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INTRODUCTION
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You arc in a line of business known as the “hospitality industry”.
Our aim is to create a ‘“‘home away from home” for all our
guests.
Just remember to practise traditional Chinese hospitality:
¢ Give guests your best in service and in kind.
¢ Let them have quiet and privacy — unobtrusive service.
$ Anticipate their needs — don’t wait for them to ask.
¢ Give way to them (stand aside and let them go first).
VBT M R —THE R R B I 7 ATl . RIS
ETHHEREZAE R R BT HESF,
FREADL T R FE S
CUEARHRENREORERHER,
UEARBTRE, TXTRABRFH——UWRE %o
cEMEANTERARA— AL A01E 2o A e
cBARANIER CGhE—-%, LEALEE),

Another name for hotelkeeping is the “courtesy industry’”.We
believe in old-fashioned and good manners and politeness.
Practise these till they become second nature — till you are
courteoys automatically.

RUEEH, XRGLAGL", RIOVBBEEHRIFIER
WAL, RESRPEXERARGE ZRIE—E 2R
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Also remember to look for “cues in the environment” when
dealing with guests — those little hints to tell us if they are
happy, satisfied, comfortable. This will help us to avoid making
them' discontented and angry. Before the point is reached when
guests complain, we should have noticed their dissatisfaction:
¢ tightened facial expressions and changes of colour;
¢ impatient movements of fingers or feet; (drumming,
tapping).
& a sharpness in the tone of voice.
When these‘‘cues” appear, -we should immediately apologize,
and put things right.
C EEREAM, ERRRENGT—FBHEUMIETRS
ERGEMIZERY, REWE, REME, JHYTRI
BELEATHANE, £FABRETHERTH 2, &N
8% B MBI A HIES, 40 ‘
CEHEKAE, REXR
< F IR W ETR M by
cREERLA, BB,
REAROR” IR, 8 RSTENSE, FEE IS EAT,

Different cultures have different sets of etiquette and acceptable
ways of behaving.
e.g. Westerners do not think it is rude to contradict or dlsagree
To many in China , this is not acccptable
In China, however, we often laugh to hide our ignorance
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or :when embarrassed. Westerners may think you are
laughing at them!
GOOD MANNERS MEAN YOU NEVER KNOWINGLY
UPSET ANYONE.
X EGEARE, RELUGHRSES LG F & LR
Bl BHAFSBANARBEFRIGELIL, B EFSPEAR
Vi, XERREEZH,
RIMNEGURREZACHENRED, ﬁﬁ)\ﬁl"v\ﬁ
PR TE AT
BRI RERREARS ARKE,

‘BODY LANGUAGE
AKIES

Although the principal aim of this book is to help you use
correct and courteous English, there is another way we speak
to people without words. This is by our expressions, gestures,
posture, and even appearance and personal hygiene. To neglect
any of these is implied rudeness because we do not respect the
feelings of our guesté. v
There is a well-know little mnemonic (memory-aid) you must
remember: PLEASE! : .
BT E B TSR MEMRN ILRMEIE, R
i, BNVE R H ABHEH B —F A A il s 52, a2
B BAGFEE, FROEE, U ERAADEEET . 20
KA —3, 84 BRI, BOXBhERNAEEZANG
BiF,
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PLEASE (i# ) BAMAME XL,

Posture, presence, poisc’ € N )
Look and listen CEFFNT)

Expression ' CEE)

Appearance ()

Speech and smiles QUATTE S
Eagerness to serve (BuLR% )

POSTURE: &
Posture is important for your health as well as your appearance.
Weight should be balanced evenly on both feet, shoulders
straight, chest out, stomach in. Slouching and leaning are bad
habits that will spoil your appearance. Don’t walk or atand
with hands'in pockets or on hips. Don’t cross your arms.
CBRBRD VRIS, WA RRRELREEY, W
B, WMZTH, RBEEE, WHEER, BEHEgs, B
WHTR, ML RARTR R, SHRTHEENR LSS
oLk, AR FHE DRRREER, BIEREREL LR,

PRESENCE:. R

Everyone who wants to impress others must have a “presence”,

but this is especially true in the hotel industry. We are a little

like actors on a stage.All eyes are on us and we must project

a.good image. :
{EMBR BN TEI R AL A “RE", il

RELHRXRE, BIVE REFES LIWIRE, Bif i B4
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POISE: {&

Always maintain control. Sit, stand, walk and talk well. Work

quickiy, but do not run. Act like a lady or a gentleman, and

pecple will treat you like one.
Rl 4, ¥ ERRRIEHESY, THRE

W€, BEREER, TAREES ML L, X, BIA

Yo S DBRE N B 0y B (IR,

DONT:

- Pick your nose or nails.

— Yawn and stretch.
(if you do so accidentally, cover your mouth and say,
“Excuse me”).

— Smoke.

— Look at your watch all the time.

— Eat or chew in guest rooms, corrido;'s, or in sight of guests.

— Dick at blemishes; touch hair, adjust inner garments, or
otherwise tend to personal hygiene in public.

— Place service cloths under your arm or in your pocket.

— Cough, sneeze, or spit without using a clean tissue or hand-
kerchief.

— Bite your nails or scratch.

— Sing, whistle, mutter, or tap your feet.

— Jingle coins, keys or play with paper money or your jewel-
lery. - ,
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—EERBEA. AR LARAEAG R L, BEE,

—ERNER, BELR, EBNK, AYABELA
TAEZE,

— R ThEARRERTREETRE,

——gk, FR ALK, FHTEKY KT W,

REH, vk AR & K,
—ERET, SRARTLEHRARATAIA ST,

- LOOK AND LISTEN: B fu{#If
‘When guests speak to you, maintain eye contact (without staring)
and listen. Don’t look about, or give only half your attention.
Nod, smile and say, “Yes, I see.”
FEARREIEN, E—EREMF (FARTE), BE
BOMT, JRKEEROAES, BA%. %, iR
M, REHT, ”

EXPRESSION: i

Maintain an alert, interested, and friendly expression (or sym-
pathetic, if necessary). A sour, cold, bored expression puts the
Buest off,
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B —FIE, SEMRFHES (LEH, BA R
f0) MRS, B3R, REHRBLSCEAER,

APPEARANCE: (4%
Bedy Cleanliness S{&i&&
A bath should be taken and a deodorant used daily. Clean

undergarments should always be worn.

REZBRUEE, HERRRM, ZREAFTEHEHNK.

Skin g fk 338

Skin should not be spotty. This is not always contrellable, but

cleanliness, proper diet, fresh air and plenty of rest will help.
RRBETETS 58, R XA ZR ORG Y, BIRFFHE,

&SRR, REH B ST R AEE T R,

Make-up {kfir
Make-up should be moderate. Heavy make-up is out of place
with a uniform and will soon become messy in the heat and
hurry of your work. “The best make-up of all is a smile and it
only takes a second to put on.”’

L BEY, ZLHRATRIETH mAEREMIAE
EHBRTRIERETRET. RFUTHREETY,
ERTBRH-—DHRTHE,

Hair L% &%
Hair should be short and neat and should be shampooed often,
For ladies, if you wear your hair long off-duty, there are many
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pretty ways to put it up while you are im uniform. Male em-
ployees should not have longer hair than the majority of male
guests who nse the hotel.

KRR ETEE, SEEHER, MHRME Rk, M
REHMTHEHRARARRGIE, WMo LHbEL2HTH
A REH LR KRR . BHRS BBk R R TR A A
SHBEHLRER,

Teeth FiHDHE

Teeth should be brushed daily, and should be checked by the
dentist regularly. Poor teeth affect your health as well as your
appearance. Use a mouth-wash and be careful about eating
highly-seasoned foods before going on duty to avoid bad-
breath.

BRMEBF, WEREFEEEHRE. SFRLERIH
#, DPmMEE. FIW, SEROMBD, LREFEOL
SRR R A, LAGRY ER R %k L,

Honds QWEDE
Hands are important in the safe handling of food. The health
of the public is in your hands. Hands should be kept clean by
wéshiﬁg often with plenty of hot water and soap. Use a. nail-
br!ush and clean under the nails thoroughiy. Remove stains from
firgers with a piece of lemon. Long red nails for female em-
ployees are not allowed.
CRFERNRHHRLABEERRE, ARNTAERERLRY
Frf. RERARBEMBAMBRN R IMEEDTHRE, &
8
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PERABFHERMRFT &, A—ABEars L5 5
F, RS AR RV RIE TR P

Feet 2ipipm
Feet should be treated carefully, Tired feet may be helped by
soaking in hot water or by putting them alternatively in hot
and cold waﬁr.

BUMOP IS, RSO R B TH, %
K A BT R B

Shoes &7 H97FE
Shoes should be of good quality and a good fit to give you

proper support. This is for your own comfort and to prevent
future backache and foot trouble. Shoes should be kept clean
and in good repair. Worn-down heels on one side will put your
body off-balance. Having an exira pair at work to change into
during your shift will make you more comfortable, especiaﬂy
if you have been caught in the rain.

EERBHHET, AMHMEETRIB RGNS, K
éﬁ:@’%?ﬂﬁiﬁﬂﬂi&%ﬁ AEHABEMR. 7 ERHFE

s FRATRIFRE, —0BBRGEER, A4 RMSHEREE
@r LEEN, SRA-REFHTR ZASERERSE, 4
B LFR, ik,

Socks and Stockings #F
Socks and stockings should be washdd after each wearnng,
They shouid be the proper size, free from Tuns and holes.

9,



BRETORTRRE. RTORTESY, TEedh
FILWERT, ‘

Uniforms #ifR

Uniforms should be worn with pride and should, therefore,
always be clean, well-pressed and fresh. A sweater should
not be worn under a uniform. For ladies, hem of slip should
not show and dark slips should not be worn with light uni-
forms. Uniforms should not be worn on the street or any other
place, except at work.

SERIRREA —Fh 2%, HLERES R ERIE, B
MFet. RERRREE FB8XR, MlRE AR, HEBR
ARENE, BAEEFRGHRHZRAHE. SRREL
ERER, CEERY SR P R Y

“Aprons i@
Aprons should be clean and neat with apron strings tied in
a neat bow.

BRZERN, RN T RREF M BIRL,

Jewellery {54y

Jewellery should not be worn with a uniform. There is a
danger it may fall off, or stones fall out in the food. A wrist
watch, plain wedding ring and cngagement ring should be the
only jewellery permitted. '
FEEFHRMER MY RERENRE REHRIAL
BLBE. RAFER BHENEE. TBRERAT R R
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General Appearance ¥i{kipFE

Check your appearance carefully and have another employee
check it for you before going on duty, and often during the
day, if there is no mirror. If you must fix your hair or straigh-
ten your tie or stockings, go to the washroom or somewhere
out of sight of the guests.

Be conscious of your neat, clean and pleasant appearance
and it will be noticed and appreciated by others.

LR, B/NLEE RO ER, BFERRERRE
BE—-k. BREAR T, Woh HEHHEAR, BiERHES
WHTRE, WRELABRALEK, FERHERHTHIE, B
BIELEFRBAAHEAGBE LT,

EHEBE ACHARBIIRF. FEMEE, 28 K
FEZAZANTEAMEHR

SPEECH AND SMILES: =53

This course wiil teach you what to say (and what not to).

Every culture is different. Try to appreciate this. For example,

Westerners like to joke, so please don’t take offence.
EABEERZUG LA ZRG 4. BB AR,

BEELSPIXFHE . Bl BHABKRFLE, FOREHA

k. ' '

* Don’t use coarse expressions or slang,
* Don’t use swear words, even in Chinese (which many

11



guests understand).

* Don’t try to be funny or smart.

* Don’t call foreigners “Kwei-[o”* or other derogatory terms.
You only degrade yourself by using such terms.

* Don’t imitate someone’s speech, accent or tone of voice

like a parrot.

Your tone of voice must be pleasant and controlled,

Never shout or use sarcasm or be impatient. -

Above all, SMILE, even if you are a girl, and you were
taught to be reserved with strangers.

Guests are not strangers — they are friends of cur business.

Remember to smile with your eyes, and not only show
your teeth.

On the telephone, put a smile into your voice.”

CAEERABBHEARLRERSE,
CAREABANE, WEAAERBERR (F54E

ABRIIE),

FERARREWN &,

Z%%ﬁﬁk%)ﬁ?ﬁm%%ﬁxﬁﬁoﬁmﬂ@*
WRERKGECH S0,

CARKBARENH, REBANER, v FAFEB,

o RWEARELARR, ERAATH, TAHBAR
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cRENTREEA—RNRENEL L H P&,
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