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Module 1 Front Office

(] Part 1 Room Reservation

[ Part 2 Concierge Service

[ Part 3 Check in

O Part 4 Dealing with Complaints

[ Part 5 Cashier Service

Module 2 Housekeeping

[ Part 1 Showing the Room

[ Part 2 Cleaning the Room

[ Part 3 Laundry Service

[J Part 4 Room Service

[ Part 5 Personalized Housekeeping Service
[ Part 6 Dealing with Emergencies
Module 3 Food and Beverage

[J Part 1 Taking Restaurant Reservations
[ Part 2 Seating the Guests

[ Part 3 Taking Orders

[ Part 4 Services during the Meal

[J Part 5 Bar Services

Module 4 Health and Recreation Club
(] Part 1 Beauty Salon

[ Part2 Gym

[ Part 3 Sauna Bath and Spa

O Part 4 Swimming, Golf and Karaoke
Module 5 Business Center

(1 Part 1 Secretarial Services

(1 Part 2 Convention Services

Module 6 Other Services in the Hotel
O Part 1 Depositing Luggage

O Part 2 Shopping
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[0 O R=Reservation Clerkd [0 M=Mary Wang[ [0 R(J Good aftemoon. This is Room Reservation.May | help
youl]

00 O MO Yes. Do you have a single room for sevennights from September 1 st to 7th[]

O O RO Justamomentd please. | am sorry] madam.We are fully booked in that period.(0 0 MO OhO that's
too bad.(J O RO Isit possible for you to change your reservation date'[]

0 O MO No[I I'mafraid not.00 O RO Would you like us to put you on our waiting list and call you in case
wehave a cancellation(]

00 O MO That sounds] goodld but if you do have any cancellations] could you let meknow as soon as possible
O

O O RO Sure. Besides] you can check from Intemet to see if you have got thereservation. We have a global
reservation system through the Intemet. Our websiteis .[J [0 M0 Thank you. That's very kind of you. By the way
[0 could you pleaserecommend another hotel which is close to your hotel[]

Justin case.[] [0 RO Certainly. I'd suggest that you try Beijing International Hotel.[l (0 M Do you know the
rate for a single room therel]

O O RO WellO the same to our hotel. It is US$100 per night.C0 00 MO | see. Do you know the telephone
number]

O O RO YesO it's 010-5679-3243. Shall I call the hotel for you now[]

0O 0O MO Nol thank you very much. I really appreciate your help. Goodbye.[] O RCJ Goodbye. Thank you for
calling.0 0 O O
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