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Unit One What Is a Hotel?

Text

Pre-reading Questions:

1. What is the simple definition of a hotel?

2. Besides food and shelter, what else does a hotel usually offer to its guests?

3. What is the difference between the operational departments and the
supporting departments of a hotel?

4. Why can the departments of a hotel also be classified into the front-of-the-
house and the back-of-the-house departments?

5. Why may some hotel owners sign a management contract with a company

which specializes in managing hotel properties?

What Is a Hotel?

Generally speaking, a hotel can be simply defined as“an establishment
founded by a proprietor which offers foods, drinks and accommodations to any
travelers who appear able and v;rilling to pay a reasonable sum of money for the
service and facilities provided there”. Namely, a hotel provides a temporary
home for people who are traveling. There the travelers can rest and have access
to food and drink.

In addition to providing guests with food and shelter, the hotel may also
provide travelers with facilities for recreation, such as a swimming pool, a golf
course, a tennis court, body building rooms or a billiard room. In many cases,
the hotel also offers guests modern telecommunication facilities, convention
halls and trade negotiation rooms, shopping centers, mail services, flower

shops and beauty parlors., Usually, the hotel provides free space for the
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travelers’ means of transportation. The aim of hotel services is to accommodate
travelers, so the hotel business is often referred to as the accommodation
business.

The hotel of today is a highly organized commercial entity. In order to
provide a wide range of efficient services for its guests, a hotel is usually
divided into different departments. Each should be responsible for certain
functions and duties for a hotel to work effectively and harmoniously. A hotel
is made up of many operational departments and supporting departments.
Operational departments (or revenue centers) sell goods or services to guests
and thereby create revenue for the hotel. The major revenue centers are the
room division (front office and housekeeping department), and the food and
beverage department; while the minor revenue centers are the laundry service,
recreational facilities, guest telephones and business centers. The supporting
departments (or support centers) provide a supporting role for the operational
departments. They usually don’t provide direct services for the guests and
don’t create revenue directly, either. They include the sales and marketing
department, the accounting department, the security department, the
engineering and maintenance department and the personnel and training
department, ‘

Another way of classifying hotel departments is by the extent to which
they have contact with the customers. They can fall into two categories: the
front-of-the-house and the back-of-the-house departments. The front-of-the-
house departments are those in which the working staff have extensive contact
with the guests, such as reception, catering, room service, recreation, etc.
While the back-of-the-house departments are those in which the hotel workers
have little or no contact with the guests, such as personnel, accounting and the
engineering and maintenance departments.

The people who collectively perform the function of establishing and
carrying out policies for the hotel are known as the management. In many.
cases, hotels are managed by the owners, but in some hotels, management is
carried out by a different group of people. This is because some owners may
not have necessary expertise, or they don’t want ta get involved in the

management of a hotel. In this case, they may sign a management contract
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with a company which specializes in managing hotel properties.

The most important task of a hotel is to offer quality service to all
business travelers and those traveling for pleasure so that they have a
comfortable temporary home when away from home, for a long or short period
of time. Serving guests is really an arf. The working staff in a hotel should
always be ready to understand, anticipate and fulfill the needs of the guests.
Whoever the guest is, he or she must be treated as a VIP. The quality service

should be a combination of courtesy and efficiency without any servility.,

New Words and Phrases

define [di'fain] v, fREE; % - T X
establishment [is 'teblifmont] n. {); 87 HLH
proprietor [ pra'praista] n. FF& AW £

namely [ 'neimli] ad. BJ; IFEER

temporary [ 'temparori] a. BB

shelter [ 'felta] n. {EFF; 4E T8

recreation [ rekri'eifon] n. %4

billiard ['biljed] n. &8k

telecommunication [ telikaymju:ni 'keifon] n. (¥ FHE ) (=
facility [fa 'siliti] n. ##%&; T.E

convention [kon 'venfon] n. £iY

negotiation [ ni;gaufi'eifon] 7. ¥ H|

parlor ['paila] n. JE% ;TR

entity [ 'entiti] n. 3£k

harmoniously [ha: 'meunjesli] ad. i
operational [ opa 'reifonal] a. 28 FiY; B F &Y
revenue [ 'revonju:] n. WA ;M2

laundry ['londri] n. YK (BR%); BeXJE
security [ si'kjuarati] n. &4 ;F &

maintenance [ 'meintonsns] n. 4

classify [ 'klesifai] vt. HBeeoses 2 feeeens 5%
category [ 'kaetagori] n. Rk
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extensive [iks 'tensiv] a. TEB;SHA; KEBH
catering [ 'keitorin] n. REKRE X%
collectively [ ko 'lektivli] ad. ik #; FEFEHE
expertise [iekspa'tiz] n. F{THR(REFEL) ;&K
specialize [ 'spefslaiz] vi. E3; &I IHER
property [ 'propati] n. M7= E ™

anticipate [zen 'tisipeit] vt. $i8E8; HH
combination [\kombi 'neifan] n. &4 ; B4k
courtesy [ 'kaitosi] n. BEFH AL ;B ILAAE 1L
servility [so: 'viloti] n. I35 i B

golf course Bi/RREKG

tennis court P ER1H

body building room & & &

billiard room & #KE

beauty parlor EXE

fall into B F

Notes to the Text

1.

The aim of hotel services is to accommodate travelers, so the hotel business

is often referred to as the accommodation business. {RJIERF SE LK IEHR

RALER , SRS I B B AREEE .

refer to...as... BHRH“HWeeeeer PRAER -e -t ”, .

The speaker referred to him as an up-and-coming politician. JHF#HKRMBRE—
AR BERHFE .

. A hotel is made up of many operational departments and supporting

departments. R/EHFEZEEIIIMBBERITHR.

be made up of. .. BHRH“H e WMWR”., .

The engine is made up of more than 500 parts. X & X 3i#LH 500 L4
A,

. Another way of classifying hotel departments is by the extent to which they

have contact with the customers. B —f¥RIERIIHIT IRV T ELERE
ENRBEITACHEMEERRSH.
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to which F)T‘%I?f—ﬂ‘]ﬁ‘pﬁ‘bkﬁ]%&ﬁﬁ the extent B, X &4 which HWRTE A
to, & E N 7E extent(R ) —iART ¥ 18 to. M.

The temperature rose to such an extent that the firemen had to leave the

burning building. B K® , UBHBIRARBARFFREEREHNRAY.

have contact with, . . B Heoore HAER,; Heooooo Bfh; Heooor BER”, .
He has not had contact with his son for months. fiE2 2L H BB F
BKRT.

4. The people who collectively perform the function of establishing and
carrying out policies for the hotel are known as the management. 3t [@#§{E
AMPTHREEEERPROARBEAIEEAR.

(be) known as &k “Hnl -+~ - 5 Lheeeees HE”, .
Sameul Clemens, known as Mark Twain, became a famous American
writer. ZEZ/R TR, PSR - B, R T HFLNOEEAXK.

5. In this case, they may sign a management contract with a company which
specializes in managing hotel properties. ZEXFV ¥R T, ATV R &M
RSN EENARSITEEAR.
specialize in A “E TN B FE—FWHRLH); EIHE”. m.

This company specializes in exporting textiles, ZA A& JE2EHR B H O
w5,

Dialogue 1

Situation: Mr Smith is holding a conference in a city in China next month. He
is looking for an ideal hotel where they can stay for one week. Heis calling a
clerk at the Information Desk of a hotel in that city, checking to see if the
hotel is ideal for them. The clerk offers him all the information he needs.

Enquiring about the Accommodations and Facilities

Clerk: Good morning! May I help you?
Mr Smith: Good morning! Yes, please. We're holding a large international
conference in your city next month. I’m hoping to find a hotel that

can accommodate a large party and has ideal facilities for our
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Clerk:

Mr Smith;

Clerk;

Ml’ Smith s

Clerk;

Mr Smith;.
Clerk:.

Mr Smith.

Clerk:
Mr Smith.
Clerk;

Mr Smith,
Clerk:

Mr Smith,

needs.

Sure. We can accommodate a large party. QOur hotel has quite a
few large conference halls, each of which can house 200 people.
Great. Could you tell me about the recreational facilities of your
hotel?

Our hotel has a bowling alley, an outdoor swimming pool, two
tennis courts, two indoor squash courts, a health club, an
aerobics gym, a sauna, and a hair and beauty salon.

That’s very nice. Is there any extra charge for using those
facilities? : .
Not if you are staying in a luxury suite. But the pool is free for

everyone,

Could you kindly tell me something about the hotel’s rooms?

We have single rooms, double rooms, twin rooms, suites, deluxe
suites and a presidential suite,

Sounds great. We will reserve some of them if we.make the
decision to stay in your hotel.

No problem.

Thank you. What dining facilities do you provide?

There are two Chinese restaurants and one Western restaurant.
They are on the first floor, the second floor and the third floor
respectively. You can have your meals there. You have free
breakfast.

Sounds good. T'll call you to reserve the rooms 10 days before we
fly to your city. Is that OK?

OK. You can call us then, Thank you for your interest in our
hotel. See you next month!

See you then. Have a good day!

New Words and Phrases

alley ['=li] n. BRill;B3R1p
squash [skwo[] n. HERIER; BERR
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aerobics [eo 'roubiks] n. 44 {5 1k (35 B 8025 W0k 5 03RO Bl SR 08 3R T
B3

sauna [ 'somna] n. BEW ;KK WE

salon ['seelon;sa'lon] n. CEN ¥R T B F 5 )b

charge [tfaid3] n. W :;EH

suite [swit] n. BB

deluxe [do'luks;da'laks] a. BERB; EEH

reserve [ri'zowv] ve. 1383 ; WiT

respectively [ris 'pektivli] ad. %& B #;% 5#b

bowling alley f£#88R1E

squash court BE¥R1j

health club f& 548 & &6

aerobics gym & & G 5B

hair and beauty salon £HFERE

single room B A [d]

double room A [§]

twin room (A B8 A R DA 6]

deluxe suite EEERE ‘

presidential suite $ %% R

Notes to the Dialogue

1. May I help you? 0] LA 4R ¥ S5 9 A
 XR—ABRFAHE KARARNRERTRTEHLABY. SARA—BRNH
?i_{ﬁ;“Can I help you?” #1“What can I do for you?”,
2. Our hotel has quite a few large conference halls, each of which can house 200
‘people. RAMRIERFNLAKREUT ., B8—EEAER 200 A,
f]5 each of which 5| FHIEREH EiBEMNAIEEIE, BH conference halls,
3. Could you tell me about the recreational facilities of your hotel? 7J DL £ & 4
B—THRIR)EWR KRB ?
“Could you... 7" BRLERTLL ooveee g7, XR—ARESKEE, HEEA
Rk B Mt AR X AR,
4, Not if you are staying in a luxury suite. HIRIRAGBEEERE, (JRHE IR
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R BATERA i VR B S1 38 A .
AP EABREIBERET , TB M A F R IZ L : There isn’t any extra
charge for using those facilities if you are staying in a luxury suite.
5. Thank you for your interest in our hotel. 8 %Xt 3 {71455 B R .
thank sb. for sth. B A“HFEHHBMIEA", M.
I want to thank you for your kindness to me. AR /R & 3% £ ki,
6. Have a good day! #ARFF L !
XX EAGE R B AMREE.

Dialogue 2

Situation: Mr Green is talking to a receptionist at the front office of a hotel.
He wants to have a single room for a few nights. Unfortunately, the hotel
has no rooms available. So he asks the receptionist to recommend another hotel

to him. The receptionist is kindly helping him out.

Recommending Another Hotel

Receptionist: Good evening, sir. May I help you?

Mr Green:  Yes, please. I have just arrived in your city from Chicago. And
I'd like to have a single room with a bath, please.

Receptionist;: Have you made a reservation, sir?

Mr Green; No, I haven’t.

Receptionist: Just a second, please. I have to check to see if there is a room
available. I'm very sorry, sir. We don’t have any vacancies at
the moment.

Mr Green;: That’s too bad. Since you are full tonight, could you recommend
another hotel, which isn’t full up?

Receptionist: Sure. You could try Lake View Garden Hotel if you like.

Mr Green; How far is it from here?

Receptionist: It takes about fifteen minutes by taxi.

Mr Green;, That sounds good. Could you give me the telephone number of
that hotel?



