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CScene 1 Room Reservations

Free Talk

1. What will you do after you have decided to take your holiday in another city?
2. What are the main factors that determine where you choose to stay on your vacation?

Give good reasons to support your opinion, please.

Hotel Practical English

Dialogue 1

I’d Like to Reserve a Room ,Please

(R: Reservation clerk G: Guest)

: Good evening. Holiday Inn. May I help you?

: Yes, I’d like to reserve a single room for the 5th of August.

: Okay. Let me check our computer here for a moment. The Sth of October, right?
: No, August, not October.

: Oh, sorry. Let me see here.

. Are you all booked that night?

A Q7 QQF QA

: Well, we have one single room available, complete with a sauna bath. And the view

of the city is great, too.

@)

. How much is that?

=

: It’s just 300 yuan.
G. Oh, that’s a little too expensive for me. Do you have a cheaper room available either
on the 6th or the 7th?

=

: Well, would you like a smoking or a non-smoking room?

(@)

: Non-smoking, please.

R:. Okay, we do have a few rooms available on the 6th. We’re full on the 7th, unless you
want a smoking room.

G: Well, how much is the non-smoking room on the 6th?

R: 90 yuan.

G:. Okay, that’ll be fine.
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. All right. Could I have your name?

. Yes. John Ruskin.

: How do you spell your last name, Mr. Ruskin?

. R-U-S-K-I-N.

Okay, Mr. Ruskin. We look forward to seeing you on August 6.
. Okay. Goodbye.

Goodbye.

rororOR

Notes

[1
[2
[3
[4
[5
[6

reservation clerk ii] 5 , JRPEAE “ desk clerk”
John Ruskin Zi - i 4>

Holiday Inn & H % )5

complete with a sauna bath #i ff — P ZES B E
a smoking room W X 57 [&]

a non-smoking room 2% 55 [H]

]
]
]
]
]
]

Useful Sentences

[1] I'd like to reserve a single room for the 5th of August.

FAHAE8 A5 HiT— DA JM

[2] Let me check our computer here for a moment.
T, AR — T R A PR O

[3] The view of the city is great.
PLEFARGE , Al LAFE BT XY 5 64

[4] We do have a few rooms available on the 6th.

NGARK, FATHI R A LA =5 b5 .

Dialogue 2

What Kind of Room Would You Like?

(R: Reservation clerk G : Guest)

Good morning, Shangri-La Hotel. May I help you?
. Yes. I'd like to book a room.

. When for, madam?

: May 1.

. How long will you be staying?

Q@ a xR

. Two nights.
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R: What kind of room would you like, madam?
G: Double with a bath. I’d appreciate it if you could give me a room with a view over the

lake.

R . T'll check what are available, madam. Well, we have such a room on the 23rd floor
with a really splendid view.

G. Fine. How much is the charge per night?

R It’s 700 yuan per night, plus a 10% room tax.

G . Is breakfast included?

R: Yes, madam. What name is the reservation under, madam?

G:. Giovanni Poggi.

R: Could you spell the last name, madam?

G Sure, P-O-G-G-I.

R: Okay. So I'll make sure I got that; Giovanni Poggi, double with a bath for May 1. Is
that correct?

G:. Yes. Thank you.

R: Don’t forget to confirm your reservation, madam. Thank you for choosing Shangri-La
Hotel. Have a nice day. Goodbye.
G: Goodbye.

Notes

[1] Shangri-La Hotel 75 #& B 4734 )5

[2] madam /NMHE ST Ao X2 F I HUFR, X8 R B E B 0] 6/, 85 HF A
HHE.

[3] Giovanni Poggi FF R JE - Ik

(4] May 1 5 H 1 H, B#AAFIIJLMER.:O May 1, 2010;@ 1 May, 2010;
@ 1st May, 2010;@ May 1st, 2010, Hth O HMNH .

Useful Sentences

[ 1] When for? FiiTHf— K17

[2] How long will you be staying? #5475 4¥ £ K i} [a] 2

[3] What kind of room would you like? #5AH Z [k 57 6] 2

[4] T'll check what are available. k& FH — F iR A {4 B4 .

[5] How much is the charge per night? — I £ /D49

[6] What name is the reservation under? if [71] 3 [a] J& DL ifE 9 4% 1T 19 2
[7] Could you spell the last name? i #34E #t: Pf— F 412
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Text

Front Desk

Front Desk is one of the hotel’s departments that come in contact with clients. Front
Desk welcomes guests to the accommodation section; meeting and greeting them, taking
and organizing reservations, handling guest check-in and check-out, organizing porter
service, issuing keys and other security arrangements, passing on messages to customers
and settling the accounts.

Front Desk is the nerve center of a hotel. It helps to create a good image among the
guests because this is the first department guests come in contact with. It generates the
maximum revenue for the hotel, as it rents rooms to the guests.

The functions of Front Desk can be divided into five general areas: reception, bell
service, mail and information, concierge, cashiers and night auditors. Back-office roles
are reservation clerk and telephone operator. Front-office roles are guest relations, cashier
and night auditor.

The front-office service in a small hotel is usually limited to administrator and porter.
In this case, an administrator is responsible for most of the front-desk services, from
receiving calls to guest reception. The porter, in addition to luggage delivery, serves as a
receptionist, showing the guest his room and telling the rules of the hotel. Nevertheless,
most of the small hotels with just 20 to 30 rooms are trying to keep the general structure of
the front-desk and delivery services, having at least one employee for each of them.

As for big hotels, the front-office service is often multilevel and branched. Each
department consists of three to five persons and has one of the leading roles. The head of
the front-office service in a big hotel is often subordinated not to a hotel director but to a
manager, who oversees all the work with clients at the hotel, including the operations of
the catering service, chambermaids and floor supervisors.

Work in the Front Desk is extremely fatiguing. The Front Desk needs to work in
round-the-clock mode, with day, evening and night shifts. Front-office service specialists
are required to have a good understanding of room booking process and take part in guest
settlement. They should be able to resolve conflicts with customers and demonstrate
outstanding diplomacy, even in cases when the eccentricity of clients goes beyond
common sense.

(365 words)

Notes

[1] guest check-in & A AfF
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[2] check-out iE 5

[3] porter service | ] # Ik 55

[4] settling the accounts %55 45& Kk H

[5] bell service FL 5K %%

[6] back-office roles fERj & TAEMI%E)5 51 T
[7] guest relations 5% N HAEFT3CHE ) 2 T
[8] night auditor 7% ®# i} 51

[9] in this case 7EIXFjH L T

[10] showing the guest his room 4517 N /EFHEK

[11] a hotel director 5 )5 (1Y 7& 35 K

[12] catering service &1 Ik 55

[13 ] when the eccentricity of clients goes beyond common sense 4 H R EANT
A7 A A] By 22 1)

Useful Sentences

[ 1] Front Desk is the nerve center of a hotel. Fij & J& B AiE W Z X .

[2] It generates the maximum revenue for the hotel, as it rents rooms to the guests.
BT e &) 0EHFHHARE N, UEEN R SIRAKBAT A

[ 3] Front-office service is often multilevel and branched.
iG55 H S 2 8w LT T .

[4] The Front Desk needs to work in the round-the-clock mode.

6 0 B 24 /NI A 8] 3 T A

Words and Expressions

1. sauna [ 'somo] n. BB E

2. complete [ kom'plizt ] adj. SEHEM, T2, B0, 2T
3. porter [ 'porta] n. [J#

4. issue [ 'tsjur] vt. GrWe, K%

5. nerve [ norv ] n. Mz

6. account [ o'kaunt ] n.

7. generate [ 'dzenorert | vt. R, PR A

8. maximum [ 'maeksomom ] adj. T REW , i RKE
9. revenue [ 'revonju:] n. B, WA,

10. role [ roul ] n. i

11. concierge [ konsi'eaz ] n. FLEEH

12. administrator [ &d'ministrerto ] n. FHE EHR
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13.

receptionist [ r1'sep nist ] n. R ATE G

. multilevel [ malti'leval | adj. Z2ZIKK), ZH

. oversee [ ouVva'si: | vt WAL Uhgs

. chambermaid ['tfetmbomerd] n. BHLRS G REE LR 5 5

. fatigue [ fo'tizg ] vt. ikt A JEH I 55

. mode [ moud | n. J5 3, FERR

. specialist [ 'spefalist ] n. H\ A G

. conflict [ 'konflikt ] n. R KA, 4t

. demonstrate [ 'demonstrert | vt. WoN,FKiE

. diplomacy [ di'ploumasit | n. 3L, ez, (AP FRoe &

w) i, F B, SR

eccentricity [ ieksen'trisitiz ] n. AN, W

23.
24.
25.
26.

round-the-clock H 7% A {514

common sense 7
be subordinated to M\ J& T, K T

Exercises

I. The following is a conversation between a reservation clerk (A) and a guest (B). Fill

in each blank with the proper form of the word given in the brackets.

A
B:

= > W >

>

W > W > W

: Would you mind 2

Good afternoon, Room Reservations. Can I help you?
Yes. 1 1 (reserve) a room for Wednesday yesterday. But I want to change it to
Friday.

(give) me your name, Sir?

Certainly not. Williams Smith.

. Did you make your reservation online, sir?

: No, I 3 ( make) it on the phone and I booked a family suite with three
bedrooms.
. Just a moment, please. Let me check if we have the room you required 4

(available) then. I'm sorry, sir. Except one single, we’re all booked on that day

because of a big conference. Would you mind a single room instead?

. But we are three, my wife, my son and I.

: How old is your son?

: Five years old.

: You can get an extra single bed just for $20 and a cot for free in the room.

. That’s fine. I’ll take it. Thank you very much. Could you please confirm my reservation

by email?
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A: Yes, I'll send you a confirmation email right away. Thank you for 5 (call)
us, Mr. Smith.

II. The following is a list of terms related to the room reservations. After reading it, you
are required to find the items equivalent to ( 5------ 4£[d] ) those given in Chinese in the
table below.

A—double room B—deluxe studio room
C—Reservation Desk D—president suite
E—entrance hall F—room rate
G—king-size bed H—deluxe business room
[—switchboard operator J—-cashier’s desk
K—Reception Desk L—adjacent room

M—a family suite N—cot

O—executive suite P—twin bed

Q—double bed

Example:  ( Q ) XAJR (1) xHkeE
1. ( ) TR 6. ( ) HEfAb
2. ( ) XA D3 ] 7. ( ) Bilal i i
3..( ) FERED; 8. ( ) BHEE
4. ( ) FHA s ] 9. ( ) AT 55
5..( ) 1T 10. ( ) JLER

III. Complete the following dialogue.
Mr. Soderini ( B) is calling Blake Hotel now. He wants to make a reservation. A
reservation clerk (A) is answering his phone.
A . Blake Hotel, Joan speaking. 1 .
B: I plan to make a reservation for next week. But I want to make sure it is necessary to
book ahead.

A: We advise that you book in advance during the peak season.

B: I'm a little confused. Could you please tell me when is considered off-season?

A: From December to March, we give a 10% discount on all rooms.

B: I see. Thank you. Well, I would like a single room with a balcony.

A 2 ?

B . September 15.

A: We only have one vacancy left on that day, and it’s just for one single room. The rest of
the hotel is full.

B: 3

A: The rate I can give you is $ 80 a night.

B: Is it included tax and service charge?
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> @ o> w o

. Yes, sir. 4 ?
. I'll be leaving on September 18.
. That will be three nights, sir. 5 , sir?

Certainly. Mr. Soderini.

. Thank you very much, sir. We look forward to seeing you on September 15.

IV. Translate the following sentences into English.

N AW N =

FRAR LG T N A FTT WA B 1]
FRATAR o 264232 I AT

a5 ZE R A 5 ] 2

Ik 55 9 A S AE B 9 L
HFEIFILAZE i T, (vacancy)

V. Role-play activity.

The following is a role-play activity to practice making reservations in the hotel. Divide

the class into two groups: Reservation Desk ( A) and the guests(B). And then ask the

students to make a performance in pairs. The following is a conversation just as a sample.

The students can create any conversations as they like.

> W > W > W

> o

> ® > m > E > W

. Reservation Desk. Can I help you?

: Yes. Do you do group bookings?

: Of course, sir. How many people are there in your party?

. Ninety-eight.

. What kind of room would you like, sir?

: 49 double rooms with twin beds from the afternoon of June 11 to the morning of June 14.
. One moment please, sir. Yes, we do have 49 double rooms available for those dates.
. What is the rate, please?

. The current rate is $ 70 a night.

. What services come with that?

. You’ll have a color television, a telephone, a refrigerator and two small packs of Nestle

coffee delivered to each room every day.

. Is there an outdoor pool?

: Yes, there is. The pool opens from 8 AM to 6 PM.

One more thing, isn’t there a special rate for a group reservation?

: I’'m sorry, sir. I forgot to tell you about it just now. There is a 15% discount.
. That’s OK. By the way, how can we get to your hotel?
. Take Exit 66 off the highway and you’ll see a mosque. We are on the right side of it.

Could you tell me your name, sir?

. Yes, John Milton. M-I-L-T-O-N.
. Thank you, sir. We require a credit card number for a deposit.

: The credit card isn’t with me now. Can I call you later?



A Yes, sir. Thank you very much. Goodbye.
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B: Goodbye.
Notes
[ 1] Reservation Desk 1] 4k
[2] current HETHY, FLAE 1Y
[3] Nestle coffee £ HiujnE
[4] deliver 3%
[5] outdoor pool 2 4} i Tk th
[6] exit O
[7] highway {320 %
[8] mosque JF H.5F
[9] deposit E 4

Case Study

(R: Receptionist

QO o0 ®" Q0 F QR

Making Room Reservations on the Telephone

. I want to make a reservation.

: OK, madam. How should I address you?
: I’'m Linda Temple.
: Mrs.
: Yes.

: May I have your check-in and check-out dates, please?

C: Caller)

: Good morning. Front Desk. This is Rathbone Hotel. How may I assist you?

Temple, have you stayed here before?

: From January 5 to January 7 last year. But this time I want to travel with my family.

So I'd like a suite for myself, my husband and my young son, from February 23 to
February 27.

R: Just a moment, please. I'm terribly sorry, Mrs. Temple. All the suites are booked. If

you wish, I can put your reservation on the waiting list. If you like, you can take a

deluxe room. It also can accommodate your family. Because you are one of our

Priority Club Members, we will put you in a deluxe room at no extra charge.

C. I'll take it. Thank you very much.

~

: May I know your contact number and address, please?

C:. The number of my mobile phone is 13811223344. The address is 18 West Avenue,
New York.

<11 -
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R: Mrs. Temple. We are offering extra services for our guests now. Would you like us to
arrange pick-up service for you at the airport?

C: Yes, that’s great.

R . For transportation, both fax or telephone and credit card guarantees are required. Once
we receive confirmation from you, our concierge will contact you and make all the
arrangements.

C. I'll send you my credit card number by email this afternoon.

R: Thank you, madam. Now I'm going to repeat your reservation details. You like to
check in on February 23 and your check-out date is February 27. You booked a deluxe
room for you and your family. The room is $ 150 per night, which includes
complimentary breakfast. You need transportation service. The number of your mobile
phone is 13811223344. The address is 18 West Avenue, New York. Your
confirmation number is 3964815. If you wish to change your reservation, you have to
inform us 24 hours in advance.

C. OK. Thank you very much.

R: Thanks a lot, Mrs. Temple. See you on February 23. Have a nice day.

Notes

[ 1] Rathbone Hotel Fi Hf 71 BB JE

[2] assist #5 B

[3] address FRIFE; bl

[4] suite £E[d]

[5] terribly JE

[6] waiting list {5 55 44 B

[7] accommodate %54}

[ 8] Priority Club Member {ff, it 2= 2= 51

[9] We will put you in a deluxe room at no extra charge. F{14x45 % — R 51L& B,

AHHM B

[10] mobile phone F-#],

[11] pick-up service $EHLIR 55

[12] transportation 3ZiH T.H

[13] credit card guarantee {3 J{F fH{%

[14] complimentary breakfast £ %% F.4&

[15] confirmation number i\ =%

[16] in advance $ZHi

<12 -
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Read the above conversation and complete the outline.

You should write your answers in no more than three words.

Making Room Reservations on the Telephone

Mrs. Temple wants to make a reservation for 1 persons.

Mrs. Temple can’t get 2 .

The receptionist will get Mrs. Temple’s 3 from the computer.
Mrs. Temple and her family can get free 4 .

It’s necessary for Mrs. Temple to 5 .

Home Reading

Passage 1

How to Take a Reservation on the Phone

The telephone plays an important role in making a reservation. Perfect telephone
handling ensures efficiency of the reservation agent, while maintaining the hotel’s
standards. You should always follow proper telephone etiquette. These are some basic tips
you should follow while you are taking a reservation on the phone.

First, pick up the phone before three rings.

Second, greet the caller according to the time. Try to keep a very fresh, clear and
friendly tone of voice, so that the guest on the other end may feel comfortable.
Remember, the first impression is the last impression. It’s advisable to greet in this way:
“Good morning. This is Palace Hotel. Thank you for calling. How may I help you, sir?”

Third, try to understand why the caller is calling. In a hotel, people call not only for
reservations, but also to get information, arrange a party or leave a message for a guest.
So, first listen carefully to identify what sorts of assistance the caller wants from you. If
the caller calls for room reservations and if he isn’t a repeat guest then you should try to
give a short overview of your hotel, including the hotel’s feature and amenities, specialty,
and special offers. In the meantime, look at the reservation chart. If the caller requested
date indicates “sold out” , you should very politely say sorry to the guest and let him know
why you are unable to book the room. If the requested date indicates “wait-listed” , you
should politely inform the guest about the situation and inform him that a reservation on
that day is wait-listed for that reason. You can take his reservation, but don’t give a full
guarantee and request him to check again closer to that requested date. If the room the
guest requested is available, you should try to identify what sort of room the caller wants

and try to offer him some options so that he can decide. If the guest wants to book the

<13 .
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room, you should say, “I’'m very pleased to reserve a room for you. May I have some
information from you, please?” Now try to collect the following information with proper
spelling : name of the guest, his contact address, room types, room rates, date of arrival,
date of departure, date of reservation made, mode of payment and whether the reservation
will be made by an individual or by a company. At last, repeat all the information the
caller gives and at the same time, give him a reservation confirmation number. If you
have any objection about the guest’s mode of payment, you should inform the guest about
your rules and request him to give you another option.

After settling everything, you should thank the caller for his patience and calling
you. End the call as warmly as you start and try to make him feel that he has made a
perfect decision.

(490 words)

Notes
[1] ensure BH{g, HE
[2] efficiency %% ;30 B8 ; DAL ;55 77 5 8% 4k
[3] etiquette #L1% , 4L
[4] basic tips A F 15
[5

identify %55 , 1R, A B

overview HENL , B4

amenity {5 FI 15 Jifl 5 5% 5 1 it

wait-list {4+ - BAE A E 1 24 5
[10] mode of payment {7} 77 =

[11] objection Jz X}, Fil

]
]
]
]
] tone of voice &S
]
]
]
]

Decide whether the statements are true ( T) or false (F) after reading the passage above.
1. Anybody can take a reservation over the phone. ( )
2. As a reservation clerk, you can answer the phone within 60 seconds. ( )
3. If the callers want to do business with the hotel, they just call the sales department.

( )

4. After you get all the information you need from the guest, you have to repeat it to make
sure everything is correct. ( )

5. Reservation clerks should express appreciation to guests for their patronage at the end of
the call. ( )

- 14 -
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Passage 2

Hotel Services

Typically, the basic hotel services include reception service, room service, food
service—including restaurants in the hotel, and security. Sometimes in the small hotels,
the duties of security, a cook and a cleaner are performed by the owner himself.

Other services offered to guests of the hotel, can be considered as bonuses. These are
the laundry service, massage rooms, fitness gyms, conference rooms, lock boxes or safes
for valuable assets and many other things. These services can be included in the price of
the room or paid separately.

Recently, the hotel industry is moving toward differentiation of hotels by their service
specializations. Many hotels nowadays offer recreation aimed at a particular group of
tourists. Popular family hotels, hotels for newlyweds and hotels for people with
disabilities—each of them has its unique set of services. For example, in the family hotel,
clients are offered childcare services and game rooms. In a hotel for newlyweds, there is a
special service for weddings. In a hotel for disabled persons, there is medical support
service.

Among the services that are indirectly related to the customers, i.e., those that are
not involved in direct care of guests are marketing services and bookkeeping. People
usually make reservations over the phone. But nowadays, in order to book a hotel, clients
use services of the major tour operators. Online booking through the numerous tourist
online services is becoming increasingly popular.

Often the responsibilities of some hotel services are assigned to the other companies.
In the United States and Western Europe networks of special hotel firms, which offer their
services to the hotels, are widely developed. Typically, if the hotel uses the services of
such companies, the price of the rooms will be slightly lower than in a hotel that provides
a full range of hotel services on its own.

(303 words)

Notes

[ 1] bonus #i4h 2 F| ik 55 , 217
[2] laundry service YEAR IR 55
[3 ] massage room & =

[4] fitness gym fg £ 5

[5] lock box 5% 54 it P B 4
[6] recreation &Ik

- 15 -
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[7] marketing service 54 IX 5

[ 8] bookkeeping T iT

[9] major tour operator ¥ ¥4 iYL i IifF iz 5 7
[10] online booking M | 1T

[11] a full range of —#& %

Read Passage 2 again and give brief answers to the following 5 questions.

1. What are the basic services in the small hotels?

2. What are viewed as bonuses in the hotel?

3. What are the special services that the guest can get in family hotels?

4. What services are not directly related to the guests in the hotel?

5. What’s the advantage that the hotel can get if it uses the services of special hotel firms?

« 16 -



Scene 2 m Check-in

CS cene 2 Check-in

Free Talk

1. Why is the registration process so important?
2. Does the Front Desk complete the duties after the guest checks in? Give good reasons to

support your opinion, please.

Hotel Practical English

Dialogue 1

I Have a Reservation with You

(F: Front desk clerk G : Guest)

F:. Good morning, sir. Welcome to Palace Hotel. How may I do for you?

G: Good morning. I have a reservation with you. My secretary called and booked a room
three weeks ago. The reservation should be for a single bed, smoking room.
What name is the reservation under?

. It should be under William James.

Let me see. It seems there is no James listed for a room for tonight.

armarm

: Here is the confirmation number. Would that help? It is 700213. I had the room

booked with a MasterCard.

F. Ah, yes, here it is. You have a single room, smoking on the 6th floor. I just need to
see some identification and the MasterCard you booked the room with if you don’t
mind.

G Sure, here you are. Would it be possible to check out and pay the bill in the morning,
too?

F. Yes. You can settle your bill in the morning, but we require a 20% deposit. I can just
keep a record of your MasterCard on file.

G. I see. What time is breakfast served at?

F. There is a continental breakfast buffet from 6:30 AM to 10;00 AM. It’s in the lobby.
I’ve got you all set up if you could just sign here, and initial here.

G: OK. Is this all right?

« 17 -
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F. Yes. Here is your keycard, sir. Anything else I can do for you?

G: Yes, could you call me a taxi, please?

F. Of course, sir.

Notes

[1] MasterCard J7 5 i5{EHHF
[2] on file fF£Y, 0% F R #A

[3] continental breakfast buffet [k =\, H By B 4%& ., 55 & &

R D TTRaR

[4] call me a taxi £5F& MY — %+ FH %=

Useful Sentences

[1
[2
[3
[4

How may I do for you? Fn] DL & 49
I have a reservation with you. IRFZE/RNIXTIT T — 1 18] o
What time is breakfast served at? B8 J, S5 FF 157

Here is your keycard. Z5% 55 F .

Dialogue 2

Can I Get a Room in Your Hotel?

(H: Hotel receptionist G : Guest)

H:

: Good afternoon. Can I get a room in your hotel, please?

T Q= QX Q = Q

T Q

« 18 -

Good afternoon, ma’am. Can I help you?

. Do you have a reservation with us, ma’am?

. I’m afraid I haven’t done any room reservation. I tried to do hotel online booking. But

that hotel reservation software wasn’t working then.

. What kind of room do you want, ma’am?

. A single room, please.

: Would you prefer a smoking or a non-smoking room ?
. Non-smoking.

. Just a moment, please. I have to check if there is a room available. Yes, Room 452

is vacant. Can I have the name, please?

: Mrs. Lucy Cooper.
: OK, Mrs. Cooper. Are you checking out tomorrow ?

: Yes, [ am. What time do I have to check out by?
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: Yes. Here you go.

: Thank you... Excuse me, Mrs. Cooper. You forgot to fill in your visa number.
: Did I? Let me see that... Oh, sorry... Here you are.

: Can I have your passport, please?

. Yes. Here it is.

o e O

copy of your passport and visa for our records.
: Certainly not.
. Can I take a credit card for the deposit?

: Yes, sure. Can you give me a wake-up call at 600 AM in the morning?

T o T a

: You may check out before 12:00 PM. Would you please fill out this registration form?

: Would you mind leaving your passport here for an hour or so? We have to make a

: Certainly, Mrs. Cooper. Here is the key to Room 452. Your room is on the 4th floor

and it’s on the left. I'll get the porter to take your luggage up for you. Enjoy your

stay, Mrs. Cooper.
G Thank you.

Notes

[1] ma’am “madam” {22408 8 F T L. AR 2 205 RO PR, oy A

XF 22 B A B FRIF . AT ROR M & GBI

[2] that hotel reservation software wasn’t working P4 5 ¥ 1T 2k {4 A~ i 1E % TAE
[3] Lucy Cooper #&14 - FEH

[4] visa number ZiF 55

[5] Here it is. MR E Y36 45 F AW, 7T LLiE“ Yes, here it is. " —— 1, 515 .

] DA “ Here you go. ” 8 # “Here you are.”

i

Useful Sentences

Can I get a room in your hotel? 3 0] LI A ¥ 57 5 52

Do you have a reservation with us? #7EFATI JE A W T 2

What kind of room do you want? %548 B A 2 25 B Y B ] 2

I have to check if there is a room available. & —TFHK A FH

Would you please fill out this registration form? i #5IH — T X {73 & 10 4 -1 2
Can I have your passport, please? & n] L)L & — T £y 3 &g 2

Can I take a credit card for the deposit? I &E F & A015 16 R e 471 4 0 2
Enjoy your stay. & AfEMHR

0 N N AW =
T T SO S SN ST S S
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Text

Guest Registration

One of the first opportunities for face-to-face contact with a hotel occurs when the
guest registers. At this time, all the marketing efforts and computerized reservation
systems should come together. Will the guest receive what has been advertised and
promised? The front desk clerk, called hotel receptionist as well, who is well trained in
the registration process must be able to portray the hotel in a positive manner. This good
first impression will help ensure an enjoyable visit.

The first step in the guest registration process begins with capturing guest data such as
name, address, zip code, length of stay, etc. , which are needed during his or her stay
and after departure. Various departments in the hotel require this information to provide
service to the guest. The registration process continues with the extension of room
selection, room rate application, opportunity to sell hotel services, room key assignment,
and folio processing. Continually efficient performance of the registration process is
essential to ensuring hospitality for all guests and profitability for the hotel.

A check-in time is the time in which guests are permitted to have access to the hotel
room. The actual check-in time varies from hotel to hotel with some being as early as
noon and others from 2:00 PM to 4.00 PM. Hotel check-in time indicates the time from
which the hotel starts charging for the day. No one under the age of 17 will be registered
as a guest unless accompanied by a custodial parent or guardian.

A receptionist is the first person that hotel guests see when they arrive to check in.
Therefore, a hotel receptionist has an important job of making guests feel welcome, being
efficient and dealing professionally with enquiries. In this work the tasks include
welcoming guests as they arrive, allocating them a room and handing out keys to guests or
porters, taking and passing on messages. A receptionist will probably also have to put
together the guest’s bill, take payment and help guests with any special requests. A
receptionist sometimes has to order a taxi for the guest and book excursions on request, for
example theatre or sightseeing trip.

A hotel receptionist needs to be warm-hearted, friendly and helpful, efficient and
professional, well-organized and able to handle several tasks at once.

(378 words)

Notes

[ 1] guest registration & A\ A %10
[ 2] marketing effort & 4§ T{E

<20 -



Scene 2 m Check-in

[3] computerized reservation system Hi i #i 1] 2 4t

[4] registration process & i & ¥

[5] portray the hotel in a positive manner DL FR % (1925 B A 4305 )5 1% 14 it 45 1575 1
[6] zip code MFEL gAY , 7] 5 4E “ post code”

[7] folio processing #b¥E % A i35 1> A% K

[8] custodial parent or guardian {F & F K 8§ W53 A

[9] making guests feel welcome il-& A\ B % U1 H A BB
[10] book excursions on request Jjy & A Z2 4T
[11] well-organized 5 23 1Y

Useful Sentences

[ 1] One of the first opportunities for face-to-face contact with a hotel occurs when the guest
registers. 75 AT X 7 55 978 bl 422 ik (1) P 2% 2 — S A A AE I BRAAE B0 T2 ny e

[2] Various departments in the hotel require this information to provide service to the guest.
T 2% R 1) o 2 N I 55 Il X S5 B

[ 3] Hotel check-in time indicates the time from which the hotel starts charging for the day.

B NAETE B9 AT I 1) 2 B 32230 )5 MR — 232 T 46 WAc 2%

Words and Expressions

. identification [ ar'dentifr'kerfn] n. 55 3E Bk

1

2. settle [ 'setl] vt. AT, gEA

3. vacant [ 'veikont ] adj. KB B, 251

4. register [ 'redzista ] vi. &vi. id5k; Bid; EM

5. computerize [ kom'pjustoraiz ] vt. AL, B (TR AT
AL

6. portray [ por'trer ] vt R R s f 2 HE S

7. positive [ 'pozitrv] adj. TIN5 HEM

8. enjoyable [ in'dzo10bl1 ] adj. T HRE) PR B, A N R

9. capture [ 'keept[a] vt. R, 540,415 R

10. data [ 'derto] n. GERE, MR

11. departure [ di'pa:tfa] n. B, BEE

12. various [ 'veorras | adj. AR, 2 FEASTR] Y, 25 0 25 FE )

13. extension [ 1k'stenfn ] n. fEfH PR

14. credit [ 'kredrt ] n Gt  HERFEZEH

15. application [ «@pli'kefn ] n. HE, R

16. assignment [ o'sainmont | n. Sric, 48Uk
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17.

18.
19.
20.
21.

22.
23.

24.
25.
26.
27.
28.
29.

folio [ 'fouliou |
processing [ prou'sesin ]
essential [ 1'senfal]
profitability [ profita'bilotr ]
access [ '&kses ]
custodial [ kas'toudjal]
guardian [ 'ga:dion]
enquiry [ mm'kwarorr |
allocate [ '&elokert |
excursion [ 1k'sko:[n |

up front i g
set up 7 ; LHE
check out B =

Exercises

n. XITRYLR, (LAY ) — BT, DU Bl 7K 2
adj. XY, %I

ne (CHCH ) AR BRI T, B R

adj. AT /DR 4 X ARG s AR H B
n. RACRBL) , B A (L)
no NEG AT, AR il s 48 320 (2k

BEA LA 87T (B %)
adj. REWRENE, B

n. (JUIEXGEE $ & 7)) Wi A R 3, 4

&
n. A, 70T
vt. 53 e L 43R L 48

n. (LIRS ) L L IR IRAT

...... W

. The following is a conversation between a receptionist (R) and a guest (G ). Fill in

each blank with the proper form of the word given in the brackets.
R:
G:

Q ~

ol

Q =

« 2D .

Good morning. Can I help you, sir?

Yes. I have a reservation, for three

Anderson.

: Yes, a single room, with bathroom.

days 1

(overlook) the hotel gardens. The rate is $ 100.

. Well, that sounds fine.

. Before you go up, could you please

fill in the 3
. OK. T'll do that. By the way, I’ve got some heavy bags in the car.

someone 4 (help) me with them?

elevators to the right.

. Thank you. Could you point me in the right 5

(start) today. Er... the name is

: Just a moment, please. Yes... here we are... Mr. Anderson, single room.

. OK. Now, we’ve put you in Room 403, which is on the 4th floor,

(direct) ?

(register) card, sir?

Can you get

: Yes, of course. I'll get the porter to take them up for you. Here’s your keycard, sir.

. Certainly, sir. The elevators are left across the lobby. Second floor to twelfth are the
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II. The following is a list of terms related to the front desk. After reading it, you are

required to find the items equivalent to ( 5 ----- %% W] ) those given in Chinese in the
table below.

A—peak season B—time lag
C—a closed circuit D—-cashier’s desk
E—price list F—luggage office
G—traveller’s cheque H—registration desk
I—identification card J—procedure fee
K—-conversion rate L—market price
M—remote control N—uniform
O—Ilobby P—elevator
Q—Jacuzzi
Example:  ( Q ) fZFEIR{L (7 ) T

Lo ( ) MR 6. ( ) AEFILAL

2. ( ) 22 BN 7. ( ) LB

3. ( ) R4 8. ( ) BEZE

4. ( ) S Ab 9. ( ) HRAT S5

5. ( ) AT% 5 10. ( ) Bk

III. Complete the dialogue.

A receptionist (R) in Beijing Hotel is helping Susan Daly (S) check in.

~

o »n " »n

R: Good afternoon, madam. 1 ?
S: Yes. I'd like to check in.

R H
S

2 ?

: Yes, I made a reservation by telephone. The name is Susan Daly. I made a reservation

for myself and my husband.

: Ah yes. 3 . I’ve got it here. Daly. A double room with ocean view. For six

nights. Room 1102.
That’s right.
4 ? And T’ll need your credit card.

All right. I’m very tired. Can I go to the room now?

: 'm sorry, madam. 5 . I’m afraid you can’t check in until 4.00 PM. It’s

twenty to four now. Would you mind having a rest in the lounge? We’ll come and get

you just as it’s ready.

. OK.
: Thank you, Mrs. Daly.

« 23 .
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IV. Translate in the following sentences into English.

wm A W N =

BETHSEEHY T .

Tl 2 R AR 55 g 7

AW A S i [ 2

IR G AR T TR R RS 6.
FATHEZ LU ILAE R

V. Role-play activity.

The following is a role-play activity to practice helping guests check in a hotel. Divide

the class into two groups: hotel receptionists ( R ) and hotel guests ( G ). And then ask the

students to work in pairs. The following is a conversation just as a sample. The students can

create conversations as they like.

~ Q 7 QR @ aRQ

~ Q

AQ A QFQFQ

.24 .

. Hi. I have a reservation for tonight.

. Welcome to Capital Hotel. May I have your name, sir?

. It’s Godina. John Godina.

. Okay. Mr. Godina. That’s a room for four, and...

. Excuse me? You mean a room for four dollars? I didn’t know the special was so good.
: No, no. According to our records, a room for four guests was booked under your name.
. No. No. Hold on. There must be some mistakes.

. Okay. Let’s check this again. Mr. John W. Godina for tonight...

: Ah. There’s the problem. My name is John Godina, not John W. Godina. You must

have two guests under the name.

. I’'m sorry, sir. Let me check this again. Oh. Okay. Here we are. John Godina. A room

for one for the 23rd...

. Wait, wait! It was for tonight. Not tomorrow night.

: I don’t think we have any rooms for tonight. There is a conference tomorrow in the

hotel. Let’s see. Yeah, no rooms.

: Ah come on! You must have something wrong.

. Well. We do have some rooms under renovation with just a roll-a-way bed. None of the

normal amenities like a TV or working shower or toilet.

: Come on, man. There must be something else.

: Well. Let me check my computer here. Ah!

. What?

. There has been a cancellation for this evening. A honeymoon suite is now available.
. Great. I'll take it.

. But I’'ll have to charge you three hundred dollars for the night.

: Ah. Man. I should get a discount for the inconvenience.

: Well. The best I can give you is a 15% discount plus a ticket for a free continental

breakfast.
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G: Hey. Isn’t the breakfast free anyway?

R: Well, only on weekends.

G:. I want to talk to the manager.

R: Wait, wait, Mr. Godina. I think I can give you an additional 20% discount and I’ll
throw you in a free room for the next time you visit us.

G That’ll be a long time.

Notes

[1] hold on %F—45 55 J %I
[2] come on X & —fJid F 431z 09 H i, AT LA R AR 2 Fp s S8, 0 dn s o e

[ 3] renovation # &

[4] a roll-a-way bed 7 4 U™ ¥ 58 f R

[5] man FF OiER, 2B 2K

[6] cancellation HUY , 34

[7] honeymoon suite 2 A & 5

[8] Isn’t the breakfast free anyway? F.48 ¥k 18 A 2 o 2% il 1 2
[9] an additional 20% discount %4} F- 245 20% F 3740

IS WREFT R 48R Pl R RAEEAR D — M T8 e &
T AT 345

Case Study

Checking in for a Group

(R: Receptionist G : Guest)

R:

7o rQa

A~ Q

Good morning. May I help you?

: Yes. Our company has already made a reservation for this weekend.
: What’s its name, madam?
: Crown Toys Corporation Ltd.

. Let me see. (Looking at the register). Yes, your staffs of 40 people are on a tour,

for September 1st and 2nd, one suite, 19 twin-bed rooms. Is that right?

. Yes. The suite is for the head, and the twin-bed rooms for the rest of the staff.
: Would you please put it down on the registration forms?

: Okay. But two of our colleagues haven’t turned up yet and we have no idea when they

will arrive.

. Don’t worry, sir. Since yours is a guaranteed reservation, we’ll block the room for 24

hours in case of no-show. But the expense is on your side.

« 25 .
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G: No problem.

R: I see. Is your company going to cover all the expenses?

G:. Yes. It will cover all the expenses with our voucher.

R:. Very well. Your rooms are on the sixteenth floor. Here are the room keycards for you
to assign to your members. The bell-boys will help you with your luggage.

G: Thank you.

Notes

[1] Crown Toys Corporation Ltd. 25 FtH A BR 2\ 7]

[2] be on a tour IR [ i

[3] Would you please put it down on the registration forms? i #IH— T A& DT 1D

[4] turn up #E A, 3E 3

[ 5] we’ll block the room for 24 hours in case of no-show in case of no-show. R I%& A
R ENH I, AT B IR AR DAL BE 24 /B

[6] The expense is on your side. %% i ARAT2K AT 5

[7] voucher f 475  UicHi , FEIE

[8] bell-boy . FR/E “bell-man” , “bellhop” 5§ “ page-boy” , = JH & FEAH o[BIk 34 /& 11
(4, 38 A o T IR AR 5% 55 AR 5 2 0 B

Read the above conversation and complete the outline.

You should write your answers in no more than three words.

Checking in for a Group

Crown Toys Corporation Ltd. has already made a reservation for 1 .
2 will stay in the suite.
Although a couple of persons doesn’t come, the hotel will keep the room for 3 .
Crown Toys Corporation Ltd. will pay for all the staff with 4
All the rooms that Crown Toys Corporation Ltd. reserved are on the same floor, that is
5
“aHome Reading
Passage 1

At hotels, check-in is required in order to obtain a room key and provide a credit card
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guarantee to cover potential costs such as room service for the duration of the stay. On the
arrival of a guest the receptionist will require the guest to enter in the register. The
following should be done by a professional receptionist.

Firstly, the receptionist should have a welcoming smile and greet guests within 10
seconds.

Secondly, if a guest has made a reservation in advance, the receptionist should
confirm the guest’s name and retrieve the reservation first, then ask the guest to fill in the
registration form politely. The receptionist should address the guest by name at least twice
during the check-in procedure.

When the guest has completed the form the receptionist must make sure that all the
information is entered correctly and legibly. For example, the guest’s full name, home
address, nationality, passport number, place of issue, date of issue and visa number. The
receptionist also has to make sure that all the reservation details are not changed, such as
date of departure, room type, and so on. If the guest is travelling by motor vehicle, the
receptionist must write down the trade name of the motor vehicle, the license number, and
other identifying letters or characters appearing on the official number plate carried on it,
including the name of the province, state or country in which the number plate was
issued.

Thirdly, ask the guest for the identity card, confirm the guest’s name again. And
then ask the guest for deposit. If the guest pays in cash, the receptionist must write the
deposit record and take cash as deposit. If the guest pays with a credit card, the
receptionist has to write the credit card form and imprint the credit card No. on the credit
card form.

Fourthly, give back the credit card and the deposit record to the guest. Show the
guest the room number and room rate, and at the same time tell the guest whether the
room rate includes breakfast or not. And then show the room keycard to the guest.
Explain how to use the keycard for the first trip guest.

Fifthly , explain the hotel’s service to the guest and inquire of the guest whether he or
she requires assistance with departure arrangement, airport confirmation, hotel restaurant
booking, PC introduction etc.

Finally, the receptionist should wish the guest an enjoyable stay at the hotel.

(406 words)

Notes

[ 1] potential costs 1] fig 1 1€ 2%
[2] the duration of the stay 75 T 1F AT 1 [a]
[3] enter in the register JI 4 Jp P 290 T 42
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greet guests [AJfE & A

retrieve the reservation 7£ 5L A R & A BT

address the guest by name FRITZ A ) 44 F

all the information is entered correctly and legibly % A i H{Z &, 1E B 1 V5 W

place of issue i & i

motor vehicle H3h 4

[10] trade name B #F1 44 FR

[11] license number 25 B jIF 5

[12] official number plate 7 Jifi =

[13] other identifying letters or characters appearing on the official number plate carried
on it = fft b BT H B A HAWAH 5 Y 5 BE B S0

[14] identity card 5 {3iF

[15] imprint J&E}I

[ 16] inquire of the guest whether he or she requires help with departure arrangement
IR 20 N e 7 i A B 22 HE IR By

[17] airport confirmation #ffj A #1354 BE

[ 18] PC introduction ] [n] & A J& 75 75 & e, fix

Decide whether the statements are true (T) or false (F) after reading the passage above.

1. If a guest doesn’t make a reservation in advance in a hotel, the hotel can’t check the guest

in. ( )
2. The receptionist in the Front Desk will receive the guest. ( )
3. It is polite to address the guest by name. ( )

4. Guests will pay for the room when they check out so guests can get the keycard after they
finished the registration form. ( )
5. At the end of the check-in procedure, the receptionist should say, “I hope you enjoy your

stay with us.” ( )

Passage 2

Treating Guests as Friends

Why will guests want to return to the hotel they chose first? A friendly face that
actually cares for them is essential aspect of the enjoyment of their long stay.

The best time to let a guest know that they will be treated differently by the hotel that
he or she stays in is by being hospitable during check-in. This is the perfect opportunity to
surprise the guests and show them that all the staff in the hotel care about them. As a

qualified staff, no matter what mood you are in and no matter what position you are in,
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you should treat guests as friends.

When guests arrive at the hotel after a long journey, they usually feel very tired.
What they need is a speedy check-in. But there are still some guests who would like to
have a short rest even before check-in. So it’s necessary to offer a seat to the guest who
just arrives at the Front Desk. If the guest is eager to get a swift check-in, he will refuse
the chair. Even though he doesn’t take advantage of the offer, he will have a good
impression on the hotel. In addition, if he can get a swift check-in, he will feel that the
hotel cares for him sincerely. He will be happy to stay in the hotel.

Helping guests as friends is a good way to show that the hotel really appreciates their
patronage. Thus, the new guests will become the regular customers.

(249 words)

Notes

[ 1] essential aspect I B 2 [ [H &
] the best time % R
] by being hospitable 4=%g X} % A B & b £z 1F
[4] care about JC.0»
]
]
]
]

No matter what mood you are in. 450> 404l ,
swift 1 35 A

sincerely EL..0> S & M, B

crucial 2 CHEH 2N

[9] appreciate their patronage J8¢i§ ] At 2 Jii

[10] regular customer % % , % i %

Read Passage 2 again and give brief answers to the following 5 questions.
1. What is the most important element that the guest would like to go back to the same

hotel?

2. When can the guest feel that he was warmly treated or not in the hotel?

3. Why are most guests eager to get a swift check-in?

4. What should the well-trained receptionist do when guests come?

5. How does the receptionist do to get an unhurried opportunity to explain the amenities that

the hotel has to offer?
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(S cene 3 Concierge

Free Talk

1. Door-girls are just standing at the door to greet guests, so it’s a boring job. What’s

your idea about it?

2. Some bell-men are eager to get tips from guests, while the others think the letter of

thanks is more than any money. Which do you prefer? Give good reasons to support your

opinion, please.

Hotel Practical English

Dialogue 1

I’m Here to Meet You

Li Ming (B) works in the concierge at Golden Lake Hotel. Now he is standing at

Beijing International Airport with the hotel sign in hands, waiting for the guest,
Cyndi Lauper (A).

A

>

o> T > T >

Excuse me. I'm Cyndi Lauper coming from the USA. I made a reservation with your

hotel a week ago.

: My name is Li Ming. I’m here to meet you.

. Thank you.

. Is this everything, madam?

: Yes,but this suitcase is very heavy.

. Don’t worry. I'll take it for you. This way, please.
. Thanks.

. Get into the car, please. I'll leave your luggage in the trunk of the car.

(In the car. )

. It’s my first visit to Beijing. It looks beautiful. I'll do some sightseeing later. What do

you suggest I should see?

. There are many scenic spots and historical sites in Beijing. The Imperial Palace is near

to our hotel and it was built in 1406. It’s the residence of 24 successive emperors in

the feudal society.

« 30 -
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A It’s really incredible. It has so long a history. It must be splendid and magnificent.

B: Yes, it’s really worth seeing.

A: Can I go there on foot?

B: I'm afraid you will be lost. You’d better take a bus.

A . Which bus should I take?

B: No. 1 bus gets there. And there is a stop on the right of the hotel. It just costs you 1
yuan.

A: Thank you very much.

B : In addition, the Great Wall, the Ming Tombs and the Summer Palace are also places

of interest. Tour package is cheaper. If you like, I can help you with it.
A It’s very nice of you to give me so much help.

B. It’s a pleasure.

Notes

[ 1] hotel sign % J5 /Y37 fft

[2] scenic spots and historical sites 44 i 1 36

[3] The Imperial Palace & & , ¥ 5 & “Forbidden City” , 42 2% #i
[4] The Ming Tombs | = [

[5] tour package 4= AL Ip ik iiF , G )ik Ui

Useful Sentences

] I'm here to meet you. FJ2&RILEHE

] Is this everything, madam? <+, if A 4 V8 H £ 3X 1 2

] I'll leave your luggage in the trunk of the car. FIUAE 472003 5 45 M H .
]

[
[
[
[4] It’s really worth seeing. ‘EIEHWEHE—F .

1
2
3
4

Dialogue 2

How Do You Like This Room?

(A: Bell-man B: Mr. White)

. Good afternoon, sir.

. Good afternoon.

: Very nice to see you. Let me help you with your luggage.
: Thanks a lot.

: What’s your room number, please?

> > W >

: Here is my room card. Just a moment, please. The room number is 629.
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A I see. This way, please.

vy

. Why don’t you have the 4th floor?

>

. In China, the number 4 has the same sound as the word “death” in English. People
don’t like this number, because it reminds them of death.

Oh, it’s just like the number 13 in Western countries.

. Yes. So we haven’t the 13th floor, too.

. It’s very considerate of you.

> W > o

. Thank you. Here we are. How do you like this room, sir? It just faces the sea. You
can watch the ebb and flow of the tide.

. It’s terrific. I like it very much.

: Do you mind if I put your luggage by the wardrobe?

: Certainly not. Thank you very much.

: If you need something, just call me over the phone. Dial 9 first, and then dial 331.

. OK. Thank you.

W > W > W

Notes

[1] It’s very considerate of you. {4815 B & 2,
[2] the ebb and flow of the tide iz 7%

Useful Sentences
[1] Let me help you with your luggage. 3§ B & 47 2=
[2] What’s your room number, please? f&fE L5 ] ?
[3] Here we are. A3 T .
[4] How do you like this room? #5815 31X 4> 5 [8] B 4 FE 2
[5] If you need something, just call me over the phone. HIJR A 4T &, w44 F+T
CER7
Text

Hotel Concierge

Hotel concierge is one of the functions of the Front Office. Generally speaking,
concierge is composed of chief concierge, bell-man that is also called bell-boy, door-man
or door-girl, airport representative and driver. In hotels, a concierge helps guests with
various tasks like making restaurant reservations, arranging for spa services,

recommending night life hot spots, booking transportation, assisting with various travel
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arrangements and tours of local attractions. In addition, a concierge also manages valet
parking and guest luggage. At the same time, a concierge handles in-coming and out-

¢

going mails for guests as well. In short, a concierge is often expected to “achieve the
impossible” , dealing with any request a guest may have, no matter how strange. That is
the concierge who makes the impossible possible and do anything you required.

In upscale establishments, a bell-man meets the guests as they step out of the car and
escort them to their lofts. He takes the baggage to the guest room. The door man or door-
girl greets guests and shows them the way to the Front Desk. Private car transfer is
available between the airport and the hotel. The airport representative is in charge of it.

The following are the top qualities needed for someone who wants to work in the
hotel concierge. Number one is a true enjoyment of working with people. Guests may be
impatient and stressed out but a concierge needs to roll with that and not let it affect how
you help them. The second is great organizational skills. Multi-tasking is the name of the
game. The third top quality is energy and patience. A concierge has to be dedicated
because beyond the regular work hours, he or she needs spend a lot of time learning
things. Hitting museums or checking out the latest restaurant or exhibit so he or she can
talk to the guest about it with firsthand knowledge. This is unpaid time and possible time
away from the family, but it comes with the job.

(332 words)

Notes

[ 1] concierge FLEEHS , — M AE Lb 5 R 70 B A4 1T 5 A i B X AR, & A H it
T4 BIAIPEMSS o AT B0 S w8 T X8 .
chief concierge L # £ 1
a concierge 7 ¥§ #L = #1155 A 72

[2] bell-man Fx N “bell-boy” , J5l B 2FEAEI G ] I HEE 8 R AN, BLAE —
e deE e 05 A5 B & AN R AT R AT 2

[3] door-man #[ 2 A o [] &

[4] door-girl il € 5

[5] airport representative i 57 2| {37444 & A 45

[6] spa Jy*“salubrious par aqua” i 45 5 , & B “ P 2 K R K7 ik
[7] night life hot spots [l {7 2>

[ 8] attractions Jjf# Yo JJE L , 1 7] 5 i “ tourist attractions”

[9] in upscale establishments 7 & £4 J5
[10] great organizational skills £ % 55 19 ZH 21 &
[11] Multi-tasking is the name of the game. #FL %R 55 09 4% Sk & TE B 4%,
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[12] hit museums 2 #4715 25 7 15 0l
[13] check out %3k
[14] It comes with the job. % & T/EMTHE,

Useful Sentences

[1] A concierge handles in-coming and out-going mails for guests.

AL A MR 55 N D20 B AR A R R AF

[2] That’s the concierge who makes the impossible possible.

FLEEAB Y IR 55 A

= b
D1 He

[3] He needs spend a lot of time learning things.

b T A B R A 1 IS [) T A% A 0

Words and Expressions

1. suitcase [ 'sjurtkers] n. (JRATHR) FH56; KHE

2. trunk [ trapk] n. J545 M

3. residence [ 'rezidons | n. fFE4b; fEE

4. successive [ sok'sesrv ] adj. HESLR , AHLE R

5. feudal [ 'fjudl] adj. FH M

6. incredible [ mn'kredabl ] adj. MELLE ), An] BILH

7. splendid [ 'splendid ] adj. WHFEY, WEAREY, HOULAY

8. magnificent [ mag'nifisont ] adj. MW EAAR

9. considerate [ kon'stdorrt | adj. WRWGE) AR, 2 R 20 5 R il
NE-W

10. ebb [eb] n. iR Y%

11. flow [ flou] n. ik

12. tide [taid] n. W8, K

13. terrific [ to'rifrk | adj. WY, AR R Y

14. wardrobe [ 'woidraub | n. AR, A HE

15. function [ 'fapk/n] n. HLREHRI]

16. limousine [ 'ltmazizn | n. SR E KE

17. procurement [ pro'kjuoment ] n. SR, WK

18. valet [ 'velt ] n. (JRAH T SRS ) B 45 2 Y IR
%

19. upscale [ 'apskerl ] adj. =R

20. escort [ 'esko:t ] vt. B[

.34 .
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22.
23.
24.
25.
26.
27.
28.
29.
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loft [ Ioft ] n. [EEE, RS, b3 A
energy [ 'enadzi1] n. T840
dedicated [ 'dedr'kertid ] adj. A Z=WRAE Y
exhibit [ 1g'z1ibit ] n. FEYE A RN
assist with %% Bf , P Bl

tour package i1 Jife ¥

top qualities i B 5 it

be stressed out #fz & £ &Y, KK 1)
roll with Jij %f

Exercises

I. The following is a conversation between a bell-boy (B) and a guest (A). Fill in each

blank with the proper form of the word given in the brackets.

w >

A
B:

: Hi

@ > W > W > > T

| 1 (tell) to see you about going sightseeing.

: It’s my pleasure. I’'m the hotel’s concierge, at your service.

. I don’t travel a lot. What 2 (exact) is a concierge?

: We help direct hotel visitors to popular places to visit, eat, and shop.

: That’s great! So tell me, where should I go first?

. I'd suggest that you start at the Statue of Liberty.

: You know, I’ve already seen the Statue of Liberty. Can you suggest another place?

: Let me see. What do you like to do in your spare time?

. Well, I really like 3 (run). And I like art.

. Well, the Museum of Modern Art and Central Park 4 (make) for you! Have

you gone to either one?

: No, but I am sure I would like to.

: Well, Central Park is fantastic for running. Then you can go to the Museum 5

(look) at the beautiful art.
Thank you. That’s great advice.

Enjoy your run and your visit!

II. The following is a list of terms related to the bar. After reading it, you are required to

find the items equivalent to ( 5------ Z£[d] ) those given in Chinese in the table below.

A—wardrobe B—brochure
C—Dbaggage elevator D—trolley
E—storage room F—escalator
G—international flight H—domestic flight
I—chief concierge J—Dbell-boy
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K—flight number L—international terminal
M—door-girl N—chief driver
O—luggage office P—Iluggage rack

Q—1luggage label

Example:  ( Q ) 17754 (1) 1R
L ( ) LHES 6. ( ) A EAE
2. ( ) AHE , AKAR 7. ( ) [ PR AP A LR
3..( ) /T 8. ( ) HBhkH
4. ( ) AT s 9. ( ) FHER
5.( ) T By 10. ( ) AL 2

III. Complete the dialogue.
Mrs. Smith (B) has just arrived at the hotel. A bell-boy ( A) is coming to help her with the

luggage.

A: Good evening, madam. I’m the bell-boy. 1 .

B: Thanks. Good evening.

A; So you have got altogether three pieces of luggage?

B: Yes, 2

A: What’s your room number, please? 3 .

B . Here it is.

A': Your room number is 1520. After you,please.

B: Oh, can you change a fifty?

A Yes,madam. 4 ?

B . Four fives, two tens, and ten ones, please.

A . Here you are, madam.

B . Thanks. By the way, I'd like to have a brochure of your hotel. 5
A: You can get it from the Reception Desk. If you don’t mind, I’ll come up again and offer

you one.

B: Good. That’s very kind of you.

IV. Translate the following sentences into English.
f—ILal 7S AT R AR

FE A5 Ak 3l A W T

T Z#

FATIE I & —A G B AE s .

R nl LU 5 W a3 A AR D W AL ORI AR N .

| S S

« 36 -



Scene 3 ®m Concierge

V. Role-play activity.

The following is a role-play activity to practice the service done by a concierge. Divide

the class into two groups: bell-men(B) and hotel guests( A). And then have the students

work in pairs. The following is a conversation just as a sample. The students can create

conversations as they like.

B: Nice to see you again, sir. How are you doing?

A Fine, thank you. The room is very cozy. I had a good sleep last night. I’'m going to see
a friend today. Could you help me figure out how to get to Beijing Seismological Bureau
from here?

B: Sure. First, you need to go to the Jianguomen subway station. It’s not far from here.

A Are there any buses going there?

B: You can go there on foot. It just takes you ten minutes.

A. But I'm afraid I'll be lost.

B: Don’t worry about it. Just go down this street, and you will see the Jianguomen subway
station on the right. You will not miss it.

A That’s great.

B: Take Subway Line 2 to Fuxingmen first. And then transfer to Line 1 to Muxidi.

A: Oh, it sounds a little complicated. I have to buy the ticket twice. How much is a ticket?

B: Two yuan. But you just need to buy the ticket once. And the ticket is a metro card.

A Can you tell me how to use it?

B: Yes, sir. When you enter the station, put the metro card on the card-reading machine
and take it back quickly. At the same time, rush into the door because the door will close
very fast automatically. If you are in the station, you can go wherever you like. Take
good care of the ticket because you have to use it when you go out of the subway station.

A I see. Thanks a lot.

B: There is a bus stop by the subway station. You’d better take the No. 26 bus to the
Beijing Seismological Bureau.

A It’s very kind of you.

Notes

]
]
] subway station i £k
]
]
]

figure out F¢HA [, #1525, T
Beijing Seismological Bureau dt &t i 7Z J5)

metro card &k, —F il
card-reading machine 3£ #l
automatically [ 5
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Case Study

Get Me Two Tickets

Mr. and Mrs. Waltz( W) are free tonight, so they intend to go to the music concert.
Now Mrs. Waltz is talking with a door-man(D) about it.

W

D:

P EYE

=

<

Hello.
Good day, madam. How may I help you?

: Would you be able to get me two tickets to a music concert in this area tonight?

I will certainly do my best. What kind of music concert would you like to attend?

: Classical or pop.

All right. T can get you tickets to the symphony tonight, if you don’t mind sitting on
the balcony level. Unfortunately, it’s a bit too late to get tickets for tonight’s Jay

Chou solo concert. It’s completely sold out.

: Jay Chou is in town? You’re kidding. Are you sure you can’t get me a pass? I'll pay

extra.

: Well, hmm. Occasionally, concert tickets are held for the hospitality industry. If you

would like I can speak to my contact, and see if we can find you two held tickets,

although they would be quite expensive.

. That would be wonderful. If not, I guess I'll take the symphony balcony tickets.

Would you mind finding out for me tonight’s symphony program as well?

. Certainly. I will call your room within the next hour with some answers. What is your

room number?

: ’'m in 1019.

: Thank you, madam. I do hope that we can assist you.

Notes

]
]
]
]
] solo concert 4~ A Ji{IE 4>
]
]
]
]

classical or pop M35 SR8 AT & Sk
symphony 32 i 5k

balcony i Jff

Jay Chou J& 7 12 B9 9% S 44 F

You’'re kidding. R7EIFHLENM
pass JATIIE, 152

hospitality industry 7§ J5 I
contact B A

[10] held ticket i &4 fi%) ] 22
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Read the above conversation and complete the outline.

You should write your answers in no more than three words.

Get Me Two Tickets
Mrs. Waltz wants to go to a concert tonight so she needs 1
The door-man can provide two tickets to 2 if Mr. and Mrs. Waltz would like to

sit on the balcony level.

Jay Chou will perform 3 tonight.
The hotel can get 4 at times, but guests must pay more money for them.
The door-man is very efficient because he can give the guest answers just in 5 .

Home Reading

Passage 1

A Concierge

Concierge is a word coming from France. A concierge is an employee who lives on
the premises of an apartment building or a hotel. While the phenomenon and the term are
most common in France, they can be seen elsewhere, for example in the French-
influenced neighborhood of Heliopolis in Cairo, Egypt. A similar position, known as the
portero, exists in Spanish-speaking regions. In medieval times, the concierge was an
officer of the King who was charged with executing justice, with the help of his bailiffs.
The term concierge evolved from the French Comte Des Cierges, the keeper of the
candles, who tended to visiting nobles in castles of the medieval era.

In the 19th century and early 20th century apartment buildings, particularly in Paris,
the concierge often had a small apartment on the ground floor and was able to monitor all
comings and goings. However, such settings are now extremely rare; most concierges in
small or middle-sized buildings have been replaced by the part-time services of door-staff.
These are less costly. Some larger apartment buildings or groups of buildings retain the
use of a concierge. The concierge may, for instance, keep the mail of absented dwellers;
be entrusted with the apartment keys to deal with emergencies when residents are absent,
provide information to residents and guests, provide access control, enforce rules, and act
as a go-between for residents and management, when management is not on-site.

(234 words)
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Notes

[1] on the premise 7F /)& PN
[2] Heliopolis 7 ] B 3 A 7, J& 2l = #f P (14 3k 3, 764 IF % ((Cairo) 1YL FR , 15 2
3R KR B A W) 26 s

[3] porter 57T A

[4] medieval times {42

[5] be charged with f------ AT

[6] executing $hfT

[7] justice &

[8] bailiff {£%& LR HATEH

[91 evolve from EE ...... ﬁ/ﬂ:,y\ ...... E%;’éﬂg
[10] French Comte Des Cierges ¥ [ /it i bl {11 B3
[11] candle Bt

[12] tend to falfa , 48 1%

[13] visiting nobles i [ 5% %

[14] era JJj 20717, B AR

[ 15] apartment 2\ 5

[16] on the ground floor 73 [E 45 (1) & — 4% , M 7 38 [= W 48 Y J2 b F %=
[17 ] monitor W5, 45 B

[18] setting ¥ &

[19] costly & i B, A0 E = 1Y, By 53119

[20] absented 73719

[21] dweller f:%

[22] resident f& R,/

[237] access control i &4 il , 175 0] 44 il

[24] on-site } I HY

Decide whether the statements are true (T ) or false ( F) after reading the passage

above.
1. Concierge is a French word.
. The term concierge is just used in France.

. The term concierge can date back to the medieval era.

A~ N /N~

2
3
4. Door-staff have taken the place of concierge now.
5

. Door-staff have to provide information to residents and guests.
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Passage 2

A Concierge’s Responsibilities

Generally speaking, a concierge should ensure timely and seamless service when
dealing with guest requests, providing proactive, knowledgeable, engaged service to all
guests at the hotel. Meanwhile a concierge should report to the chief concierge in time.
The following are the responsibilities a concierge should do.

A concierge should ensure a neat and tidy appearance at all times. A qualified
concierge should keep all key minimum standards to the highest level. He should handle
the guest requests in a timely manner and meet all the guests’ needs. Advise guests of
places of interest in the surrounding area and ensure the efficient and prompt handling and
delivery of all messages, facsimiles, mails and parcels within the hotel, together with the
page person. As a concierge, he has to be familiar with all guest services and information
he may require. He has to help the guests with confirming airline tickets, making
restaurant reservations, and arranging tours. If the guest has any questions about the
hotel, the concierge can give him a satisfied answer by explaining the hotel policies
clearly. A concierge should make sure that he is familiar with all daily events and
functions within the hotel. Usually there are long-standing guests, regular guests and VIP
in the hotel. The concierge should pay attention to them and offer them personal service.
The team work is very important. The concierge should liaise with the head concierge,
and Reception Desk to foresee future VIP arrivals and departures and advise the Front
Office Management of all guest comments. In addition,the concierge should try his best to
maximize the sale of the internal outlets.

(270 words)

Notes

] timely and seamless service #iH} H 58 35 19 IR 55
] proactive, knowledgeable, engaged service i 4G &l 1 .4 I 19 IRk 55
] report to the chief concierge in time A B [a] %[, 5 5B 28 FEIC 4R T4F
[4] minimum standards #x {45 i
] efficient and prompt =& KB AY
] facsimile 1 E

] page person Wy 2= i) A, ik 55 A=

] be familiar with &
[9] confirm airline ticket §] i A/ 22
[10] long-standing guests K f¥ % A
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[11] liaise with Bt &
[12] head concierge #| & & 34
[ 13 ] maximize the sale of the internal outlets JX F7#E4H N E T

Read Passage 2 again and give brief answers to the following 5 questions.

1. If the guest has a request, what should a concierge do?

2. How should a concierge be dressed?

3. What does a concierge help guests with besides parcels?

4. How many things should a concierge be familiar with?

5. If a guest needs an airport pick-up, whom does a concierge have to inform?
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CScene 4 Information Service

Free Talk

1. Suppose you stay in a hotel and you will go for a job interview today. But you don’t
know where the company is, so you ask the staff at the Information Desk. But they also
have no idea about it. What’s your feeling now?

2. It’s an information age now. How do you think about it? Give good reasons to support

your opinion, please.

Hotel Practical English

Dialogue 1

I Need a Ticket to Osaka

(A: Receptionist B: Guest)

A
B.
A

o]

>

> W > W > W

Good morning, sir. Anything I can do for you?

Good morning. I need some information about touring Osaka, Japan.

There are three flights to Osaka weekly: Monday, Wednesday, and Friday. Which
day do you prefer?

. Which one is direct?

: The flights on Monday and Friday are direct. When were you thinking of flying to

Osaka?

: I would prefer Friday. Will this be round trip or one way?

: Round trip returning the following Monday. How would you like to fly? Economy?

Business? Or first class?

. First class, please. What time does the flight take off?

: The flight departs at 11:20 AM and arrives in Osaka at 6 :40 PM local time.

. How much does one air ticket cost?

$877.

: Good. Could you get me two tickets?

: Sorry, sir. Please go to the Beijing Travel Service Agency in our hotel. It’s on the

ground floor.
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Notes

Osaka H A KPR
direct H it
round trip 1 iR AL K

business 2\ %
first class <2516
Travel Service Agency Jfig 74t

]
]
]
] economy £y, HiE At
]
]
]

Useful Sentences

[1] Anything I can do for you? 7555 4§ fAng ¢
[2] The flights on Monday and Friday are direct. J&— FJ& 1o A0 U /& BT o
[3] What time does the flight take off? "KALJL &g K7

Dialogue 2

How Far Is the Nearest Post Office?

(A : Receptionist B: Guest)

A:
B:
A

. 44 .

Good afternoon, madam. We have a parcel notice from the post office for you. Here it is.
Thanks. By the way, could you please get it for me?
I’m sorry, madam. This service is not available in our hotel. So you have to do it by

yourself.

. That’s OK. Do you know how many days the post office can keep it?

. Just three days. If you can’t pick it up on time, maybe you have to pay a small fine.

There is a post office in the basement. You can have a clerk get the package for you.

But you have to pay fifteen yuan for it.

. Thanks for the information. I think I’'ll do it by myself. How far is the nearest post

office?

: Just ten minutes by bike.
. Could you tell me how to get there?

. Sure. First, cross the road. And then go down the street, through one supermarket

and a big hotel until you see the traffic lights. The post office is on the left.

. OK. I think I can get it.

. Take your passport and this notice with you when you go there because you’ll need to

show them when you get the package.

. Oh, I see. Thanks a lot.

. It’s my pleasure.
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Notes

[ 1] parcel notice i 5 i 41
[2] cross the road ZF 3T & %
[3] traffic lights 32 3@ %]

Useful Sentences

[ 1] How far is the nearest post office? Hx T A MR B XA £ g ?
[2] Could you tell me how to get there? YRAER YR /E 4 L2
[3] It’s my pleasure. N&S,,

Text

Information Desk

The Information Desk is one part of the Front Office. The general responsibility is to
offer information, direction and suggestion to customers quickly and considerately.

Staff working in this branch should be able to work independently and respond to the
customers’ inquiries as accurately as possible. At the same time, they should learn and
master the knowledge of questions regarding ordinances, regulations, policies as related to
the hotel so that they can give responses to the customers’ questions immediately.

Staff at the Information Desk are also called receptionists. They should able to
provide all the information on their hometown for the guests such as the information on the
airport, the station, the cinema, tourism and so on.

Guests may be stressed by the frustrations of unfamiliar surroundings, unclear
directions or unfamiliar public transportation. The receptionist at the Information Desk
should be considerate of the traveler under these circumstances and can recognize anxiety,
restlessness, and hostility and respond to them in a positive, understanding manner.

Each customer has special need, so it is extremely important to offer different
information that can help each person to make their stay happy and their outgoing
convenient. This is a fantastic aid for all the customers.

In one word, what’s primarily needed as a receptionist at the Information Desk is good
at handling information and good at dealing with people. If the requests and questions are
beyond your knowledge, you can never say no to the guest. You should contact the related

department or company positively and then give the guest a satisfactory answer.
(260 words)
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Notes

[1] Information Desk [i]if] &b
[2] information service [i1] i) I 5%
[3] help the guests out 5 B2 A\ 12 i 1A 85

Useful Sentences

[ 1] They should able to provide all the information on their hometown for the guests.
AT I B & N R AR K 2 19— DI E

[2] Guests may be stressed by the frustrations of unfamiliar surroundings.
R AR 1 PR BT 23 1E 20 A7 A A I, DT ol At ] U 1) SR ke

[3] Each customer has special need.
B — L% NHEBAT R IR 5K o

[4] If the requests and questions are beyond your knowledge, you can never say no to the

guest.

AR N R B B SRR 1] AT AR B R PR B PR 4 AN BE AR 468 [ 2%

Words and Expressions

S

fra'strerfn ] n. PRATIHAE A IR (RN ) B
anfa'miljo ] adj. ARG, AR H W, BE

sa'rauvndinz | n. FREE, JE H S

13. frustration

14. unfamiliar

1. depart [ di'pa:t ] vi. BIF, Bk
2. fine [ famn | n. 14
3. basement [ 'bersmont ] n. WFZE, T2
4. fantastic [ feen'testik ] adj. H KB, R K
5. independently [ ndi'pendontli] adv. Jh =7 Hb, [ 57 3
6. respond [ r1'sppond | vt. &vi. [ BN VB =
7. inquiry [ in'kwararr ] n. iR, A i)
8. accurately [ '&kjourrtlr ] adv. 1EHRG TG TR, MR L, A B0
9. regarding [ r1'ga:dip ] prep. XT
10. ordinance [ '5:dinons ] n. <5
11. regulation [ regju'lerfn ] n. H = R
12. stress [ stres ] vi. SR, L e 7, ff Bk
[
[
[

15. surroundings

16. circumstance [ 'sotkomstons] n. &, &M, EM B8

17. anxiety [ @n'zaratr | n. IR L ARG B R
18. restlessness [ 'restlisnis ] n. ST JELASE, TR IE
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19. hostility [ ho'stilotr ] n. BUE OO, B IR S
20. local time >4 H#b fi5f []
21. in one word MM Z

Exercises

I. The following is a conversation between a receptionist (R) and a guest (G). Fill in
each blank with the proper form of the word given in the brackets.

R: Good afternoon! This is the Information Desk. May I help you?

G: I tried 1 (contact) Mr. Peter in Room 829, but nobody answered.

R: Hold on, please. I'm afraid he is not in. Would you like to leave a message?

G: Yes. Tell him to call me back as soon as possible because I have a matter of great
2 (urgent) for him.

R: Sure, madam. May I know who 3 (call), please?

G: Nancy Brown.

R: Yes, Mrs. Brown. May I have your phone number, please?

G: It’s 619-226-6123.

R: 619-226-6123. Is there anything else?

G: No, that’s it.

R: I'll repeat your message. The message is for Mr. Peter in Room 829 from Nancy Brown.

Please call her back at 619-226-6123 when he 4 (arrive) at the hotel. Is that
correct?

G That’s right. Thank you.

R: My pleasure. My name is Liu Yan. Please don’t hesitate to contact me if you have any

further 5 (‘enquire) .

II. The following is a list of terms related to the Information Desk. After reading it, you

are required to find the items equivalent to those given in Chinese in the table below.

A—Information Desk B—Duty Manager
C—ticketing center D—high-class restaurant
E—barber shop F—video games
G—newspaper stand H—recreation centre
I—hotel directory J—classical music
K—dining room L—sightseeing
M—foreign currency N—1long-distance call
O—one way ticket P—second-class ticket

Q—subway station
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Example:  ( Q ) Higkvh (1) HuLFR
1 ( ) [R) ) Ak 6. ( ) KAt {HHE2E B
2. ( ) ITER RS 7. ( ) TEARIR
3. ( ) AR 8. ( ) R
4. ( ) Sk 9. ( ) WK L
5.( ) Wt 10. ( ) TS

III. Complete the dialogue.
A guest (B) comes to the hotel. A receptionist at the Information Desk ( A) is greeting her.

A: Good evening. What can I do for you, madam?

B: Good evening. 1 , Miss Della. Is she in your hotel?

A 2 ?

B . This afternoon.

A Just a moment, please. I'll see if she is registered.

B: Thank you.

A: Miss Della? There are a lot of Dellas here today.

B: Della Kemp from New York.

A Oh, yes, 3 , Della Kemp. She is in Room 301. Please wait a moment; let me
phone her. Miss Della says she’s waiting for you in her room.

B: Thank you. 4 ?

A; OK. This way, please. Here it is.

B: Thank you.

R: 5

IV. Translate the following sentences into English.
i 30 A7 T

PRAT A Bl 1 0TI b P51 0 2
PRBEHERE — DI — R B P T 2

WG AL 71T =k 55 152 (on-site)

T KRB RA P K A= 2 b et

[ S

V. Role-play activity.

The following is a role-play activity to practice providing the information on the hotel
for the guest. Divide the class into two groups: hotel receptionists( A) and guests(B). And
then have the students work in pairs. The following is a conversation just as a sample. The
students can create conversations as they like.

A: Good afternoon. What can I do for you, sir?

B: Good afternoon. May I have a brochure of your hotel?

A Of course, sir. Here you are.

B: Thanks. My friends will come on business next week from France. So I want to know
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something about your hotel service. What star is your hotel?
A.: It’s a five-star hotel. The fully equipped business center covers everything from
translation to fax. And the elegant design and warm service make guests feel at home.
B : What kinds of rooms do you have?
A There are 500 international-standard rooms. For example double room, mini suite,

deluxe suite and presidential suite.

o]

. How about other services?
A'; Our hotel has both business and recreation facilities such as restaurants, meeting rooms of
different sizes, famous brand chain stores and fitness center. So it’s the best choice for

business or recreation.

o]

: That sounds great. What is the rate for the double room?
A: 600 yuan per night. We provide high quality lodging facilities with competitive prices.

B: Thanks a lot. I’ll book a room for my friends in your hotel now.

Notes
[1] brochure /NI, (5640 SR 4510 159040 28 T
[2] on business 2
[3] fully equipped business center 1% £ 3% 4> B 1 55 HP 0>
[4] fax f&H
[5] mini suite /NEIZE B
[6] fitness center g & H.0»
[7] competitive price E. G =5 /7 I #&
Case Study

Where Is the Restaurant?

A guest (A) is hungry now. He is looking for the restaurant. The receptionist ( B)

at the Information Desk is helping him now.

A . Excuse me, where is the restaurant?

B: We have a Chinese restaurant and a western-style restaurant. Which one do you
prefer, sir?

A I’d like to try some Chinese food today. I have heard there are eight cuisines in China.
Is that right?

B:. Yes, sir. China covers a large territory and has fifty-six nationalities, hence a variety
of Chinese food with different but fantastic and mouthwatering flavor.

A Oh, it’s wonderful. Could you introduce some of them to me?

B . Of course, sir. Sichuan cuisine is one of the most famous Chinese cuisines in the world.
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Most Chinese people like it very much.

A. What’s the characteristic of it?

B It’s characterized by the spicy and pungent flavor. And it emphasizes on the use of
chili.

A T think it’s too hot.

B: You’'re right, sir. But it’s very tasty. What do you usually like to eat?

A . I like seafood.

B . Jiangsu cuisine will be your favorite, sir. It chooses aquatics as the main ingredients.
And the flavor is light, fresh, sweet and with delicate elegance.

A It seems to be very delicious. I want to try it now.

B: You’re lucky, sir. We have a distinguished cook who is good at Jiangsu cuisine.

A . Is the Chinese restaurant open now?

B. Yes, it’s on the second floor.

Notes

[1] eight cuisines /\ K3 %

[2] fifty-six nationalities 56 |~ & ji&

[3] hence AL, AT LA

[4] mouthwatering 4 A\ I It (1)

[5] spicy and pungent 73

[6] aquatic 7K = &

[7] main ingredient 3= %% 5K}

[8] light, fresh, sweet and with delicate elegance ¥ , & , &t , ff
[9] distinguished & 44 )

Read the above conversation and complete the outline.

You should write your answers in no more than three words.

Where Is the Restaurant?
The guest will have dinner in 1 today.
Since China’s local dishes have their own typical characteristics, generally, Chinese food

can be roughly divided into 2

The major feature of Sichuan cuisine is 3 .
Shellfish are the 4 Jiangsu cuisine.
If you go to 5 , you will see the Chinese restaurant.
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Home Reading

Passage 1

Hotel Information Service

Summer Palace Hotel is a spacious resort hotel located on the banks of the Yangtze
River. The hotel offers a complimentary shuttle service connecting to the city’s
entertainment and major shopping areas in twenty minutes. There are 600 luxuriously
appointed guest rooms and suites that command panoramic river views. All the rooms are
complemented by excellent facilities. The range of cuisine includes Chinese at the Empire
and French at the Deer Harbour, which are offered at the riverside. For your reservation at
Summer Palace Hotel, please select the dates of your stay and complete our secure online
booking form.

The following is the information of our hotel. There are non-smoking rooms and
smoking rooms in our hotel. Daily newspaper is sent to every room without any charge.
There are different facilities that are available in each room ; bathtub, air condition, desk,
hair dryer, ironing board, television and mini bar. Each guest can get complimentary
bottled water every day. You can enjoy separate shower and tub in the room. Wireless
Internet access and Internet access are offered in our hotel. If you are a mouse potato, you
can surf the Internet freely.

The recreational activities listed below are available at the resort; massage, fitness
facilities, sauna, tennis courts and pool outdoor.

Summer Palace Hotel is the best choice for your holidays. It beckons to you. Come,

please!
(231 words)

Notes

[1] Summer Palace Hotel X & )5

[2] the Yangtze River K VI

[3] panoramic 4= 5tHY

[4] Chinese at the Empire 47 [E 95 i) 1 4&

[5] French at the Deer Harbour JE#EI 5 A0 548

[6 ] mouse potato Hi, fi ik

[7] It beckons to you. EFEMARIE T

Decide whether the statements are true (T) or false (F) after reading the passage above.

1. Summer Palace Hotel is by the Yangtze River. ( )
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2. It is very far from Summer Palace Hotel to the shopping mall. (

3. There are sixty hundred kinds of rooms for you to choose. (

4. If you are a smoker, you can’t get a room in this hotel. (

5. You can search anything that you need on the Internet in this hotel. (
Passage 2

La Fontana Hotel

This beautiful three-star hotel convinces guests by its excellent location in the midst
of the commercial district of Guayaquil near the shopping mall and the waterfront
promenade Malecon Simén Bolivar. The owners are an Ecuadorian-Israeli couple who
personally see that the guest feels like at home in La Fontana.

All the 20 tastefully furnished rooms have their individual design and offer the
complete comfort of a beautiful city hotel. The suites additionally provide small romantic
balconies from which the visitors can enjoy a marvelous view over the busy life of the
lively harbor city.

A small modern spa centre is directly connected to the hotel and provides relaxation
and delicious food made of products from the Dead Sea. The hotel’s restaurant serves its
guests national and international delicacies and a small bar offers delightful refreshment by
mixing exotic cocktails.

During the whole year, La Fontana Hotel designs for its guests special offers, for
example combined travel packets including flights, special dinners or sightseeing city
tours.

La Fontana is the ideal place for your well being!

(175 words)

~— — ~— ~—

Notes

[1] convince fFEARAE ; fHBA 1, (H A0 AR , 605 M2, Bé i , #id (e AABE )
[2] commercial district Fl X

[3] Guayaquil JEMZ /R (JE R Z /K 15— R Ikh)

[4] shopping mall g4y .0

Malecon Simén Bolivar i KiE P 5 - 3 H BLIR 2 [l
Ecuadorian-Israeli couple K {143 il & J&. JK £ /K A F1 LA f8. 51 A
tastefully FEZECHL, A & A7

delicacy ¥ XM EY

[ 10] refreshment YK & K5 #f JE B, 324 2 4

]
]
]
]
[5] waterfront promenade J& 7K [X %) #2537 Fr
]
]
]
]
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refreshments p5.0>, 555
[11] exotic Zhk ), 55 [E 1), &F 5 11
[12] combined travel packets Zi & ik F &K

[13] well being 4k, %7 fd 5, 3£ 48

Read Passage 2 again and give brief answers to the following 5 questions.

1. Where is La Fontana Hotel located?

2. What nationality are the owners of this hotel?

3. How many rooms are there in this hotel?

4. What’s Guayaquil like?

5. What kind of food can the guests enjoy in the restaurant of the hotel?
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CScene 5 Handle Complaints

Free Talk

1. What is the best way to handle a guest’s complaint?

2. What will you do if a guest makes a complaint about the cockroaches in his room? Give

good reasons to support your opinion, please.

Hotel Practical English

Dialogue 1

There Is Nothing on My TV Screen

(A: Receptionist B: Guest)

> w o> w

> @ o> w >

> o

. Good afternoon. May I help you?

Yes, there is nothing on my TV screen after I turn it on.

. ’m sorry about that. What’s your room number, please?

. 369. By the way, there is something wrong with the telephone. I can’t make a call.
. Can you hear the beep sound when you pick up the telephone?

. Yes, I can. But when I dial the number, it doesn’t work.

. Madam, you need to dial nine first to get an outside line. If you want to make a room

to room call, you have to dial eight first.

. No wonder I haven’t been able to make a call. And one more thing, I was badly bitten

by mosquitoes last night.

: 'm very sorry to hear that, madam. Why didn’t you use the electric mosquito

repellent heater?

. It’s just what I want to ask you. You mean I have to buy it by myself.
. Sorry, I didn’t mean that, madam. It should be available in each room.
. I didn’t see it when I checked into my room yesterday.

. ’ll send one electric mosquito repellent heater to you at once. And I really apologize

for it, madam.

. That’s OK. Can I get another pair of disposable slippers as well?

: Yes, madam. And I'll send a maintenance technician to check your TV right now. If

<54 -



Scene 5 m Handle Complaints

you have any other problems, don’t hesitate to let me know. I’'m always at your

service, madam.

electric mosquito repellent heater Hi, I 7 4%

Notes

[1] beep WU

[2] outside line #p&k

[3] make a room to room call T %& 5 N4k L%

[4] No wonder I haven’t been able to make a call. ¥EREFK/EAWIT A L.
]
]

disposable slippers — VX 14 i #E

Useful Sentences

1] There is something wrong with the telephone. XM A BIK T o

2] You need to dial nine first to get an outside line. L THMk , T =Kk 9,

3] I really apologize for it. & EL A9 XT it 8% 3] 1R 41 3Kk .

4] T'll send one electric mosquito repellent heater to you at once. 5 | IR A 25 &% —1
L A

[5] I’'m always at your service. F I} ZI#F 2 B8R 5%

[
[
[
[

Dialogue 2

Chivas Regal Isn’t in the Mini-bar

(A : Receptionist B: Guest)

B: When I first arrived, I was assured that a bottle of Chivas Regal would always be in
the mini-bar. Well, I’'m here now and the bottle isn’t. What kind of hotel are you
running here anyway !

A I sincerely apologize for the oversight, sir. We have been exceedingly busy today
because of the convention. I'll have a complimentary bottle delivered immediately.
Please accept it with our compliments.

B . Well, I should hope it would be complimentary. I ran out of toilet paper. Is it possible
to get more?

A Of course, sir. I'll send more up immediately. Is there anything else you require?

B: Now that you mention it, could you also bring up a six-pack of Heineken? My friends
will come later.

A: Yes, sir. I’'ll notify room service and have them send some to your room.
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B. That would be great. The light is too dim in this room. Can you get me a
brighter one?

A Certainly, sir. I'll send it right away.

vy

. Thank you.

A: You’re welcome. That’s the least we should do for you.

Notes

[1] mini-bar 1_1 SR
[2] run ¥, 28
[3] a six- pack EFT R B OS T — A 2k

]
]
]
[4] Heineken 5 73 MUP , fiif > WL 1 33t 7, T 59 265 DU DR W35 2 )

Useful Sentences

[1] 1 sincerely apologize for the oversight. % & T/ 19 g BT B 3K .

[2] T'll send more up immediately. P37 BIJR A 45 453% %5

[3] Is there anything else you require? b 7= 25 5| (4 4 75 g 2

[4] That’s the least we should do for you. X2 FRAT 1% 73 A iy f5e e At 1% =

Text

How to Handle Complaints

There will be inevitable times when a guest has a problem about something and will
complain about it. Sometimes these complaints will be justified, such as being brought the
wrong order in a restaurant or not getting the kind of room that was booked or being over
charged for a service. Sometimes the complaints will be unreasonable, such as a guest
demanding an upgraded room at no extra cost or becoming angry about a short delay.
Whether the complaint is justifiable or not, it must be handled with dispatch and
professionalism.

For hotels customers are the asset and hence the complaints received from the
customers should be attended immediately without any delay. This would enhance the
hotel’s credibility. The kinds of complaints that hotel employees are likely to encounter
are as varied as the guests themselves. No matter what complaints are and how guests
behave the hotel staff can never ignore the complaints. When guests come with some
complaints with regard to the service, they take this as a big issue, even if it’s small from

the hotel’s point of view. Therefore, those complaints must not be taken lightly and must
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be given higher importance so that the customer feels he or she has been given all those
importance that he is expecting.

Don’t try to cover up your mistakes even when you have an advantage to do so.
Accept the mistakes and correct as soon as possible and this will help you to keep good
customer relations. Customer relationship is the heart of a business. As we offer services
to guests we should not forget that we are bound to fault and that makes it necessary for us
to accept the faults. Customers are always right because you have to be there for them.

In addition, don’t contradict the complaint on the face of it. Customer satisfaction is
the first thing in the hospitality industry. Customers don’t need much more than the quality
service in time. If you try your best to satisfy the customers, they will be willing to come
back again and you can get more business from the same customers.

All in all, hotel staff should have a good attitude about complaints. Listen carefully
to the problem. Apologize for the problem. It doesn’t matter that you are correct or
wrong. Take immediate action to resolve the problem, and finally observe the guest’s
satisfaction level. This is the professional way of handling complaints. If a hotel looks at
each complaint as learning experience, proper documents will be maintained.

(412 words)

Notes

[1] These complaints will be justified. XSt A IF 5 19
[2] an upgraded room A4 YK (Y B3 1]
[3] It must be handled with dispatch and professionalism. %5 TEE | %[ Hb &b FH 3% 4>

l"ﬂ BJF"‘O
[4] Customer relationship is the heart of a business. 5% A 3¢ & T 88 2 84 2 1)
57 B B I TE

[5] hospitality industry 4 J5 b, 7% J5 Ml
[6] quality service 1 5 iR 5
[7] observe the guest’s satisfaction level WLEX%& A (1)1 & &

Useful Sentences

[ 1] The complaints received from the customers should be attended immediately without any
delay. &3] NAY BRGNS R4S B, A HE TR

[2] This would enhance the hotel’s creditability. X #FEKF <2 =Tl IE AE2E,

[3] Don’t try to cover up your mistakes even when you have an advantage to do so.
T3 AR B B 2SR A 78 2 A9 B AT AKX A R

[ 4] Customers are always right because you have to be there for them. 2 A B &XTH, KA
PR R A AT AR 55 o
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[5] Don’t contradict the complaint on the face of it. ¥ IJFT I AT,

[6] If a hotel looks at each complaint as learning experience, proper documents will be

maintained. SR AL B — D PURAE g L5 R S, UL 2 B PR AR IR AT

Words and Expressions

O 0 N O N B~ W N =

10.

. exceedingly

— e
A W N =

24.
25.
26.
27.
28.
29.
30.
31.

.58 -

badly
mosquito
electric
repellent
heater
disposable
maintenance
technician
assure

oversight

. convention
. complimentary
. compliment

. notify

. inevitable

. dispatch

. professionalism
. asset

. enhance

. credibility

. lightly

. fault

contradict
professional

document

'beedlr ]
moas'kirtou |
1'lektrik |
r1'pelont |
'hirto |
di'spauzabal ]
'mentonans ]
tek'nrfn]
a'fua]
'Juvosait |
1k'sizdiplr ]
kon'ven|n |
kpmplo'mentarr |

'kpmplimont ]
|

— o 1 1 1 1 1 1 1 1 1 1

noutifar |

m'evrtobl ]
dis'paet ]
pra'fefonalizom |
'&set |

m'harns |
kredi'bilrtr ]
Nartlr ]

forlt |

[ T e I s I s T s SR s IO s B

[ kantra'dikt ]
[ pro'fenl]
[ 'dokjumaont ]

run out of H 5%, 58 B, ¥k H 52
toilet paper 1/ 4%, F 4%
room service % ik & Ik 55 , ik B MRk 55 rhoO
stick to AE , 5T, & T, BiF
all in all B & =2, A Aok

adv. = H

n. W

adj. WL, HHEH

n. IR 85

n. fin#kgs

adj. —RPER

n. 4B

n. FAR G

ve. AR, BEHRAF, 1] e PRIE
n. BLZ 2B K5

adv. JEH ACH o b, B
n. K&, 84

adj. FoRHLER BRI I8 1
n. [ag , BUR

ve. A, A s

adj. ALY, 68K KA

no () G, (Ih3E) G, P ab 2
n. WOWFRE , Ll 5075, Ll A G 4% T
n. WE

U/ T = )| )1 U N M N -2
n. ALEME L EE WG

adv. BiH I R

vi. 225G LR R

n. S EREG RO R A

vt & vi. JB, AN  HSE

adj. WO, £

n. SCRY A SC, S
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Exercises

I. The following is a conversation between a receptionist (R) and a guest (G). Fill in

each blank with the proper form of the word given in the brackets.

Q% a=r®ax

Q =

G:

. Good evening, sir. What can I do for you?

: I'm in Room 712. The shower head 1 (fall) off the wall just now.
: I'm 2 (awful) sorry, sir. Did it hurt you?

: No. I'm so lucky. No sooner had I finished the shower than it happened.

: I'll call the Maintenance Department 3 (fix) it immediately.

: You can do it tomorrow. I’m sleepy now. But the sound from the television in the next

room is too loud. I can’t go to sleep. It’s already 11 PM and I have an 4

(importance) meeting tomorrow morning.

: Do you get the room number of your neighbor, sir?
: No. But it’s on the left of my room.

: I see. I'll send a security 5 (office) up straight away. Is there anything else I

can do for you, sir?

Nothing else. Thank you very much.

II. The following is a list of terms related to the complaints. After reading it, you are

required to find the items equivalent to those given in Chinese in the table below.

A—Security Department B—mini-bar

C—Guest Relation Officer D—Floor Supervisor
E—floor captain F—Personnel Department
G—Public Relation Department H—shower

I—telephone operator J—regulation
K—in-house phone L—-collect call
M—person to person call N—water closet
O—international direct dialing P—blanket

Q—air-conditioner

Example: ( Q ) =i (J ) M=
L ( ) HbEE 6. ( ) HihK A
2. ( ) E bR LAk s 7. ( ) ARy
3. ( ) XF A B s 8. ( ) PERHL A
4. ( ) PR 9. ( ) BEFEE
5. ( ) NHER 10. ( ) W

III. Complete the dialogue.

A guest (B) comes to the Front Desk. A receptionist (A) is greeting him.

A

Hello, sir. May I help you?
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B:

z

A

o o> W o> W

Yes, I have called the Front Desk twice, but 1 . I have to come down in

person.

. I’'m very sorry about it, sir. Just now my colleague went to the rest room. Suddenly one

guest fell down with the heart attack. I ran to help her. So 2 . What can I do
for you, sir?

3 . The wind isn’t cold. It’s just a little cool. You know it’s the hottest season
now. How can I stand it?

4 , sir. I'll call the Maintenance Department to check it at once. What is your

room number?

. 1228.

. Mr. Smith.

. That’s right.

. If you like, 5 , Sir.

: Oh, I really don’t want to move right now if the air-conditioner will be OK. I'll change

my mind in case it still doesn’t work later. Thank you very much anyway.

You are welcome.

IV. Translate the following sentences into English.

1
2
3.
4
5

- BRI A GE .
- AR

AR RVER MK . (sink)

- FREE AR R D7 8] (E 45 3R A B[R] A T A 2 i .
- AT 2R B I8 B IR Y B3 Rk

V. Role-play activity.

The following is a role-play activity to practice dealing with the guest’s complaints.

Divide the class into two groups: hotel receptionists (R) and hotel guests( G). And then

have the students work in pairs. The following is a conversation just as a sample. The

students can create conversations as they like.

Q@ QR

Q@ ar®aR

Good morning, ma’am. Can I help you?

: Yes. I think there’s a mistake on my phone bill.
: Could you show me, please?

. Here it is.

. What’s the problem, ma’am?

. I was overcharged for a call to France. I talked for only twenty minutes. But I was

charged for an hour.

. I'll get the meter reading from the operator and we can check it together this afternoon.
. I’d really like to settle it now because I have an important appointment this afternoon.

. All right. Can you wait for me in your room? I’ll call you as soon as I get the records.
: How long will it take?
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: I’m not sure. It depends.

. I have to go to a supermarket to buy a shoe polish later.

: Don’t worry, ma’am. I’ll try my best to get it as soon as possible.
. Thanks a lot.

Notes

phone bill H %I 7%
overcharge Z I (5 A K ) 2
meter reading 1 & HL 175 I 7K 3%
settle 4b¥H

it depends L1 0 1M &2 , NG 0
shoe polish #£

Case Study

Handling an Angry Guest

Mrs. Tailor (T) comes to the Front Desk of the hotel requesting for staying more

but not willing to pay. The receptionist (R) is receiving her.

R:
i

Good morning, madam. May I help you?
I just got the news that my flight will take off at 4 .25 PM but it is supposed to leave at
11:45 AM. I’'m 65 years old as you see, so it’ll be so difficult for me to wait at the

airport for such a long time. I want to stay in the room until this afternoon.

: You are lucky as we don’t have any booking of that room till afternoon. But as you

know, madam, 12.:00 PM is our last check-out time and if you like to stay more then

you have to pay for that.

. What? What the hell are you talking? Why do I have to pay?
: It is the rule, madam. You will be happy to hear that you won’t have to pay full day

room rent. If you stay till afternoon then you will be charged only 50% of the room

rent.

. Don’t you know I have settled my account already?

: Yes, madam. But...

T. What but? Listen... hey, listen to me. I won’t pay a single cent for 3 hours. Are you

deaf? I won’t pay anymore. Is it clear to you?

: Madam, I really understand your problem. But I’m afraid I have nothing to do. 12:00

PM is our last check-out time and if you want to stay more, you have to pay. That is

the rule we have for all our guests.
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T. I have been staying in your hotel for one week. Your service is so poor. I'll complain
against you.

R: I'm very sorry, madam. OK...I can do one favor for you.

—

. What?

R After 12.00 PM you can leave your luggage to us and enjoy in our lobby. And you
will not be charged anymore.

T: You people are really mad. Listen to me clearly. I know how hard to earn money. I

won’t pay anymore for 3 hours.

R: You can really enjoy in our lobby for the rest of the time, madam.

—

: No...never. I'd like to sleep in my room until 3:00 PM and I will never pay anymore.

R . Then be seated in the lobby please, madam. I’'m calling the manager. He is the right
person to solve your problem. Please have a seat there. Our manager will come in 5

minutes.

—

: OK. I’'m waiting. Let him come and talk to me.

R: Thank you for your patience, madam !

Notes

[1] My flight is supposed to leave at 11:45 AM. KHLWIZTE B4 11:45 &K,
[2] the hell %/le:,ujwﬁiﬁ,ﬁﬁUﬁnﬁilﬁ%,ﬁﬁ&"ﬁ on earth” A L1, A i3 g #)
[3] I have settled my account. I Z4552MK T .

[4] check out 45055 )5

[5] Your service is so poor. R{THIMR G K2Z .

Read the above conversation and complete the outline.

You should write your answers in no more than three words.

Handling an Angry Guest

Mrs. Tailor intends to stay in the hotel room until 1 this afternoon.

But the receptionist says if she wants to stay more she has to 2 .

Mrs. Tailor is so angry that she refuses to 3 for three hours.

The receptionist advises Mrs. Tailor to stay 4 if she doesn’t want to pay the
room rent.

The receptionist can do nothing but 5 at last.
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Home Reading

Passage 1

Tips on How to Handle Complaints

Misunderstandings and mistakes happen in every hotel. However, how to deal with
the guest complaints is very important. It needs some prior experience and knowledge to
handle difficult guests in different situations. Even in some cases a guest becomes
frightening for other guests. If staff can’t handle them tactfully then there may be a loss of
property. Here are some tips on how to handle guest complaints in the hotel.

Listen to guest’s complaint carefully and express your enthusiasm to help. When in
person, demonstrate your attentiveness by maintaining eye contact. Over the phone, be

9

sure to add some “verbal nods” such as “I see” , “okay” and “alright” . Never argue or
interrupt when the guest is still explaining. Wait until he or she has finished.

Handle the request in priority, even if the complaint is not concerning your section.
Take action until the matter is completed. Pass over the information to the Executive Floor
Manager immediately, if it’s out of your capabilities. Try to make the guest feel very
comfortable while waiting and allow time for the guest to cool down.

Ensure that the guest already gets assistance or someone is handling his or her request
before you leave the guest. When you see the guest at a later time, greet him or her and

ask if everything is fine. Log in the follow-up book for your colleagues to be aware of the

situation.
(234 words)
Notes
[ 1] prior experience &1 2 %

]
] tactfully L& H#, T3 Wb Hb , 3 25
] attentiveness ¥ &, K.l», KF, BN
[4] verbal nods 7 i FZHL/RIAAT
] in priority fff; %%

] log in %% 5% M, #E A CGFEVLRS)

] follow-up book Mt , R JE b1 Tic F a8 A

Decide whether the statements are true (T) or false (F) after reading the passage above.
1. A complaint will never happen in a five-star hotel. ( )
2. If you want to handle complaints tactfully, you have to learn some prior experience and

knowledge. ( )
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3. Don’t interrupt the guest when he is complaining. (

4. If the complaint is not concerning your section, you can ignore it. (

5. You can’t leave the guest until the matter is completed. (
Passage 2

Managing Guest Complaints on Websites

A traveler’s experience is viewed as more powerful than an advertisement or even
article because people trust other people’s experiences. People that travel love to talk
about their experiences to their friends, families and co-workers. They want to tell you
what was absolutely fabulous about their vacation, and they also want to tell you what
went wrong.

On websites travelers generate their own contents and post their comments. Their
comments have the potential to reach thousands of people and influence their purchasing
decisions, good and bad. A hotel with a bad review will see its occupancy plummet, but
a good review will help reservations and increase much more profit by building up
occupancy.

As a result, every hotel should consider putting in place an on-going system with an
individual from the hotel responsible for monitoring consumer websites and seeing what
comments have been made, good or bad, about your hotel.

If you find out that you have many negative comments, obviously it would be a good
idea to address those problems internally and improve your hotel in the areas that guests
are complaining about.

If you feel that the comments were made unfairly or there was a valid reason for the
error, the General Manager should go into the site where the complaint was made and note
why the problem occurred and make sure it has been addressed.

To help garner more positive comments on your hotel, try to encourage happy
customers to comment online. If you have unhappy customers, cater to their needs until
they are happy, that’s customer satisfaction 100.

(262 words)

Notes

[1] On websites travelers generate their own contents and post their comments. Jig if#
ATRATEM E &M, &R B QTG

[2] review PFig

[3] plummet HF 5 T, BRRBRIE , HIF
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[4] by building up occupancy il i 34 il A F

[5] as a result [H 1Y,

[6] Every hotel should consider putting in place an on-going system with an individual
from the hotel responsible for monitoring consumer websites. & — %I )G #K v % &
HENL — AN K AR ) BE IR F BT R 2 Ml

[7] address 1%k fift e, b 3

[ 8] internally PN7Hb , 7 7

[9] valid AR, 1E21

[10] note Wi%Z

[11] garner more positive comments 75 2| 58 2 i i) i 15

[12] online 7F%k

[13] cater i & 755

[ 14 ] That’s customer satisfaction 100. Wt /2il% NH /2 A MW E .

Read Passage 2 again and give brief answers to the following 5 questions.

1. Why is a traveler’s experience regarded as more powerful than an advertisement?

2. Where can travelers post their comments?

3. What will happen to the hotel with a bad review?

4. Why does a hotel need to take measures to deal with guests’ complaints internally?

5. What’s the best way for a hotel to get more positive comments?
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CS cene 6 Check-out

Free Talk

1. When you can’t satisfy a guest’s request, what should you do?
2. What should the receptionist be like when dealing with the check-out? Give good

reasons to support your opinion, please.

Hotel Practical English

Dialogue 1

I’d Like to Check Out Now

(A : Receptionist B: Guest)

A; Good morning ,madam. May I help you?

B: Yes, I'd like to check out now. My name is Ford Amy. I’m in Room 835. Here is the
key card.

>

. One moment, please, madam. Here is your bill. Would you like to check and see if
the amount is correct?

Oh, yes. The figure looks a little big. What’s the 120 yuan for?

. That’s for the red wine you took from the mini-bar in your room.

. And what’s this figure for?

. It’s for the room service.

Oh, I see. Can I pay with MasterCard?

. Certainly, madam. May I have your passport, please?

. Here you are.

. Could you sign here for me?

Sure.

. Here are your receipt and your card, madam. Have a safe trip home.
. Thank you. Goodbye.

. Goodbye.

> W > W > W > W > E > W

.« 66 -



Scene 6 ® Check-Out

Notes

[1] Ford Amy fii4s - #K
[2] room service 3% 4 Ik 55

Useful Sentences

[1] I'd like to check out now. XA I 7F I PE 8 )5 F45

[2] Would you like to check and see if the amount is correct? i &% % —F , & &H W IE
5.

[3] The figure looks a little big. ¥ %A/ I =H S %,

[4] What’s the 120 yuan for? iX 120 Jr 2] 2% F 2

[5] Have a safe trip home. %5 [R5 — g4

Dialogue 2

I’m Ready for You

(A : Receptionist B: Guest)

: I’'ll be checking out of the hotel in about 30 minutes.

. Thirty minutes or 30 seconds, it doesn’t matter. I’m ready for you, sir.
: Very good! Now, it’s still early morning here in Beijing.

: You're right. The clock just struck seven.

: ’m going to spend some time exploring the city. What can I do with my luggage?
: We do have a storage space for your bags. But there’s a small charge.

: How much is it?

. It’s only 5 yuan one hour, but you need to leave a deposit.

: A deposit? Isn’t my luggage a deposit?

. I wish it were, but it isn’t. It will still want a credit card.

: That deposit bothers me. I'll have to think about this for a second.

: Better hurry, sir. You have to check out in less than half an hour.

W > W > ® > ®>® > ® > W

: Thanks for your reminding.

Notes

[1] The clock just struck seven. WINI 7 &
[2] explore the city 717 H #EHE
[3] a storage space 4 it 2% £ Ab
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Useful Sentences
[1]
[2] You need to leave a deposit. fRFHEEE T4,

[3] You have to check out in less than half an hour. #RF| 2 /NoF et i8I R ES JE T4 T,
[4] Thanks for your reminding. 2R 2R

There’s a small charge. 755 58 fi 4k,

Text

Check-out Service

Check-out is the best opportunity for securing additional reservations. As the final
impression that the customer has of a hotel, the check-out procedures are essential for
maintaining and growing the customer base. The hotel should ensure that the Front Office
staff make the most of this opportunity by developing a checklist from the check-out.

First of all, the Front Office staff should arrange the paperwork in advance. The
evening before, review all the guests who are due to check out and arrange all their files
together. Send express check-out forms to all the appropriate customers’ rooms. Note
these customers’ names so that you can greet them by name in the morning.

When the customer comes to the Front Desk, make eye contact and greet the
customer by name. Ask if he or she will be checking out. If he or she has completed the
express check-out form, take the form, review it for accuracy and ask for the key cards.
If the customer has not filled out the express check-out form, continue with the checklist.

At the same time, ask the guest if he enjoyed his stay and if he will be returning to
the area. If so, ask if he would like to make another reservation. If not, tell him the other
hotels in the chain where he might need another reservation. Note any future reservation
information.

While chatting with the customer, print out the final bill and review all charges.
Make sure you review all the room service, phone and mini-bar charges. If there is a
discrepancy, ask the customer which item he disputes and tell him you will look it into
immediately. If you have made a mistake, apologize and correct it. If no mistake is
found, refer the bill to your supervisor.

Ask how the customer will be paying for the bill. Process all charges and present the
customer the receipt. After the payment, ask if the customer requires hotel transportation
to the airport or to have his luggage stored.

When the customer is ready to leave, thank the customer for staying at the hotel. Ask
if there was anything else that could have been done to improve his stay. Give out any

survey forms and indicate where she can post positive comments online.
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At last, report any complaints and suggestions to your supervisor. Refer any future

reservation requests to the reservation department.

(394 words)

Notes
[1] check-out procedure JpH B JE T 4%
[2] maintaining and growing the customer base {433 Jf 1 i & 5
[3] arrange the paperwork in advance #&Rij % FE4F RIVBs 55 5 & N B SCRY
[4] the evening before 3 — K I
[5] express check-out form 3 18 B3 i i 3¢
[6] make eye contact [} 52 Ji
[7] continue with the checklist 4 % % ¥ %% J] 775 5.
[8] the other hotels in the chain H:{ih & 813 )5
[9] give out any survey forms % %5 % N\ & WL iH & 3%

Useful Sentences

[ 1] Check-out is the best opportunity for securing additional reservations.

1B 5 02 AR A WA BT B B LRI AL

[2] Note these customers’ names so that you can greet them by name in the morning.
LR N4 7 LB R FLR I AT HF I REGS 1 (709 44 7

[ 3] Process all charges and present the customer the receipt.

Xt e BT A i g 2 0a  AE s s &N .

Words and Expressions

1
2
3
4
5.
6
7
8
9
10.

I1.
12.

. receipt
. strike
. explore

. storage

bother

. secure
. base
. checklist

. paperwork

review
accuracy

discrepancy

[ rr'sit ]

[ straik |

[ 1k'splo: ]

[ 'storrds |
[ 'bpda ]

[ si'kjua]

[ bers |

[ 'tfek list ]
[ 'perpawark ]
[r1'vju:]

[ '&kjurest |

[ dis'krepansi |

n. WdE, &5

vt. &vi. #1355, w5t

vt. R KR M ER

n. WCAF, T

vt &vi. AT, B, B, fofi 4k &%

vt. (JUHR &L %5 07) 345 UG

no (CHF WA AR ) SR, IR, BR A
n. (iBd)EH, — W

no SCH AR, SO R S AR B TAE

vt. B

no K CIE) KSR (RRBE) , #Em (1)
n. 25 ARFE(ZL) A—B(Z4a)
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13. dispute [ di'spjut ] vt. PREE-- SR M7 s S G TR P2 i
|11 R FoN S BE

14. refer [r1'far] vt EAS; PERSLS - Ab

15. process [ 'prouses ] ve. L, AL PR B A%

16. present [ 'prezont ] vt. 38A4), A

17. survey [ 'sarver] n. &8

18. indicate [ 'indikert ] vt. BrN T8N T8 W

19. post [ poust ] RN

20. give out 43 & wi i & Ky

Exercises

I. The following is a conversation between a receptionist (R) and a guest (G). Fill in
each blank with the proper form of the word given in the brackets.
R: Good morning, sir. May I help you?
G: My name is Bell Rush and I was in Room 231. I'd like 1 ( check-out) now.

Can I have my bill now?

R Certainly, Mr. Bell. Wait a moment, please.

G. OK, take your time.

R . Thank you. Did you have breakfast this morning at the hotel?

G: No, I didn’t.

R: Have you used any hotel 2 (serve) since breakfast?

G: No, I haven’t.

R: Fine. The total 3 (include) service charge for three days is 972 yuan. Please
check it.

G: OK. There is nothing wrong.

R: Thank you, sir. Would you like to pay in cash or by credit card?

G Credit card. Here you are!

R: Thank you. Could you 4 (signature) here, please?

G . Fine.

R: Thank you for 5 (you) coming. We hope you’ll come back and stay with us

again in the future. Goodbye.

II. The following is a list of terms related to check-out. After reading it, you are required

to find the items equivalent to those given in Chinese in the table below.

A—discount B—form
C—file D—bill
E—receipt F—check-out
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G—room charge sheet H—voucher

I[—cheque J—Dbank draft
K—DMasterCard L—VISA Card
M—American Express Card N—Peony International Card
O— Internet access P—Broadband Services

Q—express telegram

Example:  ( Q ) Jntlrfiz (7 )H)iEE
1. ( ) W 6. ( Y FEkE
2. ( ) drdn 7. ( ) FEFE R R
3. ( ) Faa Mk 5 8. ( ) iR
4. ( ) PRURE I 42 AR 55 9. ( JREE S
5. ( ) A 10. ( ) i3k

III. Complete the dialogue.
A guest (G) comes to the Front Desk for the check-out. A receptionist (R) is greeting him.

R: Good morning, sir. Can I help you?

G: Yes, please. I'm leaving today, so 1

R Certainly, sir. It’s Mr. Arkwright from Room 789, isn’t it?

G That’s right.

R: 2 . You have been charged for 800 yuan for 4 nights. 200 yuan for each night.
And here are the meals that you had at the hotel. That makes a total of 1000 yuan.

G. 3 ?

R: That’s the 12.5% service charge.

G OK. I guess everything is OK. Now, can I pay by VISA Card?

R Certainly, sir. 4 ?

G. Here it is.

R: 5 ?

G:. OK. One more thing, I will leave the room now but one of my friends will come at
2.00 PM. Can I wait for him in your lobby?

R: No problem, sir.

G . Thanks.

R: You are welcome, sir. Have a nice day.

IV. Translate the following sentences into English.
1. MR LI R 5 T2 1 g7
2. 35 FARAWCE AT ED Ok o
3. AP AFHIE R BHEL A7 (decline)
4. BT LLAE R AT K
5. BRI ILEA FhF g7
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V. Role-play activity.

The following is a role-play activity to practice checking out of the hotel. Divide the

class into two groups: hotel receptionists ( B) and hotel guests ( A). And then have the

students work in pairs. The following is a conversation just as a sample. The students can

create conversations as they like.

A': Our group is checking out tomorrow.
B: Whenever you’re ready to check out, I'll be ready, sir.
A; Great! Our flight takes off at 10:00 AM. We would like to check out at 7;00 AM. Do
you think we can catch the plane?
B . Because of the anticipated traffic jam, it’s better to leave a little earlier.
A; OK. We’ll move up our departure time from 6:30 to 7:00. I am wondering if we can
have breakfast at 5.30.
B . Breakfast from 5.:30 seems to be impossible. But you can have a take-away breakfast
instead.
A; That sounds fine.
B . The breakfast includes a boiled egg, a sandwich and a bottle of orange juice. Is that all
right with you?
A; Excellent! Thank you. By the way, would it be possible to have our baggage brought
down at 6:00 instead of 6:307
B: No problem. I’ll inform the bell captain. How about your wake-up calls?
A Please call us at 5.30.
B . Okay, sir.
Notes
[1] the anticipated traffic jam 1] §E £ i 2| fY 32 i 14 ZE
[2] departure time &5 JT (1) [} []
[3] You can have a take-away breakfast. R{]7] DAL B &7 E
[4] excellent KT
[5] bell captain F| =& 3 4
[6] wake-up call N AR 55

Case Study

We Are Late Checking Out

The Hills (H) come to the Front Desk for settling their account. They are checking

out now. A receptionist (R) is billing them.

R

: Good morning. Are you checking out now?
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H: Yes. But I'm sorry, we’re ten minutes late.

R: That’s no problem. It’s always really busy at check-out time anyway.

H. Oh, really? The last hotel we stayed in charged us for a late check-out.

R:. The hotel isn’t overbooked this week, so it isn’t a problem. Was everything
satisfactory ?

H. Yes. The room was great. The beds were really comfortable, and we weren’t
expecting our own fridge.

R: I’m glad you liked it.

H. The kids were disappointed that the pool wasn’t open this morning, though.

R . I really apologize for that, sir. We can’t get a cleaner in earlier than 10.00 AM.

H: Well, we had a nice swim last night anyhow.

R: Will you be putting this on your credit card?

H:. No. I'll pay cash.

R. OK. So the total comes to 1 100 yuan, including tax.

H. I thought it was 1 000 yuan at most. That’s what they said yesterday when we checked in.

R: You are right, sir. But there is an extra room charge on your bill.

H:. Oh, I forgot. My wife ordered some food for the children. Sorry.

R That’s OK, sir. So here’s your change. Now, I'll just need to ask you for your key cards.

Notes

(1] the Hills 7/ —% A

[2] A receptionist is billing them. —/Nj & Il 55 51 1F HE K 5528 45 flfi ]

[3] overbook ##IT 7, MiTil £

[4] We can’t get a cleaner in earlier than 10:00 AM. B2 10 5207, 1EHE R A LI,
[5] Will you be putting this on your credit card? %% F{5 F 1< 45 k- 15 2

[6] at most {x %

[7] an extra room charge £ H —2%E % & %

Read the above conversation and complete the outline.

You should write your answers in no more than three words.

We Are Late Checking Out

When the guest arrives at the Front Desk he apologizes because he is 1
Hill’s kids don’t like 2 about the hotel.
Hill was charged for 3 besides the room rate.

The Hills had 4 last night.
Mr. Hill will not pay the bill by 5 .
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Home Reading

Passage 1

Guest check-out Procedures

Guest check-out can indeed be a time of confusion. If the Front Office staff have
collected and posted the guest late charges in a timely manner, then the guest check-out
can proceed without any bottlenecks. However, in case delays and disputes occur, the
cashier or Front Desk clerk should make several phone calls to the restaurant, gift shop,
and switchboard to verify charges.

Usually, the guest check-out involves the following steps. The guest comes to the
Front Desk to request check-out. Front Desk clerk inquires about the quality of products
and services when the guest returns the key cards. The desk clerk retrieves hard copy of
electronic folio. Then the desk clerk reviews folio for completeness. After the guest
reviews charges and payments, he will determine the method of payment. When the guest
makes payment, the desk clerk should take advantage of this opportunity to inquire about
additional reservations. Finally, the desk clerk should file the folio and related documents
for the night audit. The desk clerk has to communicate guest departure to housekeeping
and other departments in the hotel if necessary.

The objective of the check-out process is to process the guest’s request for settlement
of his or her account as quickly and efficiently as possible. The lodging establishment also
wants to maintain a quality-control system for both the guest and the hotel. Errors made in
the folio mean erroneous charges for the guest and lost money for the lodging
establishment. Throughout your career in lodging management, you will be called on to
develop operational procedures. The steps outlined for guest check-out show how easy it is
to establish operational procedures when you keep them in mind.

(281 words)

Notes

[1] confusion JR &L, 2%
[2] post the guest late charges in a timely manner & 41 % A % J5 74 2% 2% JH &4
N3
] bottleneck [&F5
] switchboard i #L
[5] verify %Xt
] retrieve hard copy of electronic folio 1 Jii % Jif %% i 5% B 40 0% HL 1~ SCRY FT B H ok
] review folio for completeness M 3k 3] & 2 45 #4825 il 5 15 2% 10 5% BH 41




