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Umnit 1

After studying this unit, you should be able to:
# make reservations
make introductions
start and encourage small talks
» make, receive and decline invitations
entertain visitors

have cross-cultural awareness in receiving visitors ®



RiF552bs

SRR .

You work in Helio Co. Mr. Skelton will come to your com-
pany from Sydney for a business meeting next Tuesday. Your
line manager calls you and asks you to be responsible for the

entire reception job. Discuss with your partner:

What are the typical stages of the reception?

Arranging accommodations

N\
Welcoming visitors
(1)
(2)
3)




Unit One

@ Communication Knowledge

The first stage of an entire reception job is to arrange accommodation for the visitors.
The following information tells about things you need to take into consideration when

making a reservation in a hotel.

Checklist for Making a Reservation

Number of guests:

Name: (my name and the name of the guests)
Telephone No: (mine for confirmation)

Duration of stay:

Type and number of rooms:

Service: (restaurant, entertaining activities, etc.)
Facilities: (conference rooms, shuttle for city tour, etc.)
The way to pay: (credit card, cash, etc.)

Task

You work in APD Ltd. Your company will have 15 guests (12 are female and 3 male) com-
ing from USA next Tuesday for a trade fair. They will be arriving in your city on Saturday,
12th November, and will be staying for one week. They will have a six-day meeting in the
hotel and a city tour on the last day. Please make a preparation list for making reservations.

Preparation Checklist for the USA Group



S

W5 2¥i

I

(\ Listening

In the following conversation, Louisa is calling Holiday Inn to book two rooms for her

guests. Fill in the blanks with what you hear.

Receptionist: Good afternoon! Holiday Inn. How can I help you?

Louisa: Hello! 1) . I need two rooms for my

R:
L:

FRCOERERE R

ol -]

: Naomi Singh and Andrea Koss... Right, no problem. 3)

: Sunday afternoon, 5)
: Exactly.

: OK. Anything else I can do for you?
: 0)
: Sure, on which day do they need it?

: Um... I’ m not sure about that for now, but I will call

: OK.Isee.
: Thank you very much. Bye-bye.
R:

guests in my name.
OK. May I have your name please?
Of course. My name is Louisa Kailer from KAD Computer System. 2)

?

4)

you as soon as I make sure.

Bye.

) Acting out

1.

Pair work. One is Kim Wilson, calling to Plaza Hotel to make a reservation. The

other is the receptionist. Finish the following conversation with the hints in the brackets.

Refer to Appendix I if you need help.

R = Receptionist K =Kim
R: Hello, . (tell hotel name, offer help)
K: Yes, .I’d like to for

(tell your company and name, express your intention to book a reservation)



Unit One

R: Fine, sir. ? (ask about the duration: arriving and leaving)
K: . (offer information)

R: Well, no problem.

K: By the way, ? (ask about the price)

R: . (offer information)

K: What is the room like?

R: . (offer information: with window sights, face garden, with iron,

and hairdryer in the room.)

K: . (make comments and ask for further information)
R: . (answer the question)

K: . (say will call again and ask the way to pay)

R: Credit card.

K: OK, I see. Thank you very much! Bye.

R: Good-bye!

2. Pair work. Make a dialog of making reservations. Refer to Appendix I if you need

help.

Mrs. Louis Scott and Ms. Bates Saans are invited to your company for a very important
business meeting. Your line manager asks you to book hotel rooms for them. He also em-
phasizes that these two guests are VIPs of your company, and you should try to arrange ev-
erything appropriately without consideration of the expenses.

@ Cross-Cultural Focus

Number 13

The number 13 is considered unlucky in many countries in Western Europe, North America,
and Australia. Therefore, things connected with 13 are to be avoided such as the 13th day of
the month, especially if it is a Friday. Floors in tall buildings often skip from 12 to 14.

For Christians, the number 13 also brought bad luck. The negativity of the number 13 is
predominantly thought to have been derived from the Biblical narration of The Last Supper
where Judas Iscariot became the 13th guest to sit at the table and would later betray Jesus,
leading to his crucifixion.



