S —
-~ e %
4 S &

Wy
¢
.

-
=

E
-
-

.'})'

b BCIE T e i M MR Sk




Rz FBY R R B 38 T Al k5 an 2R ALK HidA

WO I

HOTEL ENGLISH

4/ & A K O

R St 732 LK F 4 4 4

BEWING INSTITUTE OF TECHNOLOGY PRESS



AFIA 16 ANHIT, BDFRITH N 4 ARG, SR 4T . GsRoaih . SEERN R EE R . U ) R0 AR X
FICH EMmS , R RARRITEETITNA, Wil A G RE AR, I O ARDE R, IF 4l LI 25 25
2, WE A A R AMR S SR T UL S AR, SURESRARIT 1, A RIS SGEARTE, $hRIAIC ARk T 5. B R
PR RIS bR AT RE R A MR Bt XTSRS ITER F AR B, IR A IS, g PSR 5 A S
PEFNSEFIPE, A8 T2 A PAR ARG 25 30 T TR VRS, 2 ) SEBR X0 o B SR A), T ARG IR 55 R Bt at s SRl 4R
WEhEA LRz IR N T, WEE T MBS SRR A 30 R T 25 (], EEERMEBRSR2 R, N HBUE
A1 A B A T B B A R SR AR Ty 1, B A R MR 7 55 IR A T S B SRR T e
XEREFABAARI A o LR A TERE AT, T AR 7 A2 52 PR K SF-32 FIT R 23 A A SR T 380 o RV e 32 LA X IR Il
AR P Fpll A SR AT S, G ORI R | IRACA R IR, AR b R i AL SR B R R L AR %K
TAES LA, RN R R AT RAT LS B YR A IRIE .

WiEH BRLR

BHEMME (CIP) #iE

WOt / B, SO ES. —dbnt: JEtE TR ek, 2017.4 (2017, 5 EED)
ISBN 978-7-5682-3968—4

. O 0. OF- @ M. OWRE-3E
Hh [ AR [ 4366 CIP Bt 7 (2017) 2 084089 5

IV. DF719. 3

HRRE ST / AUt TR kA BR DT AR F]
e/ JEE TR X O R R 5 5
B 25 / 100081
=] 15 / (010) 68914775 (B 4i=)
(010) 82562903 (#Hb# )5k ssHALk)
(010) 68948351 (HAt 45k 55 ALk)
XY HE / http://www. bitpress. com. cn
2/ SESHHEE

Ep R/

FF AR /78T ZHKX1092 2K 1/16

Bl %/ 14.5 FEHE / RuiiH
F O # /403 TF XREE/H WM
B R /201744 A5 1R 2017 48 5 H 55 2 IEP A AR / JE AL
T/ 35.000C SEENI / ek E

BABEMENERE

B, ERITEERS AL, AHATTIER



e Bl B

FAE 1% R84 5| ik A B feins & IR AR B iE 1%

W ERTIRIFEE LV RBEMIRE, HPAZEREMREA . R0, KPLCR, ik
W LB AR A AE. SESKBRE . SRR ENER, EEREHM.
1o B e O R U L 3 A BT A E R R LA I, ik AKERLE S, 24
HEMBE KR RN HRARG, WfTdss H— 8 H IS G N R ARHE F (ki & 2t
Ne Bkt RO N RS A T i e e b A FR a2 AR DR R AR I

JERTEE TR 2 AR A 2 TR s I K N o 2015 SRR, HH RRAL S J5 7E B I T T IR B
HIZARFI BT 2, SN RGEEARR SRR - B K — 2 B0 & AT
B, =W HIGEN HR AR ARy . N BARE S Wl AR B K X B REA R
M5 T EM N E AT TIRARY, REOEBF 2GR, IR SRR E 4
IR i B AR RN € TR A, MR AR, S, BB MRS TIRELM .
FOPAE DA 5 T A R R

—RNA AL L BRI B E SR AL AT O 12 S A B R AL B S, A
Ao R R AL LR RARE SAE IR v TR, AT CEE DRI N E . RAMESS 5] e
H 51907 A E LRI B, ZH —E B EEAY, ke AR RIR T AR, A
KIEHIGEEN . B9 LB 281 5 4 B BUASRL M e Lo IR R IR E BN A, XA A A BE
T, Na(E, BONIRIFATIL AN,

TRRRBEMEMAERCIHT . AL ENIEG, FM G S 4NN RABHRIE AN B 7k
AT TR, BB IRAMEG AR L T RIS, 2 RT3 75 B S5 R Bk 8%
R R, JFIRIEF IR R EM AR, BIE GRITHESE 5EH) 24, BET Ok
AFARTHANESS ) Gkl dh it 5T R CIRATHAELI B ST E ) S8 . K (REE
B ity CETTRSS S EED) (BHERS5EH) (BIKIRS 5EE), BlS AN Ehi—
IR B ARHRIE A R A B A R . SULFER, 905 AEARTE R R &S, 8% 1
W NHBAREM, W (ZNRFELESEH) (BERFEE 5% &, HHEMERE
B AIFE LA SR E IR

ZRFRAERIER . BT iREL R R AR, #87-0 EIR 2R 55550 H FF 2

1.



TRIEHEE HOTEL ENGLISH

FWMIEHATRE D ARG T, WMWIRIGAE . iR il 5 RN L i . X EHH
BWULE 2 MRS I ARHRILSE, BREM SR, AWER. BEMREHAEXTT
M T KE AR, (EXEHM a8 K it SRk R, FERITIW RS, %%
BAEIA R, HEHGRIFRHEA HLALE, RATEMBEIBUR. 2. 8. &H.

PRRHEEMHE, mMASWEILENSE. 2016 £ 1 A 19 HEFKEH A E EX KA
T (2016 F4EHFWN R BEKFE XKW ORIME (2016) 14 5D, KRNHPFHIE: M 2016
T, STEES—HMREAREEEIR, NETEM. KEHM PR ORIFBEE S8
CRWEESS) ORI R T2EFWEREEREERH, EMEN (EEFWHERKER
RN, BN T HBUEAZ, (BT A N0R SRR IEE S .

NTHEER, RERGIERS AN, KD BO & TR T “% 3 BHbs”“seiIl R ”
CONFIAR” ORISR “RRIAgN” « ZBIENT R < OB, [FIR BB N KRR, it
e AR BUTAE S 12 7 8 . AREBOM W BCE B8 P 7E L U BE TR 2% AL B 7 Wk
#, TEMHEA: www.bitpress.com.cn BFEE —4ERD T HARAE A RS

R, HTREFKPFAER, XEBEMERFAESCZAL, BOEEEHIEIE, DMEH
MomEHAWIEIT H BHRTE. HEXEBEMMHR, A8 AR B LR H BAR ok
IR — 2RI, B — DA SR TR B Lk B B AR K

w9 )| K kit gl 2K
W B FHEDEEK
W)\ B R R AR AT A R R AT
NI K PkFFRIAER HIR



B =S B IL KA RS, ANARFFEH I ERE, HPRESL R, HAE
J¥eAE, PR BOkicae SPNLEE S TR, T E R IRE BN AU R R B N A
Ao MR E EAE— IR R VE R SR 28, FEIRZR N AR £l i IR IR R
AT BOER . BENAEFE ST HAEERS], X HA L W B AR R BA 5] SR
(P

2015 £ 10 H EFRE R BEAMBKE NG 1 CnPos R IURE L EE 4R S8 10D,
Forp g 2 o @ ARRIF R L, R E NRIEELA BrEa SRR R
MR AA BE TR ELHASIARTE R, A8 IR 8L b R AR Eobt ” xt HEZh
Tl AR RN B R, B IRIE RLR I A R 7 R R AR B B AR ST N A B
B BRI, AEHMFEZAG LR YA A
— BURHEET, EEBERASER. AEAMGK R CEM R, BT MRS,
2o TRPTIRIE AL IEREXE I HIFREA S . 280 K E K255 2 IREIHE 31,
2 WA R VAT sk S LTI i ol | A 22220/ N S b AN T

— ENIHER, RENMARARS . ZEEMBEX D TN ARARER 5 EAR
M. IR T B ER], DRFRAE M EREREREREEA YR, Big kiR
B CABIARE” ME, KBTI “BOLEES” ERES, ENELLE TEMNERS
KA

= ARG, FEPNLEE ER. AEAMIERPNLEE “CREERHENAL” FE5R,
AL T ER R R o BRI A AR AL, AR T AR RIREEES, AR iRAT Al A 2
MA: RTINS (W% ORITHAELHE STUEFE) ORI it 571K
(eiTttes 5EHE) 55, RIE 7 RIES MALRE, fFaiRir POl I EK.

0. RIRFC %, HEHETET 6. AEEM LR BRHARIREERE T vz, HE T3
SO T ERAE, W EBUMHECE, ROt 7RIS R SRR RO, F22 0
RBHERE MRBRNEEL TR, UWETHNS%; FPIRE i E 7 Ruhe R,
DRSPS, B RIS LS HER, BT A EERSIRIE Framii.

FEATERIL “ KRG, TIREIH” Ak, 2AENEIHRES . ShTFRE 5 5CEkaAE

&



ARJEHIE HOTEL ENGLISH

TN TR B BN R AR R R S VIR, A 356 Hh R 2 — MR &
M A o ARBRAT— i ik & BN B AR A B A et K 3[R 55 e !

U BRI E AR SR AR EER R
AR 22l A et e et



MRYEILF AR F R R GBS, o E Q2 sostt A b o 5B E R ik B
MIME X 2 —, SRR T 0 NI E PR e 1 3 FE iRl A Rt 222 AR AL
o FEMEEFR, FRERE 3 [ bR B TR BN o H 5748 DK 0 44 ] o D5 s 5 P A 3 [ = 2
WA T EE R AEERE, T E A RGOSR R . ik, ENR
JE ML L N B A ESR A i e, SR R RS R RS ERE. KA
B E B RISBE R ML, KRS AA I IR IR B 7B E R .

HIE, ABMEHE G S 2 TR NS TR, BRI ANUS b A F 0387 R 4K
FHIE, & HIR MBI AN ANE o BOHRGERE AN H 11 15 2 AR BE )
&, HEITRIT, BAEEEN WS HIBUERTTE . B, 258, HUTH. SREE. 4
BE BURES. TOPIRRAEEET, @A AR A A . B SR E . SEBR RS AR AR
KREBIA LI AIREEREMN T, EEEEHERREMEIEESRE, NMEF¥. #
WIRSME S HERNMERTRSE, REMEGSES S, B A, AL S
BRRKFEAMB AL FIRF, HEEUEE B TN WRTBOE B, 456 SLhnTAE
SR IEES P o3 1 e e W VA TR 2 ) A B | P kI e R N D S N
SVOeR. HESF. TIERERSE. A A SHUEE IR TN R, £ EE
BRI WAL b, WIGE RS VI, (/2L Re it — b BRI B B TAE R A 2
FERGUE TARSGEIE 5 5hE. ARBOL 16 NMAJT, AT 3~4 W52, 5] AR
16 PRI PSZERIR, TS S5 AR 15 255

ABI 16 MRIT, FNRITTHN 4 DY, BRI 1GR3 S RAE . SERIZRA
FREER . W URSIIRIEZ T RS, %R B RITEE ST 4, DT
MRE XN BBERRFR, AL, By E SRS SBE VT U 5 AR, S REH
WRWT 71, SESBUETEEARE, R EMERILT K PO iR UE AR ] SE PR AT RE R A
Wittt TR EHEE S RIEIM, A IR, TEER RS, #
TR A BRI AT TR RARE, 22 ST SERRRE B ORBEA), T AR URUE R 55 T AR X

1.



........................... TRJE%EE HOTEL ENGLISH
SKERINGR LGRSz - BE /18 T, $hSETH 2 AR RO B BB RE, 2R SEhr S 1
AR, ARSI T2 g ME TR P Rt IE F BN A SCR LG T%, BER
RS T 55 FEAR I P Se Bk . SR IIZRAR 7r B EEH X B B AR A . L RbA R AR 08 Pl A Bt
I, AT DUAR A 22 A SERRAKT 1B FT B 20 B SR IT 0 o SRR 1 BT X i ML AN R 4 A5 b
KRS, EIEBOH R RS R, /@B LR R 1 S R S R 3
FeAntR G A A B B . ER S AT, FN AR IRTWSE TR REE. Bt
I X RIS B R AR B RHIRIE B WA B BRI 24, DLRAROE Fe0R
T AN B3

ASHOA DU 1 E R 5 ) S SO A 5 ikl 2 e 8 PHEAE F2 9 » I 057 e AR AR A
FEGn GERET, 3B 7 ki b R AR R TR S Y Rkt G 4 4 S AR 052 RF, AEIEEROR
K. BEAh, AERIERE] TS ML B VSR L B, IRERE . Ash, IS EEI )|
JIYE R 2RO RS . BRI BRI . ARG BUE=E . VPN A & i A rh 35 D
HEATBORH B AR . TR B G RE ST IR, B A e S AME AR
BE— DRIy, BOF &AL T XA HFAR IE .

i3
N



~ Contents

B X

Unit 1 General Information About Hotel RJEHEIR «---ocooererermn 1
Part | Listening Practice ]]):r 7'3 %2 D e 1
Hotel’s Deﬁnition and ClaSSiﬁCﬂtiOﬂ ................................................... 1
Part Il Situational Dialogue 375 4rif -+ vee-veemreermesee e )
Dialogue 1 An Intem InterVieW ....................................................... 2
Dialogue 2 A DiSCUSSiOH on Hotel InternShip ....................................... 3
Part III Practice Training %‘%UII% ....................................................... 6
A. HOW to Write a Hotel JOb Application Letter ...................................... 6
B. Practice: JOb Application Letter ...................................................... 7
Part IV Knowledge Link %ﬂﬁl\@ﬁ;}ﬁ ....................................................... 7
Sharing Economy and New Accommodation Types:
AirBnb and CouchSurfing -« +«« -+ +rerermrermerii 7
Unit 2 Reservation Department ﬁiﬂ%ﬂ ................................................ 10
Part | Listening Practice []ﬁjjé%‘r\j‘l ...................................................... 11
The Role Of Reservation Department .................................................. 11
Part [ Situational Dialogue e A -+ rvrerrreresrrmeornes e 12
Dialogue 1 Reservation Call ......................................................... 12
Dialogue 2 Face to Face Reservation ............................................... 13
Dialogue 3 Group Reservation Call ................................................. 14
Part III Practice Training ;};‘éﬁ”é& ..................................................... 17
A. What IS SOP‘) ........................................................................ 17



TRJE%<iE HOTEL ENGLISH

B. Translation «c: o vvereeeesssrmsrmmmteettttiiiiuieeiitiiiiiiinsstciiiiiiinnns 18
Part [V Knowledge Link %ﬂlﬂ%ﬁg*ﬁ ...................................................... 19
Overbooking Management and Yield Management - -« - «--coererereeeeeeeees 19
Unit3 Front Office Department I BUFTER T < -ovvvrrreeree e 21
Part | Listening Practice BFF FJER ST cevevereee e 22
The Functions of Front Office Department ........................................... 22
Part Il Situational Dialogue FFtasifi «+vvvvrrerrmmmrrrsesiiie 23
Dialogue 1 Walk-in GUESE -+« +wwersermesseremsetiiiii 23
Dialogue 2 A Guest With ReServation - ««««««-««««++srressrerrenerm. 24
PartIII Practice Training S YN L v eeerere e 27
AL MEMO WIIHIE - vv o vveereeesees et 27

B. Practice: Write @ IMEIIO -+ v e e errrrsssssnmmmmntette ettt 28
Part IV Knowledge Link FHVREERE <+ verrre 29
Hotels Expand Mobile Check-in Options -+« +«««««+++s s ssrrressssmmirreesi 29
Unit4 Front Office Department IL BUTTERIL - ovvvvrrrrrerererme e 31
Part | Listening Practice HFF JJEZ D] ovveeve e 32
CONCIEI@E SEIVICE -+ v+ we s reressstrrrs s eetiti ettt 32
Part II Situational Dialogue B R gl oo 33
Dialogue 1 Concierge Service — Sightseeing Advice -« «-vrserererererreeeene: 33
Dialogue 2 Concierge Service — Getting Concert Tickets:-««-«xxxoeeeerreeeees 34
Dialogue 3 Bell SErvice -« r««rwerrereressrmtuiiiiiiiiii 35
Dialogue 4 Ordering a Taxi:«+«««««««rrrrsssssssmmmmmmmrrrnstssssssi s 46
Part [II Practice Training SR v 37
A Bell SEIVIce SOP «c e vrerreeennnettte ettt 37

B. Practice: Bell Setvice CoOnverSation «««««+««=trtrersrrnmareessorrnmnmesesoronenons 38
Part IV Knowledge Link BARBETRE oo 39
Using Your Smartphone as Your Hotel Room Key «-««oerereereerermereeeeienens 39
Unit5 Front Office Department IIT B TERIIL- -+ 41
Part | Listening Practice MFF I ST cevevee e 42
Financial Control at the Hotel «- - xvrverrrrrerrmemmi i 42
Part II Situational Dialogue B B sl oo 43
Dialogue 1  Book @ Taxi -« «eereereeeresreemtiiii 43
Dialogue 2 Store the Luggage ........................................................ 43
Dialogue 3 Cancel the ReSErvation «+++++++ = ssssrrrsssssssssssiiiii 44
Dialogue 4 Check Out and Get to the Airport .................................... 45
PartIII Practice Training SRR YN v eveeee e 46

.2.



Contents B

A. Internal Email WIiting -« -« -veereeeermmmr 46
B. Practice: A WOrk Emnail: -« -« -veeeereerremmmeemmmeemen e, 49

Part IV Knowledge Link %Hi/l:l!gﬁ;;cﬁ ..................................................... 50
HOW Electronic Payment Works ....................................................... 50

Unit 6 Housekeeping Department I %"_)%:EB I oo 52
Part Listening Practice ]]ﬁjjé/z}\jj ..................................................... 53
Housekeeping Department’s Role ..................................................... 53

Part [ Situational Dialogue 375t - weoovvrreerrmressess e 54
Dialogue I Room Cleaning Servige ««««««++««-rwwrsresssrrmssrrmaerii 54
Dialogue 2 Turn-down SEIvice «++««««wwxrreerrrmsssrmeriii 55
Dialogue 3 Laundry Service 1 -----««rreesrrmmrrmmrmii 56
Dialogue 4 Laundry Service 2 -« rrwxsrrmrrrmseriiii 57

Part III Practice Training ;ﬁéwlgﬁ\ ..................................................... 57
A TUFH-JOW SEIVIGE: <+ = ==rveresrssrmmus e s vumnusesssssmunssss s s saumnss s s ss samnsse s s 57

B. Translation « = ososeessssommsmnssssssmmmsussssssmmussssusssumusssssssssmamsssssssvmasssss 59

Part IV Knowledge Link %ﬂlﬂ @ﬁ*ﬁ ..................................................... 60
BOUtIQUE HOtEL -+ vreseee st 60

Unit 7 Housekeeping Department II g)%%ﬂ TT ccvvevveem 63
Part Listening Practice ﬂﬁj]?ﬁ:)j ..................................................... 64
HOUSEKEEPING SEIVICES -+ +vvv++wresreemsrmmsstrnsssseitiiitiii i 64

Part [ Situational Dialogue 375 & ------vvrreermrreeermree e 65
Dialogue 1  Mini-bar Refill --+«««veeereermmrmmri 65
Dialogue 2 Wi-Fi ACCESS <+« v rvvreerrerressrestitiitiiiiii 66
Dialogue 3 Lost and Found -+« -+ «reerreereerem 67
Dialogue 4 Open the ROOM DOOT -+« ++«rexrrerrsermereiiiiiis 67

Part III Practice Training ;T‘%U”éﬁ\ ..................................................... 68
A. Customer Email WIiting ««« -« cveeeereremrme 68

B. Practice: Costumer FImail -« «« v cceeerrreesrmreeeemmmteemnmmeetiiieeeaaeen, 71

Part IV Knowledge Link %ﬂ WE'%J?J% ..................................................... 71
Green Hotel Practice =« 2 o seewes e srsmecassssanunssscssmrruesssnssvsmnissessvmamses s 71

Unit 8 Housekeeping Department III g %‘E‘BIH ...................................... 74
Part | Listening Practice uﬁ j]éﬁ\ S e 74
Housekeeping Department Staff Duties -+« -+« reeereeereemre 74

Part [ Situational Dialogue Ay -+ veerreremrrmeeiresireei 76
Dialogue 1 Medical EMErgency - «««« -« rrwsreessrrsmeriiiiiii 76
Dialogue 2 Complaint About Laundry Service -« «-««xxererereeereereeeene. 77



TRJE%<iE HOTEL ENGLISH

DlalOgue 3 Wake_up Call ............................................................. 78
Dlalogue 4 Send_off Guest ........................................................... 78
PartIII Practice Training ;T;T’%U”éﬁ\ ..................................................... 79
A. HOtel Performance Indexes ......................................................... 79

B, Tranilationm s« s s soosios s 6 s swwnss s s 45 swosass s 43 5 sowsse.s s § 43 Sousas s § 35 awmis s 613 5 avining 80
Part IV Knowledge Link %ﬂlﬂ%ﬁ*ﬁ ..................................................... 80
Budget HOtEl: - -+« +vevreresreess ettt 80
Unit9 Food & Beverage Department | %’f}’t%ﬂ T oo 83
Part | Listening Practice ]]Ejjé/ﬁ}\}j .................................................... 84
SublelSlOIlS 11’1 Food & Beverage Department ...................................... 84
Part II Situational Dialogue iﬁ]%/ﬁ\lﬁ ................................................. 85
Dialogue 1  Restaurant Reservation Call - -« -« reeeeeermeeie 85
Dlalogue 2 Room SCI'VICC ............................................................ 86
Dialogue 3 Hotel Lounge -++--« -« srweerrrssrrmmmtei 88
Part 11l Practice Training ;T;T%U”gﬁ: ..................................................... 91
A. Meeting Minutes WIiting -« -« -+« seeerremermmi 91

B. Practice: Meeting MINULES ««-++-««+xwesrressremsssrmssmmiiiii 94
Part IV Knowledge Link %ﬂlﬂ%ﬂé*ﬁ ..................................................... 95
AftemOOI’l Tea at Pel’lll’lsula Hotel Hong Kong ....................................... 95
Unit 10 Food & Beverage Department II BIREBIL ------ovvverereemeenenns 98
Part | Listening Practice Hﬁj]é,ﬁ:\;,l .................................................... 99
TVTIOR '+ ¥ 5 # Soomiars o 0 6 4 wmamanos s 5 SAAioowsas 4 4 6 3 SREHAHE 8 4 3 8 HAASOUE 8 B BFVAIHHE§ § ¥ B SBIDAE 8 8 § S 99
Part Il Situational Dialogue 35Etail -+ vvvreeerrorrrmeeee 100
Dialogue 1  Taking an Order -« -« +rxereeseereremerimrii 100
Dialogue 2 Ina Bar-«« - wcosreereermeemiiri 101
Dialogue 3  Corkage Fees -+« -+« rreererrrmrmtiiii 102
Dlalogue 4 Orderlng Westem Food ................................................ 102
Part [l Practice Training SRR L v ovevrrr e 106
A TEAASTATIGR « «« »+ vovomree v o+ 0 » smmine s 0 s s s siwcmmras s 4 4 4 smrmmmcnia o 5 5 aiacmmnss & 8 3 wimatiars s o o aiacncns 106

B. PI’aCthGI Ordel’lng Beer COHVCI’S&'[IOI’I ............................................ 106
Part IV Knowledge Link BTRBERE - 107
Michelin Guuide s e «wesmosssss comsmannssssuuasssssss svnsusssssaommsossssssunsissssis s 107
Unit 11 Food & Beverage Department III B ERERIIL -+ ovvveeereremereneeeees 110
Part | Listening Practice HFF JJZ 3] cvveveeeee e 111
Chinese CUISTNES ++# e s+ sesrsoasssssssmsiiassustanssssssssssiansssvssonsasisssssosssis 111
Part II Situational Dialogue iﬁ%%iﬁ ................................................ 112

4.



Contents B

Dialogue 1  Ordering Chinese FOod -« -wxxrrrmmrrmmmrmi 112
Dialogue 2 Ordering Chinese DesSert « -« +«««xrwxsrremrresrrmriiien. 113
Dialogue 3 Paying the Bill ---«---ceeeeeeermmmeriii 114

Part III  Practice Training %Eﬁﬁ”éﬁi ................................................... 120
AL REPOTE WIItIIg: + -+« +vveeeeserssemesmerii i 120

B. Practice: A REPOTt -+« +ewerersrrmseresrniiiiiiiii e 122
Part IV Knowledge Link FHTREERE oo ovrerer 122
Differences between Chinese and Western Dining««««--«-ccrererreeereeeeeeeees 122
Unit 12 Recreation Department FRORER - 125
Part | Listening Practice ]]ﬁ- 7'7 éﬁ: D 125
FaCﬂitieS in the Recreation Department ............................................. 125
Part [ Situational Dialogue e i -« reervreerrrmeermreeee 127
Dialogue 1 ASklng About the Gym Faculties ..................................... 127
Dialogue 2 Thal Massage and Aromatherapy .................................... 128
Dialogue 3 TlpS Of Spa Service ..................................................... 129
Part [II Practice Training SR L o vvveeeeree e 131
A. Translation ........................................................................... 13 1

B. Practice: Spa Service Conversation ............................................... 131
Part IV Knowledge Link BRBETE v 132
LuXury ReSOI'tS and Hotels ............................................................ 132
Unit 13 Event Department CERBER v 136
Part | Listening Practice ﬂﬁjjéﬁ\;l .................................................... 137
Event Department Job Summary ..................................................... 137
Part [[ Situational Dialogue 375t 2rifi - ----ovveeeemrrmessrmres e 138
Dialogue 1 Conference Venue ReserVation ....................................... 138
Dialogue 2 Slte InSpeCtion .......................................................... 140
Part [l Practice Training SRR L o vvverve e 142
A. How to Reply a Thank-you Note or Positive Reviews -« «rrereerereeeess 142

B. Practice: Reply a Thank-you Note and Online Positive Reviews: -« ------ 145
Part [V Knowledge Link BHARBERE oo 145
MICE Economy ........................................................................ 145
Unit 14  Sales and Marketing Department FHEHR - 148
Part | Listening Practice uﬁ j]é;‘ﬁ S 148
Hotel Sales and Marketing Department ............................................. 148
Part [[ Situational Dialogue 375t 2rifi - --ooovvreemmmrmesenree e 150
Dialogue 1 Sales VISIt covrrrrrorrerer oot 150



TRJE%<iE HOTEL ENGLISH

Dialogue 2 Beneﬁts Of Dlgltal Marketing ......................................... 151
Part [II Practice Training ;ﬁ’gwléﬁ: ..................................................... 153
A' Translation ............................................................................ 153
B‘ Job Description ...................................................................... 153
Part IV Knowledge Link %ﬂ b'zl%ﬁil% ..................................................... 156
Dlgltal Marketing ....................................................................... 156
Unit 15 Hotel Recruitment ’lﬁ E?ﬁ E‘% .................................................. 160
Part Listening Practice l]}f jj g/é‘: S 161
Hotel Job Hunting SleS ............................................................... 161
Part [ Situational Dialogue 375t - vrrerrvreessmrresres s, 162
Dialogue 1 A Job InterVieW 1 ....................................................... 162
Dialogue 2 A Job InterVieW 2 ....................................................... 163
Part III Practice Training ;jﬁgwlgﬁ ..................................................... 164
A' Resume ertlng ..................................................................... 164
B. Practice: Resume .................................................................... 167
Part IV Knowledge Link %ﬂ WE%?J% ..................................................... 168
How Employee Engagement Leads to Customer Loyalty (excerpts) «--«-=--- 168

Unit 16 Hotel Complaints Settling and Public Crisis Handling
f&E?ﬁlﬁﬁQj&Sﬁ;ﬁ*ﬂﬂfg ................................................. 171
Part | Listening Practice ﬂ):rjjé}fﬁﬂ .................................................... 171
Hotel Complaints ....................................................................... 1‘7 1
Part Il Situational Dialogue a1 - vrrreeerrrrrreeeei 173
Dialogue 1 Complaining About the Air Conditioner -« -+« «--xerreeereereeeeeess 173
Dialogue 2 Settling Complaints — TV doesn’t work -« -« «-«cooeeereereeeeeees 174
Dialogue 3 PrOblemS Wlth the Room ............................................... 174
Dialogue 4 An Earthquake .......................................................... 175
Part III Practice Training ;ﬁgﬁ”éﬁ\ ..................................................... 177
A. How to Write a Letter of Apology and Handle a Negative Online Review -~ 177
B. Practice: Complain Letter and Reply ««-«««-wveeeeeremereer. 179
Part IV Knowledge Link BPRBETRE oo 180
How to Manage Your Hotel’s Online Reputation -« «---«xxovvereeeereeereeeieeees 180
ﬂﬁﬁﬁi&’%%%% ......................................................................... 183
7'5 %Kfﬁk ........................................................................................ 216



Unit.1
General Information About Hotel

(YRR 7R

|
Key Words and Expressions

lodge F75; %1% keen 82 44

en-suite 5ENEEREM; £ 51 superb A% #%

B&B Bed and Breakfast, .7 54 BnB, switchboard &AL
P15 Fo Tt DRGSR allocate 2Bt

board Heeee- RBIER reassuring 4~AF S #Y

casino B4 courteous FLIREY

generic -3 49 prestigious 7 X 2 49

competent & VA BEAEH] CV curriculum vitae /&

Part I Listening Practice U7 }1%5 3]

Hotel’s Definition and Classification

A. Listen to Passage 1 and fill in the blanks with the information you hear.
A hotel is an establishment that provides paid on a short-term basis.
provided may range from a basic bed and storage for clothing, to luxury features like
bathrooms. Larger hotels may provide additional guest facilities such as a swimming pool,
, childcare, conference facilities and services. All service is intended for the
, both those who stay at the hotel or those who simply use certain facilities
by the hotel. Hotel rooms are usually (or named in some smaller hotels and

B&Bs) to allow guests to their rooms. Some hotels offer meals as part of a room and

1.
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board arrangement.

B. Listen to Passage 2 twice and answer the following questions.
1. What are the classification standards mentioned according to the passage? (List at least 3 of

them)

2. What types of hotels are mentioned in this passage?

C. Listen to Passage 2 again and match the hotel types in Column A with the features in

Column B.
Column A Column B
a. Business Hotels 1. locate in the scenic area with recreational facilities
b. Suite Hotels 2. hotels with gambling facilities
c. Resort Hotels 3. provide limited amenities for travelers with limited budget
d. Casino Hotels 4. have a living room and a separate bedroom
e. Economy Hotels 5. locate in downtown or business districts with well-equipped facilities

Part Il Situational Dialogue 37 =<18

Dialogue 1

An Intern Interview

The Recruiting Manager (R) of Human Resource Department, Ritz-Carlton Hotel, is now interviewing
one of the intern candidates (C) at a university recruitment.

R: Nice meeting you, Miss Wu. Please have a seat.



