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English for Front Desk Service
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1 - 6 Handling the Complaints

1 -7 Answering Guests’ Inquiries
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1 -8 Checking Out
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® Learning Objectives %3] B#x

After finishing this task, you will be able to:
- ask guests’ information about booking rooms

- offer help to guests

® Hotel Situation {FESA




® Working Procedures T{E#2F

Before booking rooms for the guests, please read the procedures carefully.
“/\“
1) Greet the guests

2 Askthe guests the reservation information

@

-

Search for the room available by the computer

4 | Get the detail information from the guests
5 ) Confirm the reservation
I,
6/' Express your wishes
f F\\
‘ 7 Form the reservation record

® Working Knowledge T {EHIA

1. When making reservations, you should ask the guest the following information:
® The date of arrival and departure
E NPy ISy i RN ]
®  The number of people
5 AEL
® The room type and the number of rooms
& NFITEE s RN 55 (P14
®  Special requests

B K

2. You should also confirm the followings from the guest:

® The name of the guest or name of the group
INEEPNS] 817

® The guest’s telephone number
ANER AR HLE S

® The contact name and his telephone number

YN Y G R =y
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3. Polite language is commonly used i the hotel situation below.

Situation

Polite language

Ask for information

“May 1..” “Could you..."

Make requests

“Would you like me to ...” “Shall I...”

guest says

If you don’t understand what the

“1 beg your pardon.” “Pardon me?” °

| understand. Could you please repeat that?”

*Sorry, 1

don’t

4. The form below are room types and ther corresponding Chinese names.

A JA] Single Room WSSEN Business Suite
NZN L] Double Room 1THER] ExectIive Suite -
A Twin Room LR Deiuxe Suite 7 -
= AJH Triple Room B ER Presi;ie;mal Suite

I EE ] Junior Suite AR R Deluxe Sea-View; 7R00m

® Hotel Task EEEFH

Suppose you are Kelly, now you’re going to book rooms for the guest. Please

perform the task according to the hints below with your partner.

I R 72 George Brown, # & F1E F 2 I~ M bz,

REFFITRRIBER L9 mElE.

>
|

N IREFITR Kelly, RIEZESEBIERITLS.
-

» Words to Know

L%iﬁiﬁfﬁlﬁi‘ﬁﬂ—fﬂﬂklﬁl, FiElA3 A6 HEQ |
- ;

w31 B

reserve ol fiT reservation n. T
confirm vt. A available adj. AT AT
spell . 5 prefer vt BFEX
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room rate B arrival date EixBHH
departure date BB look forward to HF

> Useful Expressions

1. Helping the guest book rooms #B)% A Hiil ;i
(1) Room Reservations. How may/May I help you?
(2) I'll check our room availability.
(3) I'd like to confirm your reservation.
(4) We look forward to serving you.
2. Asking information about booking rooms H[n]Z A FliTH{5 R
(1) For which date?
(2) How many guests will there be in your party?
(3) What kind of room would you like/prefer?
(4) How many nights are you going to stay?

(5) May I have your name and phone number, please?

3. Explaining room rate fi# e
(1) We have a twin room at $180 per night. Will that be all right?
(2) A single room is $80 per night, with a 10% service charge.

® Activity iBES &%

Look at the pictures below and write down the names of room types.
ML T 69 B R 5F 5 b e A g 3K LB AR,

Picture 1 Picture 3

Picture 4




Suppose you are a clerk at the Room Reservation. You're now receiving a reservation.

Practice asking the reservation information according to the words in the board below.
RIXARAR & TR IRSG T, IRERZTBEAGTIT, KRBT @GR TIE% T4
B BAH X FRITH 15 8

="/ = ' .
Name ﬁ“:‘r/ Tel. Room
? ? Type
Y | Arrival| ( N, \ | Length
‘ 'I'i‘m(- D [::/Lnf:‘\‘lga‘)
Hotel Tips ©
T 5935 34 36 005 S 1A i N Hotel Group Introduction
1. BHBRE BRI 4 A (Intercontinental Hotels Group)
2. A R s S A 2 ) ( Hilton Hotels Corporation)
3. JISEEBRI 0 A2 vl ( Marriott International, Inc. Hotels)
4. YUBLIEIBRIG % 414 (Hyatt Hotels & Resorts)
5. deAEVE )5 )5 A PR AR A ( Best Western International)
6. ZLFFEPR A ( Cendant Corporation)
7. OLEEI L E BRI S A ( Kempinski Hotels & Resorts)
8. wk ik ) [EBRIE i A ( Starwood Hotels & Resorts Worldwide )
9 (ACCOR)

10. 75 K5 LRI S 1A (SHANGRI-LA Hotels and Resorts) rd

AT




® Task Evaluation {F%&iE {4

Criteria & © & Comment

Pronunciation and intonation
BEEMIEH

Vocabulary reading and spelling
L HHE
Communicative competence
EEXIREED
Service skill and performance

fREHRESRA

Cooperation
BIERED




What I have learned from the task:

The best part I have learned from the task;

FFAGRSE IS, RFIRIFIHS

The improvement | need to make after learning the task .

SEARALS I, s Tk a5




Checking

HHw NN IC

® Learning Objectives ¥ B#5

After finishing this task, you will be able to:
- welcome and register guests

- reply fo requests for rooms

® Hotel Situation [§IES A\




