LT o W ORR

China Machine Press




 EMBRLKEREE T —E AN EH
3 el B 5 A 51

i

PREYIE XIERRE E4




BHIFMEEMLAR LR TABRE, RERIREEE RS AR WIELIRE S
HEFATHE . HTHAE, RNREZRMRMRA. ZHEsH6RB E, MSRTE
BERAEEMAB TEI R, FIRTEIEQ, HESEEREERS TETITEREEH
ThREERIT, IRUGERIEEFARWIIN TSR, SERMAERRADREREFTE, U
BT¥EICNER, WIMIERBESENEZENE, ASXERRITSRST, #HPE4EEIH
g, %6 REEMHEAFEM EIMFHE T T U3RNHEE, AREHFRREEENE4AE
. BRFES, SMEENRSHEE, MEL 0B L WRESH L.

AR, @RHR
FHERME LtRHRARHESEE

B B4 B (CIP) $15%

TRIE LRI/ BritdE, XUGARE 4 . —JUa. YU HiARAE, 2008.8
(GEMRLARRREE +—" RS R REEERRI)

ISBN 978-7-111-24980-1
L e IO~ @xi- 1. U5 - 365 - RSP HR¥K -84 V. H31
o B R P 34 CIP S5 (2008 ) 55 126961 5

HAR Tl i RRAL (b AR B R AR 22 5 BRBRAS  100037)
HiLHE: TH IR XkFE

AT AU LENRIT BRI - BRI LR E TR R
2008 £F 8 A5 1 k&S 1 EDRI

170mm x 242mm -+ 22 E3k

FRMEFE . ISBN 978-7-111-24980- 1

Efr: 38.00 3¢

A, FEHRT. R, KR, a2 17%Rk
AW HRL: (010)68326294
B (010)88379007



= HR
B
THEER
AIEEER
2 B

o B
(A

& W

g

=

2&EE F -
Y| T
RER

M= R
(HERHLE)

B F * N

[V S ] 48
B % AR
4 Z R, H M

Fe A

4

TEERE., RiFEXANHEH
PRERZR

AT iA

i
TR

FTA



BRRELFR. REFEXAEH
RESTHREZRE

FEER HE=N
BFEFEZRR % /& £ &

£ R (HER94E)
AL XBR
MRokid  4AFRF
REizmzx ¥EHA

x| & 5%
£ kAT
# I

7 B WK
% R



R

S I S R e e e T e B Y e
P—"O\DOO\IO\UI-hUJNb—ﬂO'

ERMPRLALSIREELEE,
ik e 28 AR X B BX S B X 8 R
(HERDHE)

GINERM B B

g3 AN &5 2 Sl

IHRBR TR EARER

I ARIEBM HEARERR
PR R S T B AL [ 001k Be (58)
I ARSSE B AR B

T ILERAY B AR 22 B

IRBABFEREER
JARR TRB AL IR BE

TNE BB R
PRI B AR 2 B
PR BOL AR B
TSRS E R
. BT RBR AR5
- BT A B

. ERMERTT RO R 2
RETFRASAREE
AREBIEER:
R

NS 22 Br BRI 2 B

- WP R AL



iR L]

BEB YK ELRERLKTWEEARY L, BUBFES, AR, £E, REF -
BHBERARARE AL ARKEG. REREEFHRAERR, BERLEFTERE
EHHR R, BNHERLATARCELEREHFHIET L, “+ -5 MR, 2EBH4
MALME 1100 FHRREL 4. £, BERLEHAELERRRATORHE, £ER
BEBEREHEFELSETF, RAFRAAHATERATNLR. Hi, BIBFY
EORBHYREBCRAEFRATNLS 24, ARBFHAEETAXN, EXL4EERE
RmEBBRETRELSLR, RBEBRAHTRFERE

FEERVEREFRNNN, LEREFSERVHTEHRRENREKL — £ K4
TET7 - A#EFHERRRORFHT, EXFTHAXASHH LR KEHATHAL
WMAHBBT, BRNUSKEAFN, FALE-HEANTHRATAELCRAR YR
B, FARLIT“GREALLEE, RBABFAEANEARGFTERR" . BEGUFHE
BELHEEERETN ., RARFAERRREBNFRE, A EHEAR-—FAHRRS
GHHATATEEE, NTR—FHLER, ARENFREFRRR—BLE.

BHRAAKE NP EFERNERRE, REFBTHEFEHINERTR, RRE
BYFRHEERIT, REFERLET, RERFFE, LAETUHAM AR, BW, &
ELUNRILHBEAHTE, HRUNA2-3ENHRAHREFERRREXRRA L £
Fl#A 100 4%, HEBELFFEXLPEBR, ATFHS, HREE. 2HREN. K
BEE, BEEELEVHEIERE, WAANEHLBYFR " REHERE. #ROTF
4. URLABHTLER, REBRELXANERER, HARAFERREAFER
W SERHT, AAMXTLITAERONFRARUELL - ST HhERERE, B4
EEMEFEER", “THES"

AR BN REREEREATRECT R EH F 4 BHRFRLEAUE TR
WRES SR ESMXNRLARNINES; ESEFRLBNUAENUAFHERR
BREGA. WA RAARCHER, EFRLRFLHERRETLERRAMARME. K
ARNFERNE %, EHEHRAREA", “THREEL"; RE“EARBREA"WHER, &
ABFFLAWBRLER, RUAPELER, RAETREKTRER LT, 4R T HE L
BRITTHARNRELE R ERFIHEMNTFRIRY, REXRW - SHRENF . XFdE
i, Sl THEN, £HF. ChPRELVERITENARELFEHTTHER, L
MU LRSR, HHAE"AER, ARUS ARECHERERAASLHRANNE S,

AAHMERNEEANEREBARAHFEAR, FE--RELFOERHATEIHFHALAH



Ro ERTRAKE, HEXAF, EHRAFEATERE, BARFAAENRR, UF
EHANEREHET FLFTWRABA LM K7 B AR R A LE BN A RL
BfF, $ELBRTES T HEBN MG Ko

HMEM N EECURRENEREEH TR FREARNRMN, RIRT b H R K
“+-E"HEERRRGARHM, FRHEEE)S KL BT ERAREH

EHEBELERRRFIHMUBRME, RET AE4HTTRELRSFR LK URINE
REHARER., RIBELERFR, DIXEFEFEHER. TREIRLERERM £
THABEHERERE —AMRFRZNR AL IR, £ 4RI Z T 0 R #

BRHELEE. ABEARFREANEM B EL
U, L A i BR AR R 4rdk



(RIELAAEIRERELLERELREFREAN A GEC A RN LR R AL
W HRBEEEREEECERIHMZ—,

WBEELENATHHARELERRBREEL T X, KEAELEL S M
B EBSTATOE RN ET SN MR TRERALARERSFIHRTERERTFH S
SEER(—RIEEEEL), ATHEREEFARGEAOES. XEBEELNHT
BERRNEEZ—, B, BEESRARAREERARE, GRFRBETHEA
REBLVERNEERE,

KEHRKABEARARHEZGEIHREFE, L EENRERERFARKEEXRT
BAHEEAHE, RITFRS, AREFRELLRARA, AHXQH 6K, SR
HEABLIAE: (1) BAEI(Warmup): ¥4 EXIFEFLH, AZRANMFTEF
WAMEREEALET, ARAHAFNEANLELHT L, IEENENEIRBE"A
%; (2) % %&£ (Situational Conversations) : MEBHERF THEF THR LW EFE
Rt HEREAER I REARELZHEXBITNIHELR, EXLEABETLNR
M, BHFNFETEALAMY, HEAFEERELAZRIR;, Q) LATEALE
(Useful Sentences): X &BEFHHABRRAN &, NET¥£ELMEN; (4)RHS
% 3 F(Exercises) : REGFEWRFWE, A4 MR ITET, #ELFI TR
fd, BARF1ENAZRENLRRE", HERNEN TR Y FETTREINHK
EARETEM, FL~-SENEERT BREBNERSXE . B0 RBAENEAR
AL, WELRL LA ENHE, AAERABRRECENALEL. REELA. £
HEENEERE, WELA-F O EL LEFHMNE R

FEMTHENGERELER., BEELARK. RABRERK. AHRREFHF
BREEELEY, KIFEEESVEFAFIAS, WTHNBEE. BRERIEINAS.

AAES KB IREBAFEENEE MR R EARZR XA EEL FHEMEE
G, FEBRIBRLYBEARFR I EER S N4GEBRLEARAFRNXHEFHEE £



X

Ho IN4BBRLULEASBRNFZRETSETAS NGRS, FRETAEEBUER
Ko AHEESEMIATERNBXEMN ., REXNFSIHRIH, B8F -7 %, &
FENRILEBRETHF BB CRIPRBARFD TRUL K EHh—FFmEAN
RERERRH

HTHREXFAR, HRREIAERAR, SOFRFRITHE,



REMMERT BN

AEBERBAEL LN ELRARE, RABHYLE, UEFES LT LW ELAR
BE, ARBHERNATESIFEEF TS, EFLEFERFARERS A FHAR
T, RGEHT, HIHEE, FAENERL, WREEXFEAREL L ABELR, BAREH
¥HFRFBREECENEAER, BFERQ. AAYEA R SR, XL RGHER
RECEEWRERL, AHAALLEERRESEL, RERELFEL LT EHR
BRI

REBFXRPTHRMELER

ARBAEZ¥ R Y ZHLERIRUTILA: B4, N ERELFLBYRN"NAL
B, AAMEREARTRETRSNFATHAE, £F, RARETUMERERE,
BREMEHET - AN AR BEREYFARTATALY", FEEF-HLAW
“Warm up” 14 £ G4 R ¥4t “Fun Time” , BN AR THEFEREHF P TFRRAES X,
ESHABNFELS &%, AR, SRANFERLIRFIRARS EORFEL, BEHE
BEERFEE, BRERFRRAGREERPACKUERTR ELLH"HE, A¥4
BN - MEMGTHEETHRE, ATTRBEFEHBELAES. F=, 3T Useful Sen-
tences” ¥ &, HNTREFLWAAFRELFERERBNAS, ABSRHFLEREFL
IHE, ZFTHINALEZLWERERE. FW, AHEMEENEAIES, HRTRERLHK
W, LR, 2B -B2ERZ LM, ALTHEIFEOREEL, &E, &
EHHNFORAERALANTHNS R, RENS R LWRA, BHENT R REAR
BEREEE, R—POEE L REEMARR, ATHERFERELLHEELR, E&¥ L
HUAREZERARGREECENREREL, RFELS. SHETEYR TR, UEF
EWEAGRALT ARG



RE R ABERH

HENE

FAER

R

MBA

HHEARLL
FRHER)

FEEHEEL
AR (ERD

g1
ALERATE

oA W

- MRS A4
- 13

EEE
HREEXE
iEHRk

il

12

12

®2R
RUTH

LR W=

BT
AL
RS
[

P
HRREIE

12

12

B3R
9.4

I R

FEAE

.- BHERF

PR
ZREMR S
FRER IR 45
W PR i 5

- BARELBRS

20

14

EEY
B

BITHOT
AR

- RRESRERE

REHLR
HEIT
ERT

. PR AR S5
- BBV SUHET
. TEIERR %

30

20

BIR
R AT

w o

LAY |
R EERE

SR W

- BEEEER
- AN BHRE

RITE#
ERER
BEE
SEME

18

12

et Bt

98

76




H hft 15 AR
B 5

BFEIW

-

.85 Wl & (Courtesy English)

$£1E [ARS5NY(Greetings and

Introductions) . «+-reereeeennnnns 2
23 EH(Partings) «eeeeeeeenens 12
%3 & EEiE(Polite Remarks) --- 22
H4E HR5EE (Requests

and AnNSWers) ««eve-eeeserennens 33
% 5% H#(Apologies) «ooveeeen 44
H6E  EiY(Suggestions) oo 54
£20
1§ J3* 3 ( Front Office)
%.7% ZBEMIT(Room

Reservation) -«-veeeseeenenn 66
/8 & AMEEiC(Reception) --.-.- 75
HIE AERSF(Bell

Service) crereeesreerieninnnin 83

%10 E |9]#)( At the Information
Desk) s sovsnisistensnssionannns 9

H11E  AHEBVR(Settling

Guests’ Complaints) --- 100
12 FE KK (Paying

the Bill and

Checking Out) --.eeevveeee 108

R3M
% 15 ¥ (Housekeeping
Department)

H13#% 5|Z AP (Guiding the
Guests to Their
Rooms)
% b5 k% ( Chamber

Service) eecececrieiieiinian 127
YEA iR % (Laundry

Service)
ZHEIR 45 (Miscellaneous
Services) «veeereeeeerecenina 146
178 PR % (Special

Services ) ..................... 155
M AR 55 ( Wake-up

Call Service) ---e--eeeeseene 164
BEAREEBRS (The
Maintenance Service

in the Guest Rooms) .- 173

%14
%15 &

F16 %

HI18 &

H19E



FA4E
&% 3% (Food and Beverage
Department)

#®20F BT E (Restaurant

Reservation) --eveevesnes 180
521 & WEARE(Receiving

Diners ) ........................ 188
BRE HKRSEERE

( Taking Orders and

Recommendations) .- 195
23 % EB{LY (Breakfast) --- 203
#24 & h&JT (Chinese Food

Restaurant) «.ceceeeeeeeennn 212
#25F PHEIT (Western Food

Restaurant) «-ceeeeeeeeeeeeees 221
%526 % frlE]%EMR % (Room

SErvice) «veeeserereenicnnan 229
$27&E HIESUNHET (Buffet

and Coffee Shop) --------- 236
28 & MRS (At the

Bar) ceeeeeseeseeneeeniennenns 242
E29FE BTHRF

(Complaints) -+-«---ex-seeer 251
FE5H
i 1 B4t 3 1] ( Other

Departments)

$30FE EZYP(Beauty

%31 & {8 .0 (Recreation

and Fitness Center) ----- 269
832 % L (Business

Center) -« oeeeeeveesernennennn 279
6
5 1% %5 B 3% 1% ( English for
Hotel Management)
$33 8 REEHEBHR (General

Introduction to Hotel

Management) ««-eeeeereeeees 288
HME ANEEEH

(Human Resources

Management) :----seeeerees 297
535 % /T (Front Office

Management) «--eeeereeeees 304
%636 2 % 53 2 (Housekeeping

Management) «»««eeeeeeseees 311
37 % BB HE(Food & Beverage

Management) -« eeeeernes 319
38 % RAT)E (Green

Hotel) -woveeeevee- s 326
B TR cvveveererrmenmrererainenaiannens 335



L 3%

Courtesy




%1%

Chapter 1

8] 1% 5 9T 48

Greetings and Introductions

Warm up
1. Match the word or words with the related picture.

1. have dinner 2. shake hands 3. friends
4. chritsmas card 5. lawyer

6. picnic

2. Answer the following questions briefly.

(1) How would you greet an old friend when you meet him in the street?

(2) What would you say if someone asked” How are you?” and you were feeling unwell?
(3) How would you introduce yourself to someone?

(4) What would you say when introducing a speaker?
Situational Conversations

Conversation 1

Mary. Joe? Hello, Joe.



Joe:

Mary;

Joe:

Mary B
JOC:

Ma.ry;

Joe:

Mary;

Joe:

BB

Good morning. How are you?

Fine, thanks. How are you?

Fine, thanks.

What are you doing here?

I’'m meeting Martin Smith.

Who is Martin Smith?

He’s a reporter of South China Moming Post.
A reporter?

Yes. He’s visiting our new hotel.

Conversation 2

Joe :
David;
Joe H
David.
Joe .
David,

Joe:

David.

Joe:

David;

Hi, David, Long time no see.

Hello, Joe. I didn’t expect to meet you here.

How are you doing?

Just fine, thanks. How about you?

Surviving. I'm told you’ve hopped to a famous hotel. Is that true?

RS rEe s 3

Yes, I was bored of working in a company where everyone eats from the same big pot.

Now I work in White Swan Hotel.

Oh, that’s terrific! White Swan Hotel, what an amazing place! What kind of job do

you do?

I'm the Assistant Manager. You know it’s in line with my field of specialization, and most
important, the management mechanism there is better. The employees are paid and

promoted on their performance and contribution to the hotel.

Oh, I'm very glad to hear that. (Reading his watch) I'm afraid I have to leave now. Here

is my business card, let’s keep in touch. I hope to see you again soon.

Thank you, goodbye.

Conversation 3

David Brown:

Receptionist: Ah, yes. One moment, please.

Receptionist ;

David Brown: Thank you.

Don Green: Don Green, nice to meet you.
David Brown: David Brown, nice to meet you.
Don Green: Welcome to White Swan Hotel.

David Brown: Thank you.

Don Green;

“Conversation 4

Managing Director;

Managing Director;

Hello, Don, David Brown is in reception. Please, sit down.

I'm the Head of Administration in the Marketing Department.

Good moming. My name is David Brown. I'm here to meet Don Green.

Good afternoon, everyone! This is David Brown, the new vice president of

our hotel. He will be in charge of the Financial Department. Let’s give him a

warm welcome.
David: Thank you!

Mr. Brown is an expert in the field of finance. So, it is a pleasure for us to

have him here. Now, Mr. Brown, I'd like to introduce the vice presidents

and managers to you.
David: Ok, thank you!



