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3 —3  Front Office

1. Tf# Unit 1 What Is a Hotel
2. BZrE YR Unit 2 Front Office
3. B E YR Unit 3 Communication
4. 48 Unit 4 The Cashier

Front Office

1. What Is a Hotel?
2. Front Office

(1) Reservation

(2) Bell service

(3) Checking-in

3. Communication

(1) Telephone service
(2) Sending a fax
(3) Information Desk
(4) Messages

CRiE T 2555
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4. The Cashier
(1) Foreign exchange
(2) Checking-out

B EMREK
F

1. T## Unit 1 What Is a Hotel

EBER:

(1) T## Text It is my dream

(2) Tf# Dialog 1 Hotel industry ABCs

(3) Tf# Dialog 2 A job-hunting interview

(4) 48 Words., Useful Terms and Expressions

(5) #iB Notes

(6) BELER Exercises (IL WHATs and HOWs in Our Business, III. Structure and Voca-
bulary Drills, [V. Skills Developing #*# Translate the following into Chinese)

(7) Tf# Reading Comprehension

(8) ZERIRIG FEELR 4 HER 15U E T AR T BE IR

2. Bk E R Unit 2 Front Office

FEREK:

(1) %48 Warm-up (JAANC, BILEERAR T 134R)

(2) ?&éﬁqﬁiﬁ Text The first representatives of a hotel

(3) PhZr#¥E 4R Dialog 1 A room reservation of call

(4) 2% 4R Dialog 2 Welcome to our hotel

(5) FZREYE Words, Useful Terms and Expressions

(6) #4E Notes

(7) % %48 Exercises (II. WHATs and HOWs in Our Business, IIl. Structure and Vocabu-
lary Drills, IV. Skills Developing '] Translate the following into Chinese )

(8) ZFhZr#4R Reading Comprehension

(9) %% 4R Listening Comprehension ( M [EIEHRARFI Ll SCH T 0] 48 )

(10) EEBHETIT. BRF. ALE (NE. 7F4E) FRSWHEXLLIBHIR,

3. B3R Unit 3 Communication

HHER,

(1) %48 Warm-up (NIANC. DiSE3RART7 M) 542 )

(2) BAZRE R Text The first representatives of a hotel

(3) #Zr%E 4R Dialog 1 A room reservation of call

(4) FhZREHR Dialog 2 Welcome to our hotel

(5) AR Words, Useful Terms and Expressions




ZE T Housekeeping Department ( BERER)

(6) E3F Notes

(7) #5548 Exercises (IL WHATs and HOWs in Our Business. . Structure and Vocabu-
lary Drills, IV. Skills Developing H1 /] Translate the following into Chinese )

(8) #FZEEHR Reading Comprehension :

(9) EBERIGEI., BF . BP0 (BIE. £H) SRS 0HXELIERR

4. BSEP Unit 4 The Cashier

IR

(1) 48 Warm-up (MIRNL, FYREERMHTT 16 F4R)

(2) T f# Text The history of money

(3) BZrE 3R Dialog 1 Foreign exchange

(4) &rE 4R Dialog 2 Checking out

(5) #ZrE 48 Words, Useful Terms and Expressions

(6) BMZrE4E Notes

(7) Zh&E4R Exercises (IL WHATs and HOWs in Qur Business. [II. Structure and Voca-
bulary Drills, IV. Skills Developing A7# Translate the following into Chinese) .

(8) T## Reading Comprehension

(9) PALREAR Listening Comprehension (DA BEERAR AT ML SR 7 10 E 48 )

(10) #\ETEST S . F5KIR RS BT BB AIHA,

boi? & &

L XHERAL AT TR, BT IR ARE G AR TR 5 3 42,

2. ME AT HEE LR, -

3. DABFEICTR AR AR, X AT H 4 B O Al 55 R AR BT I B R 2
B (RUERTA R, . MR, AT, BS L. ALE. RIS, EABLT.
BB By

35 & Housekeeping Department

(% bi e %55 )

EMEXR

1. %48 Unit 5 Housekeeping Department (1)
2. %38 Unit 6 Housekeeping Department (II)

e
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Housekeeping Dept

1. Housekeeping Department (I)

(1) Room Cleaning

(2) Providing something extra
(3) Damage Problems
2. Housekeeping Department (1I)

(1)
(2)
(3)

Laundry service
Baby-sitting service

Dealing with Complaints

LSS RKER

59%5

1. Z#2 Unit 5 Housekeeping Department (1)
EREK:

()
(2)
(3)
4)
(5)
(6)
(7)

38 Warm-up (MIANC . B E38A% 5 M1 548 )

M4 48 Text Housekeeping Depariment—the backbone

B4R Dialog 1 Turn-down service

‘#42 Dialog 2 Providing something extra

#18 Words., Useful Terms and Expressions

3% Notes

2 Exercises (1L WHATs and HOWs in Our Business, HI. Structure and Voca-

bulary Drills, IV. Skills Developing Hf] Translate the following into Chinese)

(8) T## Reading Comprehension

(9) EREHEA. MEIK. HBEYREFRSHHERT ISR,
2. 48 Unit 6 Housekeeping Department (1I)

EHEK:

(1) #48 Warm-up (IR, FEEERMEI7EEE)

(2) BZrE4R Dialog 1 About the laundry service

(3) Z 42 Dialog 2 Baby-sitiing service

(4) T## Words, Useful Terms and Expressions

(5) T## Notes

(6)

5242 Exercises (II. WHATs and HOWs in Our Business, [II. Structure and Voca-

bulary Drills, IV. Skills Developing 77 #9 Translate the following into Chinese)

(7)

%48 Reading Comprehension



FE—E Food & Beverage Department ( BMIREE)

(8) BAZE4AR Listening Comprehension ( M [ 2 BRAR FIE ) SCEE 2 48)
(9) BERKRFMS . WAHFEERS . SHEBIFENHE LSRR,

4ovt & 5

L XZ P IRSAHR T W ATE R 5 iR

2. MEAATFHEESER;

3. DIFT£3aB My Un SR, W& B KA ERL S RBEMRS BN EERGS
EH (BFEBEER. MK, BRYS . {8, BRRS . GRTERIRS . LR
W), EABAN. W, T, RETEARES :

5 —% Food & Beverage Department

(B 55 )

1. ZAZRE4E Unit 7 Food and Beverage (1)
2. BHZRHE4E Unit 8 Food and Beverage (1I)

gt

Food & Beverage

1. Food and Beverage (I)
(1) At the Bar

(2) Taking the Order

(3) Taking a Reservation
(4) Breakfast

(5) Dinner

2. Food and Beverage (1)
(1) At the Bar

(2) Room Service

(3) Setiling the Bill

(4) Dealing with Requests
(5) Dealing with Complaints
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1. 4% 42 Unit 7 Food and Beverage (1)

ERER:

(1) 4B Warm-up (PIANL, DI M EHR)

(2) PZRE4R Text The food and beverage department always counts

(3) BZRER Dialog 1 At the bar

(4) #FEREHR Dialog 2 Taking the order

(5) #hErEHR Words, Useful Terms and Expressions

(6) PAEEEAR Notes

(7) ﬁéﬁéﬁiﬁ Exercises (II. WHATs and HOWs in Our Business. III. Structure and Voca-
bulary Drills V. Skills Developing H#J Translate the Following into Chinese)

(8) FhZRE R Reading Comprehension

(9) ERAEW, £k, W&, HE (BE. B8) SRS E LA,

2. B EHPR Unit 8 Food and Beverage (II)

EREK: ’

(1) %48 Warm-up (IFNC. F3LERMR 102 48)

(2) TH# Text The story of chopsticks

(3) BZEEAE Dialog 1 Room service :

(4) PLrE$R Dialog 2 A complaint about the dining room

(5) BEREHR Words, Useful Terms and Expressions

(6) BIRER Notes _

(7) &2 Exercises (IL WHATs and HOWs in Our Business, II. Structure and Voca-
bulary Drills, IV. Skills Developing H[¥) Translate the following into Chinese)

(8) EhZEE 42 Reading Comprehension .

(9) Tf#& Listening Comprehension ( M [F]iS2 B AN SE T IE T I £ 48)

(10) EREFERBEWSF . BITEKIS . ABEBFEFHHXT LB,

4ot & &

L SRR IRSS A R T A 5 4R

2. XA TR SR, | |

3. LABFALEEEAICNIER, XA AS B RO A 4 R AR S T B R R A
B (EIEITE. . HA. %, TR, KR, BEEE. SERIFS), BaEL
W . 5. BUTEES.
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ZEPUEZ  Recreation (RKRBH)

1. #42 Unit 9 Recreation (I)
2. B\ E 4R Unit 10 Recreation (II)

FHiRZ

Recreation

1. Unit 9 Recreation (1)

(1) The kingdom of pingpong

(2) At the hairdresser’s

(3) At the Fitness Center

(4) At the Beauty Parlor

2. Unit 10 Recreation (II)

(1) Exploring mystery of health and longevity
(2) Talking about the sauna

(3) Bowling

(4) Karaoke

o FIAKER
F

1. #38 Unit 9 Recreation (I)

EREKR:

(1) %48 Warm-up (AIANC . BEE3RARJT 0] 248 )

(2) B4 18 Text The Hotel Recreation Center

(3) %}E Dialog 1 The kingdom of pingpong

(4) #1E Dialog 2 At the hairdresser’s

(5) RAZER Words, Useful Terms and Expressions

(6) #3B Notes

(7) %4 Exercises (1. WHATs and HOWs in Our Business, III. Structure and Voca-




; -85 RERSSSEEE
bulary Drills, IV. Skills Developing A3 f Translate the following into Chinese)
(8) .Bu4: %48 Reading Comprehension
(9) Tf# Listening Comprehension ( M FE{EHRAR 5 0] 42 )
(10) FRWEEEZIRIERS . REERREREFRS BWHRT LIS,
2. B4R Unit 10 Recreation (II)
EREK:
(1) %48 Warm-up (IR, DB 7 0] £ 4R )
(2) E2 Text Bowling /
(3) #Zr#E4E Dialog 1 Exploring mystery of health and longevity
(4) ZZrE4R Dialog 2 Talking about the sauna
(5) BZrE4RE Words, Useful Terms and Expressions
(6) PAZrEAR Notes
(7) Bugr24R Exercises (II. WHATs and HOWs in Our Business, . Structure and Voca-
bulary Drills, [V. Skills Developing #1#J Translate the following into Chinese)
(8) B4rE ¥ Reading Comprehension
(9) HIRMAIRER. BEWE . WEE WIRKH SRR RS XTI HR,

4012 & &

L XPREAR M5 A5 Tl AR IR B B 5 12

2. XTE A TR SRR,

3. DABFEBEAR N EERY, X REAR IR R O A AL 55 AR AR 55 BRI AR R AR
ZA (AFEEgE. ERERE, 2EXEPL. GRE, RBRRE. REH. ERHKG
%), BEAMAT. ¥, 5. FNTEAGES.

B Shopping Arcade (Fis
ek 55 A)

Shopping Arcade

1. At a garment counter




THZ  Shopping Arcade (ESIFESIRSE) \ @
L=/ ;:

At a porcelain counter
At the arts and crafts counter
At a jewelry counter

At a tourist souvenir counter

AU

Bargaining

L ESAKER
L9835

42 Unit 11 Shopping Arcade

EREK:

(1) BZEAR Text Creating a shopping Eden

(2) %38 Dialog 1 This one looks very nice on you

(3) %42 Dialog 2 Recommending a tea set

(4) 38 Words, Useful Terms and Expressions

(5) %38 Notes

(6) ZiB Exercises (II. WHATs and HOWs in Our Business, IlI. Structure and Vocabulary
Drills, IV. Skills Developing H1f}] Translate the following into Chinese)

(7) 7T f# Reading Comprehension

(8) EERGME. 3. KE. RFLTHFESHERRS TIEREREHET
75 T HAE R T L BB R

ko2 & &

L XSRS WARER IR S ERE,

2. MEHATHERSER.

3. IBrEsg iy on R, MRS HEAESRER LS RENRS BFHERE LSS
E (BEREE, S8E. REHE, TEERME, RFCARES), TRBRMLT.
¥, 5. FIOTEEEES.
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) 1. Hotel service is an honorable occupation.

S
ot

)

) 2. With good training and a lot of practical experience, one can master the art of dealing

N N N ™ N N N

R N S e N

7.
8.
9.

10.
11.
12.
13.
14.

15.
16.
17.
18.
19.

20.
21.
22.

23.
25.
26.

with customers.

A higher salary is always the most important reason for a person to change his job.

. Since a hotel is a home away from home for all the travelling guests, we are creating a

home for our guests only.

There is a salary increase based on one’s job performance and education background.

. To many guests, the front office employee represents the hotel because they are the only

employees the guests have contacted with.
The morning call is usually made by the operator by phone.
The front office is a link between the guest and the hotel’s management.
Reservation can be made in lots of ways.
Dealing with complaints is an easy job for the front office staff.
A reservationist is a person who accepts guests’ reservation.
The motto of our hotel is “reputation first, customer foremost” .
A walk-in guest is a customer who comes on foot.
Most of the information a guest should put into the registration form is found in his or
her passport. )
In all hotels, the duties of the receptionist remain the same.
It is the general manager and hotel staff that keep the hotel industry healthy.
IDD call means International Direct Dial.
The British say “bill” and the Americans say “check” .
When a walk-in guest arrives, the room clerk should check the”availability of room
first. _ .
When the telephone rings, the operator should answer it right away.
An operator is usually a man working at the general switchboard.
A hotel’s Business Center offers communication facilities and secretarial assistance ca-
tering to the needs of the business guests.
DDD means Direct Distance Dialing.
EMS means Express Mail Service.
The guest can have his reservation guaranteed by télling the reservationist his passport

or credit card number.
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27.

28.
29.
30.
31.
32.
33.
34.

" 35.

36.

37.

38.

39.

40.

41.

42.

43.

44,

45.

46.

47.

48.

49.

50.
51.

52.

The first coin in the world was made in England, and the first paper money was made
in China.

Rice and salt were used as a kind of money in the Philippines.

Elephant tusks and monkey tails were used as money in parts of Africa.

The first metal coin in China were round and had a square hole in the center.

The foreign exchange rate fluctuates every day.

The hotel cashier can cash the personal checks for the foreign guests.

It makes no difference for a guest to check out in the moming or in the afternoon.

At the foreign exchange éounter, the cashier should exchange the foreign currencies
for guests according to yesterday’s exchange rate.

After exchanging money, the cashier should sign the client’s name on the exchange
memo and remind him to keep it'in a safe place. '

When cleaning the room, the room attendant must put the guest’s letters, papers, or
money into good order.

All the linen in the occupied guestroom must be replaced every day.

When doing the turn-down service, the room attendant should draw up the curtains.
Whenever a guest needs something extra, the room attendant should promise to offer it.
Housekeeping Department is usually the largest department in a hotel.

The room attendant should put the DND sign outside the room after cleaning..

A chambermaid should vacuum the carpet, clean the bathroom, replace the toilet
needs when cleaning the guestroom.

When cleaning the guestroom, a chambermaid can answer phone calls and take messa-
ges for the guest.

When cleaning the guestroom, a chambermaid should draw the curtains close.

The hotel offers the guests on the Executive Floor many special services such as free
breakfast, and cocktail, late check-out until 16: 00, free valet for one shirt daily,
free the use of Indoor SWimming Pool and Sauna and so on.

As a common term of hotel service, “make beds” means a stay-in guest should ar-
range the sheets and blankets of his own room for himself. .

The Room Center is a part of the Housekeeping Department.

The room attendant needn’t wash the dirty shirts the guest left in the waste-pan.

A chambermaid can make up the room and look after the guest’s children at the same
time. ‘

A baby-sitter is a small chair for a little child to sit in.

When a guest asks for an extra bed, the room attendant should ask the guest to contact
the Reception Desk for it first.

According to the hotel regulations, the liability of loss or damage of guests’ clothing is
usually limited to an amount not exceeding 10 times the cost' of cleaning or pressing the

said item.



