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Unit One An Overview of the Hotel Business Text A A Brief History of the Hotel Industry Text B Hotels and
Their Classifications Dialog [1 At the Human Resources Department Dialog [0 Orientation (1) --Ethics
Integrity Dialog [0 Orientation (2) --Grooming ExercisesUnit Two Front Office(CJ ) Text A Front Office Text
B Reservation Dialog [0 A Long Distance Call Reservation Dialog [ A Group Reservation Dialog [0 Revising
the Reservation ExercisesUnit Three Front Office(C] ) Text A Check-in Text B Guest Services Dialog [
Receiving Walk-in Guests Dialog 00 Extending the Stay Dialog [1 Orientation on Concierge's Work Exercises
'Unit Four Front Office((D ) Text A Check-out Text B Cashier and Night Auditor Dialog [0 Foreign Currency
Exchange Dialog 0 Check-out Dialog [0 Checking Guest Account ExercisesUnit Five Communications Text
A Communications Text B Telephone Room Dialog [1 Sending a Fax Dialog [1 Printing Dialog [
Telephone Service ExercisesUnit Six Housekeeping Text A Housekeeping Department Text B Guestroom
Cleaning Dialog [0 Chamber Service Dialog [0 Laundry Service Dialog [1 Baby-sitting Service ExercisesUnit
Seven Food Service Text A Organization of Food and Beverage Department Text B Restaurant Service Dialog
00 Taking Orders Dialog 0 Room Service Dialog O Banqueting Service ExercisesUnit Eight Beverage Service
Text A Beverage Service TextB Wine Facts Dialog J At a Restaurant Dialog [1 Bar Service Dialog [J Liqueur
Service ExercisesUnit Nine Kitchen Text A Kitchen Planning Text B Types of Kitchen Dialog [ Bakery
Dialog [0 Cold Items Dialog [ Working as the CheFs Assistant ExercisesUnit Ten Recrcation([J ) Text A
Recreational Center Text B Recreational Offerings at Resorts Dialog [J At the Indoor Swimming Pool Dialog U
At the Bowling Room Dialog HI At the Gymnasium ExercisesUnit Eleven Recrcation([] ) Text A Searching for
a Healthier Lifestyle Text B Common Recreational Activities Dialog [0 "Sauna Is One of the Great Pleasure of
Life" Dialog [0 "Massage not only Relaxes the Muscles but also Eases the Pain" Dialog [ "I Would Like to Try a
New Hair Style This Time" ExercisesUnit Twelve Shopping Text A Hotel Shop Text B Shopping on the Web
Dialog [0 Showing the Guests around the Arcade Dialog [0 Buying Silk Fabrics Dialog (1 At the Chinese Folk
Art Counter ExercisesUnit Thirteen Security Text A Hotel Security (0 ) Text B Hotel Security ((0 ) Dialog [
Orientation on Fire Preventing and Fire Fighting Dialog 0 Preventing a False Claim Dialog 0 Offering First Aid
ExercisesUnit Fourteen Engineering and Maintenance Text A Engineering and Maintenance Text B
Maintenance Activities Dialog [I The Maintenance in the Guest Room Dialog [1 A Car Servicing Appointment
Dialog [0 Dealing with an Elevator Accident ExercisesUnit Fifteen Marketing Text A Marketing and Selling
TextB Common Sales Tools Dialog I Convention Sales Call Dialog [0 Extending the Sale Dialog [ tl
Talking about Hotel Reservations ExercisesUnit Sixteen Controllers Text A Controllers Department Text B
Budgeting Dialog  Normal Credit Control Dialog O Daily Income Audit Dialog [ Month-end Stock Take
ExercisesUnit Seventeen General Manager Text A The General Manager Text B The General Manager's
Meetings Dialog [0 Solving the Guest's Complaint Dialog [0 Increasing the Average Rates Dialog [ Making
Travel Preparations Exercises

Page 4



000 0O, tushu007.com
<OO00Ogdods>>

good

00 O O Gests may make 8pecial requests that may require moretime and effort to fulfill thanequipment and supply
requests.Front Desk agents should be allowed to use their judgrnentwhen attempting to satiafy such

requests. Typical procedural requests includel split acountfolios.master] accountl] folios[] transportation

[0 arrangements] entertainment reservationst ticketing[] luggage handling[d baby-sitting[] newspaper delivery
[0 mail and message handlingd] and secretarial services.[ (I A concierge may handle other procedural requests

O including proViding directions andinformation on local attractions and facilities as well as arranging for
airplanetheater or other reservations.and tickets. They may also be asked to arrange for car rentals and to provide
special secretarial services for business travelers.Hotels not employing a conciergemav have Front Desk agents use
the Front Office information directory as a resource tor referrals and outside services.[] [ A knowledgeable Front
Desk agent usually can fulfill a special request involving guestfolios.Split folios are most ofien requested by business
travelers.These folios separate.guest cherges int0 two or more separate folio accounts.One folio account records the
charge.billed to the guests company or to a group master account.Another folio account may track incidental
charges tllat the guest will pay for[J such as telephone callstJ food[] and beverage[J this pan Oftlle folio will most
likely be paid by the guest.[] [J A convention group meeting in the hotel may request a master folio- Typically

[0 only aut}lorized charges incurred by the group are posted to the master folio and subsequentlybmed to the
convention s sponsor.Each group member may be held responsible for other charges posted to his or her
individual folio account- [0 [J Some hotels operate a guest service center.When guests have a question pecial
requestl] tlley may not know whom to call.,Often the call goes to Front Desk agentswh0 Inust tllen act upon the
requests or refer them elsewherel] A guest servme centel]

makes It easier for guests.
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