.

- 368 B B B SR R 58 AL 72 IS I 6

Shanghai International Cruise Training Center

PRI R 55 3
INTERNATIONAL CRUISE

SERVICE ENGLISH

“ LiSERFHBCHREA A IR RN BHRES &

¥ 8 s i & I it



Y.

FiEERMEREAZBIEN

Shanghai International Cruise Training Ceéntar

INTERNATIONAL CRUISE SERVICE ENGLISH

“ bisEFapIeRE A A SR B RES &

¥ 8 s o &K L



TH%%: I & sk W&
RIEME: K0
RS LA
HEigt: 7 &

EHBERSE (CIP) %iE

] PR 4 Al 55 S /It s s il W A A B
Heth” B RE G . ARt PR RRAL,
2014.10

ISBN 978 -7 - 5032 - 5068 -2

[.OE- I.OFE- . OiRFM—ikiR S —%
E—# V. OH31

FHE A E 4308 CIP ¥l A% 7 (2014) 55214311 5

B A EPREREER S HIE

& F: C LIBEPRERR IR AA B B TS
AR AT A R S kL
(EHCRETTMAHET 95 WE%i: 100005)
http: //www. cttp. net. cn  E-mail: cttp@ cnta. gov. cn
KATHRHLIG : 010 —85166503
$H: EES U S
Ril: =T R £ T
W 2014 410 55 1 R 2014 4E 10 A58 1 ERKI
: 787 #A x 1092 &K 1/16
#: 16
. 280 T
ffr: 39.00 G
978 -7 -5032 —5068 -2

Al S HEF I W
L

)]
w
p=d

WRALERE  BED AR
WERREEE, FEESRITHERER



i}

HH

==
2N

ok A EA I, TRAMIE, TR H BRI T E Bl A 45— MR 55 AL
< 52 45 RE LA K JIT IO 3k ) F) e i

ey

=

CHEPRHBEE MR 95 9518 ) & B EPRERAIRIF A A BRI ST HAmE , JF
ALV RES

KRR, A7 LR TR RE AR UM Ao [ B iR 4 2
AR, RS HRAE 2 R B R R B ARV IR AR U AT AT HE TR R, AB R

T EE O E P, SO R R ST AER H R — R IRAE Tl A D BRI Y
Rk, 5 — )y TRER P EEE 5 TSR T

——

B

=

H—, MG, BN EPREREERIE T3 I 2R3, Ok 2 1 [ BB 48 2> WK

HOERYE K2R . A RRE SRR T IS Zbt
Tz (A, Al LAA AT A 50 TS I PR Ae —Z iR 55 i< 07 19 % Mb B2 BB A 7 7K .
ARG

It . ST HRAE IR 55 b A S AR GEI I TAERARUNE , A F7E S
B A R R R N BT AT IR G5 St CSCRATET, TR IR s AN RRR L, i
PERISETE IR = TR

“BRAE SRR . WARABR RS S, fdin 5% AR S A Sl > I AL [E BRIR AR IR 55 AR

A2, 1l
A

W, WA, RS, SERRTIE R SR, AP TSR AT
BRAEYE. AN ER, TR A TARSRSER , i IR
VT AR CXHE" SRR R MR B R SR

wrds

BT T

o, FEEKR, MEEEF. A202777, WEJLPEE 1 EEREREE_E2 AR 5550 1A

— 2R R LI AR B R RIS SO Al N 7 . (ETE SR B SRaE R, BERT A [
IREE

I S 4 T R ) S SCRE IR [ 2 0, o mT LA A i U & e R IR b~ A Y S S



SRINNE. F—E WTEHRSES (EHERE) ; B CRIFERST (&
FORE ) ; B CEHEWRS (HARRE) ; HNE BEKHERST (559
5 ; BHE CBURERS” (BFEARS ) ; HNE CHRRREET (BUEESS ) 5 ik
“HRFE R FHIICR"  (XBFHRE ) o 2BGEH X FPratt Stephen Albert.

ABEGE IR, AT T RSB AT ESCPRE gL, S T ENSNEZ TR
FE IR R B W B TR SR Bl A B Be X A A5 9 5 R I S Hr | [ B s S Jalf
AL HE NGUEE TAE, DI EIE R F BOME A, iR S ER AR R =
Jerds, b E PRERFE AR IE A A B ( BRI R I L ) M SR A
SR L XA S R T OREE AR, IR RO . B TR PR, AR A AR Z
A, T USHEIE, TFBES .

% H
20144F9 5



Chapter 2

Chapter 3

Chapter 4

H R

CONTENTS |

................................................................................................... 1
Front Office Department oo 1
Unit 1 Providing Information for Passengers — ««===+++sssesesesmmmmnnnneeiniiiiiin, 3
Unit 2 Paying for Purchases Made on Board «++++«««+ssssssseserssmimmiiiinnn.. 13
Unit 3 Dealing with Passenger Complaints —«+«««ssssssssrmsserrmemiineninii, 23
Unit 4 Embarkation and DiSembarkation «+=««+r++sssreessresresneemssneaneirereeinens 32
Unit’5 Lostand Found s sessess ssan ssns soas svas sionis sson siomesoms sioims wari siewis s 64 soins oo 45
Utiit 6 Bill Setiletnugitss wus v sias s5n eams voes svvn sows sovnsisnd sone soms 4305 aios 5505 25 6 54
Tour Department -« 63
Housekeeping Department e 73
Unit 1 Housekeeping Operations +++++«««sssssssssuseessminnstimtiiiinettiinienin 75
Unit 2 Make-up ROOINS +++++rssssssrsmmmmsestmimmimmttiiiitstiiis st 82
Ui S iAo SOrvioe +osmmaisradsss v s mmamssimiis i ey oass s s s avams 89
Unit4 Collecting Laundry «++««««ssssssssssssssssemmimmtmmiiitetiiiietiiiiean 926
Unit 5 Returning the Clothes ««+«««ssssssremsrrrrmimiiiiin 104
Unit 6 Locations on Boand s ssss vess vsewsesssisims e s snsnsasspmessansnsesnsessns 110
Food and Beverage Department oo 118
Utiit 1 ReStatrant SErvice ssvsseswssoss ivnsasss vt oanavssansssases svbssssionsvess s 120

TIHIE D BAFSEIVIER: -vormosemeswssnmss cas sinseainsioanimsasioessasss sosiosass oot oo sz enma ansi 129



| International Cruise Service English

Unit 3 ROOM SEIVICE ++++errrrerressnssarsaruaruasomsissarsorsaruerusnssasesrnassasens 138
Chapter 5 Entertainment Department oo, 146
Uit T SHOW TIHAE: =vre e wees vaivn suirs comcnsmmasmisos swan sran swes sas sas swss voes swsa oo 148
Unit 2 Shopping and Photographing «««==s«««+==ssssseeeesmmummremiiiiriennn. 156
Chapter 6 Galley Department oo 164
Unit 1 Cooking Methods «++-++eesreesreesserssrimminiis 167
Unit2 Galley Tools and EQUIPMENt «--+-+seseeeseseseseniniiiiiiiiiiiiiiiiiiienies 172
Unit 3 Vegetables «esseeeseerermmmmmmmmmiiiiiiiiiiiiiiiii e eeneeannaiaaees 178
URNIt 4 FIUILS  +eevreeorrerrnsneanmenemnmneuienetenentaeneetenereneneeneneneenens 183
UL S IMIEAL + v v v ememeneneneneneneueaeteteaeaeaeteaeaenenenaaenanetneeaeeaaeaanens 186
Unit 6 Galley Daily CONVETSAtion «««++++++sssssssssmmmmmmmmmmmmmmimmiiniiiiiiiienne 193
Appendix: BBESHRIBEE FITAIITR oo 199
NI T TR < meome e s s s o s i i 053 4140 SRSV PN R £ 204
B4y TRRUMBRRTRIEE - v covs revs rovn vers e sios ross oes svwrnserersieer oy wnp saos s s s s 244



i Chapter 1 ,

Front Office Department

Learning Outcomes

On completion of the module, you will be able to:
e provide guests with a friendly, personalised front desk service;
e respond to all enquiries in a considerate, professional, and positive manner;
e deal with complaints and log lost and found items;
e take initiative and proactively identify solutions and follow-ups in a timely manner;

e develop the skills and knowledge needed for working as a front desk receptionist.

‘ Organization Chart

I Front Office Manager

I Asst. Front Office Manager IAsst. Embarkation Manager
I
[ ] I
I Front Office Supervisor I Asst. Head Concierge | Embarkation Supervisor

| l l

| Receptionist I Bellman IEmbarkation Officer
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Unit 1

Providing Information for Passengers

( What You Will Learn in This Unit ] 2

1. Giving information about a muster drill

2. Giving information about dining sittings

3. Talking about some cruise ship brands

f 5aokground | =

The front desk is the most visible area of a cruise ship and it is where guests

have the most interaction with the Front Desk Receptionists (Guest Service
Officers). It creates the first impression of the ship and sets the tone for the
guests’ stay. The main duties of Front Desk Receptionists are to provide Front
Desk Services including, but not limited to, making cruise guests feel welcome,
registering guests’ credit cards into computer, providing customers with accurate
information, directing them to other parts of the ship, facilitating guests’ requests,
dealing with complaints, handling stateroom (8&#€) changes, logging lost and
found items, exchanging foreign currencies, answering the calls from guests’
cabins, and coordinating (/) as well as co-operating with other departments.
Front Desk Receptionists serve as the front line of the staff because they are
the customer service hub of the cruise ship. When handled well, guests feel
welcome and happy about the cruise. When handled poorly, they feel unhappy

and neglected.
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Part | Getting Started >>

The following are the logos of the four largest cruise line operators in the
world. Write their equivalent Chinese names under each picture and then tell
the class what you know about any of the four cruise operators.

o Ed

CARNIVAL

CORPORATION & PLC Royal Caribbean Cruises Ltd.
1. 2;
GENTING
HONG XONS MSC Cruises
3 4.

Work in pairs listing the five largest international cruise home ports (H}%t

£3#) in mainland China and give a brief introduction of one of them.

Part Il Studying >>

A. Conversations

Conversation 1
Lily and Alex come to the front desk to get some information about a muster drill from a guest

service officer (GSO).




GSO:

Lily:

GSO:
Alex:
GSO:

Lily:

GSO:

Lily:

GSO:

Lily:

GSO:

Alex:
GSO:

Lily:

GSO:

Chapter 1 Front Office Department

Hello! May I help you?

Yes. The Daily Program says there will be a muster drill. What is that?

A muster drill is also called a lifeboat drill or a safety drill.

It’s an emergency drill. Am I right?

You’'re right. The aim of the drill is to ensure your familiarity with the safety equipment
and evacuation procedures in case of an emergency on board.

Do we have to attend the drill?

Actually, your attendance is compulsory according to the International Convention for the
Safety of Life at Sea (SOLAS).

The daily program tells us where and when to go.

Yes. Fetch your life jackets from your cabins and when you hear the emergency signal —
seven short blasts followed by one long blast — of our ship’s siren, you should go directly
to Muster Station A located on deck 3.

How can we find our way there from our cabin?

Our crew members will be stationed throughout the ship to help you find the assigned
location.

I was told truants might have to do a separate drill. Is it true?

Yes. The crew members will mark down your room number and do a roll call to make sure
everyone on the ship is present. During the drill, our Evacuation Personnel will be visible
to all guests and demonstrate how to wear a life jacket.

Thanks a lot for your information.

My pleasure.

Conversation 2

Carl is at the front desk to ask about dining sittings.

GSO:

Carl:

GSO:

Carl:

GSO:

Carl:

Good morning, sir! How can I help you?

When I entered my stateroom, I found a ticket with my assigned seating time, restaurant
schedule and table number. Do I have to eat dinner at the same time and with the same
passengers for the duration of my cruise?

Well, breakfast and lunch are open seating. You just show up anytime during the specified
hours, and can sit wherever you like.

You mean I don’t have to eat in the main dining room every day?

Even if you have assigned seating, you don’t have to eat there for every meal. There are
other places to dine from pizza parlors to the buffet and specialty restaurants.

I was told one of the best parts of cruising is trying different cuisines.
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Yes, we offer a wide variety of dining options. There is so much food to try on board that

I see. I’'m assigned second-seating dining. Can I change my dining time?

Sure, you can. But you need to talk to the restaurant’s maitre d’ to request a change.

GSO:
you won’t go hungry at any point.
Carl:
GSO:
Carl:  Thank you for answering my questions.
GSO:

information and assistance.

B. Words & Expressions

procedure Ipra sl.d;r,a/ ‘
' compulsory/kgm pAlsarI/ o
cabin /! 'kaabm/

blast /bla st/
siren /‘sairan/

truant /'tru: ant/

’ crew /kru /

visible /'vizobl/

demonstrate /'demonstrert/
persohnél";’ ps:sa'nel/
stateroom /‘stertru m/

buffet f/;'b;iife‘
' cuxsme Jkwi'zin/

mame d /mextradl L
life Jacket/hfe vest

do a roll call

; open seating

~' p1zzg parlor

My pleasure. Come any time. Our office opens 24 hours a day to provide you with
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C. Notes

1. daily program: #j HcHi# . XORMRAE R RBERMIK BB HATHLHE, M5 T—
(iR HAE A5, AHER I Y G 8 . R, HESFNNA, ffnfE, HaA
FLEAREE . UFR T LA TREALATATRE . FFLASS A S0 A )k L HERI S bR S 25 I i) 25
WG Eh. AFREE R H ZHER A HALF R IA AT : Daily Schedules, Cruise Daily, Activity Sheets,
Today .

2. muster drill: Ef ) ( Hlifeboat drill, safety drill ) . HBEEFERIATAT, 4 ML E LA 1E
frdEE], SUORELH MBS, A NI R R T B 25 S 4 (Muster
Station, Muster Assembly ) 515 ; HRYHEEE, WiCosta, 23k kKM S 2Rk

( emergency drill card ) , FSJBJEE F3E. 381, BRI C 7. &Ml LAILERR b
IR BIES M A OALE, IR A TAE AN G 488K . RO TR AR 55 7
OISR

3. International Convention for the Safety of Life at Sea (SOLAS) : ( [EPrifi I Afié
BNYY) o e EPREERHLUON IR EAUTIA AL, TERMINGER . R Rk
RESE 7 THT AL AE G — bR e [ PR 2.

4. dining room seatings: #/TENCEHE. #4552 F4)T (main dining room ) J3 07 BRI,
e ZHMA AW AR B 55—l 5 E6:00PM, 55 “HEIE8:00PM , 5 45 i 1] 1 L
SHRENTEMRSE K (SeaPass, Cruise Card) b WAEFIFALE 5 A MK, AT 7E48 2 1 %
kB A B AR 55 A 52 AR A

Part lll Your turn >>

A. Listening Practice

Before you listen to the dialogue, read the following words and expressions

which may be new to you.

pay asyougo  BRUFHBRIfT, BfifHBAST  shore excursion  (HBAEHY ) b iEdieh
launderette A Bk A detergent VeI
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Listen and do the following tasks.

(1) Write the questions Jane asks.
@®
@
)
@
®

(2) Answer the above five questions by completing the sentences with the information you get from

the recording.
(D You can receive or send emails in on Deck 5 or in . You can buy time
plans which are about per minute or you can pay as you go for per minute.
(2 You can buy one at the
(3 There’s one on
(4) Yes. There is a on each deck from .
(5 The shows are after have finished.

Before you listen to the passage about a passenger muster drill, read the

following words and expressions which may be new to you.

escape route PG ELL, WhALRiE  alert  FAEIRE|--f; SERGER]---1Y

Listen and supply the information.

(1) The time for many cruise lines to conduct the drill:

(2) The purpose of a muster drill:

(3) What passengers will learn:

(4) The general emergency alarm signal:

B. Speaking Practice

'H Role Play

Take one of the roles according to the situations provided.
Student A: It’s your first cruise holiday with your grandparents and you’re very curious about the
trip. Shortly after you get on board the ship, you come to the front desk to enquire about

something.
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e You want to know if drinks are free on board.

e You want to know if there is medical assistance on board in case your grandparents need help.

Student B: You work as a Guest Service Officer (GSO) with Costa Cruise lines. A guest comes to
you and asks you some questions. Answer the questions using the information provided
below.

e In the buffet area, an ice dispenser and drinking water, including hot water with teabags, are

provided; cocktails, coffees and other drinks can be purchased using the onboard cruise card.

e Sea sickness tablets are available free of charge from your Office; or an infirmary (FE55%) on

Deck 5 is open in the hours shown in the daily programme; a 24-hour medical service is available
in the cabin which sells basic medicines and has primary care provided by the onboard doctors

and nursing staff with an extra charge.

Exchange roles.
Student B:
e You want to know if you can get your breakfast served in your cabin.

e You want to know something about the service charges.

Student A:

e Cabin breakfast service available (by payment), need to complete a special menu, hang it on the
outside handle of your door in the evening before going to sleep; snacks can be ordered 24 hours
a day with a phone call, provided with an extra charge, a service charge of 15% on orders of wine
and drinks.

e Service charge calculated on a daily basis, charged at the end of the cruise, paid to the staff who

provide the services on board.

Group work

Do the following task in groups according to the requirement.

Costa Cruises, the largest Italian tourism group and the Number 1 cruise company in Europe,
was the first international cruise company to enter the China market in 2006. Since then more than
a dozen international cruise lines have established their agencies or expanded operations in China.
The following are the four cruise ship brands and their ships that have entered China. Search the
Internet for information of these cruise ship brands and identify which cruise line operator they are
owned by. Then choose a cruise ship brand that your group is interested in and give a PowerPoint

presentation on it in the next class.
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Cruise brands:

(1) f"‘»
@ ta Costa Atlantica, Costa Victoria, Costa Classica
CRUISES
(2)

Voyager of the Seas, Legend of the Seas, Mariner of the Seas

3)

Nz

PRINCESS CRUISES

Sapphire Princess

@) .

Celebrity Cruises® Celebrity Century, Celebrity Millennium

C. Reading Practice

Read the passage and answer the questions that follow.

Cruise Ships

A cruise ship is a floating resort, a complete city at sea: hotels, restaurants, casinos, lounges,
day care centers, fitness clubs, and malls all rolled into one. Cruise passengers are its residents,
and as residents, each passenger is equipped with an identification card that serves many onboard
purposes during their vacation. Cruise ships have all the choices a fine hotel has to offer. They
not only offer deluxe (5£*£[1]) accommodation and superior dining, but also often have multiple
attractions and amenities (ffi F|15ifii) right on board for passengers to enjoy.

Operators and cruise lines

Operators of cruise ships are known as cruise lines. Cruise lines have a dual (XUEE[F])
character; they are partly in the transportation business, and partly in the leisure entertainment
business, a duality that carries down into the ships themselves, which have both a crew headed by
the ship’s captain, and a hospitality staff headed by the equivalent of a hotel manager.

Historically, the cruise ship business has been volatile (ANFa i€ 19). The ships are large capital



