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The role of the front desk (reception) in the hospitality industry
involves handling various procedures from the moment guests
arrive at the lodging facility until they depart. It is considered
the "face" of the facility, responsible for ensuring that guests
have a pleasant stay from check-in to check-out. This role is
crucial for the guest's overall experience and the impression
they have of the lodging facility. Therefore, it is essential to
master proper etiquette (such as the use of polite language) to

carry out this important duty effectively.
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Guest Assistance and Information Services within the Facility T L
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Check-out and Billing Operations at Front Desk
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Reservation Management Check-in Operations Guest Assistance and Information Check-out and Billing Operations
Services within the Facility
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Reservation management involves handling customer inquiries regarding bookings,
accommodating requests for cancellations or modifications, and managing reservation

information to ensure that customers can stay at the lodging facility as planned.
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Reservation Management Check-in Operations Guest Assistance and Information Check-out and Billing Operations
Services within the Facility
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How to manage an inquiry regarding booking
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checking Information of guests
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cancellation, arrangement, etc.
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Reservation Masagement

A TR OADE~DKIE How to manage an inquiry regarding booking
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How to manage an inquiry regarding booking
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When receiving reservation inquiries via phone, email, or website, it is necessary to
check whether there are available rooms for the requested dates. If no rooms are
available, the customer cannot
make a reservation. The term "full"
refers to when no rooms are
available, and "vacant" refers to

when rooms are available.

It is common for customers to inquire about the rates and services listed on the lodging
facility's website or advertisements. It is especially important to have a clear

understanding of the following details:
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Reservation Management

A TR A D E~DKE How to manage an inquiry regarding booking
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Price details

when staying in lodging in Japan, guests are usually charged for accommodation tax, bathing tax and
service charges.
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Detail of service
time of Check-in, Check-out, etc.
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Room types

For example, single room means a room a single bed, twin room means a room with two beds, etc.
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Every detail of room plans that the lodging offer

Some room plans may include dinner/breakfast or optional services. There is day-use plan as well.
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Views that guests can see from room, detail of every meal
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Local culture and Information about local events
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Reservation Management
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checking Information of guests
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When accepting reservations from customers through phone, email, or website, it is

necessary to ask for the customer's personal information and manage it appropriately.

mya H the date of stay
K4 full name
Lt ppl 5 contact information
@f %% h b il addres
i phone number, email address, etc.
BT A—NVT FLARE
E VAL number of people who stay
AN means of transportation
N Ju
Li‘ﬁx X how does the guest get to the lodging /
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By confirming these details, you ensure that the guest will definitely arrive on the
scheduled date (preventing no-shows) and can make the necessary preparations to

provide the best service and care for the guest during their stay.
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Reservation Management
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cancellation, arrangement, etc.
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If a guest wishes to cancel their reservation, the guest must pay a cancellation fee in
accordance with the cancellation policy set forth in the accommodation’ s terms and
conditions.

Additionally, various inquiries may come through phone, email, or the website, such as
adjustments to reservation details or inquiries about lost items after check-out. In any
case, it 1s important to verify the reservation date and the name of the person who made
the reservation to accurately identify the guest making the inquiry and provide

appropriate assistance.
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Check-in Operations
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Check-in procedures refer to the tasks performed at the front desk when a guest arrives
at the accommodation. This includes confirming the reservation details, processing the
check-in, handing over the room key, providing explanations about the facilities and
amenities, and offering guidance to ensure the guest can stay comfortably and confidently.

The goal is to make the guest feel welcome and secure during their stay.
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Main Duties at Front Desk
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Check-in Operations
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appearance, attitude, posture and polite language
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confirmation and detail of booking
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Room Key Handover, Facility Explanation
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Checkin Opeations
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appearance, attitude, posture and polite language
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Check-in is the first experience a guest has upon entering the accommodation. Therefore,
it is important to create a positive impression by maintaining a neat and clean
appearance, using proper posture, and speaking with polite language to ensure the guest

feels welcomed and valued.
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Checkin Oy
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B. FHINZE DORERE confirmation and detail of booking
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When checking in, receptionists need to confirm that a guest’ s booking has been made

correctly and check the details of the booking. The key points to confirm are:

% : ‘} ‘i %gﬁ,‘f] D ﬁ,ﬁb@i — Confirming guest's booking
o) %:1‘% D & % — Guest’s full name
ST N Number of people booked
SFHD v Room plan
RERDHY T
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Additionally, for foreign guests staying at a Japanese accommodation, it is required by
law to take a copy of their passport and keep it for a specified period. Receptionists

should ensure they remind the guest to present their passport for this purpose.
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Checkin Opeations
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» AT v t‘ov\

C.v—H¥—DiJE L. AN 237 © 030

Room Key Handover, Facility Explanation
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Once the booking details have been confirmed, the receptionist will hand over the room

key and provide explanations about the facilities and amenities. During this process, the

following points must be taken into consideration:

*To prevent the guest from getting lost in the facility, clearly explain how to reach their
room, the locations of other usable areas, and the times these areas are available for use.
*Additionally, it is important to explain the locations of emergency exits and evacuation

routes that may be needed in case of fire or natural disasters.

*The usage times for the guest’ s room typically fall within the check-in and check-out

hours set by the accommodation. While these times vary depending on the facility,

check-in is commonly around 14:00 or 15:00, and check-out is typically 10:00 or 11:00.
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Customer Service and Information
Provision within the Facility
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Even after check-in, reception staff must continue to assist guests in ensuring they have a
comfortable stay within the facility. During their stay, guests may inquire about not only the
amenities within the facility but also nearby shops and other external information. Therefore,
it is essential to possess a broad knowledge base to be able to respond to a wide range of
requests.

In addition, to ensure that all areas of the facility, including guest rooms and public spaces,
are properly prepared and that staff are positioned correctly, it is necessary for receptionists
to understand the tasks being performed by departments outside of the front desk. This

knowledge helps ensure that all guest needs are met seamlessly and efficiently.
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Mam Duties at Front Desk
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2. TR

Guest Assistance and Information
Services within the Facility

————— A BN TIT S AR
Telephone Communication
within the Facility
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Other Tasks the Front Desk
Should Be Aware Of
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C. BET ORI
Guest Room Interaction
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A. fENTAT 9 EBEEXHIE Telephone Communication within the Facility
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Telephone Communication within the Facility

fuEubo) Thb AN )

:J‘o‘i’é’.:ﬁf)):(quﬂ_7ﬂ Eﬁ'ﬁ?‘)’f)of’r Ci\ uELfL‘ Wﬂﬁ’ﬁﬁ‘z‘mb@‘f“

(>

2. o5 twos < hiEd & ')/L*?b’ g9, 7o, io‘%’f%k@ ’%@J%Ff—'%(:li\ 'JZ‘T\
ﬁgﬁﬁfﬁ%@ofﬁgﬁﬁ%@%ithiT

usuhe ) Lk bw)bA Thb

it"mf¢@k%ﬁ#%ﬂ@@%6%% BE( FANV—LH—ERADFEL P ES
fxi%% . THEXNECERZO S b SHELNE R B OET R E LT, Lo b

CwirdH

AT 52 L HWEETT,

Y

When receiving a call at the front desk during a guest’ s stay, it is important to speak
clearly and slowly so that the guest can easily understand the conversation. Additionally,
when ending the call, always ensure that the guest has hung up before you disconnect
the call.

If a guest places a room service order via telephone during their stay, it is crucial to
confirm the order details by repeating the request to avoid any mistakes. This ensures

that the guest's order is accurate and that the service provided meets their expectations.
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Other Tasks the Front Desk Should Be Aware Of
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The front desk should be aware of the various operations happening within the facility,
so that they can properly guide guests and provide the necessary information. At a

minimum, the front desk should have an understanding of the following tasks:
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Doorman Duties

The doorman greets and bids farewell to guests at the entrance.
When greeting a guest, the doorman should guide them to the front desk.
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Housekeeping Duties

Housekeeping is responsible for cleaning the rooms and public areas. In addition to cleaning,

they also set up amenities and ensure that the room is ready for the guest.
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Nakai Duties (Ryokan Only)

At ryokan (traditional Japanese inns), the nakai is responsible for general guest services,

such as guiding guests to their rooms and serving meals.
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Restaurant Duties

Restaurant staff are responsible for serving meals and beverages in the facility’s dining area.
Frob
e AV Iy 1 ¥
EEXE-F1 POTE AL Hh DN [ Lozl LEn

5 B - Bl L KL% & 5 - B O O RS HHR AL TR0 2 B+ 2 BT A 3 B

Lol LED

§1E§ﬁfh‘ BILnE<, ’J\é&fﬁ(ﬁﬁ%nff d7na s bh 377;1'/’/“1%3‘%%’%5]‘%[,?“Zﬁr‘%a?‘?“%(
HYi¥

Concierge Duties
Concierge staff provide guests with information and assistance related to both the facility
and the surrounding area. In larger establishments, there is often a separate concierge department,

but in smaller accommodations, the front desk may also handle concierge responsibilities.
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When responding to a guest's request, it may be necessary to enter their room to deliver
amenities, room service, etc. In such cases, you must always knock on the door or ring
the doorbell and wait for the guest to give permission by saying "Please enter" before

entering the room. You must never enter the room without the guest's consent.
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Checkout & Accounting Services
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Checkout and accounting services involve the procedures and settlement of payment
when guests complete their stay and are ready to leave. It is important to proceed with
the process smoothly so that it does not affect the guest’ s plans after checkout, ensuring
that payment is made accurately and without any issues.
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Mam Duties at Front Desk
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Reservation Management Check-in Operations Guest Assistance and Information Check-out and Billing Operations

Services within the Facility
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Verification of In-House Services
and Beverages
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Accounting
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Verification of In-House Services
and Beverages

B. /i\ﬁ%‘ Accounting
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Verification of In-House Services and Beverages
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In-house services, such as beverages, room service, massages, and other services not
included in the accommodation plan, are referred to as "in-house use." The availability

and details of these services are confirmed with the guest at the time of checkout.
A
B. 2% Accountig
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The accounting or cashier duties involve issuing an itemized bill that includes charges
for in-house services, accommodation fees, service charges, taxes, etc., and presenting it
to the guest for payment. After payment, a receipt is issued and handed over to the
guest unless they explicitly state that it is not needed. There are various payment
methods, and care should be taken to ensure there are no errors in the billed amount.
In Japan, it is customary not to accept tips, but a service charge may be included in the

accommodation fee or billed separately.
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1. M2 Planning Work (Marketing)
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The job involves creating new plans and events that will delight customers, such as
accommodation plans, day-use plans, and lunch buffet plans, by leveraging the services
provided by the lodging facility. In doing so, it is important to correctly identify the target

customer group, understand their needs through marketing, and design appropriate plans.

Lw <l LRARKAD O
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Accommodatlon + local Japanese cultural experiences*

ER RO )
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Targeting inbound tourists from overseas

1“‘5“ i ai“ Lw <ixg ga Ta Ll
For example: (RIS RS iﬂ_’.ﬁ@ﬁﬁ zT s 7"’1}@?5’]@$—’

Accommodation + healthy meals using local ingredients —
o . T
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'Targetnlg Vegetarlan and vegan customers
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Suite room accommodation — Targeting affluent customers
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Here are some terms to keep in mind for planning work.

<

128
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1 Night, 2 Meals

This is an accommodation plan that includes dinner and breakfast in the room rate.

It is primarily offered at traditional Japanese inns (ryokans).
RNyR&TLvo77—Ak (B&B)

FOREOFCHADAG I NTOBENT 5> ©F, LhsrvolisgsnTo £+

Bed & Breakfast (B&B)

This is an accommodation plan that includes only breakfast in the room rate.

It is primarily offered at hotels.
- EH

LR s 2 LA

LY Lw i

I C AR T 2 B oM LA 1R L & T A R i
TEAMAENHY T
Consecutive Stays
This refers to staying at the same lodging facility for two or more consecutive nights.
Consecutive stays may offer discounted rates or special benefits.

VA=AV

LA F ke Lr(¥E2Lw B LYED HET Lo lXATS
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Lw @ LE L ¥ A £

{CERIEN/ T fi%w@?ﬁb%??béhfwi?# TR % o 1R A7 T O
BEERHMT 5 2 L bTHET
Walk-In
This refers to visiting a lodging facility and utilizing its services without a prior
reservation. While advance reservations are generally recommended, facilities may
accommodate unexpected guests if there are available rooms.

‘EhE
—C2OHMA R+ 5 ko i b s 2HERL . FHI Y b LELSNE S
Ldbdh :d
Deposit
This refers to an amount of money paid to guarantee the use of services.

It is sometimes referred to as a "deposit" in written form.
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Direct Booking

ZLTY,
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Direct booking is the process of directly negotiating, booking, and signing a contract
without the use of travel agencies, OTAs, or other agents. The advantage for
the facility side is the reduction of commission fees.

- OTA
Online Travel Agent @ﬁigiéé’@‘fo 4 2= v b 75?51\ L Tﬁﬁﬁ%%@“ﬂ‘— v A %’?%Tﬁ‘f
BA Y54 VHATREED 2 L TF
OTA (Online Travel Agent)
An abbreviation for Online Travel Agent, OTA refers to online travel agencies that offer
travel products and services via the internet. Lodging facilities typically pay a commission
fee to OTAs, which is generally around 8% to 15% of the sales revenue.

*FIT
Free Independent Traveler DMzETH v . HELBEARTE 215 L £ 4. ECHRITICR
Eey 7 — v — g — 5t 3 v 7 — 5y r— O RHFET. HARITO 7S > % 1F
0. B THECTET AT A 24 v RdRL T,
FIT (Free Independent Traveler)
An abbreviation for Free Independent Traveler, FIT refers to travelers who plan their
trips independently, without relying on tour packages offered by travel agencies or tour
operators. This travel style allows individuals to create their own itineraries and explore

destinations freely at their own pace.

cHLFEZVITSLIVY
BENO TR R E A O 2SR U T, BNEA0mROME 2 &S Lz
e Lm0, EiiEaolGs. Flizis ks <35 moofi

Dynamic pricing

Ab e (

A

Dynamic pricing is a pricing strategy to maximize revenues and profits by increasing or
decreasing the price of a room at an accommodation facility according to the availability

of rooms and reservations by customers.
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All-Inclusive

An all-inclusive plan includes all service costs within the accommodation fee. These plans
often cover beverages, light snacks, and activities, providing guests with a comprehensive
and hassle-free experience.

- 1) l:° —5—

izl R L2 EH DY, 2O%EMEEPER YL SR T O bR
DIt %TB L

Repeat Guest

A repeat guest is a customer who has previously used the facility and continues to return
for additional stays.

Repeat guests are often loyal customers who value the facility's services.

- BRfENsE
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OCC (Occupancy Rate)

An abbreviation for Occupancy Rate, OCC measures the utilization of rooms in a lodging
facility. Facilities located in tourist areas tend to see higher occupancy rates during peak
seasons, such as long holidays and Golden Week, and lower rates during off-seasons.

The occupancy rate is calculated using the formula:

(Number of Reserved Rooms + Total Number of Rooms) X 100

Example:A facility with 100 rooms, of which 70 are occupied, has an occupancy rate of 70%.
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ADR (Average Daily Rate)

An abbreviation for Average Daily Rate, ADR refers to the average revenue earned per
occupied room. It is calculated using the formula:

Total Room Revenue + Number of Occupied Rooms

ADR is a key metric used in revenue management strategies and performance evaluations
for hotels.

A high ADR indicates the ability to sell rooms at higher rates, contributing to increased
revenue.

A low ADR may signal an imbalance between supply and demand or an ineffective pricing

strategy, potentially leading to reduced profitability.
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RevPAR (Revenue Per Available Room)

RevPAR represents the revenue generated per available room and is calculated using

the formula:

Occupancy Rate (OCC) x Average Daily Rate (ADR)

Setting room prices too high may decrease bookings and lower occupancy rates,

while reducing prices to increase occupancy may not lead to higher revenue.

To assess the operational performance of a lodging facility, consistently monitoring
RevPAR is essential. Adjusting both occupancy rates and average daily rates appropriately
is key to maximizing revenue and ensuring effective decision-making.

LRZa —7*9 b 9%

R 11 a2 @@%%‘Hﬁ;u L. & bahsnyes ﬂﬁ%‘ﬁ%ﬁd‘ BN KEOMiEE Y ba—
NFBIETT, AT VERCHEERL Y. EERROBE L CEETERHSRTU T
Revenue Management

Revenue management involves strategically controlling room prices to sell
accommodations more efficiently and maximize profits. This approach is commonly used
in industries like hospitality and aviation, where inventory cannot be carried over.
Accurately predicting peak booking periods requires analyzing historical data and market
trends. Effective revenue management ensures optimal pricing decisions and

revenue optimization.
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Public relations involves the work of disseminating information about a company's
activities and products, such as the lodging facility, to various stakeholders (travelers,
business partners, shareholders, employees, local residents, etc.). By sharing information,
the company can build a better relationship with these stakeholders and increase their
understanding of the company. This not only enhances the company's value but also
helps in spreading awareness of the company to a larger audience.

In terms of attracting guests to the lodging facility, it is important to communicate the
facility's strengths and appeal to customers. By clearly highlighting what sets the
facility apart from others, you create a compelling appeal for customers. Utilizing social
media platforms, which allow many people to see the content, and using the facility's
website to communicate directly with repeat customers are important tools.
Additionally, customer-generated content, such as reviews, is a powerful tool for

attracting new guests after they check out.
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Managing the Company Website
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The website is a platform for communicating information about the lodging facility. It is
essential to regularly update the site to ensure that the most current information is
available to customers. Additionally, it is important to provide key details such as
accommodation prices and facility information that customers may need when making

reservations.

CHITHA RDTHA D EFENDT S
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Website Design and Usability

Create a website with clear navigation and layout so that customers can easily find

the information they need.

LE2L0 x5 & Cw

- R IEH DTS
MikE. FEORM. BRORM. K. 72 HEL L.
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Comprehensive Information about the Facility
Provide detailed information on accommodation fees, room amenities, facility features,
maps, access routes, and nearby attractions, covering all the details that customers may

want to know.

- EEPEIEDER
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Utilizing Photos and Videos

Post appealing photos and videos of guest rooms, common spaces, and surrounding

landscapes to capture customers' interest.
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Implementation of Online Reservation System

Implement an online booking system to make reservations easy for customers.

This allows customers to book according to their schedules. Additionally, by booking
directly through the website, without the need for travel agencies or OTAs, you can
reduce commission fees. The most effective number of plans to feature on your own

website is between 6 and 15 plans.

BRIV YV BEL (SEO)
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Search Engine Optimization - SEO

To improve your website's ranking on search engines, focus on using appropriate
keywords and enhancing the quality of your content. SEO efforts will help increase

your site's visibility, drive more organic traffic, and ultimately attract more potential

customers.
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Collecting Customer Feedback

To understand customer satisfaction with rooms and services, it's essential to regularly
collect feedback from customers. This will help identify areas for improvement and

ensure that the services provided meet or exceed customer expectations.

TuETx

E%MEE%tX/TT/Z

BEROWRPEE, * v v <= AL E 2B v 77— b L. 92794 b0
Ay FFrARITCE T,

Regular Updates and Maintenance

Regularly update the facility information, rates, and promotional offers, and perform

website maintenance to ensure the content is current and the site operates smoothly.
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Effectively utilizing social media (SNS) for the accommodation facility helps strengthen

communication with guests and build the facility's brand.
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Content Strategy Plannin
It is important to carefully plan the content shared on SNS. Providing valuable information
for customers is key, such as attractive photos and videos of the facility, local tourist spots

and event information, as well as promotional offers.
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Regular Posting

It is important to post regularly. Posting several times a week to daily is common,

but it is crucial to understand the right timing that suits your facility and target audience.
A2 —2avhOiEkit

BEMD COBEMP AL NIRRT CIUREL, 232274 PERLS €32 LHEETT.
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Activation of Communication

It is important to promptly respond to customer inquiries and comments to keep the

community active. Additionally, actively commenting on and liking customers' posts helps

to stimulate communication with them.
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Collaboration with the Local Community

It is important to collaborate with local tourism associations and businesses by tagging
each other’ s SNS accounts and conducting joint campaigns. This helps to promote and

boost tourism for the entire region.
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Leveraging User-Generated Content

It is important to actively utilize photos and reviews shared by customers. By encouraging
content contributions through hashtags and specific campaigns, you can engage customers

and increase the volume of user-generated content.

KAt

- S e E

SAEE 9 Tw T3

SNS D — v %?%llﬁﬁ L T. SNS ’C@%’xfn@xb%%‘? |7 — QB %

NAEE TAah el

ST B L HEETT, 2OMBIRSOTHIKELVRL DL L,

£ 0 A)EM% SNS OFEM % s L £ 7.

Analysis and Improvement

It is important to regularly analyze the effectiveness of posts and the behavior of followers
using SNS analytics tools. Based on the results, adjust the strategy to improve it, aiming

for more effective SNS management.
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Greeting is the foundation of customer service. When you greet customers, it allows
them to have a pleasant stay. It also makes the person greeting feel positive and
energized. When greeting, make sure to do so with a bright, cheerful smile, with a
voice that can be heard by the other person. Look them in the eye and put your

feelings into the greeting.

o s wl

BET 35 A THATEPRUREOU VAL EDE L 2h AL 27,

Here are some greetings that you should remember when greeting customers.

TS ULPWVWEE,
BEMAETNV - REEIZ 0L o Lo ol L2 M5 U IRIES L Siofliv 4
Welcome! llashaimase

This is used when a customer arrives at a hotel, ryokan (Japanese inn), or restaurant.

IHOhRESTETNVWE LT,
SRR RIS G BRD O, LR F 5k G Y Sk I B G £
Thank you very much. Arigatou-gozaimasita
Used when a guest leaves a hotel or ryokan, or when leaving a restaurant.
cTEW, DLZFEDFHUK,
BEMO SERG A 6 MBI £ T
Yes, | understand. Hai, Kashikomali-masita

Used when responding to a customer's request.
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Sorry, sir. Mousiwake-gozaimasen

Used when apologizing to a customer for something you have done or when a customer
complains. (It is important to first apologize to the customer and then immediately report
the situation to the person in charge of the team.)
CTRAADETH, -+ - ¢ oy

BERCC 0o o rB T 2RO X T, A FRRAD £, 2506 T
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I’ m afraid that/to:-- Osoleili-masu-ga, ---..

This is used when asking the customer for something. For example,

“Excuse me, could you please wait here?

- TBEREWLE UL

BEREN O OIMBTHERE LTS > fio 2T

Thank you for your patience.

Used when you make a customer wait for some reason.

THABEECEEL (FB),
SRR BRI LTLEOBAMu L+, faE (202,008 mHb 0L 4
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Please wait a moment.
This is used when you make a customer wait for some reason.
For example, “T'll bring you the [something] now, please wait a moment

TRALLET
DEROBIREP LA N5 YO F — TN EIZ S hhio el &7, 2RO LR
LARS L DF— TN Eh G EER B
Excuse me.
Used when you go to a guest's room or a table in a restaurant, or when you leave

a guest's room or a table in a restaurant.
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Here are some greetings that employees should remember when working

at a lodging facility:

HBBICIE, TBIRESTEVNET) EEVET,

When arriving for work: " & id & 5 T8 3 4 " (Good morning)
CREIRSE, TREICKILLET) EEVET,

When leaving work: " &26125:4L L £ ¥ " (Excuse me, I m leaving)
CBETEAANE. TBRNEETLR EEVET,

When someone else leaves: " NS F TLZ"

(Thank you for your hard work)
REICABEE. REICADET) EEVET,

Before taking a break: "fA#IZA Y 27" (I m taking a break)
*fo. REBATTEAEREIER. EFIC 'SA EDWT TOOTAI ERVET,
Also, when addressing colleagues, it is important to use their last name
with the honorific " & A " (e.g, "OO & A "), showing respect and maintaining

professionalism.
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Greetings are the foundation of customer service. When you greet a customer, it
helps them feel comfortable and enjoy their stay. Additionally, those who greet
others will also feel good about their work. When greeting, make sure to:

* Greet with a bright, cheerful smile

» Speak with a voice that can be clearly heard

* Make eye contact with the other person

* Greet them with sincerity and warmth

By following these basic principles, you will create a positive impression and provide

a welcoming service experience.
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When serving customers, maintaining the correct posture and bowing is crucial.

The key points for basic posture are:

ﬁTL

. EHEHET
Keep your back straight
. BIEESIE. BREEIL
Tighten your core, and gently lower your chin
« BODDEEDIFT, DEXRDULEAGS
¢ Keep your heels together and slightly open your toes

Oﬁpbﬁﬁi E&D¢¢T®u§TE¥EkaTE<Eh%
(S E IR F 7T %)EA‘)
Relax your shoulders, and place your right hand lightly
over the lower part of your stomach

(for men, it's acceptable to lower the right hand naturally to the side)

LA

-EMEEFT\&Eﬁkuﬁﬁﬁmhnm
Maintain a natural expression and always offer a smile

to the customer

42



%122 0 T Customer Service

LUy

S BET A EMCNEr ETONS L FTF, SEMOBE L H R L,

%@fﬁt FLERLET., LLEL lih\<0b$§*ﬁ7‘r26‘9 3T, eNThoLLs%
RO SR LARECT,

Additionally, bowing is a way to show respect to customers during service. You

should make eye contact with the customer while serving them, and then bow

afterward. There are different types of bows, and it is important to use each one

appropriately depending on the situation.

<:> é%%ﬁ 5% b b AU S B ﬁ$¢®x%ﬁ®7 —Tn ;
i TS Aot F— Tk b B BT
Bail o3
-f"] 15° l{lj 1;@\ Used when passing by a customer, visiting the

Lean forward about 15 table of a customer who is eating, or leaving the

table.

B ,\c 50w
Hram£L
Normal bow s iz a2 Lo L LT, Hi4 283

%&%L T b f £

salute Most commonly used when welcoming guests

and in various other situations.

#J 30°HiftH
about 30°forward tilt

OF 1 ¢ N ———
&L x%ﬁﬁ~%b® IR D T AR R

Most respectful n‘o‘ﬁ;UT 2 H%Zﬁ ¥y @L‘ 3+

bo
W‘ Used when seeing customers off when they
1 45°Hij leave, apologizing to customers, etc.

Tilt forward about 45°
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Speaking with Customers

ﬁ‘a?%( ERR (R 9As » Iz

3. ? @ E{Z}f@ nﬁ L 7.:7 Speaking with Customers

LR R XS ER Hhlw e

BET B z@ﬁ@ﬁ%%f T AR CTRNLED T B I EAAUTT

%7 30‘?:.‘4‘3%0) L) SIA M Hol b LTH, ‘J‘((io‘[iﬁb?‘%@fiiﬁ( oL

P ADH BATZA

f’%#o‘%zﬁk%@‘)?lx]\ Hfﬁz.f?é@ﬁ%z.é k. %L’C%O)izﬁfﬁt#lliﬁﬁ’fif
Zﬁﬂmi_l:—ll *H KT 52 k?‘)ﬁ%f‘i‘

LEREL B LRI, B F kL LSS h O THET C LAY TT. &

kAT IR o sel TE¥"D (SRR ]

oo HASECRMEL OO bOPH Y . BRELPEET BRI, EE R M S LT

foo€o

[he e

FHUEF, BEECR3EHEAY. 200 RECS T BBENHY T,

When interacting with customers, it is important to make eye contact, speak with a
smile, and guide them courteously. Even if a customer makes an urgent request, rather
than immediately declining, it is important to consider how to respond to their request. If
you are unable to make a decision on the spot, consulting with a supervisor is essential.
When speaking to customers, it is crucial to use clear and upbeat language. In addition,
Japanese has a specific system of honorifics called keigo, which must be used
appropriately when serving customers. There are three types of keigo that need to be

differentiated:;
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HEOARES L O IBHF LONE 505 VTR Taab 2R L 2T
- /-Hl 335_ Respectful language used to show respect to those of higher status, such as
g/@i ED superiors or customers. It expresses the intention of elevating the other person.
. Example:
SOnkelgO 1T 13 (ikareru) - "to go" (respectful form of 47 ¢ )
W6 L% 5 (irassharu) - "to be, to go, to come"

(respectful form of \* % ,47< , k%)

A0S L THTF R L THER£L 2T

3] A C I 3

SN e xa r Humble language used to show humility by lowering oneself and elevating
Dﬁ (IZsgsim| the other person.

K en j Ou go Example:

H L % (moushiageru) - "to say" (humble form of & 9 )
fil 5 (ukagau) - "to ask” or "to visit" (humble form of [ { and 17 ¢ )

hrdh hrhA

[ZORIEE O LOTT ) TR~ TE 2 5] R ED LS CHERE [T
ERAIEC S AR T cUNER (2 Tigs TR P = (SIS
o) wfty, BeELE TEC LRy RL &

':_u'T\’E‘:ﬁ Polite language used to show respect and maintain a courteous tone in
%g‘ ﬁl:l everyday situations. This includes using "desu/masu’ endings and honorific
Teinei 20 prefixes such as "go-" and "o-" with nouns.
Example:
Z DR IZEH VLW TF (Kono ryouri wa oishii desu) - "This dish is
delicious."

218 (goshukuhaku) - "your stay" (honorific form of 8711 )

Mastering these three forms of keigo is essential for providing excellent customer service and

maintaining professionalism in the hospitality industry.
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Specific Customer Service Methods

Lew < Leo [SEE3S 3 ATL

AR T SRR SRR Fﬂiofﬁ#ofﬁjkﬁﬂtfm%f<-kﬁwéé
%Tbb\%®E®E%%%EiEAEhTéT‘E%%%?ﬁ: #%£f¢ x%ﬁ
AL TOLD I b o mERPF—C A (HATE [$6THL] LEVET) 2L
vt A,

In accommodation facilities, the most important goal is to ensure that guests feel
satisfied and say, "I’ m glad I stayed here." To achieve this, employees must always
provide polite and attentive service. It is essential to offer heartfelt hospitality and
service to guests, a concept known as "omotenashi" in Japan. This means not only
meeting but exceeding the expectations of the guests, making them feel valued and

cared for throughout their stay.

BEORIETHH % O < Db TR L £ T

Here are some customer service examples:

DHEMPENTIAES RTO T OBRAR. TANSELTLESH EHEHT
LET,
If a guest seems to be looking for something in the facility, kindly ask,

"Are you looking for something?"

Lo LE2Luw ER -3 4 HAL G CEODEAIE) 9

DEARBHNTEERE TENT 2L, 2~ 35, ERAE SEROSRICEDE
BH5 b HEFT,
When guiding a guest through the facility, walk 2-3 steps ahead on the left front,
matching their pace.

@R L T B, BRRYH AT 3 § T—E5IEE > TRRULET,
When passing by a guest, stop and bow until they have passed.

DHEHCITEED 6 N, TRROTSEVETH SEEELET,
When a guest calls out to you, respond by saying, "May I help you?"
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@30‘%1%7‘3‘ b io‘i‘ﬁ?‘r h L 7‘"%11%% 25 & ’C@ ‘3} 3. Tﬁhﬂybﬂb\’élb\h‘ﬁgim
X¥TH ?%'.F'E LET,

When carrying a guest’'s luggage to their room, handle it with care and bring it to the
room carefully.

ORI % > THERCEENE T 205012, FOOSEECAT 4 F0EE232T
ZEMLET,

When giving directions with a map, hold your hand palm-up and align your four fingers to
guide them.

@n— 2% — & SRR G EFES S RCEAOAAICAF CTHETHELLE
ER
When handing over the room key to a guest present it facing them with both hands.

@R UEBTHNT L ~— % — 2T 2 B3, BeBEHREEELET,

If you must use the elevator in the facility, always prioritize the guest.

@5) 77 ) MG, Tk 2R L E RS R E LT, BTSRRI
WELTHESSLHIIT bOTT., 202 L aFIsLTHERITV £ 7.
Barrier-free services should be provided to ensure that everyone, regardless of disability,
can have a comfortable stay. Keep this in mind when serving guests.

OHOFOLERLEDIIazr—as kL 201, SEREAOSIEADETH
BLET, 2 HHOTOBEREN G o Lo 2T, K THEAMRT B2 < —

FTEALET.
When communicating with a guest in a wheelchair, adjust your posture to their eye level.
Also, when a wheelchair-bound guest arrives, guide them to a parking space close to the

facility that is spacious.

L2 Ly dai ERRE T &

DRI D b 3 L HEMP RIS W3, AMSFEVHIEESZ EHNRVD, &
EROEEHSHENTELET.
When a guest with a visual impairment arrives, ask from the front if there's anything you
can assist them with.
DHEoCEEOREMEHH LA b5 2106 L, SREASRIEEAD O
EWEICCERLET.

When a guest with limited mobility (using a cane) comes to the restaurant, offer to guide

them to a seat near the entrance if they wish.

47



%1220 T Customer Service

4 BRI T e Fik
Specific Customer Service
Methods.

BEEEEDH 3 5HEH 700 Mo s L, FEPSESGEALTHBLES
When a guest with a hearing impairment arrives at the front desk, communicate using
sign language or written notes.

DRENN—LE—BENTLE o THRIANLE WEERIML T, BERES LS
HOERE U THEE AT LTREBIFE T,

If a guest forgets their room key and cannot enter their room, confirm their room number
and name, and escort them to unlock the door.

® {k (Lt/)

GiEhER L LT, $¥ﬁ®ﬁﬂﬁ%m®5&%%Téf

%Z.Tu*jrbilb\b‘bjéj twsH 2t %HBT j:lflﬁ= L%,

To improve guest satisfaction, teach your subordinates to "always consider and respond
to the guests' needs."

Lw<li<Lt’7

ARG ST S F A RS 03T, BN, RENENAORE LR
BEDHHTET S 2 L w gtk e mw s LTRETT.

Since hotels welcome multinational guests, it is essential to always understand and respect
cultural and religious differences in order to enhance guest satisfaction

M hERD-—X%
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Telephone Handling

T hAblun)
D. 8 nﬁi’j‘m Telephone Handling

%ﬁ%“f@mfmak TR e THA LB h > TS 3+, =5 LI

Ts¥- u~AL T/n‘ft‘ii

B CHET 2 2 L b KERECT, BEMEOKA > b i

When working at a lodging facility, you will receive various calls, including reservation

inquiries. It is crucial to handle these calls appropriately.

Key points for telephone etiquette include:

AR AN AT L ETHA R L T

Prepare a notepad and writing tools before answering the phone.
ARG 2 TARS

Introduce yourself when answering the call.

WA K CHOE, HTOAN (%) 2HAT 2

Confirm the caller's name (or company name) when transferring the call.

LA

ER RS O O, HEAZER B ORHEREL Th o, DR E

For calls from customers, make sure to wait until the caller has hung up before placing
the receiver back.

\: ET\TO

These steps help ensure professional and efficient telephone communication.
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Handiing Complsints (Grievances)

> A

6. 27 v — 2 (EE) i

Handling Complaints (Grievances)

EHRAS TECORPAD THEL TORELTH, B rv—2a () i L 4
T, s —LWEDEAL ¥ b
Even when a lodging facility provides attentive and heartfelt service, complaints are

inevitable. Key points in handling complaints include:

3. RS C L R BEOT S
Apologize first for causing any discomfort to the guest.

C v — LN TECHERT 2
Carefully identify the cause of the complaint.

T ELALR

. EE% z %Eﬁ:?* 5
Report the issue to the supervisor.
LT,

%7 E%@ Xﬁ%ifba LA B REATD . E%ff«f%&tiok?

¢ FLEALR z

5L, 3‘0‘%*?@7@57‘3‘{ ib%iﬁ%7v LUZDBH LT \fff%’\#&ﬂ:‘fé !:7‘3%
E’CT

Even if the issue is clearly caused by your own mistake, it is important not to try to
solve it on your own, as this can lead to accumulated dissatisfaction and further

complaints. Reporting the issue to the supervisor ensures proper handling.
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%—?E(:%U 52t ﬁ‘j(f]J’C‘To

In Japan, the term "omotenashi' is used in customer service. It is a spirit that
the Japanese have cherished, and it forms the foundation of hospitality.
"Omotenashi" is synonymous with the English term "hospitality."

In hotels and ryokan (Japanese inns), meals are one of the highlights of a
guest's stay. To convey "omotenashi” to guests, it is important to master basic
actions, established rules, and manners. This ensures that the guest feels

valued and cared for, reflecting the essence of Japanese hospitality.

ST AL DS B
1.%— ¥ 2 OIAHEFE
Basic Service Actions
5L 29 FaS
2. RE-H 72 L LA
dress and grooming
el d3FlvL>d

3. T ERRRTIC

Customer Service
LU TV )

4. 824 - > 7 DA

Food & Drlnk Service
Ll

5. LD —n B F—
Food Rules and Etiquette
LildD

6. B 7L F—I1Z2o0nT
Food Allergies

MM/;;: NN
7. TRl EHE
Health and Safety Management
TtAbALDI T

8. BT

terminology

Ny —F N7 XN T

Restaurant

Service

KR Db T u—Fx— 25T, FMEHAL T 4

VA MDY —E RIZDW T Restaurant Service

14— 2 QA fE 3 2. M- gL s s 3 3. HEHIIY p | 4 BT FY oM 5. BOV—nP<F—
Basic Service Actions dress and grooming Customer Service Food & Drink Service Food Rules and Etiquette
- 7. LA GIE
6. &7 V’F;Y_ onT } Health and Safety } 8. #ijm
Food Allergies Management terminology
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1. — Y 2 DIEARHENE Basic Service Actions

HLEOW, VXb5VT$é%&%¢5“:\%@-%anil;# vavTT.

KR CEIOSH b 21245 L L b, RMOF R P 2 kL2 b & 7.

m%tihm%%btzébhéo®$4ybiﬂT@k%b?¢0
Greetings are the first form of communication when interacting with guests in a

restaurant. It conveys a sense of welcome to the guests and plays a crucial role in
shaping their first impression. The key points for delivering a greeting that leaves a

positive impression on the other person are as follows:

MEEOEERT, TR TH>EDELEETHVEDETZIL
Greet the guest with a brlght and clear voice, making eye contact.

BE&EEb\ULb\ Eﬁb\bFWE’Jkﬁb\é?’é‘é’éc_ &
When you spot a guest, proactively greet them first.

EEE RS

371, vxbiyf%¥¢5 u:ﬁh%kfékwaiﬁff %ﬁ% ﬁfé_kf
z%ﬁ@m%éa<abi¢ KU AL v P RUTO L5 TF,

In restaurant service, facial expressions are also very important. By being mindful of your

smile, you can improve the guest's impression. Here are the key points:

3L

- ZHEEDLBEER, OOMBESIFS,. 'HUDESIFS, CLEEBTBL
When smiling, consciously lift the corners of your mouth and gently

lower your eyelids.
 DDS DENBELEZ ZERREEDNATITH D, BLAPTLWREEHSTE L
Aim for a natural, warm smile that conveys friendliness and approachability.

Bubuso, BURNEET2ILT. #FMLBILEGEEC LY TE T,
By offering a good greeting and maintaining a pleasant expression, you can build a positive

relationship with the customer.
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2. HE(J’H: E’ 7= L 72 A dress and grooming

T uiohA

LS Y TORRORL, EREAKRD 6T
=R NOTRRE

When providing service in a restaurant, cleanliness is essential.

Specifically,

CERE, EE5ALEXSN. BEIDSRVESICEEDBTE
Ensure your hairstyle is neat and kept away from your face.
CERREVEARATRY MPATNAY REEALTECRRICENINEWESICT
52¢&
If you have long hair, use a hairnet or headband to prevent hair from
touching your face or food.

HiR. OFREEZD. BETHNEER BRABAS I ERT &
Shave daily and apply Ilght natural makeup if necessary.
cOBiE, ECBX, Bhicaefidaze
Keep nails short and clean, paylng attention to hygiene.
s XTILT7— I\‘\‘%IR%&? #17&1:&&1’6 Z&
Avoid nail art or bright nail polish.

BRI, BRT. LORBENRBLESIKEERT. RYVRIRTEHT, ELL

BHTBE
Your uniform should be clean, free of wrinkles and stains, with all

buttons fastened and worn properly.

LN Shel

K Did. BETENIBVESICRENTBCE
Shoes should be clean and free of dirt.
BRI, FANICHICOTE. BHbEMRbOPELRLLDRBIZ L
Avoid wearing jewelry; expensive or flashy watches should be avoided.
 BDABVEKRE DIV &
Strong perfumes should not be worn.

K EARECT,

These details contribute to a professional and hygienic appearance, essential in providing

quality service.
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L2 b5 L OTHER . RO = — X2 B L. ) e iE e LT,

FERCIMEORE S BREL RIFLEEY 5 5 2 Lk b g T,

FLARRC

Restaurant managers are required to understand the characteristics and needs of customers,
make appropriate preparations, and respond in a way that ensures customer satisfaction

and fosters a good relationship with them. Specifically, it is important to:

- BEREERT 3RS5ERD
Have a genuine desire to understand the customer.

- BEBOBBPYIIANERRTS
Confirm the customer’ s intentions and requests.

- BERICF DRV, RREFGELLTS
Be attentive and flexible in your responses, always keeping the customer’s
needs in mind.

R ZAbLES

cBERDIELZEET S
Show respect for the customer at all times.

SR P CARRHYTHET A S EAEETT,

By following these principles, you can create an environment where customers feel valued

and appreciated, leading to a positive and lasting relationship.
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Food & Drink Service

%%&t%ﬁ%%?—7WC§£§tu\%ﬁ@%%%tﬁ;ﬁﬁéfT - F oy Sk T
SWeh., BIICEEHOPEVWESIKSE/FITET, 377, %ﬂ@®ﬁtvﬁ?%%”

T, BT %y AT, BHESERIC 35 CHMAL 2 7. FRTIE, BRI
RERNEREALSERUET., SRAMEEAISERLET,

When bringing food to the table, it is important to pay attention to how you handle the
plates. Be careful not to touch the food with your thumb or leave fingerprints on the
plate. Additionally, make sure to check the correct orientation of the dish, ensuring that
the food is presented with the front facing the customer. In Western-style dining, dishes

are typically served from the left side, while drinks are served from the right.

L2 b5y T x%@k?%a::1:¢ yay%ﬁb x%%@ﬁ&%:—fné
\\\\\ 2 {332 AFLE i

b7 N U/7%ﬁ1¢5~kf x%ﬁﬁﬂﬁ%mhéﬁébk#fgékté
V)u—Jﬁlﬁ?Xl\‘)/?%(Ejitfébjbkb‘ﬁﬂfifisi‘f

When serving drinks, hold the glass by the bottom half, avoiding contact with the rim.
When placing drinks on the table, ensure that no sound is made.

In the restaurant, it is essential to maintain polite communication with customers,
suggesting menu options that align with their preferences and needs at the appropriate
times. Specifically, offering drinks that complement the meal can enhance customer

satisfaction and increase the likelihood of customers ordering more expensive beverages.
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Food Rules and Etiquette

LwdhA

BEHREON—npeF—i3. HOBEIL > TELEY 24, OATR. MEORMESEDE
NFEDOTHEO LB H O 3+,

The rules and etiquette for dining vary by country and customs. In Japan, there is a

unique culture regarding the way Japanese food is served and eaten.

To®

KDx—TmG . HfLERZHIIL 24,
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LIRS T,

In Japanese cuisine, fresh and flavorful seasonal ingredients are used. These ingredients
are referred to as "shun," meaning the best or most flavorful foods of the season. A key
concept in Japanese food is "ichiju-sansai," which refers to a meal consisting of one soup
and three side dishes. Typically, rice is placed on the left side, soup on the right side, a
side dish on the left rear, and the main dish on the right rear.

"Chisan-chishou" refers to the practice of using locally produced agricultural and seafood
products as the main ingredients, emphasizing regional specialties. Additionally, Japanese
cuisine actively uses seasonal ingredients that reflect the four seasons (spring, summer,

autumn, and winter).
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In ryokan (traditional inns), kaiseki (a multi-course meal) is commonly served, following

the "ichiju-sansai" structure. The basic course order is as follows:

OFES @tk @HED
Appetizer imi

&T’f!‘L

DEEDY @b EDOY oKET
Pickled vegetables Rice and pickles Dessert

&k AT 5CeAl s

P LA 2 SR EIERE ©

This order is the fundamental sequence of a traditional Japanese kaiseki meal.
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9Ll Lo lATSE L& o

HETE, —BCFA7 - 74— 2 2L 2+, 2—2RBOBA .
In Western cuisine, knives and forks are typically used. In a course meal,

the basic sequence of dishes is as follows:

A=K @2—F BEKE

Appetizer Soup Fish course

w

S—

QHEIE ®FH— k ®31—k—
Meat course Dessert Coffee

TR AT 1H5CwAl L

B A LRI T
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CADFIERBL I CES T, 20, ~NEx—3 K — va/ﬁ—%&of%§ﬂy

LsCLtLwSY HELI

o TR~ T, AHETHIIFA 7L 74— 2 22 THF B DD IEHTF.

The cutlery is arranged around the plate as follows: the fork is placed on the left side,
the knife and spoon on the right side, the dessert fork or dessert spoon above the plate,
and the bread plate at the top left.

It is customary to hold the knife in the right hand and the fork in the left hand. The
cutlery should be used from the outside in, starting with the outermost pieces. During
the meal, the knife and fork should be placed in a V-shape on the plate when not in use.
Additionally, butter is spread onto bread using a butter spreader, not directly onto the

bread. After finishing the meal, it is typical to place the knife and fork together at the
bottom right of the plate.
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Food Allergies
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Food allergies occur when a person experiences allergic symptoms after consuming food
containing specific allergens. In severe cases, anaphylactic shock can occur, leading to
symptoms such as difficulty breathing. If not properly managed, this can be
life-threatening.

Common allergens include eggs, milk, nuts, seafood, wheat, and soy. It is crucial to avoid
serving food that could trigger an allergic reaction. During reservations or when guests
arrive, it is important to ask them if they have any allergies. If an allergy is identified,
accurate information should be shared with the kitchen and other staff members to

ensure safe food preparation.
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7. }/Z‘ f%}_i%ﬁa Health and Safety Management

LA LS YT, BRMEED L THRACEE o, SENER KT 32 L RS
T, BRI,
In restaurants, it is essential to implement strict hygiene measures to ensure that

customers can use the facilities with peace of mind. Specifically, the following actions are

required:

§¥E59#5ﬁ&¢h4bﬁm&&tEQMk$E£ ZE El AV RY—TF

Lells)EL

EFE>ERVOED, FILI-ILOFEESETST

i Regular handwashing before and after handling food, as well as after
420 using the restroom. In addition to using hand soap, alcohol-based

;g hand sanitizers should also be used.

sz - BRGESEECRETREL SORPRRMBOREL ST TR SRR
(L Tae

Food must be stored at the correct temperature and environment.
Raw meat and fish should be stored separately from other foods

in the refrigerator or freezer.

RERITbEIIEOT $ A,
These measures help prevent contamination and ensure food safety for all customers.

ToH— R RS 201, LARSYOBERICE>BD EER/r T 52 LAEE
. BRI

To provide excellent service, it is essential to thoroughly prepare before the restaurant

opens. Specifically, the following tasks must be completed:

- ERPA D ODER

L Cleanmg the interior and entrance of the restaurant

W BERPERGRE OB ERCEERE

fii-  Properly preparing and organizing dishes and equipment (_

cF—TNEYTFAVT (FTEY BB NANTU— HRI—BE) ORER
Checking the table settings

(napkins, dishes, cutlery, condiment sets, etc.)

ﬁﬁ%
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<
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Setting up tables and chairs and wiping them down with disinfectant
- IS & ORIENE LS X MEBORSE

Confirming menu items and guest information with the kitchen

EERGbEIREOT 2 HA.
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Once all customers have left the restaurant, it is crucial to carry out closing tasks

in preparation for the next day's smooth opening. These tasks include:

F' 179’(5)\') I:I0) ?m

- Cleaning the interior and entrance

Restocklng and organlzmg dishes and equipmen

s hAY—t vy l\o)ﬁ'ﬁ@‘\bﬁﬁ

Cleaning and restocking the condiment sets
cF—TNEWTDEY T 1 VT OHEBRTDIE SIS

Setting up tables and chairs and wiping them down with disinfectant
- EEEYIE

Waste disposal

JI0M SUISO[) WETF
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Proper cleaning is crucial for maintaining health and safety standards in the
restaurant. Regular cleaning should be carried out to ensure the restaurant
remains in a clean condition at all times. This not only ensures a pleasant dining

experience for customers but also helps prevent foodborne illnesses.
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3. EF% ] %‘ng terminology

LA MY BT AL TOHPHEREELOTL 20 LAk, Huh 2L To <
CLHHEETT,
The following restaurant terminology is important, so it is important to understand its

meaning and usage.

* 2JLIN—
FA TR I+ — 1 E
Silver
Knife, fork, etc.
chARY—tvY
F—7 v FORMRRL LD o b
Custer set

A set of condiments on the table.

BUu¥ha

- BChE
Bk al % 7 — 7 O ECEY R 2 2 ¢
Catering

Bringing food and drinks to the table and serving them appropriately
T I)VALRKYYY

LA NS Y D2 — 2D £ CHRIT 2 B0 % R KA

Welcome drink

A drink served at the beginning of a course in a restaurant to welcome guests.
XAV Tava

EHOWL &7 5 FE R

Main dish

The main dish that serves as the centerpiece of the meal.
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Buffet

A style of meal in which a wide variety of dishes are served and customers can

choose and share their favorite dishes.

«7ZAlLE
xﬁa—#%ﬂ&®ﬂ@%“hﬁﬁ%T%zﬁ4w
A la carte
A style of ordering individual dishes from a menu.
-VLUI
74 T B PR R b SRR 7 4 v ORI 2 R T B B
Sommelier
A professional who has expert knowledge of wine and suggests the best wine
choices for customers.
cTAIF7I b
MR T RS2 ¢ R e L 5
Take-out
A style of taking food home without eating in the restaurant.
A L) [
£ 25 LIS O TR S U i Sk B S R
RS T v 2—n 7 Ex & g
Halal
Food prepared using foods and methods permitted under Islamic law.
Does not contain pork, alcohol, etc.
RIFIYTY
T T RN RS & TPy
Vegetarian

Food and eating style that does not contain meat.
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It is crucial to understand the potential risks that may arise

.. I 1gF>)
in inns and hotels, and to constantly take measures to prevent -ﬁ‘

) ) ) ) ) h

and avoid them in daily operations. In the event of a disaster

such as a fire or earthquake, it is important to be prepared to - €

respond calmly and quickly. .
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Understanding and Avoiding Risks

in Accommodation Facilities ﬁg *
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Ensuring Guest Safety
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Hygiene Management LI L
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Facility Management

PAELS0ES Safety and Health Management
5 i;%jﬁ;(d‘m 2O WT and Other Basic Knowledge

Environmental Response
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Understanding and Avoiding Risks Ensuring Guest Safety Hygiene Management Facility Management
in Accommodation Facilities

5. BB Z2 0T

Environmental Response
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Understanding and Avoiding Risks
in Accommodation Facilities
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Accommodation facilities are places where many guests stay for extended periods of
time. It is impossible to predict when or where events such as fires, natural disasters, or
accidents might occur. Therefore, it is essential to always be prepared for such
emergencies. Regular training should be conducted, and the potential risks should be
understood so that responses to specific situations can be simulated during daily

operations. Specifically, employees working in accommodation facilities should:

HAEA <

- KEPHBICET ZBBIIFICSINL. F— DB A 0B ERORESBRIHI TH L
Participate in evacuation drills related to fires and earthquakes, preparing
for the safety of guests in case of emergencies.

- BERORLEMRT FIOOMBE (KUENR. HAR. FEHSOBRALY)
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Correctly understand the location and use of safety equipment (such

as fire alarms, fire extinguishers, and evacuation tools in guest rooms).
RO ERTARD S EOORBERERIC2OORAICEE (25 HEH) K
PMERL. BERICERICENT 3 ENTEZI L

Ensure that there are always two escape routes available and confirm
that the routes are properly identified, so that they can accurately
guide guests in the event of an emergency.
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Fully understand and be able to execute the emergency response
manual for fires, accidents, or other critical situations, as prescribed
by the facility.

o
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In case of illness, encourage the guest to seek medical attention and, if
necessary, promptly contact emergency services (119) to arrange for
an ambulance. It's crucial to provide detailed information about the
guest’ s symptoms, age, and gender when contacting emergency
services.

?"'-v\ﬂx%f‘kﬁﬁ L:’C%(Df‘lzﬁl‘?c‘\‘b!é@%@r" Hb. IEﬁEtL?(]‘F*\ ﬁk')b\’(ﬁ\%&%ﬂ
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Understand the risks and spread of diseases or infections, as well as
the correct response methods, and acquire the necessary knowledge
to handle such situations.

LA LA

 BEIHDHSHEVREYHBEVD, EiRRBEAMDWVEWLHEICERDOREE
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Keep an eye out for any suspicious objects or persons in the facility,

ensuring safety and security at all times.

%Y BYBECT,

These steps are essential to maintaining the safety and security of both guests and staff in

accommodation facilities.
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Ensuring Gucst Safety
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Ensuring Guest Safety
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Ensuring the safety of guests from all potential risks is of utmost importance. While it is
essential to take every precaution to prevent accidents, it is equally important to be
prepared to secure the safety of guests in the event that emergencies such as fires or
natural disasters occur. Proper preparation and response strategies should be in place to

guarantee guest safety, no matter the situation

(%E& D ﬂ%,m ij]t% Accident Prevention Measures)

 BEROBABEIRETZZEDBNES, BEFOER
(K& EFRRETSANY—ICET ZEHR) OESREERL. ZOMEWCEL T
RS LD T BT ERERVESILRY NT—sEF1 U T+ EBILTZREM
DOEEEIDBEFNEVTEV, £z, DMEEOHEEHETT 31OICHEERS
%/ — MY IVBEIRIE—ULTESRS 720 LTIRWFERL
It is essential to understand the importance of protecting customer
personal information (such as names, addresses, and other
privacy-related details) and to ensure that this information is handled
securely. Network security must be strengthened to prevent any
information leakage. Furthermore, customer data should not be copied
to laptops or other devices for work, such as direct mail distribution,

and should never be taken home.

R VHE - BRI - KCHREMIAPT VD ORKDE ICENEW, ¥ NTDIR
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Flammable items, such as linens, newspapers, magazines, and paper
waste, should not be placed near fire sources. Cigarette butts should
be disposed of properly, and care should be taken to manage fire
hazards safely.
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To prevent accidents involving elderly or disabled guests, ensure that
appropriate support is offered and their needs are confirmed.
Additionally, if a visually impaired guest arrives with a guide dog, the
guide dog must always be accommodated, and never refused.

(73 0) In Case of Emergency)

c KRERRUBAER. BOMCTEHAERRL, SERERSICBRIES
If a fire is detected, immediately attempt initial fire suppression
and evacuate guests to safety.

HANRICKDMHE D RLGBRIEXHAICADGBIRETTHD. T
ERBEANEEICLDENZITS
The guideline for initial fire suppression with a fire extinguisher is
to act before the flames reach the ceiling. After this point, indoor
fire suppression systems should be used.

CKSKOHBARE LB A, ERIEILA—Y—sERET. FEERzEs
FERALTEPH S ERERESLBFHICERS TS
In the event of a fire or earthquake, never use the elevator. Instead,
use the emergency stairs to quickly evacuate guests to a safe area
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In case of a fire or a medical emergency, contact the fire department

(119) to request fire trucks or ambulances. When doing so, provide
as much detail as possible about the situation.
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In accommodation facilities, it is crucial to implement proper hygiene management to

ﬂl

prevent the outbreak of foodborne illnesses, infections, and other health hazards.

Specifically, the following points must be observed:

[N

. .% h_,ﬁﬁr’a’&:l. 7 # —AEEFH@'% eEHIT, _;E%’Pm&c‘:éﬁ_ b?h&’éﬁi&']&’lk
BEIC D
Always wear a clean uniform and maintain a hygienic appearance,
including grooming your hair and nails.
CSHVWPFRVRERNSEEDTS
Make handwashing and gargling a regular habit.
- ED DBVWEKIZES> TEELTEWIARL
Do not use strong-smelling perfumes when interacting with customers.
% B BREDIVAFUTPF—T I - BF - BREDA V7 U PITERHEL
VEICHER L. FhERDI ST CIERTS
Contlnuously check for any dirt on the exterior, such as floors, walls,
windows, and the interior items like tables, chairs, and equipment, and
clean any dirt found immediately.
- BROXE (KB - BE) IOIBEL. NEPEROREHILAEISEEELS
Pay attention to daily weather conditions (temperature and humidity)
and take measures to prevent mold and pests.

SERER LAY EfToTOR BT RIEOY A,
These practices must be strictly followed to maintain hygiene standards.
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There are various facilities, equipment, and devices in a lodging facility, and even minor

o
N]

flaws can potentially lead to major accidents. Therefore, it is extremely important to
properly manage the facilities to prevent such issues.

Specifically,

Fe Lo I h sy DT L LwoF b w s Foa
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Always check for any defects in the air conditioning systems, other
equipment, devices, furnishings, and interior of the front desk, lobby,
guest rooms, and other facilities. If any issues are found, promptly
report them to the facmty manager
- F¥D (D&E'F’ZEI 7’0)&5573): Bgﬁb‘bo) DOIRb 'YbF'i L\Abﬂ'b\ai ) T‘_H#
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When there are customer requests or inquiries about the installation

of handrails or ramps, record the details and make suggestions to the
facility manager to improve the facility.
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Even in areas not visible to customers, ensure that supplies,

documents, and other items are organized and maintain a safe and
efficient work environment.

SLEERELoRD EiFoTOR TRV A,
These actions must be carried out thoroughly.
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Envronmental Response
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Additionally, as the importance of SDGs (Sustainable Development Goals) increases, it 1s
very important for accommodation facilities to implement environmentally friendly
initiatives.

Specifically,

EE. FIKBEDEIRILE—ICEDHD
Strlve for energy conservatlon such as saving electricity and water

v 2SSy
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Eliminate paper waste and make efforts to separate garbage when

disposing of it
BB UYL S L PEROHRIC OV T LA PELEICRET 3
Propose environmental recycling and resource conservation to

supervisors or relevant personnel

TLEERELonD Lo TuRRIEO T ¥ A,
These actions must be carried out thoroughly.
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