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On publishing this book

JAL Academy offers a wide variety of training programs based on the achievements and
accumulated experience of Japan Airlines.

JAL Academy has developed the ‘ B — E A H 4% #&° (Service Japanese)’ Education
Program, which utilizes the know-how we have gained through teaching the Japanese
language to foreign flight attendants.

‘Y—ERXHAAE —FKTIAF v 77— aims to give the readers a command of
Japanese with which they can offer outstanding service to guests and enable them to work
smoothly in a Japanese language-speaking environment.

I sincerely hope that this book will be of help for the betterment of service in the hotel
business.

Koichi Isono, CEO
JAL Academy Inc.
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Preface

The primary objective for hotel staff is to offer hospitality that satisfies their guests.
In this textbook we explain not only how to use the words and expressions correctly but
also how to help you master conveying hospitality.
We hope the readers of this book will be able to achieve a command of the Japanese
language needed to offer better service to guests.
This textbook has been trialed and tested and we have learned a lot in the process. We are
looking forward to hearing your candid comments and suggestions for further improvement.
We would like to express our gratitude to Associate Prof. Toshiyuki Kawano from
Yokohama National University, Mr. Yasuji Oomori of ex-JAL Hotels and JAL Academy
instructors, including Ms. Ayako Ishino, Ms. Hiroko Kikkawa, Ms. Sonoko Sugimata, Ms.
Eriko Nishi, Ms. Setsuko Murano, Ms. Taeko Yoshinaga, for their strong support in making
this publication possible.
Authors
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For the readers of this book

1. Target readers

This book is appropriate for:

@ people who have already learned basic level Japanese (about 300 hours)
@ people who are already in the hotel business

@ people who will be in the hotel business

2. Features

You can learn natural pronunciation and polite speech for useful conversations in actual
hotel business situations:

@ within a short period of time, even if you are leading a busy life

@ beginning with any lesson you would like

@® on your own

3. Structure and how you can use this book effectively

(CHAPTER 1)

In this chapter we introduce appropriate speaking style as well as the key expressions and
words for hospitality. After checking your understanding of the meaning of the expressions
and words, listen to the CD and practice how to say them.

{CHAPTER 2)

In this éhapter we introduce 10 basic situations in the hotel business. Each lesson is made up
of conversations, expressions, vocabulary, paraphrasing practice and conversation practice.
Listen to the CD and practice the conversations.

1' This mark shows that this section is recorded on the accompanying CD.
You can study more effectively by using the CD.
(1) Listen to the CD.
(2) Make sure you understand the meaning of the expressions.
(3) Listen to the CD again, this time paying more attention to the pronunciation, the
intonation and the speed.
(4) Repeat after the CD.
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The following are expressions to show hospitality. They are essential
expressions for smooth, polite communication with guests.

You are expected to imagine yourself as a guest and politely and appro-
priately use these expressions, depending on the situation.

Please do not use the expressions with X mark.

HERE

BERETERE EILEVET, BEROGIIDIHEERHE

EFR(TER

BOZHTOPUET,
SO AR . A STRT, LSRR,

Use this expression to address guests. However, address the guest

by his name, if you know it.

X b&o& - FTHEHA




