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Have you ever stayed in a hotel?




Well, | can tell you what facilities

| saw there in English.
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Have you ever had good service
in a hotel?

Yes, the breakfast was
delicious. g




Have you ever had a problem
in a hotel?

Yes, the Wi-Fi was very slow.




Last year, | stayed in a hotel.
The air conditioner was broken.
Can you guess what | did?

Ss: Told the receptionist. @

Ss: Changed the room. ()

Ss: Called the bellboy.




.

What can you do if your room is not clean?

Boss: | will say “Can | change my room?”

Yaya: | can report the problem to the receptionist
and request cleaning service.

Paeng: | can contact the hotel staff and politely
ask for housekeeping service.
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mountain view seq view
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view
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non-smoking room smoking room
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Guest — Useful Expressions
1. Booking / Asking for a room

- | would
- Do you

nave a single/double room

available?
- How much is a room for one night?
-Canlcheckinat2p.m.?
2. Asking about facilities / services

Does the room have a pool view?
s there a Jacuzzi in the hotel?

DO you have room service?

ke to book a room, please.

28z Guest & Receptionist Phrases

Guest — Useful Expressions

3. Making requests / Complaints politely

- Excuse me, there is a problem with
the air conditioner.

- Could you help me, please?

- | would like a different room, please.
4. Payment / Check-out

- Can | pay by cash or credit card?

- | would like to check out, please.
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Receptionist — Useful Expressions
1. Greeting / Offering help

- Good morning/afternoon! How can | help you?

- Welcome to our hotel. Do you have a reservation?
- May | help you, sir/madam?

2. Booking / Room type

- What type of room would you like?

- We have a single room and a double room available.

- Your room is ready.

3. Check-in / Check-out

- May | have your ID / passport, please?
- Your check-in fime is 2 p.m.

- Please fill in this form.

- Your check-out is at 12 noon.

est & Re
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ceptionist/Phrases

Receptionist — Useful Expressions

4. Payment / Asking for preferences

- Would you like to pay by cash or credit card?

- Do you prefer a smoking or non-smoking room?

5. Handling problems / Requests

- I'm sorry for the inconvenience. We will fix it
immediately.

- Would you like to change your room?

- Room service will deliver it fo your room soon.



&5 Role-play Scenario Card

Scenario Card: Scenario Card: Scenario Card:

The TV doesn’t work. The light in the bathroom is broken. The room is dirty.

Scenario Card: Scenario Card:

The air in the room is too cold/hot. The key card doesn’t work.

Scenario Card: Scenario Card:

The wi-fi is very slow. Ask for an extra bed.
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Scenario Card:

Role-play/Scenario >Card '

\_/\.__-/\._./

The TV doesn’t work.

Guest: Excuse me, there is a problem with the

TV, it doesn’t work.
Receptionist: I’'m sorry for the inconvenience.

We will fix it immediately.
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S Role-play/Scenario C
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Scenario Card: Q
The light in the bathroom is broken. N>

Guest: Excuse me, I’'m in room 449. The light in the

bathroom is broken.

Receptionist: I’'m very sorry to hear that, sir. | will

send our technician to check it for you right away.
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Role-play/Scenario C

="

Guest: Excuse me, | have just checked in to room 109.
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Scenario Card:

The room is dirty.

The room is dirty.

Receptionist: I’'m terribly sorry for the inconvenience,

madam. | will send our housekeeping staff to clean

your room immediately..
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Scenario Card: @

The air in the room is too cold/hot.

Guest: Excuse me, I'm in room 123. The air in the room is too cold.

Receptionist: I'm terribly sorry for the inconvenience, sir/madam.

| will arrange a new room for you immediately.

Guest: Fantastic hotell The service is excellent.
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Role-play,/Scenario) Cs

Guest: Excuse me, I’d like to change the key card. It doesn’t work.

Scenario Card:

The key card doesn’t work.

Receptionist: I’'m sorry, sir/madam. | will give you a new key card

richt away.

Guest: This is a fantastic hotel. Your service is very attentive.
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Role-play/Scenario Ca
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Scenario Card:

Ask for an extra bed.

Guest: Excuse me, could | have an extra bed, please? We have

one more child.

Receptionist: Certainly, sir/madam. | will arrange an extra bed

for you right away.

Guest: This is a fantastic hotel. Your service is very fast.
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Let’s share one thing you
learned today.
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