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HON T 005iciet T A GUEST

STANDARD




ETING

+ Always greet with all guests and employees.
Smile and greet according to time of day,
preferably using the guest’'s name, people would
like to hear their name, never use "Hi” or "Hello”
In greeting Hotel guest.

(Ludn ludn chao khach va nhan vien.Nu cwoi va
|0l chao ludn dung voi thoi glan trong ngay, tot
nhat nén dung tén khach, moi ngwou ludn thich
nghe tén cua minh, dirng bao gid s dung “Hi’
hay “Hello” trong viéc chao hoi khach cua khach
san)

+Example: "good morning / Afternoon / Evening,
Mr Smith or Miss Jones.” Or If guest's name Is
unknown, use “Sir’ or “Madam”.
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+Be courteous to your colleagues as you
would be to guest. Use courteous words
such as:

(Lich sw vé&i dong nghiép cta ban nhw doi
v&i khach .St dung t lich sw nhu |a)

+ Sir Madam”
+"Thank you”
+'Please”

+‘| am sorry”

+‘| beg your pardon”
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m en you are walking or working in the corridor and a

guest passes by, you should stand and step back,
guest:

(Khi ban dang di hay lam viéc & hanh lang va c6 1
ngwoi khach di ngang qua ban, ban nén dwng lai va
nhuwong cho khach)

+"Good Morning/Afternoon/Evening, Sir or Madam”

NEVER fall to guest in your working section even If
you have met same guest ten times already that day:

(dwrng bao glo’ guén chao hdi khach noi lam viéccua
ban ngay ca khi ban gap cung nguwdi khach 10 lan
trong 1 ngay)

Always have a polite smile ready for him/her.
(ludn ludn co nu cwoi lich sy dodi vai khach)
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m our initial greeting, say:

( Sau khi da bat dau chao hai , ludén naéi ;)

¢+ Have a nice day !" or

+"Have a pleasant everning !” or

+"Have good weekend !”

+"Good night I”

+If a guest wishes you first or greets you first, say:

(Néu khach chic mirng hay chao ban trwdce, ludn
nol:)

+"You too, Mr....... or

+"And you, Mrs...... or

+"And the same to you, Sir Madam”.




“emst greets you first with "How are you today?”, say

(Néu ma khach chao héi ban trwdc voi cau “ Ban thi
thé nao ”, ban noi)

+"Very well, thank you”, “And yourself?”

+ If guest greet Is heading toward the elevator and you
are nearby, go ahead and press the elevator button
for him/her.

(Néu khach chao va di vé huéng thang may ma ban
dang drng gan 4o, tién Ién va nhan nut thang may
cho khach)

Example:
+"Good morning/Afternoon/Everning, Sir/Madam.”
+"Are you going down”
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m are making an occupied room and the guest come

back before you have finished, greet the guest and inquire:
(Néu ban dang don 1 phong c6 khach tro va ngwdi khach tro
vé trwdc khi hoan thanh cong viéc cua ban, chao khach va
dé nghi)

+ “May | continue or would you like me to come back later?”
The important thing is NEVER ignore the guest.

(Biéu quan trong nhat 1a dirng bao gi® tranh cai v&i khéch)

+ If it Is obvious that a guest needs help, approach the guest

and say:
(Néu nhan thay khach dang can duoc giup dd, tién vé phia
khach va noi: )

+ "Excuse me, Sir/Madam, may | help you?”
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E a guest should complain about something, Do Not

Interrupt, even Iif you have a reason, wait until he/she has
finished. Then start with an apology:
(Néu coO 1 khéach than phién vé mét diéu gi dé, dirng bao
gi® ngat 1&i khach ngay cé ban cé 1 Iy do dung, doi cho
dén khi khach néi xong rdi bat dau vai mét sw xin 16i)

+“| sorry, Sir/Madam, | will follow it up right away.”

+ Solve the complaint/problem right away. Make sure it
won't happen again. If unable to solve, refer this to your
Supervisor immediately.

(Gidi quyét khach than phién hay mét van dé clta khach
ngay. Chac chan rang diéu do khong thé nao xay ra nira,
néu khong thé gidi quyét dwoc van dé hay chuyén van dé
do dén giam séat cua ban ngay)
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qccepting complaints/criticism, listen attentively

and say.
(Chap nhan sy than phién hay sy chi trich, lang
nghe voi thai d6 can trong va noi)

+ “Thank you for telling us, Sir/Madam. It won't

happen again. I'll speak to my Supervisor about
It. Please accept my apologies.”

Never say: “lt iIs not my fault.”

(Blrng bao gi®r néi “Do khong phai la 16i cta t6i”)
+ Introducing oneself. Introduce yourself with a big

smile:

(Gigi thieu 1 nguwoi nao do. Gidi thieéu ban voi nu

cuwol tvoi)
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i“l\/ly name Is ...". “Just let us know If
there is anything we can do for you.”

+ Or “Call me anytime. | will be very glad
to be of service.”

+When guest thank you, reply with a big
smile and say

( Khi khach cam on ban , tra 1&i véi nu
cwol twoil va nol )

+'My pleasure.”

+'You are most welcome.”
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u«u»“GIad to be of service.”

Do not say: “Never mind.”

(Dwng bao gio ndi: “Bwng l0”)
+ Addressing individual.

(Dia chi cua ca nhan)

+|f possible use his/her name, If not, address
by saying “Sir or Madam.”

(Nén st dung tén cta khach, néu khdong hay
nol “Sir or Madam”)

Never say: "Miss or missy.”
“Address all ladies as “Madam”.
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mressing group of guest. Say:

( Néu 1 nhém khéch ludn néi )
+"Gentleman”

+"Ladies and gentlemen.”

Never say: “Lady and Sir.”

+When a guest checks-out, say

( Khi mét khach tra phong luén noi )
+"Have a nice trip home.”

+"Have a pleasant trip home.”
+"Have your enjoyed your stay here.”

+"Hope to see you again.”




m |e| rng a guest’'s call, say:

(Ludn tra 1&i khach goi bang cach)
+"“Yes, Mr......"” or Sir/Madam.
+ “May | help you”?”
¢+ "Can | be of service?”
Never say: “Yes?” “What do you want?”
(Khdng dwoc néi: “Vang?” “Ong/Ba mudn gi”)
+ When guest asks for something which you are not sure |f
you can provied, answer honestly, say:

(Khi khéach yéu cau 1 diéu gi d6 ma ban khong chac chan
cung cap dwoc , hay tra I&i thanh that bang cach noi:)

+“If you wait a moment, Sir/Madam, | will try to find out.”
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+“l am afraid | cannot say for sure, but | will ask
right away.”

On returning with a positive answer, say:
(Khi trd 1&i 1 céch tich cwe bang cach noi)

+"Sorry to have you waiting. | am pleased to say
we do have ...... ’

Never say : “l don't know.”
“It Is not handled by this department.”
(Blrng bao gi®» néi: “Téi khéng biét”
“N6 khoéng la viéc cua bd phan

nay”)
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myl ou don't understand, do not be afraid to say

always with a smile;
(Khi ban khéng hiéu, dng so, luén ludn noi vai nu
CU Ol )

+"Pardon me, can you please repeat it?” or

+"| am sorry, | don’'t understand, | will refer to my
Supervisor. He/She speaks better English than |
do.”

Never say. “What?” (BDwng bao gio noi: “Cai gi”)
+When guest asks for something you can’'t oblige,
say:.

(Khi khach yéu cau 1 diéu gi dé ma ban khéng dap
trng dwoc, ludon nal: )
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+‘I'm sorry, it's against company policy.” Or

+I'm sorry, | am not allowed to do that. It's
against our rules.”

+‘| am terribly sorry. We are not allowed to
do that.”

+When guest asks you to hurry up, say:
(Khi khach yéu cau ban phai nhanh Ién, ludm
nol: )
+“Sorry to have kept you waiting.”
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m en leaving a room, say:

( Khi r&i khoi phong khach |, luén néi )
+"Will that be all, SirrMadam?” or
+“|s there anything else | can do for you?”
+When giving direction, say:
( Khi chi dan 1 diéu gi, luén néi :)
+"Go straight ahead.” Or
+"Turn left/right at the first corner.”
+"Go down to the Lobby by taking the lift.”

+“Sorry, | am not sure. Would you mind waiting
please? | will find out.”
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m e a pleasant phrase ready like:

(CAc cau lam cho vui ldongluén chuan bj la:)
+'Have a nice day.”

+"Have a good trip and come back and see
us soon.”

+"Hope you enjoy your stay.”

+"Beautiful day today.”

+"Welcome to Omni the Hong Kong Hotel.”
+"Have a pleasant stay.”
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+Always say Don't ever say
( Luon ludn nai ) ( Dwng bao gio ndi )
+‘I'm sorry, | will check  -"I don’t know.”
for you.”
+Pardon me.” -“What.”

+Certainly.” “All right.”  -"Ok.”
+"Certainly, my pleasure.” -“Yes.”
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+Useful sentences which are pleasant to
hear:

(Cau dé nghe hiru dung la:)
+'May | help you, Mr ....7"
+‘|s there anything else | can do for you?”
+Please.”
+"Thank you.”
+"Execuse me.”
+"Pardon me.”
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VERSATIONS FOR

HOUSEKEEPING STAFF
+Greeting

(Chao)
+“Good morning. Sir/Madam.”
+"Good afternoon. Sir/Madam.”
+“Good evening. SirfMadam.”
+ May | help you. SiryfMadam?”
+ A guest’'s name |S Music To His Ears
( Tén nguwoi khach la mét ban nhac dé nghe )
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# Mr and Mrs............... )
+ Master.”
+ Addressing Individual Guests
( Ludn ludn chao khach bang )
+ Sir’
+ Madam”
+‘Miss’
+'Sir and Madam”
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m ressing Group of Guests

(Tén khach)
+"Gentlement”
+“Ladies and gentlement”
+“Ladies”
+"Lady and gentlement”

+EXxchange of greetings

(Thay doi cach chao)
+"How are you today, Mr ........ ?”
+*Very well, thank you. And yourself, Sir?”
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ml wer a Guest’s Call

(Tra 1&1 khach goi dién thoai)
+'Yes, Sir/Madam.”
+"May | help you?”
+"|'ll be with you In a moment, Sir/Madam.”

+"Sorry to have kept you waiting,Sir/Madam.”

+When guest asks for something which you
CAN PROVIDE

(Khi khé&ch yéu cau cung cap 1 diéu gi ma ban
khong thé cung cap dworc)

+ Certainly, SirfMadam”

9/21/2006 Nguyén Thanh Bach




uﬂi llll go and get it right away, Sir/Madam.”

+Immediately, SirfMadam.”

+When guests asks for something which you
CAN NOT PROVIDE

( Khi khach yeu cau 1 diéu gi dé ban khéng
thé cung cap dwoc )

+'Sorry, we have run out of .............
+‘I'm terribly sorry. We don't have .............

+"Awfully sorry, Sir/Madam. We have sold
out ........ ’

+‘I'm afraid we do not have ............
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+When guest asks for something which you
are NOT SURE you can provide

( Khi khach yéu cau 1 dieu gi do ban
khéng chac chan cung cap duoc )

+"If you wait a minute, Sir/Madam. I'll try
to find out.”

+"Yes, certainly. Allow me.”
On returning with a positive answer, say
( Tra &1 1 cach tich cwe luén luén ndi )

+"Sorry to have kept you waiting. I'm
please to say we do have .......... ’
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+Introducing yourself
( Gigi thiéu vé ban )
+My name is .......... Call me any time.
I'm very glad to be of service.”
+When guest thanks you
( Khi khach cam on ban)
+"My pleasure.”
+"You're most welcome.”
+"Glad to be of service.”
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m ~ n| guest apologies by saying "SORRY”

(Khi khach xin 16i ban bang cach néi “SORRY”)
+ That's quite all right.”
+'|t doesn’t matter.”
+When guest asks IF he may take something
(Khi khach héi néu khach mudn lay 1 diéu gi
do)
+ Certainly, Sir/Madam. Let me help you.”
+"Go ahead please. You're welcome.”

+If guest wishes you first e.g "Have a pleasant
weekend.”

(Néu khach chac ban trwdc nhw 13)
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’ul too, Sir/Madam.”

+"And you, Sir/Madam.”
+"The same to you, Sir/Madam.”

+When guest Is embarrassed BECAUSE he Is slow
and clumsy

( Khi kh&ch boi r6i vi cham rai ctia khach hay vung
vé )
+"Please take your time, Sir/Madam. There's no
hurry.”
+When guest asks you to hurry up
( Khi khach yéu cau ban nhanh Ién )

+"Sorry to have kept you waiting. I'll see to It right
away.”
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+On presenting something to guest
(Pwa 1 vat gi do cho khach )
+'Hereisyour ................... Sir/Madam.”
+ Accepting complaints/ Criticism
( Chap nhan thanh phién , phé binh chi
trich )
+"Thank you for telling us, Sir/Madam. |
assure you it won't happen again.”

+I'll speak to our Manager about It.
Please accept our apology.”
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+When you don’t understand
( Khi ban khéng hiéu )

+'I'm sorry. | don't understand. I'll get you
the Supervisor.”

+I'm sorry. | don’'t understand. Can you
please show me?”
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Thank you
for your attention
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THE END
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