~/

16
DI BoosterS/\"o

(¥)Jeffrey Gordon =

> HE 51 NO Wik
> ER-REERRRRNHNTS
PEEBDIIBBEOSEHNNXK

YL T AV HH iR+t

CHINA MACHINE PRESS




I Rib Qi
RIEEEN

Conversation
Boosters

S\ Booste

(E)Jeffrey Gordon =
FTEE BHRE

> H% 5 L BOEmE
> AB-HEEERRIRNAFS
PEERDIORSOSEHXK

HUBR TV HH st ﬂ
CHINA MACHINE PRESS




Jeffrey Gordon: ZXIEBBHE—IRIES
LHE EHH, 2004 €, PR

© Copyright 2004 by Beta Multimedia Publishing
(A3 ISBN 957-729-434-0)

WP SOl S AT RS 7 (Taiwan) (@) REBE BIR 140

HUBR Tl i R KRR AT o
¥ 01-2005-1605

BBERSE (CIP) KR

SERBHEE . BIERE/ (%) X% (Gordon, 1) ¥F.—Jb5:
PUBR Tl th R4t , 2006. 5
ISBN 7-111-19210-9

I. & 1. % . #E—0E N H319.9
TR A B 43R CIP BT (2006) %5 052350 &

PUB LAt RRAL (ks mamEAR#E 2 5 BRB4FS 100037)
HERE: B B HWEK

HEBRI: & & TEEH. StXE

=V AT R BRI BR 2 B ED R

2006 £ 6 A3 1 AR - 55 1 (REDR

140mm x203mm - 9. 625 El3k - 255 F=F

EHr:23.0000 (& MP3 tf1 %)

RigA4, mARI., FR. RE, aftgiTHiER
AW LIS (010) 68326294

#iELE (010) 88379710

BT OhHR3 H B AR



i

BALREEEERARBREBRY, SERBEETELN
B, RA—MEVATUR—BRAXEREAZRFIHRA
B, BEFENLFTERL, RELXTE5IREMNAIETN
%, BLETH, ABHHREALARERFALHBE, Bk
HEREEABULENENEA 2, NEFMEEF,

KBABRRAREREBENAR, HEREEF—MNEARHE
RiE. TEMNB—WENEEFHEMERSRSS, BEME
BoRRM. BRPESHARSS, BFEEA. E6AR. &
5. B, BEAR. BTHES, EBIRMEAXE—
2, NTFEALTAKIERFERS, IENFLENRLE
M “BAI, STEERMALARTE, “HMBERAR” £
TANARNBIR, W: HF, EELE. ARNEE., NaEE
ABE, RRERHENE BN O, “RIREUIRE"
BRUBRREAFT, REEH, BERFEILENED.

EBHHREHEFBENRESOENGE, BIFLFRBERNE
WHEE4S], BEEE—RIREMLAR, LHNEXETWH
AR¥LEMS, EREBRADININEGART Z/AFME, THL
WERHRIREWNEX S, REEMRATLANE, MR
FEMMLARRKIR, “RERE—QE" NONEFEERET
AUCEINSE, ABHEXERBEIMZIESN, MREME
BETRBESINAE5%S, NARRENFEINR,

7 £ 1%



BEEGIYBRZA, RENFES S hEEHERKE
%, FELERESEAKE, FENRERBRESRKRS, &
BREMRERNERSERNRR.

SEEIBEREHEW, Fim. FESMLRETI, &
EHEEERELINSSHY, ATRBANKESEREE
BER, BN EN, PEEABRSAR—ERE—". XK
KRBT, SARE, ABENIGESHOBE—H—5TM. B
W, FFREAABRENSEFIRLIEME, RBXRBER
B4 (eSS, RNATNENESREAKE, NHE R
BRIk, BARSLXT, RUEXESAUNKE, TLM
PHHEREEERNMERANLESE . LERE5ABBAFEM
hEMEXWERE.

EAEFEZF S RERNRN, EXENLREANET
&b, POE/\FHSNRES, EBEEMARIRS, IAF) Golden Key R HIAR
% Golden Key ZER UM BME4E, AMERERE 32 MERME
BERE, BERTEN S, CRERERSRRAEIR SRS
ARG HEER, (TEAINRIEREIAA Golden Key HIEHHIARSZ AR
B, STt/ b, BREVEUAAKRNER, BEM 07 H
%, MBS AHBEHRS, —ERIRELHESEHNOTIE.

ABELHABTHFIEESENETLALRE, #FE,
“CNFTRAD” HEHAFREER T AENIRERRE A,
TN RIS S S 5 HERFNFHEF.

HEIHABRIRT, A THEENBEEEPEAMBER
BESIEMEEIBRNER, RIS EBRREMNE 9, 10,
13 #0114 F3#4T T ELNBEHEAT, BURRREH




WGE T8
1-1 Hotel organization 5 2141
1-2 Hotel staff %5 A 5t
13 Useful vocabulary HAth i3l

] AU U S 12

© Chapter 2 Making Reservations 5+ 15
NTEAR Y

2-1 Reservation made over the phone Hi & 1] 5
2-2 When the room is not available i A~ /&
2-3 When the hotel is fully booked T J5; £ i
2-4 Handling cancellations BUH 1T B

@ ......... 28
......... 32

© Chapter 3 Reception: Check in B, 8815

INGE 250
3-1 Checking in {¥ 3 &t
3-2 Confirming payment HfjiA %5 Mk
3-3 Handling reservation mistakes ZbFH T 4 1%
34 Directing the guest to his/her room 5 |41%& AA 5

......... 48
......... 51




O B

O Chapter 4 Bell Service [ JFRSG - 55

INGE T 50
4-1 Delivery of luggage to room 3%172=%| 55 H]
4-2 Handling luggage problems (phone conversation) 4b¥EfT
) (HBIENE)
4.3 Explaining hotel services to guests [61% ARSI & 05
44 Bringing down the luggage #2577 T

‘\ﬁy!mﬁge@w@ ......... 66

e
© Chapter 5 Reception:Giving Information s BEEm-- 75
NATHA T

5-1 Giving directions inside the hotel 7]5 NAG 7RI P 77 1)
5-2 Protecting guest privacy S ar-IN U] SN

5.3 Giving information to hotel visitors g iji# #2 ¥R
54 Taking a message for a guest {R&F A&

sty & x| 86

e e e e oo92
O Chapter 6 Housekeeping BHEIR- -+ 97
NATHEARTY
6-1 Ttems in the hotel room % 55 N ) 45351 FH iy
6-2 Offering laundry services HEAtPEA RS
6-3 Offering to clean a guest’s room L% PR IR 55
64 Inquiring about lost items ] Jia) 5 < ) i
6-5 Handling delivery mistakes ZbHE{RIEY)

@@@@@@ ......... 110
@ ......... 113




© Chapter 7 Dealing with Complaints ZbIEHIFG--------- 115
UHE %5

7-1 Complaints about room temperature #14%% F % i

7-2 Complaints about broken equipment 4% % £ H{ it

7-3 Complaints about the neighbors #14%4¥ &

7-4 Complaints about damaged laundry #14%1% Yk & 1R

[ B RH 5 o126
e
© Chapter 8 Telephone Operators BHLAR -+ 133

NTH A
8-1 Transfering calls %8201 i%
§-2 When the reservation desk is not available 1] F3AH &0 iRH}

§-3 Taking messages for guests }% A\ B &
84 Paging a guest FEMYZA
EEIESIENENE R e
(380 [ ) 146
© Chapter 9 Business Center B55 Do+ 151

NAT R & Th
9-1 Secretarial service SCHAR %5
9-2 Translation/interpreting service i3/ %5 ‘
9-3 Telecommunication service {5 532 iR 55

(] ) - 168
@ ......... 169




© Chapter 10 Hotel Safety SRER S 171
MNTERY
10-1 Handling checking-in without photo IDs 403 JG i B
EA-EE

10-2 Handling checking-in with alias Zb¥f{k43 % ic
10-3 Handling events of theft 4b¥ 4k 57 F{4

@@@@ ......... 184
[@Hfﬂ&&![ﬁﬂ@ ......... 188

O Chapter 11  Greeting and Seating B ZHERANE:--------189

NATHE AR
11-1 Welcoming the guest into the restaurant il % Mot E
ﬁ

11-2 Seating the guests 5|4M% AN J&
11-3 Asking guests to wait to be seated % ARIfE AL

@@@@@@ ......... 198
Al 203

© Chapter 12 At the Table 5 -+ 209

NTEX
12-1 Types of tableware 48 ELFHS
12-2 Types of seasonings JABRAHFIA
12-3 Words to describe food 3R £ Wk 8 i) i8] 15

@{} @UEK[D ......... 218
I_.——H/J\W&Hf&jl ‘ ......... 220




Chapter 13  Breakfast, Lunch and Dinner
BE SEMGE - 223

NTHA

13-1 Breakfast 4%

13-2 Lunch 48

13-3 Dinner Bp%&

134 Drinks J#i/K . Tk

13-5 Describing dishes and drinks it 3% 51Kk

(3t | B | R o235

B S R 238

Chapter 14 Taking Orders and Service during the Meal
BEARFKAMBRGHE - 241

MTERY

14-1 Taking the order 7% A fi3

14-2 Serving the meal |3

14-3 Offering desserts | {if 15,

14-4 Checking in on guests ][] & A J& 75 i &
14-5 Clearing the dishes I ERi#t

14-6 Offering after-dinner drinks |28 J52iCk}

[jmj % t—%—’ Eﬂ @ ......... 256
(380 o258




() Chapter 15 Dealing with Complaints ARG

INGE 237
15-1 Handling complaints about the wait L EE A\ HARE%
15-2 Handling complaints about wrong orders b F % A\ A%
43K
15-3 Handling complaints about the food AR N EY
|5-4 Handling mistakes made by the waiter hb 3% A HLRAF
HILH G

HW@HWH ......... it
0] 1 e e o 276

O Chapter 16 The Bill Bc&:----279

NTEEY

16-1 Receiving payment {{I

16-2 Explaining the bill {510k 5. 4 2

16-3 Making change 4%

164 Handling payment problems b 3 A [7) A

it R 290
@[@[ﬁ] ......... 294




...............................




ERLERERA | BB

- R




RiFLEREHY | CHAPTER 1




Y z=cemEnn [R5 R

* 1-1| Hotel organization ) ;44!

0D

11

Room service

x93 &




XESERENH | CHAPTERTH

Hotel staff 77 )5 A i1 v)12

M 12

%% Rooms 355 35
5;, Front office BifT °*

- GM (general manager) + manager % 3
REH -« reservations clerk
- assistant general manager iTEAR
j%: - operator B, H&4E

- secretary Bk F

A

i Recepfion 68

+ assistant manager E;IJ 7 - supervisor 4]k

- receptionist X T & W #EFF R - cashier ¥ 44

A

:5¢ Reservation {JBB o

- supervisor 41k - reservations clerk iT & A A

$¢ Operator BHIESER
- shift leader 47 3t
- operator (day / night shift) %4l ( B/&IE)

3¢ Bell service/Concierge [EMRS

- captain (bell captain) 43t - bellboy (bellhop) |7/)T fF#
- bellman |7 A R - trainee % ] £

- valet 5, %R



B zecEmsan [RERE

e

$4: Business center RPN *-

- secretary B F
- interpreter / translator 1 B/ #i¥ i

:% Duty manager EIFERE *

3% Housekeeping FEZ &

- room maid % A FE R (&)
- supervisor E ff « shift leader 47 #E

- laundry worker &K T - cleaning staff EiEL

+ manager 4 3§

$¥ Recreation and relaxation {RERIRF 5

- manager £ ¥ - assistant manager |

. maintenance technician -+ lifeguard (k) 4 R

B TR - barber # X Jfi
+ masseuse / masseur - disk jockey (DJ)
WEWR (%/%) A 5 8 iR

- hairdresser / hair designer / hairstylist % X Jfi
- event coordinator /& 42/ ¥ HEK % R




