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Chapter 1
Front Office B JT IR 5%

The front office is the window in hotel service. It plays a very important part in

modern hotels. There are lobby and general service counter in the front office depart-
ment. Lobby is the place where customers register, rest, have meetings and check out.
The general service counter is the place where customers register, account, enquire, ex-
change foreign currency. Front office can also be named general service office or lobby,
which is in charge of the sales and promotion of hotel service. Many services are provid-
ed in the front office, such as room reservation, registering, enquiring, telephoning,
ticketing, luggage, and checking out. The efficiency and quality of front office service
represents the overall hotel service standard. Usually, there are division manager, su-
pervisor, captain and attendant in the hotel.

RITERREE RS HE O, EERREELREFFEZNER. fiTH
AEEGY: RKITRMERFE, KTREFAKIL, hE. SFMEKKHT . SR
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FERFAGIL., K, B, SHRRKMT . 56 XHRIERE ERKE
B, AREHEERTRERS, AEARMITE. &g, WiR, &, TR,
TZEURBEE—FIRSE . MENRSHEITRARETENBEKT, B
EREEAERNIZE, X8, SHMRSE G,

Unit 1 Room Reservation %% 2 Hiil

Unit Aims SpICB4R

@ How to make a phone call for room reservations i L IETIT &5
@ How to receive room reservations YHMAJERZ BT
@ How toconfirm room reservations A/ AE BT

Task Settings {F Q=

L BRARENMRAEHEIENZEFTITR Rosy, #3|—AI% A Mr. Martin A
REITRMETE, ERIT—RZERSFE, EXAORALE, HERFHRRIE
iT. EEU_ EAEHTDAITE, R—BRERESWE, HEHE LR

2. BFHREREEEBERNEFBITR Emma, T4 3 QEMNGEREA
David Jones fEWAJE BT R B, ERABHERFENBERNMMITT A4 HE21 BY
PR 10 2, MABITSWE—H, HRU EAFHT/PAITE, Ribl—B#H
BaE, HERERR.

New Words 18 848

reservation [ reza'veif(a)n] n. FiT, W4

reserve [ri'zarv] v. FIT, T

prefer [ pri'far] . (HLEER) B (MAREIK: )
availability [ o,veilo'biloti] n. F[F|FH, "153)]

available [ a'veilab(2)1] adj. EIL%%@JB‘J, a] DAL #
book [buk] ». FiT

fixed [ 'fikst] adj. [EER

recommend [ reka'mend] ». #FF

suburb [ 'saba:b] n. FX

downtown [ 'dauntaun] adj. B XK n X, FiHOR
client [ 'klaiont] n. Fi%, &P
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Important Phrases fgiE%&

look forward to BAf%, B face-to-face T XA, FiH

the booking system Fi1] & 4t bear with me. Wil.0228%, BRH %
front view IETH, FH, RIS rear view [, PHMH

in advance g, AT a couple of days JLX, =W X

in that case ARFEHITE, BRRXHE, 7EAMFLT

be full up T, EHT business section Fl X

Practical Dialogues SR 1E
Dialogue 1
A Telephone Call Reservation RLiEHiiT

R = Reservationist G = Guest

R: Good morning. Shenghua Hotel. May I help you?

G: Yes, I'd like to reserve a room, please.

R: That’s fine, sir. For which date?

G: From Sep. 9th.

R: For how many nights?

G: For three nights.

R: How many guests will there be in your party?

G: Just my wife and myself. So I prefer a twin please.

R: Hold the line, please. I'll check our room availability for those days...

Thank you for waiting. We have twins at RMB 680 Yuan and at RMB 1, 000
Yuan. Which would you prefer?

. I'll take the one at RMB 1, 000 Yuan.

: Certainly. May I have your name, please?

¢ It’s Bill Clinton. B-I-L-L C-L-I-N-T-O-N.

: Thank you, Mr. Clinton. May I have your phone number, please?

: Yes, the number is 0314 - 2376870.

: I'd like to confirm your reservation. A twin room for Mr. and Mrs. Clinton at
RMB 1, 000 Yuan per night for three nights from Sep. 9th to 12th. My name is
Lily and we look forward to serving you.

G: Thank you. Good-bye.

R: Good-bye.

A Q=R Q@
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Dialogue 2

G:

A Face-to-face Reservation BiHTAiT

Reservationist G = Guest

R
R: Good afternoon, madam. Can I help you?

G: Good afternoon. Do you have any rooms available?
R: Certainly, would you like a single or a double?

G; I'll take a double.

R: And how long will you be staying with us?

G: For one week. From October 1st to 7th.

R:
G
R
G
R
G
R

Let me check the booking system. Bear with me.

. OK.

: Would you like a front view or rear view?

: A front view, please.

: Would you mind filling in this form and paying one hundred Yuan in advance?
: Sure. Here is one hundred Yuan.

: Thank you. Here is the receipt for paying in advance. Please keep it.

That’s very kind of you.

Dialogue 3

P!

P}

Fully Booked 75 EL T

Reservationist G = Guest

: Advance Reservations. Good moming. Can I help you?

R
R
G: Yes, I'd like to book a double room for a couple of days.
R:
G
R

When will you be arriving?

: Next week, from Wednesday to Friday.
: Could you hold the line, please? I'll check our room availability for those days...

Thank you for waiting. I'm afraid our hotel is fully booked on those dates.

. That’s too bad.
; Is it possible for you to change your reservation date?

: The date is fixed. But could you recommend me another hotel which won’t be

full up?

: Yes, of course. Where would you like to stay, in the city center or in the suburbs?

: I prefer a place close to the city center because most of our clients’ offices are in

the downtown business section.

: In that case, I would suggest that you try Yunshan Hotel.
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: Do you know any information about their room availability?

: Sorry, we don’t. I can just tell you the telephone number of their reservation office.
. OK.

: I's 0314 —2099888.

: Thank you very much. I'll call them up. Good-bye.

: Good-bye. Hope we can serve you next time.

Professional Routines {T\VEiE

I. Finding out what the guest wants T X ARiTER

1.

What date would that be?
WRIITFEA 2 8f[A] ?

Which date would that be?

For when?

Which \date?

When would you like to come?
BT SR AE 7

For how many nights?
ALK B

How long will you be staying?
HRIEHEL AT

A double room or a standard room?
XU [6] 3 R v ] 7

May I have / know/ get your name and your telephone number?

BEE TR A RIS SHEY?

II. The reservation can not be made AEERLT

1.

Im sorry, madam. But we have no vacancy today.

MAR, &t SRBITBEEZHET .

Pm afraid we're fully booked up at the moment.

R, RIMNAEBEZH.

Unfortunately, all rooms are taken.

TR, FIANZEHEHEITHRT .

I'm sorry, sir. I can’t book you a room for 15th of June. Is it possible for you to
change your reservation date?

XIARE, S, RABEREHIT6 A 15 HWEF. 7T AR LIKARITH
Wiwe?
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5. Sorry, we don’t have a single room available. Would you mind a standard room?
AR, BITWHRNET . FRHERTTLAE?
M. Giving the information about the room rate 4415

1. The standard room costs 968 Yuan per night.

PR 5385 968 T,
2. RMB 668 Yuan per night including breakfast.

668 oo, HIERE,

3. The price for a minimum of 5 rooms is 15% off.

WMRAITS [/, BT LIES 15% RIRE,
4. There is a 20% deduction for a group reservation.

HIBATRIT 8 37,
5. A double room facing south is 170 US dollars.

TH B U ALE] 170 35T,
6. The total cost would be RMB 1, 080 Yuan.

—IEHH/ART 1 080 T,
IV. Answering thanks [B]Z{th A Bi5t

1. You’re welcome.

MER.
2. Not at all.

XEA 4.
3. It’s my pleasure. / My pleasure.
XRBMFEE,

4. Don’t mention it.
HBAEL Eo

5. That’s all right.
XEA 4,

6. No trouble at all.
— B MARRRS

7. I'm glad you enjoyed it.
HRRNAR R

Supplementary Knowledge ZiR3#08

1. EREEAER
1. B A8 single room: —[B] AN 16 ~20 SFJ5 KK B5IE], A TLA: fB] A At
MR EEHR, FHR—KEBEAR,
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FRAE[E] standard room: BN RBEHKHE AR (twin room) H— KA R
(double room) FJRYPRHENR], XFENFHERFERMEARKRERE, &
A he A A

BE4E 8]/ B 4 18] deluxe room /superior room; 55 PN 7K LA KRB — T A
K, BHEEES. BNIRELRERSIRE, TMEE R —&,
% %5 8] business room: FRIRBHIKE AKRE—HKIAREK, BRI LM,
WREEFEANTR,

{TIBLE executive room: £H—IKIAIR, MG EBEM I —-BZ, FF
AL MRS O, mHET,

E 6] suite: S/ PR ERBE B AL 0y B3 E) (R T4k ) A H A0 B I 5t )
Hilo

. JUEid double suite: —MLRAFHIFINEN: —RARESEE; H—MREEE,

MR TR B A BRI — TR AR . BRI B3 IRITE A RISk A
HEEIE composite suite; XE—MIRFEFTEL1ZITHFR, B9 FER
A TN, FRBEFANTTREER; ARdEAIHSNRER
MEEAR; WA K EHESKEE AR =15 RIHR.

£ E I8 more suites: HZZHEWMEZFMEAR, HEWMEME £ DA
REEEE. BIT. MAZERESE, BFMEARERERARK,

B R E 8] superior suite: H-LE/N\EFHBMENR, EBA/NMEE, W
NENERTF, BLTAERSF, REET. BF. SR, HRE. &
TE., BETFEBRE, ANEAEERNIER,

SR EH duplex suite: BHELE, MTHEHAR, R ELNE=E, HEAK
A, BRERHEEARK—KNAKR. B TFTRELERFSEE, ENFA
Eshh &, R AR YK,

. Other room types H i = &) J¢ &Y

garden view room Bl & 5H
sea view room g5 &

honeymoon rcom % H &
deluxe criple room B¢/ = A 5

deluxe business room FEAER 55 deluxe chess room ZXAEAL 5

Intensive Exercises ¥5i%4k>)

I.

Try to remember

a triple room = A F5 cancellation BUjH
special rate {ii B4/t a maximum price B4t
a minimum price F{K4" flight number fiBE-5

inn /N JE face south H{Fg

007



008 | JEIFEAR % 3KiR

appreciate BXE, RS a complimentary buffet breakfast % 3% § Bh &
fax fE H discount ¥T#H7
initial ¥4 KE T FZ in the name of... Lf------ % X
II. Complete the following dialogue
C =Clerk G = Guest
C: Room Reservations.
(EEBHH AT TH) 7
G: Yes, I'd like to book a room for my boss, Gary Brown..
C:
(i, FEERITH MR, BARTERRAR)?
G: A double room with bath. (MrEREL)?
C: I's RMB 500 Yuan. (BAITHAEZAR)?
G: A week.
C: (BT R ) 2
G: From August 10th to 13th.
C: (58, %4,

p!

— B RERNA LGN, SERM8 A 10 HE13 H), Am I right?

: That’s right. Thank you.

(REXS), We're looking forward to your coming.

Evaluation Model T4 E#}

VE4 L e 2 BIHESH
A B C D (88510 43)

HENE | FEMFERF

NERLFH

PIEh . AQld

EERE | BiAEAER

EHE. BR. B

ikt

R, HAFR
ERE
B&iEE

B, afF

EEBTE | HRBE>05, REF>804, M >704, B <704
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Unit 2 Bell Service 172=fIR 5%

Unit Aims BcB¥x

@ How to receive a guest JMAEEFRE A
@ How to show the guests to their room {{aJH7 40 % A 2 5ria]
@ How to offer special service to the guests {14 %JKA%@%*’?ID‘EH&%

Task Seftings fE&8 2=

1. BRAREA RIETNE 172 5 Peter, @R T KWL ABENE A M.
Martin, ZAH 4 4172, HERBBEWIT. HFRU EAFHTPAITE, SHfkl—
BifR &S, HEP ERHE,

2. BRRREITZER Jack, ZEZ& A Stephen Nobel S fpBSE AEFEE/E, #
EABGERZRE, RN BRERRE. HHU EANEHRT DAL, &
H—BiERSE, FEILRH,

New Words 13 £E48

bellman [ 'belman] n. (HREF/LZITERN) RFE
baggage [ 'baegidz] n. 7%

post [ paust | n. #:F; HANZ, Rifi

tire [ 'taio] v. S5,

suitcase [ 'surtkeis] n. WRITE, FHEMH

valuable [ 'valjub(a)l] adj. REM, HMEN; n BREDH
breakable [ 'breikab(2)1] adj. Z#R
content(['kontent] n. NEY, P

elevator [ 'elaveita(r) ] n. HBES

restaurant | 'rest(a)ront ]| n. &JT

actually [ '®ktfusli] adv. SLfR L, SEFEH

keycard [ 'kizka:(r)d] n. REFE

Important Phrases S8 2%

the Front Desk=reception desk Bijf5, 4k  check in IpHAfEFEE

009
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show sb. to some place 3 A F5H a bottle of —Jff++----
I'm afraid... Z4g------ (FHIER) no problem?ﬂl‘ﬁ]ﬁ
by the way JOUEF—F After you, sir. %k, W,

My pleasure. AZX,

Practical Dialogues fS® &S

Dialogue 1
Greeting a Guest on Arrival B:5RIRIBLERYZE A -
B =Bellman G = Guest
B: Good evening, madam. Welcome to Chengde Hotel.
G: Thank you.
B. Are you checking in?
G: Yes.
B: May I help you with your baggage?
G: Yes, thank you.
B: Is this all your baggage, madam, four pieces?
G: Yes. That’s all.
B: Please, this way to the Front Desk for check-in. I will put your bags by the post
over there.
G: I see, thanks.
B: Did you have a nice trip, madam?
G: Oh, it was very tiring.
B: ’'m sorry to hear that. I will show you to your reom when you finish checking in.
G: That’s fine.
Dialogue 2
Showing a Guest to his Room ;5% A\ Bl 4]
B =Bellman G = Guest
B: Good afternoon, sir. I'll show you to your room. You have three suitcases and
one bag. Is that right?
G: Yes, that’s right.
B: Is there anything valuable or breakable in your bag?
G: Yes, there’s a bottle of whisky.
B: Could you carry this bag, sir? I'm afraid the contents might break.
G: Sure, no problem.
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: Follow me, please. Watch your step, sir. Your room is on the 16th floor. Let’s

take the elevator over there.

. OK. By the way, on which floor is the restaurant?

. That’s on the 3rd floor.

: OK. Actually I need to go to my room first, so the 16th floor please.

: We're on the 16th floor. This is your room. May I have your keycard, please?
: Yes, here you are. (Open the door)

: After you, sir. May I put your suitcases here?

: Certainly. Just put them anywhere. Thanks a lot.

: My pleasure. Hope you enjoy your stay with us.

Dialogue 3

=

Hiring a Taxi Jgig %

=Bellman G = Guest

B
B: Good morning, sir. Can I help you?

G: Good morning. Can you get me a taxi?
B:
G
B
G

Where do you want to go?

: I want to go to the Great Wall for sightseeing.
: Single trip or round trip?
: Single trip. But do you have any idea how much I should pay the taxi driver for

the trip?

: RMB 50 Yuan to 60 Yuan would be plenty to cover it.
G:
B:

Thank you for your help. Have a nice day.
Thanks. You too.

Professional Routines T/ =S

1. Inquiring the reservation ifj o) $ii]

1.

Have you made a reservation?
EWIT B E

Have you reserved a room?
BTG

Have you booked any rooms?
HITBE R T e

Do you have a reservation?

AT



