3

AEXRF AR



ETRER TV FEZKERT

WBJE BJE G 3L E A KB R A HAE

FER A&k EZRAL HhF

BREXKFHRA
t =



WA HE

AHNRE BT TR AT E Tl ERE .

AR ELL Unit B98I0, 84 Unit HUUFJLESER: HRE—FELHY, SBEYIEFS
AT, AREERES EO. B——EMTE . RS, V1AL BiE—S iR I
Mo, EH IR AR R W EAREN; ¥ AIAR R F—4 A RITET R AE B R AR
T AR —— RSP M EE A T, SRR E PR S IR — R RS
B3], BHEITRIERISS] . MAERR—— NG SRERE I SIEE—HEHEN
SR AT A

AR S BRI RERM, RRECREEBATER. FEREIBTEMMEE AL A R A
%, JREE N,

MRIRFTA . EBEDAL3T. EHREIE: 010-62782989 13501256678 13801310933

AEHFAME FEXFHRHBARE, THREETEHE,

AEHRERRSHRAAEA, BPATESARRRI@DREELK BEEE KTEREEM. %
BEOEIBT, HESKLARELRE, BAREAKEBENMAERZ N,

E B ERR4R B (CIP) &R

BUEWIE L IELRHE / §R, AEk, TRITHEE —dbs: FEEREHRL. 2006. 1
CHE R SEBRERTD
ISBN 7-302-11857-4

[ 4R T O @F- @F- . RE-FEHHM 1V, H3L
P ERAEEE CIP $HE T (2005) % 101563 5

H AR F: R R o Hb ERUERREEIRE
hitp://www. tup. com. cn @ 4. 100084
8 M. 01062770175 EFRE . 01062776969

HIERE: #ILIL

Hmgit: B &

ED R dentiiig ebdpcen)

e 1T F: NIRRT

R AT F: B BE USRI

F A&, 185x230 EP3K. 17.5 =¥ 511 775

h& A 2006 4E 1 HES LR 2006 48 1 B 581 RENR
H £. ISBN 7-302-11857-4/H - 720

En . 1~3000



;B &tk

: Ri&E

& L

RE 2

£ZE
L&

kg e
&%



BEZEHEABIEN, ELEAREFSHORE, KERENRABR
=EBFA, BFEHTBLARKREAREBENRESN, EEERARSATED
MBER, BELEERBFKIHNOSERS, BESIIMVAREIEEH
BENTIMMTHEA, TIVRBHEBSITINER . RELEHER A UE
BRI, BUXE "BRANT" AAHMERTEVEEHFMOHRE. &
TERETVEEREARE, HE BT WRERNHEARIE, MLAR
BMLERRE, ERATHEXLRE, RHNKRETRE "LASRTLE
BRIIEM"

AAPTEBBAUTRUY:. E—, LA, BNERABRERZEMLNE
B, RUEEZHMMNEZBARBY, DUBHEEASIAMARRE, BETHEFRHNM
HMBGRABN—NET, KT, 8, BNNETLNBFLBREL TS
ROMXE, £=, W E-learn BRANIES, MRAK. EDNEFER, &
APHATEEERHES S F MG, REFLIDBI QA TIUSEE BB
Ro BT ITFREZG, EBERABITEREREM .

EAPREERRREBMNER, MARF 4%, HPEY—LEER
BXRITHEZR, Alt, AREMESENILIRE,

KM#Tﬁmﬁ?ﬁﬁkﬁéﬂﬁ'%#Eﬁﬁﬂ%ﬁﬁK&#ﬁﬁﬁé,
TAERAMAE TR BRFRRS.

REMNTAEZE. NEz8, PHLBRYZL, BEUEETZTBL,

2 24k



HEREXEFRNHE—TRR, REBEETLHRARESIIZERTZ
Nl z—, BT, BIEREBFRIREEEEEXT L, BEANREBEE
FURFEREAT . BAR, REEETULEEATHRS, XBETT WS
BRNINES. B, FEERFRBPEEETLINERE, UREFENT
FhHo REMNVARBBHEIREBEELHE, BR "RB", ERHE—
THER. Blt, FFZFUIMLARKR, TLEERAEE,

APBTEFARNELREM, MR ERERIWRE. LHERMESH
BASTIHAEM, FERSPRBFANEENE . EBFTENBFEM L
FIFTHOMIRES. MEBEHRFNAR/TR . KB HEITREM 5LRY
BzapEEe, XU ‘" 5 "B’ ZENEEEE,

EEAFERAZENSRPNREBEMEEA, HES B FRESRIR
Ho BI—ESHTFES, AL ERIRM, BERBIETABRE “RE
BEEREVEELBHE (BERFER) Fi

B E-mail HoHtEI T

cicil2323@tom.com

WWBMNHEREH, EERBRA—B “FEFELR. IEFTLTR. FiR
LHEE. MEFREF" NEFEHEM, ;

FRTEABERRNLTLEKELY, RFSREETRROTER EA

BB BEM AL AR B, THES,

B &



Dialogue Samples A Long-Distance Call ReSErvation «------ssissuisermssiommsiinsscseness 1
A Gl'oup Rcscrvation ........................................................................ 2

RequeStS Unable to Be SaﬁSﬁed ....................................................... 2

Useful EXPrCSSiOﬂS ............... ............................................................................................ 3
Situational Dialogues ......................................................................................................... 5
Text A Room Reservation ............................................................................................... 6
NCW words ........................................................................................................................ 7
o 1) 1 e R e e L L e L L L LU LT LT 11
Notes ................................................................................................................................ 11
B (= (o) 1oL = T T T U e T TP E LI LT EOPED 12
Text B Intemet_based Reservation ................................................................................ 15
INEW TWOTAS +vvrrererernreee ettt ettt st e s st bt e st a e 18
PITASES v reeereresrrreene ettt ettt e s s s 20
A D DT OV ALIOMIS 7+ v v s er e ee e seaes ettt ettt sttt st st s 20
X O CISES ++v rveererrer e enne ettt ettt ettt sttt st et e sttt s s bt e s 20
1 17) ) al PR ot ik o SR s e i IO St s S N PHNTE N A e 22
Dialogue Samples Registering a Guest Who Has a Reservation: -+« +«++eseeeeeeeceseene 22
Tour Gfoup Check-in - seereeereerirmmiiiiiiii e 23

Receiving @ Walk-in Guest -+ +-++-sssessssssbossrsscinsssiiniiniisisi e 23

USETUL EXPIESSIONS #++rs++r++ssrtssenssesssnsssnnssemsessstiaieassasd s s 24
Situational Dialogues ....................................................................................................... 27
Text A Accommodation Raﬁngs ................................................................................... 27
New WOI'dS ...................................................................................................................... 30

Phrhses salittansandon st s in ina@aganuannuaseinol . wal... 32



Vi REBEBEE | BT AR

Abbreviations ................................................................................................................... 3 3
O S 1 R R R P R R LR e RO LR ERCL R ELRRLERLE 33
Exercises .......................................................................................................................... 34
Text B Room Categories, Views and Bedding Types:: - -swesermmersmmnnnn: 37
NEW WO ++veverererssesseemsssnnestintent sttt ettt st s b e st s e s e e d s s 39
Phrases ............................................................................................................................. 4 1
EXCrCiSCS .......................................................................................................................... 42
IR B ooreeeerreserme oot 43
Dialogue Samples Making an International Call -+ wweeeeeemsmmsnsmsnissens 43
Making a Morning Call - seerersemerersmsciin 44

Making a HOUSC Phone Can ........................................................... 44

Useful Expressions ................................................. B LT E LI P LA PRI LTI 45
Situational DIAlOGUES «+++ s +rrsreserserestitessesstis sttt s 48
Text A Telephone Calls ................................................................................................. 49
NCW WOI'dS ...................................................................................................................... 51 .
Phrases ............................................................................................................................. 54
Abbreviations ................................................................................................................... 54
NOteS ................................................................................................................................ 54
EXCI’CiSﬁS .......................................................................................................................... 56
Text B MOblle Phone .................................................................................................... 59
NCW WOI'dS ...................................................................................................................... 62
Phrases ............................................................................................................................. 63
Abbreviations ................................................................................................................... 64
EXCTCiSﬁS .......................................................................................................................... 64
Unit 4 .................................................................................................................................... 66
Dialogue Samples Handling a Complaint About Chamber Servige:«:eeseoeesrererseeeeeeee: 66
Handling a Complaint About Lost Articles -+ w«wwseseeessssrcesenenees 67

Handling a Complaint About Noige: - ssssessresserssssssssmseseneeenss 67

USEEUL EXPIESSIONS revesseerseeesserseessensstomssmmeeas st 68
Situational Dialogues ....................................................................................................... 71
Text A Reduce Your Customers’ Complaints ............................................................... 71

New Words ...................................................................................................................... 73



Exercises .......................................................................................................................... 76

TeXt B COMPIAINES ++rvreseesserssressesserssssssessstis ittt sttt 79
NEW WOIAS w+wveveareereeremsmmsseitestint e et et et e e st e st et e s e sbe s e e e s et e seesn s essssnessesas s e snassebasbenes 81
PRITASES ++++++++esserrerseenresnessessenstaserttnstrur st et tate st et s bt e ke s b g et et e b g s be et s e s sas e et e n R st b e e n 83
A DDIEVIALIONS -+++erersresrerrerrersrssessrsinistitassstontars st asresssaset e b e st e s e st sbeeas ot e basbesstesnsseens 83
EXEICISES -++-++-++++rerresseeserssassesmansnssasesiassosbes et s as s et e et e e b e e b e e b s e h e e a2 ke st et e e b s s h e b es s b et 23

UREEE B ooveorerrrrrmesssmnernerte ettt et e 85
Dialogue Samples Checking out by Credit Card: - eweeseressemecsseememmsimnincenens 85

Checking out in Cash -+« s sesessssssmsmsimtneristni s 86

Checking out by COmpany «+s++seseessessesssesmssessemenssniscisinniies 86
USETUL EXPIESSIOIS w-vresrsesrseeeseresstrssensssontseamsst sttt 87
STtUAtIONAl DIAIOGUES +++++++es wesrsersserssrrssstrsstris sttt 91
Text A Front Office AcCounting (1)« wreesseesseemsmmerismssinsiinsensitiesenneenes 91
INEW WOTS w++ovreererserresseesrentanmansastannsssiatastastt st she et et eee bbb et e e r et e b s st s s bt 94
PIIEASES ++++++++++rereesessessrssastssantat et autat et ettt et e st e h e e b et e bbbt e ettt 95
ADDIEVIALIONS ++rwvreeseesrrrerrerressnsssesasesneriinreseseeneennas et e s rrnes 96
Notes ................................................................................................................................ 96
EXEICISES -++wseveeeersereeereneeermnseinseneennnnens O STPT U 97
Text B Front Office ACCOUNING (2) - +wstrerseerseeessessersseeusiassirissistssastiiesisinnene 100
INEW WOTS ++evvorerserseresereentasentnseet et et r s st s e et s st bbb bbb bbb bbb 103
PRIFASES +++++++++sesessersertarentartarantasissasnensssessasa st et es e st sh s b e b e b e b et e h s b E et b et 105
ADDTEVIALIOIIG +++++++w+rrrrresrssrsrnrsssssasnrrsraterttsseittsteaat st st et et ete bt arsse et e sb e s r s e st ese et sbas e sr e 105
EXETCISES +++++ewrrrerteressersersessaessresssestentestesstatttaas e sateb s s e s bt oot e st e s T e e et e e b s sbt st b n b 105

LT L - T PP PP PP PSPPI 107

Dialogue Samples  Offering IN-room Servige -« e esseessemssimsssssirinimiisiinins 107
Making Up the ROOM r+wsressssessesssrssssssssissnsssisnsnrisissnn s 108
TULN-AOWIL SEIVICE r+++++eseersrrsersrrastrstairisestestatentnnescsrens et 108
USEEUL EXPIESSIOIS *eerees eesserssemssersarssaesers sttt 109
StUAtIONAL DIALOGUES *++++++++++++rssrssrsesserssss sttt st 111

Text A Hotels Housekeeping, Staff Scheduling .......................................................... 112



Vil

IREEEEIEE WAL AR

New Words .................................................................................................................... 1 1 5
Phrases ........................................................................................................................... 1 1 6
A DDIEVIALIONIS *+7rvvererererrree e tan et ettt s 117
A 0] 7 R P P e TR e O LR LR CER LR R LR LR DR IR EL DAL CRR LS 1 17
Exercises ........................................................................................................................ 1 1 8
Text B Housekeeping Department .............................................................................. 12 1
New Words .................................................................................................................... 126
L TS P 127
Abbreviations ................................................................................................................. 1 27
EXCrCiSCS ........................................................................................................................ 127
(11T | iy 2O OO SO O PSSP S 129
Dialogue Samples Standard Laundry Service ............................................................. 129
EXpress Laundry Service -« sswserstrsmssesstusiscssisssiisssisnencins 129

Damage Problem .......................................................................... ] 30

Useful Expressions ........................................................................................................ 1 3 1
Situational Dialogues ..................................................................................................... 133
Text A Develop the Hotel Laundry SerVice Further ................................................... 134
NeW Words .................................................................................................................... 1 36
Phrases ........................................................................................................................... 1 3 7
Notes .............................................................................................................................. 1 3 ‘7
Exerci LT R T O T L LR e LR ERRERLRRL 1 3 8
Text B Hotel Laundry Service Can Deliver a Mixed Bag of Messages --+-----+-<+eoeeee- 142
New Words .................................................................................................................... 1 44
Phrases ........................................................................................................................... 1 4 5
Exercises ........................................................................................................................ 1 4 5
U nit 8 .................................................................................................................................. 1 47
Dialogue Samples Room Service ................................................................................ 147
Baby-sitting SEIVICE «reeverrrrremetesetimmnrstiiiiaistintiecnnnere it eaee 148

Maintenance ................................................................................. 149

Useful Expressions ........................................................................................................ 149
Situational Dialogues ..................................................................................................... 1 52

Text A Room Service or Food Dehvery ...................................................................... 153



INEW WOTS +eeserereeeerseseresmtrtmten s 155
PULTASES +++<-v-sesesrereesessentansasessssatet st n st et st e r e b Lt bbb 157
INQLES -7+ esersesesersesnse st et bt sttt 157
Ty 0 G P TR 158
Text B Classification of Hotel Operation - s esesessessmrsmssintinsitintiniiinn e 161
INEW WOTES #+++v+erresesesssessesententat ettt 163
PRIEASES ++++7 ¢+ +++sssereemtrstasentemes et ah oo n et a bbb s LR bbb 164
X EICISES +++-++esrerrerresseserssasssssrastassrsitestente s ias s s e e b e b sE e e s S E bbb e bbbt 165

LT YL B OO0 S PP PSP PP P 166
Dialogue Samples A Reservation for a Party of Bight---- e 166

A Table for TRIee -« tesesreerrerrermsmesninnrincist oot 166

Requests Unable to Be Satisfied - 167
USETUL EXPIESSIONS «+rereserrerssessersesssimsers sttt 168
STUALIONA] DIAIOGUES +++++++++ws+essessssessesssers ettt e 169
Text A Chinese CUISINE: -+ +-++-+stretrerrtrrerrerenrestitre et 169
INEW VOIS weoreerressrsnerrrssesemsesteeianstsstnsaassasesseahe et et st e b e ab s m s s e e e e er L eh e e et s bbb e 171
PRIFAGES ++++++swssesressssassasesnastssentaststeseat e tastah et et e et E et 173
QL@ +++++e+esssersemersenemessetentrseren st ae bt L e 174
X ETCISES <+ +-sesresrssassasassas s st essas st st e et h e h e L b et et h e 175
Text B Etiquette Tips and PAtfalls « - eeerseesermsescniimniisiis s 177
INEW WOEES +++rerresrrsrssrmsensessmssmasmontsstaat et ares st s e e e s ee bbbt 179
Phrases ........................................................................................................................... 1 8 1
EXETCISES ++#++w+vesrerrersesssessestensesseitessenttssrasaasesh e s et sa e bt e e e bt s r e R e bt s bt st s et e s e e e r bt 182

UNIt 10 PO 183

Dialogue Samples  Taking Orders:« - --sewsseeserssersssummmissesisiicniiniiiiiss s 183

Ordering Steaki -+« weeeserssreseessmsseierneisiisii s 184

Ordering Dessen ........................................................................... 184
USEEUL EXPIESSIOILS v +cssterseesseessrsssmsaessers sttt 185
SHUALIONA] DIAIOGUES ++++++r+++rstsseesseessrrssrsserssess st 187
Text A French CUISINE «+ - -rrsrreersresermsiaeritia it 187
DT T TS e LT P PSS 190

PTG «rre v e rerre ettt e b e s s b 1 92



REBEEEL I BT AHR

Notes .............................................................................................................................. 193
Exercises ........................................................................................................................ 1 94
Text B Japanese Cuisine ............................................................................................. 196
New WOI'dS ................................................................................................................... . 198
Phrases ........................................................................................................................... 1 99
Exercises ........................................................................................................................ 1 99
UNEE B ettt sttt et et r et a e e e st s s e ee et eesesseneseeteneeneas 201
Dialogue Samples Paylng in Cash .............................................................................. 201
Paying Wlth Credlt Card ............................................................... 201

Handling a Complaint about a Wrong Bill -----++-coeeeeeesescinnicences 202

Useful Expressions ........................................................................................................ 202
Situational Dialogucs ..................................................................................................... 205
Text A Credlt CardS .................................................................................................... 205
NeW Words .................................................................................................................... 208
Phrases ........................................................................................................................... 2 1 0
A DDTEVIALIONS +++++eosrrserrrerrestermrstitiisiceesestetenseesserteteeseesteeseseeseeeeeeearesssonesessneesesssessessessens 211
Notes .............................................................................................................................. 2 1 1
Exercises ........................................................................................................................ 2 1 3
Text B Diﬁ’erent Types Of Credlt and chlt Cards ...................................................... 215
NeW Words .................................................................................................................... 2 1 8
Phrases ........................................................................................................................... 2 1 8
Exercises ........................................................................................................................ 2 1 9
u“it 1 2 ............................................................................................................................... 220
Dialogue Samples Asking About the Recreation and Fitness Center: +--++---rseseens 220
At the Indoor SWImming POl -++---c-ssecrssersseessersmsssnrrnnrsnsisnnnss 2721

© At the Bowling ROOm -+ e sererserermmsmssinctiiiiticciie 2721

Useful EXPIESSIONS -+ +++v+rteessssterstsnmruerarinmiiniiiiiiititistss ettt bbb 222
Situational Dialogues - e+ sessessrrsmserstiii 225
Text A Fimess Center .................................................................................................. 225
NeW Words .................................................................................................................... 228
PhraSCS ........................................................................................................................... 23 1



BTG S «+vvreeeeerre et ettt e ettt e e e e e ee e e eereeeeseaeeenaaseeeeaaessenssseseseens 232
Text B Choosing Exercise for Better Health -«---c--==rereerrreerrinrirtecereninierermnnsserersneeeennnns 235
INEW WOTAS <+ v rrrereee ittt ettt e et eee e e e e eee e e e s eesse e e e e e e e ee s 238
PREASES <+ tos e eee ettt 240
EXEICISES -+ rrrrrrenreeete ettt ettt et et s s stbre e s e e s sttt e eeeessssneeeeeseesssseees e s s 240



Dialogue S

A Long-Distance Call Reservation

R = Reservationist G = Guest
: Good morning. New Century Hotel. Room Reservation. Can I help you?
: I am calling from Boston. I’d like to reserve a room in your hotel.
: What kind of room would you like, sir? We have single rooms, double rooms and suites.
: I’d like to book a single room with bath,
: How long would you like to have it?
: Five days, from September 6 to September 10.
: Could you hold the line, please? I’ll check if there is a room available for those days.
OK. .
: Sorry to have kept you waiting, sir. We have rooms available in that period.
: How much do you charge for a single room?
: 380 yuan for one night.
: OK. I’ll take it.
: Could you tell me your name, please?
: Bill Green.

: Mr. Bill Green. A single room with bath from September 6 to 10. We are looking forward
to your coming.

TOROFROFQRORQAQOPR

Q

: Thank you.
R: Good-bye.
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A Group Reservation

R = Reservationist G = Guest

: Good morning. This is Room Reservation. May I help you?

: Yes. I am calling from the East Sea Travel Agency. I'd like to know if you have any rooms

available for nights from August 2 to August 6. A tour group of Americans will visit
Qingdao at the beginning of next month.

: May I know how many people there will be in the party?
: 20 persons.

: What type of rooms would you like?

: Double rooms with twin beds.

: Just a moment, please. Let me check the reservation list and see if we have enough va-

cancy...Sorry to have kept you waiting, sir. I can book you 10 double rooms for those
days.

: Thank you very much. Is there a special rate for a group reservation?
: Yes, there is a 10 percent discount.

: That’s fine.

: By the way, how will you be settling the account, please?

: We’ll send you a check soon.

: May 1 have your name and phone number, please?

: 87342234, Miss Johnson.

: 87342234, Miss Johnson. Thank you for calling. We’re looking forward to seeing you soon.

Good-bye.

: Good-bye.

Requests Unable to Be Satisfied

R = Reservationist G = Guest

: Good afternoon. Room Reservation. What can I do for you?
: Yes, Id like to reserve two single rooms in your hotel.

: Which date would that be?

: For the night of October 5, for one night.

: Would you please hold the line? I'll check the room availability for that day...Thank you
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for Waiting. I’'m afraid there is none available on the night of October 5.

: Well, do you have oné twin room for that night?

: 'm very sorry. Our hotel is fully booked on that night, because it is a peak season.
: That’s too bad.

: Would you like to be put on our waiting list and we’ll call you in case we have a cancella-

tion?

: Thank you. That’s very kind of you. But could you recommend to me another hotel that

won’t be full up?

: I'm afraid we don’t have any information on their room availability. Is it possible for you to

change your reservation date?

: No, it’s impossible.

: Would you like me to book you for the night?
: I’1l think about it and let you know.

: We expect to hear from you. Good-bye.

1) Reservation. May I help you? /Can I help you? / What can I do for you?

HHEBOTAL . REEN RSS2

2) I’d like to book /reserve a room in your hotel.

BABLEARABUET — /N 1E]

3) What kind /type of room do you like /prefer? We have single rooms, double rooms and

suites and deluxe suites and Presidential suites.

RSB R? RIVKEEFEANE. WAE. ERNELERRMEER.

4) I want to reserve a single room with shower.

BARTRIT — (8 A R B B A 5 T«

5) Could I book a double room with bath?

AT LATIT — [ 5 VAL AR XN 255 1 2

6) I'd like to make a reservation for a suite with both shower and bath.

BARTOT — A BEHHA SR LB

7) I'd like a room with a view.

BARE AR BLIF I5 1]

8) I"d prefer a quiet room.

WARE — 2l mL B 55 1)
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9) I'd like a room facing the sea /the mountains.
T IR 1) KB L 5 1)

10) How long do you intend to stay? / How long will you be staying?
RITHEZ A

11) For what dates please? / When do you need the room?
IR TATWRJLR 2 /3 1) fe] B 5 2 5 1) 2

12) It’s for three nights, May 1 to 3. /That will be four nights.
Bir=4#t, ALA-HB3=H. /AETHA MR L.

13) Hold the line, please. /Could you wait a minute, please?
HEMERZ. E%ET, F9?

14) I'll check if there is a room available for those days.
BEBE-THRILREETEZ-

15) I’m sorry, but all the rooms are occupied for next week.
AR, TEMFAENEFETHT .

16) I’'m sorry we’re booked out for that night.
X$AE, BREGEEFEREEHITHT .

17) What a pity! We have no vacancies for these nights.
KRBT, XJLRBEEESLBITHT .

18) We do have a vacancy for those dates.
WILRBATEZ HBA.

19) How many people are there in your party?
HRRIER JLEEA?

20) How much do you charge for a single room?
LYNZ1ioLi8 ¢ -F 2

21) What’s the price of a double room?
XN BRI R R % /2

22) How much does a suite cost?
BEEKMEESD?

23) The current rate is $50 per night.
AT A & 50 RoT— K.

24) A single room is $60 per night. There is also a 10 % tax and a 10 % service charge.
BABEK 60 T, HINCEME 10%HMBLE&M 10% RS .

25) Children under 12 are half price.
12 Z LU FRJLEEN .



