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Unit 1

Hotel Industry

Anysnpu [8joH

Part 1 Dialogues

Interviewing General Manager of New York City Landmark

(R=Reporter; M=General Manager)

R: James, my friend Dave Pollin, part owner of the Madison Hotel in Washington, D.C.,
tells me you are quiteA a polo player. Is that true?

M: Well, it is true that we have a friendly rivalry with Dave's hotel that is played out
on the polo field. Together, our hotels have raised substantial sums for charity through our
annual Madison cup Challenge held on the Mall in Washington each year. I won't talk
about who won the most recent outing.

R: 1 recently stayed at your hotel and I have to say I found it wonderfully
comfortable. What do you think are the most distinguishing features of the property?

M: The Carlyle is a legendary icon in New York. Our history creates an expectation

in our customers and it is something that we strive to honor every day. We believe the

Carlyle is quintessential in New York.
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R: Who are your customers and why do they choose the Carlyle?

M: We try to be a very discreet, low-key place. That appeals to a wide variety of peo-
ple. We've had U.S. Presidents, movie stars, captains of industry, but we've also had just
regular folks who enjoy our residential feel. With 60 co-ops in the building, you get a very
welcoming, feel-like-home kind of atmosphere.

R: What are the best rooms in the house? If you were checking in as a guest, which
view would you request?

M: Well you know we have some wonderful suites and junior suites, but anything in
the Tower with a view of the park is special.

R: You must travel a lot and get the chance to stay in great hotels. What are some of
your favorites?

M: I love the Plaza Athena in Paris. It's hard to beat the Peninsula in Hong Kong and
[ really enjoy the Beverly Hills Hotel when I'm in Los Angeles.

R: Any other interesting tidbits you want to share with our readers?

M: This year is our 75th Anniversary of the hotel's opening. We hope that many of
our past guests will come back to celebrate with us, and that some new ones discover us.

R: Thanks so much for sharing your insights and thoughts with our readers. I can tell

you that I personally look forward to returning soon for another night in your fabulous ho-

tel.

Applying for a Job

(A =Interviewer; B=Job Applicant)

A: Personnel Department, Mr. Zhang speaking. What can I do for you?

B: Good afternoon. I am calling in answer to your advertisement in yesterday's
Yangcheng Evening News for an English Telephone Operator.

A: Oh, I see. May I have your name please?

B: This is Wei Li speaking.

A: Do you think you have a good command of English for telephone operation?

B: Yes, I think so. I was a graduate of Guangzhou Vocational Middle School of



Tourism. There I learned hotel English including English for telephone operation.
A: Have you had any experience on the switchboard?
B: Yes, I have been a telephone operator for over two years.
A: Where do you work now?

B: I work at Guangdong Guest Hotel.

A: I'm interested in your proficiency in English and work experience. Would you like
to come here for an interview?

B: I certainly would.

A: How about Friday morning at nine O'clock?

B: That'll be fine.

Ansnpuj |810H

A: Please bring your resume together with copies of your diploma and ID card. Come
to Room 206 and ask for Mr. Zhang.

B: Room 206, Mr. Zhang?

A: That's right. We'll be looking forward to seeing you then.

B: Me, too. Thank you.

A: Thank you for calling. See you later.

B: See you on Friday.

® Dialogue 3

(A=Manager; B=Employee)

A: What kind of employee would you want to be?

B: Certainly a manager.

A: Great! But Rome was not built in a day. Don't you think you should start from the
grass-roots level?

B: Yes, I see.

A: What do you think of the hotel business? _

B: A hotel is to create a home away from home for all the traveling guests. I think

hotel service is a very decent and honorable occupation.

A: You are right. So the most important quality is the real liking for people and a
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warm desire to help them. Don't you think so?

B: Yes, of course.

A: From now on, you are a representative of our hotel. I hope you'll remember that,
with your courtesy and efficiency, you can let the guests enjoy western comfort with Chi-
nese flavor. Make courtesy your second nature.

B: Well, I'll regard every guest as a VIP.

A: Good. Never forget our hotel's motto— "Reputation first, customer foremost". Pay
particular attention to your behavior and language and be aware of the cultural differences.

B: My teacher told me not to use slang, coarse expressions, or swear words, not even
use "OK", "Yeah", or "What".

A: Sure. Besides, 1 hope you'll be cooperative with fellow workers and loyal to the
management.

B: Yes, I'll try my best to be a good team player.

A: That's it. There's another way we speak without words. That's by our facial expres-
sion, gesture, posture and even appearance and personal hygiene. Now let's go to the staff

canteen for lunch.

Useful Expressions

1. It is true that we have a friendly rivalry with Dave's hotel.
WS, FRATFIR AW R #AT T — A% .
2. The Carlyle is a legendary icon in New York.
Carlyle )5 7E 4 20 &2 — > B A G a1 AR B #R i
3. With 60 co-ops in the building, you get a very welcoming, feel-like-home kind of
atmosphere.
KA 60 EHEGXNAE, REERS]—FHEwE ALK . EE2WMHEMFE
4. We have some wonderful suites and junior suites, but anything in the Tower with a
view of the Park is special.
TAAE 2 FEERFMREE D, B EREM T FE 5 6 5 b A #2 %
5197



5. I personally look forward to returning soon for another night in your fabulous hotel.
BN E, A E R PEE B BRI I o —

6. Please get me through to Personnel Department.
T 2 FAHOE N L

7. 1 am calling in answer to your advertisement in yesterday's Yangcheng Evening

News for an English Telephone Operator.
AT LA R R A RIRIRNTIERLE (R ) bA T i BRI — 4 B4 5
ORI PSE =
8. Have you had any experience on the switchboard?
A RS BB RS 2K ?
9. Rome was not built in a day.
KA, EAE—HZI,
10. I think hotel service is a very decent and honorable occupation.
F N T Al 55— AR H A FDE S A B

11. With your courtesy and efficiency, you can let the guests enjoy western comfort
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with Chinese flavor.
URAT AR ALSL 928 0 J R A R AR 5 7 5K, B = 2 BB i A AR Ty
JRUBR 4 74 5 &F 38 1 A

12. Never forget our hotel's motto—"Reputation first, customer foremost."

KIEALICHANTEE R EL . AR —, BEEL

Part 2 Reading

The Hospitality Industry

Hospitality means people dealing with people. The hospitality industry is a phrase

covering a variety of service industries from receiving a customer to servicing them, such
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as providing them food and beverage, or provision of a room and bed to sleep. The
hospitality industry is different from other industries, especially those that produce tangible
products. This results in a less standardized product and a less controlled environment. The
entire hospitality industry is in a constant state of making and delivering products, which
are produced and consumed at virtually the same time, allowing little margin for error. It is
often applied to hotels and resorts.

A complete history of the hospitality industry can be traced back to a long time ago.
However, from a practical standpoint, inn-keeping, as we know it today, was not possible
until the adoption of a standardized medium of exchange. With the birth of money during
the sixth century BC came the first real opportunities for people to trade and travel. With
travelers' areas of movement widened, their need for lodging became greater. Early inns
were nothing more than a space within private dwellings that provides lodging, meals, and
other services to the traveling public on a commercial basis. Inns have existed since ancient
times (e.g., along the Roman road system during the Roman Empire) to serve merchants
and other travelers. Medieval European monasteries operated inns to guarantee haven for -
travelers in dangerous regions. The spread of travel by stagecoach in the 18th century
stimulated the development of inns, as did the Industrial Revolution. The modern hotel was
largely the result of the railroads, when traveling for pleasure became widely popular, large
hotels were often built near railroad stations. In 1889 the Savoy Hotel in London set a new
standard, with its own electricity and a host of special services, the Statler Hotel in
Buffalo, N.Y. (1908), another landmark, catered to the growing class of business travelers.
After World War II, new hotels tended to be larger and were often built near airports.
Hotel chains became common, making purchasing, sales, and reservations more efficient.

Hotels and other accommodations are as diverse as the many family and business
travelers they accommodate. The industry includes all types of lodging, from upscale hotels
to RV parks. Motels, resorts, casino hotels, bed-and-breakfast inns, and boarding houses
also are included. Establishments vary greatly in size and in the services they provide.
Hotels and motels comprise the majority of establishments and tend to provide more

services than other lodging places. There are five basic types of hotels-commercial, resort,



residential, extended-stay, and casino. Most hotels and motels are commercial properties
that cater mainly to business people, tourists and other travelers who need accommodations
for a brief stay. Commercial hotels and motels usually are located in cities or suburban ar-
eas and operate year round. Larger properties offer a variety of services for their guests, in-
cluding a range of restaurant and beverage service options-from coffee bars and lunch
" counters to cocktail lounges and formal fine-dining restaurants. Some properties provide a
variety of retail shops on the premises, such as gift boutiques, newsstands, drug and cos-
metics counters and barber and beauty shops. An increasing number of full-service hotels
now offer guests access to laundry and valet services, swimming pools and fitness centers
or health spas. A small but growing number of luxury hotel chains also manage condomini-
um units in combination with their transient rooms, providing both hotel guests and condo-
minium owners with access to the same services and amenities.

Larger hotels and motels often have banquet rooms, exhibit halls and spacious ball-
rooms to accommodate conventions, business meetings, wedding receptions and other so-
cial gatherings. Conventions and business meetings are major sources of revenue for these
hotels and motels. Some commercial hotels are known as conference hotels-fully self-con-
tained entities specifically designed for meetings. They provide physical fitness and recre-
ational facilities for meeting attendees, in addition to state of the art audiovisual and techni-
cal equipment, a business center and banquet services.

Resort hotels and motels offer luxurious surroundings with a variety of recreational fa-
cilities, such as swimming poofs, golf courses, tennis courts, game rooms and health spas,
as well as planned social activities and entertainment. Resorts typically are located in vaca-
tion destinations or near natural settings, such as mountains, the seashore, theme park or
other attractions. As a result, the business of many resorts fluctuates with the season. Some
resort hotels and motels provide additional convention and conference facilities to encour-
age customers to combine business with pleasure. During the off-season many of these es-
tablishments solicit conventions, sales meetings and incentive tours to fill their otherwise
empty rooms, some resorts even close for the off-season.

Residential hotels provide living quarters for permanent and semi-permanent residents.

Anisnpu| [910H
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They combine the comfort of apartment living with the convenience of hotel services.
Many have dining rooms and restaurants that also are open to residents and to the general
public.

Extended-stay hotels combine features of a resort and a residential hotel. Typically,
guests use these hotels for a minimum of 5 consecutive nights. These facilities usually pro-
vide rooms with fully equipped kitchens, entertainment systems, ironing boards irons, of-
fice space with computer and telephone lines, fitness centers and other amenities.

Casino hotels provide lodging in hotel facilities with a casino on the premises. The
casino provides table wagering games and may include other gambling activities, such as
slot machines and sports betting. Casino hotels generally offer a full range of services and
amenities and also may contain conference and convention facilities.

In addition to hotels and motels, bed and breakfast inns, recreation vehicle (RV)
parks, campgrounds and rooming and boarding houses provide lodging for overnight guests.

In recent years, due to increased competition among establishments in this industry,
hotels, motels, camps and recreational and RV parks affiliated with national chains have
grown rapidly. To the traveler, familiar chain establishments represent dependability and
quality at predictable rates. National corporations own many chains, although many proper-
ties are independently owned but affiliated with a chain through a franchise agreement.
Many independently operated hotels and inns participate in national reservation services,
thereby appearing to belong to a larger enterprise. Also many hotels join local chambers of
commerce, boards of trade, convention and tourism bureaus or regional recreation associa-

tions in order to support and promote tourism in their area.

New Words

hospitality n &, AR

cover v. B s RK
n. @, B

beverage n. OBk W

tangible adj. AT 4Efid ;. HLAKM; SCAER



standardize
entire
constant
consume
virtually

resort

adoption

medium

lodging
dwelling
merchant
monastery

guarantee

stimulate
landmark
purchase
efficient
diverse
accommodate
upscale
motel
casino
comprise
commercial

residential

property

vt. (ff) FrifEfl

adj. 814>, &¥%; 4, #
adj. FKFE ), [EEAZEK
vt. JH 3%, THAE

adv. SZFR b, FHEE

n. i i i

v. REE; KRB, TR

n. SRA, CREG W, a4k
n. BAYI, SR

adj. EFR), HEAY

n. #fE; fERT

n. 4k, £E

n. B, #HAR

n. ¥ b

n. fRIE, fRIEAS; fHfR
vt B, o R fE

n. HAH

vt. 3K, WKk, WE

adj. &1 REMEAER
adj. AN[FH, ZFZHEH
vt. [ -eeeee PR AL ; 8558 B
adj. < 3 > HiH R HZH
n. REHRIE

n. Bk

vt A, A dE; feeeee ZH K
adj. RV, 755

adj. JEfER; YEAE R RY
n. W™=, %7, A
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offer
option

retail

boutique
cosmetic

luxury

access
laundry
valet
spa
transient
amenity
banquet

exhibit

spacious
convention
major
revenue
entity
facility
audiovisual
luxurious
destination
attraction
fluctuate
solicit

incentive

vt. 457, 24

n. P

n B, Tx

adj. TEK), FTHH

n. B3R

n. Al dn

n. FEE, HE; FHM
R, BEA; HEEAL

- GiRAE R UEARIRAY) AR 55 5
n. RRITIEHL, WK

adj. IfGEF A, BTEER; MEK
n. fEF]%0E (4 fF amenities)
n. gL, B

vt. BN B

n. BRF AL, ST G

adj. &MY, FEHAY

n. (EX) &, K&

adj. FEH, ERH

n. (CJEHERFEH) WA, Bllk
n. LK, fF7E

n. &, & CE A facilities)
adj. 7 FH A58 F T 5 B9

adj. FHN, FEM

n. HEHh

n. 5l BAWS| I H AP
v. Jah, #kik, 21K

v. fESE; B (R

adj. RUPLVER, EhERY

=]

=

=]



convenience
minimum
gambling
overnight
affiliate
chain
dependability
franchise
thereby
enterprise
association

promote

RIS, Kb shil

CHE, BH

CRARRREE; EAOER; &N
n. ¥ 1#H

adj. Rt—mEAK

vt ffie e EBEER, e RBT
n. §F; EBUE

n. ATEEME; ATEHIE

n. KL ER

ad v. B, HG, MWW

n. I EA, 2FE]

n. Phex, BRH, A

vt. #27t; feit

=

=]

=

Phrases and Expressions

deal with

a variety of
result in

in a state of
apply to

trace back to

AT, FT5RIE
BRI E R
FE; EAL

b F FERRES
MAT; EHT
b=k E

from a practical standpoint M SZFR A R FE

with the birth of
cater to

tend to

be located in

a range of

be known as

in addition to

rBES; 5T
i F, BETF
—HE;, — R, —BE
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as well as 54

as a result YEREGER; Hitk

on the premise EEEN, EGHTN
due to BT, ik

at the rate of ), s owmsa W, R
belong to BT

participate in Z5, Zm
Abbreviations

BC(Before Christ) N JGHIT

RV (Recreation Vehicle) (BEENHN) SahERERWELSE

Notes

1. The hospitality industry is a phrase covering a variety of service industries from re-
ceiving customer to servicing them such as providing tem food and beverages, or provision
of a room and bed to sleep.

A ] H | covering a variety of service industries ... such as providing them food and
beverages, or provision of a room and bed to sleep J&—-~H1 covering 5| 5 ft) {7 43 i 46
EAEJR B EW, EWERTTE Y a phrase, such as FI T2 15 B

Jeifrh, ARV, W BIEREMRM S . A T

He is a businessman growing rich in recent years. fthj&—{v f i JLAE &R A .

I prefer the book written by Lu Xun. R Z X ERE W,

2. With the birth of money during the sixth century BC came the first real opportuni-
ties for people to trade and travel.

Af)rp, 4-iA)%51E With the birth of money during the sixth century BC J&4>/] i Bsf
R TE, FER T RoNRIE . BiE g, B RPRRIE A SORTE e ) 8 R R SR A A,
A R AR IR AR A . TR

By his side stood a beautiful girl. fth 3%/ ¥4 & — {7 35 0R FI IR .

Just then came the boy. EAEARNEHE, RN EERKT .



