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1. Role Of Reception In Communications
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1. Spoken/Verbal Communication
2. Speak
3. Listen
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1. Filter And Redirect

2. Take Note

3. Take Action

4. Communication Difficulties
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1. Communication In Different Settings
2. The Guest
3. Management
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1. Peers
2. Non -Verbal Communication
3. Neat Appearance
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1. Personal Hygiene
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1. Eye Contact
2. Social Skills
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1. An Attentive Manner
2. Eye Contact
3. Tone Of Voice
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1. Use Of Guests’ Names
2. Written Communication
3. Internal
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1. External



aSla Sl

(Name of Guest)
Address 1
Address 2
Address 3
Postcode

7 March 2007

Dear Mr/Mrs/Ms
| have pleasure in confirming your booking for accommodation

at the Centurion Hotel. The details of your reservation are as
following:

Confirmation number:

Guest Name: MNumber of Persons:

Address:

Telephone:

Arrival Date: ETA/Flight:

Accommodation:

Rate (inclusive of service charge and VAT):

Remarks:

Date: Front Office Managenr:

We look forward to welcoming you and assure you that we are
dedicated to making you stay enjoyable.

Important Notice: Please retain this letter and present it to the
receptionist upon registration. Reservations are held only until
6.00 p.m. unless otherwise notified or the booking has been
guaranteed.

31kl 9555 440l Y-F U<
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1. Telecommunication
2. Making Calls
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1. Answering The Telephone
2. Transferring Calls



o3l & SF

pre]
!

s M el 5 05, ol
l.!_)u.ﬁ)l,jtsAl.o.J)xlbu&ﬂﬁ&m&))@u&dkﬂ)ﬁAK.X{WLMO

"oy 8,5 O

Jobs ol Jolis wledbl ol a8 il xS eles S 1 e5Y wledbl el %
blie Olil ules o)lads 5 3,8 ply S, ol 035 8 ules

A 1SS 035,85 eles sl s 4 1y sael s 4y Sledbl ples Olisebl Jgea sl

8 i ol 058 Geles JalS b S5 L Jol g0 4 1) plag g8 coules plasl I Gy A
018 Jluol Pl BT oyled iply 0aiiSmdlyn pb 0 Gules o)lesd ply w035 8 ol
A8y celo g b ply

S S g e |y p b K

Telephone Message Record
To: Room Number:
From: Telno.:
Message: Date:
Time:
O Telephoned
O Will phone back
O Please phone
Signed/Initialled: 0 Urgent
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1. Taking Messages
2. Message Record



