Unit One Check-in

Unit Two Complaints and on the Guest's Request




English in Modern ]{ote[
BRACI IS IR 75 2208 (56 2 k)

Service Position BR %% B fit

The Front Desk/Reception Desk/Front Office/General Service Counter(Fj &, B, M
ik % & )is not only a very important position of the Front Office Department, but also the
hub of activities of the hotel. It is mainly responsible for selling the products and services
of the hotel, and dispatching the operation of the hotel. The service effect and the service
quality represent the whole level of the management of the hotel. The Front Desk is called
as “Nerve Center” or “Open Window” of a hotel.

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

Skills and Attainments IR & F e 5 &%

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

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

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

complaints.
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hub (n.) oo, AR
room reservation B B TRAT

the FIT reservation BERIT
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Procedure of Service R & i 12

Check-in for the guest

Greet the guest.

Ask the guest whether he has a reservation with the hotel.
Find out the reservation in the computer for confirmation.
For a walk-in guest:

Check the reservation list for the vacancies in the computer, and introduce them to
the guest.

Ask the guest to show his identification.

Ask the guest to fill in the registration list.

Ask the guest how to make the payment.

Form the check-in record.

Give the key card to the guest.

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

Extend best wishes to the guest.

Registering the group that has a reservation

Find the tour leader.

Self-introduce.

Confirm the group name and the number of rooms.

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

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

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

The place and the time of the activities.

How and where to collect the luggage when they leave.

e Wish them to enjoy their stay.

1

You Are Our Guests

: Receptionist

(O~

. Guest

: Good morning. Welcome to China World Hotel. Is there anything I can do for you?
. We'd like to check in, please.
: Do you have a reservation?

: I'm afraid not.

q QR QR

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

: What's the room rate per night?

: One hundred and seventy-five US dollars.

. We'll take it.

: How long do you intend to stay?

: Two nights.

: May I see your passports?

: Certainly. Here you are.

Ao Oo®OFO

: Thank you. Please fill in the registration forms—your nationality, age, occupa-

tion, passport number, and your signature.

G: OK. Is that all right?

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

G: In cash.

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

G: OK. Here you are.

R: Here is the receipt. Please keep it.

G: Thank you.

R: Here are your key cards and your breakfast coupons. Your rooms are on the
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sixteenth floor.
G: Thank you.
R: My pleasure. You are our guests. Just a minute, please. The bellman will show

you to your room. I hope you enjoy your stay here.

Helilelsl Answer the questions according to the service conversation.

1. The guest has a reservation with the hotel, doesn’t he?
2. How does the receptionist deal with the walk-in guest?
3. What does the guest pay 150 US dollars as?

2

Registering a Group That Has a Reservation

(D : Receptionist
® : Guest

R: Good afternoon, ladies and gentlemen. Welcome to our hotel. Who is your group
leader?
G: Good afternoon. I'm the group leader. My name is Li Fen. We have made a reser

vation in your hotel. I'd like to check in for our group.

~

: Nice to have you here. I'm Zhou Jun at the Front Desk. I'd like to confirm the
schedule for your stay here first.

I see.

: Is there any change in the number of your group?

No.

: You will have an evening party at 8 this evening,won’t you?

: Yes. Where can we have the evening party?

TarFara

: The hall on the second floor. You will have breakfast at 5:40 tomorrow morning,
and leave our hotel at 6:20, is that right?

: Yes.

: We will arrange a wake-up call at 5:20. Will that be all right?

. That’s fine.

rara

: Could you please place your luggage in front of the desk on the left of the lobby at
6:107 The bellman will pick them up.
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G: OK.

R: Could you help your members to fill in the registration cards?

G: Certainly. Here are the registration cards.

R: Thank you. Your key cards and breakfast vouchers are all in the envelopes with
your names on them. Your rooms are on the sixth to ninth floors and there are five
rooms on each floor. Would you please sign your name here?

G: OK.

R: Thank you. If you have any changes, please contact the Front Desk. Hope you

have a pleasant stay here.

Hemilelsl Answer the questions according to the service conversation.

Is there any change in the schedule of the group?
What does the hotel arrange for the group to do?

How many rooms are there on each floor?

= W DN =

What do you think of Zhou Jun’s service in the service conversation?

Key'w O 1 d s and Expressions

check-in (n.) NAE AT
vacancy (n.) = G
registration card /form BitF/ A
make the payment A2
identification (n.) F e
schedule (n.) HRIE SN LE 3
luggage (n.) T3
receptionist (n.) BAE R
signature (n.) B4 ELEF
receipt (n.) I &

breakfast voucher TR A
contact (n.& vt.) KAEA.XY

Points of Service IREFAEE &

Guidance of Service Language R&iE=SH

1. Polite sentences 7L 5% FiE
Welcome to our hotel. Is there anything I can do for you?
M R B FRATTIN Y o FF BTN IR 55 0 2

Nice to have you here.
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WA B AT E o

My pleasure. You are our guest.

R MRS . EREATE AN,

Just a minute., please. A bellman will show you to your room. I hope you enjoy your
stay here.

WA, AR 2 B Bl . AL REAS T O

Hope you have a pleasant stay here.

IRAVNCER (K7

You're always welcome. We are glad to serve you at any time. Have a pleasant stay
here.

A FATIR = 6B g B 55 . LS AR MR

I'm afraid that your room is not ready yet, would you mind waiting, please? We are
very sorry for the inconvenience.

RN BR ) 5 (R I REME A 4F iF A5 23 JLAF g 7 fiy i | Ak A A 15 R AT TR R A R

2. Asking the guest whether he has a reservation with the hotel if][a] % A EFHWiT

Have you made a reservation with our hotel?

Do you have a reservation?

T [ ARAT T AT BT e 2

In whose name was the reservation made?

FHHER 24 F T Y 7

When was it made?

2B 3Ty 2

3. Registering a guest A& A Zig

May I see your passports?

AT LA F A4 g 2

Would you please fill in the registration form?

T RIHE R Bl 3R

Please fill in the registration forms—your nationality, age, occupation, passport num-
ber, and your signature.

WHH A LR 8 E A EEE AR PO 3 IR SR R B A

What's your occupation. please?

EICIFOYINE 0 o7 N A

4. Asking the guest how to make the payment if 8] & A\ E & {5

How would you like to make your payment?

How will you be paying?

How would you like to settle your bill?

0 207 XA

How would you like to pay. by credit card, in cash or with a traveler’s check?

T [F) SR B ARAS K = R R Bl SR kAT 357
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In cash/With US dollars traveler’s check, I think.
FeAR I 4/ L TTIRAT S5 .

Here is the receipt. Please keep it.

BOR IR . 1R EHORAE .

Pay Special Attention to #HIEEFFAIET

® When checking in, first ask the guest whether he has a reservation with the hotel.
If he is a guest with a reservation, you need to find out his information record for
confirmation. If there is no reservation for this particular guest, you should check
the reservation list for the vacancies and then introduce them to the guest.
BNEPAA T2 B n R EA BT, WUEREBOT R A Uk A S B
Wk TR IR BRI E N HE - THITIC R PEESAE G REAE

® Be sure to politely ask the guest to present his valid certificates, such as ID card and
passport.
BEALAR M 2 R B O B RS A B e .

® When you ask the guest to fill in the registration form and fill out the registration
record in the computer, make sure to get the following information from the guest:
nationality, age, occupation, passport number; the dates of arrival and departure;
the room type, the room number and the room rate; and the signature of the guest.
BORE NHES L R MAETHEAUE OB il il sk i B EE B T T OE R H4E AR
1 Ol A BRAS R A L Bk H BTN ES S B, B D R AN R N4

® When you handle a group check-in, confirm the group name and the number of
rooms, and then ask whether there are any changes in the schedule or the number of
persons.
TEABC AT BROAAE B T IR S S0 DA AT BA 44 R A o () 2 3 2 1) 2 B4 I 1) 22 R R A
A EE G (A

Performance for Service 1& & %

Task A

Practice making a registration in pairs according to the following two cards.

Guest name: Tom Smith, a tour leader

Reservation: 20 standard rooms for 20 persons;2 nights
Guest Card ,

Change: 22 standard rooms for 23 persons;2 nights

Special request: Special rate
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Greet the guest
Introduce
Receptionist Card Confirm the reservation
Deal with the change
Discount; 15% off

Task B

Mr. Jenny Brown is standing at the Front Desk. He says that he booked a single room
a month ago. But unfortunately the receptionist Liu Ying can’t find it, he can’t check in.
Liu Ying checks in the computer and she finds out that a guest just checked out 15 minutes

ago. It will take 20 minutes for the room to be cleaned.

Position Knowledge X {if &1i2

® Another name for hotel keeping is the “courtesy industry”. We advocate conven-
tional and good manners and politeness. Practice these till they become second
nature—till you are courteous automatically.
FEARAT L MARALSRAT L . FRATIRAB AL GE Y R 4GS FM A A AL 2 78 52 b (il 3
SRR R B R X TR A R

® If the guest pays in cash,he has to hand in some deposit in advance. If the guest pays
by credit card, you should ask him to give his credit card to be pre-authorized.
MR E NI A, Aescif 4 . WRE NG RS 3G R AL .

® When seeing the passport, pay more attention to the following information of the
guest; nationality, age, occupation, passport number and the date of expiry.
K 2 N9 BRI S B2 AR S5 B, S AR VIO 37 RS 8 DL R 3 B A A 2L
H.

Exercises

Topics for discussion.

How to register a walk-in guest?
What should a guest fill out in his registration form?

What will you pay more attention to when seeing the passport?

=~ w D =

What do the phrases “the date of arrival” and “the date of departure” mean?

How to express your wishes to the guest when finishing registration?

(@2



