An Introduction to the Front Office

Preamble I

The basic business of a hotel is to sell rooms. The front office is the department which
is responsible for the thorough 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 image building.

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

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

¢ Memorize the specialized terms and expressions

o List the function areas of the front desk/front office
o State the importance of the front office

o Tell the function of the front office

Lead—in Activity I

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? Compare your
answers 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 Itis aliaison between the guest and the hotel.
o 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 nine general areas:
e Reservation

o Reception

e Operators

o Bell service

e Mail and information

o Concierge

o 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:

e Dealing with reservations and cancellations by phone, e-mail, letter, fax or face-to-

face
e 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

e 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 a part of a team and
you 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

Front office is a section that is most familiar with by every guest for it is here that direct
facial contact occurred. Every word the receptionist/information clerk say and every action
he/she took will be acknowledged by the guest over 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 he met and how he was treated.

As a good receptionist, he/she should be confident, courteous, and observant. The

general rules and regulations are as follows.
e Should be reported on duty on time
e No changes of the working schedule can be made without the permission of the
department heads
o Always check personal hygiene and be well-groomed in appearance
e Read all notices posted on the notice board
e Read and follow up the log book

e No personal call during working hours
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o Be polite and smiling under any circumstances

e Never sit down in official rooms

o Never lean against walls or furniture

e Never scratch your hair or bite your fingernails

o Never argue with your colleagues, supervisor, especially with customers
o Never keep your hands in your pockets

o Never use indecent language with anyone

o Never stand in groups at counter

e Avoid conversing with your neighbors. Talk only when necessary

o Never take a 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.

gl
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Word Bank
liC-Yeizamn.li(: Our role is to ensure liaison between schools
liaison '[(;i(z.?’:\ﬁiza.n’ i) n BREE, (EE)EHR and parents.
AT IR AR S T KR .

There is very little profit in selling newspapers
profit ['profit] n. FE, WEs, A at present.
AR LAR IR IR D o

The car was registered in my name.

register ['red3iste] vt. & Vi. -‘La%; _yéiaa ﬁﬂﬂ‘ 7%$%ﬂ§ﬁﬁg%?ﬁiﬂﬁfﬂﬂﬂ@

auditor  |[o:dite] n W, R gll\lﬂe% e;;:_lr_n;ll éu;l;t;gi cyokme in once a year.

You must allocate the money carefully.

allocate [‘eelokeit] vt. e, IR PRATT 0 25 1 M A T A

An observant shop assistant had remembered exactly
observant |[sb'ze:vent]  |adj. MEESIHELY what the man was wearing.
AAHVERE G B TS .

TESE | B2k 20



People should wash regularly to ensure personal
hygiene [['haidzi:n] adi. & n. TAM; TAE hygiene.
MNATIRE 2 e ARIE N N T

el o) WMOHURY, e 1Y ShoseBim forthe ob because heavays

['wel'gru:md] (T
groomed HimH AT AR, B R
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.
II. Vocabulary

Match the words to make hotel front office services.

1) receive a) guests

2) register b) reservations

3) assign c) room occupancies
4) distribute d) guests

5) store e) foreign currencies
6) provide f) rooms

7)  deliver g) mails and messages
8) exchange h) baggage

9) check 1)  information

10) check out j)  guests’ valuables

II1. Pronunciation: Word Stress

Mark the stressed syllables.

1) vacate vacancy
2) confirm confirmation
3) resident residential
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4) tradition traditional
5) friendly friendliness
6) courtesy courteous
7) separate (adj.) separate (Vv.)
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 level.

b) Ilook 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 I 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 1 feel is important for this kind
of post.

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

7)  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
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 with remotes. They see
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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 what is 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
loving qualities, thus accept 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, thus you must practice
forgiveness.

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 plant.

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 more than you do, even when they seem to.

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, for example. 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 EFT. They help to bring energy and

positiveness to your life.
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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 trav-
el, and any other type 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 reservation

°
°
® List room types
® Tell the necessary points in room reservation
°

Role play the dialogues

Lead-in Activity

Pre-speaking: According to the pictures below, try as many words as you can and
then see if you can tell a short story.

® @ 4 ® J00E

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

Professional Knowledge

1. The importance of guest reservations to travelers and lodging
establishments

Making reservations is a necessity for travelers and an important marketing tool for
lodging establishments. A reservation system must ensure efficient means of accessing,
processing, 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

experience.

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.

Besides, hotels also need to forecast reservations, manage the overbooking, and process

guest reservations.

3. Sources of reservations

e Corporate clients V%5 )7

e Group travelers AR T#

e Pleasure travelers A i 1T &
e Current guests 7EJ5 &N

4. Types of room reservation
o Simple reservation Il LT
o Confirmed reservation i\ 1T
o Guaranteed reservation CRUE:TTT

5. The necessary points in room reservation

e Name W4
o Telephone number Bk % HLi%
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e

Room type and number of rooms 55 %4 }2 % 5 $i
Number of guests A%
Nationality [E %%
Date / time of arrival / departure 23k / 255 H# / i8]
Length of staying \{F K%L
Discount and payment 731 A £}k
Cut-off time 1T 55 AE 24 R £r B7 I (7]
Agreements on reservation amendments/ cancellation 755 =4 1T A8 5 . HL
TH T B E
. Room types
Single room .\ [f]
Double room XA [f]
Twin room Fr#EA], XLPK[H]
Triple room = A ]
Junior suite %iH % 5
Business suite {45 E )5
Duplex suite & &5
Connecting suite 1TEE
Deluxe suite ZEHEE 57
Presidential suite o ZiE 2

. Room assigning policies

Group guests &% A

VIP guests HE XK A

Guest with guaranteed reservation T € &2 LRIUEHE T & A

Staying guest who requires extension 3K 4iE # 4= Fiil 25 )5 & A\

Guest with accurate flight number and arrival time BT Z N, HUEHITPES
BRI I [H])

Regular guest %

Walk-in guest o1 U EUE

Guest with doubtful reservation ANAJ FE [ F1] % A

. Forms used at the front office
Reservation form 1] 5%
Rooms revenue report % I AR 15
Cancellation list 24 HBE VT 5k
No-show list il & A F|# %
Amendment list i€ 48 5 %
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Unexpected departure #2£RiE 5%

Extension list %E iR 53

Registration form {15 & id 3

Discount & complimentary list 7 FH 4741 & % 37 %
Expected departure list X H& NiB B3R

Today’s VIP stay-over report 4> H {45 VIP 3%
Expected VIP departure report /X H VIP B J5 %

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
to 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 to 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 extent the stay of a guest, we should inform the guest immediately.

If we made a reservation for the guest in another hotel, inform the guest which hotel,

what kind of room, how many nights, room rate, etc.
Hope the guest stay in our hotel next trip.

Word Bank
reservation |[rezo'veifon] |n. WiT r}r%z{ke/tak%i/e a‘ reservation
AT /A — AT
confirm [ken'fe:m] v ik confirm a reservation FINFRIT
departure  |[di'pa:tfa] n. &IF the departure date/time 2§ H 1 / i) (7]
length [len 8] n. KB the length of a road/stick % / 2 I4 &
discount  |['diskaunt] n. #rfi give/offer a 20% discount 4T\
payment [ 'peimant] n. A way of payment £+ 3Kk J5 =\
agreement |[o'grizment] n Wi ?greemer‘rits on Tesefvation alc{r}enc‘lments/ cancellation
WG AT AR T L O FT e
amendment |[o'mendment] |n. &k amendment list F1T 5 3%
cancellation |[kaensa'leifen] |n. HLIH cancellation list (3§17 53R
twin [twin] n UKL — % Bt\gl%ﬁbgejﬁd éo}o\m% XA [E] 5%, standard room FrifE[H],
triple ['tripl] adj. =f50; =771 |a triple room = A5, Bl =k AR
junior ['d3u:nje] ;’yi‘z'&gg’h HOS AL ior suite Hm LS
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[switt] n A business suite 55 E 7, LAMSE NEIE, —
) n e [ HI AR, )R

duplex ['dju:pleks] adj. ﬁﬁéﬁzﬁﬂg %EL! V‘ﬁ%‘)ﬂ%?\ﬁéﬁgﬁé%

duplex suite EEp;, HMENRBEEET, E

connecting suite HWERZAE(A] . P IRAER R
FARR S PERRLT Y226 VB B I )4, IR

comnect  [ke'nekt] OBl i, RS, WERT DL
Pt AL, AT LA A, RIETEROK
deluxe suite ZEAEEN, AWNERBIZENAGE,

deluxe [di'laks] adj. RN ZERPREES. BESS, BF R R
WE, EFEAPEA KSR (king-size bed )
presidential suite M4t 5 LFRFFE R, — 8T

presidential |[ prezi'denfol] |adj. M %iH) ] LA b f s T 4L, 250 EAR O VE T, AR

SR E A BB LR E R

Situational Conversations

Sample Conversation A: Room Reservation by Telephone

Al: An FIT Reservation

Reservationist (R): Fortune Hotel. Reservation Desk. How can I help you?

Guest (G): Yes. This is Henry Smith calling from Paris. I’d like to book a room, please.
R: Yes, Mr. Smith. For when?

G: From June 14.

R: How long will you be staying?

G: About a week.

R: 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?

R: It’s 480 yuan RMB for a double with bath and 400 yuan RMB with shower. Which

one would you like?

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

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

G: Yes. That’s right.

R: What time will you be arriving?

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

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

will help you.

G: That’s fine. Thank you. Goodbye.
R: Thank you for calling, Mr. Smith. We are looking forward to your coming. Goodbye.
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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

Reservationist (R): 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.

R: What rooms do you prefer?

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

R: For which dates, Mr. Richard?

G: From January 22 to 24.

R: 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?

R: 600 yuan RMB, equivalent to 88 US 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.

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

G: Oh, I see. Any discount?

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

G: You may fax at 69692828.

R: 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 request?

3. Does the hotel offer any special rates?

4. How does the hotel confirm the reservation?

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.
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R: May I have the name of your boss?

G:

Richard Williams.

R: His arrival and departure dates, please?

G:
R:

From October 2 to 5.

Thanks. Just a moment, please. Let me check the computer ... Oh, I’'m sorry, but all

the rooms are booked up in October.

G:
R:

hotel.

G:

What a pity!

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

Well, Mr. Williams likes your hotel pretty well. 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:
G:

May I know your name and your phone number?

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 booking up?

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

B2: We Have 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:
R:

What’s the price difference?

A double room with a front view is 140 dollars per night while one with a rear view

is 115 dollars per night.

G:

: How long will you be staying, sir?

QrFRQFRQF

I think I’1l take the one with a front view then.

: 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.
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R: Thank you very much and we look forward to seeing you next Tuesday, Mr. Moore.

G: Good. That’s all settled then. Good-bye.

R: Good-bye.

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
view?

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

Sample Conversation C: Revising the Reservation

Reservationist (R): Good morning, madam. May I help you?

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

R: 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.

R: Oh, you mean you will cancel one deluxe double?

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

R: 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.

R: 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.

R: 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?

Sample Conversation D: No-shows

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

Receptionist (R): This is Reception from Fortune Hotel. Mr. Rachael, you’ve booked a

suite for Mr. Hans and he is expected to arrive today. But he hasn’t shown up yet.
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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 block it until 6:00 p.m., because your reservation is a non-
guaranteed one.

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

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

TA: No problem. 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, [ will.

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

2. Why can 't the reservationist 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 [reit] n. kg Al bk 2
shuttle At n. FFEZFMIZITI)  |We have a shuttle bus to the airport.
L (CKEL RS | BRITEEEERN .
. " . N Our airport representative will meet you.
representative |[reprizentativ] |n. f#& Bl I e bt

If you need any help, please don’t hesitate to
contact ['konteekt] v TR contact me.
A A TEF, WRE SRR

Sorry, we don’t have any rooms available now.

available [9 Vellebl] adj. nJ U\'fﬁﬁﬁ E‘] Xﬂ—z:ﬂ , ﬁ’ﬂ‘]}m?‘fiﬁﬁa‘f% 5

. ) How much do you charge for the drinks.
charge [tfa:d3] vo&n Wk A WK 2 AR 2
equivalent  |[ikwivelont] |adj. A% ?g%gﬁ?g;ﬂﬁﬁ?ma%WwRMB
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Can you inform me when to begin our final exam?

. e e
inform [in‘fo:m] VR ERL e R R 2
. e . 4.0 |I’m expecting a definite answer.
definite [deflnlt] adj. Eﬂﬁﬁﬁ,‘], HE M) ﬁiéﬁfﬁﬁﬁﬁ@%ﬁo
[re] =i Both the front and rear view are fantastic.
rear rie n. Jat
o A IR T ) A IR -
It’s hard to settle the dispute.
settle 'setl v iR A,
Loetd W
. ['sekrotori] B We can certify for her competence as a secretary.
secreta sekratari n. T
Y 1T MR UE R E PEAE SRR T4
. - I’'m calling to revise our reservation.
' £3 % \ . i \
revise [r| VaIZ] V. {I/ 'l«T, 1&& &ﬂ- EE,IE%%EE*F&ME‘JﬁLTO
. W We’ve cancelled our reservation.
cancel [keensel] v B RACHGH T RAMTIT .
. I’d like to upgrade our room to a suite.
B i A X N
vgrade |lapigreid] - BT TP e i S B
, . Do you charge for no-show list.
- i |
no-show [ neu_feu] n. ?)\LTgﬂi?J *?UE%@BH%?
We’ll have to delay our holiday until the weather
delay [di'lei] v fER, fEREIR is better.
FAFHCABIYIHEAE 21 R LT L8 AR Ik
due to (diu: tu] prep. T [Hleeee This accident was due to his carelessness.
o Gl AT SR 1 TR T 5 AR
. , It depends on the weather.
depend [di'pend] v KM, dueT KR T R
. ; . [My cold gave me a blocked-up nose.
non- [non,geeren'ti:d ]|adj. AELRIUETEN a non-guaranteed reservation JELRAEYE 1 TRLT
guaranteed
policy ['polesi] n. WK, Jrkt hotel policy {5 (ISR / &

Useful Expressions

Finding out the details

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

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

o What type of room do you require, sir?

e When would you like your room, sir?
e For which date?
e How long do you plan to stay?
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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 is the room for?

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 reservation, sir.

Accepting a booking

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

Thank you for confirming your reservation.
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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 the verbs with the nouns. Use a dictionary when necessary.
1) book a) your coming

2) confirm b) aview of the sea
3) have c) 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

These are procedures for handling room reservations. In what order do you think the
correct procedures should be?

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.

¢) Use the standard Reservation Form and mark down the following items.

d) If we have rooms available, accept it, ...

e) Check the room status first.

f) If we don’t have room available, put the reservation on the waiting list ( if guest
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agreed ) and ask the guest to double check with us or we 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 reservation procedure?

o 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 for-
ward. There’s no guarantee that following these steps will make you one of most good-look-
ing people on the planet, but it’ll definitely make you look better and feel better about your-
self.

1. Start from the inside out.

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

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

fit.
o 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.
2. Be hygienic.

Keep up with your physical maintenance. Make it a habit to take care of yourself on a
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daily basis. Be well-groomed. These details make a big difference.
e Cleanliness — shower daily; wash hands regularly.
e Scent — wear an anti-perspirant; wear perfume, if you wish.

e 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.

e Hands — apply lotion after you wash your hands every time to keep them soft and

smooth.
e 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 beause it is bad for both health and 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, and so on. 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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