S ERHERERS 5EEE b R 5

“M.

ORI 25 B i

BME TH / KREE H B IR

AR R




| S ERAHERERS SEIEE LRSS

TR R 55 D 1

BE &% / XRIRE K B BER

AERZ AR

B 7



Wk | T

7 45 28 4 R W AR U R 457 o A, VT PR AR A A S 3 , 45 I 6 AR AT L R R B B S AT
e BRI E ARG B R THARBEMRL S EES, TEMAREREERXBIIRS ST
A, A RS & B TR S A I, DA B LB R SRR R SR 1
HE.

ABBMATHRELEERFNTRAEAS, BE UEFHRE, UFERRLHBERKHUT
M IR BAIL Y R ERAIR, MR RE e 4B X%, AEHREST, AT ST &
B2 A B R F KR RYGER B R, BB RS SR, ABHA R A YIGMGE T E RO
Thit.

A =5 8 T HE by Bl B 2 e 0 400 15 I % o RO O, T MR R R U AR Rk FE R ML E BRI
5y b i 3 I B

AHHAREFTEXYHELP RS, TREEABHE.
KA E , B AE., SMEHAEIE: 010-62782989 13701121933

BB 7% B (CIP) 88

TRE RSB/ R EH. — bR EHE KL, 2010.7
(4 E RO 305 e e R 95 5 % M R 5 AL AT )
- ISBN 978-7-302-22600-0

[.O%- 0.0 0. .ORE-HERS-FE-EL¥EE-HH V. OHI
o B R A< B 4 CIP B4 %5 (2010) 5 079725 &

WERE: K F H

wmEL. X #

FENHE: THH

HARE 1T: HHEKERRAL M Ht. S EERKEERAE AR
http: / www. tup. com. cn . BB 8. 100084
it B Hl. 010-62770175 Hp M. 010-62786544

BBS5iEERS . 010-62776969,c-service@tup. tsinghua. edu. cn
B B K . 010-62772015,zhiliang@ tup. tsinghua, edu. cn

B & LRNEESRRAOFRLH
2 W 2EFEHE
F A 185%x260 ED .14 F ¥. 318 TF
(ME& 13
B R 201057 A 1M B k. 2010 48 7 ASE1 EDRI
= #r: 25.00 7%

PR HE . 038286-01



£ fE:
A WA

Al x £

CEBF B—%
R#E WEF
ViEE SRS
F B

kK OB ES
xNER OB
4R M I
Emik WA
XNEW H

MBER:
FRE

MERIESH:
£ 4 wAkA

ERA.
R W OE

4
R 4 AR
R

BXE
% B A
-
&F N
FAH

5 OR

%

MEERS

e & 3

Bk &

Iy gk 5%
L ES

Rt # R

At HEBEX

X EA
RARFE

FEA

i 3
Z4p 2
F
FELE

5 4 %

e 3

Rk
Y
k2%

I R
F ¥
KR E
B
245K

0 E K
KX H
FXE

I 1BR
254
T
¥ K
L F¥



T
n
.
V.
49 4
& e
s A

i

-
a ¢ e

MEREREFRABRONRAERSHBERRE, X
ST TR AR W 8 , B M 0 X 190 F 52 40 B 0 S B 0
AR R, EE R RS B AR AR E N AN T s,
B B RO B KR B 4 7 0 5 DRIV R B3 5, B TE 20
B 2R A TR A0 BB N7 R AR LS ES; KAk
HR B A B 2 B3R , Ml e DA L3R 3 5 R 3 Sk T L 2 IR 2
B b B ELIE 1 B0 31 T

MR E R R W R A 7 KA 1 (o R W B A ) B
7R ,2007 42 30 E A Al A B K28 1 542, 5T , 2008 4F2 ik
W ABGE 1,71 12,2000 SFZE S4B SALE M 2 RIEWRBR T
BIWHET , E N RERIRA 11. 7% B3I, 5 W o 7 3 452 ol
Fto HETHESSIRREE SR WA A SRR E T MRk
B U R o 55 88 T R U 2 X AR W 45 U )
HHH,ERENKSTEE | TRTIAESHEERS T, 5
BB B AR WAT L BB AR 140 BAAEET L B S R R .

HeWEHE b STAL AR B 7l M0 30 | 7E IR G AR BT &5 T B0
AT IR KR R R SRR RS R R R
S MBS I R IR R B AR 8 i
EFEREEBRRANER, BATESRARERS 25 2B
MEEE, ARESF LB AR ERENME. BEX,
BEE 2RI R X R MR R RE S F e
M E 35 £ B 70 TR [ 36 A, R A B 38 [ 78 I I IR0 0 30 4 A 4
N RERML KR BRET —EETREORFIE,
St ,2000 47 [ 5 B2 K 5 2T 308 it € 3 T b 5 R e 9
BORE LY , M b B IE 3R 0 52 [ R A 0 O A ST RE L, X
B3 v e A o EBURF B 45 K AR BE R

YT, BEH S BRI L A R R, UL M W SR



Tk IR EEER KRSV NEBEE TR SER T B AR SHE R L% E KA
e, SRR WA AA QT RARE T ERNER, EXERLREVRANOTHES, kK
WAt R EBML R TABEH NA B RSH B & 58 AE R, Rl
£l He 7E PR e R 2 TR BRI AE T BT M e R A B IR R 2 B B R 1Y
AU 0 A W 2 B Tl B A BB T A A B % B B 24 A R A AR Y R

HMREBUEE RBEE" S LARZE HHEA ERLRTR RS LEE
RV GRS, h BN SR R BAR WEASRKRETHER, RINASR
AL BB A S R W 2 B AL SO B B S B B I TR B B R 2k L Bl B R 2
B ST B 2 35 M TG B AR 22 B . IS BT B AR N B R 22 B & P Bk
Foat o E SRR ATAL AR BEAR KT E BRI AT AL W B 2 T E R AT AL BN T W iR AT
MOFEE BT LRSS L H R A B RN R ATAL LT UL B AT
A H IR A R B YIT S 4 A X B9 3T T A B I e R A 4 e 8 AR A BT B i B
W B E R W LBRENNEANDEL R B S RFECLLSE KRB LRETER
SIS, B 70 HE R 7 BRIl 35 3 B S AR B M B A % L B R, T I b 4B IR U AR &
BrfE S I b S 2 R AR L MR TR

P i B B T R 45 B R B SR A B A RFI MM A TR EBSES X
BLY B BB HE A R R R R NG, SR P, R S R R R RIS
B E AT AL IR Rl R B0 S T S RIS R, 2 T B B 5 A S
e W e | LA e el T, i TR B e ol S A IO R SR M, S A R D AR L
R AL RIS RS SRR AT I R A, Y B R R 15 X BB P A P 45, SR BUE ot 2
F 38 G AT 5 K80 B 42 VR B 5 0 , 3 R T Y 2R UM 4 U

A4S 2 B M R Bl R e A T o A B R AR AR R, DA R I 1R A
MR R B AR Y R BB A RIARRE RS S TR NRENES
b 55 IR, A BY S A B R BB SRR At SRl B R L, '

RER
2010 £ 7 R



HRWAE N SRR = b B0 SR, E R BR A 2  F A2
T ERAKERE WERIEHS GRS EEEE
BRI, LD R RERSEFERGEES,
CRESHERD EABREEENMLE. T mMEksiknl
BB R, E 5B 5 23T 2009 4E it I8 ot (6 Tt & B ik
Weoll R L) , e Wl B TF S ST (B R 4 B R S AR
k3R 3 T s 3R TR BORE B0 B K AR RO

% SRR R E R R, BRI N RE S, L
& INEELREERERES, AMUEREEERORESR
I, 0 0B E SR Bk B R T — R T BB B
FHE, MERBIMREN TR, AR RN EETR, &
R E R E R E S R R B A TR, MRl Al A B B
KBV RRE AR EEEWERERWEE LRSS KTES
RBEE ., |

X E RS IR MR B T 53 %, ISR U AR S B
TSR B BB , 10 B A PR 5 R b A B 3R B R 2 B
BREBRNEE, FHERSMKHRETHER, BRESA
TR E R SR L RAAL , RIVAR S £ E— RN RWHE
WAL RIS S L KR, SRR O BIE T B, B
SR B 2 A R MR RS M B 1S B R, B AT R S T
R E MW RE

AR BN B B R T L A B, R R
TR MIR B B , 5 SR AR S R BT B E R, B
WEE SHERENLREE, &4 2 HPL ST RA RN
Fo3E R M 52 T R H 00 4 o (AL, M 2 s v 0 v 25 AT
T RERIE OB RARR .0 SE, B E SRR, X
g A B BRI 45, v 2R 0T 7 . ORI 4R, et 9 B i R 4




e W;ﬁﬁﬁli% =5

'ﬂ % 40 »;{jw

5, hRBER VG, R R T A, 8 E M E T IR RIS 3
1, SEEE B A RRBR LS,k LAk 2k, AFEIRL B4 T4 LA 4 8 3L,

AEM AN HRHBAABRKBRHE, DRESIFNMNAE I N E8, BEE
PR AR 050 5 ol 42 BB R 5 TG S5 P 3 R A, K PR B IR RS B R 5 5 . T e S AR A L 5
B EEAARERESHERITRS SERSEALEAN, B RSV E
St TAE IS4 S U, DL B2 LUBU Bk RS R Y

ABWMATRIEL BRI NOCBEFESE, B MUES N0, U BL" I
HEHR, BA R HH AT T SRS TR R GEAR S RS A E
T SRR P B R SR R, BRI — R AR R . A B EEE AT
ol B 8 8 A A0 B 45 2 I 2 TR W 0, ol T P O B R b A R A 3 R
B A 5L B B 0 55 VI 06

APHERERTRETRENHAKES  HEISHIFAR, KEE AKBEIEE
ROHAEAFEEGRRERERS UL TREBMBLELFENMGEE, EEST %
B(E—BT S+ ET S+ 8T B+ 85T), E (B BT SHAT), 5%k
WP BT ERB(EART. B LA, BRL(BAET.SAET),
WE(ETS8T S HART), REE(S T NAT BHELT), BE =8 . OHF
(M), RER B (FF) , ERFAFTA BRI,

ERERBRT, RNBETARARFERESTENRSTBREN, FBATEHE
RS LR ERAEML S SN R RES, EREN ORI, BTFEEX
EARR, BPRRFERE 2L, Bl REEFH KIRELATHIFEE,

ABHAERT TG SEIEROBERRLRELI B,

W OF
2010 £ 7 A

Vi




~ =

Aontents

Situational Conversations «-«sr-cssrrertternriieeniienninenianiinen.

Conversation 1 The Sense of Service -:-ccoveecerieorciania
Conversation 2 Choosing Your Hote]l «---cocerereediencnenn.
Summary of the Useful Expressions s-ceeeeciimerriiranaiie.
Classroom ACHVItIES «ererersrsrtirrrsiiiirariiiisseiieinstiiisonsnsos
“Green” Hotels and “Green” Hotels Association «e:rereeeees

Situational CoONVersationNs  rrrerererrisrcitarestriiiraricinasisiaan

Conversation 1 Making a Reservation rersererecrssrieieen
Conversation 2 Desired Room Being Fully Booked «+---:
Summary of the Useful EXpressions ««+«r-ereeersreorncaneeaans
Classroom ACHVItIES  v-revrerereorrmercroniaeraciiecniieiacirennnn
REAGING -+ vrcremrreeeemmressimmrt it ses et e e e e
The Duties of ReservationiSts ceerersverersersroseetracesaeeses

EX@ICISESE «orcrevrtsercrsmettanaiioeitiitiioetieieriaitidoniinesnssesans

Situational Conversations «:--c-ccvririmriiiiiiiii i

Conversation 1 Showing the Guests to Their Rooms :-----

= O O = L R WwWN

—

15
16
16
18
19
20
21
22

27
28




English for Hotel Service

.......... @ s EE

Conversation 2 Depositing Some Valuable [tems so-ereorevoremieiriiiennanna,
Summary of the Useful Expressions
Classroom ACHVITIES  «+r«rverereerarearnenarnnenvercresrensnnesverens
The Duties of Doormen and BellDOys +--«++«s« s sessteanneeruernnerssesnsenens

Exerc'ses SRS e P R S § S SRRl CeRe s s R s e e e e e e el

29
29
31
34
34
36

Situational CONVErsations «::«ws--:sxeersvensesisruermicnsneniieimn ettt

Conversation 1 Checking in Guest with a Reservation — ««c«reereserveneanen.
Conversation 2 Helping a Walk-in Guest «++ee-erereeminiieriiaiinnn,
Summary of the Useful EXPIEssiOns  «++s«+essssessssesssosssnsersonsosnannnneans
Classroom AGHVIIEs --xccrresrrereaserssmesenars mammerensodinssmratsessns son v s ace
The Duties of Receptionists and Reservation Clerks «--:s-sseeeesessreremeanne

Exerc|ses o5 s e B a4 sac ees Bes e eM PeR BAL EED FBE H4a REL PO B tas ore ebe Ay abe oo SAS N eE PON KA AR ANT B o

41
42
42
43
45
47
48
49

Situational Conversaﬂons 08 DU S 0B Y 140 UBE 00 BEE EET E4 VUSRI RSB RO BOE PAB AN RO RO B UGS BE Y

Conversation 1 Receiving a Phone Call  +++«eeereeisrmrmveosemmnmuinnnannnenns
Conversation 2 Explaining the Way to Make Phone Calls «--:eceeeveereeens
Summary of the Useful EXPressions  «estesreresenmrsiriesiniiiiaiiiioiomcienan

ClasSIOOM ACHVITIES  ++vtverrrsesetuunesinumeannstetuneeennarereernsomersansernnreennnns
The Duties of Switchboard Operators ««-«:-«xeeseerersusrevimarninniinsisiseenen:

(=] fol -1 T - S T P P

54
54
55
56
58
59
59
61

Snuaﬂonal Conversatlons med stuevenci it eneorr Bod Tes B eB ORI AL EsERsABAA I Fe T anb aae aus

Convcrsation 1 Asking the Way R R T R R R O R R T R L R
Conversation 2 Clty Tour @80 $4 0 BN 2 ea LRI S20 N R PP PRNL 2P BsL CEN L BT AR a2 p ons B0

Conversation 3 Leaving a Message +e+tteoreereresrtiiiininiiiiiie e

Vi

66
67
67
68




Contents H 7

S\]mmary of the Useful EXPIessions coreeterrvirrieesiviiiiiiniiiiciiii s 69

Classroom Activities

The Duties of Hotel Desk Clerks «sececververreeaiiiiaiiaressarioacnesencsssassanans 12
Exercises -

Situational Conversations -«-«-cccotiiriiiiiiiiiiiiiii i i e res s s ssb ceanaeees 7O

Conversation 1 Exchanging Money

Conversation 2 Changing Coins = «--ecocerereeee

Conversation 3 Checking Out T P D R T TRTT TP P 1 |

g 1 |
Classroom ACtiVIties - --ccvvrireiiiiiiiiiiiiii i i i i cre e s s s e 83

.
-
-
-
.
.
.
.
-
.
-
.
.

Summary of the Useful Expressions -

Reading

What Does a Cashier Pay Attention to? --- .

EXOrCISES ccrverecreriatitiitiiriissiotiiiaariratrsscssnserencnsnassns

Situational Conversations -««-:reeeeenees

Conversation ]_ Cleanlng the Room D R R R L R LR T X I T 91
Conversation 2 Turn-down Service‘ R TR PR R P PR PR PRI ¢ o}
Summary of the Useful Expressions tetesruesseiesiate sttt sinarssesacnsanancnasres Q3

Classroom ACHVItIES -c«-cccormmrriniiii it it i it i s tie reesae vrt se s e e 94

Reading

Housekeeping Department — -=+rreereeorss

EXOrCiSes ---crsveeserectnmitiniiiiatiiniiariresorssisrcsanaanns

Situational Conversations T R PR TP R TR PPR TR PRI, [}

Conversation 1 Laundry R R TR T T T P T 1 6]
Conversation 2 ROOM SEIVICE «rrtrecsecccsrsssnscssscsssssicasssssssnsssscersses 104

- 105

Summary of the Useful Expressions -:-----




Classroom ACHVILIES srrrertrrarreiiiiiiiratrerritestrsiriserescasrisserssnnsssessenonssns

Reading e e E e e e aea e r s eea aie et el rseen ata et sea N Ee abe ban Baneas sesasean0 s ata sbenasnys

The Duties of RoOm Attendants <=+ «recotoeeeseascuiesersraseerssassscassesseaansons

Exercises GRS § RS SRR SR S SR S SRS SRNES ST SAEEE £ eo T e eie v ain s main v, wre

Situational ConversatioNS s+t setsresaistitriiiiniiieeessiiieeeassoncascnsnsrssncnnses

Conversation 1 My Key Card Doesn’t WOrk - sserrrereeeessarenseninions
Conversation 2 I Can’t Stay Here Any Longer -eceoreeemerreseeiiiinenes
Summary of the Useful EXPIessions ««-«-sseeeesessemmeiiuieraiiiesieiicnnnn

ClasSroom ACHVILIES «vrrrereeeertrrmrneesensiniineresiisses sanesssissrasenannsssonnensons

=T T 111 T T O
Hotel Safety Regulations Abroad -« «-e=ceeeserusteeermntimennninennaniansns

EXBICISEG v wommns 5 cvis vamns s s £ spmy Soues Gumim s awess SERVas § S8 ahene Sie

Situational Conversations AN SRR S SRR LA SRR SR L

Conversation 1 ReCeiving GUESLS  +++verersererersvennsersmcenmismreenanniien,
Conversation 2 Taking Orders and Giving Advice -+ veerevniiiianinnnii.
Summary of the Useful EXPressions ««-steesrssrsssteismmesianennnemennsonnnn,

Clagsroom ACHVIHEE s cms « smsssammensues sowmus swsas sawas 5aes soaive s 3485 Sdnomasios

2T e 1117 T
The Duties of Waiters and WALTESS e st resrescastnsssiasrssionrasssocesnsnes

EXOICISES  rreeerernacttasnrtaeiuianiatanantsrttontaioneesnssssscarsssasosnnsssnsessnsassses

Situational Conversations L

Conversation 1 On Duty DR T T O Y
Conversation 2 Serving the Guest B
Summary of the Useful Expressions @S 4B PO HUD EOS EET OIS NN SR O SN PO A ara s

Classroom ACHVILIES c-cvrverterttiiaiaieiiieiiaiieitttiierietatiniesssosstesssenarsssessa

Heading L -

106
108
108
111

115
115
116
117
118
120
120
122

127
128
129
130
131
133
133
135

140
141
141
142
144
147



Contents H#

What Does It Take to Become a Good Bartender? :eceeeccecrierireninanains 147
EXOICISOE  co- - vomee cmnvme smanss snswes awusss svnsos sas wasews oieads & ownes o 587000 o 00 de 0 itnae aol 149

Situational Conversations  cecceccriiiiriiriiiiiiiiniiiiiiii e e e e 154

Conversation 1 Booking Air Tickets =ccrrrsvvsisnscirtiaisrivitsrssncassseeness 155
Conversation 2 Copying and Typing :e:::-«ssteserresecrrernmnerininnaienn 155
Summary of the Useful EXPIessions ««srecseeesereserssenrerererinunnreeaeens 156
Classroom ACHIVILIES «+- ocerrermrmamiiii e v eee e e 157
Welcome to Business Services  rerercesrreciresitiisniscanrsssssassinscnsnassssse 160

EXErcisSes :r--vrrecrrsrrrtaratissisrieiisistiistsasstnssrtatisirassasisrsserossersssnersars 162

Situational ConversatioNs  ccreesrrrrrritiriiiiieiiiiiiniiiisiiiiicii e nseinises 166

Conversation 1 Choosing a Pearl Necklace «-+crorevrreveriiverienniaacins 167
Conversation 2 At the Arts and Crafts Counter seseersseesicriniinaaanis 168
Summary of the Useful BXPressions «:ese«ssesssvrsecersssneininiiunes 169
ClasSroOM ACHVILIES -+ ercorererreriritiiiaireiiiiii it ieisnntasnseeravnenses 169
REAAING ++e v vrreresreressrnieriiee it e e s e [T]

Main Duties of Shop ASSIStANES cecrrrseresetiineiiiiiiiiiciciiiieiratinneeiesensse 171

EXercises iireveerarsiiiiiitiiiiianniisiisiiiaisstnaniinisissasessiisiisisisiasniisiiaass 173

'

SItUALIONA] CONVEISALIONS  ++e+vererrereecaresasrassriariarenensnssessrenensensensesces 178
Conversation 1  In the Night Club  +++-seeeereseermenmeiniiiiiieiniie 179
Conversation 2 In the Fitness CEenter «««ce:ecreesressnensiiresnssissmncassneess 179
Summary of the Useful EXPressions s« +s++etssssrssemaciuinniciiinini. 181

Classroom ACHVITIES r«tervreerrtiteesineimirinseieiinineienisiiiseseinsisesseesecsees 181

REAdING rrrereererrnrrrrerimmenirs st et e e e eee e e (83
Job Of the Fitness WOLKEr «++cerereeseseerrresiarnmnarasneraeerisanessseiisnsseens 183

EXGIOISOE sowss somwen wommes somms s samas ¢ wusisss $mas samaas siss Saess Sampss vosis » saues somee '] 89

Xl




XY

ce aseadmsavses tANars sea stuE naN O sadvia sbt s RRIBRO B R0Y

Situational Conversations

Conversation 1  Arranging a Conference «rsrrerereereree:

Conversation 2 Booking Facilities and Personnel

Summary of the Useful ExpreSsions rassssessses sessrcssrsns srsant sae

Classroom ACHVIHIES rerrerrrerrareaiamcnini i

Reading - ccceesererremmrarmnustiinsinnnnnneesene s

How to Choose the Right Conference Call Service -

EXErciS@s = rerrovarererasescnnarnrnrnirareae

190
190
191
192
193
195
195
197




Learning Goals )

To be able to » know the basic hotel services and amenities
> tell the hotel departments and their duties
> use courtesy English when serving guests
> publicize the new concept of “Green Hotel”

&

Warming-up )

I. Look at the symbols of hotel services below and identify each service
that hotels can offer. Use the words from the list. :

24-hour airport shuttle bus meeting facilities indoor swimming pool
laundry service exercise facilities available valet parking
24-hour room service restaurant on premises satellite or cable TV




lish for Hotel Service
@ rEms RIS

Il . Working in a hotel, you have to know your hotel services and amenities

very well, Which can make you serve guests more efficiently and professionally.

Now have a brainstorming to collect as many words or phrases as possible

according to the following classification.

hdtel departmems ' .  : , -'hhc{otél‘sgrvice_s' -

_ hotel amenities ~ what hgﬁé‘s’_t:s; need

MSituational Conversations )

Pre-questions

Suppose you are a clerk in a hotel.

L.

What is the sense of service?

2. How can you serve guests better?

3. What are the good manners, when you are talking to guests?
4. '
5

. Do you know how to choose a hotel?

What are courtesy English when serving guests?




Hotel Basics

Conversation 1 The Sense of Service
Tang Ling, a third year student of a tourism institute and majoring
in Hotel Management, is doing his internship in Holiday Inn Beijing.
The training manager is talking to him about the sense of service.
(M: The Hotel Training Manager T: Tang Ling)
M: Good morning, Mr. Tang. Welcome to our hotel. You’re going
to spend four months on having your operations intern here.

Are you ready for that?

T: Yes, Sir. I'm so excited and a bit upset.

M: That's for sure. After all, it’s your first full-time job. Could you tell me what makes
you feel unease?

T: I don’t have much experience to communicate with strangers.

M: Great! I understand. Take it easy. I will tell youn what you can do, but before that,
please tell me what you think of the hotel business?

T: A hotel should be the home away from home for all the travelling guests.

M: Good idea. Then, what about hotel service?

T: 1 think hotel service is a very decent and honorable occupation because I can help
others and make them feel comfortable.

M: Right you are. Do you happen to know what the word“SERVICE” stands for?

Sorry, Sir. What do you mean?

3

M: Actually, service is the SERVICE. As you can see, each of its letters is rich in
meaning. S stands for Smile, E for Excellent, R for Ready, V for Viewing, I for
Inviting, C for Creating and the last E for Eye.

T: Oh, I see. You are telling me how to treat the guests. However, I'm not quite sure
about viewing, inviting and eye.

M: OK. Let me tell you each of them in detail. Viewing implies that every member of
staff should be seen as guests of the hotel need to provide quality services. The
implication of inviting is that staff in each end of the reception services, should show
sincerity and respect to the guests, and take the initiative to invite the guests come
again. Eye or vision, refers to professional looking, including uniform, hair, nail, and
S0 om.

T: Well, I'll regard every guest as a VIP.

M: Good. I do hope you can bear in mind our hotel’s mission—Holiday Inn is the
perfect choice for both your business and leisure travel needs. In addition, pay par-
ticular attention to your behavior and langunage, and be aware of the cultural diversity.

T: Thank you, Sir. We did have such training courses for courtesy English, and service

etiquette.



