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PartA Front Office Department
Module One Making Reservations

Dialogue 1 A Phone Call Reservation

Dialogue 2 A Group Reservation

Dialogue 3 Booking a Suite

Dialogue 4 Confirmation Call

Policies and Procedures of Making Reservations
Reading Hotels and Rooms Division Department (1)
Module Two Checking in

Dialogue 1 Filling in the Registration Card/Form
Dialogue 2 Group Registration

Dialogue 3 Checking in for Walkin Guests

Dialogue 4 Guests Who Arrive Late

Policies and Procedures ofRegistering Guests with Confirmed
Reservation

Reading Hotels and Rooms Division Department (I1)
Module Three Uniformed Services

Dialogue 1 The Bellman Shows the Guest Her Room
Dialogue 2 Ticket Booking Service

Dialogue 3 Ordering a Taxi

Dialogue 4 Limousine Service

Policies and Procedures of Handling Guest Enquiries and
Introducing Facilities

Reading Hotel Concierge

Module Four Services at the front Desk

Dialogue 1 A Room Change

Dialogue 2 A Safe Deposit Box

Dialogue 3 Showing Directions

Dialogue 4 Asking for an Overstay

Policies and Procedures of Using the Safety Box
Reading Top Hotelsin the World

Module Five Services at the Front Desk (2)

Dialogue 1 Maintenance Service

Dialogue 2 Babysitting Service

Dialo gue 3 10 st and Found

Dialogue 4 A Package for Mr. Martin

Policies and Procedures for Lost and Found
Reading Top Hotelsin the World

Module Six Business and Entertainment Services
Dialogue 1 At the Business Center

Dialogue 2 In the Health Club

Dialogue 3 The Sauna Is One of the Great Pleasures of
Life

Dialogue 4 The Meeting Room.

Policies and Procedures of Business Center Agent
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Reading Searching for a Healthier Lifestyle

Module Seven Telephone Service

Dialogue 1 A Morning Call Service

Dialogue 2 An Overseas PersonToPerson Call
Dialogue 3 A Call from Outside

Dialogue 4 Answering Guests'Inquiries.

Policies and Procedures of Telephone Etiquette
Reading Telecommunications

Module Eight Handling Complaints.

Dialogue 1 Complaint in the Hotel

Dialogue 2 A Problem with the Mini Bar

Dialogue 3 The Room Needs Cleaning

Dialogue 4 A Problem with the B

Policies and Procedures ofHandling Guest Complaints
Reading Have You Ever Made Complaints at a Hotel?
Module Nine Cbecking Out

Dialogue 1 Foreign Exchange Service

Dialogue 2 Accepting Credit Cards

Dialogue 3 The Guest Pays His B

Dialogue 4 Checking Out

Policies and Procedures Methods ofPayment.
Reading Top Hotelsin the World

Part B Housekeeping Department

Module Ten Housekeeping Supply Preparations
Dialogue 1 Would You Like Your Room Cleaned?
a0

Module Eleven Cleaning the Guest Room

Module Twelve Housekeeping Services

Module Tlurteen Cleaning Public Areas

Module Fourteen Laundry and Valet Service

[0 O 1 Key to the Exercisest] O [ [

0 02Top 10 Hotel GroupsintheWorldD O O OO O OO0 OOOOO
O O 3 Hotel Rooms Division Terminologyl 0 O O 0O 0O OO
oooad
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[0 O The general manager typically designates which areas housekeeping will be responsible forcleaning. However
[ if areas of responsibility cross department linesC] the managers of thosedepartments must get together and settle
among themselves any disputes about cleaningresponsibilities. The agreement among the managers is then
reported to the general manager for hisor her approval. A housekeeper manager therefore requires a background of
training and experiencein all types of housekeeper work. This should provide him/her with confidence and ability
to command respect and loyalty from the staff. A good housekeeping manager can effectively solveproblems with
other managers] thereby relieving the general manager of day-to-day[] operationalproblems.[] [0 Once
housekeeping's areas of responsibility have been identified[] the focus wil be onanalyzing the work required for
cleaning and maintaining each area. The housekeeping departmentcan have the following staff depending on the
size of hotelJ housekeeper and assistant housekeeper[] chambermaids(] cleaners[] staff maids[] cloakroom
attendants[] house porters] valetsC] laundry and linenkeeper. The housekeeping manager has the responsibility
for all aspects of the housekeepingdepartmentl] from the hiring of employees to the maintenance of operational
expenses at or belowbudget. Interviewingd trainingd) motivatingd orderingd receiving and monitoring
product quality allplay a large role in the typical day of a housekeeping manager.[J [ [0 [
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