Concierge and Bell Attendant
MERRRITEE

Contents

5 8%

1. Introduction

RIS

Hotel organisation

BIERE

Front office organisation (1)
AIEZRHE (1)

Front office organisation (2)
AIE 4 (2)

Property Management System
BEEEF 4 (PMS)

Teamwork

B A F

Service attitude

FREFRERE

Front office terminology
IS

Phonetic alphabet list
HEFEX

1.2

1.6

1.9

1.20

INDEX




Preparing for work

g TE

Reporting for work
EEIEE]

Personal hygiene

BA®E

Starting your shift duties
P E I

Safety and security
RERRR

Emergency procedure
Z=iE
Typhoon procedure

Be 2

Communication skills
BERIA
Face to face communication

HHmER

Answering the telephone

RIEERE

Taking messages
THES

Handling internal calls

ZENRER

Listing of important numbers

EZ8F B

2.2

2.3

2.6

2.7

2.10

2.12

3.2

3.8

3.13

3.16

INDEX




4. Dealing with guest enquiries or requests

BELBHEK

Know your hotel

B RAYE S

Know external information

T ERSMERE B

Maintaining the information directory
HREME %

Guest enquiries and requests handling procedures (1)
BEEAREREERT (1)

Guest enquiries and requests handling procedures (2)
BESHREREERF (2)

Giving directions
ERIMA

5. Arranging transportation
L HF3 A

Renting cars

HE
Arranging limousine service

RHRBEERS

6. Handling luggage
BEE AN S

Preparing for arrivals and receiving guests
BmkDEEA

Sending luggage
BETE
Luggage storage
TEEK

Special luggage handling procedures
BIBTENRL R

4.2

4.6

4.12

4.15

4.19

4.24

5.2

5.4

6.2

6.5

6.9

INDEX




Collecting luggage
WETE

7. Shift duties
BEYIE

Logbook
T

Starting to work

El=ER

Providing services (1)
RERE (1)

Providing services (2)

BHRE (2)

Providing services (3)

BALARS (3)

Handing over shift
T

8. Handling complaints

BRIEFER

Handling complaints

R

6.14

7.2

7.5

7.9

7.13

7.15

8.2

INDEX




