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Take off

T tourism today, it is vital to know how your customer

12 Checking out

3 Theform has aspace at the bottom for the guest to

feels about your services Look at t
satisfaction form.

Which aspects of hotel service can you see?

~

‘Which other areas of the hotel’s services and facilities
do you think will be on the form?

FAIRMONT HOTEL DURBAN

We sincerely hope that you have enjoyed your stay in the Fairmont,
where our principal aim is ta offer you better and better service every ‘

day. To help us do this, we would be very grateful ifyou could
us a few minutes and let us know how well we have done.

REASON FOR VISIT
BusinessO  Conference O Tourism O

£ . What d hink are the most
common suggestions?

4 Whatare the commonest causes of complaints in
hotels?

spare

How many nights 2 month doyou use the Fairmont?  1t050  5to100  Morethan100

Verysatisfied  Quitesatisfied  Acceptable  Notsatisfied  Poor
1 Overallratingofhotel O o o =} o
2 Room o a [s] o
3 Decoration o a o o o
4 Bed & pillows o o o D o
5 Cleanliness o o o c o
any would like to make improve.
toreplytoyou, your contact details here.
DeptQual.Fa 06 08/
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15-miute. 24 hours a day satisfaction guarantee.

Astudy by Spain's Cantabria University showed

e Ourstaffare the clock ..o,
o ing in it
Listar hotels. ks a resut, feedbatk from || ffteenminutes,we pick up the il
customersin 4. and 5-starhatels is generally this
less pasitive | accor noteis
It's my job TURKEY % TURKMENISTAN

e — SYRIA Tenran|
Abdol Sadeghi L AFGHANISTAN

ol Sadeghi IRAQ -

ManyWesterners aren't sure, where Tehran is. But for
29.year-old Abdol Sodeghi, monager of the Tigran hotel
complex, the iranion capitalis both his
homeand his place of work. Why did Abdo!
choose toworkin the hote! trade? Which
part of hatel wark does he like best!

What does he doin his free time? Read on
and find sut

How long have you been in the hatel
business?

Istarted very young - when 1 was tweive
years old.

Why did you start so early?

My father believes that a good manager
must know every part of the job. |

started cleaning the toilets, working as

Listening
Common problems

1 3 Loskat the lisi of common problems. Listen to twe
peopl Ineach
1 identify the problern from the list
2 decide who should normally deal withiit
a the receptionist ¢ the duty manager
b anotherdepartment

air-conditioning does not work
room too cold

shower does not work

natenaugh light in the bathroom
noise [rom the street / other roors
TV image poo:

cannot connect tolnternet
cannot get the pay-TV channels
room service slow
non-smoking reom smells of sroke

Seomvovaewn=

awaiter,and soon. He wanted me o try every aspect of
the job. and not Lo start immediately 25 a manager.

Of course, you'renct just a

manager now?

No, I'mvice-president of our group, too.
What keeps you going?

Hike my job. Andit’s 2 family business.
It's what I can do to help my family.

Andwhat doyou enjoy mest about
yourjob?
Receplion work, of course, because that
puts me right in contact with the public.

An average day?

1don’t think we have average days in our
business. Most days | work twelve hours
- butit depends on the day Sometimes
work seventeen hours, But in the low
season,|can usually get two days or
three days off 3 week

What do you do with that time?
Go out with friends, skiin winter, surf the Internet ... visit
my parents and my sister

Just the sort of things anyone of his oge does. Except

for oneg thing. His mother and sister are in the Turkey
branch of the business, and his father manages

another complex in the north of Iran. Hotels run

inthe familyl

2 () Listen againand decide if eachreceptionist has
dealt with the problem effectively. If not, identify what
they did gand say what should pp .
(Hint: remember what you learned in Speakis 43)

3 Lookat the other problemsin the list. Work in groups
and décide how they can best be dealt with. Repert
yourdecisions te the whole class.

Vocabulary
Front office duties
1 Match the pictures with the front office duties.
answer FAQs
check guestsin
guests out
control access tothe garage
dealwith  overbookings
cancellations.
requests for foreign exchange

common problems

manitor customer satisfaction

take bookings
messages for guests
incoming phone calls
final payment

update guest histories

e Language spot
Respending to problems
1 ) Listen to the situations again and complete the
dialogues.
7 R Oh.I'mverysorry about that. Would you like to
change rooms?
G Yes.Ithink Id prefer that
R OK r1lissue a new key right away and
youtochange.
2 G Unlil October! You're not serious? The weather
forecast on TV said it would drop Lo 6° tonight.
R Vi — youanextrablanket
2 Which of the structures summarizes the way get is
used in 1?7
1 getsomethingdone
2 getsomeone todosomet]
3 getsomethingfor soreone

comp ing get and 1
brackets.
G Hi. This is Room 431.1ts very hot in my room.

R I'msorry about that, sir. Have you tried adjusting
the thermostat?

G Yes,I{the porter / adjust)*it as soon as we got into
the room, but it's still very hot
(maintenance / have alook)*atit.
G Willittakelong?
R They're inthe conference centre at the moment. Il
{them / doj?itas soon as they can.
G Oh,OK.One more thing Can we get tickets for the
theatre tenight?
R Ofcourse.I'll {the concierge / reserve)* them for you.
@ Think of three more th
foraguest ina hotel. Tell your partner

EXAMPLE  ¥ou can get the bellboy to park a guests car.
» Go to Grammar reference p.127

Checking out 101

In this unit

® customer feedback

@ front office duties

# responding to problems
® checking guests out

~

Which of these duties will a receptionist carry out
3wl

1
2 duringaguest's stay?

w

‘Which of the duties is the most routine?

Iy

‘Whichof the duties would you find (a) the most
pleasant, (b the least pleasant?

Listening
Life in the front office

1 &) Erikaworks ina medium- 1

sized hotel in the centre of
Berlin. Listen to hertalking
about life in the hotel's front
office. Which of the duties
from Vocabulary does she
mention, and in whichorder?

2 ¢ usten again. Write T {true) or F{false),

Erika has to spend all day dealing with emergencies.

Taking messages for guests is a routine task in hotels.

Answering questions is an opportunity to get to

know your guests.

s impossible to predict what sorts of questions

guests will ask you.

s ists are responsible formenitoring
customer satisfaction

6 Acomplaintisanother name for a problem.

a

Work in pairs. Arrange a time with a receptionistina
local hotel. Ga tothe hotel and ask them about the
different duties they carry out

Find out which dutis they

have to carry out in the frant office.

seeas routine

sec as an opportunity to get to know their guests
least like doing

&

Ask themn ab. the

procedure they are trained tofollow when problems
comeup.
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Pronunciation

It's net easy to understand people who speak Enghsh
quickly.

1 ¢ Listen How many words are there ineach sentence?

2 ) Workin pairs orthrees. Lisien again and write down
the exact words foreach sentence.

3 Which words were stressed mostin each sentence?
Mark each stressed word clearly,

4 Practise saying the sentences. paying special attention
tothe stressed syllables.

Speaking
Solving problems

Listen
v
Apologize
4
Act

1 Workin pairs. Student A, goto p11. Student B, go to
P15 Actout the situations.
2 Actont new situations with the problemsin the liston

102, 0r make up problems of your own. The guest
should call from their room.



