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MODULE ONE HOTEL WORLD

MODULE ONE HOTEL WORLD

UNIT ONE HOTEL INTRODUCTION (1)

l. SITUATION

Directions: Look at the photos of hotels. How much do you know about

the hotel types?

Economy Hotel

Executive Hotel Resort Hotel
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Apartment Hotel

Il. PRACTICE

1. READING

Directions; Read the introduction to the different types of hotels.
Hotel Types

Different categories of hotels serve different clientele. The commercial hotel
provides service essentially for transients, many of whom travel on business. Many
city hotels and diversely located motels fall into this group. The service offered by
commercial hotels and motels are very similar to that of those hotels. But the one
distinguishing aspect of motels is free parking on premises. Few hotels can offer
this feature to all guests.

Resort hotels are located in vacation areas or scenic spots, which cater for vaca-
tioners and recreation-minded people with the helpful natural environment.

Convention hotels aim their services largely at the convention trade. Such ho-
tels all feature a wide variety of restaurants, banquet rooms, meeting rooms and
convention /exhibition halls. Some can accommodate up to 4000 guests at single
convention.

Residential hotels cater for people who do not wish to keep house themselves
and rent accommodations on a seasonal basis or even permanently. A residential
hotel is usually an apartment building offering maid service, a dining room meal

service and possibly a cocktail lounge. The food and beverage department is only a
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small part which brings convenience to residents.

The major trend in hotel service today is toward the high-speed and conven-
ience. Guests expect to find almost everything they need right in the hotel. To meet
the requirements of guests, a hotel will leave no means untried. There are different
levels and kinds of hotels. At the top are luxury or deluxe hotels. At the bottom are
those that provide merely a place to sleep. For the various purposes, there are
commercial or transient hotels, motels, resort hotels, residential hotels and con-

vention hotels. Different services are offered in different levels and types of hotels.
2. SPEAKING

Directions: Conduct a field training to the different types of hotels in
Chongging or your area and make a short lecture on your impression to the

class.

UNIT TWO HOTEL INTRODUCTION ( II )

l. SITUATION

Directions; Look at the photos of hotel departments. What are the func-

tions of these departments in the hotels?

Front Desk Restaurant
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Conference Hall Banquet Hall

Swimming Pool Fitness Centre

Il. PRACTICE

1. READING

Directions: Read the introduction to the service provided in the hotels.
Hotel Services
Generally speaking, regular hotel services include the front office services,
chamber services, restaurant services, recreation services, shop services and secu-

rity services.

J—
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The front office deals with such questions as room reservation, guest reception
and information response to guests’ inquiry. A reservationist’s job is to take reser-
vations, cancellations and revisions, and write and send out the hotel’s letters of
conformation. Since the communications are well developed, advance reservalions
can be made by telephone, telegraph or telex. Then the hotel can confirm a guest’s
booking immediately with a reply telex and the incoming telex from the guest,
which can be kept as the confirmation of the guest’s booking. Guests are received
at the front desk of the hotel where they register, pick up their keys and mail , re-
quest information, deposit their valuables and pay their bills. It is called the recep-
tion area where the reception services are given. The front desk employees work as
the representatives of the hotel and play an important role in the business success.

Chamber services refer to what chamber maids need to do with the hotel rooms
in which guests stay, for example, tidy up rooms, make the beds, hand out the
things supplied by the housekeeping department, collect and deliver clothing for
the laundry and so on.

A restaurant is an indispensable part of a hotel. Food and beverage are provid-
ed, which account for two fifths to half of a hotel’s profit. In large hotels, the res-
taurant is made up of a grill room, different bars, cafeteria and room service. The
food and beverage department emplovees, especiallv waiters, waitresses and bar-
tenders , play an extremely important role in contribution to success of the services.
A good waiter should serve the customers with a cordial smile, plenty of courtesy,
sincere effort and efficiency.

Recreation services are for guests’ pleasure and relaxation. Many hotels con-
tain recreational facilities such as ballrooms, auditoriums, swimming pools or
health clubs. There are modern stereo and lighting equipments for guests to sing
and dance to music. Guests can also get some physical exercises by making use of
sport equipments.

Most hotels have a shop where you can buy some necessities of life, travel i-
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tems, handicrafts, special local products, food and drinks, snacks and so on. Cus-
tomers feel pleasant to get such services because they don’t have to walk a long way
for the things they need.

Few hotels felt the need to offer security service until recent years. In many
large hotels ( particularly in downtown areas) , a security department is now essen-
tial. Security personnel work not only to protect hotel guests and their belongings,
but also to protect hotel property.

With the development of the hotel industry, there will be more complex de-
partments offering additional services. The reputation of a hotel i1s decided by the
degrees of comfort and service given to the guests. The motto — Reputation First,

Customers Foremost will never be changed.
2. SPEAKING

Directions ;”Surf on the internet to collect materials on the famous inter-

national hotel chains and give introductions to the class.

UNIT THREE SELF INTRODUCTION (1)

l. SITUATION

Directions;: Match each photo with a job title.

1. Nora 2. June
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annseve

8. Henry
A. I'm a porter.
C. I'm a waitress.
E. I'm a chamber maid.
G. I'm a doorman.

[. 'm a concierge.

9. Basil

10. Polly
B. I'm a receptionist.
D. I'm a chef.
F. I'm a bar tender.
H. I'm a security staff.

J. I'm an operator.
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Il. PRACTICE

1. WRITING

Directions: Write down the English or Chinese expressions according to

the words given below.

Division Department Job Title
SRZ$Li
Al 8223 Deputy General Manager
Administration 1TE ) Executive Office Resident Manager

1TH B3 Executive Assistant

Executive Secretary

Support Center

N F1 e

ANF1 & I & W Director of Human Re-

sources

N 2218 Personnel Manager

Training Manager

it i 1 5

Sales & Marketing

[iEp*7E=¢ ;RN

HHE X2 M Director of Sales

P. R. Manager

B9/ R IR A EICE Senior Sales Execu-
tive

Accounting

I %% &% Financial Controller

I 555 26 P Chiel Accountant

N A 22 B Cost Controller

K 4 Purchasing Supervisor

a
|
1

I F 2 Wi Chief Engineer

Engineering . LA R e 1 -
{H Pt 1. #2Ufi Duty Engineer
R E 2P Security Manager
Security

__Assl. Security Manager
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2. SPEAKING

Directions: What is your name? What do you do in the hotel? Introduce

your jobs and your team members to the class.

UNIT FOUR SELF INTRODUCTION (II)

I. SITUATION

Directions: Where are you from? Mark your country on the map.

T M £

ll. PRACTICE

1. WRITING

Directions: Filling in the blanks like the sample as follows.

Continent Country Nationality Language
Asia South Korea Korean
Japan Japanese
Turkey Turkish
Thailand Thai
Malaysia Malaysian
Singapore Singaporean
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(%)
Continent Country Nationality Language
India Indian
Israel Israeli
United Kingdom
Europe of Great Britain and British English
Northern Ireland
France French
Germany - German
Greece Creek
Ttaly Italian
Portugal Portuguese
Russia Russian
The Netherlands Dutch
Austria Austrian
Poland Polish
Sweden Swedish
Switzerland Swiss
America United States of America English
Canada English or French
Mexico Spanish
Brazil Portuguese
Argentina Spanish
Africa Egypt Arabic
South Africa South African
Oceania Australia Australian
New Zealand New Zealander
2. SPEAKING

Directions: Practice dialogues with your pairs following the sample.
A: Hello. My name is I work in the hotel.
B: Nice to meet you. I'm

A: I'ma

What do you do at the hotel?




