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ABSTRACT

This article emplies the real practice and perspectives ofepsifnal students to serve the "two sessions”, amhectef
how the hotel industry can implement "Chinese servicasthe front line. It also lays a solid foundation for future
students' learning and corporate practice between the entespaisd schools. The "two sessions" are short for "two big
Conferences." Since December 2014, the hotel managementhaajoontacted nearly 20 conference hotels that receive
the "two sessions". At the same time, it has also idenfifiBéijing's famous four- and five-star conference hotealisl,
arranged 230 students of tourism department. The students ookléhe reception services of members and deputies to
the Conferences during the 2015 "two sessions." The folipaia some of the students' personal experiences and real
experiences in "ceremonial service", "hotel servicelsskibnd other aspects, as well as fresh examples of the
implementation of "Chinese Quality-service with its splecharacteristics". In terms of the good example for the
vocational schools’ internship and future working-planning, tiise deserves, and even sociably and economically brings
with better impacts for the enterprises, simultaneouslyem#he participated schools have good reputatigvisnin Mao,
2018 . At last, this model will definitely plays an important ralaong the industry and vocational training programs. In

other words, this model may become a kind of standard ifighds
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INTRODUCTION: ETIQUETTE SERVICE TRAINING

The Etiquette Team Members are the Image Ambassadors tie Company

[Case description] During the "two sessions", the ettgueeam was beautiful scenery, especially in reatasrwith
etiquette tasks. It is precisely because of the landstiagrefore, business leaders pay special attention tetbetion of
etiquette team members. Because the etiquette team neearbeall corporate ambassadors, our training tasksvare e

more important.

[Case Story] Today is the afternoon of February 24, 2018.htttel leader officially notified the etiquette team
members to conduct the first training program. We put on uingleo suit that the hotel prepared for us. Everyoneivede
a badge. It was iron and had a certain weight. Wev@t the corporate etiquette teacher and came to the diage
window south of the lobby on the first floor of the hotel confeeecenter. Using glass as a mirror, we started odr firs
etiquette training. The main items of our training atanding posture: chest lift, head up, abdomen, hips, eyesufdrw
breathing evenly; holding a card: holding the guide card over your Wwigh hands, standing upright, smiling focusing.

Turn around, turn around, look down, and look up, etc. if theamyssound around. While practicing standing, we also
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need to practice smiling, like losing eight teeth. Targe glass mirror in front of us can reflect the expoessie smile

when we smile. After training as a whole, we have tolreacnb feet, leg pain, a smile on the face, and astriryest

The front office manager warned us that this is just tlygnbéng and it will be more difficult in the future. After
all, what we are doing is the "two sessions" etiquetteicee Every mini action of ours, even the "gloriousngise", can
be seen by the people of the whole country and even the pedp&wdrid. Therefore, if we are tired, we must beanap
matter how hard we are, we must strengthen our faith a@gagces. We must hold back our tears and smile for tHe whi
because we represent the college, the hotel, and the hunfiradsnbers who live in the hotel, even representing Bgijin

and China, we should be proud of our motherland.

[Case Inspiration] Every success is watered with hard&wia be successful, you must be mentally and mentally
prepared for suffering, and you must be able to corrémtly everything serious that happened, even if it happenedysThin

not experienced. Because of this, the experience of suffsreven more valuable and meaningful.
Explain Smiling with Sincerity, Explain Working with Smi le

[Case note] From the moment we accepted the serviceisp#oifs of the hotel front office, we started to focushow to
use the smile language. In the service industry, the langolgmiles is beautiful, attractive and infectious, dhe
language of expression with infinite affinity. Smiling langedms a direct impact on the service staff's influemcguests'

emotions.

[Case Story] Today is February 27, 2015, the fourth dayuofetiquette training. We trained for an afternoon
posture with back pain. Without realizing it, | found that posture has improved a lot these days, but | also found my
main problem: not smiling! This is a taboo of etigaetflanager an of the front office said that we mustiéa smile,
otherwise, we may not be able to be a etiquette team mefdh&arn to smile, you need to be confident, and you reed t
develop confidence. In order to be able to smile naturaflyacticed repeatedly in front of the big glass of trajniand
asked several students around me to help me demonstratee lacause of my life, I'm not used to smiling, buthaee
to serve the members of the "two sessions" of the coumingn that time | can't smile, what will happen to tbepany's
image? And | also like the work of etiquette. | wagiaus. Back in the dormitory, | took out a small mirrorpi@ctice
smiling and let others tell me a little joke to practeoeiling. | always thought of some beautiful and lovely thingsi&ke

myself smile. My classmates encouraged me to helpmdetaive for a good smile tomorrow.

[Revelation from case] Manager and of the front offidd tes: it is not difficult to smile, it is difficult toraile
sincerely. Smiling is just in appearance. If you wantxpress smiling language well, you must think clearly about the
purpose of service. The etiquette team represents ttgeiofathe entire enterprise. Through the smile of eactsoftu
reflects the level of the entire corporate culture and thipgse of serving the entire enterprise. It's really asyel want
to keep working hard and learn to smile sincerely.

We Should Attach Importance to Our Etiquette Training

[Case note] After a few days of etiquette training,ame increasingly aware of how important etiquette itngins for our
students. It can be said to be the first lesson of ourrcdrefact, the process of etiquette training is the pmoéself-
remodeling, the process of self-correction, and the praufessif-exercise. Through etiquette training, we havenkha

lot about life and how to use our behaviors to better suit thesnaef social work.
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[Case Story] Today is February 28, 2015, and the etigtegite members started a new day of training. We are
used to getting up early, lining up for breakfast, lininghnough the front hall, lining up to the business cetdeeport,
and lining up to start training. The purple suit is on thdybdhe iron collar card is in hand, and the front hall gjiasa
friend. The first etiquette training started. The maimgeof training today are: standing, holding up a sign, smiling.
Throughout the morning we checked each other to see if theyheneequirements and corrected each other. In order to
welcome tomorrow's "two sessions”, in the afternoonctdmepany leaders and the front office manager began to conduct a
final inspection of us. Each of our minor errors could rsatape the eyes of the leaders. They promptly correcteddus a
told everyone why eyes look at people upright is a respettalf-confidence; why to extend the whole hand instead of
fingers to show the way is a kind of sincerity and pokiss; why there is a smile is a pleasant mood expreasigualge

and much more.

[Case Inspiration] Etiquette training is over, whicleans that we will go to the post tomorrow and begin to
exercise our obligations to officially serve the memlzéthe "two sessions." The training is going to be frujtfoé work
must be content, and the leaders of the company and theiteactithe academy must also test our training results.

Etiquette Team Members Formally Take up Their Posts

[Case note] The status of a student is transformiedtie identity of a company employee, especially a begnof the
etiquette team. Of course, it is also an etiquetten teeember serving the members of the "two sessions" afdhetry! |
feel very responsible, glorious, and proud in my heart, amtégly thank myself for being able to participate in"tia

sessions" etiquette service.

[Case Story] Today is February 29, 2015. Our first day iefficstarted as a member of the etiquette team. | was
looking forward and nervous. Our task is to get familidth the environment around the job and understand the
workplace. The supervisor took us through all the floors whezelive. We feel very fresh and everyone is very
enthusiastic. While we were familiar with the environmelaing each floor, we listened carefully to the supenvis

explaining to us the work requirements and processes of alooation and the various departments within the hotel.

Supervisor said: Everyone should keep in mind the servieegs@and service rules. This is a very important link.
It will help us a lot in our work and make our clients feek tha are trained service staff. Because when you fade re
customers for the first time, you will be nervous and malstakes easily, especially when facing emergency pnog)
but you will be at a loss, but you will always try to esmber the procedures and specifications, and facing tieepns
we should try hard to solve them in any way. This kind obf@m can be flexible and maneuverable, and what we can do

can meet the requirements of guests.

[Revelation from the case] The etiquette team memberse h&o roles, one is going out as etiquette team
members; the other is being an elevator attendant inghelfall of the hotel. This is another form of ritual waFkom the
environment, one is outdoor and the other is indoor; the chetiiei same. Therefore, we must learn to do a good job in

etiquette services in different positions.
Father and Mother: Daughter is Your Pride

[Case note] As a college student, | officially lefy parents for the first time during the "two $&ss' service and participated in

conference services. This is an important milestormerr life and a new chapter in our growth. Evely has been working for a
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few days to get to work, and the sense of respititystas gradually increased. They all want to psgctical actions to answer

the trust of business leaders, the trust of colieggers, and let parents see a brand new self.

[Case Story 1] Today is March 3, 2015. When | returrheodormitory after work, the first thing is to call my
parents to report what happened to see famous celebritigsdad tell them that today When our etiquette team members
were sitting in the bus and on standby, many reporters taking photos of us, and many members looked up attheyw
passed the bus and could not help but have a sense of pridinefelthat although hard work today, at that moment, we
felt that hard work was nothing, and the sweat we paid wathwoMy mother encouraged me to say, do n't be proud, do

your best to do every service, you can’'t go wrong.

[Case Story 2] Today is March 4, 2015. It is my dad’s 48tthday. Although | am resting today, | will not be
able to rush home for my dad’s birthday because | have th @ty tomorrow morning. | can't help feeling sorry. My
parents love me so much, and | love them too. | asked myemtt buy cake for my father as a birthday present.léind
mom tell dad: | will use my three weeks of hard work andé®t, growth and pride to serve the "two sessions" asiosf
precious gift to my dad. At the same time, it also reassusdsither that his good daughter has finally growncap, serve
the country, can serve the members of the "two sessioan win honors for the school, and can also glorify psurésk

them not to worry, daughters will pay attention to safetke care of themselves, and take care of thaelthe

[Case Story 3] Today, March 5, 2015, after more than tes afalyard working and standing for a long time every
day, my legs became swollen a lot and my heels wetdeaddema. Two days ago, | went to the Great HalhefReople
for the etiquette service and was caught cold byctieé wind. Although | took medicine, the dryness of ngysn the
basement made my throat ache and swollen and inflamed. t a#trfor any leaves, but | insisted to report on timeyever
day and go to work on time. | didn't make the school teachérs@mpany teachers know. When | call my parents every
day, | always worry that they may hear my hoarse voicenammdy for me, so try to slow down as much as possibkbaio
the voices are not hoarse. Today | suddenly feel hokdsicant my parents, | want them to cook for me, | wem to
miss me, | want my family to go out, see the eldeatyd cook for the old people. In short, tears shed quigtigble to
restrain the feeling of being homesick. They were alsmicathat people around them would quickly dry it with agrap
towel. In fact, the etiquette team members have thee daelings as mine. We are all post-90s, have not ipatie in
national political activities, have not experienced suclgh-level etiquette service, and have the opportunity toisther

this opportunity , comforting each other, encouraging edudr aintil we carry on to the end.

[Case Inspiration] As soon as the university students eshtdye school gate. Caring for love education, through
participating in the "two sessions" service, our awarenegs/efhas increased a lot, knowing that parents are disties
understand that parents usually care about themselves, anlate&lhildren travel a thousand miles and worry alyut
their mothers every minute, and children shoulder take heasponsibility for their fathers." Father and son are
affectionate. In the future, we must really honorabledur parents and make them proud of our growth and progress, we

do not need any mature, only need to grow in a right way!
The Final Aftercare Work is also a Time to Test Our Quaity

[Case note] Towards the end of the etiquette serviceareestill lined up, standing neatly, holding our cards Ipeat
standing in front of the etiquette bus with a smile teegy the members and get off. Send them smiling and respectf

eyesight, and show our respects for their hard work.
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[Case Story] Today is March 13, 2015, the day whea 'ttwo sessions" closed successfully. After
receiving the task from the hotel leader, at 8azk| all the etiquette members escorted the membernsme for
the last time to attend the closing ceremony atHhd. At 10 o'clock, we escorted the members baxckhe hotel
to help the members pack their luggage. Some mesnleérthe hotel immediately, and the other memistayed
for another night, so we will continue to help timembers. Good rest for service work. In additior, @ame to
the members' rooms obediently, retrieved all kinflsnéormation they hadn't taken away, and then gag¢l the
information to the designated place. Today is thst thay of the "two sessions" service. | suddenly feftense of
perseverance. The hard work of the past three whaksreceived many members' recognition and priaises.
They are both people's committee members and réspeelebrity people on all fronts, but they alsoiged us

warmly, which moved us young people who came tatica in schools.

The hotel staff knew that our etiquette team was vergltmad they advised us to take a rest early, but we wanted
to realize that the last service work had given up theare$tfollowed the foreman to clean the guest room. | dighotv
until I entered the guest room that the work here is not edisiarour etiquette team. Every day we need to clean every
corner of the room. We only need to wipe the drinking gfassalf a day until the fingerprints and watermarkibn
disappear. Toilets need to be brushed every day, asd giust be wiped every day. | really admire the sfdffie guest

room department. | can only say to them silently in my h&an: too have worked hard.

[Case Inspiration] Every job in the hotel industry is at pdrservice, and they are interconnected. The hotel
industry should be an industry that is worthy of respectinghofligh the content of the service is subtle, it brings
comfortless, hygiene’s, serenity and harmony to the guesisnveys the warmth between people, it is the hotel catpo

culture, is our growing environment.

HOTEL SERVICE SKILLS

How to Deal with Conflicts with Hotel Veterans

[Case Description] Studying with an open mind and get aloriig Wes is a sentence we want to say during the rstep
in a hotel. Indeed, almost all students’ internships inldtave encountered a very difficult problem: how to get along
with old hotel staff. We have been together for almostettweeks, and we can’t see our heads down, sayindhératis

no friction. It's unrealistic. How to deal with therdicts with the hotel staff?

[Case Story] As interns, we did not have much doaied work experience when we first arrived, andrev
less experience with people. On weekdays, | alwagsk with old hotel staff, so it is necessary tovhacontact
and friction. Old employees sometimes can't get usedur words and deeds. If they are not pleasimdghe
eyesight, they need to say a few words. For examgeé¢ting up the table does not conform to the ruthe
withdrawal is unfavorable, the running of vegetabig slow, the guests urge vegetables, etc. Mayepemanded
by hotel veterans. Due to the particularity of hatetvice work, the criticisms of veteran employeégrm come
out sideways. Generally speaking, they are milderremgevere, and less particular about methods. & na
persuasion but training. Therefore, we really colldtand it at first. Some girls even cried, andalingonflicts
and frictions often appeared. To say that many classshare at home alone, their parents don't listed, less

than a week before the hotel, most people are scofdore than several times at home.
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When she was very wrong, the girls called their parentsttentoys called their high school classmates to tell;
some interns were sulking and did not eat, but justfd#ep; After complaining, what to do and how to do the wak

not discussed at all.

[Case Inspiration] After being repeatedly yelled, scoldet] stabbed, we finally understood a truth: no matter
how much grievances and reprimands, it should be satdittlig; to ensure the successful convening and successful
conclusion of the "two sessions". Because, the masteralao under pressure. We are interns, and we areenot y
proficient in the work. To undertake such important serviork is to come to hardships, come to suffer, come &arly
return late, to experience tension and business, totamaitne safety of the members, to serve for members,@nd to
receive re-education. If we can't be blamed for beintded, the difficulties in our future work will be even rasad. But

they may be our real first wealth.
How to Implement the Regulations of the Hotel

[Case note] During the "two sessions”, in order to ensutethleameeting is held safely, effectively, harmonioueshyl
smoothly, it is necessary to provide members with a largeunt of relevant information in time, such as thefimg,
information, newspapers, relevant magazines, promotional bettks, Generally, they are placed on the desk of the duty
desk on the floor, so that members can take it accordirgpecific needs. However, there are also some important
members who are sent directly to the members' rooms tstaffeon duty or by the secretary group. There will be some
small frictions in asking the attendant to open therad the room. What should the attendants do?

[Case Story] Today, my turn is on duty. According to the @gpris of the hotel, we began to sort out a large
amount of information sent by the logistics department. ,Riiete are dozens of newspapers and magazines, and then the
briefings for several days are organized according to thal sermber. | hope members can save effort and time when
selecting the materials they need. Mr. Zhang, the segrtetam, was followed by the luggage cart waiter and waliad
the elevator to the floor where | was on duty. The sagretsked to enter the member's room. | still askemh tioefill in
the information on the form as usual, but the members inctha waited a little impatiently and called to urge them t
enter the room. The secretary even said to me: "Youoaré¢roublesome. We meet every day and we don't know each
other! Why should we fill in this and fill in that?" lagiently explained to the member's secretary: "The restabis
Regulations, we also do in accordance with the regulatRlesse be forgiving us and cooperate with our work. "alspe
warmly but with a firm attitude, my voice is hard and styeso that the secretary knows that their requiremests a
inconsistent with the requirements of the hotel. We msst@mind him that we are acting in accordance with atigals

for the safety of members and for the safety of entapr

[Case Inspiration] There are procedures and navnisotel affairs. How to communicate with guesttheut violating the
rules and regulations of the hotel. In fact, thia Question that requires careful thinking. Triyto@ffend a member because of the

staff members around him, and don't offend anylpewpund him because of being a commissioneristhis important principle.
Busy Work Will Have Many Opportunities to Exercise Peple

[Case note] Today is March 8, 2015. | work in the morning,shdtn 8 am to 8 pm, and some people will be shifting in
the middle. Workflow arrangements are tight. As sasnl arrived, some members desperately needed a rdgado
things. So | immediately asked the housekeeping departmentsked them to bring a rope. Subsequently, a room
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attendant was contacted to open the door for a member whorgattén the room key. This morning, three similar things

happened, and | can handle them properly.

Newspapers and magazines are coming, a big deal, mavlyich have to be delivered directly to the members'
newspapers, magazines and documents. After the repodappeasved, | contacted the room service attendant to open the

members' room, and put the "Reference News", "Global Tiri&enHui Daily" and so on they needed on the table.

Some members reported that the equipment in the room aHisnetioning. For example, the toilet tank was
broken or the water pipe was leaking. | contacted the gaest center and asked them to send a technician to repair i
Before the maintenance personnel enter the members' rowith régister their information. Some members needdo
laundry. | need to register the room number and laundpyirements, number of clothes, style, etc., and notifyrdloen
service staff to get the members' clothes. Sometimesbers who need to wash clothes go out temporarily and agk me
contact them and transfer them to the room servicé gtahember asked anxiously if anyone had picked up ar bee
cell phone. While comforting her not to worry, | wiselyedsher cell phone to call her, and finally found the merslzeil
phone under the bed. She thanked me again and again. I'mr&ssbdy but I'm still very relieved that | can solve the

urgent needs for members and have a sense of happiness.

An intense morning with almost no free time to rest.oBefl:30 pm, members will go to the Great Hall of the
People for a meeting. We also perform the elevatouetig service. Before the members can reach the elewatarfor a
few seconds, we must accurately select the elevattindéan, and then when they enter the elevator, the elevatapess

the door. This also reduced unnecessary waiting timeéonbers.

[Case Inspiration] While helping members to deal with fgeis that need to be dealt with and resolved on a daily
basis, it is a test of their own working ability and a good dppdy to improve their work level. | feel that, rediass of
the size of the job, a serious and responsible attitndepaoficient skills are required. The two must be unified and
indispensable. This duty work was still very hard, buhatsame time we also learned a lot , improved outtyabilimany
aspects, and further understood work, society, and fifpaftticular, learning to persist, to endure, to obeynierstand
others, and learn to complete tasks from beginning to end, wisabrnfightenment to our learning.

CONCLUSIONS

The students who participated in the "two sessions" serviosedave overcome difficulties such as heavy workload,
irregular meals and accommodation, and illness. With high s#nmesponsibility and solid professional basic skiley
have successfully completed the service tasks of thes@ssions”, were praised by the representatives andegettidl ‘s

recognizing(Guanghong Mi2018).

During the short period of one month of the "two sessions" semhieestudents combined with the theoretical
knowledge and learned practical skills in related aspantsanalyzed the problems in the service and managemt& of
hotel by consulting relevant management information, and propRsé&dively viable solution. More importantly, the
students who participated in the "two sessions" servicetewthe cases and experiences under the guidance and
requirements of the hotel manager and the college éeaghd made a positive summatdingiang Cap 2019 . The
above cases are randomly selected several students' pergmrérece and true Experience. The teachers of the college

collected and sorted out and summarized some casies sérvices provided by the two sessions through cooperetion
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the "two sessions" service hotels, laying a solid foundatiothéostudy and business practice of students studyingmouri

and hotel management in the future.
Purpose and Significance of Offering "Two Sessions" Sereé Case Teaching Course

The "two sessions" service course is provided by teacdratshotel masters to lead students to participate intihe "
sessions" service practice learning, so that studsmtsapply the basic theory, professional knowledge and s&sis
learned in the classroom to work practice. Here In theqss, students are trained to have a correct andvpaosititude
towards the industry, to cultivate students' abilitydagt and independently engage in practical work, and tmwegheir
interpersonal communication skills, so that they can fullgra@se and lay the foundation for the rapid growth of hotel
professionals after graduation. The basic task of the® '$essions" service is to require students to understand the
operation of various functional departments of the intemshit during the internship. Before the "two sessioesVise,

the teaching has not been implemented in the context of tgacunstudents are not very accustomed to the learning

process led by themselves (Anonimous, 2018

In terms of psychological characteristics, thesdesits are full of energy and active thinking. Althougey have a
good grasp of theoretical knowledge, their practégadlication and practical ability need to be inwach This article, through
cooperation with the "two sessions" service hai@be collecting, organizing and summarizing sonsesaf the two sessions

service, so as to lay a solid foundation for thariistudy and business practice of students stgdhatel management.
Cultivate High-quality Service Habits

On-the-job internships are different from systemdéarning in schools. There are no teachers, no PPTs, and no
summarized principles and characteristics. Only procedusgjuirements, standards (Anonymous, 2016). In the post,
especially after the training, in practice, student® wiant to master the skills must have a pair of eyesattfgagood at
discovery, ears that are good at listening, and an attitudetiok learning. In the work, even if there is a teathdead

the students, the initiative of the students must also faédetad. In this case, the training program will change the

students’ learning-ways and learning habits.
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