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Lesson One Body Language
L] O O LIy 01 01 0

1. Posture [ [

Your weight should be balanced evenly on both feet with shoulders back, chest
slightly out, and your stomach and botiom tucked in. Slouching and leaning
communicate lack of care. Don’t walk or stand with your hands in your pockets or on

your hips.
OO0ooO0o0oOoOOoDO0O0O0O0O0oc0oOobDO0obDOooDOooOOogoDOoon
oOoooO00oOo00ooo0ooOooDooOoooooooooOoo

2. Presence [ []

To impress others, we must have a  presence . This is especially true of our
industry. We are a little like actor on a stage, and all eyes are on us. We must project
a good image .

0000000000000 DO00DOO0O00O0D0o0O0oOoDOoDbODoOoa
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3. Poise [ [

* Good poise can project a sense of self - assurance, and elegance.

goooooooboooobo

* Keep your chin up, parallel to the floor.
ooooooooboooo

* Move your head, hands and body with quiet, controlled movements
000000oDoooooood



* Keep a very small smile on your face, even if you are not talking to a guest
go0o0ooOooooooboDOooogod

* Keep your tone of voice low and never speak too loudly.
Oo0ooooooooooooog

* Use a small nod of the head instead of a large one.
oooooood

* Maintain eye contact with guests.
gooooooood

4. Expression [] [

Maintain an alert, interested and friendly expression. A small smile is good, it

keeps the comers of your mouth from drooping in a sulky marmer
odoo0poOooo0oo00ooU00ooUooDoUoooUooooooOoo

goooogogd

Vocabulary 1&;[ :

weight oo n.
lack oo n.
balance ogd n.
hip ogd n.
chest OO0ddd n
stage OO n.
slight out ooono
self — assurance ogd n.
stomach 00 n.
elegance o n.
bottom Ood n.
chin up oooo
tuck in ood
parallel oo v,
slouch oo .

maintain oooono v



lean oo .

alert 00 n.
communicate uog .
drooping 000 adj.
sulky OO0 adj.
manner 0od n.

Lesson Two Grooming
HAERE HRERERE

1. Skin U U

Skin should not appear spotty. Cleanliness, proper diet, fresh air and plenty of

rest will help, and correct, careful use of make up will cover spots if they do appear.
gooooooobooboooooobooouoooboonoooobo

godoooooooooooobbbobbboooooggod

2. Make up U

Make up should be proper, not excessive, applied. Heavy make up is not suitable
with a uniform and will become messy in the heat and hurry of your work. Also, wear
the “best” make up—a smile. It takes only a second to put on.

oo0o0oO000DODOO000O00ODO000oo0DObO0o0oOooODbDOoOogoon
0000000000 DOO0DOOoDOO00obOOoDOOoDoDooDoooOooDogn

3. Hair [J [J

Hair should be short and neat and should be shampooed often. Ladies with long
hair should tidy hair on duty. There should be no stray or loose hair—there are also

some very elegant ways to wear the hair up. Men should not have long hair.

goobooboobboobooooboboobbooobooobobooon



goooobooobbobboooobbobboobbooobobooon
goooood

4. Teeth [ [

Brush teeth daily, and check with a dentist every six months. Poor teeth affect

your health as well as your appearance. Use a mouthwash regularly, and avoid eating

garlic — seasoned foods before going on duty to avoid bad breath.
0000000000000 o0oo0oo0oOoD0ooobOOoOoooooon
0000o0o0oooooooooooooooooooon

5. Hands U

The health of all guests is in your hands. Hands should be kept clean by frequent
washing with hot water and soap. Use a nailbrush to clean under the nails thoroughly.
Remove stains from fingers with a piece of lemon. Long red nails are not allowed.

o00000o0oDO0O0oooOoODOO00oooObObOOoOoooDOooooooDoo
000O000do0oO00ooOoObO0o0ooODO0O0ooooDbOOoOoooODOOoOoon
00o0doOoO0oDoDOooOooooooon

6. Shoes L1 U

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

o00000o0oDO0O0oooOoODOO00oooObObOOoOoooDOooooooDoo
000O000do0oO00ooOoObO0o0ooODO0O0ooooDbOOoOoooODOOoOoon
000O000do0oO00ooOoObO0o0ooODO0O0ooooDbOOoOoooODOOoOoon
go0o0oOoOooDooooboDOooogood



7. Uniforms U [

Uniforms should be wormn with pride and must always be clean, well pressed and
fresh. Don’t wear a sweater undemeath a uniform. Ladies, don’t wear a dark slip with
light uniforms, and don’ t let any slip show below the hem of your shirt. Uniforms
should not be worn on the street or any other place except at work.
000000000000 00000000000D0O00000D0O0n
0000000000000 00000000000000DOoo0o0og
00000000000 oooDooooood

Vocabulary 3 :

appear oo v.

stray DO00O0000 adj.
spotty ooo0n adj.

affect oo .

excessively 000 adv.

regularly 0000 adv.
applied 000 adj.

avoid ooooo v.
messy 000 adj.
thoroughly 000 adv.

neat 0o ady.

worm 000 a0 (wear 00 0O 00O Oy
tidy 000 adj.
underneath ooooo

prevent od .

hem oobDo0o0 a.



Lesson Three Hotel Courtesy English Basic
Expression

0o Joogotdod

1.000000

(1) Good moming (afternoon, evening). sir (madam)
OO0 (Doooo)yoooo (0o)

(2) How do you do?
goooooooood
Glad to meet you.
ogoooooa

(3) How are youl D O 0O O
Fine, thanks. And you?
ogooooooood

(4) Welcome to our hotel (restaurant, shop) .

o000 (cooooboo

(5) Wish you a most pleasant stay in our hotel.
gooooboogoooo

(6) I hope you will enjoy your stay with us.
goooobooooboo@booobooo
I hope you are enjoying your stay with us.

odooooooooooo@oooooooon

I hope you have enjoyed your stay with us.
odooooooooooo@ooooo

(7) Have a good timé] / Have a pleasant stay!
ooooooo



2. 0000

(8) x x hotel, front desk. Can I help you?
x xUO4Odooooooono

(9) Sorry, I’ ve dialed the wrong number.
goooogooood

(10) May I speak to your general manager?
gooooooood

(11 OSorry, he is not in at the moment.
goooogooood

Would you like to leave a message?
oooDOood

(12) Pardon?
oooooooao
I beg your pardon?
ogodoooooooooad
(13) I’m afraid he is out for the day. Could you call again later, please?
ogooooooooooobooooooooooon
(14) Thank you for calling, I will now put you through to. . .
ogoooooooobooooood
(15) .. .please hold the line while I connect you. ..
ogooooooooooooooo
(16) Sorry to keep you waiting.
ogoooooooooa

(17) May I take the message or would you like to speak to someone else?
doogoooogooooooo

3.000

(18) Congratulations!
good

(19) Happy birthdayD
gooood



(20) Happy new year!
ogoooad

(21) Merry Christmas!
ogoooo

(22) Have a nice holiday!
goood

(23) Wish you every success
ooood

4. 000000

(24) Thank you O Thank you very much.
ogoo, 00000

(25) Thank you for your advice (information, help)
ooooooooooog)

(26) It’s very kind of you.
oooooooad

(27) You are welcome.
oooo

(28) Not at all / Don’t mention it.
oo

(29) It’ s my pleasure.
oooooooad

(30) T am at your service O Glad to be of service.
ogoooooo

(31) Thank you for staying in our hotel.
ogoooooooooa

(32) Thank you for coming.
ogoood

(33) Thank you for waiting.
ogoooooooo

(34) Thank you for being so understanding.
ogoooooo

(35) U'm sorry. I’ m awfully sorry.



ooo,.00000

(36) Excuse me.
oooo

(37) ’m sorry. It’s my fault.
goooooooooa

(38) Sorry to have kept you waiting.
godooooooooon

(39) Sorry to interrupt you.
gooooooon

(40) I’ m sorry about this.
ogoooo

(41) T apologize for this.
ogoogooo

(42) I’ m very sorry. There could have been a mistake, I do apologize.
oooooobooooooad

(43) That’s all right O It doesn’t matter.
goog

(44) Let’s forget it.
oooad

5. 000

(45) Can(May)I help you?
oooooooo
Yes, please.
ooo

(46) What can I do for you?
ooooDooood

(47) Is there anything I can do for you?
ooooDoDpDooood

(48) May I have your name, please?
Ooooooo

(49) May I take your order now?
ooooDooood



(50) May I have your room number?
goooooooad

(51) May I ask who is next?
ooooooogao

(52) Did you have a nice trip?
ogooood

(53) Would you like to see the doctor?
ogooooogao

(54) May I come through, please?
ogoooood

(55) Could you speak slowly, please?
ogoooogao

(56) I’m sorry, I don’t quite understand. Should I get the manager?
gooooobooooooooooooad

(57) What kind of drink do you prefer / What kind of drink would you like?
godooooogoad

(58) Just a moment, please.
ogooooo

(59) May I use your phone?
gooooooogao
Certainly / Of course.
oooon

(60) How do you like Chinese food?
ogooooodgao

(61) What do you think of our service?
gooooooooooodd

(62) What can I show you?
ogooood

(63) How do you like this fashion (color, size, design) U
oooooooooooooooboood

(64) Please try us again tomorrow.
oooooooad



6. U UD

(65) Go upstairs (downstairs) .
0 (OO0

(66) It’ s on the second (third) floor.
Oo0@)ao

(67) Excuse me . where is the washroom (restroom, elevator)?
000 ooomooomo)yoooo
This way, please. Turn left (right) .
ooooooooo)ood

(68) It’s in the lobby near the main entrance.
ooooooooag

(69) It’s in the basement at the end of the corridor.
oo0oooooooo

(70) Let me show you.
oo0oooo

(7101t will be on your right hand side.
ooooooooag

(72) Go straight ahead.
goooo

(73) Go down to the lobby.
oooo0oOO

(74) Please take the lift to the thirty — ninth floor.
oooog 3900

(75) Turn left (right) at the first corner.
ooooooooosyoo

(76) Keep going straight and tum right at the next traffic lights.
ooo0o0o0oDoOoooooo

(77) The bar is on this floor. Please go straight along the lobby, turn right at the end
and it is on the right.
0000000000000 oUooOoooooooDooon



7.0000

(78) Mind (Watch) your step.
ggogo

(79) Please be careful.
gooog

(80) Please don’t leave anything behind.
goooboooogno

(81) Don’t worty .
goon

(82) Take it easy.
gooono

(83) Please don’t smoke here.
ggoooobgao

(84) There is no hurry, sir. Take your time.
googoboogboood

(85) Are you all right, sir?
googooogao

8. Udd

(86) Good-bye.
0ooo

(87) See you later.
0ooo

(88) Good night.
agogd

(89) See you tomorrow.
aggooad

(90) Good-bye and thank you for coming.
gooooooooo

(91) Good-bye and hope to see you again.
gooooooooo



(92) Have a nice tripd
ooooo

(93) Wish you a pleasant journey! Good luckD
oooooooooooo

(94) We all look forward to serving you again.
godooooooooonogd

9. 0D ODOD

(95) What kind of rooms (food) would you like to have?
0oooooooooboobooonO)o
(96) Here is a brochure and tariff of our hotel.
godoodooooooooogd
(97) We’ll give you a 10% (ten percent) discount.
gogooooooo
(98) We’ll offer tour guides and complimentary breakfasts.
gooooooogood
(99) We accept your terms.
gogooooooo
(100) T'11 look into the matter.
googooooad
(101 01’ m sorry, I cannot guarantee, but I’1l do my best.
gooooooooboooogad
(102) I’m sorry . there is no discount.
goooooood
(103) I’m sorry, I’ m afraid we don’t have any available.
oooooooooooon),
(104) 1t’s good value for the price.
googooooad
(105) I’ m afraid such information is confidential .
gooooooooogo
(106) May I introduce myself O
godooooooogoad

(107) May I present you a little souvenir?



goooooooogooon
(108) Let’s drink to our friendship!
Ooo0oooO0ooon

(109) Let me propose a toast to the health of our guests!
godgddooooodood

(110) Cheers! O Bottoms!
oo

jo.0ooon

(111 0 Thank you for your comments(compliment, suggestions)
Oo0o0ooDmoomd).

(112) Thank you all the same.
oo0moooooo

(113) Please accept my apologies on behalf of the hotel .
oooooooood

(114) I’ 1l look into the matter right away .
oooDoDooooood

(115) T assure you it won’t happen again.
ooooodoDoDoooood

(116) Please don’t worry , sir (madam) .
oOo(@oH)yooooood

(117) I’ 1l send someone up to your room right away.
Oooooooooooo

(118) I can’t guarantee anything . but I’ Il try my best.
ooooDoooooooogg

(119) That won’t be necessary.
ooooo

(120) I’ m afraid we cannot do that.
oopooooooogoo

(12101’ m afraid it’ s against the hotel” s regulations.
oo0oooooooooooon

(122) I'm afraid you’ Il have to pay the damage.
oooooooood



(123) 1 do apologize for these inconvenience on behalf of our hotel.
gooboooooooooooooobob

n.ogof

(124) They are all together 175 (one hundred and seventy — five) yuan.
oo17s00

(125) You may pay in cash or with credit card.
Oooo0oooooDooogo

(126) You have made a good choice, you have very good taste.
oO0oooO0ooooooDoood

(127) In our hotel we don’t accept tips.
oOoooOooooooo

(128) 1t s our pleasure to serve our guests well.
ooodooooooooooog

(129) May I have your signature, sir? ... Here, please.
ooodooooooooooo

(130) Please dial “0”.
oo o”.

(1310 There comes the taxi.
Oo0oooo

(132) I'1l be with you in a moment.
ooooogg

(133) We’ll let you know as soon as possible.
ooooOoooood

(134) I’1l report it to my manager.
oooooood

(135) Just leave it to us.
gogoooo

(136) My name is x x . if there is anything I can do for you, just let me know
00 xxOOOUOODOOOoOOooboooo

(137) I'm happy, everything was for your satisfaction .
oOoooOoooooogo

(138) I hope you did not hurt yourself.



