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Unit 1 Hotel Industry ABC

(WhatlislafHotellm

A. Listen to the dialogs, decide what each short conversation is about and mark (/) where

appropriate.
1. M: I am driving to your city and I need somewhere to stay for the night.
W: We have a very nice motel. It’s quite near the exit of the express way, very comfortable indeed.
2. M: I am flying to Hong Kong tomorrow morning. I need a hotel near the airport.
W: Mm, so you need an airport hotel. The Green Garden is just a few minutes for the airport.
3. M: I am going to spend my holidays in your city. I want a hotel with its own beach and plenty of
entertainment.
W: Then you may try the White Magnolia Resort. There you can enjoy the sun, the sea, and the
sands.
4. M: I am going to organize a large international conference. Can you suggest somewhere?
W: Well, I will suggest Shanghai International Convention Center & Hotel. It has many large
and small meeting rooms with a variety of meeting facilities.
5. I am here on business. I need a hotel in the central business district of the city.

I can recommend the Witz Hotel. It’s a nice, spacious commercial hotel in the CBD.

B. Listen to the passage and fill in the blanks with the words or phrases you hear.

A hotel is a home away from home for all the traveling guests who need rest, food, and drink.

A hotel will enjoy greater financial success only with the greater satisfaction the guests receive from

the home away from home.

C. Listen to the dialog and match the jobs in Column A with. thé departments in Column B.

M: What do you do in the hotel?
W: I am a chambermaid in the Housekeeping Department.
M: What are your duties?

W: Well, my duties include making sure that the rooms are clean and in order. But next week I will

be working in the Food and Beverage Department.

M: What are you going to do there?
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W: I will be a Room Service waitress. I will note down orders from guests and take food trays up to

M:

their rooms. And what’s your job?
I used to be a receptionist in the Front Office, and now I am working in the Finance Department
as a chief cashier.

W: What are your responsibilities?

M:

I am responsible for paying out and receiving money.

W: Oh, that’s a challenging job.

. Listen to the dialog again and complete the following conversation with the information

you hear.

Howjto]Enterithe]Hotel\Worldil

. Complete the following dialog.

(M=Human Resource Manager I=Interviewee)

=2z g

oz 2

: Why do you choose to work in our hotel?

It’s because yours is a famous five-star joint-venture hotel and its managerial system fits me well.

: So which department would you like to work in?

If possible, I prefer to work in the Recreation Dept. or the Sales & Marketing Dept.

: I see. But 'm afraid we only have other two departments for you to choose from, either

receptionist at the Front Office or Room Service waiter at the Food & Beverage Dept.

In such a case, I'd take a receptionist’s job.

: What salary package do you have in mind?

I hope the monthly pay is not lower than 3,000 yxzan RMB.

: I'see. We'll let you know our decision within five days. Thank you for coming.

Thank you for your time.

Unit 2 Front Office (I)

Reservation Service

\WhatltolDolin]HandlinglRoomjReservationsi &

A. Listen to the dialogs, decide what each short conversationis about and mark (/) where
appropriate.

1.

W: What about a room for 80 dollars per night?
M: That’ll do.
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How long will you be staying in our hotel?

A week.

What kind of room would you like, sir?

A single and a suite.

When will you be coming to our hotel?

Next Saturday morning.

I’ll spend four nights at your hotel starting from May 29th.

sgzszszs

No problem, sir.

Listen to the dialog and fill in the reservation form with the information you hear.

(R=Reservationist G=Guest)

Witz Hotel. May I help you?

: I would like to reserve a single room for three nights.

You’re welcome, sir. Your arrival date, please?

: Apr. 19th.

Well, let me see. ... Ah, yes, we do have a single available. May I have your name?

: Alexander Moore. That is, A-L-E-X-A-N-D-E-R for Alexander, and M-O-O-R-E for Moore.
Thank you, Mr. Moore. Could I have your address and phone number, please?

: I live in No. 32, Hill Street, Los Angeles, USA. And my telephone number is 6219 1934. By the

way, how much is it?

DFOFOFOF

Ninety dollars per night, including breakfast.
: I see. One more thing, I am a vegetarian. Maybe I am a little bit particular about food.

7 OF

No problem, sir. We’ll make a note of it.

Listen to the dialog again and complete the following conversation with the information
you hear.

HowjtolHandlelRoomjReservations)

Complete the following dialog.

(R=Reservationist G=Guest)

R: Witz Hotel. May I help you?

G: Yes, please. This is Thomas Benjamin calling. I'd like to book a single room with bath in your
hotel.

R: You’re welcome, Mr. Benjamin. May I have your arrival and departure dates?

G: From May 14th to 18th.

R: Well, just a moment, Mr. Benjamin. Let me have a check. ... Oh, sorry to say that all the rooms
are booked up during that period.
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: Oh, what’s to be done, then?
Don’t worry. We can either put you on a waiting list or recommend a nearby hotel.
: I'd like to stay in your hotel. So please put my name on the waiting list.

Q7O

Could you give me your telephone number or E-mail address? We’ll inform you as soon as we

have a room.

: OK. Thank you.

0

Unit 3 Front Office (Il)

Reception Service

\WhatiDolYoulKnow[About{alRegistration]Eorm

. Listen to the dialogs, decide what each short conversation is about and mark (/) where

appropriate.

1. W: How long will you be staying in our hotel?
M: Three nights.
2. W: How are you going to pay?
M: In cash.
3. W: Where are you from, sir?
M: Sydney, Australia.
4. W: What kind of room would you like?
M: A single with breakfast.
5.W: What kind of work do you do?
M: I'm an engineer.

. Listen to the dialog and fill in the registration form with the information you hear.

(G=Guest R=Receptionist)

I have rather poor eyesight. Can you fill in the form for me?

Yes, of course. Can I have your name, please?

Henry Mackintosh. That’s M-A-C-K-I-N-T-O-S-H for Mackintosh.
Thank you. And your nationality is ...?

USA.

And your address?

25 Kurast Street. Chicago. That’s K-U-R-A-S-T.

Right. And your occupation, please?

Ah, I am a teacher.

PORORORORD

OK. Now, can you give me your passport number?
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: It’s 0294087.

Thank you. And can you tell me your next destination?

: I’'m going to Paris after this.

And how are you going to pay? By check? By credit card?

Er ... by credit card ... American Express.

Now ... er ... today is the 14th of May. What date are you leaving?

: The 17th.

Very good. Mr. Mackintosh. Now, I’ve put you in Room 1104. That’s a single on the 11th floor.
OK.

DFQFOFORFQ

. Listen to the dialog again and complete the following conversation with the information
you hear.

HowijtolRegisterfGuest’

. Complete the following dialog.

(R=Receptionist  G=Guest)

Good afternoon, sir. May I help you?

: I've just arrived from Macao. I’d like a single room for tonight.
Have you made a reservation, sir?

: I'm afraid not.

Well, just a moment. Let me have a check. ... Oh, sorry to say that we don’t have any vacancies at

QR QR

present.
: Oh?

Don’t worry. I think we will be able to arrange a room after 6:00 p.m., or if you need a room

7o

right now, would you like me to get in touch with somewhere else for you?

G: I’d rather wait here dll six. A friend of mine highly recommended your hotel to me. But now it’s
tive hours to go ...

R: You are welcome, sir. Perhaps you might feel more comfortable to rest in our lobby after a tiring

journey. We’ll inform you as soon as we have a room.

G: OK. Thank you.

: I'm tired out. I need a room right away. So, which hotel can you recommend?

o

What about Green Grass Hotel? It’s also a five-star hotel not far from here. And we’ll arrange
transportation for you free of charge.

: Good. Thank you.

Please wait a moment. Let me call Green Grass Hotel to make a reservation for you. ... Sorry to

7o

have kept you waiting, sir. There are some rooms available in Green Grass Hotel. The bellman

will get you a taxi and help you with your baggage.
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Unit 4 Front Office (lll)

Concierge Service

\WhatiDoAWeIDOJEveryiDayj

A. Listen to the dialogs, decide what each short conversation is about and mark (/) where

ap
1.

propriate.

: I’d like to book two tickets to Guilin.

At what time, madam?

Could you help me send the express mail to New York?
Certainly, we have DHL here.

I'd like to go around town.

We have very nice city tour service.

You've got five pieces of baggage, haven’t you?

Yes, they’re all here.

Could you order a taxi for 6:00 a.m. tomorrow?

Where to, madam?

B. Listen to the dialog and answer the questions with the information you hear.

(C

0QP0OO0

R el

=Concierge G=Guest)

: Good morning, madam. May I help you?

I’d like to go to Beijing the day after tomorrow. Could you book train tickets for me?

Certainly, madam. How many tickets do you need?

"Two soft berths, please.

Please wait a moment. Let me call the station. ... Sorry to have kept you waiting, madam. There
are some tickets left on No. 14 train. It leaves at 4:00 p.m..

Good. How much?

450 yuan RMB per ticket, including 50 yuan service charge.

OK. Here is the money.

Thank you. Here is the receipt. Please write down your name and room number. I'll have the

tickets sent up to your room this afternoon.

C. Listen to the dialog again and complete the following conversation with the information

you hear.
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. NiiEHowjtolDolOurService]Rroperly]

E. Complete the following dialog.

(B=Bell Captain G=Guest)
B: Good morning. Concierge. May I help you?
G: T've been waiting in my room for nearly half an hour. But one piece of my baggage hasn’t been sent
up yet. What'’s the matter?
I'm awfully sorry to hear that. Could you give me your name and room number?
: T am Jack Simon. I am in Room 1603.
Could you give me some features of your baggage?
: It’s a big black leather suitcase.
Is your name tag attached to it?
: Sure. Every piece of my baggage has at least one tag.

FOFOFOF

Don’t worry, Mr. Simon. It’s possible that your suitcase has been put in the wrong place. I'll inform
the bellman to find it and send it up to your room as soon as possible.

: Well, that’s the least you should do.
I’m sorry to have caused you so much trouble. I assure you it will never happen again.

o

Unit 5 Front Office (1V)

Cashier Service

____NiEERWhatltolDolwithlthe]HotellBills]

A. Listen to the dialogs, decide what each short conversation is about and mark (/) where
appropriate.

1. Could I pay with my personal checks?

I'm afraid not.

I’ve got a whole lot of your local currency, so I think I’ll pay with that.
Certainly, sir.

I'd like to use my Visa card, if that’s OK.

Certainly, sir. That'll be fine.

Can I settle accounts with US dollars?

Well, ’'m afraid not, sir.

I don’t have any RMB or credit card.

We also accept traveler’s checks.
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B. Listen to the dialog and fill in the hotel bill with the information you hear.

(G=Guest C=Concierge)

Could you explain the bill item by item for me?

Certainly, Mr. Smith. The first item is your room number 1204.
I'see. I thought it might have been the total.

R Well~

No, the total is the last item: 2,770 yuan RMB. The second item is the restaurant — 3 meals during
the three days. It’s 704 yuan in all.

That’s it. And the third must be the fax to San Francisco. And what’s the next item for?

That’s for the one-day city tour, a sum of 98 yuan.

I ordered room service for my breakfast yesterday. Is this 60 yuan here?

No, sir. This 60 yuan is for the laundry charge. The room service charge is 36 yuan.

I'see. I went to the bar yesterday evening, and I signed bill for it.

Yes. The fifth item is for the bar. That’s 120 yuan.

I bought something in the shopping center. But I paid cash for them.

Of course, Mr. Smith. That doesn’t appear in the bill. And the eighth item is the room rentals for

three nights, 1,680 yuan altogether. We’ve exempted you from the 15% service charge.
I'm afraid I can’t make it any less for you.
G: You’re most helpful.

C. Listen to the dialog again and complete the following conversation with the information
you hear.

~ NimEHow]tolBelalHotelkCashier

E. Complete the following dialog.

(C=Cashier G=Guest)

Good morning, sir. May I help you?

: I'd like to check out now.

Could I have your name and room number?

: Henry Redfield in Room 2117.

Well, just a moment, Mr. Redf ield. ... Here is your bill, please check it.

: Oh, what’s this item for?

"That’s for the room rentals for two nights and a half day.

: But I registered in the evening and will leave this morning. That’s two nights, I think.

NOFOFQAOOQ

Well, let me have a check. ... Ah, yes, you have stayed here for only two nights, no more. I am awfully
sorry for my mischecking. Now, let me give you another bill and please check it.

: This time it’s quite correct.

Qo

How are you going to pay, Mr. Redfield?



I Tapescript R

G: In cash. Here you are.
C: Thank you. Here is your change and the invoice. I am sorry to have caused you so much trouble. I'll
try to be more careful another time. I hope you have enjoyed your stay with us here.

Unit 6 Housekeeping (1)

Guest-Room Service

____NiERWhatiWork{is]included]injThisjDepartment;

A. Listen to the dialogs, decide what each picture is about and mark the number of problems
concerned.

1. M: Don’t you think the ashtray needs emptying?

I'm sorry. I'll get it done right away.

It seems that the bed hasn’t been made up at all.

Oh, I'm sorry. The chambermaid will come to your room at once.
Look! There’s a hole in the curtain.

Oh, sorry. I'll have it changed in no time.

Look! The floor is so dirty.

Sorry, sir. The floor needs sweeping indeed.

The mirror is so dusty!

I'll clean it for you immediately.

B. Listen to the dialog and mark (/) according to what items are offered by the Front Office
to the Housekeeping Dept. and vice versa.

: How does the Housekeeping Dept. coordinate with the Front Office?

2

: The Front Office provides the Housekeeping Dept. with the arrival list, particularly the arrival
of VIPs.

: What else?

: The Front Office also provides the check-out room list for the Housekeeping.

: What do you mean by the check-out room?

sS2s8

: It means a room to be vacated at the end of the guest’s stay. The Housekeeping Dept. staff have
to get these rooms ready for sale again by the Front Office.

: Then what does the Housekeeping Dept. offer to the Front Office?

: The room status report is compiled 2 or 3 times every day and sent to the Front Office.

=32

: Isee. Thank you.

C. Listen to the dialog again and complete the following conversation with the information
you hear.
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E. Complete the following dialog.

(A=Room Attendant G=Guest)

A: Good morning, sir. May I help you?

G: Ah, 'm afraid that there’s something wrong with the TV set.

A: DPm sorry. Let me have a look. ... 'm afraid I'll have to send for an electrician from the Maintenance
Dept. Please wait a moment.
[Soon the electrician (E) comes.)

E: No, thanks. We don’t take tips. Thank you anyway..

G: What efficiency. Thank you. This money is for you.

E: No, thanks. We don'’t take tips. Thank you anyway.

Unit 7 Housekeeping (Il)

Personal Service

D |  Tht Gioe hdrdad h Pasend] Saviies @

A. Listen to the dialogs, decide what each short conversation is about and mark (/) where

appropriate.

1. M: My leather shoes are quite dirty.
W: Don’t worry. We’ll have them polished.

2. M: Could you take care of my boy? I'm going to attend a meeting.
W: I'm afraid you’ll have to contact the Room Center for it.

3. M: I'm having some friends over. Would you please buy me a pack of cigarettes?
W: What brand would you like, sir?

4. M: Could you clean the clothes for me?
W: Yes, please leave them in this bag and fill in the list.

5. M: I feel somewhat cold. Would you give me one more blanket?
W: T'll get it for you right away.

B. Listen to the dialog and answer the questions with the information you hear.

(C=Concierge G=Guest)

C: Good morning. Room Center. How may I help you?

G: This is Jane Hobbs calling from Room 901. Could you send someone to take care of my child
this evening?

10
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Certainly. We have baby-sitting service. The baby-sitters are all reliable and experienced.
Good. Could you tell me about the terms?

It’s 20 yuan an hour, for a minimum of four hours.

Oh, that’s quite reasonable.

Please wait a moment. We’ll send you a confirmation form for you to sign.

Shall I pay in cash?

Not necessary. We’ll add it to your account.

Listen to the dialog again and complete the following conversation with the information
you hear.

(o Go Ciitar Pasend] Saniss

. Complete the following dialog.

(A=Room Attendant =~ G=Guest)

[9)

POPEOEQP

Good afternoon, Mrs. Hobbs. What can I do for you?

: We're having some friends over this evening. Can you bring us two more chairs?

No problem, Mrs. Hobbs. When do you need them?

: I need them at 6:00.

All right. I'll bring them into your room then. Anything else I can do for you?

: Yes, one more thing, could you offer us an extra bed for our little Tommy?

I’m afraid you’ll have to speak to the Front Office for it.
It’s the regulation of our hotel. You’ll have to go through the formalities and we’ll add it to your

account.

: I'see. I'll be going there right away

Unit 8 Food & Beverage Department (I)

Chinese Restaurant Service

(What]isiServedHerclill 100 e

A. Listen to the dialogs, decide what each short conversation:is about and mark (/) where
appropriate.

1.

W: What do you serve in your restaurant?
M: We serve very nice Sichuan cuisine.

1
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2. W: Does your bar serve Chinese cocktails?
M: Yes, we have a good selection of Chinese and foreign cocktails.
3. W: Where would the wedding ceremony be held?
M: It'll be held in our largest banquet hall.
4. W: Oh, I'm tired. Id like to have a cup of black coffee.
M: Let’s go to the café.
5. W: Where can we have the buffet?
M: Please go to the cafeteria on the second floor.

Listen to the dialog and match the cuisines in Column A with the features in Column B.

(D=Diner = W=Waiitress)

S99 =sF

=¥

s9P =¥

¢

I hear that there are many regional cuisines in China, aren’t there?

: Right you are. There are four major cuisines, or say, four styles.

What are they?

: They are Shandong Cuisine, Guangdong Cuisine, Sichuan Cuisine, and Huaiyang Cuisine.

Oh? What are the main differences?

: Well, it’s a long story to tell. Briefly speaking, Shandong food is heavy and spicy while

Guangdong food is light and fresh. The former’ speciality is Roast Beijing Duck and the latter’s
is Roast Suckling Pig.
How about Huaiyang food?

: Huaiyang food is well-known for its cutting technique and original flavor. And Dried Beancurd

Shreds in Chicken Soup is many Huaiyang chefs’ recommendation.

People say that Sichuan cuisine is very hot, isn’t it?

: Yes, most Sichuan dishes are hot and spicy, and they taste different.

Really? I like hot food. So what’s your recommendation for me?

: I think Mapo Beancurd and Pork Shreds in Fish Seasoning are worth trying. Our Sichuan

restaurant is on the third floor.
Great! I'll be going there. Thank you for your information.

Listen to the dialog again and complete the following conversation with the information

you hear.

HowjtolWork{inlthe]FoodiandiBeverage]Departmentss

. Complete the following dialog.

(H=Hostess D=Diner)

H:
D:

Good evening, ladies and gentlemen. Welcome to our restaurant.

Do you have a table for four?
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: Have you made a reservation?
: I'm afraid not.

angw R

: I’'m sorry to say that there aren’t any vacant seats at the moment.
Would you have a seat in the waiting room for about five minutes? One table over there is almost
ready. I'll call you then.

: OK.

: Ladies and gentlemen, would you like some drinks while waiting?

STV

: Yes, a coffee for each of us.
(Five minutes later)

H: Sorry to have kept you waiting, ladies and gentlemen. Now we can seat your party. Please come this
way. WIill this table be all right?

: Very nice indeed!

anillw)

: Take your seats, please. Here’s the menu. Please take your time. I'll return in a few minutes to take

your order.

Unit 9 Food & Beverage Department (Il)

Western Restaurant Service

\What]isiServed|infalWesternjRestaurantill

. Listen to the dialogs, decide what each short conversation is about and mark (/) where

appropriate.

1. W: Do you have chocolate ice-cream?
M: Yes, of course, madam.

2. M: How would you like the beef steak done?
W: Very rare, please.

3. M: Would you like some wine with your meal?
W: A red California, please.

4. M: And to follow?
W: An onion soup.

5. M: What would you like to begin with?
W: A shrimp cocktail, please.

. Listen to the passage and determine from which side-food is served in different service

styles.

The three most frequently used service styles are called French, Russian, and American. French
service is the most elaborate. The service is from the right with the right hand. Russian service is

13
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simpler than French service. The waiter or waitress places plates before the guests from the right

side and serves each guest from the left. American service is faster than Russian. The plates are

served from the guest’s right with the right hand.

C. Listen to the passage again and complete the following passage with the information you hear.

HowjtolIServelWesternlCuisine;

D. Complete the following dialog.

(W=Waiter G=Guest)

W:

Gl:

Ww:

Gl1:

Ww:

G2:

Ww:

G2:

W:

Gl:

W:

Gl:

W:

Gl1:

May I take your order, sir and madam?

Yes, I think we’re ready. My friend would like the lamb and I'd like the fillet steak with fried potatoes
and a green salad.

One lamb and one fillet steak with fried potatoes and a green salad. How would you like them to be
prepared, rare, medium, or well done?

Oh, medium, please.

Very good, sir. And would you like anything to start?

Yes, Id like a soup.

Would you prefer a vegetable soup or an oxtail soup, madam?

O, the vegetable soup, I think.

Vegetable soup. And for you, sir?

Well, 'm slimming. ’'m not so sure.

I’d suggest the melon, sir.

OK, yes.

Would you like some wine for your meal?

Yes, we’ll have Red California.

Unit 10 Food & Beverage Department (111)

Beverage Service

A. Listen to the dialogs, decide what each short conversation-is about and mark (/) where
appropriate.

1. M: Could you tell me how to mix Gin Fizz?

W: Yes, of course.

14
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2. W: What about some Scotch?
M: Oh, I'm afraid it’s too strong.
3. W: What would you like to drink?
M: A coke, please.
4. W: What would you like to drink with the steak?
M: A glass of dried red Dynasty, please.
5. W: What about a cup of Longjin?
M: That’s a good idea.

Listen to the dialog and mark (/) where appropriate.

(I=Instructor  T=Trainee)

I: Look. What a good selection of world famous liquors and wines we have here! You see, on that
shelf there are different kinds of whisky. They are Bourbon, Scotch, and Rye.

Are those on the right whiskies, too?

No, they are world famous brandy. We have Remy Martin and Hennessey.

What are they made from?

You mean brandy? They are made from grapes. But whiskies are distilled from grain.

Then, what about wines?

We have Bordeaux wines, Burgundy wine and Californian wine. They come from different
countries.

Are they also made from grapes?

Yes, they are. But they are still wines while brandy is distilled.

I see.

Listen to the dialog again and complete the following conversation with the information
you hear.

Howjto}Serve]Beverages)

. Complete the following dialog.

(W=Wine Waiter D=Diner)

W: Would you like some wine with your dinner?
D: Yes, we would.

W: Here is the wine list. Please take your time.

W: May I take your wine order now?

D: Yes, please. I have ordered a very nice lamb chop and my wife has ordered some seafood. What can

you suggest to go with them?

15
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Ww:

D:
W:
W:

S

Well, I'd suggest a Red California for the lamb chop and a Barsac for the seafood.
"That’s a good idea.

Please wait a moment.

Sorry to have kept you waiting. Here you are.
May I open the bottle for you now?
Yes.

: Would you take a taste of it?

OK. (Tasting) Excellent! Thank you for your recommendation.

Unit 11 Shopping Arcade

Wht (8 Go Ba Selld I @ar Shepping oot @

. Listen to the dialogs, decide what each short conversation is about and mark (/) where

appropriate.

1.

: I’d like to buy some china ware.

What about this egg-shell porcelain vase?

What can I show you, sir?

Can I have a look at these diamond necklaces?

May I try it on?

Yes, of course, sir.

What are these small round cakes?

They are moon cakes, a symbol of happy family reunion.
They say ginseng has a magic power, doesn’t it?

: Yes, but do you want it for yourself, sir?

. Listen to the dialog and match each object with its correct price tag.

(A=Shop Assistant G=Guest)

PO Z0P

Can I help you, madam?

Yes, I need something for my daughter. It’s her birthday, so I want something special.
Well, how much did you want to spend?

Oh, money doesn’t matter!

Oh? Well, how about a nice ring?

That’s a good idea. Mmm ... how much is this one?

That’s, er, $1,259.

Oh, er, not quite the right design for my daughter.

Well, here’s a beautiful bracelet. It’s only $545. It’s eighteen carat gold.
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Hmm. Well, ... no, that’s not quite right. I don’t like the shape.

I know. How about this gold pen? It’s only $135, and it will last forever!

Mmm. No, no, I don’t think so. It’s, oh, dear, it’s much too heavy!

"Too heavy! I see. Well, how about a watch?

How much is your cheapest watch?

Let’s see. Oh, here’s one for, er, $23.75 — that’s twenty three dollars and seventy- five cents.

Ah. No. I don’t think she would like that watch. It’s too big! Ah ha! How about that hat over
there?

QEOFOZ0

The hat? But I thought you wanted ...
O, it’s beautiful! How much is it?

It’s er, $2.85.

It’s perfect! I'll take it! She’ll love it!

Listen to the dialog again and complete the following conversation with the information
you hear.

Howjto}PromotelChinese]NationalfCulture il

. Complete the following dialog.

(A=Shop Assistant G=Guest)
A: Good morning, Miss. What can I do for you?
G: I'd like to buy a garment closely related to Chinese culture as a token of my China trip. What do you
think will be nice on me?
Well, Miss. You have very good shape. I'm sure a Chinese Qipao will be nice on you.
: Qipao? What’s that? Could you show me, please?
Yes, of course. Please step over here.
: Oh, they’re all so nice!
What material would you like, brocade or velvet?
: Brocade, please.
And would you like a short-sleeved or long-sleeved one?
: A short-sleeved one, please.
Then what about this one?
: Beautiful indeed. But what are the flowers on the chest?
They’re peonies, symbols of grace and nobility.
: Good. May I oy it on?
Certainly, Miss. This way to be fiting room.
: It fits me nicely. I'll take it. But is it colorfast?

POPEPRERPOPEPOEORQP

Yes, all the garments here are colorfast. But please wash it in lukewarm soap water and rinse well.

Please don’t rub or wring it.

17
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Unit 12 Recreation Department

_____NimmWhatlactivitiesican\WelGolinjforliierel

A. Listen to the dialogs, decide what each short conversation is about and mark (/) where
appropriate.

L. I’'m ready to go horse riding.

But I prefer angling by the lake.

I want to lose some weight, but I hate to be on diet.

I think the best way is to do some exercises in our gym every day.

Your hair-style is so beautiful.

Thank you. I had my hair done in the hotel’s beauty parlor.

I like playing ping pong very much.

Let’s go. I'll be your best coach.

If you’re free tonight, let’s go dancing in the hotel’s ballroom, shall we?

szzssgzssz

By all means.

B. Listen to the dialog and fill in the following table with the information you hear.

(The telephone rings.)

(C=Clerk G=Guest)

Good evening. Recreation Dept. May I help you?

Yes, I'd like to go swimming this evening. Is your swimming pool still open?

Yes, we don’t close until 11:00 p.m.

In such weather, I’'m afraid the water is too cool to swim in.

Oh, don’t worry. Ours is a heated swimming pool. The temperature is about 28°C.

That’s great! But I'm not so good at swimming. I was wondering how deep the pool is.

Its depth is 1 meter to 2.5 meters. There’re separate locker rooms, where you can have a shower.
Thank you. But how often do you change the water?

We change it every other day. We just changed it this morning.

C. Listen to the dialog again and complete the following conversation with the information
you hear.

18
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_____NiiEEHowjtolDolService]Here i

D. Complete the following dialog.

(A=Attendant G=Guest)
: People say that your hotel’s Recreation Dept. is really fantastic. What do you have?
Well, we have a nightclub, a gym, a swimming pool, a bowling room, a billiard room, and so on.
: What do you have in the night club?
In the night club, you can enjoy singing, dancing, fashion, fashion show, and so on.
: Great! How about the fitness center?

P20

It is equipped with the latest sports apparatus, such as the bar bells, dumb bells, spring grips, wall bars,
race apparatus, stationary bike, you name it.

: Terrific! I want to lose weight. Do you organize any training classes?
Yes, we have Taijiquan and aerobics training classes.

: One more thing, is there a coach who supervises the exercises?

220

Yes, over there you can see our resident coach..

Unit 13 Event Department

| NiERWhat]GrelProvidediforithe]MeetingjZlanneril

A. Listen to the dialogs, decide what each dialog is about and mark (/) where appropriate.

1. M: I'd inquire about holding a conference for about 180 people in your convention center.
W: Well, we have a 200-seat meeting room which, I suppose, will suit you nicely.
2. M: They are from different countries.
W: Don’t worry. Our meeting rooms are all equipped with 10 plus 1 simultaneous translation
system.
3. M: What do you mean by MICE service?
W: Itis the shortened form for meeting, incentive tour, convention and exhibition.
4. M: Anything special you’d like to have on the menu?
W: Yes, we do have several delegates from Islamic countries.
5. M: Could you show me around?
W: Yes, of course. This way, please. ... Here is our multi-function hall. It can serve as an

exhibition hall and can cater up to 3,000 people for banquets.

B. Listen to the passage and answer the following questions.

The convention business is very profitable for the hotel industry. A convention guarantees

a good occupancy rate for the hotel over a period of at least several days. In addition, the special

19



__________ St

20

exhibit and meeting areas are rented by the sponsoring organization for a fee, and the people
attending the convention also generate more business in the hotel’s restaurants, bars and shops.
To ensure the success of conventions, many hotels also have a special manager to handle all
the particular arrangement that must be made once the convention has been booked into the

hotel.

Listen to the passage again and complete the following conversation with the information
you hear.

Howjto)Work{forithe]EventiBusinessill

. Complete the following dialog.

(M=Event Department =~ P=Meeting Planner)

P: I'm here to check the equipment we ordered for our conference to be held in your hotel this
afternoon.

: I'see. This way to the auditorium, please. We can check the facilities on the spot together.
OK.

: Ah, here we are. After you, please. The overhead projector is on this table here.

T2F=

I'see. Do you have some extra pencils in different colors? We hope you can provide two colors pencils
for each seat at least. Our boss is very particular about that.
: I'll inform our staff of fetching them after a while.
We shall also need a notice board in addition to the normal bulletin board in the lobby.
: No problem.
Thank you very much.

=S PEPFE

: You're welcome.

Unit 14 Sales & Marketing Department

\WhatiProductsiShould\WelSel Il 8

. Listen to the dialogs, decide what each short conversation.is about and-mark (/) where

appropriate.

1. M: What will I be selling as a hotel sales manager?

W: The chief products you will be selling are goods and services.
2. M: What goods should a hotel sales manager sell?

W: They mainly refer to lodging, food and drink.
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3. M: What service do we sell?

W: It involves guest interaction with staff and hotel facilities.
4. M: What is the aim of selling goods and services?

W: Both are to meet the needs of our target market.
5. M: What's the duty of the sales manager?

W: The sales manager is the person who plans and works on internal selling and external selling.

Listen to the passage and answer the following questions.

The two approaches to raising sales are to sell to more people or to sell more to your present
customers — or to do both. Increasing the customer base is usually thought of as the job of
advertising and promotion. We should also note, however, that a superior operation that achieves a
good reputation may build its customer base through word-of-mouth referrals.

Another approach to raising sales is to increase sales to the customers you now have; that
is, to increase each customer’s average. One obvious way to do this is simply to raise prices. But
unless the price level of the competition is also going up, this will most probably result in losing

customers.

Listen to the passage again and complete the following passage with the information you
hear.

HowjtolSelllOursProducts

. Complete the following dialog.

(C=Client =~ M=Sales Manager)
C: I'm John Smith from Grand Circle Travel Service. We are going to bring about a hundred groups to

China next year. Id like to have your room rates and terms.

=

: I'm glad to be at your service. Here is a copy of our tariff. We have different rates for different periods
of the year, that is the peak season, the shoulder season and the low season.
May I know if you give preferential rates to groups?

: For serial groups the prices are negotiable and we offer 10% commission to travel agencies.

What are your terms regarding payment?

=020

: When credit arrangements have been made we will bill you based on your credit limit and you do not
have to pay in advance.
Do we have to sign some kind of agreement?

=0

: Yes, we'll send you a copy of agreement if you agree on the terms, please sign and return a fax copy to

us.

21
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D

A. Listen to the dialogs, decide what each short conversation is about and mark (/) where
appropriate.

22

1.

Unit 15 Settling Complaints

\WhatlWilllthelGuestslcomplain]Gboutil

I’ve stayed in your hotel for only two days, but you charged me for two days and a half.
I'm sorry. I'll have the amount changed.

I’'ve been waiting for my baggage for half an hour.

I’m sorry. I'll contact the bell captain at once.

There’s something wrong with the minibar. It doesn’t keep cold.

I'm sorry. I'll send for an electrician right away.

Excuse me, sir. What seems to be the problem?

I asked for some water. But she doesn’t take any notice of me.

I’ve ordered the steak well-done. But this one is completely raw!

I’'m awfully sorry. I'll change it immediately for you.

B. Listen to the dialog and mark (/) where appropriate.

A:

B:
A:

> ¥

A:
B:

I stayed at the Goldfish Hotel. I could not get a drink sent to my room after midnight. The
refrigerator was not working.

I stayed at the Melody Hotel. There was a good, inexpensive restaurant on the 4th floor.

I made a phone call from the hotel room to my parents in Canada. They were very happy to hear
from me.

Oh, you were that lucky. But when I phoned the Room Service there was never any reply.

I had nothing to do at night except to have some drinks at the bar.

I could go to the bar, the recreational center or the disco hall at night, but the TV set in my
room doesn’t work well.

A guest in the next room had a heart attack, and the hotel found a doctor immediately.

Oh, what efficiency!

C. Listen to the dialog again and complete the following conversation with-the information
you hear.
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— Y How tolsetticlcomplaintsE

D. Complete the following dialog.

(W=Waiter D=Dinner)

W: May I help you, sir?

D: Iordered my steak to be prepared medium, but this one is absolutely raw.

W: I'm awfully sorry, sir. There must have been some mistakes. I do apologize for that. I'll change it
immediately for you.

: But how long will it take?

: About ten minutes. Would you like some complimentary drink while waiting?

SRR

I'm afraid I don’t have enough time to wait for the next steak to be prepared. I have an appointment
in my room in fifteen minutes.

: Oh, you are staying at our hotel. May I have your name and room number?

James Pile. Room 611.

: Thank you, Mr. Pile. I'll ask the Room Service to serve you a snack at 9:30 tonight. And you will have

sV E

your favorite rare steak.
Shall I pay for two steaks?
: No, you should pay only for one. We'll cross the tough steak off the bill. Sorry to have caused you so

=¥

much trouble. I assure you it won’t happen again.

Unit 16 Hotel Management

. NIERWhatiDoes]HotellManagement]Mean il

A. Listen to the dialogs, decide what each short conversation is about and mark (/) where
appropriate.

1. What is your responsibility?

I’'m responsible for the operation and management of Spring Restaurant.
What are you?

I’'m the head of the Security Dept.

What is your job?

I'm the head of Witz Hotel.

What is his work?

Well, he is in charge of the Accounting Division.

What do people do under your leadership?

z2sEszszsE<

They are to keep the cleanliness of all rooms and public areas of the hotel.

23



I <iviiin

B. Listen to the passage and match the functions of management in Column A with their

24

definitions in Column B.

The functions of management are planning, organizing, staffing, leading, and controlling. Its
practitioners will do best if they can understand and apply, in the light of situations, the theory and
practice of these functions.

Planning is to make a rational approach to the selected goals — bringing both social and
economic effects. Organizing is to determine what the organizational structure should be. Staffing
is to find what kind of people we need, when we need them and how to train them, while leading is
to discuss how most efficiently to lead and direct them. Controlling means to control in accordance
with the furnished structures.

Listen to the passage again and complete the following short passage with the information
you hear.

Howjislthe]HotellManagementiWorkinglil

. Complete the following dialog.

(M=Duty Manager = G=Guest)

Listen, the air-conditioner is out of order in my room. When are you going to come and repair it?
: I'm sorry, sir. 'll get someone at once.

You’d better. It’s so hot here. And everything in my room is in a mess.

: Well, I'll speak to the Housekeeper about it, sir.

OEEQ

And another thing, what are you going to do about those countrymen in my next door? They were
playing mahjong, talking, and laughing all night. It shouldn’t be allowed.

: Sorry, sir. I'll have a word with them and ask them to be a little more considerate.

Yes, do that right now.

: I’'m very sorry you've been disturbed, sir, but ...

And one more thing. The food in your restaurant is too expensive and the service is terrible, too.

=SR2 0E

: I'm terribly sorry, sir. I'll ask the restaurant manager to improve the service.
If there is anything else I can do to make your stay here more enjoyable, please don’t hesitate to ask

me.

@

Don’t worry. I'll tell you right away!
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II Translation of the Dialogs and Summary of Our Work I
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II Translation of the Dialogs and Summary of Our Work I
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II Translation of the Dialogs and Summary of Our Work I
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Unit 1 Hotel Industry ABC

BD | Lt baletd R

A. Listen to the dialog, decide what each conversation is about and mark (/) where

appropriate.

Commercial Resort Convention Motel Airport Hotel
. Hotel Hotel

Dialog 1 | v

Dialog 2 v

Dialog 3 v/

Dialog 4 v

Dialog 5 v

B. Listen to the passage and fill in the blanks with the words or phrases you hear.

A hotel is a home away from home for all the traveling guests who need rest, food, and drink.

A hotel will enjoy greater financial success only with the greater satisfaction the guests receive from

the home away from home.

C. Listen to the dialog and match the jobs in Column A with the departments-in Column B.

1. ¢ 2. a 3.d 4. b

D. Listen to the dialog again and complete the following conversation with theinformation
you hear.

M: What do you do in the hotel?

W: I am a chambermaid in the Housekeeping Department.

M: What are your duties?

W: Well, my duties include making sure that the rooms are clean and orderly.

But next week I will be working in the Food and Beverage Department.
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: What are you going to do there?

s

: I will be a Room Service waitress. I will note down orders from guests and take food trays up to

their rooms. And what’s your job?

=

: T used to be a receptionist in the Front Office, and now I am working in the Finance Department
as a chief cashier.
: What are your responsibilities?

: I am responsible for paying out and receiving money.

2%

: Oh, that’s a challenging job.

HowjtoJEnterithe]Hotel\World

. Read the above dialogs carefully, and tell:

1. To create a home away from home for all the traveling guests who need rest, food, and drink.

2. The reason is that hotel receives and serves people from all walks of life and from all over the
world.

3. That is a real liking for people and a warm desire to help them.

4. To get things done by the right people.

5. On the one hand, golden management hatches golden service. On the other hand, the success of

management depends on the service of all employees.

Answer the interviewer’s questions in a more appropriate way.

1. I took such courses as English, Computer, Accounting, etc.

2. Well, I like working with people. In a hotel, I can serve people from all walks of life and from all
over the world. In return, they are friendly to me, and this makes me happy.

3. Yours is a famous hotel, and its managerial system fits me well. That’s the reason I'd like to work
in your hotel.

4. Thank you for your time.

Read the following conversation. The sentences are not in the right order.

AT T A AT T AT A
2.(10) 0. 3) e (5) e ) e (6) oo (1) e (9) e (B) e (7) . (8)

. Complete the following dialog.

(M=Human Resource Manager I=Interviewee)
M: Why do you choose to work in our hotel?

I: It because yours is a famous five-star joint-venture hotel and its managerial system fits me well.

M: So which department would you like to work in?
I: If possible, I prefer to work in the Recreation Dept. or the Sales & Marketing Dept.
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=

: I see. But I'm afraid we only have other two departments for you to choose from, either
receptionist at the Front Office or Room Service waiter at the Food & Beverage Dept.
In such a case, I’d take a receptionist’s job.
What salary package do you have in mind?

I

M:

I: Thope the monthly pay is not lower than 3,000 yuzzn RMB.

M: Isee. We'll let you know our decision within five days. Thank you for coming.
I:

Thank you for your time.

~ JuiESummaryfoffOurdWork@

(Open.)

B [V Cocolaitn G

B. Match the definitions on the left with the terms on the right.

1. b 2.a 3. ¢ 4. e 5.d

C. Decide what type of hotel would you recommend to the following persons.

Guest A: commercial hotel
Guest B: airport hotel
Guest C: bed & breakfast inn
Guest D: convention hotel
Guest E: motel

Guest F: resort

D. Reading Comprehension

1. c 2. b 3.b 4. b 5.a

F. Translation

BRI AE AR S5 BTG W 2 o 7 A hIP AR, (H LS 18 HE22, hotel iX AN A #E N X
—f1lk. Hotel —ifJfTF ki, FASE S8R E 2 K, JRiE S L8 2EE I i B F e AP

ez
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- JiRRracticaljHotel[Documents!

List 1 List 2

Employment Application RECORD OF EMPLOYEE COUNSELLING
B HiES R TR 4
Dept./Position Applied Lor First Choice:
TR LA i Employes Name: Dept:
Second Choice Recent Photo AL i
R Date of Joined Date:
AR a
Salary Expected: Available Date:
BERAF LAY NATURE OF PROBLEM (Give specifc dtails, atc) R A4 #1ft
Tersonal Data 4~ A ¥EEH
Chhinese Name: Tnglish Name Giender Age
S pas 5 kil
Date of Birth: Place of Birth: Native Province Ethnic Group
i =h:t ] (ST SEHR B
T-mail: TTome Number Mobile Number: ‘Type of Disciplinary action &4#%)
R LRk THLS D oral waming 234 01 Writlen Warning 457885 O Final Writerwaming &%
Home Address: Post Code:
EdSER Bl 0 Suspension Ouration Days) AR, K3
D Number: TTelgwl‘ Weight — —
AT # E £ Termination / Dismissal #B/7FH:
Family Member Particulars SEEE RAEH
Name Relationship Age Occupation Working Unit s
B4 KE Fit Ak AR AL Asproval
e MECREBEES | DWESATASTEN | AAEERET/AY
Dept Head Signature/ Date  Functional Dotted Line Head | Property/Functional Head HR Signature / Date
Employment Record TAE£3 [} b S D2
Nameof | Location& | Dept. & Employment Period | Salary | Reasons [P ot
Company Phorne No. Position iaai] A | for Leaving Acknowledgement of Punshed SufiDatc BEAZEN
LRS- Hif EITHIAL | From B To 2 Fa R TR Explanation of
Repeat
P
W Date of Repeal
ATHEHON:
E i /Pr i Qualifications %% [F ¥ E# ‘Approval for
Schools of Name From To Major course Certificate Obtained Repedl
i =] S ES 3o HAFTH i
HOERENE BUCREBERON | BURERHAEFIOE | AATEEETAR
Dept Head Signature/ Date|Functional Dotted Line Head | Property/Functional Head HR Sigoatre/ Date
Signature/ Date Signature / Date
Language Competence 3= fE 7
T.anguage Speaking 1% Reading [Z i3 Writing T35
e Good | Fair | Poor | Good | Fair | Poor | Good | Fair | Poor
i + = i +F = i + =
Other Information HE{E 8
Mark with a V" in the appropriate blank Yes | No | If yes. please give
S L P RS & | & | particulars
A E R
Have you ever had any Criminal Records?
FERESHEAARIER?
Have you ever been disciplined because your conduet and work
was not satisfactory?
RS E AT R T (RS R Ak a7
Have you ever suffered any serious injuries, illness or operation?
BEEAERN . SSEERET AR
DECLARATION & &
AN TES 30— E18 9 HAER . G R BB, MR Z ST R b
RN E R BB ST
All the information provided by me in this application form is truc and corrct. Any false
statement or dishonest answer to any questions is sufficient for immediate termination. I also
authorize investigation of the above information for the purpose of verifieation.
Signature of Applicant Date
Hif A% 5 SE)

A. Multiple Choice

1. What is the most fundamental quality the applicant must have when applying for a job?
a. Faithfulness b. Honesty c. Carefulness d. Sincerity
2. As a hotel staff member, the most important quality you must have is .

a. Loyalty b. Modesty c. Diligence d. Working experience
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B. Please fill in the Application Form based either on Dialog 2 in Part Il or on your own
information.

Unit 2 Front Office (I)

Reservation Service

—___NiERWhat{to]Dolin]HandlinglRoomlReservationsil

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

Room Type No. of Nights

Conversation 1 v
Conversation 2 v

Conversation 3 v/

Conversation 4 v

Conversation 5 v v

B. Listen to the dialog and fill in the reservation form with the information you hear.

Name Alexander More Mr. Arrival Date Apr. 19th
Mrs. [ No. of Nights Three
Miss [

Address No. 32, Hill Street, Los Angeles, USA

Telephone 62191934

No. of Persons One

Single [Z Double Twin [] Suite []

Rate 50 dollars per night including breakfast

Remarks A little particular about food

C. Listen to the dialog again and complete the following conversation with the information
you hear.

(R=Reservationist G=Guest)
R: Witz Hotel. May I help you?
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: I would like to reserve a single room for three nights.

You’re welcome, sir. Your arrival date, please?

: Apr. 19th.

Well, let me see. ... Ah, yes, we do have a single available. May I have your name ?

: Alexander Moore. That is, A-L-E-X-A-N-D-E-R for Alexander, and M-O-O-R-E for Moore.
"Thank you, Mr. Moore. Could I have your address and phone number, please?

: I live in No. 32, Hill Street, Los Angeles, USA. And my telephone number is 62191934. By the

way, how much is it?

QEFQFOFO

o

Ninety dollars per night, including breakfast.
I see. One more thing, I am a vegetarian. Maybe I am a little bit particular about food.

o

No problem, sir. We’ll make a note of it.

HowjtolHandiejRoom]Reservations

. Read the above dialogs carefully and tell:

1. The hotel provides single rooms, deluxe single rooms, standard double room/TWBs, junior
suites, etc.

. By saying, “May I have your name, please?”

. By asking, “For which dates?” or something like that.

. To confirm a reservation, the reservationist usually gives the guest a phone call or a fax.

wi AW N

. At the end of a reservation, the reservationist may say, “We look forward to your coming”.

Give each of the following sentences a more courteous expression.

1. May I have your name, please?
2. I’'m afraid our hotel is full for those dates.
3. Please wait a moment.

4. I'm afraid we don’t have anything less expensive.

. Read the following conversation. The sentences are not in the right order.

.R..G..G..G..G..G..R..R..R
2. @) e 3) e (5) e (1) e (7) o0 (9) e (6) . 2) . (8)

Complete the following dialog.

(R=Reservationist G=Guest)

R: Witz Hotel. May I help you?

G: Yes, please. This is Thomas Benjamin calling. I'd like to book a single room with bath in your
hotel.

R: You're welcome, Mr. Benjamin. May I have your arrival and departure dates?
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From May 14th to 18th.
Well, just a moment, Mr. Benjamin. Let me have a check. ... Oh, sorry to say that all the rooms

7o

are booked up during that period.
Oh, what’s to be done, then?
Don’t worry. We can either put you on a waiting list or recommend a nearby hotel.

I’d like to stay in your hotel. So please put my name on the waiting list.

PORO

Could you give me your telephone number or E-mail address? We’ll inform you as soon as we

have a room.
OK. Thank you.

e

~ NiimSummaryfofflOurdWork@

(Open.)

_______NiVAGonsolidationgell

B. Match the guests’ requests with the reservationist’s responses.

1. d 2.a 3. f 4. b 5. ¢ 6. ¢

C. Reading Comprehension

1. d 2. b 3. ¢ 4. a 5.a

E. Translation

T L BRI A BB, BNEE AR T AR M) 1 JRRAR S BN, AR ) B G S FRR A
HIEHBEDE o tEAh, NEDEETESUERT IREA TE RIS . ML NS A BREA L R, Bbh
I JERAR DL, nT Bt .
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- JiRRracticaljHotel[Documents!

List 1 List 2

RESERVATION CONFIRMATION FAX SHEET GROUP RESERVATION REQUEST
BB R Date of Arrival Number of Nights
Tio B Email Time of Arrival Persons
Tax/f% 11 %A% H B/Date: Guestrooms: Single
Tel/Hif- No. of pages including this one/ T E(& 7R ) Double
BEHETIT R EAEE S WA TITEAL T Suitest Junior
Thank you for your reservation at the Shanghai Witz Hotel. The following are the details of your Deluxe
reservation confirmed by us Name of Applicant
e MrMrsMadam/Ms ek e MR
Number of Guests No. of Adults No. of Children Name of Group
A%k AN JLE
Nationality D Type 1D No.
; =] [id i ea )
AEOE Departure Date Rate
Arrival Date 5 H 8 Single: 400 yuan RMB Double: 640 yuan RMB
Re Rate | . . .

" o M TR | Remarks Junior Suite: 720 yuan RMB Delwxe Suite: 1100 yuan RMB
Room Type (CNY/ night) Number of | &4% b 3
TR wBHEN Rooms b * Check-out time: 12:00 noon

=TE ARG + Reservations held until 6:00 pm unless an advanced deposit of one day’s rate has been
PSR
Deluxe Room received.
s Received by
Superior Single Room
FREs
Parlor Suite
Exceutive Room
EELS
Exceutive Suite
Rate Details Total  Room [ Method of Payment
oyrat Cost [RE ik
LA CONT
1. Tax inclusive IR
Y=o % % B O#l| L Cash
Kelelwdsl [S7) T
2. Free of 10% service charge T Creait Card
1} 00 44 -1
S 10%R%% % ¥ i R
Booking No. Deadline to Hold Rescrvation
FITHIAG TR i B PR
oK Sorry
Special HER AR
Requests 1. C O
R 2. r m
3. I I
1. Special offors H H LR
(1) Complimentary daily bullel breallast for lwo persons per rooms
BREHZMHENAEEHES
2) Complimentary local call;
7 5 P B AT
£ (3> Complimentary broadband Internet access:
Remarks ERMNET LA EE LR
(4) Compl v use of swimming pol and g
NG A H R G SRR A 41 2 0
2.
3.
Should you have any questions or changes about the reservation, please contact us as soon as

possible.
U LEFERERTEE, E LSRR,

Cleck BFpANZ%H _ (signed)
Sales Department § &34/ Front Office BT FFH

A. Question & Answer.

1. What should be the common information for both Group Reservation Request and FIT

Reservation Request?
Arrival and departure dates, room rates, room types, number of people, number of rooms, ways of paying,

reservation numbers, etc.

B. Fill in the group reservation form with-the information you learned from Dialog 2 &
Dialog 3 in Part Il.
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D

A. Listen to the dialog, decide what each short conversation is about and mark (/) where

Unit 3 Front Office (Il)

Reception Service

WhatiDo)YoulKnow[AboutlalRegistration]Eormil

appropriate.
Nationality Length of
Stay
Dialog 1 | v
Dialog 2 v
Dialog 3 v
Dialog 4 v/
Dialog 5 v

B. Listen to the dialog and fill in the registration form with the information you hear.

70

REGISTRATION CARD
ROOM NO. | ARR.DATE | DEP. DATE ADULT CHILD RATE

1104 May.14th May.17th One
SURNAME Mackintosh FORENAME Henry
HOME ADDRESS 25 Kurast Street, Chicago, USA
OCCUPATION "Teacher
COMPANY NAME & ADDRESS
NATIONALITY American PASSPORT NO. 0294087
NEXT DESTINATION Paris
ACCOMMODATIONS REQUIRED
SINGLE [ DOUBLE [1JUNIOR SUITE [JDELUXE SUITE
MYACCOUNTWILL BE SETTLED BY [1CASH [JCHECK* [ COMPANYACCOUNT
AMERICAN EXPRESS [ DINERS’ CLUB [JVISA [1]JCB
0 OTHER CREDIT CARD * BY PRIOR ARRANGEMENT

SPECIMEN SIGNATURE CLERK’S INITIALS
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C. Listen to the dialog again and complete the following conversation with the information

you hear.

(G=Guest R=Receptionist)

: I have rather poor eyesight. Can you fill in the form for me?
Yes, of course. Can I have your name , please?

: Henry Mackintosh. That’s M-A-C-K-I-N-T-O-S-H for Mackintosh.
Thank you. And your nationality is ...?

USA.

And your address?

: 25 Kurast Street. Chicago. That’s K-U-R-A-S-T.

Right. And your occupation, please?

Ah, I am a teacher.

OK. Now, can you give me your passport number?

: It’s 0294087.

Thank you. And can you tell me your next destination?

: I'm going to Paris after this.
And how are you going to pay By check? By credit card?

Er ... by credit card ... American Express.

Now ... er ... today is the 14th of May. What date are you leaving?

: The 17th.

Very good. Mr. Mackintosh. Now, I've put you in Room 1104. That’s a single on the 11th floor.
OK.

PPOFRAFORPOQFRAFORPOFLOZFD

HowjtolRegister{Guestsp

. Read the above dialogs carefully, and tell:

1. We may say, “Good morning/ afternoon/ evening, sir/ madam/ sir and madam/ ladies and
gentlemen” respectively.

. By saying, “Could I see your passports?”

. We may say, “Would you please fill in the registration form?”

. We may say, “How would you like to pay, by credit card or in cash?”

wvi AW N

. By saying “I hope you will enjoy your stay with us”.

Read the following conversation. The sentences are not in the right order.

.G..R..G..R..G..R..R..G..R
2.2) e (5) e (8) e (1) e (6) e (9) e B) e (B) o (D)
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C. Complete the following dialog.

(R=Receptionist G=Guest)

FOFQF

o

Good afternoon, sir. May I help you?
: I've just arrived from Macao. I’d like a single room for tonight.
Have you made a reservation, sir?
: I'm afraid not.
Well, just a moment. Let me have a check. ... Oh, sorry to say that we don’t have any vacancies at
present.
: Oh?

Don’t worry. I think we will be able to arrange a room after 6:00 p.m., or if you need a room
right now, would you like me to get in touch with somewhere else for you?

: I’d rather wait here till six. A friend of mine highly recommended your hotel to me. But now it’s

five hours to go ...

You are welcome, sir. Perhaps you might feel more comfortable to rest in our lobby after a tiring

journey. We'll inform you as soon as we have a room.

: OK. Thank you.

: 'm dred out. I need a room right away. So, which hotel can you recommend?

What about Green Grass Hotel? It’s also a five-star hotel not far from here. And we’ll arrange

transportation for you free of charge.

: Good. Thank you.

Please wait a moment. Let me call Green Grass Hotel to make a reservation for you. ... Sorry to

have kept you waiting, sir. There are some rooms available in Green Grass Hotel. The bellman

will get you a taxi and help you with your baggage.

~_ NiilSummanyfoffourAWork@ll

(Open.)

D 1

Gonsolidation@

B. Match the guests’ requests with the receptionist’s responses.

1.

>b  2.2-d  3.(3)a 4 (Dc 5. (@<

C. Reading Comprehension
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1.

d 2.d 3.4 4.d 5.b



E. Translation

IIT Keys for Reference I

FNBENTEN e 2 i) 55— A0 DR T, At 2] ) B v 0 S — A R R T B T
AR TERE 278 Y 5 — EN G R i IR 2B ED R AR T TR . X — VIR IE AR B ) Je Ak

XPELHB T, WA EERE S R

MZEHHX

List 1

- NvirRRracticallHotel[Documents,

List 2

SCE AT LA T ERAER B L e i HLd

REGISTRATION FORM OF TEMPORARY RESIDENCE
B TR B E R
Vo T
Surname First name
A Bl (o FEASHE
Chingse name Naticnality (region) Room No.
S HE MR 0% O | i
Date of birth Sex Male | Room Type
Female
ais i s [mEip):S me: 21 JHE
Type of certificate Passport D card Others
EHFS TS FAHE A
Document No. Expity date
FiTfek ST ABEHE A
Type of visa Visa expiry date Date of entry Port of entry
JEREES AthE FEFY O#H & TRy
From To Reason of stay  Business Teisure
LR LE] MR 5
Home Carpany Zip code
J ik
Address
Al FALEE
Company Tel Mobile Tel
MR
Lmail address
2 E L ER&R
Cornpany name Job title
AEHE] il B 8B
Date of arrival Date of departure
A 159135 9% T HANH
Room rate 15% Surcharge | Time of arrival No. of guest(s)
[S19/28 OzH K CI& JREHR
Account settled by Credit card Cash Others
- EFENEEE AL, BELREY |- The hotel is not responsible for the loss of
fhe IR A RIS RAT money, jewellery or any other valuables
- AR ERE R R R ORI HIE | within the property.
%, - Safe deposit boxes are available [ree of charge
- R A R R, in the guestroom or at the front desk.
- BEFEERESNE ZFER, MEH | - Check out time is 12 noon.
& BT T4 - Please contact the ront desk stall' il you
would like to change rooms or if you have any
Visitor staying overnight.
EESREL il 5 B 7 R
Guest signaturc Recepstionist

A. Question & Answer

Room / Rate Change
BEm i EER
Guest's Name 5584 Date B A
From To
i FEh
Room No.
ks
Period of Stay
JE L= fa]

Rate (CNT)
B (AR

Instructions %4
Lssue by FF G

Operator B Hl:

Approved by &

Tlousekeeping Z 15 :

Cashier 4R

1. Please tell as many as possible the key points of information for filling out the Registration Form.

Arrival and departure dates, room vates, room types, number of people, number of rooms, ways of paying, etc.

guest and fills out the Room/Rate Changing from.

B. A guest is not satisfied with his room the receptionist helps to change the room for the
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Unit 4 Front Office (lll)

Concierge Service

MW hatiDolWelDoJEveryjDays

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

. Confirming ;Booking Train; Orderinga | . . Offering Mail |

Baggage Tickets Taxi Information Service
Dialog 1 v :
Dialog2 b
Dialog 3 / :
Dialog 4 4 :
Dialog 5 /

B. Listen to the dialog and answer the questions with the information you hear.

She is going to Beijing.
She wants two tickets.

. Itleaves at 4:00 p.m..

. It's No.14.

. It costs 400 yuan RMB.

i AW N

C. Listen to the dialog again and complete the following conversation with the information
you hear.

(C=Concierge G=Guest)
Good morning, Madam. May I help you?
Id like to go to Beijing the day after tomorrow. Could you book train tickets for me?

Certainly, Madam. How many tickets do you need?
: Two soft berths, please.

0RO0RO0

Please wait a moment. Let me call the station. ... Sorry to have kept you waiting, madam. There
are some tickets left on No. 14 train. It leaves at 4:00 p.m..
G: Good. How much?

C: 450 yuan RMB per ticket, including 50 yuan service charge.
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G: OK. Here is the money.
C: Thank you. Here is the receipt. Please write down your name and room number. I'll have the

tickets sent up to your room this afternoon.

(oW @ Po @ Sanfisa Prepadly

. Read the dialogs and the notes carefully, and tell:

1. Because he can turn on the lights and draw the curtains aside for the guest so as to make the room
brighter.

2. Different types of guestrooms, catering services, recreational services and facilities, etc.

3. Different lights, the panel on the night stand, telephone (including telephone directory), other
electric facilities, laundry bag, etc.

4. Do it yourself.

5. Because it is against the hotel regulations.

Reorder the jumbled sequence of events, persons, and job activities to suggest the normal
flow of guest arrival and assignment.

1. walk-in 2. doorman 3. reception 4. registration
5. assignment 6. key and room card 7. bellman 8. baggage

Give each of the following sentences a more courteous expression.

1. I suggest you take a taxi there for it’s too far away from here.

2. 'm sorry to hear that. Shall I send for a doctor for you?

3. For cold drinking water, you may use the tap. And for hot water, you might try the minijar over
there.

4. That’s very kind of you, but we don’t take tips. Thank you anyway.

. Read the following conversation. The sentences are not in the right order.

.C.G.G..G..G..C..C..G..C...G...C...C
2.2) e (5) e (1) e (9)ers(1) e (6) oo (12) oo B) e (8) wre (11) oo (4) ... (10)

Complete the following dialog.

(B=Bell Captain G=Guest)

B: Good morning. Concierge. May I help you?

G: I've been waiting in my room for nearly half an hour. But one piece of my baggage hasn’t been
sent up yet. What's the matter?

B: I'm awfully sorry to hear that. Could you give me your name and room number?
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I am Jack Simon. I am in Room 1603.
Could you give me some features of your baggage?

It’s a big black leather suitcase.
Is your name tag attached to it?

Sure. Every piece of my baggage has at least one tag.
Don’t worry, Mr. Simon. It’s possible that your suitcase has been put in the wrong place. I'll

FOFOFO

inform the bellman to find it and send it up to your room as soon as possible.

: Well, that’s the least you should do.

I’'m sorry to have caused you so much trouble. I assure you it will never happen again.

S

~ NiimSummaryfofflourdWork@ll

(Open.)

~__ _MIVENGonsolidationjl

B. Match the guests’ requests with the concierge’s responses.

l.g 2. ¢ 3.c 4. h 5.a 6. d 7.1 8. b

C. Reading Comprehension

1. b 2.d 3.b 4.d 5.d

D. Writing

Dear Mrs. Cascarino,
Thank you for your letter of 3rd, March.
Our hotel is seven kilometers from Honggiao International Airport. Although it does not

say in the enclosed details, we run a courtesy bus from the airport to the hotel.
The hotel has an indoor pool, and also a whirlpool, which I am sure your children would

enjoy. There are many scenic attractions suitable for children, such as Yuyuan Garden, the

Bund, and so on.
There are also local movies and we are equipped with satellite TV. I enclose our rate card
showing details of the cost of rooms.

I look forward to hearing from you.
Sincerely yours,

Mike Leo
The chief concierge
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E. Translation

Mr. Lewis, here is the light switch and the temperature adjuster. Here is the wardrobe, where
you can find a safe deposit box and an umbrella. There is a minibar in the bureau. For hot water, you
can use the minijar. The panel on the night stand controls the different devices in the room, such as
the bed-side lamp, TV, and so on. This door leads to the bathroom. The hot water supply is round
the clock. There are also in the bathroom two sockets, for 110V and 220V respectively.

 WiifRPracticallHotelfDocuments

List 1 List 2

LIMOUSINE RENTAL ORDER FORM
Authorization for Medicament Purchasing RIS A B AL A S
Tam: of Room: staying from: to Date i 0
1 Prescription 1 Over The Counter Cew Booking #H5 = Amendment 2 O Cuncellation 171
{You may be rejected by the Medical Coost Name Total Pax
Shop as without Doctor written EARE ‘ N
approval. The shop has the right to O Pick-up &7 O Round Trip {F 1% Dep. ‘Renltal Date/ J7E F 15
K = O Drop-ofl % O CarRenal % ) Exacl Time/ B 8]
¥ Rental Type Limousine/ Limousine Type L) Audi B O BMW %% L Cadillac RIHTH
reject by law. ) s " Ty
SEEXL Shuttle Dus/ [+ EWMG L Rolls Royce 37HF 34 L Toyota22 T 22 &
Description to the desired medicament desired/Name: Rental Rate: Tlight No: Train No:
Quantit i CNY BB KR
uantity
from Special
Tom
Requisition
Booking Details
Signature as confirmation: Setout Time Return Time: © urf ‘%‘r‘;“ g I & Remarks
e IR R LB
T have received that medicament of the above captioned that purchased by Shanghai Witz Prepated by Acoepted by Accepted by
. AR EENEE AfTANEH
Llotel under my authority. And 1 hereby acknowledge that 1 am personally liable for any
i i Note: Any discount on the published rental rate, must be approved by management in advance.
aftereffeet from the medicament and Shanghai Witz Hotel will not be liable for any blights il s i al =

caused by the medicament
The signature underneath certifies my legal capacity and that stands for the acceptance to the

above terms & conditions,

Signature Date Time

A. Question & Answer

1. Why should the Concierge clerk ask the guest to fill out the Authorization for Medicament
Purchasing, if the guest wants the clerk to buy some medicine?
The clerk bas no right and responsibility to offer or purchase any medicine for the guest unless he is
authorized by the guest.

B. 1. A sick guest asks the Concierge Captain to buy some medicine. The Captain asks him to fill out
Authorization for Medicament Purchasing.
2. Make a short dialog between the Concierge Clerk and the guest who needs a limousine. They fill
up the Limousine Rental Order Form.
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Unit 5 Front Office (1V)

Cashier Service

______NimmWhatitolDolwiththe]HotellBillsgl =

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

raveler | Credit Card | Personal | | reign
. Checks Checks Currency
Dialog 1 | | | v/ | |
Dialog 2 v
Dialog 3 v/
Dialog 4 v
Dialog 5 v/

B. Listen to the dialog and fill in the hotel bill with the information you hear.

NAME Smith NO. OF PERSONS

NATIONALITY DATE

ROOM NUMBER 1204 RATE
1 MEALS 704.00
2 FAX 72.00
3 CITY TOUR 98.00
4 BAR 120.00
5 LAUNDRY 60.00
6 ROOM SERVICE 36.00
7 ROOM RENTALS 1,680.00
8 TOTAL 2,770.00
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C. Listen to the dialog again and complete the following conversation with the information

you hear.

(G=Guest C=Concierge)

Could you explain the bill item by item for me?

Certainly, Mr. Smith. The first item is your room number 1204.

I see. I thought it might have been the total.

No, the total is the last item: 2,770 yuan RMB. The second item is the restaurant — 3 meals

0POR

during the three days. It’s 704 yuan in all.

That’s it. And the third must be the fax to San Fancisco. And what’s the next item for?

That’s for the one-day city tour, a sum of 98 yuan.

I ordered room service for my breakfast yesterday. Is this 60 yuan here?

No, sir. This 60 yuan is for the laundry charge. The room service charge is 36 yuan.

I'see. I went to the bar yesterday evening, and I signed bill for it.

Yes. The fifth item is for the bar. That’s 120 yuan.

I bought something in the shopping center. But I paid cash for them.

Of course, Mr. Smith. That doesn’t appear in the bill. And the eighth item is the room rentals for

three nights, 1,680 yuan altogether. We’ve exempted you from the 15% service charge. I'm afraid

I can’t make it any less for you.

2

You’re most helpful.

HowijtolBelalHotelkCashier,

. Read the above dialogs carefully, and tell:

. In cash, by credit card, or with traveler’s checks.

. If he wants to change RMB back into foreign currency, he will have to show the memo.
. To make sure that the bills signed by the guest have all been collected.

. The cashier is in charge of the safe-deposit box.

i AW N

. A bill is a written statement for goods delivered or services rendered. An invoice means a list of

goods sold or services rendered with the prices charged.

. Read the following conversation. The sentences are not in the right order.

.C..C..G..G..C..C..G..G..C..G
2.2..®...(5) . (1) e (6) ... 10) . (7) e (9) ... (B) ... (B)
Complete the following dialog.

(C=Cashier G=Guest)
C: Good morning, sir. May I help you?
G: I'd like to check out now.
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OCOFEOEQO

OO0 0

D (T

: Could I have your name and room number?
: Henry Redfield in Room 2117.

Well, just a moment, Mr. Redf ield. ... Here is your bill, please check it.

: Oh, what’s this item for?

That’s for the room rentals for two nights and a half day.

: But I registered in the evening and will leave this morning. That’s two nights, I think.
: Well, let me have a check. ... Ah, yes, you have stayed here for only two nights, no more. I am

awfully sorry for my mischecking. Now, let me give you another bill and please check it.

: This time it’s quite correct.
: How are you going to pay, Mr. Redfield?

: In cash. Here you are.
: Thank you. Here is your change and the invoice. I am sorry to have caused you so much trouble.

I'll try to be more careful another time. I hope you have enjoyed your stay with us here.

SummanyfofiOurdWork@

(Open.)

D 17

xdidddon G

B. Decide which of the following should be done by the cashier at the Foreign Exchange

Co

1.,

unter.

4., 6.

C. Reading Comprehension

1.

c 2.d 3.b 4. a 5.a

E. Translation

L REVGTT R ZHR M G R EARH . (HR, A MTE 2 SRRV FEEDTT . e i bt

Z R NGE . WIEAEST M AMUAUR W5t AERHESSHRE , JOR BRI ERTT . mGUF | %
TRE EERNTEARM S — X g e 50T . ALEshYy, AR g A E LT
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- JiRRracticaljHotel[Documents!

List 1 List 2
F T LR NG O e
EXCHANGE MEMO 0. 000001
DEPOSIT RECEIPT
Nationality L& £ Passport No. 37 B 45 5% ENEE BS H#
Guest Name, Room No. Issued Date.
DacEM B e a8 FARTERMS/CUNDLTONS z
B
Advance Deposit AmountY 1 BEELER AR :
Name: (Signature) 4 & R 45 Retusd wiLl enl ta ssven v e et Rt %
RELH| (ARF) : 2 BRESHETH B fo v
Address/Hotel {& 3/ 45/& A f B @ WA e g s g s ;
e i) i
Chegue No. f
Amount R o
in Less Net Rate Net i fad
. . . Remarks. H
Foreign | Discount | Amount w8 e Amountin Y yuan K
o o BEES WHAES u
Comeney |y | 4w FAT AR ¥
TS Guest Signature. Cashier Signature

FlE || 7| F|w| T A| A8

Particulars

W&

QAT RHER AT, FAEBILRAE

A EE 24 EX

A. Multiple Choice

1. The exchange rates change
a. everyday
b. every other day
c. once a week
d. once a month
2. The room advanced deposit is usually charged
a. The same as the actual room rental
b. more than the actual room rental
c. less than the actual room rental

d. as the guest likes

B. Please study the Exchange Memo and see which items should be filled in when exchanging foreign
currency in cash and how to fill in these items.
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D [

Unit 6 Housekeeping (1)

Guest-Room Service

Wt Werk B Ihdldad fn Tib Dpadnat @

A. Listen to the dialog, decide what each picture is about and mark the number of problems

82

concerned.

E—: Dialog 2
K —: Dialog 5
¥ =: Dialog 1
EPY: Dialog 4
K #: Dialog 3

. Listen to the dialog and mark (/) according to what items are offered by the Front Office

to the Housekeeping Dept. and vice versa.

. . Room Status Check-out Bed Occupancy
Arrival List i . { . i
Report List List
Front Office L, L,
— Housekeeping
Housekeeping
— Front Office / v

. Listen to the dialog again and complete the following conversation with the information

you hear.

A: How does the Housekeeping Dept. coordinate with the Front Office?

B: The Front Office provides the Housekeeping Dept. with the arrival list, particularly the arrival of
VIPs.

What else?

The Front Office also provides the check-out room list for the Housekeeping.

What do you mean by the check-out room?

e FEe

It means a room to be vacated at the end of the guest’s stay. The Housekeeping Dept. staff have
to get these rooms ready for sale again by the Front Office.

Then what does the Housekeeping Dept. offer to the Front Office?

The room status report is compiled 2 or 3 times every day and sent to the Front Off ice.

A: Isee. Thank you.

= >
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_____NiimmHowjtolDolthelcChamberiService!

A. Read the above dialogs carefully, and tell:

1. A Green Hotel is environmentally-friendly properties whose managers are eager to institute
programs that save water, save energy and reduce solid waste—while saving money—to help
protect our one and only earth.

2. Itis usually done late in the afternoon or early in the afternoon.

3. The room attendant should first of all clear up the pieces, then provide new facilities, and add the
damage to the guest’s account.

4. The room attendant should tell him how to use them and demonstrate if necessary and possible.

5. The Maintenance Dept. is in charge of it.

B. Tell what a room attendant should do and should not do while making up the guestroom.

1,2,3.,4,5.

C. Give each of the following sentences a more courteous expression.

1. D've already cleaned the bathtub, but I'll do it for you again if you’d like it.

2. Would you like to have some more towels?

3. I’'m sorry, but 'm cleaning this room. I'll make up your room as soon as I finish this one.
4. Oh, I'm afraid you’ll have to pay for it.

D. Read the following conversation. The sentences are not in the right order.

1.AG..G A A .G A.G..G..A A
2.(5) e (8) e 2) e (11) e (7) e () e (1) e (6) ... (10) ... (9) ... (3)

E. Complete the following dialog.

(A=Room Attendant G=Guest)

A: Good morning, sir. May I help you?

G: Ah, I'm afraid that there’s something wrong with the TV set.

A: I'm sorry. Let me have a look. ... I'm afraid I’ll have to send for an electrician from the

Maintenance Dept. Please wait a moment.

[Soon the electrician (E) comes.)
No, thanks. We don’t take tips. Thank you anyway..

: What efficiency. Thank you. This money is for you.

s plcs

No, thanks. We don’t take tips. Thank you anyway.
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~ NiiESummaryfoffOurdWork@ll’

(Open.)
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C. Reading Comprehension

1. d 2.d 3.a 4. b 5.d

F. Translation

BT . WRRE S, T RIS T B & R AR B B ™ . 25l B L
() EERATTRE ST RIS WA 2 s A 38 B B T4 T A 2 BERIRSS A Z A AR
UM IR — AR5 . eAh, B B A A Pl 0 i TR SR L

~___ NvirRPractical]Hotel[Documentsgl

List 1 List 2
Housekeeping Daily Report Maintenance Job Application
EHIRE el
- [ Application Application aplod By
Room N Occupied Baggage Not Vacant Out of Remarks Date Dep. i A
combo. | Oeeied | o ciea | Oncupied | | oy | R M i 357
55 AT T i (ilr} v F Expected
BHAE TME Co]:)pl[cuon Accepred By Con;;)lctcd
ate y
My EEA I A
A4
Maintenance Job
Job Description
IR E 0B ik

A. Multiple Choice

1. What type of the room status is not included, in the Housekeeping Daily Report?
a. Vacant
b. Reserved
c¢. Occupied
d. Out of order

B. The guestroom’s lamp is broken. As the Room Center clerk, you fill out the Maintenance
Job Application Form and ask the Maintenance Department to fix it within the day.
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Unit 7 Housekeeping (1)

Personal Service

D [ e hdndsd h Pasend] Saviisas @

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

Laundry | Baby-sitting

. | . Things on Shining
Service Service .
E Request |  Service
Dialog 1 v
Dialog 2 v ;
Dialog3 v
Dialog 4 v : :
Dialog 5 v

B. Listen to the dialog and answer the questions with the information you hear.

1. A baby-sitter should be reliable and experienced.
2. She should pay at least 80 yuan.

3. She should sign a confirmation form.

4. She can pay either in cash or by signing the bill.

C. Listen to the dialog again and complete the following conversation with the information
you hear.

(C=Concierge G=Guest)

C: Good morning. Room Center. How may I help you?

G: This is Jane Hobbs calling from Room 901. Could you send someone to take care of my child
this evening?

Certainly. We have baby-sitting service. The baby-sitters are all reliable and experienced.

Good. Could you tell me about the terms?

It’s 20 yuan an hour, for a minimum of four hours.

Oh, that’s quite reasonable.

Please wait a moment. We’ll send you a confirmation form for you to sign.

P00

Shall I pay in cash?
C: Not necessary. We’ll add it to your account.
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D [ (vt O Pasend Sanies

86

A. Read the above dialogs carefully, and tell:

1. The free Continental breakfast, free alcoholic drinks and cold dishes and pastries at the Happy
Hours, tea and coffee are provided in the lounge during 7 a.m. to 11 p.m., free boardroom is for 2
hours per stay, the local call and in-room broadband access and incoming faxes are free, 24-hour
butler service, free pressing for one suit or dress per day and newspapers and magazines from a
selection of local newspapers and international ones available from 39 countries.

. Usually he gets his laundry back the same day.

. The hotel should pay for it with the indemnity not exceeding ten times the laundry charge.

. Because the guest should have deposited his valuables in the safe deposit box.

wvi AW N

. Because they should act according to the hotel’s regulations.

. Give each of the following sentences a more courteous expression.

1. For that kind of information. Please refer to the Service Information Booklet.
2. All right. Let me show you again.

3. I'm afraid you’ll have to contact the reception desk for it.

4. I'm sorry to say that a button came off your dress before we received it.

. Read the following conversation. The sentences are not in the right order.

1.G..G..AA..G..A..A..G
2.65) () e 2) e (8) e (1) e (4) ... (6) ... B)

. Complete the following dialog.

(A=Room Attendant = G=Guest)

Good afternoon, Mrs. Hobbs. What can I do for you?

We’re having some friends over this evening. Can you bring us two more chairs?
No problem, Mrs. Hobbs. When do you need them?

I need them at 6:00.

All right. I'll bring them into your room then. Anything else I can do for you?

Yes, one more thing, could you offer us an extra bed for our little Tommy?

ZOE0> 02

I’'m afraid you’ll have to speak to the Front Office for it.
It’s the regulation of our hotel. You’ll have to go through the formalities and we’ll add it to your

account.

2

I'see. I'll be going there right away
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(Open.)

D [V Comsoidddion

B. Make out the correct doers of the following jobs.

room attendant
electrician
carpenter
gardener
plumber
reservationist
concierge
bellman

A I Al A o

room attendant

. houseman

—_ =
— O

. PA cleaner

—_
[\S)

. Room Center clerk

—
(98]

. cashier

—_
'S

. receptionist

[a—y
wn

. laundryman

—
(@)

. linen room attendant

—_
~J

. gardener

—_
o]

. cashier

—_
O

. room attendant

[\ ")
o

. houseman

C. Reading Comprehension

1. ¢ 2.d 3.b

E. Translation

4.

5.a

IIT Keys for Reference I

AfEil AT RS A R R AT . IERARAT I E R S R A H A A
BLHIIRSEAT R | 2328 AR S RANGEAN A AL, YEARHR 552 2 b eflb AN ] D) — ANk

i1
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List 1

List 2

Mini Bar
B MK

T# DRY CLEANING/%1% 11 PRESSING LIST

AT AR, BRI AR FRS

‘Ihe amount in this column will be added to your room account.

L RS MAE TR A

— Please complee thie form ane cal ey for olletion. The Grand Tota il b charged o s acconnt
Room No.3 5 No. e AR )
— ane, Room o Date
Guest Name 1833 # Date H#] AAAL Plese usebock eers
- Special Ttmuction (1 17 = O EE 0 0zx
Quality ltems Price Consumed Amount FOLDED ON HANGER O STARCH LIGHT STARCH HEAVY STARCH
S . =0 E
fany B il WAL ot Ak o Gt Signature:
o US4t S5 L Rs SR e R H AR
Wines {41 REGULAR SERVACE oyt 00 pm.
1 Dragon Seal Red Wine (375ml> ¢L7 %8 B T " )
- PRESS SERVICE: colletion 5:09
. _— NTE A 10094 Fxpres Chiarge will be aplicable
1 Dragon Seal White Wine (375ml) (175127 i T DRYCLEANING
Spirits EEHE | EERE i . LEAE | EIHE il .
L Bt} Guest | Hoel i Price | EH | Toee | Huel L L
1 Cognac VSOP F 2 Count | Count entlement R | A7 | com | Comn i 1 | Amoant
. T Eiw (S Suitpes) | 80.00 L2 Evening Dress 80.00
2 Scotch Whisky = L2 Fie (0 Suildpen | 7000 T (=) suiche) | 8000
i (5 it Jacket 4600 EE > Suit2pes) 7000
1 Vodka fARFN [3 Trousees_| 3600 B2 Overcon 5500
1 Gin &8 i Shit | 3600 = Dressilong) | 5600
<Y Sweater 4000 i Skirt(plain) 2800
Soft Drinks K} . Overceat | 6600 8500
=T BEY Tuxedo 80.00 5800
2 Coca Cola FIH 6 wascon | 2000 000
1 Coke light 2157 5K s Te 2000 00
1 Sprite T 2000
ol PRESSING (Pressin m
1 Tonic Water & SuitGpes) | 4800 00
1 Soda Water & suiGpe | 4200 w00
Tkt | 2800 800
Juices Bt Trousers | 2200 3500
- - Silkshin_| 2200 1500
2 Orange Juice 187t Te 1200 2000
S Voo | 12000 200
2 Apple Juice T Tucho | 1800 200
Mineral Waters 5™ #/K 2800
P et
1 Perrier [ME 7K “Thisform st be conpleted and signed by the gueet
— HEkk
1 evian Kz Guests Signature
Beers ML
o e RE
2 Tsinglao 7 0 7 G ot R ¥
5 reiser E RITE ] T ; R =
2 Budweiscr B B E Daneged et o vising
Snacks
Potato Chips B} L REHR LS LR, SRR ARRE, FERETRS. HAMATUEA, FETEETIANGE, RIS SR
- n and place this list to 2 count and hotel count.
1 M & M Chocolate M & M 753247 You il e i secordingly. Should the st be ot o ot ez, the ol count will be e s corrct,
2 EEAE, FAREESEE SR, T CRE 0l G RR . TR AR R R R
1 Mixed Nuts 'R T hotel at the ewner's risk accepts al laundry:. While the tnost care is being exercised by the hotel, the liabilty of the hotel s limited] to tenCL0)tmes the.
- charges Th horel canmot b held any frthc loss o daniages
| Snickers + #1352 3 AR KEE RO R,
N “ng caims st be ade within - fonr (4 hours.
1 Total Fit 4 DS AR RS
AN olded andstarch uniy wil be harce i of R VIBS.per e,

A. Multiple Choice

1. What could be found in the mini-bar?
b. small steak

a. instant noodle

c. peanuts d. cream cakes

B. A guest has some clothes to clean. He asks the room attendant to help him fill in the

laundry list.
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Unit 8 Food & Beverage Department (1)

Chinese Restaurant Service

| JiERWhat]isiServediHercllK

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

Restaurant Cafeteria %Banquet Hall%

Dialog 1 v
Dialog 2 v/ : :

Dialog3 | y
Dialog 4 4
Dialog 5 v

B. Listen to the dialog and match the cuisines in Column A with the features in Column B.

1. ¢ 2.d 3.a 4. b

C. Listen to the dialog again and complete the following conversation with the information
you hear.

(D=Diner = W=Waitress )

D: I hear that there are many regional cuisines in China, aren’t there?

W: Right you are. There are four major cuisines, or say, four styles.

D: What are they?

: They are Shandong Cuisine, Guangdong Cuisine, Sichuan Cuisine, and Huaiyang Cuisine.
Oh? What are the main differences?

: Well, it’s a long story to tell. Briefly speaking, Shandong food is heavy and spicy while

9=

Guangdong food is light and fresh. The former’s speciality is Roast Beijing Duck and the latter’s
is Roast Suckling Pig.
How about Huaiyang food?

=~

: Huaiyang food is well-known for its cutting technique and original flavor. And Dried Beancurd
Shreds in Chicken Soup is many Huaiyang chefs’recommendation.

D: People say that Sichuan cuisine is very hot, isn’t it?

W: Yes, most Sichuan dishes are hot and spicy, and they taste different.

D: Really? I like hot food. So what’s your recommendation for me?
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W: I think Mapo Beancurd and Pork Shreds in Fish Seasoning are worth trying. Our Sichuan
restaurant is on the third floor.

D: Great! I'll be going there. Thank you for your information.

HowjtodWorlk{inlthe]lFood{andiBeverage]Departmentill

. Read the above dialogs carefully, and tell:

1. Wildlife is not allowed to be sold in the restaurant.

2. The former is a liquor while the latter is a rice wine.

3. He can pay in cash, by credit card, with traveler’s checks, or by signing the bill.
4. Registered guests can sign the bill.

5. It should be taken a print of, and the print should be signed by the guest.

Tell which cuisines the following dishes belong to respectively.

1. Sichuan cuisine 2. Shandong cuisine
3. Guangdong cuisine 4. Huaiyang cuisine
5. Huaiyang cuisine 6. Guangdong cuisine
7. Shandong cuisine 8. Sichuan cuisine

9. Guangdong cuisine

Read the following conversation. The sentences are not in the right order.

.G G.W.W.W..G..W..G..W..G
2. 3) e (9)(8) e ) e 2) e (1) oo (6) .. (7) ... (10) ... (5)

. Complete the following dialog.

(H=Hostess D=Diner)
: Good evening, ladies and gentlemen. Welcome to our restaurant.
Do you have a table for four?

: Have you made a reservation?

I’'m afraid not.

TYUT YT

: I'm sorry to say that there aren’t any vacant seats at the moment.

Would you have a seat in the waiting room for about five minutes? One table over there is

almost ready. Ill call you then.
OK.

: Ladies and gentlemen, would you like some drinks while waiting?

SEY

Yes, a coffee for each of us.

(Five minutes later)

H: Sorry to have kept you waiting, ladies and gentlemen. Now we can seat your party. Please come
this way. Will this table be all right?
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D: Very nice indeed!

H: Take your seats, please. Here’s the menu. Please take your time. I'll return in a few minutes to

take your order.

- JuilSummaryfo{OurdWork@ll'

(Open.)

—YivMlconsoligationlll

B. Match the guests’ requests with the waiter/waitress’s responses.

1. e 2. a 3.d 4. b 5. ¢

C. Reading Comprehension

1. d 2. ¢ 3.d 4. b 5.a

E. Translation
ERE, ZEE—TTEAR, 5SS E, U A% A B A |, G0 56
FRVOARE, WP SRR AR AR XS . BRI SR T i G, AT
&R TR AR R RIE . X AR E T, Teie KA, #AM s T
B H S 2SR AL K T E A8 E B B

___ _EriiRPracticallHotellDocumentsill

List 1 List 2
Captain Order Restaurant Reservation
_Ep %’iﬁ,‘ﬁﬂﬁ‘i
I . Date of Filling: Reservation No.:
de o AR WEAL i TR
Waiter/Waitress: Pax: Date: Time: Bookingl| Amendmentl | Cancellation[ ]
MR AH H HJul R L TIT 5
Arrival Date: Arrival Time: Dinning Pax:
AT BUARI (A HEAH
Cold Dish B Guest Name Guest Tel. No.: Tel. No. of Order-maker !
NI Z RS FHIT AR {
Company: YesO Nol '
e 47 | thiE s
Deposit Receiving ~ Yes]  NoL [ Deposit
= I | Wb
Seafood, # Paymenf. % Joredit Iy €L\ RusllET Qe | Paid by
Soup fd gkHmR  EHE g He HMERN
& kil Table No. or Private Room: Standard of Consumption: Remarks
Het Dish B
REHES b #iE
Signature of Order-maker | Signature of Order-taker
il A T RS
Rice SRAK
Desserl [ET)
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A. Multiple Choice

1. The usually needn’t appear in the Restaurant Statement.
a. restaurant waiter
b. diner

c. restaurant cashier

d. restaurant supervisor

B. You are the restaurant reservationist. You are talking with a guest who needs a window
table for five people at 7:00 this evening and filling out the Restaurant Reservation form.

Unit 9 Food & Beverage Department (1)

Western Restaurant Service

~ NimWhat]is{Served|infalWesterniRestaurantill

A. Listen to the dialog, decide what each short conversation is about and mark (/) where

appropriate.

Dialog 1 v

Dialog 2 v

Dialog 3 v

Dialog 4 v

Dialog 5 v

B. Listen to the passage and determine from which side food is served in different service

styles.

French Service Ve
Russian Service v
American Service /
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C. Listen to the passage again and complete the following passage with the information you

hear.

The three most frequently used service styles are called French, Russian, and American. French

service is the most elaborate. The service is from the right with the right hand. Russian service is

simpler than French service. The waiter or waitress places plates before the guests from the right

side and serves each guest from the left. American service is faster than Russian. The plates are

served from the guest’s right with the right hand.

(o Go Sane Waskan @dhe

. Read the above dialogs and the notes carefully, and tell:

1. There are mainly two ways: boiled eggs and fried egg.

2. It consists of coffee or tea, juice, bread, eggs with ham or bacon.

3. Eggs with ham or bacon are a must at American breakfast, while they are generally not served at
Continental breakfast.

4. By signing the bill.

5. The former means serving meals in the guestrooms while the latter is a self-service where the

guests help themselves to what they like.

Read the following conversation. The sentences are not in the right order.

L. W.W..W..G..G..G.W..G
2.06) e 2) e (8) . (5) e (1) . B) e (4) ... (7)

. Complete the following dialog.

(W=Waiter G=Guest)
W: May I take your order, sir and madam?
G1: Yes, I think we’re ready. My friend would like the lamb and I'd like the fillet steak with fried

potatoes and a green salad.

W: One lamb and one fillet steak with fried potatoes and a green salad. How would you like them

to be prepared, rare, medium, or well done?
G1: Oh, medium, please.
W: Very good, sir. And would you like anything to start?
G2: Yes, I’d like a soup.
W: Would you prefer a vegetable soup or an oxtail soup, madam?
G2: O, the vegetable soup, I think.
W: Vegetable soup. And for you, sir?

G1: Well, 'm slimming. I’'m not so sure.
W: Id suggest the melon, sir.
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G1: OK, yes.
W: Would you like some wine for your meal?
G1: Yes, we’ll have Red California.

_______JiliggsummaryfofjouriWorkgel

(Open.)

— JVMconoiigation®ll

B. Match the terms in Column A with the respective definitions in Column B.

l.e 2. a 3.1 4.¢g 5b 6.f 7.h 8d 9c

C. Reading Comprehension

I.b 2.d 3. ¢ 4.d 5.d 6. b 7. b 8. a

E. Translation

B R BRI I H RAE T HR . BT S G IR R PRk % s . MR EAR NG 1
—ANIRE, B R WIS N SR 2 X — i R S 2 Ak, IR i st lul I s
FHTRH, RN ZAE SR RN )

______NiiilPracticallHotellDocumentsg

List 1 List 2
American Breakfast Continental Breakfast
FA R Bl X
Orange Tuice Fruit Juice
g i ] _ir
Porridge Tea coffee Cocoa
ES * A oy
Corn Flakes Shredded Wheat Croissants
o x % % FREE
Choice of Brioche$§
PR ILTE PHE
Poached Eggs Marmalade
LIKAUE B
Scrambled Eggs Bacon & Eggs Corifiture
I oW & B o
Iam Omelette
KEEH
Toast & Butter
® o &
Marmalade Strawberry Jam
% K & L
Tea Cottee
x Wi HE
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A. Multiple Choice

1. The doorknob menu is for
a. lunch. b. breakfast c. supper d. dinner party

B. Question & Answer

1. What is the difference between the American Breakfast and the Continental Breakfast?

The American Breakfast must have egg with bacon or bam or sausage.

C. You are a waiter. You are taking a guest’s order for American Breakfast

Unit 10 Food & Beverage Department (l111)

Beverage Service

| _NiEWhatlGre]the]Beverages\WelServe M

A. Listen to the dialog, decide what each short conversation is about and mark (/)

| ' Traditional Drink
Dialog 1 ] P |
Dialog 2 v
Dialog 3 y
Dialog 4 ;
Dialog 5 ;

B. Listen to the dialog and mark (/) where appropriate.

. Grape Wine
Bourbon v
Bordeaux w4
Burgundy v
Californian v/
Hennessey v
Remy Martin 4
Rye v
Scotch v/
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C. Listen to the dialog again and complete the following conversation with the information

96

you hear.

(I=Instructor = T=Trainee)

I: Look. What a good selection of world famous liquors and wines we have here! You see, on that
shelf there are different kinds of whisky. They are Bourbon, Scotch, and Rye.

Are those on the right whiskies, too?

No, they are word famous brandy. We have Remy Martin and Hennessey.
What are they made from?
You mean brandy? They are made from grapes. But whiskies are distilled from grain.

Then, what about wines?

We have Bordeaux wines, Burgundy wine and Californian wine.
They come from different countries.

: Are they also made from grapes?

Yes, they are. But they are still wines while brandy is distilled.

=l

: Isee.

Howjto}Serve]Beveragesyll

. Read the above dialogs carefully, and tell:

1. Dubonnet of Amer Picon is usually served as the aperitif.

2. Red wine is usually served with beef.

3. White wine is usually served with seafood.

4. Liqueur, such as Créme de Cassis, Cointreau, Triple Sec, etc.
5. It means (of brandy) “extra old”.

Read the following conversation. The sentences are not in the right order.

1.G..G..B..B..B..G..G..B..B
2.Q2) 0 (6) e (9) e (D) e (1) e (@) e 8) . B) ... (5)

. Complete the following dialog.

(W=Wine Waiter ~ D=Diner)

W: Would you like some wine with your dinner?

D: Yes, we would.

W: Here is the wine list. Please take your time.

W: May I take your wine order now?
D: Yes, please. I have ordered a very nice lamb chop and my wife has ordered some seafood. What
can you suggest to go with them?
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: Well, Id suggest a Red California for the lamb chop and a Barsac for the seafood.
That’s a good idea.

: Please wait a moment.

T 9%

: Sorry to have kept you waiting. Here you are.
May I open the bottle for you now?
: Yes.

: Would you take a taste of it?

A=~

OK. (Tasting) Excellent! Thank you for your recommendation.

- NilSummaryfoffouriWork@l

(Open.)

____JIVERConsolidationeyl

B. The following are listed some drinks. Please what classifications they belong to. (liquor,
grape wine, brandy, whisky, soft drink, traditional drink, etc.)

. soft drink

. liquor

. brandy

. brandy

. traditional drink
. whisky

grape wine
traditional drink
. soft drink

10. whisky

11. liquor

R T B N O N

C. Reading Comprehension

1. T 2. F 3. F 4. T 5.T

E. Translation

TP R PO A — R it , FEAESRARAIN 8] 74 RE 2 2 WU R 2T L B A [T B OB AL ik
FUEL FEENA A CnZ S RIEE T, F RG] 2 R UoR AR S I8 LIwk . Bt
BEiR A PO, VAR FLMR ERRENE , LU A Fh A AR AR okt o
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- JiifRPractical[HotellDocuments!

List 1

List 2

‘Wine list Soft Drink List
W K
Canpar i CNY 258 Coca Cola ONY 10
wELF] HOFE R (330m1)
Martini (Dry) CNY 268 Sprite CNY 10
SEN (T B (33001}
Sherry CNY 268 Soda Water ONY 15
T FRATAK (330m1)
Port CNY 268 Tonic Water ONY 15
PRFE i /17K (330m1)
Hennessy X. O CNY 1680 Ginger Ale ONY 15
TRE X0 T 27K (330m0)
Martell V.S.0.P CNY 580 Orange Tuice ONY 20
SHIEF fevt
Chivas Regal CNY 380 Fvian Water ONY 35
ZhE AR Rk
[RTSH WHISKEY CNY 380 San Pellegrine Sparkling Water oY 28
FIREHLER TRV R K (500m1)
Beggz}ﬂ- CNY 280 Tsingtao Beer ONY 15
L H & i (206m)
Bacardi Run Y 280 Carlsherg ONY 18
EESC L # LAan
zx};‘;;;dka Y280 Guimess SLout ONY 20
R BEH R
C istador CNY 280
é‘gz‘tl’ ! Budweiser ONY 20
HEMSE
iley 2
%ﬂ;msg CAY 268 Heineken oY 20
! B g
Moet and Chandon CNY 680
ERDE AR
Choya ONY 25
A AT (160m1)
Great Wall Red Winel992 CNY 380
1992 EE ML HEE
Dynasty White Wine CNY 98
SHAESE

A. Multiple Choice

1. Soft drinks do not include

a. beer b. colas d. mineral water

2. Usually, the beef steak is served with
b. whisky

c. vintages

a. red wine c. white wine d. rice wine

B. You are the bartender. You are now taking the cocktail orders by three guests.
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Unit 11 Shopping Arcade

_____NiERWhatlisitolBelSoldlinfQurfShoppingfArcade i

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

. | Garments : Medicine . ]
Dialog 1 /
Dialog 2 v
Dialog 3 v/
Dialog 4 v/
Dialog 5 /

B. Listen to the dialog and match each object with its correct price tag.

Ring: $1,259  Bracelet: $545  Gold Pen: $135 ~ Watch: $23.75  Hate: $2.85

C. Listen to the dialog again and complete the following conversation with the information
you hear.

(A=Shop Assistant G=guest)
Can I help you, madam?
: Yes, I need something for my daughter. It’s her birthday, so I want something special.
Well, how much did you want to spend?
: Oh, money doesn’t matter!
Oh? Well, how about a nice ring?
: That’s a good idea. Mmm... how much is this one?
That’s, er, $1,259.
: O, er, not quite the right design for my daughter.
Well, here’s a beautiful bracelet. It’s only $545. It’s eighteen carat gold.

: Hmm. Well,... no, that’s not quite right. I don’t like the shape.
I know. How about this gold pen? It’s only $135, and it will last forever!
: Mmm. No, no, I don’t think so. It’s, oh, dear, it’s much too heavy!
Too heavy! I see. Well, how about a watch?
: How much is your cheapest watch?
Let’s see. Oh, here’s one for, er, $23.75 — that’s twenty three dollars and seventy-five cents.
: Ah. No. I don’t think she would like that watch. It’s too big! Ah ha! How about that hat over

QPO
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there?
A: The hat? But I thought you wanted ...
G: O, it’s beautiful! How much is it?
A: It’s er, $2.85.
G: It’s perfect! I'll take it! She’ll love it!

HowjtolPromotelChinese]NationallCulturelil

. Read the above dialogs carefully, and tell:

1. It means to the outside world the greatest invention Chinese people made for the word.

2. As white as jade, as thin as paper, as bright as mirror, and as melodious as ging.

3. He/She should make clear for whom the medicine is bought and what symptom the user has.

4. He should keep in mind the correct dose and remember not to drink strong tea or eat turnip
while taking ginseng.

5. It will cause you to sick.

Give each of the following sentences a more courteous expression.

1. What can I show you?

2. I’'m sorry, but our shop holds the one-price policy. We can’t change the prices at will.

3. Well, let me show you how to tell the difference between these two.

4. Actually, this sports suit looks nice on you and it is in inexpensive. It’s really a good buy.

Read the following conversation. The sentences are not in the right order.

LAwGoAG A A..G..A..G
2.3) e (6) e (1) e (@) e (1) 00 (9) e ) e (5) .. (8)

. Complete the following dialog.

(A=Shop Assistant G=Guest)
A: Good morning, Miss. What can I do for you?

G: I'd like to buy a garment closely related to Chinese culture as a token of my China trip. What do
you think will be nice on me?
Well, Miss. You have very good shape. I'm sure a Chinese Qipao will be nice on you.

Qipao? What’s that? Could you show me, please?

Yes, of course. Please step over here.

Oh, they’re all so nice!

What material would you like, brocade or velvet?

Brocade, please.

2002

And would you like a short-sleeved or long-sleeved one?
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A short-sleeved one, please.

Then what about this one?

Beautiful indeed. But what are the f lowers on the chest?
They’re peonies, symbols of grace and nobility.

: Good. May I try it on?

Certainly, Miss. This way to be fitting room.

: It fits me nicely. I'll take it. But is it colorfast?

PP Z0

Yes, all the garments here are colorfast. But please wash it in lukewarm soap water and rinse well.

Please don’t rub or wring it.

- NilSummaryfoffouriWork@

(Open.)

____JIVERConsolidationeyl

B. Decide whether the following statements are true (T) or false (F).

1. F 2.T 3. F 4. F 5.T 6. F

C. Reading Comprehensioin.

1. d 2. a 3. ¢ 4. b 5.¢

E. Translation.

AT R 5 T4, B3R 5 T S A 5 VR 2 BRI AME ZEE R i L ks A
e , FEAEHERES I ARG, 1 2 4 0 BN A IR S5 B B . BT 05 B T AR (S
FREEIA IPTAER S — 2 B R . ORI Y= TR I B A i e
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____NviiEPracticallHotellDocumentsiull

List 1

List 2

Warranty Card Price Tag
®REF rAReE
Product Name Brand & Name
TR A EYs
Model Name Factory Serial No. Origin Model
e iLWms = B
Customer Name Customer Phone No. - -

N . Grade Dimension
hjil S ik N my e
Customer Address - o -
s T:Jmt Main Material
Date of Purchase Tnvoice No. AL LR
VT BB Price
Dealer Dealer Phone No it (ony>
Dealer Address
ZHE L

Protection to Fix Elucidation {5 15

1. Tn the protect - fix the perind i there is any breakdown which caused by the sroduct's own quality,
customers can bring the purchasing invoice and the customer couplet that has filled, and get he
fice ropair from the repair conter that has authorized by our company. And please send back the
roturn couplet to our compaty in 15 days after buying the machine
FERIEREN ., LB 5 A5 R 8 e B S e fh R . i B I 2 30F (ORISR U R TBHL
RFEAESE AL 7 ENEE PO RRER, REFEFAKECLIE T EXAFEA
DN

2. Those machines that has refitted or added other functions by your own will not be accepted to
ropair
AN O FE ERUARIE AT e S At R L

A. Question & Answer.

1. What are the basic items of a Price Tag? (7 items at least.)

Brand & name; origin; model; grade; dimension; unit; main material; price.

B. You are a shop assistant. You are helping a guest to fill in the Warranty Card for his DVD
player and make some necessary explanations.

Unit 12 Recreation Department

—NimmmWhat@ctivitiesicanlWelGolinjforjHerell O\

A. Listen to the dialog, decide what each short conversation is aboutand mark (/) where appropriate.

Outdoor |  Beauty

Entertainment :
Creation

: _ | Activities
Dialog 1 v
Dialog 2 v
Dialog 3 v
Dialog 4 v
Dialog 5 v
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B. Listen to the dialog and fill in the following table with the information you hear.

Service Time Close at 11:00 p.m.
Water "Temperature 28%C

Water Depth 1 meter to 2.5 meters
Frequency of Changing Water Every other day

C. Listen to the dialog again and complete the following conversation with the information
you hear.

(The telephone rings.)

(C=Clerk G=Guest)

: Good evening. Recreation Dept. May I help you?

: Yes, I'd like to go swimming this evening. Is your swimming pool still open?
: Yes, we don’t close until 11:00 p.m..

: In such weather, I'm afraid the water is too cool to swim in.

: Oh, don’t worry. Ours is a heated swimming pool. The temperature is about 28°C.
: That’s great! But ’'m not so good at swimming. I was wondering how deep the pool is.

: Its depth is 1 meter to 2.5 meters. There’re separate locker rooms, where you can have a shower.

: Thank you. But how often do you change the water?

o000

: We change it every other day. We just changed it this morning.

Nl HowjtolDolService]Herell

A. Read the above dialogs carefully, and tell:

1. The best way is to do some exercises every day.

2. There are two: dry sauna and wet sauna.

3. Because it’s the law of our country that no massage of the opposite sex is allowed.
4. Sausage and iced Finnish beer.

5. It can be used for life enhancement, health building, and combat.

C. Read the following conversation. The sentences are.not in the right order.
I W.G.W. . W.W.G.G
2.3 .4 ...05)...1)..(7)...6)...2)

D. Complete the following dialog.

(A=Attendant  G=Guest)
G: People say that your hotel’s Recreation Dept. is really fantastic. What do you have?
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Well, we have a nightclub, a gym, a swimming pool, a bowling room, a billiard room, and so on.
: What do you have in the nightclub?

In the night club, you can enjoy singing, dancing, fashion, fashion show, and so on.

: Great! How about the fitness center?

FoZQP

It is equipped with the latest sports apparatus, such as the bar bells, dumb bells, spring grips, wall

bars, race apparatus, stationary bike, you name it.

: Terrific! I want to lose weight. Do you organize any training classes?
Yes, we have Taijiquan and aerobics training classes.

: One more thing, is there a coach who supervises the exercises?

220

Yes, over there you can see our resident coach..

~ NiiESummanyfofiourdWork@

D 1

(Open.)

dldddicn G

B. The names of jobs and departments vary from hotel to hotel. But there are certain

104

departments that you will find in most hotels. Match the places in Column A with the
words in Column B.

l. e 2. ¢ 3. g 4. f 5.h 6. 7.d 8. 1 9. A 10. b 11. k

Reading Comprehension

1. d 2. a 3.b 4. b 5.d

Translation

BEE N VAETE P PRI )38 22, CRAFIERR SO A 5% TR AR, Rl ) & JR L K] AR
FFEMISEPRITE S, DA, BORBUZS BO s RS O R 1 REORIIH , FFBC LSS i o X 1 281
ZEW)— R AR AELOHE SRROL SR AT RBI R OB B IO By, 50
2 TRA.



IIT Keys for Reference I

| NiiiEPracticallHotellDocumentsyu =

List 1 List 2
Recreational Dept Guests Registration
chi RN A A A i
Fashion Show Poster Dates Staffon Duty:
HEY TBMRT
On Ot 12 Room | Guest Time i ] Locker GYM swimming | Sauna | Billiard Remarks
No. | Name Noo | yps | Tl | Room | Room | o
. ;
58 | we W Ouh mres | U7 uw | R | mes

Join us in the fashion show of international taste for this winter.

7:00PM ~ 8:00PM

Grand Ballroom on the 2™ flr.

CNY 188/ person (Adults only)

A. Question & Answer

1. Please name at least five sections of the Recreational Department.

GYM, swimming Pool, sauna room, billiard room, massage, etc.

B. Imitate the list 2 and workout a poster for the Spring Festival feast on the lunar new
year’s eve.

Unit 13 Event Department

| NIEEWhat]@re}Providediforithe]MeetingjPlannergl

A. Listen to the dialog, decide what each short passage is about and mark (/)where
appropriate.

Definition Accessibility Equipment Catering

Dialog 1 v

Dialog 2 v/

Dialog 3 v

Dialog 4 v
Dialog 5 v
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B. Listen to the passage and answer the following questions.

106

1. The convention business is very profitable for the hotel industry.

2. It can guarantee a good occupancy rate for the hotel over a period of at least several days.
3. The special exhibit and meeting areas are rented for a fee.

4. The people attending the convention can generate more business for the hotel.

5. A special manager is to handle them.

Listen to the passage again and complete the following conversation with the information
you hear.

The convention business is very profitable for the hotel industry. A convention guarantees

a good occupancy rate for the hotel over a period of at least several days. In addition, the special
exhibit and meeting areas are rented by the sponsoring organization for a fee, and the people
attending the convention also generate more business in the hotel’s restaurants, bars and shops.
To ensure the success of conventions, many hotels also have a special manager to handle all the

particular arrangement that must be made once the convention has been booked into the hotel.

Howjto)Work{forithe]EventiBusinessilll

. Read the above dialogs carefully, and tell:

1. The company’s annual conference.

2. The dinners on the first day and last day of the conference are banquets, while the other meals
are buffets.

3. The center stage can be raised or lowered in tiers.

4. They can use roving microphone, which is connected to the audio system.

5. It’s an exhibition of the company’s new hi-tech products and it’s development history.

Give each of the following sentences a more courteous expression.

1. I think our multi-function hall can serve your purpose.

2. I'wonder what kind of meeting you’re going to hold in our hotel.

3. Would you mind telling us the requirements of the meeting planner of arranging catering for the
convention?

4. Would you like the catering service or the sit-down restaurant service?

5. Would you tell me when the event will be held?

Read the following conversation. The sentences are not in the right order.

I.M..P..P..M..M..P..P..M
2.(5) e ) e (8) e (1) e (7) oo (@) e (6) .. B)
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D. Complete the following dialog.

(M=Event Department  P=Meeting Planner)

P: I'm here to check the equipment we ordered for our conference to be held in your hotel this
afternoon.

: I'see. This way to the auditorium, please. We can check the facilities on the spot together.
OK.

: Ah, here we are. After you, please. The overhead projector is on this table here.

T2TFE

I see. Do you have some extra pencils in different colors? We hope you can provide two colors

pens for each seat at least. Our boss is very particular about that.

: I'll inform our staff of fetching them after a while.

We shall also need a notice board in addition to the normal bulleting board in the lobby.
: No problem.

Thank you very much.

=EFPRTFPE

: You're welcome.

| NillSummaryfofflOurdWork@

(Open.)

| NIVAMGonsolidationjl

B. Match the clients’ requests with the Event Dept. Manager’s responses.

1. d 2. e 3. a 4. b 5.¢

C. Reading Comprehension

1. a 2. ¢ 3. ¢ 4. ¢ 5.d

E. Translation

Eoy N AIeZey 135 Wap (e 4= S E I i el A S T I I E S € S U N (W23 B SE R ]l
B ESEEFHE AW H Y, SRE FE R %2 WREG IR, S8 — A2, T
BEBLITILE: i 5aE 28 BIK S IRMES Sl AE IR
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__NiirEpracticallHotellDocumentsu

List 1 List 2

Exhibition Application Form Conference Room Reservation Form
Company Name: Name of Company:
Address: Contact Person: Title: Mobile:
Company Information Contact Tel: Fax: Email:
(fill in by exhibitor) Tel Type of activity
Fax. Reserved Time
Product Information: Reserved Date
71 Standard Booth (3M X 3M Per each) Reserved Conference Room
CNY 1599 Per each Estimated Number of Delegates
Quantity: A/V Requi
71 Standard Booth with One Advertisement Board (90cm Height) Room Set-up
(3MX3M Per each)  CNY 1899 Per each Food & Beverage Requirements
Quantity Remarks
Booth type of application | _| Standard Booth with Two Ad\jeﬂisement Board Seal of the Company or authorized Signature: Date:
(3MX3M Perereach) CNY 1899 Per each

Quantity:

I Standard Booth with One Advertisement Board (90cm Height)
And Six Flat shelves (31 3) Per each) CNY 1999 Per
each

Quantity:

Total Fee {(CNY) ¥:

After confirmation, please remit the exhibition fee to the following
account in 3 DAYS.

1. Remittance:

Method of Payment Drawn on and made payable to: Shanghai Witz Hotel
Bank Name: xx Bank Address: xxx
Account Number: xxx

Please Sign with " xccExhibition”  in Remark Area

Exhibitors Acknowledgement Signature:
(Seal )

Time (Y/M/D)

A. Multiple Choice

1. What’s size of a standard booth?
a. 12m’ b. 11 m’ c. 10m’ d 9m’

B. You are the representative of a hi-tech company. Your partner is an Event Department
Manager of a five-star hotel. Make up a conversation between you two based on the
clues given in list
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Unit 14 Sales & Marketing Department

| _NIEERAWhatiProductsiShould)WelSel Il

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

What service/

manager’s duty is we sell Why we sell goods refer to
Conversation 1 s
Conversation 2 v
Conversation 3 v
Conversation 4 v
Conversation 5 v

B. Listen to the passage and answer the following questions.

1. To sell to more people and to sell more to your present customers.
2. Increasing the customer base.

3. He could do it through world-of-mouth referrals.

4. The risk of losing customers.

C. Listen to the passage again and complete the following passage with the information you hear.

The two approaches to raising sales are to sell to more people or to sell more to your present
customers — or to do both. Increasing the customer base is usually thought of as the job of
advertising and promotion. We should also note, however, that a superior operation that achieves a

good reputation may build its customer base through word-of-mouth referrals.

Another approach to raising sales is to increase sales to the customers you now have; that is, to
increase each customer’s average. One obvious way to do this is simply to raise prices. But unless the
price level of the competition is also going up, this will most probably result in losing customers.

|____NiiEEHowjtolSelllOuriProducts=g ==

A. Read the above dialogs carefully, and tell:

1. Because the number of guests usually changes a lot in the different periods of the year.
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2. Yes, they do.

3. That includes proper lodging, food and drink, conference hall or meeting rooms, convention
facilities and services.

4. We should get the customer’s name, the number of people attending, the date and time of the
dinner party, how much the customer would like to spend, the type of the dinner party and other
special requirements.

5. There are several ways, including open bar on a fixed price, on consumption to master account,

cash on delivery, and so on.

B. Decide whether the following statements are true (T) or false (F).

1. T 2. F 3.T 4. F 5.F

C. Read the following conversation. The sentences are not in the right order.

.G..$..G..5..8..G..G..S..S..S..G
2. @) e (9) e (6) e (1) oo (11) e (8) e 2) e (7) e (5) o (B) ... (10)

D. Complete the following dialog.

(C=Client =~ M-=Sales Manager)
C: I'm John Smith from Grand Circle Travel Service. We are going to bring about a hundred

groups to China next year. I'd like to have your room rates and terms.

=

: I'm glad to be at your service. Here is a copy of our tariff. We have different rates for different

periods of the year, that is the peak season, the shoulder season and the low season.

May I know if you give preferential rates to groups?

: For serial groups the prices are negotiable and we offer 10% commission to travel agencies.

What are your terms regarding payment?

=020

: When credit arrangements have been made we will bill you based on your credit limit and you

do not have to pay in advance.

Do we have to sign some kind of agreement?

=0

: Yes, we'll send you a copy of agreement if you agree on the terms, please sign and return a fax

copy to us.

~ NiiESummanyfoffOurdWork@ )

(Open.)
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_____JIVEConsolidationgyl

B. Cloze

1. ¢ 2. b 3. a 4. a 5.b 6. c

C. Reading Comprehension

l. c 2.b 3.b 4. b

E. Translation

T E AU R S B TMZT 3l , R A TR R ERRUA AT
KBBAB T BUAMZGT A, (A — RV 0 T B ks DU 2 7 OB e k.

| NrifRPracticalfHotel[Documentsgl

List 1 List 2

Group Weekly Forecast

EVENT ORDER >

g FP R TR

EVENT DATE Distribution No.
SR

COMPANY NAME Arrivals Inhouse

ORGANTZER Rate F%E Groups | PBreakfast | Lunch | Dinner AE
[EE:4) Pax. Rooms 2l = 3 4 %3 Pax. Rooms
B A¥ B Ay | s

COMPANY ADDRESS

FAX

BILL APPROVED BY

SALES IN-CHARGE

HOUSEREEPING SPECTAL REQUEST

F&B

ACCOUNTING

ENGCINEERTNG

SECURLTY

DISTRTBUTTON
LEO LK LF LA _JEG LIAS TOTAL:

STGN:

DATE:

11
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A. Multiple Choice

1. The Group Weekly Forecast List is issued by

a. Front Oftfice b. GM Office
c. Sales & Marketing Dept. d. Human Resources Dept.

B. You are the Salesman. You are talking with a guest who wants to hold a press conference
for his company. You fill the event order together with the guest.

Unit 15 Settling Complaints

______NimmWhatiWilllthelGuestsicomplainldbouti

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

Slow Service | Bad Attitude | Mischecking Misserving

Dialog 1 v

Dialog 2 v/

Dialog 3 v

Dialog 4 v

Dialog 5 v

B. Listen to the dialogue and mark (/) where appropriate.

R ——

Goldfish Hotel Melody Hotel
— p— Poor GOOd Poor
Telephone v v
Night Life

Food & Drink

Room Facilities 4 /

Work Efficiency Ve
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C. List to the dialog again and complete the following conversation with the information
you hear.

A: I stayed at the Goldfish Hotel. I could not get a drink sent to my room after midnight. The
refrigerator was not working.

B: Istayed at the Melody Hotel. There was a good, inexpensive restaurant on the 4th floor.

A: Imade a phone call from the hotel room to my parents in Canada. They were very happy to hear

from me.

B: Oh, you were that lucky. But when I phoned there was never any reply.

A: T had nothing to do at night except to have some drinks at the bar.

B: I could go to the bar, the recreational center or the disco hall at night, but the TV set in my room
doesn’t work well.

A: A guest in the next room had a heart attack, and the hotel found a doctor immediately.

B: Oh, what efficiency!

"~ YIHow tolsettieicomplgints

A. Read the above dialogs carefully, and tell:

1. Listen attentively without interruption and ask questions politely if necessary and possible.
2. By saying sorry sincerely.

3. By saying, “I’'m sorry to hear that.” or something like that.

4. We should give reasonable explanation of facts and regulations.

5. By making explanation patiently and calmly without talking back.

B. Give each of the following sentences a more courteous expression.

1. Please wait a moment, madam. I'll be with you soon.

2. I'm afraid there must be some misunderstanding. Actually everything is in order.
3. I'm sorry for that. I'll help you change a room immediately.

4. I'm sorry. Let me have a check on the computer again.

C. Read the following conversation. The sentences are not in the right order.
. G..G..LALALALALG
2.6).4.A0)..7) .5 ..03) ..

D. Complete the following dialog.

(W=Waiter D=Dinner)
W: May I help you, sir?
D: I ordered my steak to be prepared medium, but this one is absolutely raw.
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W:

PE¥

W:
D:
W:

=¥

I'm awfully sorry, sir. There must have been some mistakes. I do apologize for that. I'll change it

immediately for you.

But how long will it take?

: About ten minutes. Would you like some complimentary drink while waiting?

I’m afraid I don’t have enough time to wait for the next steak to be prepared. I have an
appointment in my room in fifteen minutes.

Oh, you are staying at our hotel. May I have your name and room number?

James Pile. Room 611.

Thank you, Mr. Pile. I'll ask the Room Service to serve you a snack at 9:30 tonight. And you will

have your favorite rare steak.
Shall I pay for two steaks?

: No, you should pay only for one. We'll cross the tough steak off the bill. Sorry to have caused

you so much trouble. I assure you it won’t happen again.

~— NiiSsummaryfoflouraWork@ll

(Open.)

D [

Gonsolidationjl @

B. Decide which of the following should a hotel clerk say or do if a guest complains.
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1,2,3,4,6,8,10,11,12, 14

Reading Comprehension

1.

c 2.d 3. ¢ 4. ¢ 5.a 6. a

Translation

—RRENEA G —A A ", G RRTORA R BRI . F5L Lk, AR
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List 1 List 2
. Guest Complaints Handling log
Incident Report -
oy FEBAIAE H
- Date Time Handled by
o N N
Name Room No Date of Birth L A ; - AT A
Name Room NO Nationality Period of Stay | Company: Room Rate
jic) e kA
ma z He 5% Hi: I EE At
Nationality Passport No, F-mail
i yrreg =T Tncident Course $HE£E1T :
Resident Address =ikl
Company 47 =
The report is made on (Date) (Time) Result SRHPE5 R
BERET (B#) CRef (]
At Hotel, in the Presence of
frF b, BHEERAT Burden & Advice
: HE, IR L
Name designation SRR
& HRE
Description
E Al

A. Multiple Choice

1. In the Incident report, the most important factor is the:

a. witness

b. reporter

c. designation

d. description

B. You are the Lobby Assistant manager. You are filling in the Guest Complaints Handling log
after you received a guest whose wallet was stolen in the lobby.

D [

Unit 16 Hotel Management

\WhatjDoes]HotellManagementjMeanil

A. Listen to the dialog, decide what each short conversation is about and mark (/) where
appropriate.

Inquiry 1

General

Manager

. Head Waiter | Housekeeper

Security
Officer

E Controller E

Inquiry 2

Inquiry 3

Inquiry 4

Inquiry 5
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B. Listen to the pa ssage and match the functions of management in Column A with their

definitions in Column B.

1. d 2. a 3. e 4. ¢ 5.b

C. Listen to the passage again and complete the following short passage with the

116

information you hear.

The functions of management are planning, organizing, staffing, leading, and controlling. Its

practitioners will do best if they can understand and apply , in the light of situations, the theory and

practice of these functions.
Planning is to make a rational approach to the selected goals — bringing both social and
economic effects. Organizing is to determine what the organizational structure should be. Staffing

is to find what kind of people we need, when we need them and how to train them, while leading is

to discuss how most efficiently to lead and direct them. Controlling means to control in accordance

with the furnished structures.

Howjisithe]Hotel|[ManagementA\Workingl

. Read the above dialogs carefully, and tell:

1. Itis a brief meeting of the management held in the morning before daily work begins.

2. If an international convention is held in a hotel, the hotel will certainly become the favorite place
to stay in for those who attend the convention. So the occupancy rate will be raised.

3. The organizer and the clerks of the exhibition will stay in the hotel and rent places for the
exhibition. Besides, many local people will come to see the exhibition and will probably have
meals in the restaurants. Besides, the exhibition itself is probably good for the hotel’s publicity.

4. The mass media make more people learn our business, and help to establish the hotel’s image.

5. They should help each other, support each other, and never shift the responsibilities.

Read the following conversation. The sentences are not in the right order.

.L.T..T.L.T..L.L.T.T..T..L
2.Q2) i (5) (7)) e (@) o (9) e (10) e (8) e B) e (1) ... (11) ... (6)

. Complete the following dialog.

(M=Duty Manager = G=Guest)

G: Listen, the air-conditioner is out of order in my room. When are you going to come and repair
it?

M: I'm sorry, sir. I'll get someone at once.

G: You'd better. It’s so hot here. And everything in my room is in a mess.
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: Well, I'll speak to the Housekeeper about it, sir.

Q=

And another thing, what are you going to do about those countrymen in my next door? They
were playing mahjong, talking, and laughing all night. It shouldn’t be allowed.
: Sorry, sir. I'll have a word with them and ask them to be a little more considerate.

Yes, do that right now.
: I'm very sorry you've been disturbed, sir, but ...
And one more thing. The food in your restaurant is too expensive and the service is terrible, too.

=SR2

: I’'m terribly sorry, sir. I'll ask the restaurant manager to improve the service.

If there is anything else I can do to make your stay here more enjoyable, please don’t hesitate to

ask me.

e

Don’t worry. I'll tell you right away!

| NiiiESummanyfof{OurdWork@l

(Open.)

_____NIVANGonsolidationgel

B. Decide whether the following statements are true (T) or false (F).

1. F 2. F 3.T 4. F 5.T 6. F 7. T 8. T

C. Reading Comprehension

1. F 2.T 3. F 4. T 5.F 6. F 7.T 8. T

E. Translation

— SN TR E B ARG SHE. T 1300 3L, b2 AUy . BB S EAT A
SR X AU E PR . BCARUT, ek ats . (R, JEAREPTA I A H
REIEBAHLAT AU . U I, B TAT AR, Wi S B = i 25 A 1o
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- JifRPractical[HotellDocuments!

List 1 List 2
Shanghai Witz Hotel 2 A
st T F e URGENT NOTICE
MEMO #5% .
o Bk L
AR T A 2] 2 H I HEAT
0%, THIHI, SRR TE LA, HE RN
Figterfi
FR. 12 Dear sir'madam
REF. X2 We will make the items below from / ©
SUB. S, Thank you for your cooperation.
1 2. 3.
DATE B 4
oI Co $03%:
Dear col league:
FEREA]

Memwo proper

FERIEI

Issued by
ERRELTES

A. Multiple Choice
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1. The

a. Department Managers
c. Executive Office

the hotel annual meeting on Dec. 30.

can issue a memo when necessary.
b. General Manager
d. All of the above

B. General Office issues a memo to all the department heads to make full preparations for
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