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1 Reservations •	 Answering calls about 
vacancies

•	 Taking telephone bookings

•	 Handling changes and 
cancellations

Part A: 	 No Vacancy
Part B: 	 Taking a Booking
Part C:	 Changing/Canceling a 

Reservation
 Meeting a New Team Member

9

2 Arrivals/
Departures

•	 Greeting guests arriving/
departing by taxi or on foot

•	 Handling valet parking and 
guest self-parking

Part A:	 Greeting Customers Arriving/
Departing by Taxi

Part B:	 Greeting Customers Arriving/
Departing on Foot

Part C: 	 Valet Parking and Guest Self-
Parking

 Discussing VIP Arrivals 19

3 Checking In •	 Checking guests in with 
vouchers

•	 Checking in guests

•	 Providing bell service

Part A:	 Checking in a Guest with a 
Voucher 

Part B: 	 Checking in a Guest
Part C:	 Bell Service

 System Changes and Upselling
29

4 Facilities •	 Handling business center 
requests

•	 Taking calls at the gym/spa

•	 Giving information about 
recreation

Part A: 	 The Business Center
Part B: 	 The Gym/Spa
Part C:	 Recreation Areas

 Asking Staff to Report Issues

39

5 Food and 
Beverages

•	 Taking room service orders

•	 Hosting a morning buffet

•	 Welcoming guests and taking 
orders at a hotel bar

Part A: 	 Room Service
Part B: 	 Breakfast Buffet
Part C: 	 At the Bar

 Discussing Expected Guests

49

6 Housekeeping •	 Providing turndown service

•	 Handling requests for items

•	 Taking care of laundry

Part A: 	 Making up a Room / Turndown 
Service

Part B: 	 Requests for Items
Part C: 	 Laundry Services

 Discussing VIP guest preferences 
59
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7 Concierge 
Service

•	 Giving directions

•	 Answering questions about 
shopping

•	 Providing information about 
entertainment and rentals

Part A:	 Directions for Getting Around 
Town

Part B:	 Providing Information
Part C: 	 Rentals & Entertainment

 Discussing Banquets and Events
69

8 Event Planning •	 Setting up a conference

•	 Booking a meeting room

•	 Arranging a wedding

Part A: 	 Arranging a Conference
Part B: 	 Arranging a Meeting
Part C: 	 Arranging a Wedding

 Discussing Wedding Preparations

79

9 Checking Out •	 Checking a bill

•	 Handling billing disputes

•	 Checking out on a company 
account

Part A:	 Checking the Bill
Part B:	 Disputing Charges
Part C:	 Company Accounts

 Reporting Issues and Complaints

89

10 Handling 
Complaints

•	 Helping change a room

•	 Solving room cleanliness 
problems

•	 Handling noise issues

Part A: 	 A Wrong Room
Part B: 	 A Bad Smell
Part C:	 Noise Complaints

 Reviewing SOP

99

11 Complaint 
Solutions

•	 Solving booking/check-in 
problems

•	 Apologizing for slow room 
service

•	 Handling an emergency

Part A:	 Booking System Problem
Part B:	 Room Service Problem
Part C:	 Cleaning Issue

 Using the Funds

109

12 Job Interviews •	 Completing a cover letter 

•	 Writing a winning résumé

•	 Talking in the interview

Part A: 	 Cover Letter
Part B:	 Résumé
Part C:	 Interview
Describing Yourself

119
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