Preamble

If you think a nine-to-five job doesn’t suit you because you love meeting people and
entertaining them, a career in hospitality could be a good choice. This career is best suited
to those who are ready to take up everyday challenges and work in high-pressure zones.
However, there is more to the hospitality sector than pressure. It is a 24 x 7 entertaining job
that lets you enjoy while working.

Hospitality may be one of the most exciting industries to work in, but it isn’t an easy

life. Are you ready to go?

At the end of this chapter, you should be able to:

e Memorize the specialized terms and expressions

o List various categories of hotels

o List various departments of a hotel

o Develop a sense of work ethic

o Develop a pleasing manner while dealing with the customers

Lead-in Activity

Pre-speaking: Look at the pictures below. What are the advantages and
disadvantages of working in a hotel? Which department would you like to start

your career in? Discuss and compare your ideas with your partner’s.



Professional Knowledge

Careers in Hospitality

As lifestyle needs and services evolve through time, more job positions are created. In
fact, if you browse the classified ads nowadays, you will encounter certain terms that seem
not to exist decades ago. For example, terms like white-collar jobs, blue-collar jobs, and
home-based jobs, along with the popular “hospitality management jobs.”

The hospitality industry is one of the fastest-growing industries in the world. It offers
some exciting careers and a lot of job satisfaction. But working in a hotel isn’t easy—the
peak holiday season is a hard time, with employees often working long hours and sometimes
seven days a week.

But what are hospitality management jobs anyway? If you’re not familiar with this kind
of professional field, here are the essentials that you need to know about the said area of

expertise.

Basic definition

To put it simply, these jobs or professions generally involve hospitality. The main
principle here is that you cater services to other people so that they would feel more
welcome wherever the service is catered. Thus, the main job here is to become hospitable

and accommodating to whomever you are serving.

The staff

In the hospitality field, it doesn’t really matter whether you serve customers face to

face or not. In fact, many jobs in this field involve behind-the-scenes services, such as chefs,
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planners and other positions that require planning and preparation. However, positions that
involve more exposure to customers typically include front-line services, such as receptionists,

waiters, waitresses, concierge, park administrators, casino personnel, and so on.

The working environment

There are many choices of where you can work in this field. For instance, restaurants
and cafes could be one good starting point. Additionally, you can work in bed and breakfast
establishments or hotels. Casinos are also good working environments where you could
expect to have big tips. Resorts and museums are also viable. And the best part is that you
can work on cruise ships and have the chance to travel all over the world!

It is also possible for you to set up your own business. This is especially true if you have
decided to specialize in a course related to culinary arts. You can run your own restaurant if

you want to. If you specialize in the tourism field, you could run your own travel agency.

People

Hospitality refers to the relationship that is built up between a guest and their host, and
it also refers to the act of being hospitable, that is, taking care of and entertaining the guest,
visitors or strangers with full and due respect. The hospitality industry is different from other
industries. Hospitality is people dealing with people, from the porter to the hotel manager. If
you don’t like different types of people, this isn’t the career for you.

Job requirements

Enjoying being among people is the first and foremost requirement to be able to chart a
course of success in the hospitality industry. The job in this field requires one to be people-
friendly, adaptable, and energetic. Other traits that will come in handy include the ability to
work in a team, problem-solving capabilities, and working in a customer-centric atmosphere.
If the smiles on your guests’ satisfied faces make you forget all your difficulties—including
the pressure of working on your feet for long hours without the weekends for yourself—
you are probably well-suited to this profession. On the contrary, a reclusive, introverted
personality who prefers to keep to themselves, working in a cubicle for a stress-free job, or

likes a typical office-hours shift is a complete misfit.

Hotel jobs

The worth of the hospitality industry is in billions, so it is a good opportunity to take
advantage of it. Hospitality mainly refers to those jobs in the sectors of hotels, restaurants,
casinos, catering, resorts, SPAs, and some businesses dealing with tourists. Many youngsters

are now viewing it as their career prospects and making good use of its boom time. To be
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in this industry, you need to be presentable, appealing, polite, sweet-natured, friendly,
extroverted, and, of course, hard-working. The workforce in the hospitality industry is
usually young; it varies in age from 25 to 40. This is the most active part of their life and

they make the hardest efforts during their working period.

Word Bank

career [ke'rta(r)] n. BV, 2B, JBJ |adiplomatic career AMZEAEE
hospitality [hosprtesleti] | ($2HL45% AH) £ | hospitality industry 75k
TEafE
. N . Language is constantly and gradually evolving.
AR ng istant
evolve [r'volv] vt. & vi. A ik V= 7E AT A
e e e e s He sits browsing over/through a book.
browse [bravz] vi. FERBIR, W% AL 2 B
I encountered great difficulties in learning
encounter inkaunts(r)] |vt. &%, HIRAEF] | English grammar.
RAEF I JE VAR B R TR A
! \ Prices have risen steadily during the past decade.
decad k . ) H . N .
ccade [dekerd] . 4 M bR, M R L
He turned his overcoat collar up.
11 kol i, A ‘
collar Mkolo®] |n &G ¥ B 5 HO T8 T K
essential [rsenf] n B, BN, We only have time to pack a few essentials.
Do i AT RAT R T AR IE b 75
Each side declared that it would never abandon
principle ['prinsepl] no JEN, R its principle.
BT BAEA T B TR
The villagers were hospitable and offered us
hospitable [ho'spitabl] adj. PIFIFEH homemade food.
FRATAERZ, SRR TR E Y.
accommodating | [o'kpmadertmn] | adj. ST B ;ﬂfﬂfés%al%z;{?%%;;oommodatmg to me.
After only a short exposure to sunlight, he
exposure [ik'speuza(r)] |n. HFE, Wi began to turn red.
MBZERAE T RN T —23)L, BRI RA T .
. , . o oo.m o oopsse | Lhat hotel has very good concierge services.
AN ==
concierge [konsiea3z] n FLER, WEES T35 T (AL 55 R 25 TR
. - o He spent all his time gambling in the casino.
k : .M j: H a \j: N al
casino o'sineu] | Wi WRARIA | oo e o W
. . adj. VI9<n[4TH); ®] | The scheme is economically viable.
viable ['varabl] on e AL A 3 5 [,
St P ARG TR G RE - AT,
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A cruise ship or cruise liner is a passenger ship
cruise ship [kru:z f1p] n. Y% used for pleasure voyages.

TR A ARG IRAT F 2 M o

She is studying culinary arts.

I IEAE S SRR

She lives an unsocial reclusive life.

fbied 2 5 HHERE 4 O 2R

Do you call yourself introverted or extroverted?

PRYERS Y DR A SR 7

The roof couldn’t bear the stress of the snow.
LB, B =
n F71, R RTER [ BB

John is in high spirits about the prospects.

culinary art [kalneri a:t] | ZAEHA

reclusive [rTklu:s1v] adj. FRIEM), BRI

introverted [ntrova:tid]  |adj. WIAINT, SEK

stress [stres]

rospect 'prospekt n. AiEE; AIE o e 5%
Prosp [prospekl] s Yyt i B A

YA ALL %45 | The i ; .
boom - n. (ZHEK ) & ¢ industry enjoyed a boom

IR s BERERS AT 5K

adj. 15 H K, B#E |1 have nothing presentable to wear.

presentable | [prizentabl] |y gy, R | TRIA BB RIRT
i il adj. B FIH, W | What an appealing little baby!
appealing ferptin] 3 Z A NEEN/NEIL)
She’s a good person to be invited to a party
extroverted ['ekstreva:tid] |adj. #MFIH) because she’s such an extroverted person.

RIFICERS IR =, BOVIARZ PR,

Where Does the Name “Hotel” Come from?

A hotel is a place that provides paid accommodation, generally on a temporary basis.
Hotels usually provide many kinds of services, such as restaurants, childcare or swimming
pools. A number of hotels contain meeting rooms and conference facilities and encourage
people to arrange get-togethers and conventions at their venue.

The word “hotel” originated from French. It refers to a French version of a townhouse
but not a building where accommodation is offered. The word also refers to a bar or a pub in
Australia. Even in the United Kingdom, many bars, with the word “hotel” in their names,
do not provide lodging or foodstuffs. In India, hotel often refers to a restaurant, as the best
restaurants are often located near good hotels. Accommodating people in dedicated buildings
has immense antiquity, and people of various customs started practicing it. Hoshi Ryokan,
a Japanese hotel established in the year of 718, is one of the oldest hotels in the world.
Basic lodging of a room with no more than one bed, one cupboard, one small table, and one
washstand has been substituted by modern rooms with en-suite bathrooms, telephones, a
television, alarm clocks, broadband Internet connection, etc. Drinks and food are provided

by a mini bar which is a refrigerator containing drinks, snacks, coffee, tea, etc.
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Many hotels are termed unusual hotels, such as treehouse hotels in Brazil, cave hotels
in Australia, capsule hotels in Japan, ice hotels in Sweden, snow hotels in Finland, garden
hotels, underwater hotels, library hotels, boat hotels, etc. J Hotel in Shanghai Tower, one
of the world’s highest hotels, is over 556 meters high. However, the world’s largest hotel
is situated in Malaysia and its name is First World Hotel. The oldest hotel still in operation
is the Nishiyama Onsen Keiunkan in Japan, which was founded in 705. A grouping or

collection of hotels under an identifiable brand name, managed by an organization, is called

a hotel chain.

Word Bank

temporary |['tempreri] adj. WG, B ;h;:%yjjiusgf zfllg sﬁjjti;l porary agreement. ]
conference |[konferens] n il Nearly all the members attended the conference.
- e JUP AR A T IZ R
heily  [sietl | W dis | oomshave privat fucilides
convention |[ken'venfn] n. (F—H0k. B34 |A declaration was adopted at the recent convention.
MALHITN ) Ke  (ERERTMRS L, BT —BE.
.. . . . His book originated from a short story.
originate  |[a'ridzInert] vi. BIET, kA 4&5‘]%%1‘@%*4\@%4\%%5 E,r]y
version [vagi] n BiAs Jpat gl;& (%%;111 grsmn is superior.
. . They made an immense improvement in English.
' dj. T, g DA e .
immense |[I'mens] adj. Ky, BERM ESE T, MATEE T B,
. ey The street ks of .
antiquity |[een'ttkweti] | FE P AT A ok izgg% ;m%‘c@sg ' antiquity.
) b, s AR T o
‘ . N v & vi. o, B, She was dancing while someone substituted for her
substitute |['sabsttju:t] e at the piano.
ek SR, AU NS
The two companies plan to develop new broadband
broadband |[bro:dbeend] |n. T services for customers in the UK.
PR o ) TR 3 L 2% 7 ORI 6 9 i TR 55
Would you be able to identify the man who robbed
identifiable |[a1dentr'fatebl] |adj. FJ LARfIIA R you?
PREE A LA AR ZR P A NG 2

Hotel Types

The following are some types of hotels:

A business hotel: A hotel providing modern business facilities and good security for

businessmen. It is usually in the business center.
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An airport hotel: A hotel located at or near the airport for passengers of transit flights.

A tourist hotel: A hotel where the tourists can stay on their holidays or trips with good
entertainment. There are fewer facilities in a tourist hotel than in a luxury hotel, but it has
good value.

A motel: A hotel with a place for cars or motorcycles. It is located close to highways
but doesn’t have a lot of facilities.

A middle-ranged hotel: A hotel which has the essential facilities and is cheaper than a
luxury hotel.

A guesthouse: A private house often run by a family. It is small and usually has a few
rooms. There is a very nice or cozy atmosphere there.

A low-end hotel: A very cheap hotel with limited facilities.

A luxury hotel: The highest standard of hotel with very good services, facilities,
decorations, and staff. And it is very expensive.

Word Bank
. o . - They lulled her into a false sense of security.
sceurity | [origueret] . Lo AT B, = — B 2 A
transit [treenzzt] n. kg the transit lounge

AL

The hotel is famous for its entertainment.

XSTRNH LA R B 1T 7K o

entertainment | [ento'tetnmont] | n. IRIRIGS), AF

All the motels lie beside the road.

motel [maytel] . URIRT R H03C HEESL T A B350.
essential [rsenl] adj. WAT[/LEY, JE | Food is essential for life.
BN BT .

s == g, | He lives in a cozy little room.
adji RHIEM R | gy e — iy R .

cozy [kauzi]

Hotel Departments

As shown in the following figure, hotels are organized into large divisions and smaller
departments. Each department is responsible for a particular function or service and at the
same time is interrelated with and dependent on other departments. The best services for the
guests and the highest job satisfaction for staff are based on clear, prompt communication

and genuine cooperation among employees in all divisions and departments.
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General Manager
pebztil

Deputy General Manager
W R

Executive Office Human Resources & Training Division Room Division
BATBPAE ST V5
Food & Beverage Division

IR

Accounting Division

i 55

Purchasing Division
Sales & Marketing Division RIS

B

Electronic Data Processing Division

FEL i 8

Security Division
2zl

Engineering and Maintenance
Division

CREH

Room Division

As we know, the majority of hotel revenues are generated from room division in the
form of room sales. This department provides the services guests expect during their stay in
the hotel. The room division is typically composed of five different departments:

o Front Office

o Reservation

e Housekeeping

o Uniformed services

e Telephone

Food & Beverage Division (F&B)

F&B typically constitutes the second-largest revenue generator in a hotel, with an
average of 23.1% from food sales and 8.6% from beverage sales. In a five-star hotel, the
food and beverage division may include the following formats:

e Quick service

o Table service

e Specialty restaurants

o Coffee shops

e Bars

o Lounges

o Clubs

o Banquets
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o Catering Functions: Wedding, Birthdays...

Sales & Marketing Division

A typical hotel usually has a sales & marketing division. However, if the staff size,

volume of business, hotel size and expected group arrivals are not large enough, the hotel

might have marketing staff placed under the reservation department ( i.e., no need for a sales

& marketing division ).

A typical sales & marketing division is composed of four different departments:

Sales

« Convention services

o Advertising

o Public relations

Accounting Division

The accounting division monitors the financial activities of the property. Some of the

activities undertaken in the accounting division are listed below:

To pay outstanding invoices
To distribute unpaid statements
To collect amounts owed

To process payroll

To accumulate operating data
To compile financial reports
To make bank deposits

To secure cash loans

To perform other control and processing functions

Engineering and Maintenance Division

This department maintains the property’s structure and grounds as well as electrical

and mechanical equipment. Some hotels might have this division under different names,

such as maintenance division, property operation, and maintenance department...

Security Division

Security division personnel are usually in-house staff, security officers, or retired police

officers, who have certain physical skills and prior experience.

Some of the functions of the security division are listed below:

o To patrol the property

o To monitor surveillance equipment

o To ensure safety and security of guests, visitors, and employees
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Human Resources Division

Some of the duties of the human resources division are listed below:

e To be responsible for internal and external recruitment

e To calculate employees’ salaries, compensation, and tax withholding. ..
o To administer employees’ paperwork and monitor attendance...

o To maintain good relations with Labor Unions

o To ensure employees’ safety and working conditions

Other Divisions

All the above-mentioned divisions should exist in a typical five-star hotel; however,
there might be some revenue generators that are specific to certain hotels but not found in

others. Below is a list of some possible extra or other divisions that might exist in a hotel:
e Retail outlets (i.e., shops rented to outsiders or managed by the hotel)
e Recreation facilities (i.e., fitness center, tennis courts, and cinema halls...)
o Conference centers

e Casinos

Word Bank

Which division of the company do you
work in?
PREEIXAS A =] IS LAR?
vt & vi. FH L Many lwoﬂd S'a}i/ that crin;f and poverty are
I ) 1/nterre ate“ w1tm0ne anot! ei .

1R NHRULILER 572 55 2 % UIAH O
Prompt payment of bills is greatly appreciated.
WNZERIHALE M, DA B

As time went on, a genuine friendship grew

. : . e g | up between us.
genuine | [dgenjurn] adj SURH, SCUE | et kR, A1 07 TR
BRI -
A government’s revenue and expenditure
RN, WR3S; BUUK | should be balanced.
IESURF ) WA BB N R S H BT o

% Tom’s work at school is above the average.
. P, PR VB e N N
R e P P e AT S A

th s She is waiting for me in the departure lounge.
- I AL = S

The advertising campaign didn’t have much
advertising ['eedvetarzin] n )7, TTEERE | effect on sales.

XL R AR AU R R 2 KA.
This instrument monitors the patient’s
monitor ['monita(r)] ve. W, WA heartbeats.

e S RN IR 7l

n #WB5y; (HLR, &
FSER) ) W, A

division [dr'vizn]

interrelate [Interrlert] (5

prompt [prompt] adj. IR, HERTR

revenue ['revanju:]

=

average [‘eeveridz]

N

lounge [lavnd3]

=
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That car is my property; you mustn’t use it
. s ithout my permission.
rt ‘propet - e ) e e 2
property | [propetl] n M BRI s e, (R SR BRI
A REMEH
invoice [1nvors] . YpEE The invoice amount was £ 35.
- KRERGHUN 35 JEB5
avroll [perrau] n. L%4%,; LT# | His yearly payroll is $1.2 million.
pay P B fle 43 2 120 T 3TE.
- n CEFR) A5 The personnel are not happy with the changes
personnel [p3:sa'nel] BT of these rules.
- AR AR N G0 U X BRI E RN %
We have been patrolling for days but have
patrol [pa'traul] vt. & vi. 3%, A | seen nothing.
BAIREZH, HatmkkM.
The recruitment process for this position is
recruitment [rr'kru:tmant] n. HHE, very strict.
XANROL (AR HE AR 5 P24
. ' n AN, R (O He paid asum of money as a compensation for
compensation | [kompen'se1fn] B 4 the loss in the fire.
= it T — AR NI IR R AR B M
withhold [wid'hauld] v. JELALLE T Income Tax Withholding AXH1FT#3F4
This cosmetics firm has 34 outlets in Britain.
' 7] H QX & Y e N
outlet lautlet] n B SRS o A M BB 34 A,

Hotel Positions

Below is a list of the most common positions at a large hotel.

Administration

As a part of the administration team for a hotel, you need to handle the accounts and
bookkeeping tasks for the business or provide secretarial or HR help. You will also be
expected to have a reasonable grasp of a foreign language and have a degree or diploma in
the field.

Management

With one of these positions, you are responsible for the day to day running of the hotel.
As a manager, you will deal with the hiring and firing of employees, as well as helping to
maintain budgets. Experience in the hotel industry is definitely necessary to get this position.

You will also be expected to have a solid grasp of a foreign language.

Conference & Events Coordinator

All of the large hotels have conference centers which cater to large groups holding
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events. As the events coordinator, you should verify the details on bookings and ensure
that all meeting rooms are prepared properly for a meeting. This includes coordinating
with the food and beverage services to have tea and coffee or meals ready in the room and
coordinating with housekeeping to have the room cleaned after the meeting. Most hotels
want to see some experience in a similar position when you are applying for this type of job.

Some aptitude for a foreign language will be needed as well.

Front Desk/Reservations

In this position, you are constantly interacting with customers on a daily basis, dealing
with reservations over the phone, checking guests in and out, and generally providing
information and directing patrons. One of the primary requirements for the position is to be
fluent both in the local and a foreign language. Employers will also expect some previous
experience, although excellent language skills and a pleasant demeanor can make up for any

insufficient work experience.

Bell Staff

This is a simple job that can be grueling at times. Your responsibility is to carry the
guests’ luggage to and from their room. When not moving luggage, you may be expected
to pleasantly greet guests as they enter the building or the lobby. Some foreign language
skills will be useful for this position, and potential employers will look favorably on some

experience, although it is not necessary.

Housekeeping

As a part of the housekeeping staff, you will be responsible for cleaning guest rooms on
a daily basis and helping to keep the rest of the hotel clean. Basically no language skills or
experience are needed for this job, but it is also one of the lowest paid positions in the hotel.
Head housekeepers will be expected to have some experience, and probably need some

foreign language skills.

Food & Beverage (F&B)
As a part of the F&B staff, you will be responsible for providing high-quality food and

beverage service to guests, according to set standards, serving courteously and efficiently.
Maintain cleanliness of tables, service areas and equipment. Stock all wares and equipment
needed for service. Maintain a full knowledge of the chef’s menu and be able to clearly

discuss and accurately describe the various dishes.

Maintenance

The maintenance team does minor repairs around the hotel such as unclogging drains,

fixing doors, changing light bulbs, and providing routine maintenance on the HVAC (Heating,
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Ventilation, and Air Conditioning) systems. You will need some mechanical aptitude and

probably experience, but language skills will be optional.

Word Bank

Who is in charge of the administration of

administration |[edminr'strern] |n. B, LF your company?
PRATA &) 14T BT A B il 47 5 2
. W RSN . The duties of the post are mainly secretarial.
secretarial [sekro'tearial] adj. M, FiEm A B R \mpﬂig%iw]:yf'ﬁ )
HR n. N8R Human Resources A JJ % J#
. . n B SCHE, 2 fr She worked hard in order to earn her music
diploma [dr'plauma] E diploma.
W2 T, PLRSAGE R ALET .
Our budget has been pared down to the bone.
budget ' t . PR, & YR s 1 e 5
ndge [ondzt] n. B 25 R T IR SRR .
coordinator [keu'o:dinerta(r)] |n. BHAE Zlﬁe 5,1; jz?g}ggév QVI:J;JS\ %’ %rcjmator.
. . n. (2217710 /)) 74 | That student has an aptitude for mathematics.
titud, ‘septrtju: PO o » RN "
aptitude (eeptrfucd] e, R, K| IRAATECEITR K.
demeanor [drmina(r)] n. () (IE) 474, | The girl has a quiet, modest demeanor.
' zik, & AN L0 8% T (P 2S P TR T e adh
The new recruits were put through a week of
grueling ['gru:almn] adj. R SR grueling endurance test.
BB A — A IR i 77
‘ . adj. WETEN, TR It’s irr.lp.ortant to draw out a child’s potential
potential [pa'ten(l] ) capacities.
RAGFZ T8 AR E .
accurately ['zekjaratli] adv. Kk, WERH Z?L\I;%?g‘g % g?;;?f ball accurately.
unclo [AnKiog] vt. flgiE, 3 &% I used that red toothbrush to unclog the drain.
& ! 9 CBH 85 e (W ARAR W PSS CiEe ) &
. s e The drain was choked up with dirt.
drain [dre1n] n. HEKWE, HEKE HEK BT EEAT T
HVAC 2 i E;ea%ingiﬂVentilation, and Air Conditioning
The goods are optional, but only one item
optional ['opfenl] adj. AJIEFEH] can be chosen.

Xy DR R, HAREE—1.
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Activities

I. Speaking

Work in pairs.
What do you like about the hospitality industry? Write down six things and then

compare your ideas with your partner’s.

II. Vocabulary
Match each job to its correct duty. Use a dictionary when necessary.
1) chambermaid a) to carry guests’ bags to their rooms
2) hotel manager b) to clean guest rooms
3) Dbartender c) to serve guests in the restaurant
4) accountant d) to manage all the hotel staff
5) concierge e) to serve guests at the bar
6) porter f) to find business for the hotel
7) waiter g) to give information and help guests
8) marketing manager h) to do the hotel’s finances

Match each room type to its correct definition.
Double room/Twin room/Four-bed room/Single room/Triple room/Quad suite/

Connecting suite

Room types Definitions

A room for one person with one bed

A room for two persons with one big bed designed for two

A room for two persons with two separate single beds

A room for three persons with three beds

A room for four persons with four beds

A room for four persons with two double beds

A series of connected rooms used as a unit

What type of room would be suitable for the following guests? There may be more

than one type that suits their requirements.

Guests Room types

Mr. and Mrs. Johnson
The Smiths (the parents, one boy and one girl)
Hoa and Chi (friends)

Mr. Rousseau

A group of three students

A group of four people (friends)
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II1. Pronunciation: The /h/ Sound

Which word does not have the /h/ sound? Practice reading the words.

hotel holiday hour housekeeping happy
hospitable hospitality hospital honor honey
IV. Reading

help

All guests arriving at your hotel have two basic needs. The first one is the service and
accommodation you offer. You can satisfy this by determining the type of service that the
guest requires. The second one is that of recognition. You can satisfy this by treating each

guest as an individual and by making each guest feel welcome. What is the correct order

for the following guest greeting and welcoming steps?

LI Greet guests warmly and sincerely to let them know you’re glad to have them.

[J Recognize and acknowledge guests immediately upon their arrival at the front desk.

— Make eye contact.

— Smile at guests before they smile at you.

— Assure guests that you will be with them in a moment if current job activities prevent

you from formally greeting them. You can say something like this: “ Good morning, I’ll be

with you in a moment.”

[] Personalize all conversations with guests by addressing each guest by name, as soon

as it is known.

[J Note the guests’ response to the greeting to determine if they have a reservation or

are walk-ins with no reservations.

What kind of hotel would be suitable for the following guests?

Guests

Hotel types

Mr. Brown: “I’m driving to San Francisco. I need somewhere to stay for the
night.”

Mrs. Houston: “ I’m flying to Hong Kong early tomorrow morning. ”

Mr. Rousseau: “I will spend three nights in Arcadia. [ want to stay in the
best hotel in the city.”

Jack: “1 haven’t got much money, but I want to stay in the best hotel
possible.”

Joan and Sue: “ We are students, so we aren’t very rich. We need somewhere
to stay during our trips.”

Mr. Kaplan: “I’m going for a week’s holiday in the Mediterranean. I want a
hotel with its own beach and plenty of entertainment.
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continued

Guests

Hotel types

Miss Hoa: “ I’'m here on business. I need a hotel in the commercial district
of the city.

The Johnsons: “ We want to stay in a house with a nice family atmosphere.
However, we haven’t got a lot of money.”
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Introduction to the Front Office

Preamble

The basic business of a hotel is to sell rooms. The front office is the department which
is responsible for the thorough and systematic methods of reservation, registration and
assigning of rooms. The front office is the first and last point of contact with every guest and
thus it plays a vital role in the hotel’s image building.

Front office is the first department that we will be studying in the lesson about hotels.

At the end of this lesson, you should be able to:

e Memorize the specialized terms and expressions
o List the function areas of the front office

o State the importance of the front office

o Tell the function of the front office

Lead-in Activity

Pre-speaking: Look at the pictures below. Where is the hotel front office
usually located? What services can you find at a hotel front office? What qualities
does a receptionist need? Would you like to be a receptionist? Discuss and compare

your ideas with your partner’s.



Professional Knowledge

1. Front office functions

The front office is usually located close to the main entrance of the hotel. The front
office of a hotel is not only its “shop window”, but also its “nerve center”.

o It is a liaison between the guest and the hotel.

e It is the focus of guest requests for information and service as well as the profit

center of room sales.

Members of the front office staff welcome the guests, carry their luggage, help them
register, give them their room keys and mail, answer questions about the activities in the
hotel and surrounding area, and finally check them out. In fact, the only direct contact most
guests have with hotel employees, other than in the restaurants, is with members of the front

office staff.

The front office functions can be divided into 9 general areas:
e Reservation

e Reception

o Operators

e Bell service

e Mail and information

e Concierge

¢ Health and recreation center

o Business center

o Cashiers and night auditors
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2. Receptionist duties

Hotel receptionists are responsible for making guests feel welcome, dealing with room
bookings and cancellations, and handling general requests made by guests during their stay.
As a hotel receptionist, your main duties would include the following:
o Dealing with reservations and cancellations by phone, email, letter, fax, or face-to-
face
o Checking guests into the hotel, allocating rooms, and handing out keys
o Checking guests out of the hotel, preparing bills, and taking payments
o Handling foreign exchange
o Taking and passing on messages to guests
o Dealing with special requests from guests, such as booking theatre tickets, or storing
valuables
o Answering questions about facilities in the hotel and the surrounding area
o Dealing with complaints or problems
In large hotels, you would use a computerized system to make reservations and keep
room bookings and availability details up-to-date. You would work as part of a team and may
specialize in one specific aspect of this role, such as telephone reservations or checkouts.
In small hotels, your duties may include a wider range of tasks, such as showing guests

to their rooms and serving drinks in the bar.

3. Front office staff requirements

The front office is a section that is most familiar to every guest for it is where direct
facial contact occurs. Every word the receptionist/information clerk says and every action
he/she takes will be acknowledged by the guest at the desk. The receptionist must be neat
and trim in appearance. His/Her hair must be nicely combed. The face must be clean and the
uniform must be tidy. A first impression is very important. Whether a guest will think highly
of the hotel depends on whom they meet and how they are treated.

A good receptionist should be confident, courteous, and observant. The general rules
and regulations are as follows.

e Report for duty on time

e Do not make changes to the working schedule without the permission of the department

heads

e Always maintain personal hygiene and be well-groomed in appearance

o Read all notices posted on the notice board

o Read and follow the logbook

o Do not make or receive personal calls during working hours

e Be polite and smiling under any circumstances
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¢ Do not sit down in official rooms

o Do not lean against walls or furniture

o Do not scratch your hair or bite your fingernails

o Do not argue with colleagues, supervisors, or especially with customers

o Do not keep your hands in your pockets

e Do not use indecent language with anyone

e Do not stand in groups at the counter

e Avoid unnecessary conversations with neighbors. Speak only when necessary
¢ Do not drink in the sight of customers

4. The functional areas of the front office

The front office is usually located close to the main entrance of the hotel. It is composed
of several sections including reservations, concierge, reception, information, operator,

assistant manager, cashier’s counter, and business center.
mll Reservations
ml Concierge

ml Reception

Front Office .
MGR e S} Information

m Operator

Assistant
MGR.

M Cashier’s
Counter

Business
Center

Word Bank
liaison fifexzn] n B Our role is to ensure liaison between schools and parents.
B AT IR AR S T IR .
, n. FlJE, Yai, |There is very little profit in selling newspapers at present.
profit (oroftl | o BUE SRR
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vt & vi. W0 E

The car was registered in my name.

register [redista®l |ia, st RN 2 FEBEN .
auditor (o) | Bl A, F&t% | The external auditors come in once a year.
' I SN T AR — IR
; You must allocate the money carefully.
" ya PANSY
allocate [elokert] vt. e, IR TR BB b 2 D45
An observant shop assistant had remembered exactly what
observant [eb'zz:vent] |adj. W%% 71841 |the man was wearing.
BN LA e .
hygicne [hardziin] n P People should wash regularly to ensure personal hygiene.

NATIREZE 5 e ARIE N N A

well-groomed

[wel 'gru:md]

adj. /MO IERL
(K Hiders it

They chose him for the job because he always looks well-
groomed.

AT Al AR I A 55, PR R AR BT

Activities

I. Speaking

Work in pairs.

1. Do you think knowledge of languages is necessary to the front office staff ? Why?

2. How are you going to study hotel English? Write down your plan and then compare

yours with your partner’s.

3. Do you think you’re qualified to work at the front office? Write down your strengths

and weaknesses and then compare your ideas with your partner’s.

I1. Vocabulary

Match each verb on the left with a noun on the right to form correct hotel front office

service terms. Use a dictionary when necessary.

1) receive
2) register
3) assign

4) distribute
5) store

6) provide
7) deliver
8) exchange
9) check

10) check out

a) guests

b) reservations

¢c) room occupancies
d) guests

e) foreign currencies
f) rooms

g) mails and messages
h) baggage

i)  information

Jj)  guests’ valuables
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III. Pronunciation: Word Stress

Mark the stressed syllables.

1) vacate vacancy

2) confirm confirmation
3) resident residential
4) tradition traditional
5) friendly friendliness
6) courtesy courteous

7) separate (adj.) separate (v.)
8) suitable unsuitable
IV. Reading

Cindy Taylor wants to apply for the advertised post of hotel receptionist. Put the
extracts from her application letter in the correct order.

a) [ have a very pleasant, outgoing personality and I am used to dealing with people of
all ages and levels.

b) I look forward to hearing from you.

¢) I would like to apply for the position of hotel receptionist, as advertised in the Hotel
& Catering Reporter on 12 May.

d) Re: Hotel receptionist vacancy.

e) C Taylor (Miss)

f) Dear Mrs. Willis

g) Enc.CV

h) I am twenty-four years old and I am about to finish a course in hotel administration.
Earlier this year, | worked for three months as a trainee in a small family-run hotel. Your vacancy
is of particular interest to me as my duties involved taking phone calls, making bookings,
and providing guests with a warm welcome, which I feel is important for this kind of post.

i) I enclose a copy of my current CV for your information. Please contact me should
you require any further details.

j)  Yours sincerely.
Etiquette Tips for Daily Life

Etiquette 1—How to Be Energetic and Fun-Loving

People bursting with energy have the following three things in common: they deeply
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honor and respect themselves; they completely accept themselves for who they are and don’t
take themselves too seriously; and they see challenges as opportunities. They switch their
negative thoughts as rapidly as they switch channels on their TVs. They see life as a game to
play and enjoy it, and they radiate good health. They are fun to be around, because they love
and accept you for who you are.

1) Honor yourself and realize you are a unique person with your own destiny to fulfill.
No one except you knows the right path for you to follow, thus you must keep in mind those
silent-loud messages your heart sends you.

2) Respect yourself for your uniqueness and understand that everyone is on their own
life journey.

3) Forget about what others think of you. The most valued opinion should be yours
alone.

4)  Accept both your dark shadows and the bright light that shines forth from your lov-
ing qualities, and embrace the totality of who you are.

5) Watch your self-judgment and self-criticism.

6) Take nothing personally.

7) Remember that everyone is always doing their best, so you must practice forgive-
ness.

8) Forgive yourself and forgive others when screw-ups happen; this lightens your
heart and adds tremendous energy to your life.

9) Think creatively when challenges present themselves, which they’ll do until the
day you depart this earth.

10) Be thankful for all the gifts you have and take care of your body, mind, and spirit,
as no one else knows how to do it better than you, even when they seem to know.

11) Live in the present moment: the past is dead (like a canceled check) and the future
is a promissory note; it may or may not arrive. Spend the cash now. Buy what you love,
spend it on gifts. You’ll feel so much more joy when you can actually use the opportunities
you’ve earned. Don’t be too careful, but don’t be too careless either! Just enjoy yourself.
Play! Live every day like it’s your last!

12) Take up energy work like Qigong, yoga and Emotional Freedom Technique (EFT).
They help to bring energy and positiveness to your life.

23 Chapter Il



Room Reservations

Preamble

Whether it’s for a company business trip or for personal travel—we all need to, at some
time or another, call a hotel to reserve a room. Of course, making reservations is useful not
only for hotels but also for all sorts of situations: conferences, restaurants, airplane travel,
and any other types of events that require us to book in advance.

That is the skill we will practice in this lesson—Room Reservations.
At the end of this lesson, you should be able to:

Memorize the specialized terms and expressions
List types of room reservations
List room types

Identify the necessary points in room reservations

Role-play the dialogues

Lead-in Activity

Pre-speaking: Look at the pictures below. Try to use as many words as you can and

then see if you can tell a short story based on them.

@ ®

Then discuss the following questions:

1. Why are guest reservations important to travelers and lodging establishments?
2. What does the hotel need to manage guest reservations?
3. How many types of reservation systems are there?

4. What are the sources for making reservations?



5. Besides reservation systems, what does the hotel also need to do?

Professional Knowledge

1. The importance of guest reservations to travelers and lodging estab-
lishments

Making reservations is a necessity for travelers and an important marketing tool for
lodging establishments. A reservation system must ensure efficient means of accessing, pro-
cessing, and confirming information. Without an efficient reservation system, all aspects
of managing a hotel will be negatively affected. This not only decreases the hope of repeat
business, but also ensures that the dissatisfied customer will tell others of the negative expe-

rience.

2. The importance of a reservation system

A well-organized reservation system allows hotels to ensure a steady flow of guests into
their properties. Hotel chains offer their members the ability to fill 30% or more of available
rooms nightly. Independent hoteliers try every means to create exciting marketing programs
to capture room business. Easy access to a hotel’s data bank of rooms helps to fulfill the
customers’ needs, as well as in reaching a targeted daily occupancy rate and average
daily rate. A reservation system is the primary means of producing positive cash flow and
favorable income statement.

Additionally, hotels also need to forecast reservations, manage the overbooking, and

process guest reservations.

3. Sources of reservations

o Corporate clients 1)V J7

o Group travelers AR 1T#

o Pleasure travelers K47 #
o Current guests 7EJ5E A

4. Types of room reservation

o Simple reservation Iffi - PEFIT
o Confirmed reservation FfiAEFiiT
o Guaranteed reservation ffiFMETHIT

5. The necessary points in room reservation

e Name ¥4
o Telephone number B % HiiF
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Room type and number of rooms J5 7 % % 5 8 &=
Number of guests A%

Nationality [ £

Date/time of arrival/departure F|iA / 255 H Y / i) 8]
Length of stay Aff K%

Discount and payment #7311 J2 £ 3K

Cut-off time 11 )5 A E 24 K H{r B I [A]

Agreements on reservation amendments/cancellation 7 i X & T AR . HY
T AL E

. Room types

Single room H. A [d]

Double room XY A [f]

Twin room FriEE], XUA[E

Triple room = A[H]

Junior suite i#HE 57

Business suite & 45E 5

Duplex suite & X E 5

Connecting suite J%iEE 7

Deluxe suite 5% 5

Presidential suite = 458 5

. Room assigning policies

Group guests [#1£% A\

VIP guests BHEXE A

Guests with guaranteed reservations A {fiFPEFIT (% A

Staying guests who require extensions ZE3R % #{E15 1435 & A

Guests with accurate flight numbers and arrival times 75 YA R IE S KA I [R] )
HE=IN

Regular guests %

Walk-in guests 5 Fili] U

Guests with questionable reservations 1] 47 1E&¢ 7] (& A\

. Forms used at the front office

Reservation form ] 53

Rooms revenue report %5 55 I A 45
Cancellation list 24 HEUE T 53R
No-show list i A& B4k £
Amendment list 52 48 5 %
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Unexpected departure #2178 5%

Extension list %E#HiR 5 3%

Registration form 1315 %& il %

Discount & complimentary list J3 47411 2 %o 5% %
Expected departure list X H % NiB 5%

Today’s VIP stay-over report 4> H1{¥ )5 VIP 3%
Expected VIP departure report /X H VIP &5 Hik%

9. Extension of stay

If it’s a low season, obtain the approval from the supervisor/shift leader and then
offer the extension stay to the guest.
If it’s a peak season, mark down on the ““extension of stay form™ first, let the guest

check back with us at around 12:00 noon, and ask the supervisor to see whether we
can extend or not. It depends on the room situation of the next few days.

If the guest requests to extend the stay in the evening, mark it down first and let the
next shift staff follow up by checking with the supervisor.

If we can extend the stay of the guest, make sure to change the departure date in the
computer.

If we can’t extend the stay of a guest, we should inform the guest immediately.

If we made a reservation for the guest at another hotel, inform the guest about the hotel
name, room type, number of nights, room rate, and other relevant details.

We hope the guest will stay in our hotel next trip.

Word Bank
reservation |[reze'vern] n. AT r;ﬁage//ta/}g%zzgﬁa%eservaﬁon
confirm [ken'fz:m] v. ik confirm a reservation il FiiT
departure  |[d1'pa:tfo(r)] n. B the departure date/time &5FF H}H / i) [A]
length [lenke] n. K& the length of a road/stick % / &1 E
discount  |['diskaunt] n. ¥ give/offer a 20% discount ] J\
payment  |['permant] n. {3k way of payment {-}3% 77 =
agreement |[o'grizmont] n ?greemiritg on Feservation a‘r‘r}en(%ments/gmcellation
WIEX BRIITALE ., BUE T R E
amendment |[o'mendment]  |n. 1EE amendment list TRV 5 0%
cancellation |[keenso'lern] |1, HUWH cancellation list HUVH 1T 5%
twin - ltwinl R o BRECR A ATKSRHT)
triple [trIpl] adj. —1&H a triple room = AJ5 (BL&=7K8 AR
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junior ['dzu:nia(r)] adj. FHIBALK  |junior suite HiHE )
suite fswi] n 15 business suite £ (BARSH NI, —IH
' ‘ FREHRIIAE, F—NENED
connecting suite FEHE ST, WHRAEGER (FEMH
connect [ke'neki] MR ) B MR R B RR T SR TR R &R,
’ - FEHEC A TARNE]; REEERY, BERT LA 9P I
HE A, WRTDERERE M, RIEMEERO
deluxe suite ZEHEES; CHHERB=EMME, =
deluxe [dr'laks] adj. FHEH) EhdpEEE. BFE4, ©F AR EHSE,
Fib 2 AR E A K5 XK [king-size bed])
presidential suite BAEF, NFFFER (—BKHE
presidential |[prezr'denfl] adj. RGiH) (B CA L/ 55 TR A R, S A BARCNYEAC, B H SR
HETI v B RAE A]D

Situational Conversations

Sample Conversation A: Room Reservation by Telephone

Al: A FIT Reservation

Reservation Agent (RA): Fortune Hotel. Reservation Desk. How can I help you?
Guest (G): This is Henry Smith calling from Paris. I’d like to book a room, please.

RA: Yes, Mr. Smith. For when?

G: From June 14.

RA: How long will you be staying?

G: About a week.

RA: What kind of room would you like, Mr. Smith?

G: I'd like a double room for my wife and myself. By the way, what’s the rate of a

double room?

RA: It’s 480 yuan for a double with bath and 400 yuan with shower. Which one would

you like?

G: Four hundred a night is OK. It is about 60 U.S. dollars, isn’t it?

RA: Yes, Mr. Smith, a double with shower, from June 14 to June 21. Am I correct?

G: Yes. That’s right.

RA: What time will you be arriving?

G: Around 4:00 p.m. By the way, do you have the airport shuttle bus?

RA: Yes, Mr. Smith. We have airport representative desk. Just contact them and they

will help you.
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G: That’s fine. Thank you. Goodbye.

RA: Thank you for calling, Mr. Smith. We are looking forward to your coming. Good-
bye.

Check your understanding

1. How long are Mr. and Mrs. Smith going to stay?

2. What kind of room would they like to reserve?

3. Why did Mr. Smith ask about the airport shuttle bus?

A2: A Group Reservation

Reservation Agent (RA): Fortune Hotel. Reservations. May I help you?

Guest (G): Yes. My name is Bill Richard, calling from the International Trading
Company. I’d like to reserve rooms for my group.

RA: What rooms do you prefer?

G: We have 30 people. Fifteen twin-bed rooms with a bath, please.

RA: For which dates, Mr. Richard?

G: From January 22 to 24.

RA: Just a moment, please. Fifteen TWB rooms for January 22, 23 and 24. Yes, we still
have those rooms available.

G: Then how much do you charge?

RA: 600 yuan, equivalent to 82 U.S. dollars.

G: Fine. One more thing, may we use the hotel meeting room during our stay in your
hotel? We are to have a meeting on the afternoon of January 23, from 3:00 p.m. to 5:00 p.m.

RA: No problem. We can make it for you, but we charge 400 yuan per hour for the use
of the hotel meeting room.

G: Oh, I see. Any discount?

RA: There is a 15% discount. And we’ll send you a confirmation by fax within five
days. May I know your fax number, please?

G: You may fax to 69692828.

RA: Thank you, Mr. Richard.

Check your understanding

1. What kind of room does Mr. Richard require for his group?

2. Does the group have any special requests?

3. Does the hotel offer any special rates?

4. How does the hotel confirm the reservation?
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Sample Conversation B: Room Reservation at the Front Office (A Face-to-face
Reservation)

B1: All the Rooms Are Booked Up

Receptionist (R): Good morning. May I help you?

Guest (G): Good morning. I want to reserve a single room for my boss. He’s coming
from New York next month.

R: May I have the name of your boss?

G: Richard Williams.

R: His arrival and departure dates, please?

G: From October 2 to 5.

R: Thanks. Just a moment, please. Let me check the computer... Oh, I’m sorry, but all
the rooms are booked up in October.

G: What a pity!

R: Don’t worry. We can either put him on the waiting list or find him a room in a nearby
hotel.

G: Well, Mr. Williams likes your hotel very much. I’'m sure he’ll prefer to stay in your
hotel. How can you inform me if there’s a single room available for my boss?

R: May I know your name and your phone number?

G: Rota Jackson. Here’s my visiting card. I’'m working in the Qingdao Office of ABC
Trading Company.

R: Mr. Jackson, I’ll give you a definite answer by phone within 5 days.

Check your understanding

1. In whose name was the reservation made?
2. What are the solutions to the problem of all the rooms being booked up?

3. Why did the receptionist ask the caller for his name and telephone number?

B2: Rooms Available

Receptionist (R): Room Reservations. Good afternoon.

Guest (G): I’d like to book a double room for Tuesday next week.

R: That’s fine, sir. We do have a double room available for that day, September 12. But
do you prefer a front view or a rear view?

G: What’s the price difference?

R: A double room with a front view is 140 dollars per night while one with a rear view
is 115 dollars per night.

G: I think I’ll take the one with a front view then.
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: How long will you be staying, sir?

: We’ll be leaving on Sunday morning.

: That will be five nights, sir. Could you tell me your name, please?

: Yes, it is Moore.

: How do you spell it, please?

: It’s M-O-O-R-E.

: Thank you very much and we look forward to seeing you next Tuesday, Mr. Moore.
: Good. That’s all settled then. Goodbye.

: Goodbye.

Check your understanding
1. What kind of room would Mr. Moore prefer?

2. What is the price difference between a room with a front view and one with a rear

AR O FROFR

view?

3. How long will they be staying at the hotel?

Sample Conversation C: Revising the Reservation

Reservation Agent (RA): Good morning, madam. May I help you?

Guest (G): Good morning. I’m the secretary of ABC Trading Company. I’ve booked
two rooms from next Monday to Wednesday. It’s for Mr. and Mrs. Smith and their two chil-
dren. I’ve come to revise the reservation.

RA: Yes, madam. Let me have a check. Here you are. You booked two deluxe doubles
for the Smiths from October 12 to 14. How would you like to change it?

G: Last night, Mr. Smith phoned us that their children wouldn’t come with them.

RA: Oh, you mean you want to cancel one deluxe double?

G: Not really. My boss has decided to upgrade to a suite, if possible.

RA: Yes. We do have suites in British, French, Spanish, Japanese and presidential
styles. Which do you prefer?

G: A Spanish suite, please. The Smiths are Spaniards. One more thing, they want to stay
one more day, till Thursday.

RA: A Spanish suite from October 12 to 15 for Mr. and Mrs. Smith. Am I correct?

G: Yes. Sorry to have caused you such trouble.

RA: Not at all. I’'m always at your service.

Check your understanding

1. Why does the caller have to revise the reservation?

2. Do Mr. and Mrs. Smith still want a deluxe double?

3. What kind of room do they require? Why?
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Sample Conversation D: No-shows

Travel Agent (TA): Four Season Travel Service. May I help you?

Receptionist (R): This is Reception from Fortune Hotel. Ms. Rachel, you’ve booked a
suite for Mr. Hans and he is expected to arrive today. But he hasn’t shown up yet.

TA: I’m sorry. I’ve been away for a while and I’ve just been informed that Mr. Hans’s
flight is delayed due to heavy fog. He is still staying at the Tokyo airport.

R: When could he arrive?

TA: I have no idea. It depends on the weather there. Can you keep the suite blocked for
Mr. Hans?

R: I’'m afraid that we can only block it until 6:00 p.m., because your reservation is a
non-guaranteed one.

TA: I don’t think Mr. Hans could arrive by six. Can you make the reservation a
guaranteed one now?

R: Sure, we can. But according to the hotel policy, we bill you for the no-show.

TA: No problem. Mr. Hans is one of our most important customers, you know.

R: I understand.

TA: Thank you.

R: Once Mr. Hans’s flight arrives, please inform us so that we can arrange for our staff
to pick him up at the airport.

TA: Okay, I will.

Check your understanding
1. Why can 't Mr. Hans arrive at the hotel on time?

2. Why can 't the receptionist block the room for Mr. Hans?
3. How did the hotel guarantee the room for Mr. Hans?

Word Bank

What is the daily room rate?
rate [rett] n. k& ﬁ%fﬂ*ﬁ%’/}'/\%’é?
n. FREFRIBITHIAL '
. We have a shuttle bus to the airport.
shuttle [Jatl] TR (WEHL K |
; E .
. KA TGP 2N
representative |[reprizentotrv]  |n. XK ;})_Elir;%p%r;r%)zsentatwe will meet you.
pay SN o
If you need any help, please don’t hesitate to
contact ['kontaekt] v BLR contact me.
A ATFER, BRE SRR
. , . R Sorry, we don’t have any rooms available now.
available [e'vetlabl] adj. VT FRM SRR, RG2S,
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How much do you charge for the drinks?

charge [tfa:d3] v, B T 2/ ER 7
equivalent ['kwivalent] adj. THEEM) } l%%éﬁ:ll;ré}]s ;%l?\;;i&té) %boout 7.2 yuan.
. . seae Can you inform me when to begin our final exam?
inform  lnorm] n VR, BR ISR 5 R IR R - T
. ' . ey I’m expecting a definite answer.
definite [definat] adj. WA, BEM iR
. - Both the front and rear views are fantastic.
rear [FIG(F)] ad]. EEE/], EHBE/] EE*HEEE/‘J%XE%B?E%O
N It’s hard to settle the dispute.
1 ' . .
settle ['setl] v, Y (e 4 TR
\ . NN We can certify her competence as a secretary.
1. . ) N 7 N 2 N ~
seoretary |[sskrotr n P Al TT BRI P AE LS T
. \ I’m calling to revise our reservation.
' % % . . - \
revise [rvarz] v BT, Bk BAT IR R A E — FRATGTIT.
We’ve cancelled our reservation.
1 'k | A F s o N .
cance [keensi] A AT T RATOBT
uperade [Apgrerd] v T T I’d like to upgrade our room to a suite.
pe P9 rh FARKBA I T — N
, N Do you charge for no-show list?
-sh il ]
no-show [nau'fau] n. AT R AE LS e
We’ll have to delay our holiday until the weather
delay [dr'le1] v, IR, fFIER is better.
FAVS AR 21 R A LFLE e ik
due to [dju: tu] prep. HT5 [Kleeeee- 5| This accident was due to his carelessness.
e L SRR TR O TS
\ It depends on the weather.
' 0l N
depend [dr'pend] v Kk, YT KEUT R A
- igepe . pweene | My cold gave me a blocked-up nose.
now [nongaeren'tid] |adj. AFLRUETER) a non-guaranteed reservation JEARIIEYEHIFRIT
guaranteed
policy ['polasi] n. BUOR, Tt hotel policy 8JEFIBE / BE

Useful Expressions

Finding out the details

e May I have your name and phone number, please, sir?

e What kind of room would you like (prefer)?

o What type of room do you require, sir?
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When would you like your room, sir?

For which date?

How long do you plan to stay?

How long will you be staying?

For how many nights?

How many guests will there be in your party?
How many adults will be in the room?

How many people will the room accommodate?

Telling about the price

A single room is $80 per night, with a 15% service charge.
We will need an advance deposit of $100.

We offer special rates today.

For a single room, there is a 15% discount.

We offer a 10% discount for group reservations, sir.

Accepting a booking

I can book you a single room for... (date).
We can confirm a room for... (date).
It’s available for the... (date).

Refusing a booking

I’m afraid we have no twin rooms available, but we can offer you a double room.
I’'m very sorry, but we’re fully booked for those days as it is peak season.

Is it possible for you to change your reservation date?

We won’t be able to guarantee you a room for... (date).

We can put you on a waiting list just in case we have a cancellation.

We’re very sorry, sir. We hope you understand.

We would appreciate it very much if you could call us instead.

Can I book you into another hotel in the area?

Sorry, we’re overbooked. But I can recommend you another hotel here.

We hope we’ll have another opportunity to serve you.

Confirming a booking

Is this a new reservation or a confirmation call?

When did you make the reservation?

In whose name was the reservation made?

Shall I make a reservation for you now?

I’'m afraid that we have no record of a reservation for that date in your name.

Your room is confirmed.
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e Thank you for confirming your reservation.

Activities

I. Speaking

Work in pairs.

Do you think you’re qualified to work at the front office? Write down your strengths and
weaknesses and then compare your ideas with your partner’s.

II. Vocabulary

Match each verb on the left with a noun on the right to form correct phrases. Use a

dictionary when necessary.

1) book a) your coming

2) confirm b) aview of the sea
3) have ¢) areservation

4) spell d) adouble room
5) prefer €) your name

6) look forward to f) avacancy

II1. Pronunciation: Contrastive Stress

Underline the two stressed words in each sentence.

1. It’s not the first complaint they’ve had and it won’t be the last.
2. They were supposed to deliver it yesterday not tomorrow.

3. I didn’t say they might be coming; I said they were.

4. He doesn’t want to pay by cheque; he wants to pay in cash.

5. Checking the petty cash is your responsibility not his.

6. Would you like brown bread or white?

IV. Reading

The following are the general procedures for handling room reservations. What do
you think is the correct order for them?

a) After taking the reservation, pass the Reservation Form to Reservation Department.

b) Repeat the reservation to the guest and make sure every point is clearly printed on
the form.

¢) Use the standard Reservation Form and mark down the following items.
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d) If we have rooms available, accept it, ...

e) Check the room status first.

f) If we don’t have a room available, put the reservation on the waiting list (if the guest
agrees) and ask the guest to double-check with us or we will inform him/her later on.

g) Ifnoroom is available, suggest and try to make a reservation in another hotel for the

guest.
Answer the following questions about documents.

What documents does the receptionist need during the reservation procedure?
e the room chart

o the reservation form
What are these documents for? Write a brief explanation for the purpose of the use of
each item above.

The room chart:

The reservation form:

Etiquette Tips for Daily Life

Etiquette 2—How to Be Good-Looking

Sure, looks aren’t everything, but it certainly doesn’t hurt to have an image that’s easy
on the eyes. Fortunately, being good-looking these days isn’t just about being born that
way. It’s about appreciating and emphasizing your best features, and putting your best foot
forward. There’s no guarantee that following these steps will make you one of the most
good-looking people on the planet, but it’ll definitely make you look better and feel better
about yourself.

1. Start from the inside out.

e Be healthy. People who look healthy look good. And what is a better way to look

healthy than to be healthy? If you aren’t taking good care of your body, now is a good
time to start. Begin with the basics: drink more water, eat healthy food and keep fit.

e Be confident. Your self-esteem really does affect the way you look. It changes the
way you carry yourself. People who are confident (not arrogant) get noticed.

e Be a good person. Develop good character to match your good looks. Be humble and

honest. Give people more to appreciate.
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2. Be hygienic.
Keep up with your physical maintenance. Make it a habit to take care of yourself on a

daily basis. Be well-groomed. These details make a big difference.
o Cleanliness—shower daily; wash hands regularly.
¢ Scent—wear an anti-perspirant; wear perfume, if you wish.
o Nails—keep them trimmed and clean; if you have long fingernails, keep them painted
and shaped.
o Skin—wear sunblock; apply lotion daily to keep your skin soft.
o Hands—apply lotion after washing your hands every time to keep them soft and smooth.
o Feet—apply lotion after taking a shower; keep them clean; prevent foot odor.
o Teeth—brush at least twice a day, especially after coffee or smoking; you shouldn’t

smoke because it is bad for both your health and your looks (it causes wrinkles and
yellowed teeth); floss; visit the dentist regularly; whiten your teeth if necessary.

o Hair—keep it neat and clean; remove body or facial hair that you don’t want.

3. Be distinct.

As human beings, we gravitate towards what is rare and unique. You’re an individual—
there’s no one in the world like you—and you should take advantage of that. There’s a
lot of pressure to look like others, but no one remembers a clone. Be yourself and flaunt it.
Emphasize the things that make you unique, whether it’s your hair, your height, your shape,
your eyes, etc. Make your appearance reflect your unique personality.

4. Dress well.

Take the time to pick out clothes that you feel comfortable in and that make you feel
happy to look in the mirror. Don’t get obsessed with clothing; just find several outfits that
look good on you. Don’t dress like you just rolled out of bed. Show people that you care
about your appearance.

5. Smile.

Don’t walk around all the time with a frown or even a neutral expression on your face.
Even a little smile will make you more attractive. What else could be more inviting and

approachable?
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