\Unit 3

Extending the Stay and Changing the Room
TERELN 3 L i AR s e 55

Service Procedure R & i 72

Extending the Stay
i T5
& Greet the guest.
& N
# Get the information from the guest:
M NB L ARAS T 545 S
The room number.
FENIAEFAER 55 .
The type and number of rooms.
B NI A5 FT 1 b LA P )
The time of extending stay.
& NIE A I [A]
@ Search for the room available needed in the computer.

TETHRAL E A R s S 25 b

@ Confirm the extending stay.
k.

@ Ask the guest how to make the payment.
) 2 BT R

@ Form the record of extending the stay.
AT FE A I 5%

@ Extend your best wishes.
PIEE N .

Changing the Room

s

@ Greet the guest.

RPN
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@ Ask the guest for his room number.
TR 2 N BAE AL Y 5 )

@ Search for the room available needed in the computer.
TETHEHL A 4R 2 =5 b

@ Form the record of changing the room.
NI

# Ask the guest to fill in the room changing form.
BORBENIHE s 4.

@ Tell the guest the time of changing room.
R A B I T

¢ Extend best wishes.

PEE N,
Skill Points #BEE &

@ When you handle the extending stay,pay more attention to the following.
I PRI T2 SR BN M AL

If the guest can not continue to stay in the room that he is staying at now, introduce
the new room and the room rate to the guest and the time of changing the room as well.
W% NS BE 4% 2 A1 76 Ath B0 AE 43 19 B5 18] 5L, B2 0] %5 N A 08T 00 5 [ | st B 48k s 1Y)
R [A]
If the guest pays in cash,politely ask him to hand in some deposit again. If he pays by
credit card, politely ask him to give you the card to imprint again.
TR NI A5 3K, AL 30 3 At 7 58 — S 4 . SR J2 AR T R AL s AR 48 R 44
PR — K

@& When you handle changing the room,if the rate of the new room is different,you should

explain it to the guest clearly.

Ip A 7 TS 0F A0SR B (6] A D A A — B B AT 2E .

Practice 1 Extending the Stay

LB 1 &

Task of Service Practice SE£iJll{E %

@ Miss Ramirez, secretary of Business Representative Group,is approaching to the Front
Desk for extending the stay.
S0 Y FL 5 Ramirez /NEF [T & 90 P 4E 15 T-48 .

@ The receptionist Pan Cheng tells Miss Ramirez that the rooms at which they are staying

now have been booked by a tour group. The guests will arrive at the hotel at 3:00 p. m.
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% 55 51 & UF Ramirez /NH L AT AE A 19 B3 1) © B — iR i R 33T 1. % AT T A4
3 HBAT L.
@ Pan Cheng recommends a few rooms with sea view on the sixth floor. Pan also tells Miss
Ramirez that the rate of these rooms is a little higher.
WA T 6 R JLA SR DS . W IE 4V Ramirez /NGH 5% 55 19 57 A & — AL
@ Miss Ramirez wants to change the rooms at 10 a. m.
Ramirez /NMHEALE 4 10 S5,
@ Pan Cheng tells Miss Ramirez the guests staying at these rooms will check out at

10 a. m. He thinks they can move into the rooms at 10:40 a. m.
i 5 Ik Ramirez /N AEAEX LA B RIEY % N B 10 f6R B - iy 1040 i1 al LA
e 357 b ]

Service Practice AR %% 2l

Now,let’s begin the practice according to Task of Service Practice.

T IR IR S 55 I HR S

Model of Service Practice ZZ 3l 3 F%

Pan. Pan Cheng,a receptionist. -
03 1 Extending the

Ramirez. Miss Ramirez,secretary of Business Representative Group. Stay. mp3

Pan. Good morning. What can I do for you?
L S SO S LT RO o BN A LS

Ramirez: Good morning. You can help me a lot. I'm secretary of the Business Representa-
tive Group. I'd like to extend our stay for two days to take part in some business
activities.

AT LU R AT FRR R A5 AR A AR A AT AT S AE A P K L R A — SR
FAEHEZSM.

Pan. Certainly, Miss Ramirez. Wait a minute, please. I have to check it in the computer. The
eight rooms that you're staying in have been registered by a tour group. The
guests will arrive at 3 o’clock this afternoon. Would you mind transferring to
rooms on the sixth floor? They are all rooms with a sea view.
MORAT LA, S — TR BN A —& . RITPEE X 8 8] 5 B 8 — MR
THBIT T B AT 3 AR5, RITRER BB 6 #EM 5 & TH# 2 i
55

Ramirez: OK. I'll take them.
173 X S s ]

Pan. By the way,the rate is a little higher.

JAEE 58— D A A ol e — 2
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Ramirez: It doesn’t matter. Can we change rooms at 10 a. m. ?
W, b4 10 &SRB 5 2

Pan: The guests in these rooms will check out at 10 o’clock I think you can move into
the rooms at 10:40. I'll notify you,and I'll send a few bellboys over to help you
with your luggage.
XIUA BRI % AN B 10 AR B o FRAR B 10240 ARATTE AT DL 48 7 o 323 38 i
PRATTEY I8 2 IR LA IR 55 T AR AT =47 4

Ramirez: It’s very kind of you.
KRG T

Pan: You're welcome.

Btta.

Practice 2 Changing Rooms
SLmB 2 #R5s

Task of Service Practice il &

@ Miss Mary Smith and her mother are staying in Room 2857, which is a family suite. Miss
Smith wants to change into the room facing south. The reasons are they like to stay in
the south room. And Miss Smith has found the south rooms facing the park,in which all
kinds of flowers are in full bloom. They’ll stay here for six days, and she wishes her
mother a better stay here.

Mary Smith /NH e 9 B R AETE 2857 o] X J& — DK EEE F7 . Smith /NH AR BLAEA Y
J 1) 46 BSC ) R 114 o () o 45 D DR A 17T A ok At 5 W A3 9 g ) 5[] Smnieh /)N S & I v
F4) o TR TAT [ A Bl o el R AE AR T 1 AT AR X LA 6 IR, It Ay BR A BE S AR 3 LT A 4 — 2,

@ A family suite facing the park has just been checked out. The room rate is the same as
the one they are staying in now.

EHA DA E N FEESHHRTE . HMWIiEs—F.

¢ Li Yong handles changing the suite for Miss Mary Smith. The room number is
2627. Miss Smith can move into the new suite in half an hour. A bellboy will be sent to
her room with the key card of their new suite,and he will help them with the luggage to
the new suite. Miss Smith is asked to come to the Front Desk for filling out a room
changing form now.

2555 Mary Smith /NH I T $# 5, 555 & 2627, Smith /N H 2 /NI 5 R0 AT #2007 &
Pro AT BB E By B9 B RL 6 B 55 1R] JF 5 T4 AT 22X BB & 5 . Smith /N H LA
BRI ARG R IC R

Service Practice BR % 2l

Now,let’s begin the practice according to Task of Service Practice.

MR R STYIME 45 T HR 52
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Li:

Smith.

Li.

Smith;

Li.

Smith

Li.

Smith .

Li.

Smith:

Li:

Smith;

Li.

Smith:

Li.
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Li Yong,a receptionist.

Mary Smith,a guest.

03 2 Changing

Good morning. Front Desk. May I help you?
L o 1 I e T Y
Yes,please. I'd like to change our room.

ity 2, AR DT

Is there a problem?
T 1) A2 D PR R AR S o 7

We'd like to stay in a south room. I've noticed the south rooms face the park,

Rooms. mp3

where all kinds of flowers are in full bloom. We're here for six days,and I'd like
my mother to enjoy her stay more.

T U AL I Y B ) . 3 A BT R Y G5 1) T ) AE B L Bl P R AERROT 1, AT B
TEX LA 6 K A BRI R A X JLAE A B i — 2k,

I see. May I know your name and room number?

FAGE T . ERE S VR IR R 24 5 g2

Mary Smith in Room 2857.

Mary Smith,2857 F[a],

Miss Smith,you’re staying in a family suite,aren’t you?

Smith /NMH . ARITBAEE & K EEE B, 27

Yes.

2.

Please wait a moment, Miss Smith. I'll have to check in the computer. A family
suite facing the park has just been checked out. The room rate is the same.

T AH4E, Smith /NH ., REA—TIHHEN. EHFA DS ENEEEHFRE K.
P s IE4f —FE

Fantastic!

PN

The room number is 2627. You can move into your new suite in half an hour. I'll
send a bellboy with the key card,and he’ll help you with your luggage. Would you
please come to the Front Desk to fill out a room change form now?

B g 2627, AP/ JE RO AT LUR B E D . RERITE DA EERTEH
PR IR EAT A . AT LLR T 6ok S 4 55 50 £ 157

OK. (One minute later at the Front Desk) I'm Mary Smith.

W, (—54 25 &4 &) 2 Mary Smith,

Here's the room change form,Miss Smith.

X4 7 8510 2% Smith /NH

25
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1 Practice for llotel Service

B ERS (%3 D

Smith: Here you are. Thank you.

Li:

Ik, Wi,

My pleasure. Hope you enjoy yourselves here.

AR 55 FAR A 52 o BUARATAE A5 bR !

Hotel Knowledge

B IE N A

(1) The kinds of the guests in hotels:

(2) Some useful expressions for rooms:

LY RPN L (=

GITS (group inclusive travelers)
FITS (foreign individual travelers)
SITS (special interest travelers)
corporate business travelers

walk-in

Bhirh:
standard room
single room
double room
triple room
junior suite
business suite
deluxe suite

presidential suite

Practice Revision 321l [B]1 2

¢ Please speak out simply the important elements of the room reservation.

& Why need we confirm after we get all of the information about the

room reservation?

@ If the guest is a foreigner, what information need we make sure and record?

¢ What should we pay more attention to when we change the reserva-

tion for the guests?

ZilINE N
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03 C&I Thirteenth
or Thirtieth. mp3

Case and Improvement. Thirteenth or Thirtieth

It was the first day that Wang Yuan practised working at the Front Desk in the Asian

Grand Hotel. She received a call for a room reservation from Mexico. The following was the



Chapter One Front Office( ] )
LilER— AERS(—)

conversation between the Mexican guest and Wang Yuan.

FIR A — RAL Y R G B H & 92 B B — Dok B AR VERFAYTT b TG . R T2 E R
FIBAS % X 18

Wang: Good morning, Asian Grand Hotel,Room Reservations. What can I do for you,sir?

AR U ORI % P BT ER . FR AR AT Bh N, A7

Guest: Good morning. I'm in Mexico. I'd like to book a double room.

A, RAESEVEE . RAEIT XA,
Wang. OK. For when?

U o ATAEATI?
Guest; The 13™ of this month.

AH 13 %5,

Wang Yuan didn’t hear it very clearly. She wanted to ask the guest ,but she didn’t for
some reason. She thought maybe it was the 30™.

T AT W FFRTEHE A 8 [ ] ST~ AH AT g £ 4 2t B A A 2t LA 4y - 30 5

Wang: Just a moment, please. Let me check the reservation list. Yes, sir, we have a

double room available. May I have your name and your telephone number?
WL AERE -FEIOTH. ek A DB, e T ARy ik 4
HL A 5 A 2
Guest: Sure. My name is Hibbard.
"L, Fny Hibbard,
Wang: Thank you. Anything else?
A 3 B A 2
Guest: No. Thanks for your help.
BA . BRI,
Wang: It’s my pleasure. We look forward to your arrival.
TR 26N MR S5 . AT B G !

On the 13", Wang Yuan was just on duty. At 9 o’clock, Mr. Hibbard came to the
Asian Grand Hotel with his wife to check in. But there was no room available. It was
Wang Yuan who received the Mexican couple. She realized she had made a mistake and
brought trouble to the guests. She said sorry to them first and asked them to wait a
moment. She got in touch with a few five-star hotels and in the end she booked a double
room in a hotel for them. Wang Yuan also called a taxi for the couple and said to them, “1
do apologize again for my making trouble for you. I hope I'll have another opportunity to

serve you. ”

135X —REMLIEL YL, 9 miph. Hibbard FIh 192 5 21 91 T 5 0 B E 8
e XM CBA FH T MHARR N R EG 2 . R E 0 1A 3R 453X 0 R
AR TR, A SR T IR AT — S L. WAULR R R R A TAE—K
G R ATTITE] T — A RO . 8 3 Sy % e 22 ok AL 42 6 At (T a0 - < R O 45 AR AT A
SR Y JRR P U . T A R S A L M RAT IR 55
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Case Topic & 3iF 52

My opinion about Wang Yuan’s service in the case.

Feoxt & 1 v £ I $R AL 1Y AR 55 A UL

Hotel Manager’s Comments
B E &8 AT

(D B9, ERAERS s A el AL i . A S FRAT 58— AR 55 i 2 %) %
LU AR 6] B R 55 B A 35 B9 P L B & ORI — R FE R N T R AT “ We
look forward to your arrival. ” (AT HI By A0 0G IR ) A& AN B2 AMEEC )5 AT U6 -
“Hope you’ll have a pleasant stay with us. ” (F 2 A A ML) o8& EMEFE 2 &0
JE R AS GE 6 2 & AT S BEoR B Fe 4T3 : “1 hope I'll have another opportunity to serve
you. " (F A AL 7S A WL AIRNTRDT O B & M R 2 R EILR AR AEE B 2
A AT B k& .

(2) FIRRAEMSS e T OK”, 7210 )5 F 9 i 647 IR 45 B, 1 RS o ki f f P 2o il 3 1
HESEAESA ANUAEEESE, Fla, AZEUL°OK”“ Yeah”, 1 2 )i “ Certainly”“ Very
well”45  JSR 2L 38 7R AN (6] 2868 J5 (9 W8 A5 B SE 4R 48 %) U7, A B B No”, i “T'm
afraid that...”,

(3) TR 5 e e b PRARAR K

(D) FE% Dl o — & 2 confirm (1IN o 38 5 TN — 77 18 AT DAV o M A5 3045 65 O
— 5 T A] DAGRE SR SR A . AR MR OR B R A TS A A5 O E R ST AR
R SR METE P bR AR TS b B R B A T ME G (N 2R R AR T A AT DAk A b R
B o A ECE AN S A L R AR XE T B Y X SR AT — R AR W R s 2
AR R W 22 50 AR L L SR S A I B RS IR R BE ) A B T
FeATHE = Ik 55 ik

(5) % P BT (Room Reservation Desk) i TAE A 51 0 250 H A B8 7Y b e SC 1 Sk F43
T PR) S RE ) o H T 28 i 0 A R R N AP B % NSRBI o B S O 1) 8K
T I3 Al 5 i) D0 R A IR 5 RN AL A R A8 BE X TARIR A R . AF R & TRy AR
N BU S BEX2 NARCEN A 0] 0628 0 28 i 1) 26 2 308 ) ) Bt 1 T4 2

Answers to “Practice Revision” g9 S Z & X

@ Please speak out simply the important elements of the room reservation.
The important elements of the room reservation are;:
» Guest name and his telephone number.
Group name, its code, and the contact telephone number.
Contact name or company name and the contact telephone number.
» Dates of arrival and departure.

» Numbers of guests, nights and rooms.
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» Room type and room rate.
» Any special requirements of the guests.
» Confirmation.
@ If the guest is a foreigner, what information need we make sure and record?
The information about his passport number, place of issue and date of issue need to be
made sure and recorded.
@ What should we pay more attention to when we change the reservation for the guests?
We should pay more attention to the following:
» The name of the guest or company and the telephone number.
» Changeable information such as arrival date, room type and room number.
» Revising the reservation according to the demand of the guest in the computer and

sending out the revised information.
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