BERREFEEXRT VN BB R H#H

AERFHARTE -



BEERRAFEEXRT VN RE RINEHM

REX A L
it =



moE & T

A5 [ S8 5 b IR 95 SRR ARG T AT AR S YA LR T R T B R 5 LR D IR AT LR IR IR
35 KB R SC N 2 S B ER T T U 2k 3 SOOI 4 8 SR VR BRIR RS N AR R, B EER S A L B HR
AT G SR BT B S YA 5 T A9 SE Bz BT RE ) . B Bl o A AT 0 R S A0 W 22 1% SRR 3 58 R
AT 38 56 JFC R Ih ol 4 o o R R LR A R L Y BB .

75 BIVAT A A 0 FR Y A B 5 S Al e A i 0 T LV R O S b Ak B OB L R AT AR
ARG AR

AEHEAMEFTEAEZHMHEGOFRE . THREEREHE.
REAREF B . B H5K . BWNEWEBIE: 010-62782989 13701121933

B B AR % B (CIP) ¥ 17

TS SRS/ R R . e AR AL, 2017
(PR 24 B A 28 Y 4 B2 2 B FH Y 3R 31 800D
ISBN 978-7-302-43539-6

I. O 1. OZF- O . ORE—RE-—FHFERL—HM . OH3]

rp [ R A B A CIP 88 52 (2016) 45 080875 £

RIEHE:
HmiRit:
H"ER:
FAEENH

H AR £ 1T

X1 s 1
x #
PUR

AR R 2 WAt

] ik : http://www. tup. com. cn, http://www. wgbook. com

1t fh. db e R RE A B Hp 4R : 100084

# A #l.010-62770175 W . 010-62786544
HR5ESERS: 010-62776969, c-service(@ tup. tsinghua. edu. cn

FREBRME: 010-62772015, zhiliang@ tup. tsinghua. edu. cn

s b E SR

: AR

: 185mm X 260mm B ¥%.7.5 5 . 168 T

: 2017 4R 1 I8 1R Ep W: 2017 4R 1 F)ES 1 IR BRI
. 1~1600

. 19.00 JC

: 059558-01



PENEELERFASRTARNTLZ - HHREFERBEELHRELC KL -
HERERN TR ERE O BB AR B S R E RS i e B
WBEEAARBEEA FORLREZN,

AEMNBEETEMIARETHEFELR UBFREFLEZERS R AN BEAFHAT
MEMEE, AP TERALHBELAHFEAERBAXEAXNT R .5 5. EFL ¥
FA R EAF L KRBT RGBT INETIR TN T2 8 Rk e E,
BEEEE VN FENEERITRS

AEMEBRBEERS EECENEIGFFE G EANHL2WAE. BELERA. AT
HERB BERBAAMBRS EEECL. BEEFRAN NS E-—FELFFIE
BERRAZTAR S F-_NMEUEFHNERSTERTFAL. BENATHELELN
B, ¥FpR HREMENCEART A ER ACHERR AN, £ ERE
HFEFPAIREER HFHFETREUAT BFH#ATHARE .

(L HFFE R BWRFENXANE , FEMMNA XD R . ERFLEFIELEA
For IR X A

@) FEAE—Z#rd A NEtEAR. SN EH R AR A, LEETR
A, E L FRER P HE

Q) WIL—HHRAWNAAM A, TEFLEERBERERSFEEEL AL,

) LA —ZFE4E8NEH A EFHXIEFHPANE A QB HTEEL
G AF AW UERS LLRA R T AL BRI  TAT R AR

G) AR —HFFERBITARRGENR D AR ELFLABREHNE T
AREERIFHN—H 2.

(6) A& 4 & BAZREWN AT R FENRARAPRGTR A LF £
RELFHRNRM B LHBRAFFENEFFTL R DN R EE,

(D AEW-—RETAEBEFAESRFIHR T THLAIN HEFHENH DR,
N ABRBERH A ETFERMX D RATERMEE,




I PRI

AEMHBAR RE RRVAFREEF —FZ . RH T LCERIAAASEE 24
NE.EHAKEAARBEFLE. 2FHF AR BRTE,

EHEMWESIRT GESEFT L HRUPRAN., A TEH 2, HFRA——
ERHL . FELGEAREHN L FMER.

RTHEXTAR . FFREFEARRMARDARZL . RE AFHAMELLF
R

& &
2016 £ 10 A



, .
O
o
e
D
-
e
0

Chapter T An Overview of Hospitality Industry ----«ccoooeovemeerennnceeens < 001
Lead-in  An Introduction to Hospitality Industry - 001
Reading 1 Classification of Hotels - 002
Reading 2 Type of Hotel Rooms and Hotel Facilities ««tereeeeeemeneeees - 005

Chapter T  Front Office Department -------++ reeeeerririiini e 008
Lead-in An Introduction to Front Office Department - 008
Lesson 1 Reception Desk AL «rereerererrmrniininniiiii i, . 009
Lesson 2 Information Desk [a] i &b -+ 017
Lesson 3 Concierge Service FLEER S -« creereeererrseerms s 023
Lesson 4 Business Centre F§ 45 Fiuly oreererrereeneens - 029

Chapter f Housekeeping Department -+ 036
Lead-in  An Introduction to the Housekeeping Department «««-ccecerecenaeareciien 036
Lesson 1 Welcoming and Guiding the Guests il 32 K Hf & Z f5E] -------------++ 036
Lesson 2 Cleaning the Room FT 3 o [A] weeereeereervnernenininninnn, - 043
Lesson 3 Laundry Service PEAR AR G5 covvemmmremmmrs i . 049
Lesson 4 Personalized Housekeeping Service ML R BUIR % -------nvveneeeeereee 056

Chapter I Food and Beverage Department ----- - 064
Lead-in  An Introduction to Food & Beverage Department - 064
Lesson 1 Table Reservations % 5 #iiT . 064
Lesson 2 Hosting & Taking Orders s8R % <=« --oorrevrverrmmmmnmmnienenaneeneenees 070
Lesson 3 Serving Dishes #t%& IR 55 - 076
Lesson 4 Paying the Bill &%k - 081



Chapter V  Other Information about Hotel
Lead-in  An Introduction to the Hotel Jobs

Reading 1 The Main Rules for Handling Complaints & Emergencies +««««:«««++«::

Reading 2 Facilities in Hotel -«

Key to Listening Comprehension

Chapter H The Front Office Department SRS REREE SERE S ARG Sese s e ey vewien . weeee pE
Chapter ]]] Housekeeping Department MsTeteIes WieNTiGlaty e)sIaKeIaIR AIMTANSISE SiEESE s @ elaTete @ Sareacars ball

Chapter IV Food and Beverage Department
##iﬁ Reference scereeeervriiniiiinininiiiiinn,

- 088
... 088

088

- 091

- 096

096
101

- 106

- 111



il

Hospitality Industry

Lead-in An Introduction to Hospitality Industry

Inns(i€4H) have existed since ancient times(e. g. , along the Roman road system
during the Roman Empire)to serve merchants(#§ A ) and other travelers. Medieval (1
42 ) European monasteries(#&itiBz) operated inns to guarantee haven for travelers
in dangerous regions. The spread of travel by stagecoach(¥ 5 %) 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 (2R IR %) 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(i&
1)) became common, making purchasing, sales, and reservations more efficient.

A hotel is an establishment that provides lodging (Iifi B {¥ 18 ) paid on a short-term
basis. The provision of basic accommodation, in times past, consisting only of a room
with a bed, a cupboard, a small table and a washstand has largely been replaced by
rooms with modern facilities, including en-suite(GE#)) bathrooms and air
conditioning or climate control. Additional common features found in hotel rooms are
a telephone, an alarm clock, a television, a safe, a mini-bar with snack foods and
drinks and facilities for making tea and coffee. Luxury features include bathrobes and
slippers, a pillow menu, twin-sink vanities and jacuzzi (“#% °] B ” 7K ¥ 3% B & fi0)
bathtubs. Larger hotels may provide additional guest facilities such as a swimming
pool. fitness center, business center, childcare, conference facilities and social
function services. Hotel rooms are usually numbered(or named in some smaller hotels
and B&Bs)to allow guests to identify their room. Some hotels offer meals as part of a

room and board arrangement.

Cptrl An rviewa B
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Reading 1 Classification of Hotels

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 offered.

Establishments vary greatly in size and in the services they provide. In terms of
levels of service, basically, there are four types of hotels—Deluxe/Luxury, First
Class/Superior, Tourist Class/Standard, and Budget Class/Economy.

Luxury hotels target top business executives, entertainment celebrities, high-
ranking political figures, and wealthy clientele as their primary markets. They provide
upscale restaurants and lounges, concierge services and also private dining facilities.

Economy hotels provide clean, comfortable, safe, inexpensive rooms and meect
the basic need of guests. Economy hotels appeal primarily to budget minded travelers
who want a room with the minimum services and amenities required for a comfortable
stay, without paying additional costs for unnecessary services. The cliental of these
hotels include families with children, traveling business people, backpackers,
vacationers, retirees etc. This class of hotels may not offer food and beverage
facilities. Superior hotels are suitable for relatively higher class and wealthy clientele,
and standard hotels provide guests with most of their needs and requirements.

Hotels target many markets and can be classified according to the markets from
which they attempt to attract their guests. In terms of target markets, there are five
basic types of hotels—commercial, resort, residential. extended-stay and casino.

Most hotels are commercial properties that cater mainly to business people,
tourists. and other travelers who need accommodation for a brief stay. Commercial
hotels usually are located in cities or suburban areas and operate year round. Larger
properties offer a variety of services for their guests, including a range of restaurant
and beverage service options—from coffee bars and lunch counters to cocktail lounges
and formal fine-dining restaurants. Larger hotels and motels often have banquet
rooms, exhibit halls, and spacious ballrooms to accommodate conventions, business
meetings, wedding receptions, and other social 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-contained entities specifically
designed for meetings.

Resort hotels offer luxurious surroundings with a variety of recreational facilities,
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such as swimming pools, golf courses, tennis courts, game rooms, and health spas, as
well as planned social activities and entertainment. Resorts typically are located in
vacation destinations or near natural settings, such as mountains, the seashore, theme
parks. or other attractions. As a result, the business of many resorts fluctuates with
the season. Some resort hotels provide additional convention and conference facilities
to encourage customers to combine business with pleasure. During the off season,
many of these establishments 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. 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 provide rooms with fully equipped kitchens, entertainment systems,
ironing boards and irons, office 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.

The more common classification systems include “star” rating, from one-star

hotels to five-star hotels according to diverse qualities and services which the hotels

provide. (635 words)

. upscale [ 'apskeil] adj. i H & 2RI &K RN &
. RV (Recreational Vehicle) n. G&A KL, JE 5 %55 HED B R %
. establishment [is'teeblifmoant | n. i

deluxe [do'laks] adj. FE9H;SEEH

superior [sju: 'piria] adj. {75 .t AR

budget [ 'badzit] adj. FEHrAY

Budget Class &5t ; &5 &

executive [ig'zekjutiv] n. 2 ;M EH AR

clientele [ klaiontel | n. & F°

10. concierge [konsjerz| n. [ 1 :;&HITA

11. amenity [o'menati] n. {#H F]3% i ; #L1X

12. commercial [ ka'ma:[(2)1] adj. &MY :EF Y

O 00 N OO AW N
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13. resort [ri'zowt] n. JFE{E M

14. residential [rezi'denfal] adj. fE £ 5FBER XM
15. extended [ik'stendid ] adj . #i#Y

16. extended-stay 4% % { Bip 5

17. casino [ka'siinou | n. W37 ; IR k%

18. suburban [so'batban | adj. RBX 1, IEBHY

19. restaurant ['restor:g] n. & RIS

20. beverage [ 'beveridz] n. KEt

21. convention [ ken'ven[(a)n] n. {8 ; £ E

22. revenue [ 'revonju:] n. W3 BLl, BRI A

23. luxurious [1ag'3urios] adj. TEHE M ;M

24. recreational [rekri'eifonl] adj. #3451, 148 09 ; PR FE 1
25. fluctuate [ 'flaktfueit ] v. P 3h; K%

26. solicit [so'lisit] v. fIE3K ; #44

27. permanent [ 'paxm(a)nant ] adj. KA K AR

28. consecutive [ kon'sekjotiv] adj. % 5HY ; %S A W
29. lodging ['lad3ig] n. 2F 7 ; 4F fa &b ; 0 5 1E) AE
30. premise ['premis] n. & (% H3)

31. on the premises( LI IE) KN BN . AP A

32. wager ['wedzo] v. TH; FMEHE

33. gambling ['geemblin] adj. W1H ;4T

1. Establishments vary greatly in size and in the services they provide.

2 A [ 28 R 1) 19 o L oo AR K /N 2 BT B 14 ) IR 95 % A FE R

2. In terms of levels of service, basically, there are four types of hotels—Deluxe/
Luxury, First Class/Superior, Tourist Class/Standard, and Budget Class/Economy.

IR S5 e = ZEAS AT LA U AP R —— e R U B AR R AN ph A .

3. Luxury hotels target top business executives, entertainment celebrities, high-
ranking political figures, and wealthy clientele as their primary markets.

F ARV G 3 B A X R v 0 Rk R RO R | 37 28 A IBUR 44 T B
AR 9 E S

4. Economy hotels provide clean, comfortable, safe, inexpensive rooms and meet
the basic need of guests.

LU RIWIE I e R T AT OE & A B s B A 4 B BB T R A ) B A

5. Economy hotels appeal primarily to budget minded travelers who want a room

with the minimum services and amenities required for a comfortable stay. without paying



Chapter [  An Overview of Hospitality Industry 005

additional costs for unnecessary services.

2 UF RUG J EER A RS AT A0 A & T X T S AR R AR e R A
A 55 AR » AN B R AN b A IR 55 H PR

6. Hotels target many markets and can be classified according to the markets
from which they attempt to attract their guests.

WG LAAS ] 10 173 0 H AR I HRE AS 8] 17355 70 28 il B 51 AN 8] 1 i 2%

7. In terms of target markets, there are five basic types of hotels—commercial,
resort, residential, extended-stay. and casino.

M H AR T35 B £ BE 432, A T RPN [R] A4 S AR T %
JE A B R 3

8. Most hotels are commercial properties that cater mainly to business people,

AR RO R KA ]

tourists, and other travelers who need accommodation for a brief stay.

B3 0 T 5 A0 2 ol Y, S g R RN LR U0 B L A A% i 0 R AT

9. Resort hotels offer luxurious surroundings with a variety of recreational
facilities, such as swimming pools, golf courses, tennis courts, game rooms, and
health spas. as well as planned social activities and entertainment.

FE B RO I 4R AL T R G AR IR 55, £ A R R AR IRBE AN R UK M R R KBRS L R ER
B AR E IR IR SR IT IR B A A G R R Rl A S BRI T B .

10. As a result, the business of many resorts fluctuates with the season.

G5B VR £ R RORI O 1Y A R R Y B AR T AT BN ]

11. They combine the comfort of apartment living with the convenience of hotel
services.

fE 2 RO S 456 T 2 b i &7 105 I8 48 K A 55 64 O (8 45 4 .

12. Typically, guests use these hotels for a minimum of 5 consecutive nights.

R RS S A L.

13. Casino hotels provide lodging in hotel facilities with a casino on the premises.

it 37 005 ) E SR A AR 1 00 (W] bk R S N AT W .
Reading 2 Type of Hotel Rooms and Hotel Facilities

Quite unusually, so far the hotel industry has not agreed on a unified classification
system for hotel rooms. Today, almost any modern hotel has its disposal standard
rooms and suites. But often the same category of rooms in different hotels implies
different living conditions.

The class of the room in the hotel mostly depends on the structure of the hotel

itself. The classification of the hotel rooms is often used not so much for the indication
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of comfort, as for the reflection of the number of beds. You can safely say that the
general standard for the international hotel business today is a single room. Tourist,
staying in it, can count on the separate bathroom, wardrobe, TV sect, Wi-Fi connection to
the Internet is a default option practically in all the rooms of new hotels.

Depending on the host country and the status of the hotel a standard room can
have additional functions and feature. For example, in many hotels in Britain
washstands with the separate faucet for cold and hot water can be found. In China the
standard set for the bathroom includes a comb, a toothbrush and paste. Thereby the
standard set for the bathroom in the world hotel industry includes soap, towels for
body and hands and, of late, a shower gel.

In addition to the standard room, international classification distinguishes more
than 30 different types of rooms. The type of the hotel room can depend on the view
from the window, the number and the size of internal rooms, the quality of furniture
and bathrooms, the content of mini-bar and the availability of office equipment. In
addition to the classification of rooms there is a classification of accommodation.
There are also a lot of options: from a double room, where three or more people can
stay, to accommodation with children or in separate cabins on the grounds of the
hotel. Both the room types and the accommodation types have alphabetic acronyms,
primarily in English. For example, BO stands for bed only and means that meals are
not included. An abbreviation SV (sea view)in the description of the room means that

you will be able to observe the ocean through your window. (368 words)

category [ 'keetogori | n. FhZE ;25

count on K & ; 5

wardrobe [ 'woidrovb | n. 1KHE . K AG

default [di'failt] adj. BRIAHY

washstand [ 'wofsteend | n. #¥EE ;2R

faucet [ 'fosit | n. K3k

accommodation [9,. kpma'deifn ] n. FEfF ;{3 4b
alphabetic [ eelfa'betik | adj. FBFRFKIFH ; F R0
acronym[ 'aekronim] n. B 545 W A

10. abbreviation [a/brizvi'ein]| n. 455

1.
2.
3:
4.
5.
6.
e
8.
9.

1. A hotel is an establishment that provides paid lodging on a short-term basis.
T o 2 A A P 4R A B A T Y S AR

2. In addition to the standard room, international classification distinguishes
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more than 30 different types of rooms.

B 1 Hr i By i B R b M S8 0T X 43 1 30 224> AN [R] 26 B 14 55 1]

3. InJapan, capsule hotels provide a minimized amount of room space and shared
facilities.

£ H AR — R B HETE )5, & 19 b5 (8] 1 B AR % /0 I BT 00 30 s & #0 2 fit  Jt fi
.

4. Single-Room has 1 single bed, strictly for 1 adult only. No extra bed will fit.

BNTR A — TR B AR A — 7 A AT — RS AR IR

5. Twin-Room has 2 single beds to accommodate 2 adults. A third adult will
require an extra bed.

KON ) EA P 5K B8 AR, A HE P 7 B AAAE . 58 = 0% AT K .

6. Double-Room has 1 large(Queen or King sized) bed to accommodate 2 adults.
A third adult will require an extra bed.

KR 1) A7 — 5 K AR a2 B A 5 58 =60 2 AU 75 R

7. Double for Single Use-Room has 1 large (Queen or King sized) bed to
accommodate 1 adult only.

FNK R 8] A — 5K K B AR  AUHE— & AAE

8. Suite consists of a bedroom and a small living room to accommodate 2 adults,
unless otherwise is specified. A third adult will require an extra bed.

Ep M —NENEM—DNETHR M 2 D BEAAE BRIERAEME. H=TWMA
-9 1)7 38

9. Connecting rooms are made up of two or more separate but adjoining rooms,
which are connected by a door.

YB3 J e A B 1S AL 4 B O {EL AR 48 B¢ s 1] 2E R 3 el — B TR TRl B T .
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Chapter Il Front Offlce———
Department

Lead-in An Introduction to Front Office Department

The aim of a hotel is to create a “home away from home” for all the traveling
guests who need rest. food and drink.

The Front Office of a hotel is not only its “shop window” but also its “nerve
center”. The Front Office staff’s efficiency and personality are of great importance to
the realization of the hotel’s aim. It is within this department that the guest’s vacation
or business, and indeed,the hotel’s operation itself are made or ruined.

The Front Office staff seems to “do it all”. Their tasks include receiving
reservations(fiii] ), registering (% i) guests, assigning rooms, distributing baggage,
storing guests’ valuables. providing information. delivering mail and messages, exchanging
foreign currency (#% i ), checking room occupancies. checking guests out, and the
like.

In order to fulfill these tasks. the staff must have a neat and smart appearance,
good manners, adaptability G if ) . knowledge of languages and a head for figures.
The most important of all the qualities is a real liking for people and a warm desire to
help them.

In addition, Front Office staff should be receptive to and address guests’
complaints. That will soothe(% %) an unhappy guest and reveal the hotel’s problems
so that the operation can be improved.

In short, all staff ought to remember that the hotel will enjoy greater financial

success only when its guests are fully satisfied with their “home away from home”.
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Lesson 1 Reception Desk #=£F4b

Background Information

Reception Desk is a counter where guests are received and they can ask for
rooms, information, guest service and the other provided services. Its daily work
consists of room sale, room reservations, check-in, check-out and room cancellations
etc. It acts as the hotel’s nerve center as well as its public face. With the development
of tourism and the intense competition of the hotel industry, the excellent reception
service plays a more and more important role.

AR A — AR U OF L e 4R B 1A L B R IR S FAE G . H A% T
TRA: BHEWHE BT EAESIC A E T8 BUE BT, BRr BRI
JE BT SR NG A 22 P oK . B i 0l B A TR RN R b B R BN B A B A
o JIk 55 LE A A 4% 6 B ok B A MR .

Dialogues
Dialogue 1 Room Reservations
R = Reservation Clerk G = Guest
R: Good morning, Room Reservations. May I help you?
G: Yes., I'd like to book a room.

R: Thank you, sir. For which date and how many guests will there be in your

G: From April 16th to 20th. Just my wife and myself.

R: From April 16th to 20th. And which kind of room would you prefer, sir?

G: A Twin,please.

R: Could you hold the line please? I'll check our room availability. ( After a
while) Thank you for waiting, sir. We have a twin room at $ 180 per night, will that
be all right?

G: OK, I'll take it.

R: Thank you, sir. May I have your name and phone number, please?

G: Sure. May name is Aaron Johnson, and my phone number is 3242-5827.

R: Mr. Aaron Johnson, phone number is 3242-5827. Excuse me, how do you
spell your first name?

G: It’s double A,R.O,N.

R: Double A,R,O,N. Thank you, Mr. Johnson. May I have your arrival time on
April 16th?
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G: Around 9 p.m..

R: Mr. Johnson, for the unguaranteed reservation, we can only hold the room by
6 p.m., because it is the peak season now. If you make a guaranteed reservation, we
can hold the room overnight. Would you like me to make a guaranteed reservation by
credit card?

G: Fine. Do you accept American Express?

R: Yes. May I know the number?

G: It’s 134986.

R: Thank you, Mr. Johnson. You've made a guaranteed reservation at the Guangzhou
Hotel, from April 16th to 20th for 5 nights. If you can’t arrive as schedule, please inform us

before 6 p.m. on April 16th. Thank you for calling and we look forward to serving you.

Dialogue 2 Receiving a Walk-in Guest

R = Reservation Clerk G = Guest

R: Good afternoon. sir. May I help you?

G: Yes, please. I've just arrived from Hong Kong. Could you let me have a room
for this evening?

R: Have you made a reservation, sir?

G: I'm afraid not.

R: How many people do you have, please?

G: Just one. I’'m alone.

R: Just a moment, please. I have to check if there’s a room available...

Oh, sorry, sir. All the rooms are booked up. But I think we’ll be able to arrange
for a room after six o’clock this evening. If you need a room right now, would you
like me to get in touch with somewhere else for you?

G: No, thanks. I should say I prefer to stay here. A friend of mine highly
recommended your hotel to me. I'll just wait here till six.

R: You are welcome, sir. Perhaps you might feel more comfortable to rest in our
lobby after a tiring journey. And if you need any help, do let us know.

G: Thanks. No problem.

Dialogue 3 Check-in

C=Front Office Clerk G = Guest

C: Good afternoon. Welcome to Peace Hotel. May I help you?
: Yes, I'd like to check-in, please.

Certainly, sir. May I have your name, please?

: I'm Lawrence Brown.

Do you have a reservation with us. Mr. Brown?

Q0QQ0o0

: Yes, from tonight.



