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Introduction: This part talks about hotel types, hotel service, dif
types according to the function, size, location, etc. Each letter in

to deal with different guests and predicts the future of hotels.
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customers and the future of hotels. Hotels can be classified into different

q

service stands for service skill in hotels. This part also discusses how
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Unit 3 Different Guests
Unit4 The Future of Hotels
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Unit1 Hotel Types

A. Listen to the passage and fill in the blanks with what you've heard from the tape.

1. The aim of a hotel is to create away from home for all the traveling
guests who need , food and

2. A hotel is an establishment that has __ in a large building.

3. A hotel offers , shops, inside the building.

4. Aresort can have golf courses, , , and other tourist facilities.

5.At , the guests park their cars near their rooms.

B. Listen to the passage and decide whether each of the following statements is true
(\/) or false (x).

1. All hotels provide the same service to the guests. O

2. Commercial hotels offer drink and accommodation to traveling business people. [

3. Resort hotels are often located in the city center. |

4. Convention hotels mainly aim their services at conventions. O

5. Hotels can also be classified according to where they are located or to their size. [J

C. Discuss the following questions.

1. Discuss as many types of hotels as possible in your city and discuss their differences
in function. v

2. What do you think are the most attractive features of a hotel?

3. If you are a guest in a hotel, which of the facilities will you use?




Practise speaking the following sentences in the speech balloon.

motel is a home for all the traveling guests who need
rest.

2. Golden management hatches golden service.

3. In a hotel, we can meet and serve people from all walks
of life.

4. 'l try my best to satisfy every guest.

5. 1 like working with people, my guests are friendly to me :

and this makes me happy.

Imagine that you are designing your own new two-or-three-star hotel, with all the
facilities you think it should have. Before you start, fill in the blanks in 1 and 2 with
some more ideas of your own.
1. First of all, decide on the following:
The location of your hotel:
beach city center city outskirts  lakeside
The guests you're expecting:
business people  budget travelers  families on vacation —
2. Now decide what facilities you want to offer. This isn’t a five-star hotel, so you can 't
offer the same wide range of luxury facilities—your budget limits you to five!

L

Room facilities (five only):

satellite TV with English-language channels fax phone
balcony or terrace sun beds on the balcony or terrace

desk and chair armchairs mini-bar
24-hour room service air conditioning

Public facilities (five only):

indoor pools fitness center outdoor heated pool
TV room tennis court golf course

sauna sailing ‘ water-skiing
children’s playroom coffee shop bar

lounge sunbathing area garden

(ogdecar Srmz) $OGy Ausnpu Ayedsoy | Wed
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3. Prepare a presentation of your ideas, which you will give to the rest of the class.
4. Whole-class activity. Each team presents its design to the rest of the class. Vote on

the most imaginative design.
Word Stock
airport hotel BlUmEIE commercial hotel B 45185
conference center £ 0> convention hotel &5
economy hotel / budget hotel 5 H! )5
guesthousen.  R1H motel n. RENRE
residential hotel KA {E/E resort hotel EEBEE
Home Inn WMFREWE
Hangzhou Sunny Hotel BUMEr a8 K RE
Wuyang Holiday Hotel HABEEE
Hyatt Regency Hotel LB S
Jinjiang Inn WIZE
Lake View Hotel B RE
Merchant Marco Hotel OurE PR EEE
Motel 168 RE 168
Radisson Plaza Hotel EXEEF HEE
Ramada Plaza Hangzhou Haihua Hotel ~ #3E3A) i Mg AL
Shangri-la Hotel BN U
Sofitel Westlake Hotel RIAEF W KT
Super 8 Hotel E 8 WS
World Trade Center Grand Hotel 58] 5 O KRE
Xihu State Guest Hotel P E R
Zhejiang Hotel LR
Zhejiang International Hotel WL E bR oRTE IS




Unit2 Whatls Service?

A. Listen to the passage and decide whether each of the following statements is true
) or false (x).

1. Service at hotels is as good as before.

2. Hotel employees should be responsible for the situation.

ad
O
3. Bad employees don’t leave any impressions on the guests. . E]'
4. Working at hotels is always relaxing and well paid. ' O

a

5. Hospitality workers should put their own feelings aside and please the guests.

B. Listen to the passage and choose the best answer to complete each of the following

sentences.

1. We can be sure that the story happened in .
A. America B. the Queen’s palace
C.the UK D. an small restaurant

2. When the head master asked the man not to take off his jacket, the man
A. took his advice at once B. left the restaurant angrily
C. refused to listen to him D. wanted to see the manager

3. The man told the waiter that he could take off his jacket because
A. the weather was very hot
B. the Queen of the UK let him to do so in the USA
C. he was very rich
D. he was free to take off his clotheés anywhere

)
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4. What the Queen really meant was that

A. people in the USA were less polite

B. she let him take off his jacket in America

C. the Britains and the Americans enjoyed different ways of life

D. he shouldn’t take off his coat on such a formal occasion in England
5. From the story we can see that

A. the man went to have dinner with his fnend

B. the head waiter was afraid of the Queen

C. the man went to see the Queen of the UK with his friend

D. the Queen invited the man to have dinner-in a restaurant

C. Find out about the last time your partner went to a restaurant, a café and a shop.
Discuss the following questions.

1. How helpful and friendly were the staff? .

2. What did the staff do to make you feel welcome? What did they say to you?

3. Would you recommend the place to a friend? Why or why not?

These are ten golden keys for service at a hotel, remember these keys and practise
them in your work.

K’I;le customer is king. \

2. Speak to people.

3. Smile at people.

4. Be sincere, honest and friendly.
5. Call people by name.

6. Be helpful.

7. Wear your name badge.

8. Take pride in your appearance.
9. Consider the feelings of others.
10. Know your job and your hotel.




Tell your partner why you choose hotel service and management as your ma:iox The
following expressions may be helpful for you.

I enjoy dealing with people because:

I like meeting new people.

People are usually very friendly.

I find it challenging.

Every person you meet is different.

I can experience different culture.

a home away from home I ZK
repuitation first, customer foremost F¥E—, BEEEL
S—smiling for everyone mEN MK

E—excellence in everything we do X BRATFT ﬁlﬂ‘]ﬁﬁ:$ﬁf! K5ER
R—reaching out to every guest with hospitality PERFEBAEA

V—viewing every guest as special EEANEABLERFIRNEAN
I —inviting guests to return WiAE N BRI
C-—creating a warm atmosphere BIERBHSR

E—eye contact that shows we care FIR RN BA TR RE

(epzzzaw o) SOy Ausnpu) Ayjepdsoy | bed




1RE 3BV a% T2 Listening and Speaking Course for Hotel English

oz

m 5

Unit 3 Different Guests

A. Listen to the passage and fill in the blanks with what you’ve heard from the tape.
The hospitality industry as a whole benefits from 1) .
The guests don’t 2) __ . the hotel, but the hotel depends on the
guests. So the guests are the 3) ‘ to all hotels. Different guests
have 4) in their 5) of a hotel. It is very important
for a hotel to understand the 6) of the guests who visit the
hotel. The more 7) a hotel can get about its guests, 8)
they can offer to its guests and the more 9) it can get from
its guests. This information is also of 10) when analyzing
and trying to 11) guest requirements, determining the facilities and
12) and evaluating the hotel’s 13)

B. Listen to the passage and decide whether each of the following statements is true
(\/) or false (x).

1. Hotels guests can be classified into business and pleasure travelers as to numbers.

]

2. Pleasure guests are often price sensitive. O

3. Business travelers may desire advanced communication equipment. O

4. An independent traveler often travels with his colleagues. U
5. Hotels need to find out how guests choose a hotel in order to provide a good

service. O

¢4 I MR VIR A e - MO e a9 SRR S SR 8¢



C. Discuss the following questions.

1. What are the most important reasons you go for traveling?

2. What are the advantages and disadvantages of tourism in your region?
3. How can you be a responsible tourist?

Practise speaking the following sentences in the speech balloon.

ﬂ a great place for walking.

2. It’s very different from what you expect.
3.You get a very full day of entertainment.

4. It’s just opposite McDonald’s.

5. It’s just around the corner from our hotel.
6. It’s three blocks north of our hotel.

7. Would you like me to call a doctor for you?
8. What I suggest you doing is this...

1. Choose two words or phrases from the list below that you can use to describe one
of the scenic spots in your region.

interesting fascinating enjoyable
unusual worth visiting attractive
superb wonderful charming
impressive unforgettable rewarding
pretty tiring large

dull high exhausting
worthwhile nice lovely

2. Imagine that one of you is a foreign guest. Role play a conversation about why he
comes to China and what will be interesting to him.

(mgaezaw i) SOy Ansnpu) Ayeydsoy | wed
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conference participants

corporate business travelers

domestic travelers

foreign independent travelers (FITs)

group code

group inclusive travelers (GITs)
independent traveler

package tour

repeat guest

special interest travelers (SITs)
tour group

tour leader

walk-in guest
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