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WHAT CHALLENGES
DO YOU THINK

HOTEL PERSONNEL
MIGHT FACE WHILE

DEALING WITH
INCOMING CALLS?

WHAT DO YOU THINK
ARE THE KEY
ELEMENTS OF

EFFECTIVE
COMMUNICATION IN

HANDLING INCOMING
CALLS IN A HOTEL?



M A T C H E S  T H E  S I T U A T I O N
W I T H  T H E  P I C T U R E S put calls through for

restuarant bookings
1.

take room booking2.
put calls through to
guests

3.

deal with manager’s
calls

4.

take messages5.



W O R K I N G  I N  F R O N T  O F F I C E :  
L I S T E N  A N D  U N D E R L I N E  T H E

C O R R E C T  A L T E R N A T I V E

L ISTEN ING

Caller 1 wants to book a room/speak to a guest.1.
Caller 2 can’t speak to the manager as the line’s
busy/ he’s not in his office.

2.

Reception takes a message to say the manager is
late/ Mr Cole is late. 

3.

Caller 3 wants to book a room/table.4.
Caller 4 asks for room 256/296. 5.
Reception tells him there's no answer/the line's
busy. 

6.

Caller 5 for room 745 leaves a message on
voicemail / says he'll call back. 

7.

Caller 6 for Mrs Perez is told the phone is ringing/
the line's busy.

8.
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Can / Could | Would you like to | I’ll  > offer help

Can I help you? 
Would you like to speak to the maneger?
I’ll put you through to the reservations.  

C A N  /  C O U L D  /  W O U L D  / W I L L



I’d like to / Can / Could  > offer help

I’d like to book a room.
Can you ask them to call me back?

C A N  /  C O U L D  /  W O U L D  / W I L L
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SPEAK ING

PICK 1 NUMBER. HAVE A CONVERSATION WITH THE
TEACHER IN FRONT OF THE CLASS


