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Word Service Station il il Ullﬂhﬁﬂig
|
boutique hotel HoEE certified hotel for tourism ## & & #4%
family hotel ER#E b&b BB E
‘ resort hotel BARE A king-size #HRFE
queen-size X5 K twin beds A B
single bed AR5 single room ¥ AR
suite x5 room reservation AT
fully booked % types of rooms ALk £ 3
double room AL standard room AL
\ J
' ~
@ Good afternoon, Beijing Hotel, Reserva- @ What kind of room would you like?
tions. What can I do for you? F4#F, 4t R AR R B A ?
REEBITAL, RERDEHTG? @ When do you need the room?
@ TId like to reserve a room in your hotel. B AR REX A
REERERIT—AHEME. @ How many nights do you wish to stay?
@ Could you wait a minute, please? SR EL LK
HEFE—-THg? @ I'm afraid we have no double rooms
@ Are you with a company? available but we can offer you a twin
AABRG—RREG? room. RAA B ATBA A K B A T
@ How long do you intend to stay? fERAT IR BRI TR AR 55 (]
BITEEZA? @ I'm sorry, but the hotel is full on that
J

7

ﬁ Conversation 0D co1-1-01

*

A: Hello, Garden Hotel. What can I o for you?

B: 1I'd » make a reservation

weekend. A single ropm with a bath. x #

A: Just a moment. Let me check... Sorry, sir, :
no single room is available this weekend. |

‘What about a double room?

B: A do oom, then. I'll be arriving at a
bout 10pm this Friday. Is that OK

A: Very well, sir.

B: By the way, I'd like

L A: Yes. You'll have a good view of the sea from i

for this i

@ >

B MR—MRAAT, AMERERE L0 A

2|, RFMe?

 RBFTRABAN, EABEHEAL,

: RN, AFERGZ W T H,
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Chapter 1 The Front Office Work BJ& T{E

%4707 7 Booking Rooms BREIT 5 / 2
Pbnes 2  Greeting Guests MEEEN /8
Ynez 5 Reception Guests % /13
Ynes # Check In Jii % BT ALE / 18
%pes 5 Foreign Exchange R kAT /24
Ynes 6 Require Information Jisi 5 5] R, / 29
Z4nes 7 Settling Complaints b PR E R / 34
Ybnss 8 Telephone Terminal SHLARSS 7/ 40
Ynez-9 Check Out ALK /45

Chapter 2 Housekeeping Department Work ZE &} T1E

Y6ne7 7 Ushering a Guest into the Room R /52
Yrez 2 Introducing the Room Equipment and Service NERE SRS /59
Pbnes #  Tidy the Room #IHGA] / 66
Pbnss # Laundry Service BEARS 7/ 71
Ybnes 5 Repair Service KBRS 7 77
Ybnes & Wake-up Call Service N EEAR % / 82
Ype 7 Room Service EERS / 87
%4ns7 &  Changing Rooms JE¥eprE] / 93

Chapter 3 Food and Beverage Department Work &% &8 T{E

Ypez 7 Restaurant Reservation WiTRefL / 98

Ynes 2 Seating Guests HEARE /103
Zbnes ¥ Ordering Food Ji % 5 4% / 108
Pbner #  Serving Dishes Service MRS /114

Z4pe7 .5 Chinese Food Service FEARS 7/ 120




Ybns7 6 Western Food Service PR ARS / 126
Y4507 7 Buffet Dinner and Fast Food Service BBE. RERS /131
Ybnez & Check out Service ZEWARS / 136

Chapter 4 Shopping Arcade Department Work B3z T{E

Y407 7 Food and Beverage B PO /7 142
Ve 2 Clothes fREEHS / 147
Pbner .5 The Cosmetics At 3R 7/ 153
Ybnes # Pharmaceutical Products Group 25 5hER / 159
Pnez 5 Arts and Crafts TZALMER / 165
Ynes & Painting and Calligraphy BEE / 171
bnes 7 Jewellery PREH WS / 177
Pbpez § Watch and Toy Bh . BLEEE /182

Chapter 5 Recreation Department Work #= R &8 T {E

%bns7 7 Ballroom $ET / 188

" Ynir2 Pub IR / 193
%nsr#  Concert Hall EFRIT 7199
Ybye? # Movie Theater BB / 205
%nez 5 Indoor Pool and Ball Games Hall WevkiE . BRAE / 211
Ybnes 6 Beauty Center ERFL /216
Pbpe 7 Gymnasium By 5 /222
nez & Chess and Card Room Hipx / 228

Chapter 6 Other Services Work H iR T {E

Pnez 7 Carry and Left Baggage EREFETE /234
Ynir 2 Look for and Property Lost FRE5HALY / 240
Yner 7 Medical Services EIFiRS / 245
Yner # Mail Service HR AR 95 / 251

Uress 5 Banquet Service HLRE / 256

Yres 6 Hire Service RS / 264

Ynes 7 Tickets Service ITEMRS / 268

Ybnes & Lead for Guest WEFK /274



Chapter 1

The Front Office Work g1 & L1E

' Unit 1
Unit 2
Unit 3
Unit 4
Unit 5
Unit 6
Unit 7
Unit 8
Unit 9

Booking Rooms % iTE
Greeting Guests IT##EZE A
Reception Guests &M%
Check In BIEZIENE

Foreign Exchange A i % R #ksh
Require Information B1Z ja]ifl
Settling Complaints £ B ZE#iF
Telephone Terminal Z#1AR %
Check Out % 45
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‘@ Good afternoon, Beijing Hotel ,

. Reserva-
. tions. What can I do for you? F4-%f, dt
 RBUEBUTAL, RAENAEIG

@ I'd like to reserve a room in your hotel.

L RAEERIEFT B,

@ Could you wait a minute, please?

ST

@ Are you with a company?
ARG

‘@ How long do you intend to stay?
| EHTHEASA?

Q@ Do you want a single room or a double

' room? FRE A Bl XA 57

Eﬁ Would you like a room with a bath or a

shower? #3AE L — [A] 77 YL A9 I8 S A 1

o oe0e ]|

&A Conversation 01 Q CD1-1-01

* T
A: Hello, Garden Hotel. What cz

I do for you?
B: I'd like to make a reservation for this

weekend. A single ropm with a bath. x # A5

A: Just a moment. Let me check... Sorry, sir,
no single room is available this weekend.
What about a double room?

B: A double room, then. I'll be arriving at a-
bout 10pm this Friday. Is that OK?

A: Very well, sir.

B: By the way, I'd like it with a view of the
sea.

A: Yes. You’ll have a good view of the sea from
its window.

B: It sounds nice.

Q
[10]
@

What kind of room would you like?
BEA AR 3187

When do you need the room?

Bt amHREX b [E] 7

How many nights do you wish to stay?
BARBEILK?

I'm afraid we have no double rooms
available but we can offer you a twin
room. A RATEA AR BRI T,
B2 AT LASR LA 5K B A PR I B3 1] o

@® I'm sorry, but the hotel is full on that

>

date. jﬂﬁ ’ %B%ﬁﬁﬁ#a gﬁT )

I'm sorry, we don’t have any rooms
available for that week. #Hik, %89 FK
NEMBRATBIEREE .

Book a Single Room FiiT& A g « = - -

=Y 2 pes
o E =48

1R4F, AL A R A 27

ABTITRARG GE, EAGEGEASL,

T ool 2 HARA, kA, K

PAET, AL TA%?

D AR — A RAGE, LR EBE 10 5

5|, & EAre?
E ., hA
AR —TF, KA LR ERTAE I,

W), T VANE 943 K

ot LR REF,
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&‘A Conversation 0 Qco1—1 ~02

A: Hello, Saint-Martine Hotel. Can I help you?
B: Hello, I'd like to make a reservation for three
nights, from Friday the 10th to Sunday the

12th. % WA

. All right. Single or double room?

: Single, please, with a bathroom-—* &=

A
B
A: Yes. We have a single room available.
B: Have you got one with a view?

A

. Yes, madam. We have a room with a lovely

view of the river.
B: What’s the price?
A: $45 a night, plus VAT.
B: Does that include breakfast?
A: Yes. It includes a full English breakfast.
B: Yes.

My name’s Betty Henderson.

A: Yes, Miss Henderson. What time will you be

arriving on the 10th?

B: I'm not sure. Could you tell me what is the best

way to get to your hotel from the airport?

A: We have shuttle bus from the airport. I think

you can take it.
: OK. Where can I get it?

: You can catch it outside the North Terminal.

B

A

B: Thank you. Goodbye.

A: Thank you, Miss Henderson. Goodbye.

i -
% Conversation 0 Q CD1-1-03

A: Good morning. Huanghe Great Hotel.

B: Good morning.
your hotel for 4 nights.

A: A single room or a double room, sir?

B: A single room with a bath. A quiet one if

possible.
A: When will you be arriving, sir?

B: TI'll be arriving on next Tuesday, the 2nd of

April and leaving on the 6th.

A: One moment please. I'll just have a look...
Yes, we have got a single room for those

dates. We’ll have it ready for you.

That’s fine. Could you hold it for me?

I'd like to book a room at

FREITE

w

FPo>0>

@ >

>

R W

P A

Unit 1

thkF, EETIEE, BHHLER?
thdF, RBTITZARLEGER, K105
RA2 12 5FH8,

e, B A 8L ST RA LA ?
BABR, ZHEER,

6. JRAVXILH —ANBA B H

& AT D7

e, kA, RNA—RETAELER
8 TR

HA&EHE?

0,45 £ 50, ShA3gIAA

aiEFED?

by, OE—MFRHEXTE.
AHT, RAKGTD? £ 1F - ®
o
*F 49,
3|3k 7

RfE A, & 10 54+ 4 B E

CARAE, MAFBRAIVIRE, B REF?

EMENG A EEBEZEA,
%,

IFeg, EIILEE?

T e e sk ShE R &
Wik, AR,

wH, EARDE, B

ETARE

FhiF, XERFAKREE

¥, ABAKMBERIT—AEE,

£4 X,
Z B AN TR AN, A7

B EGREAR, RTRGEE-ANK

# 5 ILE B,

4t anbiE 8k, £AE?
#TH=%, 4 A28%,4HA68
e

HWHE—TF, RE&EHA—T AV AR
ANEBBAE —AEAN, KL Lk
FE Ty
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@

B: Fine. How much will it be for one night?

A: $40, including breakfast." # 4%

B: I see. By the way, I'll be coming by train.
Is the hotel far from the station?

A: No, Sir. It’s a short walk. \—* k=7

B: OK. Could you book the room for me,
please?

A: Of course, sir. May I have your name and
telephone number?

B: My name is Wang Ping, and my phone
number is 82785261.

A: Mr. Wang. Phone number 82785261, a
single room with bath from the 2nd of April
to the 6th.

B: That’s right. Thank you very much.

A: Thank you, Mr. Wang. We’ll be expecting
you. Bye.

y
i . 7
k‘ Conversation OQ CD1-1-04

A: Good morning. Hunan Hotel. May I help
you?

I'd like to reserve a room for two days.

OK. For what time?

For December 24th to 26th.

How many guests will there be in your party?
Just two. My wife and I.  * A

Which kind of room would you like, a
double or a twin?

FHPrPOD>0

2

A double, please.

A: Would you hold the line, please? I'll check
our vacancies for those days. We have a twin
at 480 yuan and another at 380 yuan. Which
would you prefer?

We’ll take the one at 480 yuan.

Yes, sir. May 1 have your name, please?

Brown.

20> w

Mr. Brown, may I have your phone number,
please?

w

Yes, my phone number is 3811658.
What time do you expect to arrive?

@ >

Oh, about 6:30 p. m. , I suppose—* f&it

4

4

?@J>W?‘D

>

> o

>0>0

¥, AR EHENRAS DT
0 £, BIETE

P RAET, MEE—TF, REXE R, K

V8 J& B K % 35257
Rik, AI—4A )L T A4S
o ARATTAA KRG EN G057

B RT VA, R M eG4t 8 B 55 A7
&£ LF, &35% 82785261,

FEF 4%, W15 82785261, —ANHinE 6
BANE, A4 A2 B4:%4 A6 H

s, 3EF R,

Wi, T A, RMNMEE G £,
AR

FR

T B4, H@iEE, AR A B L

D RABMIT—AER, EHX,

4, A 4B
12 A24 HE26H,

s AR AR EA?

AA BARE KA,
BRAIT A A8 B, RAEZEZ R
R 18] 7

DRAE]
DR ERE, R RAARILEA R

AEEE, LE, KA1A — I 480 7TAe—
8] 380 L&y AN, A ITAR— 8] ?

T &A1E 480 L,

. kA, FE BT
A,
AR, A &5

D R Hy b iE5 AL E 3811658,

&t L B AP ]2

Dk, KRBT RBTF6:30 £4,



A: OK, we look forward to serving you.
B: That’s fine.

A: Thank you, Goodbye!

B: Goodbye!

% Conversation 05 Q cD1-1-05

June 20 to June 23.
B: OK. May I have your name,
A: Helen Carter. * %5
B: Oh, according to our records,

please?

* 23R

a single room from June 20 to June 23.
seems to be the problem?
A: Well,

instead of one.
B: Let me see. Yes,

single rooms from June 20 to 25 under the

name of Helen Carter.
A: Yes, thanks a lot.

I'd like to change my reservation from

you booked
What

I'd like to change the date from June
20 to 25, and make that for two singles

that can be arranged. Two

REITE 4

A:
B:
A:
B:

A:

ey, BATEARE A ARATVRS
ARRHAFT o

i, FL!

AL

fodF, RAMPEKFITHMAG6 A 20 B F| 6
F] 23 H #5514,

, el 2559
,&‘.’é F 4%
ol ARIERATMGITFE, RFAITT A6 A 20
B2 6 A2 B69—NEAER, AHAF
A7

D KA B K E2 B, FEEHEANEAS

B, fRE—A

kR A—A. RE, TARH, AER -

THGLXTITAANLALN, K6 A 20

B2 6 H258,
Yy, %

==+« I Change a Reservation SELii] ® -

% Conversation 06 G CD1-1-06

A: Good morning, Room Reservation. Can I

help you?

B: Yes, my name is Peter.

vation for a single room from June 18 to June

21. I'd like to make some changes. The res-
)Nk B

ervation should only be to June 20.

A: A single room from June 18 to 20. Is that

correct?

B: Ye:——* a):1:0]
A: OK. Do you need limousine service?
B: That’s exactly what I want.

it charge?

A: A hundred and eighty yuan for one way. We
have a counter at the airport where our

representative will escort you to the car.
B: That sounds good. I'll take that.
: Thank you,
you.

>

I have made a reser-

How much does

sir. We look forward to serving

R L F R, KT

F L35, ITEH, RAEA LG D?
2W6 A18HZE6 A2 A&, HKAK—
wHFH, FHITEG6 A 20 8,
—NBW6 A18 BHZE20 H&AEAE, 32
P20

W, BEBIIGIEAIR S
EIER R E L, HHFKR e fT?

P A2 A 180 T, RATEMG R AIES
A EATAE LA,

RIS, EHE,
Wik, RMMIAFH A ER S




Chapter 1 IR

-»eee ]I Book Rooms for a Tourist Party © * = « -

A iRk 1T B5 18]

&‘d Conversation 07 Q CD1-1-07

: Good morning, madam. May I help you? AL FEE, &, AEAER DY
B: Morning. I'd like to reserve some rooms for a B: +Lk4F, RAEA-ARFEAITEN,
tourist party.
A: All right. What kind of room would you like?
B: You see, we are tourists whose requests are
different, so please tell me moﬂ about it,
will you? * B3R
A: It’'s my pleasure. We have single rooms,

A: 47, HERITHRATR?
B: fhswif, RMAARMK#HE, XRERMEA,
W 3R E T @ IS ?

A BRFE, AMALAL. RAE. £5

double rooms and suites, etc. Well, here is X0, XAXRNEEHINL

an introduction to our hotel." & 74
B: That’s great. I'd like to book four single B: F#7, RABIT4 MEAE, 5 HRAL
Fo 3 ME 5,

A: 356, kb EAITIRILE

rooms, five double rooms and three suites.
A: All right, madam. For which dates do you
want to book the rooms?

il
&5
ER
R
R
B
O
B
X
=z

B: From tomorrow till January 8th. That’s two B: M\BAX%|1 A8 HBEHX2 X,

days in all.

A: FHE T, REHITFIXRE

B: AYIT, XHITD?

A FERHF -4, %+, & EFA 500 T
e

B: 4549, £k,

A: . TR PR B AT ROKHE

B: #tift, WMRFI—TF, FEARZFHKLER?

A: 1 see. Now please fill out the form.

B: Here you are. Is everything OK?

A: Just a minute, madam. You should pay a
deposit of 500 yuan beforehand.

B: OK. Here you are.

A: Thank you. Please keep this receipt.

. Thank you. By the way, is there any prefer-

o

ential rate for the party?
: Yes, there is a 15 percent discount. A: ¢y, A15% MK R
B: That’s wonderful. DB ARBHKT,

== eee ]y Cancel a Reservation BiEFiiT « = = -

hﬁ Conversation 08 Q CD1-1-08

: Room Reservations. What can I do for you? | A: % BFAiT4b. % o VA4 B4 4 99

B: RixH#, ABRFCEFiTHENE, B
H AR PRE,

A: TV, EE R R TIT B E 647

B: Yes. I'd like to cancel a reservation, for the

MOHS SV HSITONS NINOdS TYOLLOVHd
>

travel schedule has been changedMx g%
A: That’s OK. Could you tell me in whose name
the reservation was made?

B: James. B: A4,
A: And the date of the reservation? A: B8 TRIT 45 B H7R°?
B: From June 10th for 3 days. B: A6 A 10 A&, %3 X,

—
Ov



it F X AN FRIT A ERA I BRIER A RN

A: Excuse me, but is the reservation for yourself | A:
or for another party?

B: 1t’s for my brother.

B: 4 &9,
A: Well, may 1 have your name and phone A FRA, EEITF ARG L b 55,
number, please?
B: Yes,
2294298.

B: 4749, RABEE - Mk, BEFTALE 2204298,

it’s Hellen Green, and my number is

—% BUH

A: Thank you, madam. I will cancel the A e, &t BHFERE6 A 10 B 3 X6
reservation for June 10th for 3 days. We look AT, R TF ARHE

forward to another chance to serve you.

B: Thank you all the same. B: &% &tk

A: It’s my pleasure. Goodbye. OAD X e, B,

(Word Service Station = Inhah 8
ord Service Station i1 b”mw”% ~
boutique hotel My Fe B JE certified hotel for tourism & i# & & #%48
family hotel K REIHAE b&b 23 RE JE
resort hotel EBRXEE king-size X5 K
queen-size X5 K twin beds AR B
single bed PRE single room FAE
suite £ 5 room reservation B BTRIT
fully booked ik types of rooms B la A £
double room A B standard room AR B
twin room R B superior room =YY,
deluxe room Py executive room B3
junior room LBEE senior suite BB E 5
presidential suite BYo%EE a room facing south 2 @ 69 5 19
studio room NEEE connecting room %8 B
adjoining room AB4R B suit room £ Ja]
presidential suit XE5 sitting room BT
no show BRI IKE letter of confirmation PN
king-size bed HRXFAK queen-size bed X5 K
postpone iR vacancy/vacant room = B
cancel/cancellation B change L& &
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Unit 2 Greeting Guests

_HESA

s ‘@ Good morning, sir. Welcome to our hotel. BEEERNEE T BN, E
/ LA, RS, YODTIRATIRIER @ Good afternoon, madam and sir. Did you |
E @ Very glad to have you here. have a nice trip? E
L R EERERI R, Kok, Setk, FOAF. HRMbE

= ‘@ Welcome to Beijing Hotel. @ Is this your first trip to Beijing? |
| RIRELEE SR — AL 7 |
=% Q@ Follow me, please. HIRILE, @ 1 hope you will enjoy your stay with us. E
1= @ Good afternoon, Miss. May I help you AEBERMNZHESBMT,
D , E with your baggage? @ Would you please follow me? :
\53 L TR, ME. BEREBEEETEG? WHXHE, FG?

=) EQ Very glad to have you here. ; @ Step this way, please. HXiHFE, !
N | RTIERERAR R, @® Nice to meet you, Mr. Brown. :
% EQ Wish you a most pleasant stay in our hotel. %A, RABRIBEN, ):

«*e+ [ Send Baggages for the Guest * * = -
BEANRETE

E\/ Conversation 01 Q CD1-2-01

A: Good afternoon, sir. Welcome to the Blue @ A: T F4F, 44 b 25 i £ 0k
Sky Hotel. * 5&FE

B: Thanks. Good affernoon. * 52

A: (Opening the trunk, taking out the baggage
and looking at the name on the baggage
tags. ) I'm the doorman, Mr. Short. Let me
help you with your baggage.

B: #ti#t. T FI4F.

A (ITFTFAERFAGITER, i T 472,
AT —FTHEAELGREL,)
HAAMNE, HiFAL, iR HFERFE

B: It’s so kind of you.
A: The reception desk is straight ahead. After
you, please.

i -
h Conversation 0 Q CD1-2-02

A: Good evening, sir. I'll show you to your @ A: if b4, 254 g% /5 5] o) & A 5
1
room. You have two suitcases and one bag. NHRATH A — AR T, 22
Is that right?

B: hARKFT,
HAFRRAEN B, HEEA

-+




o

B

>

: Yes, that’s right.

* REH

Is there anything valuable or breakable in
your bag? * Z

Yes, there’s a bottle of whisky.

: Could you carry this bag, sir? I'm afraid the

contents might break.
Sure, no problem.
Thank you,
please?

Yes.
Thank you,
floor. Please follow me.

sir. May I have your room key,

Here you are.

sir. Your room is on the 5th

E Conversation 03 @ Ch1-2-03

B:
A:
B:
A:
B
A:

B:
A:

B:

A: Good evening, sir.

Welcome to the Peace
Hotel.

Thank you.

How many pieces of luggage do you have?
* 7%

Two suitcases and two bags. Is that right?
Yes. That’s all.

I'll show you to the Front Desk. This way,
please. I will put your bags by the post over

Just these four.

there.

thanks.

A bellman will show you to your room when
you have\fni@d checking in.

OK. Fine. * RER

: Please enjoy your stay.

I see,

E Conversation 04@ CD1-2-04

w

A: Good afternoon,

sir. Welcome to Beijing
Hotel! May I help you?
Yes,

How many bags do you have? Is this

please.

everything?
Yes. That’s all.
Let me show you to the front desk. Follow

* B &

me, please.
Good! Thanks.
Hope you enjoy your stay.

* F5
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A The Front Office Work

%\/ Conversation 053 cp1-2-05

A: This is your room. LA XRE RN,

i
% (Unlocks door and switches on light. ) (A48, T wtr)
5@ ‘ After you, sir. May I put your bags here? S, HhA, RIT AT EH X ILD?
Ei B: Sure. Just put them anywhere. o Bl BRI, MEMEE,
i 1 A: Here is your room key. Is this the correct ' A: iX 2 B ia #9404, 472 64 14 44 5E 4 v 7
HRi number of bags? ’
ﬁ! B: Let’s see. Yes, that’s all. * & B: XAA., &, #hAXk,
§ | A: May I hang your coat in the closet, sir? A: RieE ey o4t B AR F AT 7
a8l B: Ah, yes. Please do! * BE B: %8, k65, BRItk
= A: Shall I open the curtains for you? A: ZE2FEITTETD?
D B: Yes, that’s a good idea. ;B ey, ARWFEE,
% A: Anything else (I can do), sir? DAk, AR 8
xl B: No, I guess that’s all (for the time being). | B: &A T, (%8) six2k,
£

~eeee ] Ask about the Payment Method = * = = -
WiE AR

% <<Conversation 06)" % cp1-2-06
Sl

A: Good evening, Mr. White. It’s nice to have @ A: B2 E4F, HRAFAL. R EFRAMERM
; B JE

Wi, BB AL, MHRERX,

you stay with us again. ]
B: Thank you. It's nice to be back to Beijing, ! B:

even if I am only staying two days.

'

A: Excuse me, but are you Mr. Smith, the Best

MOHS M1V.L HSITONI NIMOdS vOlLLOVHd

A: How was your flight from New York? LA R REX R, —% G

B: Fine, but I could m* ALBERE B: R4F, #ABEB—B,

A: Well, there are just a couple of formalities. A: B, RANFY, BERAT2F 4,
How would you like to pay, Mr. White? N o

B: With US dollar traveler’s cheques, ¥ think. B: £AHE£AKITEE,

A: OK, no problem. * F4 A: ey, EEA,

“*e*< I Receipt a Tourist Party $Z/kijFH = * -

package group leader?
N—x [

A:

sEARAL, PSR T FH 694N
&M A7



