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Part (1 The Front OfficeThe Manager's Remarks [1 [0 [0 [0 00 0 Unit 1 Room Reservations 0 O O O O O 1-1A
Long Distance Call Reservation O [0 [0 OO OJ [0 [0 [J 1-2 A Group Reservation [0 [0 [0 [0 00 O 1 3 A Face to face
Reservation [0 [0 00 O O O Structure Studyd will be+doing sth. [0 00 O O O O O Function Studyd Connecting
Telephone Calls [0 00 00 O O O Exercises O O O [0 Unit 2 At the Reception Desk [1 [0 [0 0 O O 2-1 Registration
000000 2-2CheckinginaGroup O 0O 0O O O O O O 2-3 Extending the Stay 0 O O O Structure Study[
to be goingto do sth. 0 OO O O O O O Function Studyd Greetings and Getting Acquainted 0 O O 0O O O

O Exercises [0 [0 O O Unit 3 Concierge O 10 O O O O O O 3-1 See-in Service 0 O O O 3-2 Introducing Hotel
Services 0 [0 0 O O O O O 3-3 About Slow Delivery of Baggage 0 0 0 [0 [0 O OO O O O Structure Study[d Let
me ...Pleasedon't... 0 0 O O O How ...[

Whata ...[]

0 0O 0O O O Function Studyd Offering Help [0 00 O 0O O O Exercises O O O [0 Unit 4 Concierge O 110 O O
0 0O 0O O 4-1 Introducing Some Scenic Spots U [0 O O O O 4-2 Showing the Way U [0 O O 4-3 Ticket booking
Service J O O O O O Structure Study Haveyou ...yet? 0 O O O O O O Function Study] Showing
Directions [0 [0 [0 [J Exercises O O O O Unit 5 The Business Center and the General Switchboard [ [0 00 0 O [
0000 0O5-1Fax Service 0 0 O O O 5-2 Express Mail Service [ O O O O O 5-3 Telephone Service [ O [
O O O Structure Studyl to be doing sth. 0 OO OO [0 OO O O Function Study[J Expressing“ Declination” [ [
O“ 00" OExercisesJ O O O Unit 6 The Cashier O O O [J 6-1 Foreign Currency Exchange 0 O O O O

[ 6-2 Checking Guest?s Account 0 00 O O OO O OO [0 6-3 Checking out I [J OJ [0 [0 [ Structure Studyd We
hope that ... 0 [0 [0 OO O O Function Study[d] Bidding Farewell [J [0 [0 [0 Exercises [ [0 O O Unit 7 Settling
Guests' Complaints 00 [0 O [0 0 O 7-1 Changing a Room [ [0 [0 [0 7-2 A Complaint About Something Lost [
000000 0O 7-3 Handling a Complaint About Room Reservation O O 0 O O O O O O O O O Structure
Studyd He said [ that[J he...He told me O thatd he... O O O O O O Function Study[d] Answering
Complaints [0 00 00 O O O Exercises O O O O Consolidation O [0 [0 [0 Part [0 The Housekeeping
DepartmentThe Manager's Remarks [ [0 [0 00 O O Unit 1 Guiding the Guests to Their Rooms 0 O O O [

[0 1-1Recognizing the Guests 0 O O O O O 1-2About the Room Facilities 0 [0 00 00 O O O O 1-3About the
Hotel Services 0 O 00 OO 00 [0 O O Structure Studyd more ...than/themost... 00 0000000000 O
O O O Function Study Imparting and Reporting Factual Information 0 OO O O O O 0O 0O O Exercises O [0 [
[J Unit 2 Chamber Service [J 0 00 00 0 0 2-1 Making up the Room O OO [J [0 [0 [J 2-2 Cleaning the Room [J [
00O 0O O 2-3The Turn down Service 0 O O 00 O O O Unit 3 Personalized Services 1 0 0 O O O O Unit 4
Laundry Service [0 O O OO O O Unit 5 Miscellaneous Services U [0 O O O O Unit 6 Wake up Call Service O [0 O
0 O O Unit 7 The Maintenance Service in the GuestRooms [ 0 0 0 0 00 0 0 0O O O Part 0 Food and
Beverage DepartmentUnit 1 At the Bar [0 [0 O O Unit 2 Seating the Diners [0 O O O O O Unit 3 Chinese Cuisine
O 0O O O Unit 4 Western Cuisine O O O O Unit 5 Serving Dishes O O [ [0 Unit 6 Birthday Party 0 0 0 O O
[0 Unit 7 Ways of Paying [0 [0 OO OO 00 O Part [0 v Shopping ArcadeUnit 1 At the Tourist Souvenir Department [
00 000O0DO OO Unit 2 At the Textile and Knitwear Department [ O O O O O O O Unit 3 At the Art and
Craft Department O [0 O O OO O O Unit 4 At the Pharmacy and Foodstuff Counterd 0 0 O O 0O O O O O Unit
5 At the Chinese Seal Cutting, Paintings and Stationery Counters 0 O O O O O 00 0O O 0O O Unit 6 At the
Cultural and Recreational Articles Department [0 [0 [0 [0 [0 O O O Unit 7 At the Cashier's Counter, etc. 0 [ [
00,0 O Part 0 Hotel ManagementUnit 1 At the Manager's Office 0 [0 O O O O O Unit 2 Hosting Guests [ [J
0 O O O Unit 3 Sales Promotion [0 00 O O Unit 4 Public Relations O O [0 00 0O 0O Unit 5 Settling Complaints [
O O O O O Unit 6 Dealing with Special Problems [0 [0 [0 00 O O O O Unit 7 Staff Recruitment and Orientation
O0O00O0OD0OOOO0O O Appendix | Elementary English for Hotel Staff and Management 0 O O 0O 0O 0 0 O
0 O O O 1000 O Appendix 11 Useful Words and Expressions for Hotel Services D O O O 0O 0O 0O OO

(0 Appendix Il Menus of Chinese and Western Cuisines(] [0 [0 OO OO O O OO Appendix IV Hotel Organization
ChartD O OQODO0O
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[0 O Scenel] The room attendant [0 RAO with a trolley meets the Bellows in the corridor.[] [0 RAC Good
morningl Mr and Mrs Bellow. May | come through(J please(]

00 O MrsBellow O MO [0 Good morning. It's almost 11 o'clockd and our room hasn’t been made up yet.[]

00 RAO I'mso sorry[] madam. | was just coming along to your room. I'll be there as soon as I finish this one.[]

(0 MO Really? Could you do our room first next time? We always seem to be the last..J 0 RAO WellO | have a
section of fourteen rooms[] and | always do the check-out rooms first unless there is a request.C] O Mr Bellow [0 B
0 O Check-out rooms? What are they? Do you mean that the people who go out early to get their rooms done
first? If that is soC] we were out at 70 30 this morning.[J O ......
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