iE A R R A7
For which date? /For when?
WEITHRE?
What time do you expect to arrive?
BWRAJILEATLLE?
Would you like a single room or a double room?
I [ /R 38 IT 88 A 8] 38 & SUATR] 7
What kind of room would you like/prefer?
EEEE R AR R 7
Would you please tell me your full name?
HRIEHEZR?
And your address/telephone number, please?
T o] AR i b hk /FL TR 7
Here is a brochure of our hotel.
XA BRATHIE /AT
We’ll give you a 10% (ten percent) discount.
BINAENTRE.
We’ll offer tour guides complimentary breakfasts.
RINAERERERER.
May I know your company name and how would you like to settle your payment?
IR R 2 B 2 FR B AT s 2

How would you like to guarantee your reservation?

May I take your credit card number or guarantee letter for the guarantee?
FREEHEARSHRERELERENER.

How would you like to make payment?

R A AT AT K7

I’m sorry, but the hotel is full on that date. We don’t have any room available
for that week.

M. ARBEECLEFHRT . FARNCLBEFHET.

We have a single available for those dates.

AT B ATE A — 2 A W] DAEE 2 HT .

It’s all right for the next week.

THEMEARE,

We do have a vacancy for those dates.

B B o [E] R ATT AT DABE R FAT .

Yes, you can have a room on Saturday.
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29.

30.

31.

32,

33.

i, BN ERT LT 5 .

I’m afraid we won’t be able to guarantee you a room after the 16th. We usually
have high occupancies in the peak seasons.

B +AEBRITARRRIES B ERMA G, BB BRI AR .
I’m sorry, but we’re fully booked for single rooms. Would you like to have a
double one?

MAEKRMNUBEAFNCEITHET , AEITARE AR

Service is not included in the room rate.

BEBRABEEFRE.

Above rate is subject 15% service expense.

P ERME I IS RE 2.

Mr. Black, let me repeat your reservation to ensure it is correct. You book a

room...

TR T RIBETA— T BT RA . EHT T — B
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Check-in

Introduction

The Front Desk is located at the conspicuous place in the hotel. 1t is the first depart-
ment that guests get in touch with when they arrive. When receiving a guest, the recep-
tionists are required to be familiar with the reception procedure, the work content, the op-
erating method and the computer system. They must have marketing skills and know at
least two foreign languages. Before starting to work every day, receptionists must get in-
formation on rooms and reservation status, and then make room distribution plan correct-
ly. They must also prepare keycards, welcome cards and registration forms in advance.

The working procedure of check-in has ten steps.

1. Greet guests.

2. Ask the guest whether he or she has a reservation with the hotel.

3. For the guest having a reservation, check the record in computer for confirmation.
For the walk-in, sell rooms,

4. Ask the guest to show his or her identification.

5. Ask the guest to fill in the registration form or list.

6. Ask the guest about the way of payment.

7. Form the check-in record.

8. Give the room keycard to the guest.

9. Call the bellman.

10. Express wishes.

Task of the Unit

Work in groups with six or eight students and visit at least two hotels in the local cit-
y. Watch the work of the receptionists and talk with them about the job at the Front
Desk.
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