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Service Position AR5 & {iL

The Front Desk / Reception Desk/ Front Office / General Service Counter ( H 3 4 Hif
L. E 4RSS € )is not only a very important position of the Front Office Department,
but also the hub of activities of the hotel. It is mainly responsible for selling the products
and services of the hotel, and dispatching the operation of the hotel. The service effect and
the service quality represent the whole level of the management of the hotel. The Front
Desk is called as “Nerve Center” or “Open Window” of a hotel.

In most of the hotels. the Front Desk is located near the main entrance.

Skills and Attainments fRE e S5 &

The receptionists of the Front Desk need to complete the following main services in English:

Check-in for the guests or the group with reservations, handling walk-in guests; extending
the stay; changing the room; assigning the rooms; leaving a message; meeting the needs of the
guests, dealing with the guests’ complaints; giving the information that the guests want.

The Front Desk is the answer station for residence halls. If a guest has questions about hous-
ing, needs assistance. or does not know the direction to a new location, he will stop by or call and
ask the desk clerks. Sometimes, the guests will ask how to get to the hotel. So the staff of the
Front Desk ought to know how to get to it by car, by bus or by subway. Besides the courteous
and warm-hearted attitude, the receptionists must have the excellent English ability of services.
Only in this way, can they answer the guests’ inquiries, meet the guests’ needs and solve the

guests’ problems and deal with the guests’ complaints.

Key Words and Expressions

the Front Desk A3

hub (n.) s, A
room reservation BT

the FIT reservation o HiT

hotel product T8 ) 7 i
service quality i 55 o
dispatch (n. & wvt.) AR, Ab B
entrance (n.) A, KTTCED)
extend/cancel the reservation ZE K /B WUIT
walk-in guests BAETITHEAN
extending the stay HEfi

be knowledgeable about HWITE . T %
residence (n. ) &4, s
check-in(n.) AEFIE

room rate }%'m
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Check-in
M 55 Bifik 1 AfEBIC

Procedure of Service IR &% 12

Check-in for the guest

o Greet the guest.

e Ask the guest whether he has a reservation with the hotel.

¢ Find out the reservation in the computer for confirmation.
For a walk-in guest:
Check the reservation list for the vacancies in the computer, and introduce them to the
guest.

¢ Ask the guest to show his identification.

» Ask the guest to fill in the registration list.

» Ask the guest how to make the payment.

e Form the check-in record.

e Give the key card to the guest.

s Tell the guest that the bellman will show him to the room.

» Extend best wishes to the guest.
Registering the group that has a reservation

* Find the tour leader.

e Self-introduce.

e Confirm the group name and the number of rooms.

e Ask the group leader whether there is any change in the schedule or in the number of the
persons.

e Ask the group leader to help his members to complete the registration cards.

» Form the checking-in record.
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® Give the key cards and breakfast vouchers to the group leader.
e Tell the group leader about the arrangement such as:

The place and the time of the activities.

How and where to collect the luggage when they leave.

e Wish them to enjoy their stay.

Service Conversation 1
You Are Our Guests

R: Receptionist

G: Guest

R: Good morning. Welcome to China World Hotel. Is there anything I can do for you?

G: We'd like to check in, please.

R: Do you have a reservation?

G: I'm afraid not.

R. Please wait a moment, sir. Let me check the registration list.
Thanks for waiting so long. We only have a suite available.

G: What’s the room rate per night?

R: One hundred and seventy-five US dollars.

G: We'll take it.

R: How long do you intend to stay?

G: Two nights.

R: May I see your passports?

G: Certainly. Here you are.

R: Thank you. Please fill in the registration forms —your nationality, age, occupation,
passport number. and your signature.

G: OK. Is that all right?

R. Yes. Thanks. How would you like to make your payment?

G: In cash.

R: Would you please pay 150 US dollars as a deposit?

G: OK. Here you are.

R. Here is the receipt. Please keep it.

G: Thank you.

R. Here are your key cards and your breakfast coupons. Your rooms are on the sixteenth
floor.

G: Thank you.

7

My pleasure. You are our guests. Just a minute, please. The bellman will show you to



