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Reservation
Reservation (R=Receptionist, G=Guest)

O O 2 O R e

Good afternoon, welcome to the TPCU Hotel. How may | help you?
Hello, Id like to book a room.

Certainly, sir. What date will you be arriving?

I will be arriving on September 2nd.

Great. How many nights will you be staying?

Three nights.

How many people is the reservation for?

Just me and my wife.

What kind of room are you looking for, sir?

I’d like to have a double room, non-smoking, please.

Checking-in (H=Hotel, G=Guest)

A. Checking-in

H: Good evening! Welcome to the Central Hotel. What can | do for you?

G: Good evening. My name’s Belinda Springfield. I have a reservation.

H: Alright, Ms. Springfield. Let me pull up your reservation. One moment, please. Yes, here it is. A
single room for two nights.

G: That’s correct.

H: May | see your passport, please?

G: Of course.

H: Ok, thank you. Your room is in Room 503, and here’s your key. And would you like a wake-up

call?

Concierge (Attending the guests)
(C=Concierge, G=Guest)

C:
G:

C:

Good morning, sir. How may I help you?

Good morning. I’d like to send postcards to my friends. Can you tell me how to get to the Post
Office?

Of course. Let me give you a map of the city. Look, we’re here. Turn right out of the hotel and



walk along King Street for two blocks. Then turn left onto Queen Street. The Post Office is on
your right.
That’s very clear! Thank you very much!

You’re welcome.

Guest Complaints and Extraordinary situations
| (F=Front Desk, G=Guest)

Front desk. Marco speaking. How can | help you?

This is Mr. Suzuki in room 203. There’s a serious problem with my room.

Sorry to hear that. What seems to be the problem?

The toilet won’t flush and the sink is clogged.

I’'m so sorry, Mr. Suzuki. I'll send a plumber right away. Is there any other problems, sir?
No.

We'll take care of everything. Don’t worry.

Checking-out (H=Hotel, G=Guest)

@

Good morning. I’d like to check out, please.

Good morning, ma’am. May I have your room number?

Yes, room 1101.

Room 1101...How was your stay, Mr. Morgan?

It was great, thank you.

All right, here’s your bill, Mr. Morgan. The total comes to $480: 3 nights” accommodation
including breakfast, bar drinks on Saturday, and two phone calls.

Excuse me, but this bill isn’t correct. I’ve never used the phone in my room. This must be a
mistake!

I’m sorry, sir, but our record shows that you did use the phone. Would it be possible that your
wife did that?
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| (F=Front Desk,G=Guest)
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