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Service Position R %% 5 {it

In hotels, the Concierge Desk is a position of the Front Office Department. It is mainly in
charge of the luggage and car rental services of the guest who stays at the hotel.

The guest always turns to the Concierge Desk for help when he meets some trouble or
wants to enjoy himself during his stay at the hotel. Therefore the service of the Concierge

Desk can give the guest the most important impression on hotel’s fame and image.

Skills and Attainments [R& Fae 5 =5

The Concierge Desk is responsible for meeting the guest at the door, helping him with
his luggage when he firstly goes into the hotel, and then assisting him with every detail
during his stay: introducing the hotel facilities and room services, arranging cars to meet
the guest at the airport, railway station or dock; introducing distinctive restaurants and
shopping areas in the city; making contact with travel agency to find a tour guide for the
guest; and so on. Finally, when he leaves, the Concierge Desk should book tickets of vehi-
cle for him, and help him consign the luggage.

The clerks in the Concierge Desk should be familiar with many kinds of knowledge,
such as the hotel facilities and procedures of hotel service; also scenic spots, entertainment
and shopping areas in the city; then provide information for the guest to make decision.
The clerks should also have a good ability of communication and be able to serve the guest

politely and appropriately.

and Expressions

Concierge Desk AL £ 3
luggage (n.) &

fax (n.) A
package (n.) [ S 32
reserve (v.) T
travel agency AT AL
dock (n.) 3K
tour guide SR
vehicle(n.) il TR
consign(v.) i% i
fame(n.) R
scenic spots = &
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Procedure of Service R & iR 12

Luggage service when the guest firstly comes to the hotel

Doorman(| 7] # ) should do the following:

® Greet the guest.

® Open the car door for the guest.

® Remind the guest with “Mind your head, please”.

® Move the luggage off with the help of the bellboy.

® Check whether there is something left in the car.

® Close the car door and thank the driver.

Bellboy (4728 51 ) should do the following:

® Move the luggage off from the car.

® Count the number of luggage and confirm it with the guest.
® Ask the guest whether there is reservation and lead him to the Front Desk.
e Wait for the guest till he finishes check-in.

® Deliver the luggage to the guest’s room.

® Greet the guest again.

Luggage service when the guest is going to check out

Bellboy should do the following:

® Receive the call from the leaving guest.

e Confirm the number of luggage with the guest.
® Help the guest with his luggage downstairs.

® Wait for the guest till he finishes check-out.

® Put the luggage into the car trunk.
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® Greet the guest and thank him for coming to the hotel.
Doorman should do the following:

® Arrange cars for the guest in advance.

® Pack the luggage with the help of the bellboy.

® Make the guest look over and check the luggage.

® Greet the guest a good trip when he gets on the car and thank the guest’s coming.

Points of Service Language REiESE S

1. Polite expressions 7|38 FiE
Don’t worry, your luggage will be sent up at once.
S AT RO 2k AR
Do you mind if 1 put your luggage here?
FAC LAY AT 2 AL X L 2
We hope you have a pleasant/an enjoyable stay, sir/madam.
A B AE X LR e /R
We look forward to serving you again.

FeAT T o F U O AR 55

2. Delivering luggage JZi%£{TZ

Let me help you with the luggage.

RO =TS,

How many pieces of luggage do you have?
AL 727

Is there anything valuable or breakable in your bag?
e 7 WA T2 5 8l 5 B R )l g 7

Just a moment, please. T'll bring a trolley/baggage cart.
A . TR EHME I TR AR,

Shall T put your suitcase here?

F A B B4 R AT A ik LS 7

I'll send the luggage up by another lift.

Foofe iy — A M AEAT A0 B2k

When you check out, please call No. 6001 and we'll help you with your luggage

immediately.

W RER By BT ARG 6001, ATE D B AGE5 172,

3. Special luggage service 453R1TZ=RE

You may/can leave your luggage in the Concierge.

] DHEAT 2 AE AL EE R

I wonder if you could look after my luggage for a while.
TAE R R IE — 172,

You may/can claim your luggage with the tag.
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Tl LU 25 b5 28 S ] 359 A7 4%
Could you please show me the luggage tag?

TERE R AT AR g 7

Welcome to the Great Wall Hotel 05 -09 Welcome to

Part 1 Greeting the guest at the gate of the hotel the Great Wall

Hotel. mp3

: Doorman

. Guest

: Good evening, sir and madam. Welcome to the Great Wall Hotel.
: Good evening.

: Excuse me, sir. So you have four pieces of luggage altogether?

Yes.

: OK. Leave it to me, sir. I'll take care of your luggage.
. Thank you.

: Not at all. The Reception Desk is straight ahead. This way, please.

Part 2 Leading the guest to the room

: Bellboy

. Guest

Is this everything, sir?

: Yes, that’s everything.

May 1 have a look at your room card?

: Oh, yes. It’s 1101.

I see. Now please follow me. I'll show you to your room.

: Is there a coffee shop in your hotel?

Yes. It’s on the first floor. Get out of the lift and turn right, sir.

: When will it be open?

The hours are 6:30 a. m. to 10:00 p. m.

. OK. Do you have car rental service?

Yes. You can call the Concierge Desk for detailed information.

37
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. That’s fine.

Here we are, sir. Room 1101. Let me help you open the door.
(The door is opened. )
After you, sir. Do you mind if I put your luggage here?
: That’s OK. Thank you very much.
That’s my job. How do you like this room?
: It is very cozy. 1 like it very much.
If you have any special requirements or have some difficulties, there is a hotel serv-
ice brochure on the desk.
: That’s great.
Right, is there anything else I can do for you?
: No, thank you.
Good night.

el Answer the questions according to the service conversation.

1.
2.
3.

10
®
®

: Good morning, the Concierge Desk. Can I help you?

How many pieces of luggage does the guest have?
When the guest comes to the hotel, who serves him first?

What should a bellboy do when the guest comes to the hotel?

Is It Charged or Free 05-10 Is It Charged
or Free. mp3
: Clerk in Concierge Desk

: Guest

: Yes. I'm calling because I have to check out in 25 minutes and go out for some-
thing urgent but I don’t know how to deal with my luggage after 1 check out.

: Don’t worry, ma’am. We can look after your luggage. May I have your name and
your room number, please?

: John Carter, Room 166.

: Ms. Carter, I'll send a bellboy to Room 166 to fetch your luggage at once. Please
be sure to put your name tag on your suitcases.

: Is it free or is there a charge?
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: It’s free for 24 hours. Would you like to tell me when you come back to our hotel

for the luggage?

. At 5 this afternoon.

: My name is Li Ming. We'll take good care of your luggage until you come back to

our hotel for it.

. Thank you very much indeed. And where shall T collect my luggage at that time?

: At the Concierge Desk beside the general service counter. You can claim your lug-

gage with your ID.

: It’s very kind of you. See you.

: See you then.

Heleilelsl Answer the questions according to the service conversation.

= W DN

How does the guest deal with his luggage after checking out?
Who would serve the guest with his luggage?
Will the guest pay for the luggage look-after service?

What information should the guest provide when he wants to collect luggage?

Kyl w o r d s SnERdiEXpressions

rental(n.) A
cozy (adj.) A& 8
brochure(n.) F #r
emergent(adj.) B &
tag(n.) (kS
suitcase(n. ) TEM
charge(v.& n.) s

Points of Service Performance R & BHE S

When the guest comes, the doorman should open the door of the car with the right
hand, cover the frame of the car with the left hand, preventing the guest’s head from
knocking at the door and then remind the guest with “Mind your head, please”.
HNHGEE S TV A TR 28 TR T 4T IHE BT, LB & K305 40T THE
AHEE TS A NI .

Before helping the guest with his luggage, the bellboy should confirm the pieces of
the luggage.

TEHE % Nz ik FSCEEAT 28 22 L A7 28 DURR I B A AT 2= 1 4

When the guest checks in, the bellboy should wait two or three steps behind the

guest.
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B NI BEAAE T A7 4% 510l 7 AE % N B 5 P =20 Ak A5

® When taking the lift, the bellboy should go into the lift first with luggage, then let
the guest in. When arriving at the floor, the bellboy should let the guest out first
and then the luggage.
Fe LB I AT DU AT BB AT AR E IR ANBEA . s EAE B R 5, I
PN LN RN L R S T

® When accompanying the guest to his room, the bellboy can introduce the facilities

and services of the hotel to him.

28 2 N3 B ) B v A 2% 5T U 090 i 1) R A AR 55

Performance for Service 1 1l& %

Task A

Perform the conversation about luggage look-after service in pairs according to the fol-

lowing two cards.

Guest name: Tom Smith
Room number: Room 1206
Guest Card Pieces of luggage: 3

Time of keeping luggage: 1 day
Fee of luggage look-after: 2 yuan

Guest name
Room number
Clerk Card How many pieces of luggage?
How long to keep luggage?
How much is the fee of luggage look-after?

Task B

Mary White in Room 516 of Beijing Hotel is going to check out at 12 a. m. , but she
plans to visit Tianjin and returns to Beijing the next day. Mary doesn’t want to take so
many suitcases, so she calls the Concierge Desk asking for luggage service. The clerk Lily
in the Concierge Desk receives the call and explains the details about luggage service and

then sends the bellboy Xiao Ping to fetch Mary's 4 pieces of luggage.

Position Knowledge & {if £1i2

® When the guest comes, the doorman and the bellboy should greet the guest with
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polite language and help him to carry luggage and confirm the pieces of luggage.
HNAHRIR I ] B AT AR G R AL AR R A R N A Bl R 85 AT 2 O A AT
IR

Some useful expressions when introducing hotel facilities to the guest:

TEAT 280 5 Bt I 22 % 20 A )L

Foreign Exchange #M 5t Cafe WMET

Business Center B4 7.0 Parking 5%

Beauty Parlor/Salon & Z& B¢ Pub &2

Shopping Arcade  J#) .0 Health Club fi £ {5 SR 35

Exercises

=

=~ W DN

ol

. Topics for discussion.

How should a doorman serve the newly-come guest better?
What service can a bellboy provide to the guest?

What service can the Concierge Desk provide for the guest?

. Write out the questions according to the answers.

There are 30 pieces of luggage totally in my team.

I wonder if you can look after my luggage for one day.

My room is 1105.

. Translate the following sentences into English.

T ] AT AT 2R 2

REnl DUSEAT AR 2 Rl SR i A7 2

] DUAEAT 2 AL 22

R . EME—ITT RGOk,

TR AR T A 4 5L 5 TR 9 1 e 1 2

41



- 50
Unit Six Car Reservation

e WEHRITIR 5

Procedure of Service IR%& iR 12

Car reservation at the Concierge Desk

® Provide information about the car reservation, such as type of car, charge of car
rental, etc.

® Ask for the guest’s information, such as the guest’s name, room number, type of
car, destination, departure and return time, etc.

® Confirm the guest’s information.

® Thank the guest for calling.

Car arrangement at the door

® Ask the guest whether he wants a taxi.
® Arrange a taxi waiting at the gate of the hotel.

e Tell taxi driver the destination of the guest.

Points of Service Language [REE=E S

1. Accepting car reservation 35 ZEIHTIT
Would you like me to call a taxi for you?
T SRR Ay Y — 5 S FH 4R 2
Would you like to reserve a car?
LT 44 2
What kind of car would you like to reserve?
AR POTA 24 FE 47

There are compact car, sports car, jeep and coach to rent in our hotel.
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FIER /NG F B F EHEMRE AL

What time would you like to use the car?

SRARAT 2 o P %2

Where would you like to go and when will you leave and return?

FEAR 2000 5L A Bf 8 T AT B 3 [m] 2

How many people will take the car?

EEZUPN X

The rental charge of 5-seat car in our hotel is 500 yuan per day.

FE TR A R A4 2 K 500 T,

The Reservation can not be made REEFLT

Unfortunately, we are fully booked for (some car) but you can reserve...

(153 0:4/- R R GEAR T AT LAFR S - e

I'm sorry. I can’t book you any car for the 8" of August. Is it possible for you to
change your reservation date?

XAE., RARNEIT 8 H 8 HIWA ., FIAF D —ASFiT H e ?

We don’t have a coach available. Would you mind a jeep?

FTATEA REET . R WH E E 8 Eng?

Sorry, we won't have any cars that can be booked today. But we can recommend
another car rental company if you like.

XA A RIRATEA FTLATT 0 205 1 . an R R 3, FRATT AT A Ay 4 2 At 1Y)
AL F

Calling a Taxi at the Hotel Gate 06 — 11

Taxi at the Hotel

Calling a

Gate. mp3

: Mr. John Stevens

: Would you like me to call a taxi for you?

Yes, thanks.

: Where to, sir?

To T3, Beijing International Airport.

. OK, just a moment, please.

(The taxi is coming...)
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D: Sorry to have kept you waiting, sir. Are there four pieces of luggage in all?
S: Yes.

D: Let me put them into the trunk.

S: OK, thank you very much.

D: You're welcome, sir. Hope to see you again. Good luck.

Helie=l Answer the questions according to the service conversation.

1. Where will the guest go?
2. What should the doorman do when the guest is leaving the hotel?

3. How should the doorman deal with the luggage that the guest takes?

12

(C)
(S

Car Reservation at the Concierge Desk

: Concierge
06 —12 Car Reservation

: Mr. John Stevens at the Concierge
Desk. mp3

: Good morning, this is the Concierge Desk, what can I do for you?

Is there car rental service in your hotel?

: Yes, sir. We have many kinds of cars to rent.

20 »n 0

Is there an SUV or jeep for rent? My wife and I want to go for an excursion in the
Beijing suburbs.

: Yes. There is a 5-seat Beijing Jeep for rent.

How much is the rental charge?

: It is 450 yuan per day excluding fuel.

Well, the price is reasonable. T'll rent one jeep.

: May I have your name and room number, sir?

No problem. My name is John Stevens, and my room number is 1106.

e N e

: Would you mind telling me when you will use the jeep and where you would like to
go?

No. We are going to Huairou County at 6 o’clock on Friday morning.

: May I know when you will return to the hotel?

Yes. We plan to return in the evening, about 7 o’clock that day.

Q»rox

: OK, sir. Let me confirm your rental information: Mr. John Stevens and his wife
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in Room 1106, a Beijing Jeep from 6 a. m. to 7 p. m. on Friday, that is, on August
15" ; your destination is Huairou County. Is that all right?

95}

: Yes, that’s right.
C: OK, sir. We’ll arrange for one jeep to be waiting for you at the gate at 6 on Friday

morning. The rental charge will be taken when you check out.

(95

: OK, T'll be waiting right there. Thanks.
C:. Thank you for calling, sir.

Helailelsl Answer the questions according to the service conversation.

1. Where will the guest go?
2. When will the guest leave from and return to the hotel?

3. What kind of vehicle will the guest rent?

Key'w o T d s suang Expressions

SUV (sport-utility vehicle) (n.) EFHY L IR F
jeep(n.) RS
charge(n.) Bt
rent(v.& n.) & A
rental(n.) d AR

fuel(n.) A
reasonable(adj. ) AT I D

Points of Service Performance REBEEE S

® When handling the car reservations, use the polite language.
BT T Rl AL AR R 55 T

® Ask for the guest’s information, such as the guest’s name, room number, kind of
car, destination, departure and return time, etc.
B R HLAAE B I ARG Ik 44  Ps 1a) 5 A B L H Y 3l LA K A i 1 ] 45

® After finishing the car reservation, make sure to confirm all of the information.

TESS BT TAEZ )G — & A A 15 5.

Performance for Service 1l & %

Task A

Performance in pairs according to the following two cards.

45
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Guest name; Tom Smith
Room number; Room 1123
Car rental date: August 23
Departure time: 6 a. m.
Return time: 7 p. m.
Guest Card Destination: the Great Wall
Persons: 15
Vehicle type: a coach with 20 seats
Way of reservation: telephone
Telephone number: 159 % % % % 5036
Greet the guest
Name of the guest
Room number of the guest
Telephone number of the guest
Car rental date
Concierge Departure and arrival time
Receptionist Card  Destination
Persons
Vehicle type
Car rental charge:980 yuan RMB a day
Confirm the information
Express the wishes
Task B

Mr. Robin Williams and his colleagues are going to visit Yizhuang Economy and Technology
Developing Zone on Tuesday April 22, at 10 a. m. and will return to the hotel at 6 p. m.
that day. They plan to rent a business car from the hotel. The clerk Liu Ming at the Con-
cierge Desk receives his call and explains the details of car rental service. Make a dialogue

and try to fill in the following form according to the above information.

Car Rental Form

SERIAL NO. 1 2 3 4 5

GUEST NAME

ROOM NO.

PHONE NO.

CAR TYPE
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gk

SERIAL NO. 1 2 3 4 5

CAR NO.

LEAVING DATE

LEAVING TIME

ARRIVAL DATE

ARRIVAL TIME

DESTINATION

RENTAL FEE

CLERK SIGNATURE

REMARKS

Position Knowledge K i &112

The main types of the cars:

B FA AR

compact car /N sports car % jeep T
coach RE%H SUV (sport-utility vehicle) iz B £ T RE

Exercises

| . Topics for discussion.

1. How to confirm a car reservation?
2. What information should be confirmed in car reservation?

3. What should a doorman do when the guest wants a taxi?

. Write out the questions according to the answers.

I'd like to reserve a coach with 30 seats tomorrow.

I plan to return at 7 p. m.

I'd like to go to the Great Wall.
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II. Translate the following sentences into Chinese.

1. It's good for you to book a return tour by taxi.
2. Please wait a moment. The taxi is expected to come in 15 minutes.

3. We have a car in our hotel parking lot to take you to the airport.





