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The main task of the accounting department is to keep the guests' bill up-to-date. Guests generally incur a variety of charges connected to their availing of hotel facilities and services. Apart from the room, there may be also other charges covering the restaurant, the bar, the use of the telephone, the room service, the garage and the laundry service. These charges must be entered, or posted on the guest's account as quickly as possible. In small hotels this job is performed on the night shift by a night auditor, who goes through the guests' charges and imputes them into the appropriate records. The larger is the hotel, the more people belong to the accounting staff. In large hotels provided with a computerised system, these operations are made simple and quick. The procedure of entering charges on the appropriate financial record is performed by computer. Details of individual guests are readily accessible for reference or alteration or, when it comes to perform a check-out procedure, for having a complete display of all charges automatically imputed by the system into the guest's account record. An integrated computerised system is provided with a central database where all charges incurred by the guest through the use of in-room facilities, such as the telephone and mini-bar, or through point-of-sale terminals in the bars and restaurants are entered in real time creating the guest's billing account. Traditional risks of undercharging or overcharging have been removed including mistakes originated by illegible hand-written vouchers. 
The cashier's counter is usually connected to the hotel's accounting office of which is the public section. When a guest wants to check out - that is when he gives back his key, pays his bill and leaves the hotel - the cashier normally imputes the room number and the guest's bill is displayed comprehensive of any last minute charges. In addition to settling accounts, a cashier also makes change, cashes travellers' cheques or regular bank cheques and exchanges foreign currencies. The following chart illustrates how an integrated front desk computer system works. 
[image: image12.png]N7

FORTE

HOTELS




Answer these questions. 
1. What kind of charges does a hotel guest incur? 
2. What does posting mean? 
3. What's the night auditor's job? 
4. What does cheek-out procedure imply? 
5. What does a cashier normally input to stare check-out procedure? 
6. What's the function of a computer database? 
7. What are the main in-room charges? 
8. What are the main hotel points of sale? 
9. What are the advantages of using a computerised system?
10. What other tasks belong to the cashier's job? 
Guest History 
Among the most important factors influencing a guest when choosing a hotel are location, price, catering services and hospitality. Hospitality implies for the hotelier to personalise service in more detail. To this end he tries to know as much as possible about the guest. 
A guest history is a file containing information drawn from the guest's previous visits to the hotel and constantly updated every time the guest checks out. The file includes the guest's name and address, room number and rate, special requests, type of payment and other data relevant to the guest's habits. 
The guest history is helpful in making future reservations faster and producing mail labels for promotions addressed to guests of a specific market segment. 
This is a typical guest history file: 
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GUEST HISTORY


	FIRST NAME
	Wood

	FORENAME
	Anthony

	BIRTHDAY
	09 July 1952

	ADDRESS
	120 Seaside, Eastbourne,, W. Sussex

	NATIONALITY
	British

	MARITAL STATUS
	Married

	PASSPORT NO.
	12152135F

	CREDIT CARD NO.
	Visa 6542 2487 1234  6644     6/96

	OCCUPATION
	CEO

	ROOM NO.
	220

	ROOM RATE
	£70 PN corporate rate

	DATES OF PREVIOUS VISITS
	15/1/94  10/3/94   18/495
10/5/95

	COMPANY
	BRITISH GAS

	CREDIT
	Up to £2,000 regular settlements

	HABITS
	In-room breakfst / Non smoker / Likes Italian wine

	NEWSPAPER
	The Times, The Observer

	EARLY MORNING CALL
	07.00 weekdays

	REASON FOR CURRENT STAY
	Business Trip

	REMARKS
	He likes to be called by name


Refer to the Guest History and supply the following dialogue with the missing exchanges
1st clerk
That’s Mr Wood. He is a regular guest
2nd clerk
He looks like being a Vip. What’s his job?
1st clerk
__________________________________
2nd clerk
I se. What company does he work for?
1st clerk
__________________________________
2nd clerk 
Where is he from?
1st clerk
__________________________________
2nd clerk 
Does he often come to this hotel?
1st clerk
__________________________________
2nd clerk
Does he come on business or for pleasure?
1st clerk
__________________________________
2nd clerk 
I think you know his habits, don’t you?
1st clerk
__________________________________
2nd clerk 
What are his main habits?
1st clerk
__________________________________
2nd clerk 
Eh….. He has breakfast in his room. What else do you know of him?
1st clerk
__________________________________
2nd clerk 
Ah, good. He doesn’t smoke. What a lucky man he is!
1st clerk
Please, don’t forget to wake him up tomorrow morning
2nd clerk 
What time shall I have to wake him up?
1st clerk
At 7 o’clock
PAYING THE BILL
This notice stands on the Cashier's desk.
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Reading Test
1.
For what operations do you apply to the cashier?
2.
Can you pay by a personal cheque?
3.
Which credit cards are accepted?
4.
What time do you have to vacate your room on the day of departure?
5.
Who do you have to hand over your key?
6.
What do you have to do concerning the drinks?
Dialogue 1
Mrs Norma Bradley is at the cashier's desk to settle her bill. She has just read the above notice and is waiting for the cashier to take care of her.
Cashier
Good morning, madam. Can I help you?
Mrs Bradley
I'd like to settle my bill.
Cashier
Certainly, madam. Your name, please?
Mrs Bradley
Norma Bradley
Cashier
Just a moment. Here we are. Three nights at £60 plus the meals and two telephone calls to USA. That comes to £320, VAT and service included.
Mrs Bradley
That's all right. Do you accept traveller's cheques?
Cashier
Yes, of course. 
Mrs Bradley
Here are three one-hundred pound cheques and a twenty pound note
Cashier
Would you countersign the cheques, please?
Mrs Bradley
There, that's it done!
Cashier
Thank you, Mrs Bradley. Here is your invoice.
Mrs Bradley
Thank you. Good-bye.
Cashier
Good-bye, Mrs Bradley.
Exercises
1. Complete the following dialogue with the phrases in the box below.
Guest

Could I have my bill please?
Receptionist
Certainly, sir. ......................................
Guest

Miles, George Miles. Room 115.
Receptionist
Here we are, sir. You have been here since last Monday, that's four 




nights. It makes 600 pounds. .......................................................
Guest

I pay by credit card.
Receptionist
Well, Mr Miles, would you mind if I have just a look at it?
Guest

................. . It's an American Express card. It expires on 30th June.
Receptionist
Thank you. ..................... . Would you mind signing this slip, please?


That's fine. Thank you. Here is your receipt. ...............................





........................................... .
Guest

See you again. Good-bye.
Receptionist
Thank you and good-bye.
Here is it, What's your name?, It seems in order, I hope you have enjoyed staying with us, Do you pay cash or by credit card?, 
2. Supply the exchanges according to the instructions
	Cashier
	..................................................................................................………………….
	(Greet and offer your help)

	Guest
	..................................................................................................………………….
	(Answer greeting and say that you want to check out)

	Cashier
	................................................…………
	(Ask the guest's name)

	Guest
	................................................…………
	(Say your name)

	Cashier
	......................................................................................................................................................................................................……………………………………..
	(Tell the guest that his/her account amounts to £700 and ask him/her if he pays cash or by credit card).

	Guest
	..................................................
..................................................
	(Ask the cashier if you can pay by personal cheque)

	Cashier
	..................................................
..................................................
..................................................
..................................................
	(Tell the guest that you accept a personal cheque provided that it is supported by a valid cheque card. Ask him/her to show you the card).

	Guest
	..................................................
	(Show your cheque card)

	Cashier
	..................................................
	(Say that it is in order)

	Guest
	..................................................
	(Hand over your cheque)

	Cashier
	..................................................
..................................................
	(Give the guest his/her invoice and wish a good journey)

	Guest
	..................................................
..................................................
	(Tell the cashier that you need assistance with your luggage)

	Cashier
	..................................................
..................................................
	(Tell the guest to apply to the Concierge and give your greeting)

	Guest
	..................................................
	(Respond)


Grammar Notes
You checked in five days ago (=Lei si è registrato cinque giorni fa). 
You have been staying here since last Monday / for three days (=Lei sta quì da lunedì scorso / da tre giorni).
Usiamo il passato remoto (past tense) per eventi già trascorsi. Il passato prossimo (present perfect) o il passato prossimo progressivo viene usato:
1.
per eventi che, cominciati nel passato, durano ancora.
2.
quando l'azione espressa dal verbo si colloca in una unità di tempo non ancora trascorsa.
3.
quando la frase contiene espressioni di tempo quali still (=ancora), always (=sempre), never (=mai), not yet (=non ancora), seldom (raramente), often (=spesso), generally (=generalmente), just (=appena), ecc.
Esempi
	I came to this hotel six years ago
	Venni in questo albergo sei anni fa.

	How long have you been waiting for me?
	Da quanto tempo mi aspetti?

	Mr Trent has arrived this week.
	Il sig. Trent è arrivato questa settimana.

	Mrs Trent has not yet arrived.
	La sig.ra Trent non è ancora arrivata.

	We have seldom used the hotel garage.
	Abbiamo raramente usato il garage dell'albergo.


Phraseology for Checking Out
I'd like to settle my bill
Vorrei saldare il mio conto
I'd like to have my bill
Vorrei il mio conto
I would like to pay the bill in cash
Vorrei pagare il conto in contanti.
I'd like to check out, please
Vorrei saldare il conto per piacere.
Can / could I have my bill please?
Posso avere il mio conto?
Can I check out now, please
Posso saldare il conto per piacere?
I'm leaving today. Get my bill ready.
Parto oggi. Mi prepari il conto.
I'd like to change a traveller's cheque
Gradire cambiare un traveller's cheque.
Can I change a traveller's cheque?
Posso cambiare un traveller's cheque?
Do you take American Express here?
Accettate l'American Express in questo albergo?
What's the total amount?
Qual'è la somma totale?
How much do I owe you?
Quanto Le devo?
I'll get you your bill
Le preparo il conto.
I'll prepare your bill
Le preparo il conto.
You have been here since last Monday
Lei è quì da lunedì scorso.
How would you like to pay, sir / madam?
Come vuole pagare, signore / signora?
Are you paying by credit card, sir?
Paga con carta di credito, signore?
Could I see your card a moment, please?
Potrei vedere un momento la Sua carta, per 
piacere?
If I could just have your card a moment
Posso avere un momento la Sua carta?
I'm afraid this credit card has expired
Temo che questa carta di credito sia 
scaduta.
	We can't accept a cheque without a valid cheque card
	Non possiamo accettare un assegno senza una valida carta assegni.


This card seems out of date
Questa carta sembra scaduta.
We hope you have enjoyed staying with us
Speriamo che Le ha fatto piacere stare con noi.
How to say symbols and figures:
	+
	plus
	5+2=7
	five plus two equals seven

	-
	minus, less
	7-2=5
	seven minus two equals five

	* (x)
	multiplied by / times
	3x5=15
	three times five equals fifteen
Dimensions: the room measures 4x4x3 (four by four by three)

	/ 
	divided by
	15/3=5
	fifteen divided by three equals five

	=
	makes / is equal to / equals
	
	

	5,505
	Five thousand five hundred and five
	
	

	15.402
	fifteen point four oh two
	
	


Currency Exchange
Short dialogues
Guest

I need to change $200. How many sterling pounds could I get?
Cashier

Well, the rate we apply is $1,511 per £1. Now $200 divided by the rate of exchange... that makes  £132,36
Guest

How many Italian liras should I give you for £300?
Cashier

Let me see. £300 multiplied by 2415 is equal to Lit 724,500
Useful phrases
I'd like to change fifty German marks. What's the rate of exchange?
I'd like to pay in US dollars. What's today's rate?
I'd like to change 200 Swiss francs. How much could I get?
1.
Mrs Bradley needs sterling pounds in exchange for US dollars. Refer to the Currency Rates of Exchange and complete the dialogue with the phrases in the box below.



Dialogue
one dollar and fifty-one cents, Ten-pound notes, please, fifty dollars, That depends on the rate of exchange, Here is a fifty-dollar banknote.
Cashier
Can I help you?
Mrs Bradley
I need to buy some pounds, please.
Cashier
How many do you need to buy?
Mrs Bradley
.................................................. .
Cashier
We sell one pound at ............................................ .
Mrs Bradley
One dollar and fifty-one cents to the pound, so how much should I get with, say,....................... ?
Cashier
Let me see....fifty dollars divided by one point fifty-one...that makes thirty-three pounds eleven pence.
Mrs Bradley
I see. I'll have fifty dollars' worth in pounds then, please. 






..................................................................
Cashier
How would you like it?
Mrs Bradley
......................................................
Cashier
Ten, twenty, thirty, one, two, three and eleven pence.
Mrs Bradley
Thank you.
2.
Write out the following sentences in full, using the Past or the Present Perfect as appropriate.
1.
They /to check in/ five days ago.
2.
The Fosters /to be/ in this hotel for five days.
3.
Mr Grey /to wait for/ you for over an hour.
4.
We /to pay/ never in advance.
5.
How long ago you / to come/ to this hotel?
6.
Mr Morris /not to come/ to our hotel since 1990
7.
You /to arrive/ last Tuesday in the afternoon.
8.
He /to confirm/ just his booking.
9.
I /not to see/ him for three years.
10.
I /to understand/ never how this service works.
3.
Complete the conversation
Guest
Can I have my bill, please?
Clerk
....................................................................................
Guest
Robert Mac Kenzie, room 120
Clerk
....................................................................................
Guest
Can I check the entries, please?
Clerk
....................................................................................
Guest
Well, it seems in order
Clerk
....................................................................................
Guest
I'm sorry. I have no sufficient cash. Can I pay by credit card?
Clerk
....................................................................................
Guest
Here it is.
Clerk
....................................................................................
4.
Translate into English
1.
Quando è arrivato il sig.Norton?
2.
Non l'ho ancora conosciuto.
3.
L'ho conosciuto alcuni anni fa.
4.
Lavoro quì da due mesi.
5.
Il signor e la signora Spencer sono partiti il 5 giugno.
6.
Non lo vedo da una settimana
7.
Non pago mai in contanti. Ho sempre usato la carta di credito.
8.
Ho confermato la prenotazione da un mese.
9.
E' partito da due settimane
10.
Ha già visto la mia carta di credito?
CHECKING THE BILL
This is Mr James Mason's hotel bill









Look at the bill and answer these questions:
1.
How long did Mr Mason stay in Crown Hotel?
2.
How many telephone calls did he make?
3.
Were his telephone calls local or long distance?
4.
What does ''Apar'' stands for?
5.
How much did he spend for newspapers?
6.
Does the room charge include breakfast?
7.
How many meals did he take at the hotel?
8.
Did he get anything washed at the hotel?
9.
What hotel facilities did he need?
10.
How much does Mr Mason owe the hotel?
11.
How much was the charge for the local telephone call?
12.
Did Mr Mason make a part payment during his stay?
13.
Did Mr Mason pay cash or by credit card?
Dialogue
Situation: Mr James Mason gets his bill and asks for some information.
Mr Mason
Can I have my bill, please?
Cashier
Certainly, sir. Your name, please?
Mr Mason
Mason. James Mason. Room 75
Cashier

Ah.... Here we are, Mr Mason. That comes to 201 pounds and 60 pence. Do you want to pay cash or by credit card?
Mr Mason
I pay cash but.... can I just have a look at it now?
Cashier
Of course, you can. Here it is.
Mr Mason
It's a bit more than I expected. Would you mind helping me to understand some items, please?
Cashier
I'm very pleased to be of assistance.
Mr Mason
Eh..... what's this charge for £5.40 marked ''Bkfst''?
Cashier
This abbreviation stands for breakfast.
Mr Mason
I thought breakfast was included in the room charge.
Cashier
It isn't, sir. This is well specified in the notice behind the room door.
Mr Mason
I see. And what's ''Phone LD''?
Cashier
This is the charge for a long distance telephone call you made yourself without the help of an operator.
Mr Mason
Good heavens! I must have talked for a long time.
Cashier

That was a call to the USA. They are rather expensive in office hours. Would you like me to check the phone meter?
Mr Mason
That's not necessary. Calls are more expensive from the hotel. Well... thank you for explaining these items. Here are 201 pounds and 60 pence. Is that all right?
Cashier
Quite right, sir. Thank you.
Mr Mason
Then... good-bye.
Cashier
Good-bye, sir. We hope to see you again here.
Reading Test
Read the dialogue and say whether these statements are right or wrong.

RIGHT
WRONG
Mr Mason has left room 75
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
His bill amounts to more than 200 pounds
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
Mr Mason has no sufficient cash to pay his bill
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
He wants to pay by credit card
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
He finds his bill quite clear to understand
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
He thought breakfast was included in the room rate
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
Mr Mason has read the Notice behind the room door
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
He has made no telephone calls from his room
SYMBOL 163 \f "Wingdings 2"
SYMBOL 163 \f "Wingdings 2"
Useful phrases
This is the basic room rate
Questa è la tariffa base della camera
These charges here are for meals and drinks
Questa spese sono per i pasti e le bevande
What's this charge?
Che cosa è questa spesa?
What does this mean
Cosa significa questo?
How much did you charge for laundry?
Quanto avete addebitato per la lavanderia?
Which items refer to the use of the telephone?
Quali voci si riferiscono all'uso del telefono?
Is VAT included?
E' inclusa l'IVA?
Where is the charge for garage service?
Dov'è la spesa per il garage?
What's this for?
E questo per che cosa è?
This is for a telephone call
Questo è per una telefonata
Perhaps there is a mistake
Forse c'è un errore
A-P-T-S stands for Apartments
A-P-T-S sta per appartamento ammobiliato
It looks all right
Sembra vada bene
Abbreviations used in Hotel Bills
Match the abbreviations on the left with the headings on the right.
	1.
APAR / APART
	a. Cigarettes

	2.
LNDRY
	b. Night waiter

	3.
LNGE
	c. Surcharge

	4.
PHONE LD
	d. Theatre

	5.
REST
	e. Telegram

	6.
SERV / SVCE
	f. Service

	7.
CIGS
	g. Accommodation

	8.
TLGM
	h. Restaurant

	9.
THEA
	j. Long distance phone call

	10.
NGHT
	k. Laundry

	11.
SURCH
	l. Lounge


Practice
1. What would you say in these situations?
	SITUATION
	PHRASE

	You want to pay your bill and leave the hotel
	I would like to check out, please

	The cashier asks your name
	_________________________________

	The cashier finds out your bill
	_________________________________

	The cashier tells you the total amount
	_________________________________

	You are surprised at the unexpected amount
	_________________________________
_________________________________

	Ask the cashier to let you see the bill
	_________________________________

	You do not understand the abbreviation ''lounge''
	_________________________________

	The cashier explains that ''lounge'' refers to a drink you had the day before at the bar lounge
	_________________________________
_________________________________

	You paid a deposit when checking in and you do not find it in the bill
	_________________________________
_________________________________

	The cashier replies that it is on the credits column
	_________________________________

	You point out the high charge for local phone calls
	_________________________________

	You want to see the items referring to the meals you had at the restaurant
	_________________________________
_________________________________

	The cashier wants to know about the method of payment
	_________________________________

	You answer that you pay by credit card
	_________________________________

	The cashier wants to see your credit card
	_________________________________

	The cashier tells you that your credit card is outdated.
	_________________________________


2. Translate into English
1.
Il mio conto, per piacere.
2.
Aspetti un momento, per piacere.
3.
Lei si chiama William Morris, vero?
4.
Eccolo, viene 350 sterline.
5.
Pagate contanti o con carta di credito?
6.
Come intendete pagare?
7.
Avete una carta di credito?
8.
Posso vedere un momento la Sua carta di credito?
9.
Temo che questa carta sia scaduta.
10.
Non accettiamo assegni personali se non avete una carta assegni.
11.
Non capisco che cosa vuol dire questa voce.
12.
Mi spieghi a che cosa si riferisce questa spesa.
13.
Io ho comprato solo un giornale da 50 pence
14.
Potrebbe spiegarmi che cosa vuol dire l'ultima voce?
15.
Avete sottratto il deposito da me versato quando mi sono registrato?
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Why wait for your bill when you can check-out immediately?
All you have to do is 
present your Credit Card 
at reception on arrival 
and sign a voucher at that time.
Complete the reverse side
of this card and drop both copies
in at Reception on departure.
Your account will then be
charged automatically and
a copy of your bill
and the voucher will be
sent to you at the
address overleaf.
Any queries you may have
when you receive your bill
will be promptly dealt with
by the hotel
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St. Katarine's Way, London E1 9LD
Telephone: 071 - 481 2575, Telex: 885934
Fax: 071 - 488 4106
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The Tower Thistle Hotel - London
Another business service 
from Thistle Hotels
This slip will be used to send a copy of your bill 
and Credit Card Voucher.
Please check me out of room:.........................
Signature:...........................................................
PLEASE PRINT CLEARLY IN BLOCK CAPITALS. This is your authorization to charge my credit card account.
Please send to:
Name: Mr / Mrs / Ms:..........................................
Address:...................................................................
Town:.....................................................................
County / State:......................................................
Country:................................................................
Post/Zip Code:.....................................................
Departure Date:....................................................
TRUMPCARD
SYMBOL 163 \f "Wingdings 2"
DINER'S
SYMBOL 163 \f "Wingdings 2"
ACCESS / MASTERCARD
SYMBOL 163 \f "Wingdings 2"
AMERICAN EXPRESS
SYMBOL 163 \f "Wingdings 2"
CARTE BLANCHE
SYMBOL 163 \f "Wingdings 2"
VISA
SYMBOL 163 \f "Wingdings 2"
JCB
SYMBOL 163 \f "Wingdings 2"
AIR PLUS
SYMBOL 163 \f "Wingdings 2"
CREDIT CARD NUMBER
SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"
Expiry Date: 
SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"/SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"/SYMBOL 163 \f "Wingdings 2"

SYMBOL 163 \f "Wingdings 2"
Refer to EXPRESS CHECKOUT and tick (SYMBOL 80 \f "Wingdings 2") whether these statements are true or false
true/false
1.
You show your credit card on arrival
SYMBOL 163 \f "Wingdings 2" / SYMBOL 163 \f "Wingdings 2"
2.
You sign a voucher on departure
SYMBOL 163 \f "Wingdings 2" / SYMBOL 163 \f "Wingdings 2"
3.
You fill in two copies of the slip on the right
SYMBOL 163 \f "Wingdings 2" / SYMBOL 163 \f "Wingdings 2"
4.
You hand one copy to the receptionist on departure
SYMBOL 163 \f "Wingdings 2" / SYMBOL 163 \f "Wingdings 2"
5.
A copy of your bill and the voucher will be sent to you at your home address
SYMBOL 163 \f "Wingdings 2" / SYMBOL 163 \f "Wingdings 2"
Instruments of credit
Hotel accounts may be settled on cash, by cheque or credit card. Personal cheques may be exceptionally accepted on condition that the guest is provided with a cheque card. 
Personal Cheque
Anyone who has a current account with a bank can withdraw money from his account by means of a cheque. A cheque is an order to a banker to pay money to a named person, or order, on demand. 'Or order' means that the named person can order the bank to pay someone else. The advantages of paying by cheque are:
a cheque eliminates the need of carrying large sums of money
a cheque can be safeguarded by crossing it. This means that even if it is stolen it is impossible for the thief to obtain cash.
The following is a specimen of a completed cheque:
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Cheque Card
A cheque card is a card issued by a bank to an account holder, showing the holder's signature. It guarantees that the bank will honor any cheque written by the holder up to a pre-arranged limit. Cheques will only be accepted if accompanied by a cheque card. Banks can issue cheque cards guaranteeing cheques of up to £200 for some creditworthy customers.
Traveller's Cheque
When travelling abroad we may not want to carry large amounts of foreign currency with us. It is more convenient for us to buy traveller's cheques. They are sold by banks in various denominations and may be obtained in the currency of the country of destination.We normally put two signatures on these cheques: one at the moment of purchasing them, the other when we want to exchange them for foreign currency. They will only be cashed if the two signatures are identical.
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Credit Card
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An increasingly popular way of paying for goods and services is by means of a credit card. A credit card enables the holder to obtain instant credit. It may also be used to obtain a cash advance from any of the banks operating the scheme, up to the cardholder's credit limit. The advantages of credit cards to the holders are:
1.
there are no formalities involved in obtaining goods and services on credit
2.
it is safer to carry the credit card than a large amount of money
3.
it provides its holder with up to eight weeks of free credit.
The diagram below shows the way a credit card service operates:


Answer the following questions
1.
Which methods of payment are used to settle hotel accounts?
2.
What is a personal cheque?
3.
Who can draw a personal cheque?
4.
What are the advantages of paying by cheque?
5.
What is a cheque card?
6.
Why do hotels require a cheque card?
7.
What is a traveller's cheque?
8.
Where is it used mostly?
9.
How can you obtain a traveller's cheque?
10.
What is the procedure to cash it?
11.
What is a credit card?
12.
In addition to paying a hotel account, what can you do with a credit card?
13.
Can you obtain a credit card if you have no current account?
Activity
Read the dialogue below and complete the questionnaire. Add the guest's personal data yourself.
Dialogue
Sara Wood
Please, Peter, take just two minutes and give me a brief evaluation of the hotel you stayed at while in London. When did you arrive at the hotel?
Peter North
On 7th February in the afternoon.
Sara Wood
Did you know the hotel already?
Peter North
I didn't. Suntours Travel Agents made my reservation and everything was in order on my arrival. Reception staff are very courteous and efficient. Excellent I would say.
Sara Wood
What about the quality of service?
Peter North
Very good on the whole. The restaurant and bar provide a service of excellent quality, the other services are really good. Room service, in particular, deserves an excellent rating.
Sara Wood
By the way, how would you rate the room?
Peter North
Clean and well supplied with facilities. Perhaps a bit smaller than I expected for a single room. Anyhow everything was in working order.
Sara Wood
Now let's consider another point: restaurant and bar.
Peter North
As I was just telling you I have a high opinion of these facilities. Such aspects as service and efficiency, quality and choice of food at breakfast and dinner, the atmosphere itself... well...they are excellent indeed.
Sara Wood
I imagine they charge a lot for meals.
Peter North
No, they don't. I think they give you the best value for the price you pay.
Sara Wood
Is everything all right then? Any additional comments to improve some feature?
Peter North
Yes. It refers to the room curtain which is somewhat dark. A light curtain would enhance the brightness of the environment. They should install two types of curtains: a light one and a dark one. Apart from this, I think I have no further comment to make. Should you ask me whether I would be prepared to stay again at the same hotel, well I think I would because, all things considered, my stay was a pleasant one.
Sara Wood
By the way was your stay mainly for business or pleasure?
Peter North
For both of them. As you know, I often go to London on business, five or six trips during the past 12 months. Then a 35 year old man as I am likes travelling for pleasure, too.
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The
Kennedy
Hotel
Cardington Street
London NW1 2LP


RESERVATION _________________________________________________
How did you know about the hotel?
Was your reservation made:

Directly to the Hotel?
SYMBOL 153 \f "Wingdings 2"

By Mount Charlotte Thistle Central Reservations?
SYMBOL 153 \f "Wingdings 2"

By Highlife Value Breaks Reservation Office?
SYMBOL 153 \f "Wingdings 2"

By a Travel Agent / Hotel Booking Agent?
SYMBOL 153 \f "Wingdings 2"


Yes
No
Was your reservation handled courteously and quickly?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
RECEPTION  ___________________________________________________


Yes
No
Was your reservation in order on arrival?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

If no, was the problem handled to your satisfaction?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
How did you rate the...
Excellent
Good
Average
Poor

Courtesy on arrival?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Efficiency of check-in
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Handling of check-out?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
QUALITY OF SERVICE ______________________________________
How well did our staff provide you with quality service in these areas?


Excellent
Good
Average
Poor

Reception
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Concierge
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Porters
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Housekeeping
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Room Service
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Restaurants
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Bars
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Lounge
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Telephone Operators
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Conference / Banqueting
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Leisure Facilities
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
GUEST ROOM _______________________________________________
How would you rate the...
Excellent
Good
Average
Poor

Cleanliness?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Comfort?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Decor?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Supplies? (towels, soap, hangers etc.)
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Facilities?
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Was everything in your room in working order?

Yes   SYMBOL 153 \f "Wingdings 2"
No   SYMBOL 153 \f "Wingdings 2"
If no, please state what item and whether the problem was
corrected promptly? _____________________________________________
______________________________________________________________
RESTAURANT AND BARS __________________________________
How did you rate...
Service and Efficiency?
Excellent
Good
Average
Poor

Breakfast
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Lunch / dinner - main restaurant
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

other restaurant (s)
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

bars
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Quality of Food and Drink?

Breakfast
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Lunch / dinner - main restaurant
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

other restaurant (s)
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

bars
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Choice of Food and Drink?

Breakfast
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Lunch / dinner - main restaurant
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

other restaurant (s)
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

bars
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Atmosphere?

Breakfast
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Lunch / dinner - main restaurant
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

other restaurant (s)
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

bars
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Value for price paid?

Breakfast
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

Lunch / dinner - main restaurant
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

other restaurant (s)
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

bars
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
ANY COMMENTS? _____________________________________
Would you like to make any additional comments which could help us to make your next stay more enjoyable? ____________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
Which additional facilities / supplies would you like to see available?
_____________________________________________________________________
_____________________________________________________________________
GENERAL COMMENTS __________________________________
Was this your first visit to...


Yes
No

a Mount Charlotte Thistle Hotel?


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

this Hotel?


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Would you stay again?

a Mount Charlotte Thistle Hotel?


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

this Hotel?


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Comments
_____________________________________________________________________
_____________________________________________________________________
Overall, would you consider your stay with us...

Yes
No

a pleasant one?


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

value for money


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
Was your stay mainly for...

business


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

conference / meeting / function?


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"

pleasure?


SYMBOL 153 \f "Wingdings 2"
SYMBOL 153 \f "Wingdings 2"
How many overnight business trips have you made during the past 12 months?


0-5 SYMBOL 153 \f "Wingdings 2"
5-10 SYMBOL 153 \f "Wingdings 2"
10-15 SYMBOL 153 \f "Wingdings 2"
15+ SYMBOL 153 \f "Wingdings 2"
Do you hold a Trumpcard - Mount Charlotte Thistle Hotels' Corporate 
Card Scheme?



Yes SYMBOL 153 \f "Wingdings 2"
No SYMBOL 153 \f "Wingdings 2"
Your Sex:
Male SYMBOL 153 \f "Wingdings 2"

Female SYMBOL 153 \f "Wingdings 2"
Your Age:
16-24 SYMBOL 153 \f "Wingdings 2"

45-54 SYMBOL 153 \f "Wingdings 2"


25-34 SYMBOL 153 \f "Wingdings 2"

55-64 SYMBOL 153 \f "Wingdings 2"


35-44 SYMBOL 153 \f "Wingdings 2"

65+    SYMBOL 153 \f "Wingdings 2"

Thank you for your time in completing this questionnaire. Should you have an immediate comment or problem please do not hesitate to contact the manager on duty.
Would you be prepared to help us further for a more
detailed study if required?


Yes SYMBOL 153 \f "Wingdings 2"
No SYMBOL 153 \f "Wingdings 2"
OUTPUT DATA





INPUT DATA





Front Office Entries





Advance Reservation


Registration Card


Guest History


Messages


Financial Data





In-Room Services





Telephone


Minibar


Laundry


Pay TV


Breakfast Service





Hotel Sale Points





Restaurants, Bars


Business Centre


Concierge’s Desk


Gift Shop


Beauty Centre


Currency Exchange


Garage


Etc.








CENTRAL


DATABASE





(


BILL





(


BILL





Guest’s Bill


Guest History


Statistical Reports


Stock Reports


Etc.





�





Post House Hotel


Aviemore





For your Guidance





Cheques and Currency Exchange





Please contact the Cashier Desk for all operations of currency and travellers cheques exchange. Personal cheques are cashed at the Management’s discretion and provided they are accompanied by a cheque card.





Credit Cards





The following credit cards are welcome:


Visa / Eurocard / Mastercard / American Express





Departure





Guests are kindly requested to vacate their rooms by noon on the day of departure.





Please leave your key with the Hall Porter





Drink Charges





Before leaving the hotel, Guests are kindly requested to inform the Cashier about the drinks taken over from the Frigobar.





�





�





Post House Hotel


Aviemore








Currency Rates of Exchange


(UK sterling)





Austr Sch	17.26	Ital Lira		2.415


Belg Fr		50.12	Nor Kr		10.39


Dan Kr		9.349	Port Esc		225.4


Ger Dm		2.433	Span Pts		174.3


Neth Fl		2.735	Swe Kr		11.56


Finn Marka	8.832	Swiss Fr		2.250


French Fr	8.242	US $		1.511


Gk Drach	331.7	Yen		172.8


Irish Punt	0.998	Ecu		1.254





(Other rates on request)
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CROWN HOTEL





� EMBED MSWordArt.2 \s ���





INVOICE No. 215





Name	.......James Mason....... Date of Arrival .........July 3rd, 1992


				      Date of Departure ....July 5th, 1992








Room No.:75


Room Charge:60.00


No. of Persons:1





Home Address:


79 Main St.


Keswick CA12 5DS





BALANCE





CREDITS





CHARGES





DESCRIPTION





DATE





July 3	Apar	60.00


	Bar	  4.50		64.50


	Phone LD	12.20		76.70


	Rest	15.00		91.70


	Fax	  6.30		98.00


July 4	Apar	60.00		 158.00


	Bkfst	  5.40		 163.40


	Phone Local	  0.60		 164.00


	Lndry	  7.00		 171.00


	Drinks	  2.00		 173.00


	Rest	16.60		 189.60


	News	  0.80		 190.40


	Svce	  5.00		 195.40


July 5	Bkfst	  5.00		 200.40


	News	  1.20		 201.60


	Cash		201.60	     0.00





JJ





End of transaction





Pay Barclays


£200


Two hundred Pounds





Pay Barclays


£40


Forty Pounds





Customer pays full amount within 25 days without interest





Customer pays montly instalments charged with interest





Customer





Barclays sends customer montly statement





Barclays pays hotel £200 less commission





Barclays





This copy is sent to Barclays





Hotel’s copy





Customer’s copy





Third copy £200





Second copy £200





Original copy £200





Barclays slip showing £200 and Guest’s signature





Hotel Account


£200





We


Welcome


Your


Opinion





THE


KENNEDY


HOTEL





Please fold, seal and leave the completed questionnaire at reception for the General Manager’s attention.





�





MOUNT CHARLOTTE


THISTLE HOTELS





We care about your opinions


because we care about you





Dear Guest





Thank you for staying at a Mount Charlotte Thistle Hotel.





Maintaining and improving our guest services and facilities are objectives we give top priority to and only you can tell us whether we are succeeding or not.





Please take a few minutes during your stay to complete this brief evaluation and leave it sealed at reception.





I want to thank you in advance for your co-operation and for providing us with the opportunity to improve our service to you.





Yours sincerely








ROBERT PEEL


Chief Executive








Arrival date .................... Departure date....................Room Number..........





Name ............................................................................................................





Job Title .......................................................................................................





Home Address ..............................................................................................





........................................................................... Post Code .........................





Telephone .......................... Company .........................................................





Business Address .........................................................................................





.......................................................................... Post Code ..........................





Telephone .....................................................................................................
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