i dny I

English for Hospitality Service

S
¥ s

| GET R R\ W 2y 5%

NIARG Aendsoy 10)

HSITON3

l
l
l il
el

l e e oy

_i !l

EZEL L%



it

PREW EFL % / M € AlER

¥ £ % st
1t 5



n ' T

A 5 R A0 AR e o PR A o X O R 3 N BB 0 B BEOR L B R IR R A A B R Y
B 0 B A R A 5 SR R T R T TR o 6 9 B B (R G TN B e ol A T LR
FHAS 452 370l %5 S0 8 085 JH 98 08 58 1L T AT 95 0008 5 389 S8 AR OC T IR0 RV ) F L 98 9 R OA
5 R0 9838 i LA R B A bR . A BT TR AR S A BISET UL L P P 22 B 4L fE
o R B AE 95 A SRR O b S ] 5 7 it O B T R ) UL iR S A

A A5 W hy JEOCHT 1 e A .

A% 3 3 A T I R R O ARt 9% R OC % b 0 L A T RFE O T BT A 3 IO B R OC Bk A
BHEEH .

EPHAWEAHEXEHEHBHIRESE THREEFBHE.
KR .8MA%, SINERBEIE. 010-62782989 13701121933

B &SRB CIP)HiF

R B/ R B LD AR, LT TR A, 2019
ISBN 978-7-302-53503-4

I. Qi 0. O Q- M. OWE—-FKHE—HH N. OF719.3

o [E R A P B CIP B 4% 57 (2019) %5 180106 45

HERE:. ¥ “-1%/;‘/
Hmigi: WEE /)
EwERY. 0 ///J%\&
|EDSH . ik )2
% &
HRE & 47 < 3 1 k2 A >§
4
0008«

7| fit . http://www. tup. com. cn, http://www. wgbook. com
i b b st AR KR A HE 4.1

#+ 8 #:010-62770175 MR n=0106278a2%
RS EERE 010-62776969, c-service(@ tup. tsinghua. edu. cn /
FRRE®.010-62772015,zhiliang(@ tup. tsinghua. edu. ¢cn ﬁ%

BT hup://www. tup. com. cn,010-83470410

Ep 3& &. =ik Ep % AT B2 A

% . SEIERE

I Z: 185mm > 260mm )] #. 16.75 F OB 402 FF

5] Y. 20194E 10 A 1 kR ED M. 2019 4E 10 H 451 WEN kI
T #r: 48,00 IG

PR . 072126-01



ABr 9SS H a9 2 55 IR0 0 8 PR N B R %l oE A B ATk Motk A B Y 38 32 PR
il 7 A i o S R a] R S B A O B L B L ok 2 A AE N R b T B A
o AT HEAE AT e Aotk A B RS IE T

ABEAR WS T RBRWE2E 8P ROBUT R L= % O R
Eo VRIK WY AR 5 M T AR5 #R a7 s Mk SR AT M B TN
ABERALUTILA T mA ST W7 7 035 QM 55 R 60 B i L 0, DL B 56 SCfE
JR& R Xt 3 T8 22 B b BT T 69 8 AL VR A TR S AR TR E . I E TG
B B R R AR 5.

A AR BAE LT ILA .

(D Blkte. ABLTTHMEHFRARF TR WEEREVEE RS EANEFELS®
rEce A DEN R ST F IR KR

(2) A7t A4 B0 AR B o 09 0 Ml £ 52 B iz 45 00 L MLV Y R 95 3t e A S ok Y R
% WM& 1R R BAT ML S B R R

(3) SCHItE. A LASE R B 27 o IR | 3 o 1% 3% o A ¢ 52 Br S A RE 7, JC 3 2 7 138 fig
J1 % b ) 3% RE ) A BH R RE ) .

(4) 2k, ABEsim . BA RS 7RIS 4 3001 B9 IR 55 S, B 4t A i 5 A
VAR BURIUAT LSS A OG5 ) B R L R B i (E A1)

A4S = 2 O T VLUV K PR ER AN (5 1~4 50) WL Tl K2##E F L O 13~16 F) 5 #l
= i hy W VTR 3 K L R 58 9~ 12 B0) (Bl (3 5~8 B) . AR A3 i 4 # 1< 300 I 38 40 G 3
HEF T BARBRERNEHRELE.

i T 4 & 7KOF A BR L A5 o R AT IR RS R 2 b A R E A A KSR AR IE .

w &
2018 4F 6 1 30 H



Chapter 1
Chapter 2
Chapter 3
Chapter 4
Chapter 5
Chapter 6
Chapter 7
Chapter 8
Chapter 9
Chapter 10
Chapter 11
Chapter 12
Chapter 13
Chapter 14
Chapter 15

Chapter 16

Key to the EXercises - rrrrrrrrrrrirriiniransresrssanasnsnneas

B Xk -

Reservation

Reception Be b assaas assaen ana bes dues anE el aesaes et dansanans

ConciErge sesessssnounues

Business Center

Chamber Service «--«--«-----

Information Desk -« ««-:--

Cashier -

Swrtchboard BE S BEE SEE A S A EeE BN B RS AR EEEAES IS AN EEAsas ENS S AEsaen AR NS EEs aEe B e

Banqueting & Conferences ----

Chinese Food

Western Food

Beverage Service

ROOM SErviCe  ccetstrrertactntansssanssasasassatsossssasssasssssassssssassssssssssssssas

Recreation Center

Shopplng T

Complaints Handling

+ 13

- 26

< 37

. 47

- 62

- 80

--- 0p

<+ 110

- 124

- 138

- 152

166

- 174

- 186

- 197

212

- 261



Reservation

Study Objectives
1. To have a basic knowledge of reservation.
2. To grasp the words and expressions used in reservation.

3. To handle the guests’ reservations and offer the information needed.

Lead in

For most hotels, Reservation is a department separated from the Front Desk. The
reservationists are responsible for receiving and processing reservations for accommoda-
tion. It may be the first contact that the hotel could make with the guests which will

leave an important impression on the customers, Think carefully and try to answer the
A :
N
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following questions.

1. What are the reservationists responsible for? ;
r

,ﬁéﬁ\fﬁ\and what are they?
e &
4

2. How many ways are there for us to book a room in
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v
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Part 1 Listening

Task 1 Dialogues. Listen to the dialogues and fill in the b}@g”wnh what
i

F 4
(Qt

you hear.

Dialogue 1
A: The Seashore Hotel. Reservations. What can I do for you?
B.: ‘

Dialogue 2
A: Good afternoon. Reservations, May 1 help you?

B. .

Dialogue 3
A: Good morning. Reservations., Can I help you?

B. ;
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Dialogue 4
A Is there a special rate for a group reservation?

B.

Dialogue 5
A: How and in whose name has the reservation been made?

B.

Task 2 Conversations.

Conversation 1 Mr, Charles Green is calling City Holiday Hotel to reserve a room. Listen

and fill in the blanks with the words or phrases provided in the box,

reservations settled single room confirm expect
what time front view look forward to how long per night
(Reservationist-R  Guest-G) OF % A0
R: City Holiday Hotel. Room . Good morning. LR ¥
P
G: I'd like to reserve a for Tuesday next week. A

o

&
R: That's fine, sir. A single room for Tuesday, July 8th, with a
or rear view?

: What's the price difference?

G:

R: A single room with a front view is 480 yuan , one with a rear view is 420RMB
per night,

G: I think I'll take the one with a front view then,

R: will you be staying?

G: I'll be leaving on Friday morning.

R: That will be three nights, sir. And your name please?

G: It's Charles Green. C-h-a-r-l-e-s, Charles, G-r-e-e-n, Green.

R: Thank you very much. do you to arrive, sir?

G: Oh, around 5 p. m. | suppose.

R: I'd like to your reservation. A single room with a front view at 480 yuan per
night for three nights from Tuesday, July 8th to Friday, July 11th. We see-
ing you next Tuesday.

G: Good. That has been then, Goodbye.

R: Goodbye.

Conversation 2 Jane Wood is a tour guide. She is calling to make a reser-
vation for her tour group. Listen to the conversation and {ill in the blanks

with the information you hear.

480 yuan per night per room, with breakfast
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Sorry to have kept you waiting. madam

What kind of rooms would you like

How much is the room rate, then

May I know how many people there will be in the party

May I book the rooms under your name

(Reservationist-R  Guest-G)

R:
G:

2 T 2

Good morning. Room Reservations. How can | help you?
I am calling from the International Youth Travel Agency. I'd like to know if you have

any rooms available for the nights from December 2nd to 6th,
I?

: 28,

PRRERT

: Just a moment, please. lLet me check...

. Twin-bed rooms with bath.

I can book 14 TWBs for you for those days.

: That’s good.

: Yes. My name is Jane Wood, J-a-n-e, Jane, W-o-o-d, Wood.

Conversation 3 A guest is calling the hotel to cancel a reservation. Listen to the conversa-

tion and fill in the blanks with the information you hear.

( Reservationist-R  Guest-G)
R:

FOFROFROFOEORD

. May I help you?
: Yes. s+ because the travel schedule has been changed.
: That's OK. Could you tell me i’
: Tom Black.
?
: T-oom Tom and B-l-a-c-k Black.
?
: From April 5th to 8th for three nights,
: Excuse me. Is the reservation for yourself or for someone else?
: It's for my boss.
: Well, 7
: Yes, it's Charles Green, and my cell phone number is 13934567890.
: Thank you, Mr. Green. » and his

deposit will be refunded back to his account in a week.
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G:
R:

Thank you.
It’s my pleasure. Goodbye.

Task 1 Work in pairs. Read and complete the following dialogue by transla-

ting the Chinese sentences in the parentheses into English.

(Reservationist-R  Guest-G)

R: Good morning. City Holiday Hotel. Reservations.

G: Good morning. (AT —E F A BE). That's the
11th of March,

R: Certainly, sir. (T BT LB 1 18] ) 2

G: Three nights. (REE—NF P WITHE) who is arri-
ving in Hangzhou on Tuesday.

R: 1 see. (W% P T B A KB B a2

G: AR R ).

R: Is that a superior twin or a deluxe twin?

G: X PR H A K 5D ?

R: The superior twin is 280 yuan per night and the deluxe twin is 360 yuan per night.

(B FRER A48 A Bh 20

G: I think I'll take the deluxe twin, please.

R: (AT IFR M B TF) 2

G: Sure. My name's Black, Tom Black.

R: GEEPE— T 4F1g)?

G: B-l-a-c-k, Black.

R: And may I have the name of the guest, please?

G: Mm. It's Elizabeth Williams. That’'s W-i-lI-lI-i-a-m-s, Williams.

R: Thank you, sir. (A] DL R RR G 00 s i S ) 7

G: Sure. It's 88772399.

Vocabulary

reserve vt. G752y T

book ot, & wi, BT wt. B GRARE VRGO BE %) T2y

behalf n. B3 44 AR B m

client n. K ;MHEA

twin n. XMLHGZ —; AR

superior adj. (EH HEDERM;:; EEHN » EHREME

Notes

1. on behalf of G Feeee-
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2. ... who is arriving in Hangzhou on Tuesday. b4 7 & — BB . be arriving 7F I 4bF
8K B L 25 B 8 £1 45 be coming/going/leaving 5§,

3. May I have your name, please? . a] B 7Eif] [0 & A 25 70t B R Z it 5 . Ml What's your
name? JXAF AR R 1528 JC B ARFL A, /S ke 4 A

Task 2 Work in pairs. Discuss and complete the conversation between a
guest and a reservationist by filling in the blanks with appropriate sentences

given below.

A, Could you tell me your name and telephone number, please
You can cancel up to five days in advance and we will refund your deposit
[ will check the computer for room availability

And what is your address. please

Mo oW

What's the rate, please

=

I'd like a room with a lake view if that is possible

(Reservationist-R  Guest-G)
R: Room Reservations. May I help you?
G: Yes. Do you have a double room available from April 21st to 26th?

R: Just a moment, please. 1 . Sorry to have

kept you waiting. Since it's the peak season now. all our double rooms are booked up
on April 21st, Would you mind having a junior suite instead? And from April 22nd on,

we do have a double room available for you,

[op!

o 9

'

r

For junior suite, the current rate is 650 yuan per night including breakfast, and for
double room, it's 480 yuan.

: That sounds reasonable, T'll take it,

Very good. 3 g

: Yes. it is Alice Green. (315) 8673-3589.

Thank you, Ms. Green, 4 ?

: It is 168, 5th Avenue, New York City, the USA,

Yes, so it is 168, 5th Avenue, New York City, the USA.

That's right. By the way, 5

A lake view room is preferred, OK,

Can I pay when I arrive?

PR PREPPR

Yes. We can keep the room for you until 6:00 p. m. on April 21st. If you want to hold

the room, we require a 500 yuan credit card deposit. 6

G: All right.
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Task 3 Role-play. Work in pairs and make up a dialogue respectively according to

the situations provided.

Situation 1 Michael Ford calls the Reservation Department. He wants to reserve a double
room, You may use the following expressions for reference.

—Reservationist

Room Reservations. How can 1 help you?

For which dates?

How many guests will there be?

What kind of room would you like?

Wait a moment. please. Let me check.

Sorry to have kept you waiting.

Could I know if you have any special requests?

—Guest

Want to reserve a double room.

Tell the reservationist that you need the room from March 3rd to 5th and there will be 2
guests.

Prefer to have a room with a street view Express thanks.

Situation 2 Mr. Smith comes to the hotel to revise his reservation. Please role-play the

situation with the help of the useful expressions provided below.

Reservationist Guest
How would you like to change it? My name is... I made a reservation...
So that's a family suite for... nights from... to... | Now I'd like to modify i1.

Could you pay 200 yuan more to guarantee your | I'd like to change... into,., and extend my reservation
revised reservation? for two more nights till...

Reservation

Since a majority of hotel guests make reservations in advance of their stay, the Reserva-
tion Department usually becomes their first contact with the hotel. To achieve its objectives
of profitability efficiency, and guest satisfaction, the hotel must have effective procedures
and systems in place to handle guest reservations.

On average. as to room reservation, there are five steps involved in the booking
process. First, requests {or reservations are received at the hotel through different means—
by telephone, fax. letter, and telegram—or made by the guest in person, which belongs to
Reservation Department. Hotels generally accept two types of reservations: non-guaranteed

and guaranteed. Non-guaranteed reservations are held by the hotel until a certain cut-off
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hour which is set by hotel policy. Rooms reserved in this manner are returned to the room
inventory after the cut-off hour has passed and can be sold to walk-in guest. A guaranteed
reservation assures guests that a room will be held until the check-out time on the day fol-
lowing the date of arrival, This type of reservation also guarantees that the hotel will re-
ceive payment if the guest does not arrive and does not properly cancel the reservation,

Second, when a reservationist receives a reservation request, he may first check the
hotel’s booking situation, forecast occupancy levels and room revenue, see if the hotel has
any vacancy during the specilied period and finally maintain availability to ensure that no
over-booking occurs,

Third, throughout the reservation process, information gathered about the guest and
his stay should be recorded if a room is available. This reservation record must contain
such information like guest name, address, telephone number, arrival date and time, and
length of stay, type and number of rooms, number in the party. rate quoted, guarantee
method, method of payment, guests’ special requests and the purposes of their visits. Once
the information is gathered and recorded, the Reservation Department will issue a reserva-
tion confirmation to the guest. This can be done by issuing a confirmation number over the
telephone or by sending a letter of confirmation. Both methods verify the information on
the reservation record and the guest’s needs.

Fourth, the reservationist maintains the reservation record by making any changes or
cancellations as needed. In the event of cancellation of travel arrangements due to any rea-
sons, cancellation of the room reservation must be made to the hotel in the first instance by
telephone and then in writing. Deposits may be returned at the discretion of the manage-
ment. but refund would be restricted to a limited amount. Cancellation charges will be ef-
fective from the time or date the hotel receives the guests’ notification in writing.

Finally, the reservationist produces management reports that summarize daily reserva-
tions activities. These management reports can also provide the other departments with a
forecast of expected occupancy. The forecast is extremely important, since it provides the
Housekeeping, Food and Beverage, and other departments with continuous information on
anticipated occupancies, thus permitting the heads of these departments to plan their staff

requirements and control their payroll casts,

Vocabulary

majority n. %

achieve vt HUAR ;K15 s SEBL ; T

objective adj. BWHYLEE : HARAY n HExR
profitability n. RFIGE T i ik

efficiency n. FE

procedure n. BIV: T4 2%

process n, B TR WS 5 TZHE

means n. Fig:FE
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fax n. &K

non-guaranteed adj. EAHBIER ;%A AHBREN
reservationist n. WTAL TAEAN B

request n. EKTHE

forecast vt W EUM o WG S
revenue n. (EZEMD B (4 M 0 7= %0 28
vacancy n., FHFEE AN
availability n. A%8;:H ;TR A
over-booking n. BT

quote vt. M5 v FIH:FR a0 BIH MM
issue n. [JR; RFTH ot RAT: M
deposit n. flE HFXRIES

refund n, BIGELEBE o BE L
notification n. G I H A A
summarize vt S5 BER

extremely adv. b ;IEH ;R

continuous adj. FEZER; BEfRRY

Phrases and Expressions

make reservations T

in place I Y s AHPRAY s 7E Bl Y 0L

on average S¥:5P 3i)

as to xF

in person FHAEAN

walk-in guest M EE

in the event of R R T —

in the first instance ER—F:H%

at the discretion of :: R BR o E

cancellation charges TE T2

management report PR

Proper Names

Reservation Department BT
Housekeeping Department % B i
Food and Beverage Department B

Task 1 True or false statements. Decide whether the following statements

are True (T) or False (F) according to the text.

1. The Reservation Department usually becomes guests’ first contact with the hotel. ( )

2. Hotels only accept guaranteed reservation. ( )
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3. Rooms with guaranteed reservations are returned to the room inventory after the cut-off
hour has passed and can be sold to walk-in guest, ( )
4. When a reservationist receives a reservation request, he may first check the hotel's
booking situation. ( )
5. Deposits may be returned at the discretion of the reservationist. ( )

6. Reservationists produce management reports that summarize daily reservation activities.
( )

Task 2 Questions. Read the text again and answer the following questions.

1. Why does the Reservation Department usually become hotel guests’ first contact with
the hotel?

2. As a rule, how many steps are involved in the booking process to make room reserva-
tion?

3. What is the first step involved in the booking process?

4. What are the two types of reservations the hotels usually accept?

5. When will cancellation charges be effective?

Task 3 Blank filling. Fill in the blanks with the words given. Change the

form when necessary.

confirm in person in the event of at the discretion of on average

achieve procedure vacancy instantaneous additionally

The vicar was given power to distribute money

I had seen her before on TV, but she looked very different when I met her

You can’t just do it however you like—you must follow

e W DD e

Death is in a fatal accident.

w

rain, the party will be held indoors,
We wanted to book a hotel room in July but there were no
. we request a deposit of $ 200 in advance.
Though highly respected for her writing, she never much commercial success.

The news my resolution.

6.
fis
8.
9.
1

0. During exercise. you should drink a halfl a cup every 15 minutes,

Task 1 Translate the following passage into Chinese.

Couplets (duilian) are a literary form native to China and a combined product of Chi-
nese national culture and Chinese folk culture. Unique to the Chinese characters both in

form and sense, they cannot be closely reproduced by any other phonetic letters. Each cou-
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plet consisting of two lines, they usually do not contain many Chinese characters, but cov-

er varied subjects, such as politics, economy, military affairs, history. religion. persona-

ges. mountain and water. and scenic and historic attractions. Dating from the Tang Dynas-

ty (618—907), they are a component part of China’s cultural treasure-house. Lots of well-

known couplets are excellent literary works.

Task 2 Translate the following passage into English.

B A d b e 42 R — At B KL U R BRSSO MR CE LB VR B R EX KA A

MR ECRARERHGRE RN EL. E—EFE2HENK.

wAEC

F5 8] 2 B
single

double
standard single
standard twin
superior double
deluxe single
deluxe twin
family suite
double-size bed
king-size bed

BERS

LN

O

LR N

A XU X R B
RPN
BB
FEHE TN IR By
KEED
WA
LRI UNY

one-star (economy) hotel

two-star (some comfort) hotel

three-star (average) hotel

four-star Chigh comfort) hotel

five-star (deluxe) hotel

®FHRRIERITAIT

suite

twin

standard double
superior single
superior twin
deluxe double
sea-view room
single bed

queen-size bed

— B RN
Z—ERIE
=REN
DY & EE 4R
HEEN

5
KU X B B

F ofE XU B
1= YN

T 24 U X R By
FETA B
5 55

N7 S
KGN K

EHFAHMRIEA T IT (Receiving a Guaranteed Reservation) f&ifi it A F 2 5e il Y .

1. Fi K (Prepayment) f£IEHI 1T . & AR AT 4 2 %0 5 2% .

2. {§HF (Credit Card) RIEFIT: IE FEAMGEHFS, REANEA L AT K KN
IEE IR W AT LA F R ABORSE AT . X R — R EE W BT .

3. #4 (Advanced Deposit)fRIETIIT : & A$RAT 2T — K955 %.

4. &6/ il (Contract or Agreement) {RIEFIT . )5 524 Al A PMUAE S, ik 2 vl BT Y
BB, B HAE R,
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wWREF
EERITREFRRITEIE

L.

Good morning. Reservation’s Jane speaking. Can I help you? B F#f. I E 1T HEHH
Jane, F 24 n LA 3 f6Y Ag 2

2. Good afternoon, Welcome to City Holiday Hotel! May I help you? F4-#F. Wil YilE
Werifl HilJE Y A 28] LA 3 28R g 2

3. I'd like to book a single room for Wednesday next week, I E T —[EH A F . F A=A,

4. 1'd like to book a double room for my friend. FA8 J A A& FAiT — 6 WA B .

MNERLAREEER

1. How long will you plan to stay? #¥TEF L A7

2. How long will you be staying? #8478 AL A7

3. May I know who I'm talking with? (Making a phone) i# ) % 28 {if 7

4. What type of room do you require? i [n) %3 S Fh 5 5l 2

5. How many rooms will you require? i |n] #3817 £ /b [a] 5 2

6. May I have your name/telephone number. please? i 0] 349 2 5 / 01§ 5 57

7. May 1 have the way to contact you? {588k ZWE?

R 4t 0 8% &0 B8 4

1. How much does a double room cost? —[8] XU i B L /L4 7

2. How much a day do you charge? B KULH L /L 4&7

3. Can I get a discount? F {8 /Hrimnd 2

4, 380 yuan per night, with breakfast, & X 380 JC, &R &,

5. We can do a standard/deluxe double room for 350 yuan per night. 3 {15 #rE/ZEE A
b B K B [E 350 JC.

6. We charge 600 yuan for a deluxe twin per night. %% XA X} K B , 58] 4 X 600 JC,

7. The price/rate for a minimum of 5 rooms is 20 percent off. WAL IT 5 @] 5, 54 o] A
% 200 MR,

8. I'm sorry, there is no discount, XA ,FNTEA 0.

9. There's a reduction for children. JLEH LMK,

10. We have already cut the price very fine. i IE 2 ¥ MIEEEREBET .
MiIAFAEC

(&)1

1. May I see your passport, please? 3 a] UL FH 5 £ i /2 FE g 9

2. Have you got any identification? #4 B {3 UE NG ?

3

4. I'm afraid our hotel is fully booked on that date. X} A& . AT IEP — KT H LT

Would you please complete this registration form? i# £ 5 iX 7k & ic 472 ?

T
Your room is confirmed for that day. We lock forward to serving you. #3E f3f— H B

B2k T . FAVBF GRS .

1
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BEiT#

1. I'm sorry, but we're booked up. TR#LE, F11EH 5.

2. I'm sorry, but we have no vacancies at the moment, AR . FRITRIERAL ST H.
3. I'm sorry, but all rooms are taken. 1R{U#K. FF AR B BT LT T .

The Front Office

“Front Office” is a term used in hotels to cover various sections which deal with reser-
vations, room allocations, receptions, billing and payments, Front Office is only one of the
departments within a hotel.

The first contact most would-be guests have is with the telephone switchboard. which
is a part of Front Office. The telephonist puts the guest through to someone in reservation
department, who takes his booking and deals with any subsequent correspondence, such as
confirmations, amendments and cancellations.

When a guest arrives, he may be assisted by a uniformed porter. He will have to go to
the reception desk to register and obtain his room key. During his stay, he may well have
an occasion to go back to reception several times, sometimes for information or to pick up a
message, sometimes for help with the tickets for further travel. He will probably have to
call there at the end of his stay in order to hand in his room key and deal with his bill.

All these contacts are the job of “Front Office™, an American term used in place of an
old word “reception”, Strictly speaking, it only covers those staff who come to direct.
face-to-face contacts with the guests, the other associated sections being known as “Back
Office”. However, the term “Front Office” is generally used to describe the whole range of
“Front House” sections, namely:

¢ uniformed staff;

* reservations;

e reception;

* enquiries;

+ switchboard;

¢ bill office;

e cashier;

* guest relations.

12



