Check-in Procedures

Checking-in
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The Front Desk 
The front desk is the name given to the counter where the guests come to register, pick up their keys, get mail and messages, request information, deposit their valuables and pay their bills. It is also known as the reception area and is located in the lobby near the hotel's main entrance. In small hotels only one or two people handle these functions, whereas in large hotels several people are assigned to the front desk which is divided into these sections: 
· the registration desk where the receptionist welcomes and registers the guests; 
· the key rack section where the guests are given their keys, mail and messages. This part of the counter has a board with hooks or a series of pigeon holes where room keys are put together with any mail or messages; 
· the information desk where the inquiry clerk provides information about local entertainment, events, sights of interest, festivals, art galleries, shops and the other services offered by the hotel (laundry, restaurant, room services, etc.); 
· the cashier's desk where guests pay their bills, or exchange foreign currency. 
Other clerks working inside the front desk office are the Assistant Manager whose job includes greeting important guests, solving problems with reservations and handling routine complaints the Reservations Clerk who handles reservations and allocates rooms, the Svitchboard Operator who handles in-coming or outgoing telephone calls, an Accountant who co-operates with the cashier and handles accountancy, a Night Auditor whose job is checking the accuracy of postings on the guests' accounts, keeping them up-to-date. 
CHECK-IN PROCEDURE 
A growing number of hotel guests reserve their rooms before they actually arrive at the hotel. Most hotels allocate the accommodation reserved prior the guest's arrival. There are also guests who come to the hotel without a prior booking. These are called chance guests. As the receptionist has less information about their payability, chance arrivals aro subject to special procedures. Depending on the case they may be requested to pay in a cash deposit or to hand in any credit card they may have or even to settle their accommodation account in advance. In most cases the registration formalities and the room allocation are carried out as follows: 
A guest who booked accommodation with a travel or booking agency hands in the agency voucher. If he made the booking himself, he shows the hotel confirmation fax. 
The receptionist verifies the voucher details with the reservation data stored on the computer memory. 
The receptionist confirms the availability of the accommodation and hands over a registration card to the guest so that he may fill it in. 
Once the guest fills out the registration card with their name, home address and other requested items, he is assigned the room and given a key or a keycard. 
The receptionist calìs a porter who escorts the guest and his baggage to his room. He also shows the guest where light switches and other equipment is located, how to operate air conditioner, television sets and other appliances in the room. 
The check-in procedure does not always work smoothly. A chance guest or even one provided with a reservation may not find a room especially when the hotel is overbooked, that is when it has accepted more reservations than its available rooms. In such a case the receptionist tries to find a room in another hotel of the same chain or in another hotel with which he interchanges reservations. 
ARRIVAL NOTIFICATIONS 
Once the guest's details have been recorded into the computer, the information concerning their arrival is distributed to the various terminals in the relevant departments that need to know about arrivals. This is to ensure that the needs of the guest are promptly met. The departments which are to be notified are account department, housekeeping department and uniformed staff such as the concierge and the telephone operator who service both arrivals and departures. Their being notified enables the concierge to check if there are messages or letters for the newly arrived guest, the telephone operator to answer incoming enquiries regarding the guest's arrival, the account department to open a bill and the housekeeping department to comply with any requests the guest may have made.
Many hotels which still use traditional handwritten notifications prepare an arrival list one day in advance. The list shows all guests due to arrive, how long they are going to stay, their special requirements and the room they have been allocated. This list is then notified to the concerned staff. 
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Mr Baxter at the front desk
Situation: Today is the 10th of June. Mr George Baxter, an American businessman living at New York, 251 Franklin Ave., has just arrived at the Holiday Inn Hotel in London. He has an advance reservation for a single room. This is the dialogue which takes place between him and the Reception Clerk.
Receptionist

Good afternoon, Sir. Can I help you?
Mr Baxter
Good afternoon. My name's Baxter, George Baxter. I made a room reservation a week ago.
Receptionist
Just a moment, please..... Ah yes, Mr Baxter. Here it is. A single with bath from 10th until the 15th included. Would you fill in this registration card, please? Meanwhile I'll prepare your key card.
Mr Baxter
Yes, of course. Let me see... name... address... nationality... passport  number, that's NY87565433... billing address...
Receptionist

That's the address of the company you work for.
Mr Baxter
I see. It's Avon Products, Inc. 9 West 57th St. N.Y., NY 10019 and signature. There isn't anything else, I think. By the way, what's the room rate?
Receptionist

It's £55 per night including breakfast.
Mr Baxter
Well...here you are. I think I have filled it in correctly. I forgot to add my bank account number 013255754 with TSB, New York.
Receptionist
All right, Mr Baxter. Your room is number 275 on the second floor. This is your key card. It specifies the details of your booking on the front, and the range of our services inside. Please carry this card with you at all times. It's necessary to pick up your key from the hall porter and every time you want drinks and meals charged to your account. The porter will take your luggage and show you to your room. I hope you will enjoy your stay.
Mr Baxter

Thank you very much.
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1. Answer the following questions:
1. What's the guest's name?
2. What's his nationality?
3. What's his job?
4. What kind of accommodation does he need?
5. How many nights will he be staying?
6. What's the number of his room?
7. Which floor is it?
8. Has he got a key or a keycard?
9. What does the keycard specify?
10. What is a keycard used for?
2. Refer to Mr Baxter’s dialogue and fill in this Registration Card.
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2. Activity
Situation:Today is the 2nd of May. Linda Renton has just arrived at the Royal Hotel. She is alone and is going to stay for the next three nights in this hotel. She has been given the room 106 on the first floor. It is a very nice room which costs $60 a night including breakfast. She travels frequently and her next town to visit is Venice.
This is the identification card of Miss Linda Renton:

[image: image5.wmf]IDENTIFICATION CARD

SURNAME.............................. FIRST NAME................................

SEX...................................MARITAL STATUS..............................

ADDRESS..................................................................................

..................................................................................................

TELEPHONE............................... DATE OF BIRTH.....................

PLACE OF BIRTH............................NATIONALITY......................

HEIGHT...............................

Renton

Linda

female

single

 Liverpool, L7 7EZ

051 709 33581

03-02-71

Blackpool

British

5' 8''

128 Albert Rd

 
Referring to both the Situation and the Identification Card, complete the hotel Registration Card below:
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REGISTRATION CARD

Surname ...............................

First names ...................................

Home address

..............................................................................

Date and place of birth

Next destination

Date of arrival .....................................

Date of departure ................................

Room No. ...............

Rate ......................

Persons ................

No. of nights ........................................

Signature .............................................

..............................................................................

...................................................................

.............................................................................

British Subjects


The Keycard 
Once the registration formalities are over and a room has been assigned the receptionist gives the guest a keycard which is a stiff paper pocket-size card showing the number of his room and which he may need to show for identification purposes. This card enables the guest to get the room key from the concierge or other clerk in service at the key rack section of the front desk. lf the hotel rooms are provided with electronic locks, the guest gets also a punched keycard or a magnetic one which act as a key to his room. Magnetic keycards come into two main types: the 'dip' card which is pushed down into a slot and then pulled out again soon after the door unlocks and a 'swipe' card which you run down a slot to unlock the door. 
Keycards are of different shapes and contents. They all carry the hotel name address ant telephone number, the guest's name, the room number, the room rate, and the dates of arrival and departure. Many hotels include a part map of the town showing the hotel site. A keycard may also contain a few welcome lines by the hotel Manager, a short description of the hotel facilities and services, cheek-out time, meal times and any information useful to make the guest's stay more comfortable. 
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Electronic Keys
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	Although it resembles a traditional key, this plastic key is provided by a combination of notches programmed by a computerised console at cheek-in Should it go astray or lost a new key can be introduced into the system and reprogrammed for subsequent use. All door locks are connected to a central processor. 



Electronic Keycards
	THE MAGNETIC STRIP KEYCARD 
Each individual key that is issued is programmed with a specific code that supersedes that previously accepted by the lock. Each lock is capable of accepting an infinite number of different combinations. A replacement key is quickly issued should the guest lose his initial key. Locks may be wired directly to the central processor or stand alone. Stand alone locks are provided with a microprocessor and a card reader. 
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	THE PUNCHED HOLE KEYCARD 
The combination code is visible in a series of punched holes in the keycard.. The card reader within the door lock recognises a series of punched holes rather than the magnetic signals on a magnetic strip. 

	[image: image10.jpg]wt

| SHERATON MIFAGE
T PORT DOUGLAS

* & %
% 8 @ ®
% * ¢ @
P B % ®

® ® @
® £







A typical system is made up of:
· an encoder - provided with a VDU with a built-in card reader and magnetic writer - which transfers the new lock combination for the guest's bedroom on to the keycard;
· a standard keyboard; 
· a central processing unit. 
An added advantage of a keycard is that it allows functions other than room access. It may be used for billing purposes. A guest who makes purchases at the bar or in the restaurant fitted with computer terminals may be requested to hand in his cardkey to be placed into the terminal so as to transfer his charge straight to his bill. 
When room locks are directly wired with the reservation system or front desk, special cardkeys may be also used by the housekeeping staff to identify the status of the rooms, that is, ready to let, not ready, clean, vacant, etc. 
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Short dialogues at the front desk
	SITUATION
	DIALOGUE


	Mark Ranger has a reservation and is assigned to room 25.
	Guest
Mark Ranger. I have a reservation.
Receptionist
Yes, Mr Ranger. Room 25. Can I have 
some identification, please?
Guest
Here is my driving license.
Receptionist
Would you mind collecting it later?
Guest
Not at all.
Receptionist
I hope you enjoy your stay.


	The Receptionist explains the room facilities to the guest.
	Receptionist
Sorry, sir. I was just telling you that room 
32 is a spacious and comfortable room 
looking over the front street.
Guest
I see. Is there a private bath?
Receptionist
Of course, sir. All our rooms are 
provided with private bath.
Guest
Is there a television set, too?
Receptionist
Certainly. Have a look at this brochure, 
please. As you can see all our rooms 
have a TV colour set, a mini-bar, a direct 
dial telephone, trouser press, tea and 
coffee making facilities, a hairdryer, and 
so on. 
Guest
It looks very interesting. I'll take it


	
	


1.Write short dialogues covering the following guests' needs:
1.
Mr Grey needs some theatre tickets
2.
Mr Denver wants his shirt cleaned
3.
Miss Simmonds wants to cash a traveller's cheque
4.
Mr Brown needs to send a fax
5.
Mrs Wright wants to deposit her valuables
6.
Mr Cooper wants to speak to the hotel Manager
7.
Mr and Mrs Smiles want to extend their stay
8.
Miss Bell wants to rent the Exhibition Room for displaying books
9.
Mr Flint wants to know some details about the audio-visual equipment of the Conference Centre
Phrases used at the reception desk
I should like a single room
gradirei una camera singola
I should require a double room
avrei bisogno di una camera matrimoniale
I need a twin room / a twin-bedded room
ho bisogno di una camera a due letti
I should like a family room
gradirei una stanza per famiglia
I'm looking for a vacant single room
cerco una camera singola vuota

with bath or shower
con bagno o doccia

with direct dial telephone
con telefono a chiamata diretta

with coffee & tea making facilities
con l'occorrente per il thè e il caffè

on the rear of the building
sul retro del palazzo

with a view of
con veduta sul

facing the beach
difronte alla spiaggia

overlooking the lake
che guarda sul lago
I should like to book / to reserve..
gradirei prenotare..
I should need / require..
avrei bosogno di..
I should like to have..
gradirei avere..
Can I have / book / reserve...?
posso avere / prenotare...
Can you please reserve / book..
può prenotare per piacere..
Do you have a ..... please?
avete una.... per piacere?
Have you got a ..... available, please?
avete una ..... disponibile, per piacere?
Have you got a suitable accommodation?
avete un alloggio adatto?
Can / could I have a ....?
posso / potrei avere ....?
Can you provide accommodation for...
potete fornire alloggio per...
Can you arrange for a suitable room?
potete provvedere per una camera adatta?
What price would that be?
che prezzo avrebbe?
How much does a single room cost?
quanto costa una camera singola?
How much is a single with bath?
quanto costa una camera singola con bagno?
How much do you charge for a single?
quanto fate pagare una camera singola?
What is the rate you quote for a single?
qual'è la tariffa che praticate per una singola?
Do you grant any discount rates?
concedete tariffe scontate?
Is there a discount for family groups?
c'è uno sconto per gruppi familiari?
What does the price include?
che cosa include il prezzo?
Is breakfast included in the room rate?
la colazione è inclusa nella tariffa della 
camera?

It will cost you £30 a night
Le costerà 30 sterline a notte

We charge £40 per night
addebitiamo 40 sterline la notte

The normal rate is £50 per double room
la tariffa normale è 50 sterline per camera matrimoniale

The normal rate would be £40 a night
la tariffa normale sarebbe di quaranta sterline la notte

Rates include a service charge
le tariffe includono un supplemento per il servizio
How many nights do you intend to stay?
quante notti ha intenzione di stare?
How long are you going to stay?
quanto tempo starà?
How many nights will you be staying?
quante notti rimarrà
How long are you planning to stay?
quanto tempo pensa/intende rimanere?

for tonight
per questa sera

for one night only
per una notte soltanto

for a week, from 2nd May
per una settimana, del 2 maggio

for a couple of days
per un paio di giorni

from 15th July to 20th July inclusive
dal 15 al 20 luglio incluso
What's your name?
come si chiama?
Will you spell your name?
vuole dire il suo nome lettera per lettera?
Where do you come from?
da dove viene?
What nationality are you?
di che nazionalità è Lei?
What country do you come from?
da quale paese viene?
What's your job?
qual'è il Suo lavoro?
Where from Italy do you come from?
da quale parte dell'Italia viene?
When were you born?
quando è nato?
Where were you born?
dove è nato?
What's your passport number?
qual'è il numero del Suo passaporto?
Where was your passport issued?
dove è stato emesso il Suo passaporto?
Would you please register?
vuole registrarsi?
Would you please fill in this form?
vuole riempire questo modulo?
Would you put your signature here?
vuole apporre la Sua firma quì?
What sort of accommodation would you like
che tipo di alloggio gradirebbe?
Do you want a single or a double room?
vuole una singola o una matrimoniale?
With bath or shower?
con bagno o doccia?
I'm afraid we are fully booked
temo che siamo prenotati al completo
I'm afraid we only have a twin available
temo che abbiamo soltanto una camera a due letti disponibile
We are heavily booked for that period
Abbiamo molte prenotazioni per quel periodo
Worth knowing
SYMBOL 235 \f "Wingdings 2" \s 15 \h
Notice these questions:
Where do you come from? - I come from Italy
Whereabouts in Italy / Where from Italy - From Rome
Whereabouts = where or approximately where?
Whereabouts are they? / Show me whereabouts to look.
SYMBOL 235 \f "Wingdings 2" \s 15 \h
Notice we use the present simple to say:
I come from Italy. I live in Rome
We use the present continuous to say:
I'm staying for a week
SYMBOL 235 \f "Wingdings 2" \s 15 \h
When answering the question: What's your job?, you say:
I'm a receptionist, I'm a barman
You say instead: I'm the Manager (because there is only one manager)
Allocating rooms and recording data
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In order that the reception clerk can allocate a room to an individual client without reservation he must check the availability of vacant rooms. To this end an increasing number of large and medium sized hotels  no longer use the Whitney room-status system, but a computerized system offering a more comprehensive range of relevant information. Most hotel software applications are conceived in such a way as to cover any aspect of hotel management. Once an individual client is assigned a room and entered as a resident guest, his financial record is affected by any services he may use. Thus all expenses related to telephone, laundry, business equipment, restaurant, bar, etc. are instantly and automatically entered in his computer record which is always kept updated.
Examples of computerized room status:
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The Kings Hotel


STATUS - Screen 1
ROOMS AVAILABLE


1994

01
02
03
04
05
06
07
08
09
10

Mar
Mar
Mar
Mar
Mar
Mar
Mar
Mar
Mar
Mar
Room Type
1 Single
0
0
1
3
2
3
3
2
4
3
2 Twin
1
5
2
0
0
3
3
4
0
2
3 Double
0
5
1
1
9
10
7
12
10
6
4 Triple/DB-SG
4
4
2
2
3
3
1
5
2
3
5 Triple/3SGS
2
2
5
5
0
0
6
2
1
4
6 Double+2SGS
1
1
2
2
3
0
0
3
1
0
7 Four
2
2
2
2
2
0
0
0
2
2
Total Availability
10
19
15
15
20
19
20
28
20
20
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Hotel administration office
Taking and reporting messages
One of the skills a receptionist should have is the ability of taking and reporting messages. In real life, when we need to listen and write, it is not always possible to write down every word we hear. When listening from the telephone or in the course of everyday conversation, we write down a summary of what the speaker says, picking out the important information. In doing so, that is, in taking notes, we just determine what the key words are and trying to work out very short sentences where words are more important than grammar connections. We consider here the following three stages:


1.
taking notes


2.
extending notes into full messages


3.
reporting messages
A receptionist at the Royal Hotel has taken note of these messages:
Mr Johnson arriving Gatwick Airport 3pm today. Requires to be picked up.
Mrs Stenton back for lunch. Tell Mr Stenton wait at coffee shop.
Mr Ford still in Paris. Tell Mr Firth not to wait for him.
Mr Lee, room 108, arriving tomorrow night instead of tonight.
These are the notes extended into full messages:
Mr Johnson is arriving at Gatwick Airport at 3 pm today. He requires to be met and taken to hotel.
Mrs Stenton has said that she will be back for lunch time. Tell Mr Stenton to wait for her at the coffee shop.
Tell Mr Firth not to wait for Mr Ford who is still in Paris.
Mr Lee, who had reserved room 108 for tonight, will be arriving tomorrow night.
That's how the receptionist reported the above messages orally:
Mr Johnson said that he would arrive at Gatwick Airport at 3pm today. He required to be met and taken to hotel.
Mrs Stenton said that she would be back for lunch time and that you could wait for her at the coffee shop.
Mr Ford has telephoned not to wait for him because he is still in Paris.
Mr Lee, who had reserved room 108 for tonight, said that he would be arriving tomorrow night.
Another way of receiving a message may be represented by an instruction given to the receptionist by a guest.
Mr Brown, before leaving the hotel, turned to the receptionist and said: ''Tell Mr Key that I will come back at 9pm, please''. When the receptionist sees Mr Key, he reports the message like this: ''Mr Brown said that he would come back at 9pm''.
Additional examples
Mr Newton to the receptionist: ''Tell my wife that I have bought the magazine she likes''
The receptionist to Mrs Newton:''Your husband said that he had bought the magazine you like''
Mr Cooper to the receptionist:''Tell Mr Fox that I cannot wait for him because it is too late and I have to catch my home train''
The receptionist to Mr Fox:''Mr Cooper said that he couldn't wait for you because it was too late and he had to catch his home train''.
Mr River to the receptionist:''Would you please tell Mr Trent that I will call him at 8pm''
The receptionist to Mr Trent:''Mr River said that he is going to call you at 8 pm''.
Change of tense in Reported Speech
introduced by a past tense
	DIRECT SPEECH
	REPORTED SPEECH

	he goes
he is going
he went
he has gone
he has been going
he may go
he can go
he must go
he will go
he will be going
he will have gone
	he went
he was going
he had gone
he had gone
he had been going
he might go
he could go
he must
 go
he would go
he would be going
he would have gone


1. Transform the following instructions given to a receptionist into reported speech:
Susan:"Tell Mrs Lloyd I am going out to buy a book"
Susan said that she was going out to buy a book"
1.
Mr Douglas: ''Tell Miss Page that I have been waiting for her since two o'clock''
2.
Mr Jones: ''I need to give a letter to Mr Walter''.
3.
Mr Fielding: ''Will you please tell my wife that I am in the gift shop?''
4.
Mr Peters: ''I think I'm going to ask the Manager to grant me better terms''
5.
Mr Shannon: ''Send this letter by first-class mail. It's very important''
6.
Mrs Flower: ''Would you mind telling my husband that I have bought the theatre tickets?
7.
Mr Jordan:"Tell Mrs Jordan I won't come back before 10 o'clock"
2. Put these sentences into reported speech, like this.
"Room 45 is available" The Receptionist said
The Receptionist said that room 45 was available
1.
''I have no reservation'' The client said
2.
''There are no single rooms available" The Receptionist said
3.
''Room 55 is a single with shower'' The Receptionist said
4.
''I don't like the room you have allocated to me'' The client said
5.
''I prefer a room with a view over the park'' Mrs Huston said
6.
''I'm waiting a telephone call'' Barbara told Sheila
7.
''Have you got a double room on the first floor?'' John asked the Receptionist
8.
''I don't know yet how long I will stay'' The client answered
3. Put these imperative sentences into reported speech, like this.
''Wait for me a moment, please'' (Mr May to Alan)
Mr May told Alan to wait for him a moment
1.
''Give me a twin room'' (The client to the clerk)
2.
''Show me your document'' (The clerk to Miss Ferguson)
3.
''Put your signature here, please'' (The clerk to Mr Clay)
4.
''Call me at 6 o'clock'' (The client to the clerk)
5.
''Don't forget to call me at 6 o'clock'' (Dorothy to the clerk)
6.
''Don't speak too fast'' Mrs Pool to the Receptionist)
7.
''Don't smoke in the restaurant'' (The waiter to John)
8.
''Don't leave valuables in the room'' (The Receptionist to the client)
4. Activity: Reading for information 

Look at the information below and then answer the questions.
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AVIEMORE

TARIFF

Effective to 1st November 1988

DAILY RATE

Includes accommodation with private bathroom

Single Room

Twin or Family Room

£59.00

Superior Twin 

or Family Room

£65.00

all prices per room per night

LEISURE BREAKS & HOLIDAYS

Includes accommodation, three course Dinner

with Coffee, and traditional Scottish Breakfast

Minimum stay 2 nights.

£44.00

Period

Stay 2-6 nights

Stay 7 Nts +

1/2 twin  single

1/2 twin  single

APR-MAY

£34

£40

£30

£36

JUNE

£35

£41

£31

£37

JULY-OCT

£38

£44

£33

£39

all prices per person per night

Trusthouse Forte Hotels


1.
Till when is the tariff operative?
2.
How much do you charge for a family room?
3.
Does this charge include breakfast?
4.
What time of the year do you schedule leisure breaks?
5.
What's the length of the minimum stay?
6.
What does a leisure break tariff include?
7.
If I stay three nights in June, how much do I have to pay per night?
8.
What does dinner comprise?
9.
What is the traditional Scottish breakfast like?
5. Activity: Reading for information
POST HOUSE HOTEL
NOTES
BEDROOMS
Each of our guest bedrooms is attractively furnished and has a private bathroom, color television with radio, welcome tray with tea and coffee making facilities and direct dial telephone. Most rooms also have spectacular views of the Cairngorms.
Each Family Room has 1 double and 1 single bed, an additional bed may be added to accommodate a Family of four comfortably.
CHILDREN
All children under 16 years sharing a twin room with two adults or a single room with one adult are accommodated free of charge. Single parent families with more than one child will be accommodated, where possible, in a suitable room.
All meals are charged as taken - children's menus are available, or children can choose from the table d'hote menus at 50 per cent of the menu price.
Children under 16 occupying their own rooms are charged 75 per cent of the appropriate inclusive adult price for that room.
CONFERENCES
The Peregrine Suite is ideal for all kinds of Conference and Meeting requirements. Seating up to 120 people it also sub-divides for the smaller Seminars and Training Courses - Fully equipped with the latest audio visual equipment, the Post House is an ideal venue for your Conference.
Please ask for our comprehensive Conference Brochure.
ACTIVITY HOLIDAYS
A wide range of Activity Breaks can be arranged by the hotel, including riding, fishing and clay pigeon shooting. Please ask for details.
Ask for details on (0479) 810771
Draw information from the NOTES above and supply the missing exchanges
Dialogue 1
Receptionist
Can I help you, Mr Douglas?
Guest
Yes, thanks. Can I call directly from my room?
Receptionist
____________________________________
Guest
What's the name of the mountainous range I see from my room window?
Receptionist
____________________________________
Dialogue 2
Guest
How much shall I pay for my daughter's accommodation?
Receptionist
___________________________________________
Guest
She's fifteen
Receptionist
___________________________________________
Guest
No, we share the same room
Receptionist
___________________________________________
Guest
Thank you.
Dialogue 3
Guest
We are four in the family: my wife and I and two children.

Could we all share the same room?
Receptionist
Yes, sir. You can have ____________________________
Guest
_______________________________________________
Receptionist
It's £59 per room per night
Guest
_______________________________________________
Receptionist
The room contains a double and a single bed
Guest
_______________________________________________
Receptionist
Certainly. We can add an additional bed
Guest
Thank you.
Dialogue 4
Receptionist
Can I help you, madam?
Guest
I have two daughters: one aged 18, the other 15. Can you accommodate the younger in the same room?
Receptionist
__________________________________________________
Guest
I've got a twin room.
Receptionist
__________________________________________________
Guest
Do I have to pay for the extra bed?
Receptionist
__________________________________________________
Hyatt Regency Hong Kong Lobby and Front Desk
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Answer these questions: 





What is the front desk? 


What are the sections into which the front desk of a large hotel is frequently divided? 


What service is performed by each section? 


What other offices are there inside the reception area? 


What does the receptionist check when a guest arrives? 


What are the steps necessary for registering as a hotel guest?


What is the travel agency voucher? 


What is the registration form? 


What does a porter do in addition to taking the guest to his room?


Who is a chance guest? 


What does the receptionist do when he is unable to allot a room to a guest? 


What types of electronic keycards do you know? 


What does a stand alone lock contain? 


What is an encoder? 

















�Must assume il significato del passato quando dipende da verbo passato (He said he must go to Oxford = Disse che doveva andare a Oxford)
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