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lesson 1 Courtesy #LiR

 Leading-in

i

=)

Courtesy is the manner we behave towards other people. It’s the way everyone
likes to be treated.

Means what

To be courteous is to be polite, friendly, understanding, respectful, smiling and
helpful. It is the extra effort we put into our job that creates a good impression to our

guests.

If not, then

Courtesy is an essential part of all our jobs in the hotel.
If there’s no courtesy, a guest will feel he is not getting the
kind of service that he expects and deserves, therefore he

will not return.

As greeting is the first contact that we have with the
guest, what we say will give the guest his first impression of
us, and of the hotel. A friendly voice and message will not

cost much, but will achieve excellent results.

The guest will also feel more important if we are able to
call him/her by his/her proper name. e. g.

e Good morning , Mr. Wilson.

¢ Good evening , Miss Smith.

We may also do this

However it is more likely that we do not know the guest by name, particularly if
we have not had any contact with him/her before. In this case, it is perfectly alright to
call him/her as follows:

e Good morning , Sir.

e Good morning , Gentlemen.

¢ Good evening , Madam.

3]
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* Good afternoon, Ladies.

And go on doing this

Having made this first contact with the guest, it is then courteous to show some in-
terest in him/her and add something pleasant. e. g.

e Good morning /a fternoon/evening.

e Howare you?

o Welcome to our hotel.

e Pleased to meet you.

e Glad to see you.

e Nice to see you again.

If the guests tell us that they are not feeling well, express some sympathy and con-
cern. e.g.

e I'm sorry to hear that, Madam.

And then ask how you may help.

W E

QO Dialogues

(C: Clerk G: Guest)
: Welcome to our hotel.
Thank you.

: Welcome back to Holiday Inn.
Thank you.

e e

How are you, Sir?
I'm fine. Thank you, and you?

How do you do?
How do you do? /Nice to meet you.

Nice to see you, Madam.,
Thank you. It’s nice to be here.

Pleased to meet you.

Happy to meet you too.

: May I help you, Sir?
Yes. I'd like to ask about the best food in your hotel.

QLo

: What can I do for you, Ladies?

Yes, we’d like to know where the nearest shopping centre is.

~
P
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% If the conversation develops, remember a few points:
——Always remain formal towards the guests.
——Always remain courteous towards them.

—Never discuss personal issues.

——Always try to help them as much as you can.

ﬂ Words & Expressions

courtesy n. F.3%; i#F§ behave v. %)F; R

courteous adj. BILIRBY; FEFR respectful adj. BAL; FHEH
essential adj. KFER); [EEHN deserve v. i, (B

greeting n. [a){®, FB0E achieve v. 53, 83); 52/
contact n. &v: ERR, TE; PR sympathy n. [@1I§; &)

concern n. &wv. FIN; P

é Exercises

1. You will see some cards with guests’ names written on them. Practice greeting

those guests with proper forms. e. g.
e Good Morning , Mr. White.

2. Respond properly to the following situations. Choose what you think right from
the list below. Sometimes you may have more than one choice.
(1) When a guest says “thank you”, your answer is
(2) If a guest apologizes, your answer is
(3) If you need to interrupt a guest for some reason, you say
(4) If you don’t understand a guest or you don’t hear what the guest has said, you
say-«SF.0 Pl
(5) When a guest asks you for something or asks you to do something, avoid Gk
1) using just “yes”, you’'d better answer the guest with
It suggests enthusiasm and a willingness to be helpful.
(6) Remember always to allow a guest to walk through a door or walk into or out
of an elevator first by saying
(7) When you show a guest the way to his/her room or to a restaurant, you
say
A. Please follow me, Madam/Sir.
B. You're welcome.
C. This way please, Madam/Sir.
D. Excuse me, Madam/Sir.
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E. That’s all right, Madam/Sir.

F. I'm sorry to disturb you, Madam/Sir.

G. Would you please repeat that, Madam/Sir?
H. I'm sorry.

1. Certainly, Madam/Sir.

J. 1 beg your pardon, Madam/Sir?

K. After you, Madam/Sir.

(( =+ Knowledge Expansion
HEAMERE (—)

¥E (UK ) ZEASMHEEAEIL. 2B IEE YN0 LR XE, TEERZ L
AW, MRS RS R, METHIR, IEFEBM, BURAXENRE BT,
PR AT m, A EAHAN IR, SR A BB, AAELMHBA. MhiE
ey, ZHFHBRERER., REALEHEET. 5%, HELESHE. ZEAL
BAM. 5, SAKEVMHHERFF. KRE, WHTEBAERKE. SHTHA
AR, FELEAEZ/RZME, BEH. FEFBUAAEREKNES. KEAARNSRKHE
GiFRh “English” (FEAEZ N, ADEMATTRR A “British” CRFIEIAD .

%E (U.S.A) EXEARLESSFHITEFL. ARBL. L8 ESm X
FHFE (KtEkmBLHFENIBEEERC IR . EEANEHFEEME, EA0]E
W, A, EXHEHAUARERERER., FAFLEPHRFE, EHEH
ZEHPMAIELERS. By EEN. 5XEARLR, sdaREAMEE
(EEANBER RN ; BEEKE; 2T NARSE; SHRIFKEM “&” F
ChfEMED; RHFIA “B7. “B” GERBTT “BEE, FaME” W ER.

mgX (Canada) IMEXKAKFZIBSEEMR, EHXE. RABRYHHLEKIE
g, bEsEar. SMHAIKIRE, BT ANARE; S¥MERXSEEH#HITHE, T
SEEEMNEE IS MERE; SRBAC M EFEE, JIRMEKRHEEX
MBEEXRE; SFRA “Z7. “A7. “B” SRhhmnE, EKREFEHRN “BRA
[” (senior citizen), ZEFIAFKBME, SREMZE; FEKOWE; AEEESTHE
i SFTHIEEEES; BIEEFE.

BAFIE (Australia) BWAF|WA M FFEZRKE, 507138000 EE—RFE
1=, RERENERK. RHBEELTAE - ANSEVIFHEAR, UREE, MflTHRASTF
B, ZMAMR. B, FMIIZRERENHEAFSFEERZIGE, WAER “AE”
MEERE; AR XIHERRTE GELHUA TRIE ; V.aX AR,

35E (France) HEAETEMRLEMLEFEN, DL “BREMEEAN mMER. BHEA
ST AR .. AL EtRE, A% FRE, EAFZIEANRE . ZEA
PROEFSERR R, MA15 AZERRANE, ERERMELE, BWRERR AR,
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EORTEMMEE R 2. MAITURE E R, GiFil, E0RE. MEEAREL T HE (R
th) . ZERET, BATHAARSE ., HHREN, EEASRKEATARR, FEERF
TEEhhER R T —iR.

f8E (Germany) fEEALEH, PFFsrat, WRTAERR, Eins, HIAE
BfTRY (GF. BR. W . EMEHEREESBRFE BRI, H#HTHR.
TR R, FEEAE, MKIPSR AR ERBARSHER. SEEALZIR,
ABATHAAFLE, W ERPEEES— 5K EABOA R, TR 23R4S,
EEARBEALRX AR BHEAIGE 5,



lesson 2 Offering Help R {L38HN

When guests arrive in a new country, or even a new hotel, they are often not sure
about the services that are available. Some will ask and some will not. Some would

rather wait to be offered help.

When & in which way

It is important to be able to see when guests need help.
They may look puzzled, or lost. Sometimes they may ap-
proach you. In all cases, guests must be made to feel they

are welcome.

In what manners

When you deal with the guests, remember to

look at them.

smile.

ensure that you look willing to help.

sound friendly and make them feel they are welcome.

show them that you care.

When offering help to the customers,

tell them what is available.

describe things to them.

——offer alternatives to suit the guest’s needs.

LR B B J

QO Dialogues

Dialogue 1
Giving Suggestions
(C: Clerk G: Guest)
C: Good morning, Mr. and Mrs. Smith. How are you today?

G: Fine, thank you. We are discussing what to do in the afternoon.
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: May I suggest that you go to the swimming pool or play tennis? We’ve got a nice

indoor swimming pool and tennis court.

I think we will go for a swim, thank you.

Not at all. Is there anything else that you would like to know?
No, thank you. You have been very helpful.

It’s my pleasure.

Dialogue 2

Recommending Service

(C: Clerk G: Guest)

C:
: Good, thank you, but I feel rather hungry now.

()

a oA

Good evening, Mr. White., How was your day?

: May I recommend somewhere for dinner tonight?
: Yes, that’s good.
: The Western Restaurant on the second floor serves all kinds of Western food. You

can go there and have a try.
I shall try it. Thank you very much.
You’re most welcome and I hope you will enjoy your meal.

Dialogue 3

Recommending Service

(C: Clerk G: Guest)

C:
G.
C:

G:
C:

Good morning, Mr. Wilson. May I help you?

Yes, please. I would like to know where I can get a quick snack.

Certainly. We have a coffee shop providing Western food and a snack bar provi-
ding local food. Both are located on the first floor.

Thank you. I'll go and have a look.

You’re welcome, Sir.

Dialogue 4

Introducing Facilities

(C: Clerk G: Guest)
C: Good morning, Sir. May I help you?

Cao

O a

: Yes, I would like to know what facilities there are in the Health Club.

: Certainly. We have a gymnasium, games room, sauna and a swimming pool.
: Thank you. I think I shall go there right away.

: You will find them on the third floor.

: Thank you again.
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C: You’re welcome.

Dialogue 5

Showing the Way

(C: Clerk G: Guest)
C: May I help you, Madam?

o

28

Thank you.
: Not at all.

P

Q Words & Expressions
available adj. TJ8ZI8Y, oTAEB
ensure v. {RilE, 1BR
alternative n. Eia¥); BFENR
snack n. I\IZ; [RE
be located... {iiF; £ s
health club BS{EFE
games room {HpHE

& Useful Expressions

May I help you, Sir/Madam?

May I suggest...?

May I recommend. . . ?

N T

é Exercises

1. Read the following typical responses according to the specif-
ic situations, then work in pairs as Student A and Student B to
practice. The teacher may help to set possible situations in the ho-
tel. Student A acts as the guest and Student B responds with the
suggested expressions. Students may change roles and partners.

(1D MYRAEW B & AN WEKRE, B B173h.

o Certainly, Madam/Sir. I will get it right away. (¥-HJ, &

. Yes. I'm looking for the ladies’.
It is just around the corner, on your left.

approach v. [@)----- Fif
customer n. [
recommend v. &
snack bar [REE5E
facility n. i8H8; 188
gymnasium n. B5E
sauna n. SR

Please let me help you carry the bag. /show you the way. /open the door.
Would you like me to help you? /carry that for you? /mail those for you?

Is there anything else I can do for you? /you would like to know?
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e Yes, Madam/Sir. I will take care of it at once. (&K, ZL+/fc4, Y LHHE
b3 )

(2) SR EABHEAE ER

e Sorry, I am not sure. If you can wait a minute, I'll try to find out. (X A#, F
AKWE. MRERF—-SIL, BRE EEERKD

(3) MIRAREW B & ANREKAT .

e I'm afraid it is against hotel regulations. (RY3X i3 f i85 BLE #Y )

e I'm sorry. We are not allowed to do this. (3FAR#, FHATAR ARIFXEEAM.)

e I'm sorry. I'm afraid we don’t have. ... Would you like to try...? (3 AE, &t
HARATRAT -+, BB — o3

2. When you are offering help, you may come across such typical situations, Prac-
tice in pairs and remember the right ways to respond.

(1) Asking for permission GGF3RiFA]).

Examples:

(C: Clerk G: Guest)

C: May I clean your room now?

G: Yes, go ahead.

C: May I turn down your bed?
G: I'd rather you do it later.

¥c Now practice asking permission for the following:

open the window.

clear your table.

take your order.

(2) Answering guests’requests for something ([N & AR,
Examples:

(C: Clerk G: Guest)

: Could I have some toilet paper (I44E, F4L), please?
Yes, certainly, Sir.

Can I have an extra blanket (¥, BF)?
: Certainly, Madam.

Can I have some more coffee?

gF o Dy

Certainly, Sir. One moment, please.

v¢ Now practice answering guests’requests for the following:

soap (AER).

clean towels.

i/



