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Room Reservations, At the reception desk, The bellman, At the
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information desk, The cashier, Setting guests’ complaints, The
business center and the general switchboard.
2. FE B R A
A long distance call reservation, A face to face reservation,
Registration, Extending the stay, Introducing hotel services,
Ticket—booking service, Introducing some scenic spots, Showing the
way, Foreign currency exchange, Checking out, Changing a room,
Charging more, Introducing the services of the business center,
Dealing with the telephone problem.

PART II THE HOUSEKEEPING DEPARTMENT B A
I ER ks
Guiding the guests to their rooms, Chamber service, Special services,
Laundry service, Wake up call service.
2. HUFESR (HEEHERD:
Recognizing the guests, About the room facilities, About the hotel
services, Making up the room, Cleaning the room, Buying things on
request, About the room services, Explaining how to get the service,
Suggesting express service, Explaining time differences, A morning
call, Leaving the hotel.

PART TIT FOOD AND BEVERAGE DEPARTMENT &5 =B D
1. B NE
At the bar, Seating the diners, Taking orders, Serving dishes, Ways
of paying, Birthday party, Western food and buffet.
2. FPEDR:
Chinese and foreign wines, Passing on a message, A reservation call,
Receiving the diners, A complaint about the dining room, Helping to
order dishes, Chinese food, Wine orders, Misserving, Normal service
for a Chinese banquet, Going to a Chinese birthday party, Birthday

cake, Signing the bill, Paying with credit card, Western breakfast,
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Buffet.

PART TV SHOOOING ARCADE AL [ERZE
[N ER ks
At the tourist souvenir department, At the arts and crafts
department, At the pharmacy and foodstuff counter, At the cashier’ s
counter, At the cultural and recreational articles department.
2. HEHER:
Greeting customers, Recommending a Toy, Testing the quality,
Holding one price policy, Cooling off a persistent guest, Persuading
the customer to buy, Handing difficult situations, Wrapping the
goods, Talking about sizes, Showing by comparison, At the cashier’ s
counter, At the book counter.

PART V HOTEL MANAGEMENT FE I RS & PR
1. BUPNE:
Hosting guests, Sales promotion, Pubic relations, Settling
complaints, Dealing with special problems, At the manager’ s
office.
2. FPELR:
Congratulating a guest on her birthday, Making an appointment,
Taking about hotel reservations, Arranging for a convention,
Offering special services, Dealing with a difficult guest, Handing
a complaint about restaurant service, Handing a complaint about room
reservation, Claiming for damage an loss, Security, Orientation,

Morning briefing, Arranging for an exhibition.

= FRENEFEE S

1. A long distance call reservation, A face to face reservation,
Registration, Extending the stay, Introducing hotel services,

Ticket—booking service, Introducing some scenic spots, Showing the
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way, Foreign currency exchange, Checking out, Changing a room,
Charging more, Introducing the services of the business center,
Dealing with the telephone problem.
2+ Recognizing the guests, About the room facilities, About the hotel
services, Making up the room, Cleaning the room, Buying things on
request, About the room services, Explaining how to get the service,
Suggesting express service, Explaining time differences, A morning
call, Leaving the hotel.
3+ Chinese and foreign wines, Passing on a message, A reservation call,
Receiving the diners, A complaint about the dining room, Helping to
order dishes, Chinese food, Wine orders, Misserving, Normal service
for a Chinese banquet, Going to a Chinese birthday party, Birthday
cake, Signing the bill, Paying with credit card, Western breakfast,
Buffet.
4. Greeting customers, Recommending a Toy, Testing the quality,
Holding one price policy, Cooling off a persistent guest, Persuading
the customer to buy, Handing difficult situations, Wrapping the
goods, Talking about sizes, Showing by comparison, At the cashier’ s
counter, At the book counter.
5. Congratulating a guest on her birthday, Making an appointment,
Taking about hotel reservations, Arranging for a convention,
Offering special services, Dealing with a difficult guest, Handing
a complaint about restaurant service, Handing a complaint about room
reservation, Claiming for damage an loss, Security, Orientation,

Morning briefing, Arranging for an exhibition.
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1. A long distance call reservation, A face to face reservation,

=. szl

Registration, Extending the stay, Introducing hotel services,
Ticket—booking service, Introducing some scenic spots, Showing the
way, Foreign currency exchange, Checking out, Changing a room,
Charging more, Introducing the services of the business center,
Dealing with the telephone problem.
2+ Recognizing the guests, About the room facilities, About the hotel
services, Making up the room, Cleaning the room, Buying things on
request, About the room services, Explaining how to get the service,
Suggesting express service, Explaining time differences, A morning
call, Leaving the hotel.
3. Chinese and foreign wines, Passing on a message, A reservation call,
Receiving the diners, A complaint about the dining room, Helping to
order dishes, Chinese food, Wine orders, Misserving, Normal service
for a Chinese banquet, Going to a Chinese birthday party, Birthday
cake, Signing the bill, Paying with credit card, Western breakfast,
Buffet.
4. Greeting customers, Recommending a Toy, Testing the quality,
Holding one price policy, Cooling off a persistent guest, Persuading
the customer to buy, Handing difficult situations, Wrapping the
goods, Talking about sizes, Showing by comparison, At the cashier’ s
counter, At the book counter.
5. Congratulating a guest on her birthday, Making an appointment,
Taking about hotel reservations, Arranging for a convention,
Offering special services, Dealing with a difficult guest, Handing

a complaint about restaurant service, Handing a complaint about room
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Individual. Company. Travel

1 Profile agent. Source. Group master. WA
Contact
New Reservation. update
2 Reservation Reservation.waitlist.blocks. bINzE
shares. Desposit
Check in. cancel. reinstate.
3 Check in Iz
locator. messenges. Alerts
Quick check out. schedule
4 Check out WL
check out
Arrivals. Walk in. messenges.
5 Front Desk LN
traces. Wake-up calls
Checked in. Walk in.
6 In house WA
Due out
Housekeeping. Out of
7 Housekeeping Order/Service. Room History. ML=
Overbooking
Blling. Fast Posting. Cross
Cashiering
8 Property Postings. Cashier ML=
Function
Night Audit
9 Night Audit.End Of Day Reports N
Accounts
Accounts Receivable. Credit
10 Receivable ML
Cards. Transfer F/0 Data
11 ZEA R 1 Profile. Reservation. Walk in N
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