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Loi gidi thiéu

uoc ta dang bucc vao thoi ky cong nghiép héa, hién
dai héa nham diwa Viét Nam tré thanh nuée cong
nghiép vdan minh, hién dai.

Trong sy nghiép cdch mang to 1on dé, céng tdc ddo tao
nhan lyc luén giit vai tro quan trong. Bdo cdo Chinh Iri cla
Ban Chdp hanh Trung wong Dang Cong sdn Vier Nam tai
BDai héi Ddng roan quéc ldn thit IX dd@ chi ré: “Phdt trién
gido duc va dao tao la mét trong nhing dong luc quan trong
thiic ddy su nghiép cong nghiép héa, hién dai héa, la dicu
ki¢n d€ phat trién nguén lyc con ngudi - yéu t6 co ban dé
phat trién xa hoi, ting trudng kinh (€ nhanh va bén vimg”.

Qudn 1riét chii tricong, Nghi quyét ciia Ddng va Nha nuée
va nhan thite ditng dan vé tdm quan trong ciia chicong trinh,
gido irinh doi véi vige ndng cao chdt lwong dao tao, theo dé
nght ciia 8¢ Gido duc va Dao 1go Ha Noi, ngay 23/19/12003,
Uy ban nhan ddn thanh phé Ha Noi da ra Quyét dinh s¢
3620/QD-UB cho phép $6 Gido duc va Dao tao thue hién dé
dn bién soan chiong trinh, gido trinh trong cde triong Trung
hoc chucyén nghiép (THCN ) Ha Noi. Quyét dinh nay thé hién
sy quan tam sau sdc ciia Thanh iy, UBND thanh phé trong
viéc ndng cao chdt lupng dao tao va phdr trién nguén nhan
hee Thu do.

Trén co so chuong trinh khung ciia Bo Gido duc va Pao
tao ban hanh va nhitng kinh nghiém rit ra 1 thice 16 dao fqo,
S Gido duc va Dao tao dd chi dao cdc triemg THCN 6 chire
bién soan chuong trinh, gido trinh mot cdach khoa hoc, hé



théng va cap nhat nhitng kién thitc thie 1ién phit hop véi doi
tieong hoc sinh THHCN Ha Noi.

Bo gido wrinh nay la tai liéu gidng day va hoc tdp trong
cdc trieong THCN o Ha Néi, dong thot la rat liéu tham khdo
hitu ich cho cde truong ¢ dao tao cdc nganh k¥ thudt - nghiép
vie va dong ddo ban doc quan tdm dén vdn dé hudng nghiép,
day nghé.

Viée 16 chire bién soan bo chuong trinh, gido trinh nay
la mét trong nhiéu hoat dong thiét thue cia nganh gido duc
va dao tao Thit dé dé' ky niém “50 ndm giai phdng Thit dé”,
“50 ndm thanh ldp nganht” va hudng toi ky niém 1000 ndm
Thing Long - Ha Noi ™.

So Gido duc va Dao tao Ha Noi chan thanh cam on Thanh
iy, UBND, cdc so, ban, nganh ciia Thanh phé, Vu Gido duc
chuyén nghiép Bo Gido duc va Pao tao, cdc nha khoua hoc, cdc
chuvén gia dan nganh. cdc giang vién, cde nha quan ly, cdce
nha doanh nghiép dd tao diéu kién gitip dd, dong gop ¥ kién,
tham gia Hoi dong phdn bién, 1161 dong thdm dinh va Hoi
dong nghiém thu cde chwong trinh, gido trinh.

Day la ldn ddu tién S Gido duc va Pao tao Ha Noi 16
chire bién soan clhuwong trinh, gido trinh. Du dd hét sic ¢6
gang nlumng chdc chdan khong tranh khdi thiéu sét, bdt cdp.
Chiing 61 mong nhdn duwge nhitng y kién déng gop cua ban
doc dé tieng bude hoan thién bo gido trinh trong cdc lan tdi
ban sar.

G1AM POC SO GIAO DUC VA DAO TAO



Introduction

1. Aims of the course

English for hotel indusiry is designed to improve job-specific English of
non-native speakers of the language who are working or being trained for
subsequent careers, in the hotel industry. These include staffs with customers
contact in hotels. The functional aspects of the hotel industry that are covered
in the course range from the relatively limited language routines of, for
example, receptionists and rcservationists to the more advanced language
skills required by hall porters, managers, opcrators, cashiers... The carefully
controlled introduction of new language items in the course is matched by a
parallel development in the professional content from the simple to the more
complex. New language items are thus introduced and exemplified in terms
of existing knowledge.

English for hotel industry aims to practise and develop the four skills of
listening, speaking, reading and writing through the use of varied and creative
activities. Particular emphasis is placed on the first two of these skills.

Entry level: The course is intended for learners who are at an intermediate

level in English. It is designed to upgrade their ability to a hotel-specific
intermediate stage on completion.

Method of use: The course is designed both for using in a class setting,
with a teacher and for individual learners without access to a teacher.

Parts of the course: The course consists of this book, a cassette containing

material for the listening and speaking activities in the course, and the answer
key for teachers.



2. Structure of the course

The course consists of 11 units. Nine of these are main units with recorded
matcrial on the cassette. The other two are revision units (after Units 5 and 9).
Each of the main units deals with one particular aspect of the hotel industry.
This topic is indicated by the title of the unit (see contents). The main units
arc all divided into 5 scctions, as follows.

Listening and speaking: The emphasis on the oral/aural skills is underlined
by the inclusion of a substantial listening and speaking section in each unit.
It includes a lot of activities. Warm up activities to introduce students to
topics and set off a train of mental associations which help them deal with
later activitics. The speaking exercise is designed to give the learner active
practice in the production of a key spoken pattern. The listening passages
comprisc onc or more dialogues between hotel staff and their customers
and collecagues, both face to face and on the phone. These are designed to
cncourage the extraction of both general and detailed information. The
comprehension activities associated with this section frequently make use of
ways of summarizing information that are customary in the tourist industry.

In cach unit the Activities give the learner the opportunity to re-apply in
new way the job-specific language that has been learnt. The techniques most
frequently used 1n this scction are problem selving, information transfer and
topic based on discussion

Reading: This section provides the main thematic and linguistic input for
each unit, the reading passages are either informative texts or else based on
or drawn from authentic written material used within the hotel industry such
as key cards, guide books, reservation, services. ..

Language study: This provides a resource for language use, learning and
revision. It sets out the main functions, patterns and vocabulary items in the
unit, along with other uscful items related to the topic. It is referred to during
the unit so that the students can consult it if necessary. The grammar and
vocabulary sections arise out of the communicative needs of tourism
professional and feed into subscquent activities.

Writing: Routine writing tasks of the type encountered in the hotel
industry are practised in this section together with language devices, such as



linking and sequencing, commonly used to structure information in written
texts. Emphasis is placed on producing routine letters and telexes, messages
expanding note and, later in the course, on the production of extra hotel
industry correspondence.

3. Classroom use

The course has been designed to provide 90 periods of classroom work on
the basis of 8 - 9 periods per main unit and two periods per revision unit. These
timings should not, however, be taken as more than suggestions. The casual
amount of work that is necessary will vary according to the leave of the learners
of English. Their knowledge of the professional background, the amount of work
that is done as homework, and adaptation by teachers to their own situation.

The notes on using the course in the classroom that follows are intended
only as a guide. Teachers will find if necessary to adapt to the needs of their
students,

Homework: Homework is available for extra practice as homework or on
self-study basic.

Glossary, appendix, tapescript and answer key



ENQUIRIES AND
RESERVATIONS

Objectives

e Mastering
- Giving polite requests
- Confirming reservation

¢ Taking reservation

» Developing good behavior in describing hotel

Contents

Language functions and skills

- Taking down reservation

Language study

- Would/could in polite questions and request

- Comparing

Vocabulary: Words and expressions relating to reservation
- Numbers and date




READING

Try to understand the meaning of any new words or expressions while you
are reading the passage. After that, look for new words and expressions in the
Word Study at the end of unit.

ROOMS DIVISION MANAGER

[
l |

Front office Executive
Manager Housekeeper

I

Agssistant FO
Manager

Assistant Manager

| I | | | I

Guest relation Reception Cashier Reservation Tel Business centre Bell
supervisor superviser | o, pervisor SUPCTVISOT supervisor supervisor captian
Cluest L Business
relation Receptionist Cashier Reservation Tel centre Door

staff operator Tan
officers pe staff :
Drivers Porters
. | [



As you know, a receptionist works in one of the ‘front offices’ by the front
hall or lobby of a hotel. Usually, all members of staff who work in these
offices have direct personal or telephone contact with the guests.

In a large hotel, the receptionist welcomes and registers the guests. What
about in a small hotel? Here the work of the receptionist may also include the
job of advance reservations clerk, enquiry clerk, and book - keeper.

The advance reservations clerk deals with reservation enquiries, of course,
and with the booking and allocation of accommodation. A hotel receives
reservation requests in different ways. For example, telephone booking are the
most common in many hotels. This is becausc these booking are quick and it is
possible to get full information from the customer. Hotel often ask people who
make reservations by telephone to confirm their bookings in writing.

Many hotels in Vietnam are now using computer systems for reservations
and other tasks. Computers can be understood as “electronic filling cabinets”
and as such are idealy suited to dealing with large amounts of information,
which nced to be extracted and examinedin different ways. In particular,
computer systems allow a far more sophiticated analysis of guest information
than 1s permitted by manual systems. The systems and software might vary, but
essentlally they all perform the same function. The computer still necds to meet
the basic components of the manual reservations systems. This means that there

i1s still a necessity for a standard format, a visual reference, a detailed record and
for the system to be adaptable.

Perhaps you have seen that a number of hotels now have computer terminals.
These hotels can link their reservation systems with other hotels in their
group, with airline seat reservation systems and with terminals in the offices of
important travel agents.

If a hotel is able to accept a booking, the reservations clerk must record

it. The reservations clerk normally completes a reservation form and enters
the information in a reservation diary.

*
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07/06/ 2005

To: Advance reservations, Daewoo Hotel, Hanoi, Vietnam

From: John Brown, Sales Division, Hanel company.
102 Tran Binh Trong Street
Hochiminh city,Vietnam
Tel: 08-7642384
E-mail: Hanel @icte.uq.ed
Please reserve a single room with bath from the evening of August 18th

2005. A quict room on a lower floor away from the street is preferred.
Please confirm as soon as possible and inform me if a deposit is required.

John Brown

Reading check

[. In what way is the work of a receptionist different in a large hotel and
a small hotel?

2. Who does the allocation of hotel bedrooms?

3. Write down six ways that a hotel receives bookings. Which of these do
you think is the least important?

4. When are guests asked to confirm a booking?

5. How does the reservations clerk record a booking?

11




PREWOO HOTEL s | GUEST HISTORY RE€CORD
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DIy
" J;-K
Name:..........oiii
Address - Home :........................ Nationality :..............................
Business:...... Profesion:...........cooeeiii it
Booking made by ...l Credit:.......covi
Arrival Departure Room Rate Remarks
date date number




RESERVATION FORM

CJ NEW | "] ADMENDMENT | CANCELLATION | (0 WAITINGLIST

Guest | Room Bed N°of | Confirmed N° of Additional
name type type room rate nights request
Guaranteed Non - guaranteed
Name of applicant
Home address tel fax e-mail
Company/office address tel fax e-mail

Arrival date
Transportation request

Flight details

Departure date

others

Payment

Ownaccount [ | Company account ] Agent account []

[

Cash
Traveller cheque ]
Credit card

Card type:
Card No:
Expiration date:

All expenses [
Room only Il
[

Room & breakfast

Others ...........................

Special requests .............c.oceeneinns

Reservation taken by ................

*
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LISTENING AND SPEAKING

A. Read these faxes and look at the chart of the Royal hotel below.

There is one mistake in the way the room chart has been filled out. Find
the mistake and correct it.

Do you have a single room available for two nights from Friday May 6th?
If so, please reserve this for me and confirm by fax. Thank you.

Please let me know the cost including continental breakfast.

Susan Smith

14



Please reserve one double room with balcony and shower for my husband
and myself from May 15t 1o 8th, We require full board.

Mary More

A living room of a suite in Hanot hotel

ADVANCE RESERVATION CHART

MONTH : FEBRUARY 2005

R00m 15! 2nd 3rd 4lh Slh 6Ih '?th 81h 91]1 lolh

101(SB)

162(TB)

103(TB)

104(T)

*

156




B. You’ll hear a guest booking accommodation on the phone. Listen
and note down his requirements on the room chart.

....................................................................................

C. Pronunciation

Listen to the phrases in the speech ball and practise saying them clearly
and politely.

I'll just check if we have a room available.

Yes, we do have a room free.

I'm afraid the only room we have is.

Could you just spell your name for me, please?

Is there a phone number where we can contact you?
What time will you be arriving, Mr Green?

We'll confirm this reservation in writing, Mr Moore.

We Il look forward to seeing you on Monday, Ms Smith.
Thank you for your call, Mrs Moore.

D. Look at this reply to Susan Smith’s fax. Find four mistakes in it
and correct them.

*
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Dear Mr Smith,

Thank you for your fax. I am happy to inform you that we have a single room
with shower available for you from Friday May 6™ to Sunday May 8". The
cost of the room with full break is $65.

I can confirm that the room has been reserved for you. We look forward to
welcoming you both on May 6''. Please let us know if you will be arriving
later than 8 pm.

Yours sincerely,

A. Musler
Royal Hotel

Write a reply to Mrs Moore’s fax.

LANGUAGE STUDY

——

Requesting information

—

Notice how we can ask for information politely.
Examples:

You don’t know the name and address of a customer. (tell)
<> Could you tell me your name and address, please?

You don’t know the spelling of a customer’s name. (spell)
-> Would you spell your name, please?

You aren’t sure of the name of a company. (give)

~> Can you give me the name of your company, please?

Using could, would and can, ask questions in a similar way.

2.GTTA-KS-A 17




1. You don’t know the telephone number of a customer. (tell)
2. You aren’t sure of the surname of a caller. (repeat)

3. You are unsurc of the number of people in a group. (tell)
4. You don’t know the arrival time of a customer. {give)

5. You don’t know the spelling of a street name. (spell)

6. You are unsure of a guest’s date of departure. (confirm)

Comparing
Study the following table Station Hotel | Bristol Hotel | Park Hotel
1. How expensive is it? (USD) 340 220 270

2. How quiet is 1t? (.}

3. How convenient is it? (kms to centre) 2 1 4
4. How comfortable is it? (*) Rk * ik
5. How big is it? (number of beds) 400 680 250
6. How modern is it? (built in) 1947 1975 1965

Notice how we can make sentences comparing different hotels.

1. The Park Hotel is more expensive than the Bristol, but less expensive
than the Station Hotel.

The Station Hotel is the most expensive and the Bristol is the least
expensive.

2. The Station Hotel is noisier than the Park, but quieter than the Bristol.
The Bristol is the noisiest and the Park is the quictest.
Now write similar sentences about 3, 4, 5, and 6.

Numbers and dates

Notice how we say the following numbers and dates.

703 seven hundred three.

18
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521 five hundred and twenty-one.

3,845 three thousand eight hundred and forty-five.

Tel: 0904-37769 oh nine oh four, three double seven six nine.
Room 104 room one hundred and four or room one oh four.
30 January 1991: the thirtieth of January, nineteen ninety-one.

* We can also write 30 January or January 30™. In the USA it is: January
30, 1991 January thirtieth, nineteen ninety-one.

Now say the following aloud.

2,714, 301 April 1993, tel: 08-58 23 62, 12,449, June 12,
Room 317, tel: 01-703 4468, 19 July, Room 502, 650, 5t floor,
May 14 2002, 01-455 4011, 30 November 2002, 12th flpor, 9th
July 2004, 17,446.

ACTIVITIES

STANDARD RESERVATION PROCEDURE

Step 1. receiving enquiries
Step 2. determining room available
Step 3. accepting or denying requests for reservation
Step 4. documenting reservation details
Step 5. cohfirming reservation
Step 6. maintaining rescrvation records (filling, modifying)

Step 7. complimenting reservation reports

19



A room of Mélia hotel

e Activity 1
You’ll be playing the roles of RESERVATION MANAGER and GUEST

telephoning to reserve rooms. You should update the room chart. This role
play is in four parts:

- Your name is Bernard Brown. Call Royal hotel. You want to reserve a
room for your wife and yourself from May 2 to May 6 (four nights). The room
must have a bath, a balcony (your home phone number is 01303879231).

- You are the Reservation manager at the Royal hotel. Answer the phone

: and take the booking. Fill in the room chart above.

20



- Your name is Mary. Call the hotel to reserve a single room from the May
1 to May 8 (your office phone number is 01783567)

- You are the Reservation manager at the Royval hotel. Answer the phone
and take the booking. Fill in the room chart above.

« Activity 2

In a small hotel, a receptionist docs a number of jobs in order to satisfy
the hotel’s needs and the customer’s needs. For example, the receptionist will:

Prepare arrivalldeparture lists deal with correspondence
Welcome guests allocate rooms

Show guests to rooms take advance bookings
Deal with departures deal with guests' problems
Deal with cancellations, etc. deal with enquiries

Place these jobs in what you think is their order of importance. Give reasons
for your choice of order.

21
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WRITING

The International Hotel has received this letter.

17 Lime Avenue
York,

Y02 IPB
England

29" January 2004
The Manager,

International Hotel,
Amager Boulevard 162,
DK-2300 Copenhagen 5,

Denmark.

Dear Sir,

My family and I stayed at your hotel when we visited
Copenhagen last year. We are now planning a second visit during
May this year and hope it will be possible to stay at the
International again. We require two twin-bedded rooms with baths
for six nights from 7 May. We would like rooms with a view over
the park again, if possible. Please let me know if a deposit is
required.

Yours faithfully,

Peter Johnson




Here is the reply from the International Hotel.

[ INTERNATIONAL HOTEL ]

Amager Boulevard 162. DK-2300.
Copenhagen 5. Denmark
Telephone 01-107092.
Telex 15312
Mr Peter Johnson

17 Lime Avenue
York

Y02 IPB 7% February 2004
England

Dear Johnson,

Thank you for letter of 29" January 2004

We have much pleasure in confirming your booking of two
twin-bedded rooms with baths from 7% May-12" May 2004,
inclusive. Your rooms have a view over the park.

A deposit is not required.

We look forward to your visit.

Yours sincerely,

(Mr A.Madsen - Advance Reservations)

Using Mr Madsen’s letter as an example, write letters of reply to the
following reservation requests. You can accept all of these bookings.

1. Mr Son, 45 Giaiphong road, Hanoi city, Vietnam, Double Room/Shower
from 3-4-2004 3 nights / Lower floor requested.

2. Jose Gilbert, Perez Galdos 34, Valencia 8, Spain Twin / Bath from
2-6-2004 7 nights / Quiet room requested.

23




3. Miss Lan Anh, 16 Batricu street, Danang city, Vietnam, Single from
6-6-2004 4 nights, Gagege parking wanted.

WORD STUDY

advance reservations (n)
Reservations made by guests before they
arrive.

allocation (n) of accommodation,

deciding in which room each guest will
stay.

available (adj) ready for use.

bill record (n) of what the customer must
pay. (v) bill.

booking (n) person who reservation. v
book.

book-keeper (n) person who records
money paid and received.

cancellation (n) message from a person
with a booking saying he isn’t coming.
(v) cancel.

clerk (n) office worker.

common (adj) usual.

full board {(n) accommeodation and all
meals.

guests (n) people staying at a hotel.

: high season (n) the part of the year with

the most guests.

24

computer terminals (n) electronic
senders and receivers of information
to and from a computer.

confirm (v) agree to a booking. n

confirmation.

contact (n) communication.
continental (adj) breakfast light
breakfast.

correspondence (n) letters.

customer (n) person using a hotel.

deals (v} with works with; handles.
deposit money required to confirm
a booking.

diary (n) daily record.

fortnight (n) two weeks.

put you through (v) connect you
with.

rate (n) charge.

registers (n} records information

about guests.



hold the line (v) wait. selection (n) choice. v select.

link (v) connect. sort (n) type; kind.

medium-sized between large and suburbs (n) parts of a town outside the
small (n). centre.

members of staff (n) people who systems (n) ways of doing things.

work in a hotel.

normally (adv) usually. travel agents (n) companies or people

who sell journeys and holidays.
off-season (n) the part of the year with

the fewest guests.

A swimming pool

25
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RECEPTION

Objectives

e Mastering

- Describing adjectives
- Kinds of questions

» Doing the registration

¢ Developing good behavior in doing the registration

Contents

Language functions and skills

- Describing people’s jobs

- Doing the registration

Language study

- Describing people’s jobs, nations, nationalities, currency
- Asking question

Vocabulary

- Words relating to registration

- Part of registration form




READING

2. Check in 3. Occupation

1. Reservation 4. Check out

Try to understand the meaning of any new word or expression while you
are reading the passage. After that, look for new words and expressions in the
Word Study at the end of the unit.

It is important that the hotel receptionist should make sure that guests are
registered correctly. A hotel register or, more usually, a registration card is
used to record the full name, nationality, home address, and signature of each
guest. Foreign visitors must provide additional information such as passport
number and its place of issue, and their next destination. Many hotels use the
registration card to find out more about them. Many hotels use the registration
card to find out more about their customers and ask questions about occupation,
method of payment, and purpose of visit.

The receptionist should always check that the registration cards are
completed correctly and legibly. What if there is a query? Well, then the
receptionist should politely ask the guest for clarification. It is also necessary
to make sure that the reservation details have not changed. After this the
receptionist can inform the guest of the room number and rate.

What happens if the guest has travel agency booking? With that sort of
guest, the receptionist should obtain the original hotel voucher and check it
against the hotel’s copy. When large tour groups are checking in, it is useful
for the tour leader to deal with the registration cards and hand them over to
the "reception desk himself.

27



Reading check
1. What kind of information is requested on registration cards?
2. Why must the receptionist check completed registration forms?

3. What should the receptionist obtain from a guest with a travel agency
booking?

4. Why 1s 1t useful for a tour leader to deal with the registration cards for
a tour group?

REGISTRATION FORM

GUEST NAME: ROOM N°: ROOM RATE:

DATE OF BIRTH: ARRIVAL DATE:

NATIONALITY: DEPARTURE DATE:

PASSPORT N* METHOD OF PAYMENT.:

VISA N°: VALID UNTIL: | OWN ACCOUNT Cash (]

Traveller cheque Credit card ]

Room only D
All expenses ]
Others D

PERMANENT ADDRESS: COMPANY ACCOUNT:

OCCUPATION: OTHERS:

COMPANY: TRAVEL AGENT ACCOUNT:

GUEST SIGNATURE

Money jewellery and other valuables must be placed in a safe deposit box at the

front office cashier the hotel will not be responsible for any loses in the rooms.

28




MAINTENANCE REQUEST

To: Maintenance Department

We would like to bring the followings to your attention, kindly check and take the
necessary steps to resolve the problems. : '

Room N° Area Requests -

Date: Time:

Requested by: Head of Department signature:

LISTENING AND SPEAKING

1. You will hear two conversation recorded at the reception desk on the Sea

View Hotel. Listen and fill in the missing information for each guest.

NaAME: oo

ROOM NUMDET ..ttt e e e ee e

L0 1 L OO

Payment method: ... e

N ADEE e e e e

ROOM NUMIDET ... e ees e

08 ettt e e e——

Payment method: ..........cocvvveviennenen. .

29




2. Listen again. Each receptionist made a small mistake. What were the
two mistakes?

3. Look at these phrases. Most of them are suitable for welcoming someone,
but two are not suitable. Cross out two that you think are unsuitable.

Good evening, how may [ help you?

Hello, what do you want?

It’s good to see you again, Ms Black

It’s nice to see you again, Mrs White.

Back again, Mrs Grey?

Hello again, Ms Green, and welcome!

Good afternoon, sir, do you have a reservation with us today?

Good evening, Mrs Brown. How nice to see you again!

4. Pronunciation

Listen to the suitable phrases and practise saying them in a polite,
friendly voice.

LANGUAGE STUDY

Asking questions

Examples:

Find out if he requires a room with bath.

-> Do you require a room with bath, sir?

You don’t know if Miss Thomas has made a reservation.
-> Have you made a reservation, Mrs Thomas?

Find out when Mr Harris confirmed his booking.

-> When did you confirm your booking, Mr Harris?

Now do the followings in a similar way

1. You want to know if Mr Jones can change his booking.
2. Find out if she will confirm in writing.

3. You want to know if Mr Laker is cancelling his reservation.

4. You want to know which tour group he is with.

30



3. You need to know where his next destination is.

6. You don’t know if the tour group has arrived.

7. Find out if the receptionist checked the registration card.
8. You need to know who Mrs Masters is waiting for.

9. Find out why Mr Quatan is leaving earlier than expected.

Describing people’s jobs

Example:

What is a receptionist? -> A person who/that works in reception.

Now complete the following.

1. What is a hotel porter? s

2 e, -> A person that deals with reservation
enquiries.

3. What is a clerk? >

SR -> A person who sells holidays.

5. What is a clerk? >

6. What is a book-keeper? ->

Nations, nationalities and currency

Complete the following table

Nation Nationality Currency
I. France Spanish Fr
2, British ' Pla
3 E
4. Italy L
5. Greece Dr
6. Denmark D Kr
7. Dutch G
: 8. Swiss SFr
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9. German DM
10. Japan Y
11. American

12. Mexico P
13. Swedish SeK
14. Austria Sch
15. Belgium Fr
16. Portuguese Esc

Fr is the abbreviation for Franc. Find out the full forms for the currency

abbreviations in the table.
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Advising

Notice how we use should when we are giving advice.
Examples:

The receptionist didn’t check the registration cards.

-> You should always check the registration cards.
The guest left his Key Card in his room.

-> You should always carry your Key Card.

In a similar way, use should for the following sentences.
1. The receptionist didn’t prepare the arrival list.

2. The guest forgot his Hotel Voucher.

3. The clerk forgot to confirm a booking.

4. The receptionist was not polite to the guests.

5. The receptionist clerk didn’t note down the customer’s name.




ACTIVITIES

CHECK - IN PROCEDURE

Stage 1: Receiving and Registration
Stage 2: Allocating rooms
Stage 3: Secure payments

Stage 4: Issuing keys
Stage 5: Information services
Stage 6: Complete the check in
Stage 7: Open guest bill

e Activity 1

Work in pairs: You’ll be playing the roles of RECEPTIONIST and
GUEST who has just arrived at the Royal Hotel on May 1%

- You are a RECEPTIONIST at the Royal Hotel. Welcome the guest and
go through the check in procedure.

- You are Mrs Green and you’re checking in at the Royal Hotel. You sent
a fax reserving a room till May 5™, You now want to stay until the 6. Is the
room avallable for an extra night?

e Activity 2

This is the Royal Hotel’s registration card. Fill it out for yourself, as if
you were a guest there.
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Royal Hotel
REGISTRATION CARD

Surname:

Forenames:

Accompanies by:

Payment method: Cash  cheque  company account  credit card

0 O L ]

Home address

Nationality

Passport number

Car registration number

Purpose of visit

Signature

Special requirements

Reom number Date ol arrival Date of departure

e Activity 3

A guest who stays at a hotel without an advance booking is often called a
“chance” guest. Receptionists have little information about these guests.
There are different ways of deciding whether to accept chance arrivals or not.
How do you think a hotel should deal with the problem?

EXPECTED ARRIVAL LIST DATE:

1 2 3 4 5 6 7 8 9 10

Cle:
Reported by :
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Note:

1. Booking code 7. Departure time

2. Room assigned 8. Departure date

3. Guests’ names 9. Company/Group name
4. N° of rooms 10. Remarks

5. Room types

6. Room rate

A SAMPLE OF STANDARD PRE-PRINTED KEY CARD

Logo Welcome to
HOLIDAY VIEW
HOLIDAY VIEW

Addie i

Telsereririiiiiiiiiiiiiiiiniees

| O ) PO

E-mailiccovnriiiiiiiiiiiiainin

Check in/check out: 12.00 Name
Please notify the Front Desk if your key-card Room N

1s missing.
Visitors are not permitted in guest room

For outlets Advertising

Arrival date
Departure date
Rate
Plus 5% service charge
and 10% VAT
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SUMMARY OF CHECK-IN PROCESS

Guest arrives

Check reservation
sratus

HAS THE GUEST MADE A RESERVATION?

36

ves | No

Complete registration
form

Assign room and room
rate

Prepare for guest arrival
Check: room status and

availability. Expected arrivals and

departures. Special requests. VIP
guests. Hold for arrivals

e

Are rooms
available?

Deny
request

Y

Check method of
payment

Issue room key

Information service

Complete check-in
Escort guest 1o room

Suggest alternative
rooms or hotels

. i

Open guest bill




WRITING

The Sofitel Hotel in Hanoi, Vietnam has received this letter.

23 Burley Lodge Road
Nottingham
England

The Manager 17" March 2004
Sofitel Hotel

Hanoi, Vietnam

Dear Sir,

A few weeks ago, I booked a double room a single room in your hotel.
The dates were from 18" to 25" June.

Unfortunately, my father has been very ill recently and his doctor has
ordered complete rest for six months. He will not, therefore, accompany
my wife and me on our journey to Vietnam. For this reason, we would

like to cancel the single room. My wife and I still plan to arrive as

arranged.

Yours faithfully,

William Bond
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Here is the reply from the Sofitel Hotel

SOFITEL Hanoi city, Vietnam. !
HOTEL Telephone: 0831-2348. Fax 861178.

Mr Willam Bond
23 Burley Lodge Road

Nottingham

England C 1" April, 2004

Dear Mr Bond,

Thank you for your letter of 17" March 2004,

We are sorry to hear that your father is ill and hope that he will soon recover.
We have, as you requested, cancelled the single reservation and are now

holding for you one double room with bath for the period 18" - 25™ June.
Yours sincerely,

Mr Nam

Advance Reservations

Using Mr Nam’s letter as an example, write letters of reply to the

following requests for alterations to bookings. You can accepi all of these
changes.

1. Miss Hoa, 24 Minh Khai, Tu Son, Bac Ninh, Vietnam
Original booking: T/B, from 22 July, 6 nights, arriving 15:00
Change: arriving 23 July at 17:00, stilt require 6 nights

2. Mr Khanh, Sales manager of Bac Ha company, 38 Bachmai street,
Hanoi city, Vietnam.
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Original booking: 2D from 14 August. 8 nights

Change: leaving on 20, please confirm booking for 6 nights

3. Jack Archer, 49 Methuen Way, Edgeware, Middlesex, England
Original Booking: S/B, from 29 July, 2 nights.

Change: change of plans, please cancel booking.

WORD STUDY

accompany (v) travel with.
accurate (v) correct.

additional (adj) extra.

adjoining (adj) next to each other.
alteration (n) change. v alter

area code (n) telephone number for a
part of the country.

charged to (v) ... account, put on...
bill

check against (v) compare with.
checking (n) in registering.
clarification (n) exira information to
make something clear. v clarify.

cocktail bar (n) bar for drinks before
dinner.

destination (n) place to which a
person is going.

in touch (n) in contact.

legibly (adv) in a way that is easily
read. :

let (v) occupied; rented.

lift (n) (US) elevator.

manual (adj) hand-operated.

*

“mentioned {v) spoke about.

excluding (v) the opposite of ‘including’
extend (v) make longer.

extension (n) internal telephone
number.

external calls (n) calls 1o numbers
outside the hotel.

fill (v) in complete.

hotel register (n) book in which
information about guests in recorded.
hotel voucher (n) form issued by
travel  agent hotel
accommodation and often recording
part of full payment in advance.

reserving

identification (n) way of showing
who you are. A passport, for example,
identifies who vou are.

query (n) question.

recently (adv) not long ago.

room status (n)} condition and

availability of each room.
room board (n) board showing -
signature (n) sign (v)

therefore {adv) because of this; for
this reason.
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method of payment (n) way of
paying.
obtain (v) get.

open round the clock (v) open 24
hours a day. \

original (adj) first,

outside line (n) telephone line going
out from hotel.

place of issue (n) place where
passport was obtained.

provide (v) give; supply

purpose (n) of visit reason for visit.

40

tour groups (n) groups of people
travelling and staying in hotels under
one booking.

tour leader (n) person in charge of a
tour group.

travel agency (n) place where travel
agent works.

vacant (adj) free; unoccupied.

various (adj) different; a number of.
(v) vary; (n) variety.



A swimming pool
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HOTEL SERVICES

Objectives

¢ Mastering
- Kinds of hotel services
e Introducing and guiding hotel services

¢ Developing good behavior in describing hotel

Contents

Language functions and skills
- Taking orders

- Asking for customers’ wishes
- Making suggestions
Language study

- Reporting messages

- Using noun group

- Using passive

Vocabulary

- Verbs of services provision

- Expressions of purpose and need




READING

Here Is a list of services described in the key card of the Hilton Hotel.

Remember not 1o look in the Word Study until after you have read the
passage.

Welcome to the

Hilton Hotel

- Room service: For everything you want, please use the telephone in your
room. Breakfast only is served in the bedrooms.

Tea and coffee: There are tea and coffee making facilities in all the
bedrooms.

Night porter: The night porter has a supply of drinks if you need
something after the bar has closed and he is on call throughout the night.

Car parking: The hotel car park is available to all guests, but we regret
that no responsibility can be taken for cars left in the car park.

Shoe cleaning service: There are shoe cleaning machines on the second
and fifth floors.

Laundry: A same-day service is available from Monday to Friday.
Garments handed to the hall porter before 10 a.m will be returned the same
evening.

Doctor: In an emergency, private medical attention can be obtained by
contacting the housekeeper, reception office or the duty manager.
Theatre tickets: These can be obtained by contacting reception.

Transport: For car hire, travel information and taxi service, please contact
reception or the hall porter.
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Valuables: Valuables should be deposited at the reception office and a
receipt obtained for them. Otherwise, the management cannot accept
responsibility.

Cheques: The reception office will arrange for the changing of foreign

currency and will cash traveller’s cheques. Personal cheques will be cashed at
the management’s disretion.

FIRE INSTRUCTIONS

Please read the fire notice on display in your room

Reading check

1. Which meals are not served in a guest’s bedroom?

2. Who cleans guests’ shoes?

3. Who is responsible for cash kept in a guest’s bedroom?
4. Who should be contacted in a medical emergency?

4. Where are the fire instructions situated?

SAFE DEPOSIT BOX CARD

Box N":

(ruest name 1 Room N° Signature
Guest name 1 Room N° Signature
Date Time Issuing staff

Condition: In the event of guest failure to return the key of this box within
one month of departure from the hotel, the management has right to open the
box and replace the lock and the above cost of $100 to be debited to.

In the event of lost of the key to this box. The expenses of opening and

replacing the lock shall be paid by the guest - $100.
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USE OF SAFE DEPOSIT BOX

Date Time Guest signature | Front desk

We hereby acknowledge of the contents of the assigned safe deposit box and
doing release Holiday View hotel from al! liabilities in connection here with.

Guest signature................ Front desk
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A SAFETY BOX
INDIVIDUAL SAFE DEPOSIT BOX

1 27 3] 45T 718

1
[ 3} L X ] L 3 ] . L 3 ] [ 1 ] L X J ."ll
35 |36 | 37 | 38 | 39 | 40 | 41
L 1} L X J [ X L 3 ] L F ] L X ] L 4
65 |66 | 67 | 68 | 69 | 70 TK
- & L X ] e *® o9 [ X ] [
A c |l A \
\
Master key Individual box key

LISTENING AND SPEAKING

1. You'll hear some guests asking for information. Listen and tick (x) the
boxes to show the right answers.

1. The first guest wants to know

a. when lunch starts b. when lunch ends
2. The receptionist advises him to .......

a. reserve a table b. get there carly
3. The second guest wants to know where she can buy ........

a. a gift b. sun lotion
4. The pool attendant ........

a. give her a towel b. doesn’t give her a towel
5. The third guest wants to ........

a. order today’s special b. find out about today’s special
6. The waitress recommends .......

a. the special b. another dishes
7. The fourth guest wants to get a ticket for .......

a. a concert b. the opera
8. The hall porter (concierge) tells her that she should .......

a. pay him for the ticket now b. not pay him for the ticket
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9. The fifth guest wants to know ...............
a. where she can wash the clothes b, how to get his washing done

10. The housekeeper tells him to put his dry - cleaning in
a. the same bag b. a different bag

2. Listen again. Pay attention to the tone of voice of the members of staff
use and tick (x) the boxes to show how they sound.

3. Look at the phrases in the speech balloon. Match them to the situations
in which you would say them.

The receptionist sounds.... helpful unhelpful
The pool attendant sounds. ... helpful unhelpful
The waitress sounds....... efficient inefficient
The hall porter sounds....... friendly unfriendly
The housekeeper sounds....... friendly unfriendly

Situations
1. If you know the answer to a question......

2. If you have to check before answering a question
3. If you can’t answer the question

4. If you want to give someone extra information....

Certainly, I'll just explain.__....

Excuse me a moment, I'll have to check.

'l Just have to fill out.

I'm gfraid 1don't inow.

I'm not quite sure, I'm afraid.

I'm sarry, don't really know.

Just one moment, please, I'll ask one of my
colleagues

Yes, certainly. Well ...

By the way, you might be interested 1o know
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4. Pronunciation

Listen 10 the phrases and practise saying them in a friendly and helpful
volce.

LANGUAGE STUDY
Reporting messages

Study the following examples of a receptionist passing on the messages of
different guests.

“Tell my husband that I’ll wait for him in the bar,” said Mrs Law.

-> “Your wife said she would wait for you in the bar, Mr Law.’

“Tell Mr Lutz that I am arriving at six o’clock,” said Mr Logan.

-> ‘Mr Logan said that he was arriving at six o’clock, Mr Lutz.’
‘Could you tell the Duty Manager I want to see him?’ said Mr Jones.
-> ‘Mr Jones said he wanted to see you, sir.’

In a similar way, report the following messages, taking care to make
changes where they are necessary

1. “Tell Mr Graham that | have a message for him,’ said Mrs Belts.
2. *Would you inform the housekeeper that I need some soap?’ said Mr Tor.

3. ‘Could you tell my husband that I’ll see him in the lobby?’ said
Mrs Reid.

4, “Tell my wife ’m going to the shops,” said Mr Parks.

5. “Tell the tour leader we need the registration cards,’ said the manager.
6. ‘Could you tell the cashier | want my bill?” said Peter Jones.

7. “Tell my wife that I have collected the newspaper,” said Mr Lambert.
8. ‘Tell Mrs Pritchard that I'm leaving at two,” said her sister.

Using nouns in groups

Examples:

reservation chart -> chart for recording reservations

booking confirmation -> confirmation of a booking
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Now complete the following in a similar way

I. tea making facilities ->

2. tour group leader >

3. -> service provided in a guest’s room

4. ... -> system for reserving airline seats

3. shoe cleaning machine -> .......

R -> telephone code for an area

1o -> bureau which finds accommodation

8. oo -> form for registering guests from overseas
9. arrival list ->

10. room status system -> ......
Using the passive

Guests, please

. deposit valuables at reception.

. order newspaper at the desk.

. sign registration cards on arrival.

. confirm reservations in writing.

. change traveller’s cheques at the cash desk.

. leave your keys at reception.

o R R - A

Note how we can use a passive form 1o write out the first example above:
Valuable should be deposited at reception.
Note that it is not necessary to speak about the guests.

Use can, should and must 1o write passive sentences for examples 2-6.

ACTIVITIES
s Activity 1

Hotel guests have a wide variety of needs. Some of these are listed below.

Decide which member or members of staff should deal with each of these
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requirements. For example, if a guest wanted soft drinks in his room, he could

call 6 the night porter or 9 room service.

you with these questions. Here are the thing you want to do...

50

A guest wants:
a. some drinks in his room
b. some soap

. to stay at the hotel again

C
d. his shirts cleaned

9]

. some Writing papers

f. to leave a message

g. to cash a traveller’s cheque
h. to extend her stay

1. some theatre tickets

j. medical attention

k. to hire a car

1. to change her room

m. to cash a personal cheque
n. to deposit some valuables
0. an carly call

p. a newspaper in his room

q. his baggage moved

» Activity 2

Members of staff
Bookings Clerk
Cashier
Duty Manager
Hall Porter

1.

2.

3.

4,

5. Housekeeper
6. Night Porter
7. Porter

8. Receptionist
9.

Room Service

You will be playing the roles of GUEST and RECEPTIONIST at the Melia
hotel. This role play is in four parts.

- You are a GUEST at the Melia hotel. Ask one of the receptionist to help
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+ Find out if you can get to Haiphong by train. Can you book a room in a
good hotel there?

+ Find out how to get to the airport for your flight to Hochiminh City.
+ Find out where and when breakfast is served.

Now ask a different receptionist to help you with thesc questions. You

want to......
+ Change your room to one with better view
+ Find out how long it takes to the international airport
+ Find out what time you have to check out

+ Reserve a room for your next visit in a month’s time

HOTEL SOFITEL INFORMATION

Rooms with a lake view are $95, rooms overlooking the garden are $86.
You have only one $95 room available now, but several for next month.
Dinner is served in the Atlantic Restaurant (8 - 11.30 pm) of Roof Top

Room on the 12t floor (10 pm - 3 am). Roof Top Room has a cabaret and
dancing.

The swimming pool (open from 6 am to 7 pm) is on the roof. Towel
available from the attendant (always on duty - press to bell to call him).

Checking out time is 11 am. Luggage can be stored for guests who have

checked out.

International flights depart from Noibai airport (25 kilometres from

here). Allow one hour by taxi + | hour to check in.

Domestic flights depart from National Airport to other cities

Hue: 10 am 2 pm
Danang: 9 am 6 pm
Hochiminh: 1l am 2 pm
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Allow 40 minutes by taxi and 45 minutes to check in.

Taxi are normally always available outside the hotel. They can not be

booked in advance.

Today’s exchange rate is $1 = 15.800 VND.

A room of Sofitel hotel
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A cafe shop
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WRITING
Writing 1
A receptionist al the Melia Hotel has taken three messages. Here are her notes.

Mr Powers/arriving Hellenikon airport/7 pm today take taxi/meet
Mr Long here.

Mrs Hong/gone shopping/back midday meet husband for lunch/ HaiYen
restaurant/1l pm

Mr Peters/room 702/checked out/7 am/day early booked in Linda
Kemp/chance arrival/702/one night only.

And here are the three messages written out in full. Compare the notes
take a taxi and meet Mr Long here at the hotel.

Mrs Hong has gone shopping and she will be back at midday. She will
meet her husband for lunch in the Hai Yen restaurant at 1 pm.

Mr Peter, room 702, checked out at 7 am, a day early. T have booked in
Linda Kemp, a chance arrival, in room 702 for one night only.

Writing 2 __

Now cover the three messages. Look at the notes again and try to write
out the messages in full yourself.

Writing 3

Write the following messages in full.

1. Mr Brown/leaving/3 pm/this afternoon catch flight/L.ondon/Hellenikon
Airpot/6 pm

2. Mrs Curtis/ordered taxi/10:30 am meet brother/entrance to Akropolis/
11: 00 am

3. Miss Wiseman/cancelled order/ “Times™ newspaper changed order/
“International Herald Tribune™

4. Mr Drew/made booking/ 21.3.82/ 3 nights/SB sent letter/confirming
booking.

5. Mrs Payne/called doctor/9 am/husband ill doctor/sent Mr Payne/City
Hospital/l1 am 6 John Adams/left message/Mr Authur/midday not able to
meet/Diplomat Bar/7 pm/this evening.
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WORD STUDY

baggage (n) luggage.

car hire (v) use of a car for payment.
cash (n} another word for money. (v)
change into money.

chemist shop (n) where medicines
arc obtained.

currency (n) money.

deposited (v) given for safc keeping.
discretion (n) freedom to decide.
drugs (n) medicines.

duty manager (n) manager made
responsible for day to day operations.
emergency (n) problem which
requires immediate attention.
facilities (n) equipment.

fee (n) charge.

fire notice (n) instructions on what
to do if there is a fire.

flight (n) airline journey.
garments (n) pieces of clothing.
headache (n) pain in the head.

heart attack (n) sudden illness of
the heart.

same-day service (n) service which
is completed on the same day 1t 1s
requested.

situated (v) placed; sited; located.
straight (n) away immediately.

symptoms (n) signs of illness.

loosened (v) made {ree; undone.
on call (n) available for contact.

on display (n) put where it can be
seen.

on time (adv) at the correct time.
otherwise (adv) if not.

prescription (n) writtcn note used
for obtaining medicine.

public holiday (n) national holiday
such as May 15t or December 251, In
the UK, the cxpression ‘bank holiday’
is also used.

receipt (n) written note recording
money or valuables received.

regret {adj) are sorry.

responsible (adj) for in charge of:
accountable for.

throughout (adv) all through.

urgent (adj) requiring immediate
attenfion.

valuables (n) things worth a lot of
money.

within (prep) before the end of.
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FOOD SERVICES

Objectives

e Mastering

- Kinds of food and drinks
- Serving procedure

¢ Serving food and drink

» Developing good behavior in describing hotel

Contents

Language functions and sKkills
- Explaining dishes

- Making suggestions

- Taking order

Language study

- Making suggestions

- Describing dishes and drink

- Present time

Vocabulary

- Verbs of service provision

- Expressions of purpose and need

- Word relating to dishes




READING

Here is part of the introduction to the book “Good Eating Guide for
France 2004". Remember not to look in the Word Study after you have read
the passage.

CLASSIFICATION

A large number of restaurants are mentioned in this guide. We particularly
recommend some of them for the high quality of their cuisine. These
establishments are indicated by Good Eating Stars. For each of the starred
restaurants, we have also shown three speciality dishes which are usually
served a la carte. Some of these dishes are available only in season.

* A good restaurant where carefully prepared meals are served at

reasonable prices.

** A very good restaurant where first-rate cuisine is available.

*r% An excellent restaurant where the very best food and wines are

served.
PRICES OF MEALS

The rates for each restaurant give an indication of basic charges current
in Spring 2004. Prices are given in francs and are inclusive of service and
VAT If you think that an establishment has overcharged you, let us know.

M 50/140 Fixed price meals - A minimum of 50 and a maximum of 140
francs for set meals served at normal eating hours.

b.i. Beverage included.

M ala c. A carte meals - The fist amount is for a plain but well-prepared
{80/180) which includes a light entrée, a main dish of the day with
vegelables, and a dessert or cheese. The second figure is for a fuller meal with

a house speciality and includes hors d’oeuvres, two main conrses, cheese and
a dessert,
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Reading check

1. What kinds of restaurants does the Good Eating Guide recommend?
2. What is the difference between a one star and a two star restaurant?
3. What does the basic charge include?

4. Ts a beverage always included in the set meals?

5. How many courses are served in the cheaper a la carte meal?

PREPARING FOR SERVICE OF LUNCH AND DINNER
Table d’hote

- Check table cloth is clean

- Place salt and pepper and ashtrays

- Place serviettc, glass and side plate

- Place cutlery

- Add optional items such as flowers, table numbers

- Check placement of chairs. They should be lined up evenly with each cover.
- Check uniformity of covers. Spacing of all items should be the same.

A la carte

- Lay - up the table as for table d’hote cover, except place cutlery (3 items}
- Adjust cutlery for first course, depending on customer’s order.

- Add extra cutlery, course by course.

LISTENING AND SPEAKING

1. Work in pairs: Note down three questions a customer might ask
about the menu. Decide how you would answer each question.
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A Buffet - Hilton hotel

2. Now you hear three guests ordering from the menu. Note down their
orders, including the changes they request.

MENU
Apetizers and soups
Soup of the day

Cream of asparagus soup

Melon with port wine
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Six oyters
Grilled sardines with lemon juice and garlic
Smoked salmon
Waldorf salad
_ Entrees
Grilled fillet steak served with French fries
Pan fried trout served with tagliatelle
‘Venison steak with pepper sauce served with roast potatoes
Veal schnitzed served with new potatoes

Grilled lamp chops served with saute’ potatoes.

All served with vegetables of the day
Today’s specials

Tomato, spinach and eggplant casserole

Poached salmon with a ginger and lime juice sauce
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3. Listen again and then discuss these questions

- Which waiter or waitress did the best job?

- Who made mistake? What was the mistake?

- Who was the most polite?

- Who was the most efficient?

- Who was the most friendly?

4. Fill blanks in this dialogues

Waiter Are you ready to order?

Customer | Yes, I'd like a steak, please.

Waiter Certainly. How .c.ooooonviiiiiene 2

Customer | Medium rare, please. And can I have it with rice instead of French frics?

Waiter Yes, of course. Would...........coooviececvrrenn 7

Customer | Yes, a mixed would be nice

Waiter Fine, sir, and would ...

Customer | Oh, yes. Let’s see... What’s the soup of the day?

Waiter Today we have cream of aspagus - It’s made with fresh asparagus.

Customer | Good. Ok, I’ll have that.

Waiter And would.........cooimreviernr e 7

Customer | No, I have a beer, I think. Do you have local draught beer?

Waiter No. I’'m afraid not. Would ............c..coioveeeicira ?

Customer | Yes, Ok, never mind. That’ll be fine.

Waiter So, that’s a medium rare stcak with rice and a mixed salad. And
cream of asparagus soup to start with. Is that right?

Customer | Yes, that’s right. And can I have some bread, please?

Waiter | e,

Customer | Thanks very much.
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5. Pronunciation

Listen to a model version of the dialogue. Then pratise it in paIrs, taking
it in turns to play the roles of the waiter/waitress and the customer. Make sure
you sound as friendly and helpful as possible.

LANGUAGE STUDY
o Making suggestions
Study the following table.

Situation Suggestion
1. You are cating fish a Chablis
2. You feel hungry the English breakfast
3. You’re looking for a good restaurant the Good Eating Guide
4. You have a headache an aspirin
5. It’s a long way to walk a taxi
6. You fcel very hot a beer
7. You’ve had a ttring day a rest

Notice how we can make suggestions for 1

If you are eating fish, madam/sir, Id suggest a Chablis.

or if you are eating fish, madam/sir, why den’t you try a Chablis?
or if you are eating fish, madamy/sir, what about trying a Chablis?

In similar way, use the table to make suggestions for 2 - 7.

Describing dishes
and drinks
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» Example:

What’s noisettes Milanese exactly? (cook lamb with herbs and serve it
with spaghetti)

—> That’s lamb cooked with herbs and served with spaghetti.

In a similar way, describe the following.

1. What’s dry Martini? (mix three parts gin with one part dry Martini and
serve it with a olive)

2. Could you tell me what paella is? (cook rice and sea food together and
serve it in the cooking dish)

3. What’s blanquatte of veal? (Cook veal with carrots and onions and
serve it in a while sauce with boiled rice)

4. Could you explain what an Irish coffee is? (Mix coffee with brown
sugar, Irish whisky, and cream, and serve it as and after dinner drink)

5. What’s sweet and sour pork? (Fry pieces of pork and serve in a sugar
and vinegar with rice)

A restaurant in Holiday hotel

e Present time:

Notice how the Present Perfect and the Present Continuous are used in
the examples.

Examples:

Have you decided yet, sir? (look at/menu)
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-> No, I haven’t. I'm still looking at the menu.

No, he hasn’t. I'm still waiting for him. (brother/arrive)

-> Has your brother arrived?

In a similar way, make questions or answers for the following

. Have you ordered yet? (wait for/menu)

. Have you found your wallet? (look for)

. No, it hasn’t. We’re still waiting for it. (time/arrive)

. No, I haven’t. I'm still waiting for a line. (telephone/company)
. No, I haven’t. I'm filling it in. (complete/registration form)

. Have you finished with the tour guide? (use)

. No, I haven’t. I’'m still waiting for confirmation (allocate/tour group)
. Have you prepared the room? (clean)

ACTIVITIES

e Activity 1

[o - TS Iie N N SN S R o

There are many different ways of preparing and cooking food. Take
mushroom, for example. They can be (a) fried - fried mushrooms, (c)
grilled - grilled mushrooms, or (f) deep - fried - deep - fried mushrooms. Now

use the illustration below to decide how the various foods can be prepared and
write out the descriptions.

Frying

o5

%

Boiling

4 mushrooms 5 tomatoes

e ——

Grilling 7 mackerel 8 pork chop 9 sausages
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e Activity 2

Listed below are the duties of a reception waiter, station waiter, and wine
waiter in a restaurant. Decide in which order these activities should take place
for the correct service of guests.

1. The station waiter brings the guests’ first course.

2. The reception waiter checks on the time of the booking and the number
of guests.

3. The wine waiter offers the guests the wine list and takes orders for a
apearitifs.

4. The wine waiter takes the order for wine.

5. The station waiter takes the order for wine.

6. The reception waiter receives and welcomes the guests.
1. The wine waiter brings the wine.

8. The station waiter seats the guests.

9. The reception waiter takes guests to their table.

10. The station waiter offers the guests the menus.

11. The wine waiter brings the aperitifs to the guests.

e Activity 3
Work in groups: Take it in turns to play the roles of a waiter/waitress and
a table of two or three customers. Use the menu above.

After each turn, the guests give feedback on how well the waiter of waitress
did the job.

SERVING ROOM SERVICE BREAKFAST

 Check tray. Make sure everything the customer ordered is on tray. Use
one tray for each breakfast. Remember that hot items are last to go on the
tray.

» Proceed to customer’s room quickly, so that the breakfast will not
get cold.

¢ Hold the tray in one hand, knock on door and say “Room Service”. Do
not knock with your keys, as this is too noisy.
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e When the customer answers and requests that you come in, use your
passkey to open door. Enter only when requested to do so.

» Greet customer with a smile, and say “Good morning, Sir/Madam”
» Ask “Where would you like me to put the tray?”

e Ask “Would you like me to open the curtains?”

» Check customer satisfaction, * Is everything all right?”

e L.eave room immediately and close door.

s Trays must be collected later,

WRITING

e Writing 1

Notice how the following pairs of sentences are combined using relative
pPronouns.

Examples:

Mr Tom is the reservation clerk. He deals with the allocation of room. (who)

-> Mr Tom 1s the reservations clerk who deals with the allocation of
rooms.

For each restaurant, the Good Eating Guide shows three speciality dishes.
These speciality dishes are usually served a la carte. (which)

-> For each restaurant, the Good Eating Guide shows three speciality
dishes which are usually served a la carte.

Three stars are given to excellent restaurants. Only the very best food is
available in these restaurants. (where)

-> Three stars are given to excellent restaurants where only the very best
food is available.

Combine the following pairs of sentences in a similar way, and make any
changes where necessary.

. As requested, we have booked you two double rooms. These rooms
look over the park. (which)
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2. Here is our service list. The list gives details of the services available
at the hotel. (that)

3. You can buy cigarcttes and sweets at the hotel tobacconist. This is
situated in the hotel lobby. (which)

4. Mr Francis is one of the duty managers. The duty managers deal with
day today problems. (who)

5. There arc free shoe cleaning machines available. These can be found on
the 20d and 5% floors. (which)

6. We have received a telephone booking from European Minecs. The
company will confirm the booking by telex. (who)

7. The porter has gone to the chemist for the prescription. The porter will
bring the prescription to your room. (which)

8. The Cafc Tour specializes in salmon. Salmon dishes are reserved by the
Cafe Tour only in season. (which)

9. There is a car park adjoining the hotel. Only hotel guests may leave
their cars in this car park. (Where)

10. The hotel has a coffec shop on the ground floor. Beverages and snacks
are served in the coffee shop all day. (which)

e Writing 2

Now write out the following passage, combining pairs of sentences where
possible with who, which, and where. _

The Simon Hotel has two restaurants. These restaurants are situated on the
ground floor and the first floor of the hotel. The first-floor restaurant is called

the Grill. The Grill has only an i la carte menu. The other restaurant is called
the Simon. A set menu is usually served in this restaurant.

Monsieur Noiret is the reception head waiter. He deals with table reservation
in the Grill and the Simon. Both these restaurants are very popular. The Grill
is particularly busy in the evening, and so it is always necessary to reserve a
: table well in advance. In fact, the Grill is an excellent restaurant. First-rate
cuisine and good wines are always available there.
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WORD STUDY
a la carte (n) type of menu where
each dish is individually priced.
air-conditioning system (n) system
controlling air quality and temperature.

Apéritif (n) alcoholic drink taken
before a meal.

basic charges (n) charges that do not
include any extra services or orders.

beverage (n) drink.

herbs (n) plants whose leaves are
used in cooking.

hors d’oeuvres (n) small dishes
served at the beginning of a meal.

house speciality (n) special dish
prepared by a restaurant.

indicated (v) shown. indication.

in season (n) at certain times of the
year.

main dish (n) most important or
principal dish.

marmalade (n) type of jam made
with oranges, lemons, etc.

overcharged (v) charged too much.
particularly (adv) specially.

plain (adj) simple.

preserves (v) marmalades and jams.

, accompaniments (n) equipment on a
" dining table such as salt, pepper, etc.
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canned (n) a can of juice

chilled {v) made cold.
classification (n) way of dividing. v
classify.

courses {n) different parts of a meal.
cuisine (n) cooking.

current (adj) in use at the moment.

dessert (n) final course in a meal
where something sweet is served.

entrée {n) courses before the main
COUrse.

establishments (n) places of business.

quality (n) level or degree of
excellence.

reasonable (adj) not too much.

recommend (v) speak well of. n
recommendation.

Scotch on the rocks {(n) Scotch
whisky served with ice.

set meals (v) meals with a limited
choice -of dishes.

snack (n) light meal such as a
sandwich.

soft-boiled eggs (n) eggs boiled for
about three minutes.

-. Suits me (v) is to my liking.

VAT (n) Value Added Tax. A tax on
goods and services in Britain.

wine list (n) list of wines served with
a meal.



appropriate (adj) suitable.

carafe (v) open glass container for
wine, water, etc.

carving (v) cutting meat, etc,

category (n) type; class

chips (n) deep-fried fingers of

potato; French fries (US); pommes
fries (Fr).

couscous (n) a North African dish
consisting of meat and vegetables in
a spicy sauce, served with semolina.

cover (n) the equipment on a dining
table laid for each customer.

cutlery (n) knives, forks, spoons,
ete.

diabetic (n) a person with the
desease diabetes which makes it
necessary to limit the amount of
sugar eaten.

diets (n) restricted
programmes. v diet

eating

sittings (n) services of a meal.

skilled (adj) good at his work. adj
skilful.

soft drinks (n) non-alcoholic cold
drinks.

spicy (n) strong tasting because of
high pepper or chili content.

table d’hote (n) restricted choice.
tasks jobs.

makes it necessary (v) to limit the
amount of sugar eaten.

diets (n) restrieted
programmes. v diet

eating

economy (n) saving money, (v)
economize.

extensive (adj) wide.

filleting (v) removing the bones
from fish, meat, etc.

flats (n) large serving plates.
grade (n) level

house wine restaurant’s own wine.
labour-saving (n) work limiting.

mineral water {n) natural water sold
in bottles,

previous (adj) last.

procedures (n) methods; ways of
doing things.

rare (n) only cooked a little;
underdone,

turnover (n) number of customers
arriving and leaving.

vegetarians {(n) people who don’t
eat meat and other animal products.

washing-up (v) cleaning the plats
cutlery, etc.

well-done (adv) well-cooked.
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A karaoke room
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REVISION 1

The exercises in this unit are revision of some of the work studied in Unit
1 - 4 of the course.

1. Asking questions

Example:

Find out when he’s leaving for London
-> When is he leaving for London?
Now make questions in a similar way.
Find out

. how long Mr Wright wants to stay.

. when Mrs Sloane checked out.

. if they’d rather have white wine.

. which room the Lepics are staying in.
. 1f the manager was responsible.

. who the Browns should write to.

. how many non-stop London flights a day there are.

. when she is leaving the hotel.

W 00 -1 N th B W R =

. when the Golden Ball restaurant closes.
10. what they’d like for dessert.
2. Yocabulary

: Choose the correct word from those in the brackets in order to complete
the following sentences.
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1. The receptionist should give a (bill/receipt/confirmation) to a guest

when valuables are deposited.

2. Dial 9 for an (extension/external/outer) line.

Payment may be made in any major European (cash/money/currency).

Guests should fill (infup/of) a registration form,

Room 712 is (vacant/empty/not used) between 5th, 17th May.

A (payment/deposit/voucher) is required to confirm the booking.

Which (dessert/entrede/main dish) would you like before your steak?

Comprehension

3.
4,
5.
6. Could you put me through (to/for/up) Mr Spencer in room 78, please.
7.
8.
3.

Study the chart below and then answer the questions that foltow.

FROM

LINE TO Till April 1 Till August 31
NEWCASTLE Fred. Olsen-Bergen Line |BERGEN No Service £240.00
DFDS/Ter Line GOTHENBURG No Service £156.00
OFDS ESBJERG £84.00 £120.00
DFDS OSLO No Service £150.00
HULL North Sea-Ferries ROTTERDAM £1726.60 £177.00
North Sea-Ferries ZEEBRUGGE £118.20 £164.40
GT YARMOUTH | Norfclk Line SCHEVENINGEN £48.00 £103.50
FELIXSTOWE | TerLine GOTHENBURG £120.00 £165.00
Townsend Thoresen ZEEBRUGGE £29.50 £70.00
HARWICH Prins Ferries HAMBURG £181.00 £201.50
Prins Ferries BREMERHAVEN £169.50 £187.50
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Fred. Olsen-Bergen

KRISTIANSAND

No Service

£240.00

OFDS ESBJERG £84.00 £120.00

Sealink HOOK OF HOLLAND £56.00 £77.00

SHEERNESS  |Olau Line VLISSINGEN £54.00 £57.00
DOVER Sealink OSTEND £40.00 £42.00
Sealink DUNKIRK £40.00 £42.00

Sealink CALAIS £40.00 £42.00

Seaspeed CALAIS £40.00 £60.00

Townsend Thoreson CALAIS £26.50 £42.00

Sealink BOULOGNE £40.00 £42.00

Seaspeed BOULOGNE £40.80 £70.00

Townsend Thoreson ZEEBRUGGE £96.50 £55.00

FOLKETONE Sealink OSTEND £40.00 £42.00
Sealink BOULOGNE £40.00 £42.00

Sealink CALAIS £40.00 £42.00

Cheapest crossing from England - A family of four in a Ford Cortina

1. What is the cheapest way to travel to Boulogne off-season?

2. How many companies operate ships to Calais?

3. What is the difference between the off-season and the high-season price

for travellers going from Folkestone to Calais using Sealink?

4. Inseason, is Folkestone - Ostend as expensive as Dover - Ostend?

5. Which companies serve Zeebrugge, and from which ports?

6. How do you get to Gothenburg in March?
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4. Verb tenses and forms

In the following sentences, place the word(s) in brackets in the correct

tense and/or form.

1. At the moment, the tourist industry.................. very quickly. (grow)

2. The London flight ................ at 18.00 daily. (leave)

3. Mr Thomas ................ yesterday morning at 9.00. (check in)

4. MrSmith................ to order his meal. (still wait)

5. Fruit juices ................ before they are served. (should chill)

6. Normally, the International hotel................ individual booking in
writing. {(not confirm)

7. The booking ................ ten days ago. (confirm)

8. 1.l a menu yet. (not look at)

9. If Mr Shaw ................ I’ll give him your message. (ring)

10. Traveller’s cheques ................ at the cash desk. (can change)
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5. Multiple choice
Complete the following sentences in the correct way.
1. The main purpose of the key card is to show
a. that a guest has confirmed his reservation.
b. that a guest has paid a deposit.
c. to the head waited for a table reservation.
d. services, facilities, tariff, and room number.
2. A room status system does not show
a. the number of rooms available in any one day
b. the length of stay of an arrival.
c. the room number allocated to arrivals.
d. the number of people expected.
3. The most convenient way of registering a large group is
a. a registration book.
b. individual forms.

¢. a special room list.



4. If a guest wants to cash a personal cheque, the receptionist should
a. ask the guest to sign it on the back.
b. refuse to do it.
c. check with the duty manager.
d. always change it.
5. VAT is
a. a service charge.
b. a type of bill.
€. an extra'charge.
d. a tax on service provided.
6. After greeting a new guest the receptionist’s first action should be to
a. check the guest’s reservation.
b. ask the guest the length of his stay.
c. ask the guest to register.
d. call the luggage porter.
7. A credit card is used primarily to
a. obtain money when banks are closed.
b. identify the writer of a cheque.
¢. purchase goods and services.
6. Translation
Translate the following words and expressions into your own language.
1. a. suburbs b. off-season ¢. fortnight  d. convenient
2. a. laundry b. valuables ¢. medical attention
d. personal cheque

3. a. frying b. deep - frying ¢. boiling d. grilling

4. a. three course meal b. dessert, ¢. wine list d. set meal

5. a. grapefruit b. grapes c. banana d. cucumber e. melon
f. peas, g. celery h. carrot 1. onion J. garlic

6. a. roast lamb  b. boiled potatoes  c. grilled sole d. poached eggs
¢. fried tomatoes f. fresh lemon juice.
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7. Verbs and nouns

Complete the following table.

Verb

. confirm

. IESCrve

. book

. enquire

. alter

0 o

. telex

Noun

confirmation

Verb
9.
10. select
11. allocate
12. sign
13 ...
14 ...
15. charge

16. register

Noun

cancellation

cash

recommendation
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LOCAL TOURS

Objectives

e Mastering

- Beauty spots

- Procedure for arranging tour
» Introducing beauty spot and arranging tour
» Developing good behavior

Contents

Language functions and skills
- Taking down reservations
- Introducing tourism spots
- Arranging a tour
Language study
- Using prepositions
- Future time
- Abbreviations

Vocabulary

- Words and expressions relating to holidays
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READING
Reading

Here is a description of a Spanish resort taken from a Letts Holiday Guide.

estartl}

This popular summer resort has one of the finest sand beaches
of the Costa Brava - the Playa de Paris. Formerly a little fishing
port, where the inhabitants fished for sardine and anchovy, it has,
in a few years, achieved international status without losing
its appeal.

Just off the coast lie a group of four islands known as the
Medas isles and a littie farther north is the Foadada Rock.
Inhabited in Roman times, these islands later became descrted.

 Now you fish or simply sunbathe.

There is little to see in Estartit itself. In fact, it is hardly more
than a main street - Calle Sante Ana - which runs parallel to the sea
and contains some good boutiques and small souvenir shops. If
you want to shop, the best day to visit Estartit 1s on Thursday,
which is a market day.

For a small resort, Estartit has plenty of night life. For first -
class evening entertainment, often with an international floor
show, it is worth climbing the hill to the Cub.

El Catalan, and, in the village itsell, the Galeon usually has a
floor show, with dancing to recorded music. Young people usually
go to the St. Tropez discotheque.

Anyone wishing to travel from Estartit to Torella de Montgn
will be able to take the bus, which leaves at two-hourly intervals
from Estartit.



1. sightseeing coach 4. telephone box

2. news-stand 5. pavement café

3. kiosk

Reading check

1. Where is the Foadada Rock situated?

2. What activities can be carried out in the Medas Isles?

3. What does the Calle Sante Ana have to offer the tourist?

4. Why is Thursday the best day for shopping in Estartit?

5. Which three establishment are suggested for night-time entertainment?

LISTENING

L. You will hear two information officers talking about the questions
that people ask them. Write down the questions they’re asked.

1. The most common question that the man is asked is:

...................................................................................................

2. What other questions do you think people ask in a Tourist
Information Centre?

3. Yow’ll hear another information office talking to three different
vigitors. Listen and fill the missing information.
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Bus or metro tickets Price:

Where tO'_buy-t'hem:‘

Bank opening hours Monday to Friday: N
Saturday:’
Sunday:

Other places to change money:

Department stores Monday to Friday:

opening hoﬁrs Thursday:

Saturday:

First Saturday of the month:
Sunday: |

Transportation

Bus, tram or metro tickets

How to transfer from one route to another:.........

Taxis

Phone numbers:............ Fares:....ccooeen.

How to tip:

Trains (or buses) to two other cities

TImMeS: e eiiieeeererrnreeens

How to reserve seats:...........ooueee...

80



Opening times

Monday to Friday Saturday
Shops and stores From.......... L L) T From......... L (1 T
Supermarkets  From.......... L1 N—— From.......... (1 S
Banks From.......... L[ T From........ N {0 TOVP

Tourist attractions

top three tourist attractions in the area: ticket price:

Three more useful pieces of information about your city or region which a

foreign visitor needs to know:

LANGUAGE STUDY
Using prepositions

Notice how the prepositions are used below to describe position and
direction.

Just off the coast lies a group of islands.
You can take boat trips to the Medas Isles.
There is a discotheque in the village.

Now study the following table and choose the correct prepositions from
the table to complete the sentences below,
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DIRECTION POSITION

to on{to) in(to) at on in
et % \ X —_—
from off out of away from off out of
.
¥ —— . X
I. The tour busecs depart ................ the central square at two-hourly
intervals.
2. There are many intcresting buildings ........... the old quarter of the city.
3. The medieval monastery is situated seven miles ... ............. the town.
4. I'll want for you ... ............. the reception desk.
5. They travelled ... ............. Madrid to Barcelona overnight.
6. The coach driver drove ... ............. the main road in order to visit the
craft centre near Cordoba.
7. I would like a table ... ............. the window. It’s too bright today.
8. You can find the Jorge Hotel just ................ the Ramblas.
9. Onc moment, I’ve left my wallet ... ............. the table.
10. His room looked ... ............. the main strect.
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Future time

Notice how we can usc the Simple Present and the Present Continuous
to talk about the future.
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The next boat train for London leaves at six o’clock.
Mrs Francis is meeting her friends at the Akropolis tomorrow.

The Simple Present is used to refer to future events that are part of a fixed
timetable or programme. The Present Continuous is used to refer to an
individual arrangement or a plan for the future.

In the following sentences, place the verb in brackets in either the
Simple Present or the Present Continuous.

T . to the cinema tomorrow afternoon. (go)

2. The chef ............... a special dinner for the managing director and
his wife next Friday. (prepare)

3. The guided tour ................ from the Information Office at ten
o’clock this evening. (depart)

4. We ... ... two weeks in Paris in August. (spend)

5. The first performance at the theatre ................ at 17.30 tonight.
(begin)

6. Mrs Sloane ................ her sister for lunch at 13.00 tomorrow. {meet)

Abbreviations

Match each of the following abbreviations with the full form that it stands
for in the list given below. Then learn them.

1. kgs 9. No, 17. pm

2.A.C. 10. oz 18. hrs

3. PO 11. sae 19. Ave

4, lbs 12. am 20. Rd

5. tel 13. h&c 2] fr

6. km 14. °F 22. arr

7. dep 15. St 23.v

g.oC 16. incl. 24. eg.

before midday kilograms number
Volts telephone ounces
hot and cold francs Avenue
after midday inclusive hours
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degrees Centigrade
alr conditioning
stamped addressed envelope

degrees Fahrenheit

ACTIVITIES
e Activity 1

pounds
Street
kilometre
Post Office

Road

arrival

for example

departure

In a recent survey of British holidaymakers visiting Italian resorts,
questions were asked about what facilities were considered the most
important {or a holiday abroad. Here are the results of that survey.

Percentage (%) of holidaymarkers
who thought that this was:

| Facilities
Very Quite Not
important | important | important
1. Weather 78 12 10
2. Food 68 24 8
3. Comfort of hotel 45 52 3
4. Hotel service 42 56 12
| 5. Night life 3 30 39
| 6. Distance of hotel from beach 44 20 26
7. Distance of hotel from town 29 30 4]
8. Sports 20 35 45
9. Shopping 2 44 24
| 10. Day-time entertainment 18 46 42
.| 11. Amenities for children 15 13 72
12, Local tours to places of interest 23 34 42
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1. Put all the facilities in the order of importance you think would
appear to the following holidaymakers:

a. A husband and wife with three children under ten years old.

b. Two active young men aged 21 and 23.

2. Do you think the survey asked all the questions that were
necessary? If not, what other facilities are holidaymakers interested in?

» Activity 2

Three tourists wish to make a half-day sightsecing trip round Paris. They
each have different requirements. There are no trip that will make it possible
for the tourists to stop everywhere and see everything that they want.
Compare their needs in the table and the descriptions of the tours. Decide

which of the tours best suits the individual needs of each of the tourists.

Tourist would like to stop at would like to see
Mr Long Eiffel Tower Opéra
Sacré Coeur Champs Elysées
Lauvre Left Bank
Arc de Triomphe
John Brown Eiffel Tower Opéra
Louvre Luxembourg Gardens
Notre Dame Cathdral Left Bank
Sacré Coeur
Panthéon
Miss Berg Arc de Triomphe Opéra
Sacré Coeur Left Bank
Natre Dame Panthéon
Cathedral Montmartre
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1. Historic Paris (frs. 95) daily at 9.15 (3 hours)

Starting at the Opéra, this tour visits the Marais. Place des Victotres, la
Bastille, and the lle de la Cité in the heart of Paris, with the Palais de
Justice and Conciegrie; then to the Left Bank, passing the Boulevard
St Michel and the Sorbonne University. You will also see the Panthéon.
Stops are made at the Louvre and the Luxembourg Gardens and there is a
detailed visit to Notre Dame Cathedral.

2. Paris vision (frs.120) daily at 10.00 (3 hours)

This is a wonderful tour, your travel in an ultra-modern coach and a
detailed commentary is provided through individual earphones. You see
the Opéra. Montmartre, Sacré Coeur and then go down to the Place de la
Concorde and along the Champs Elysées to the Arc de Triomphe, where a
stop is made. Other stops are made at Les invalides and Notre Dame.
Return is via the Left Bank and the Rue de Rivoli.

3. Tuesday special (frs.110)

Tuesday at 9.00 (3 hours)

A special tour of Paris guided in person by a Paris Travel Serivce Hostess.
This tour includes stops at the Eifel Tower and Montmartre with views
over Paris from the steps of Sacré Coeur. You will see the Place de la
Concorde, the impressive Champs Elysées and the Arc de Triomphe.

4. Modern Paris (frs.85) daily at 13.45 (2" hours)

This very interesting tour starts at the Opéra and passes the Madeleine, the
Statue of Liberty, the Champs Elysées and the Place de la Concorde. Stops
are made at the Arc de Triomphe and the Eiffel Tower and on the return
part of the trip you will see the Champ de Mars
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WRITING
e Writing 1

Study the town map below

Post Office
Hotel Plaza
Cathedral
National Museum

Museum of
Modern Ant

Hotel Bristol
City Museum
Zoo

Central Bank
Town Hall

e Ol

a5

FEET D

Ddovao~Ne GPWN =

SWINDON

Notice how we can write out instructions for finding our way. How do you
get from the Post Office to the City Museum? Turn right outside the Post
Office and walk down Alma Way until you come to Central Square. Then turn
right up City Avenue and continue as far as you can. Turn right into Leopold
Street and you’ll find the Post Office about half - way down on the right.

How do you get from the Post Office to the Museum of Modern Art? Turn
left outside the Post Office and walk down Alma Way, across Swindon Road,
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into the Strand and then take the first right into Park Road. Continue down
Park Road Parliament Street, which is the first on the right. The Museum of
Modern Art is a little way down on the right-hand side.

» Writing 2

Cover the instructions and try to write them out yourself.

» Writing 3

Now make instructions for following routes.

1. How do you get from the Post Office to the Zoo?

2. What’s the quickest way from the Cathedral to the National Museum?
3. What’s the besl route from the Plaza Hotel to the Central Bank?

4. How do you get from the Museum of Modern Art to the Plaza Hotel?
5. How do you get from the Plaza Hotel to the Cathedral?

WORD STUDY
abroad (adv) in a foreign country;
overseas.
amenities (n) places 1o go to and
things to do.
appeal (v} attraction. v appeal.

coast (n) the part of the land where it
joins the sea.

column (n)
commemorates (v) is in memory of.
deserted (adj) cmpty; without people.

discotheque (n) dance club with
modern music.

entertainment (n) amusement,

show or performance. v entertain.
events (n) happenings.

floor show (n) performance in a club
Of restaurant.
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atmosphere (n) feeling; ambience.
boutiques {n) small shops.
brochures (n) small book or
booklet giving information.
holidaymakers (n) people who are
on holiday.

inhabitants (n) people who live in a
place. v inhabit.

magazines (n) publications, usually
weekly or monthly.

market (n) a place where people

meet to buy and sell.

medieval (adj) from the Middle
Ages, about 1300 - 1500.
monument {n) something that
commemorates.

night life (n) evening and night
entertainment.



guide (n) a book or person giving
information about a place. v guide.
harbour {n) port.

help yourselves (v) take what you
want

survey (n) scientific enquiry.

two - hourly intervals (n) every two
hours.

These lines are parallel

architecture building and styles of
making them.

old quarter (n) the oldcst part of 4
town.

on board on (used of ship and
plane).

parallel (n)

resort (n) placc where tourism is
the main business.

souvenir (n) object that brings back
memories.

sunbathe (v) lie in the sun to get a
brown skin.

world famous (n) known all over
the world.

A dinning room

89



COMPLAINTS

Objectives

e Mastering
- Procedure for dealing with complaints
¢ Decaling with complaints

¢ Developing good behavior in dealing with complaints

Contents

Language functions and skills

- Asking about problems

- Maintaining customers’ confidence
- Offering actions

- Explaining the regulations
Language study

- Should have done

- Getting thing done

- Adverbs of degree

Vocabulary

Words and expressions relating to problems
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READING

14 West Brompton Road
Wolver hamton
Warwick shire
21982

The Manager

Starway Tours

121-123 Ba Trieu

Hanoi

Viet Nam

Dear Sir,

I have recently returned from your Starway Five Nations Tour-ST

104/5. 1 am very upset by the standards and the organization of this tour
and I have a number of comments about it that I would like to make.

In general, the food was extremely poor and the service was very slow.
On a number of occasions we had to wait over an hour for our meals. In
one hotel there was a problem of overbooking. After a long and tiring
journey, we discovered to another hotel on the outskirts of the city. In your
advertisement, you stated that all the hotels were located in city centre.

There were also a number of travel delays during the tour, and on one
occasion my luggage was left the coach. I only got it back a day later.

Finally, I think your staff should have handled these problems in a
better way. Some of them were rather rude when complaints were made.

I feel that your company should consider an appropriate refund
because of the bad service that was provided.

Yours faithfully,
Muriel Stamp (Mrs)
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Reading check

1. What was wrong with the food service?

2. Why did Mrs Stamp complain about the hotel transfer?

3. What happened to Mrs Stamp’s luggage?

4. What complaint was made about the staff of the tour company?

5. Why does Mrs Stamp want some of her money returned?

CUSTOMER COMPLAINTS

= There are many different reasons
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Why a guest might complain.

Where a staff member has:
» Failed to do something preperty

Some of the situations

which may lead to a
hich may 1 « Misunderstood what the guest

complaint from a guest has said

could be;

« Forgotten to do something

» Forgotten to pass on a message

Where the guest:

* Has been kept waiting.

e Has been given inaccurate information

e Expectations arc not met.

» Feels that he is not getting value for money

* Equipment and supplies are broken, damaged or missing




LISTENING

A. Youw’ll hear five people talking about how they deal with complaints.
Listen and match the comments to the people who say them.

1. Complaints give us a chance to prevent the same problem happening
again.

2. Clients don’t like to feel their complaint has been ignored.

3. Don’t take complaints personally. Perhaps ask the duty manager to deal
with the situation.

4. People get cross when something goes wrong if they have saved all year
for their holiday.

5. To start a hotel are a team with shared responsibilities.

B.

1. Work is pairs: What has happened in the situations below? If you

were the person responsible, what would you do? What would you say to each
of the guests?

2. You’ll hear members of staff dealing with each of the complaints.

Listen and decide what each of them did wrong. What should they have
done and said? -

3. You’ll hear the same members of staff dealing with the complaints
more effectively.

Listen and decide why each one is better this time. Did they do what you
would have done?

C.
1. Pronunciation

Listen to these sentences and practise saying them in a sincerc
apologetic votce.
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2. Work in pairs: Here are some things that clients might say to you.

Decide together:
- How to deal with each complaint.

- What you will actually say to each client (your exact words)

My steak is overcooked.
The heating in my room isn't working.

The wine waiter was very rude to me when |
asked for red wine with my fish.

You forgot to wake me at 6 am.

Now I've missed my train.

There’s no hot water in my room.
The TV in my room only shows two channels
and they are both in Hungarian.

The pool attendant told me I couldn’t reserve a
sunbed before breakfast.

The tramy going past my room kept me awake
all night.
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LANGUAGE STUDY

Causes of complaint: Should have done

Look at this picture of a hotel bedroom.

1. bed 6. ashtray
2. sheets 7. tray

3. wardrobe 8. lamp

4. carpet 9. books
5. waste-paper basket 10. curtain

It 1s not surprising that the guest who was given this room complained.
The housekeeping staff did not do a number of things that they should have
done before the guest saw the room.
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Examplcs:

change

-> They should have changed the sheets.
close

-> They should have closed the wardrobe.

Now say what other things the housekeeping staff should have done.

GETTING THINGS DONE

Staff often need to say that some other person will perform a service that

a customer requests. Notice how this is done.
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Examples:

There isn’t any instant coffee in my room (send up)

-> P’ll have some sent up.

The glasses are dirty (change)

-> I’ll have them changed.

In a similar way, say that you will have the following things done
1. The TV doesn’t work in room 713 (fix)

2. There aren’t any towels in my room (send up)

3. My shower still isn’t right (repair)

4. You said you’d get me that prescription (deliver to your room)
5. Are you sure this bill is correct? (check)

6. I’ve left my luggage in the room (bring down)

ADVERBS OF DEGREE

We can use the following adverbs to make an adjective stronger or weaker.

extremely
very

The hotel is busy STRONGER
rather

quite




Notice how we use these adverbs only before adjectives.

Examples:

The tour group complained about the long walk to the beach (extremecly)

-> The tour group complained about the extremely long walk to the beach.

He checked out because of the poor service in the hotel (rather).

-> He checked out because of the rather poor service in the hotel.

In a similar way, choose one of the adverbs to place in each of the
following sentences.

1. Mr Lyons thought the souvenirs were expensive.

2. It was hot on the beach yesterday afternoon.

3. Miss Rikard was late for the meeting with the tour company.

4. He was tired after the nine-hour flight from London.

5. Customers often complained about the high telephone charges.

6. Mrs Dill was annoyed about the traffic noises from the street.

ACTIVITIES

» Activity 1

Read this passage from a training book for tourist industry staff

When you are dealing with complaints, you should listen carefully; be
polite; and, except when it is absolutely necessary, don’t comment until the
customer has finished. Then, make a short, clear apology. After that, you should
repeat the complaint. This is to make sure that you have fully understood the
problem and that there are no misunderstandings. When possible, you should
decide who will deal with the complaint. If it is not a serious one, you can deal
with it yourself. You should explain to the customer the action you plan to
take and tell him when it will be done. If you decide that a manager should

handle the complaint, you should first inform him and then arrange a meeting

between him and the customer.
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08

Now use the information in the passage to help you to complete the
flow chart below.

1 be polite 2
\ |
3
|
4 5]
I
decide who
will handie the
complaint
|
| | |
6 7
| |
give atime arrange a meeting

The main considerations when handling a complaint:

» Stay calm

» Show empathy with guest
» Avold arguing

» Avoid justifying, being defensive or making excuscs

Handling complaints

* Do not put the blame on any one ¢lse.

* Activity 2

Most businesses take complaints very seriously; but some complaints are
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more serious than others and some customers complain more than others. It
is often the responsibility of an individual member of staff to deal with the
problem. Sometimes, of course, it is necessary for the staff member to refer

an unhappy customer to someone else, such as a manager.

Look at the following complaints that guests are making to staff ar the
Internarional Hotel.

- Mrs Lan says that she did not get her early morning call.

- Mr Son in room 502 is very annoyed about the loud music and voices
from room 703.

- Miss Ann says there is no coffee in her room.
- Mr Shaw is complaining loudly in the restaurant about badly cooked meat.
- Mr Storm says his wallet is missing from his room.

- Mr Anderson is complaining about the air-conditioning for the fifth time
in four days.

- Mrs Edwards says that finds the floor waiter very rude.
- Mr Lean says that his bathroom shower doesn’t work.

- Mr Thang is complaining in the lobby that the hotel has let his reserved
room to someone else. '

- Mrs White says she can never get an outside line.
- Mr Stephen is not sure if the wine is corked.
- Mrs Parnel is most upset that her usnal suite of rooms is not available.

Now decide which member of thé hotel staff is best suited to deal with
these complaints; perhaps the duty manager, the assistant manager, the head
receptionist, a receptionist, a station waiter, the head waiter, or someone else.
Give reasons for your choices.
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HERE ARE SOME GUIDELINES FOR HANDLING A COMPLAINT

» Jsolate the guest

e Listen to the guest's problem

» [dentify the main points, take notes.
e Empathize with the guest

* Apologize

e Thank the guest for bringing it to your attention
* Explain what can be done

e Act immediately

e Log or report complaint appropriately
» Follow up to ensure action is taken

e Check for guest satisfaction

WRITING

Here the main part of a letter of complaint to the International hotel

Dear sir,

I must complain about the service at the International hotel fifth visit.
There were a number of things. First, the new self-service arrangement at
lunch was not what I expected. Secondly, the service of the hotel was very
poor. The receptionists always seemed extremely busy, the hotel porter
was never available, and I thought that the floor waiter was rather rude.

I do not usually complain but as an old customer. I’'m sure you will be
interested in my comments.

Yours faithfully,

John Crewe
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Here is the reply from the Manager of the International hotel

Dear Mr Crewe,

The International hotel is always intercsted in hearing the comments of
its guests and we are glad that you have written to us.

T am extremely sorry that you found the service provided by reception,
the hall porter, and the floor waiter not up to our usual standard. I apologize
for this and will make enquiries about it.

This year you took your holiday in August, which is our busiest month.
The self-service arrangement for lunch is always used in July and August.
However, I regret that you had slow service at dinner.

I hope we will continue to receive your custom and, if you have dealed
with the problem there and then.

Yours sincerely,

Alan Rey

Manager

Now write letters of reply to the following written complaint received
by the International hotel

1. Mr Wilson has complained about the standard of service in the Grill
Restaurant. He says that he had to wait thirty minutes for his table, that the
service was slow, and that the food was not very good.

2. Mrs Hoa has complained that the hotel has not sent the hotel brochure
and price list which she requested six weeks ago.

3. Mr Son has complained that his room was too small, that the people in
the next room were noisy, and that the prices in the restaurant and bar were
too high.
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WORD STUDY

advertisement (n) notice of object
or service for sale. v advertise.

apologize (v) am sorry. n apology.
attend to (v} deal with.

coach (n) comfortabic bus, often
used over long distances.

comments {(n)} things to say. (v)
comment.

cork (n) stopper in top of wine
bottle, etc. Corked of low quality
because of a poor cork.

cut off (v) unable to continue the call
becausc of a broken connection.

delays (v) unscheduled periods of
waiting.

discovered (v) failure; breakdown.
fix (v) repair; put right; put in order.
handled (v) deal with.

left off (v) not put on.

matter (n) subject; question.
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missing (v} cannot be found.
nearly (adv) close; near.

occasions (n) times.

outskirts (n) edge; limits.
overbooking (v) taking a number of
bookings that is greater than the
number of beds available. Another
expression, for individual beds and
rooms, 1s double-booking.

refund (v} repayment. v refund.
rude (adj) not polite; impolite.
short-staffed (adj) with fewer staff
than necessary.

six release (n) not holding rooms
after six p.m.

standards (n) levels of performance.
stated (v) said. n statement.

tough (adj) hard and difficult to eat.
transferred (v) moved to. n transfer.

upset {(adj) angry and unhappy;
annoyed. v upset.



r A suite of a 5 star hotel
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CHECKING OUT

Objectives

e Mastering
- Checking out procedure
« Doing the checking out
e Developing good behavior in checking out

Contents
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Language functions and skills
- Explaining the bill
- Asking the method of payment
- Meeting or not meeting guest’s wishes about paying
Language study
- Past time
- Quantity
- Calculating
Vocabulary
- Figures and calculations
- Items of the bill
- Methods of payment




READING

Every hotel needs to record the income it receives. Any system of recording

charges shauld keep guests/ bills up to date, identify the sales of different
departments, and make financial control possible.

Twenty years ago, the tabular ledger was the most common method of
recording charges in hotels, and is still used by some smaller establishments.
However, since the introduction of cheaper billing machines, machine billing
has replaced the “tab” in many hotels. In larger establishments, a further
development has been the use of the computer for handling accounts.

OAXACA VERACRUZ HOTEL

Mrs Jarman/Goddard Sunshine ref: $22339/1

Deposit: 00.00
Room: 318 N© of guests: 3 Arrive 17/03/82
Rate: 2000 pesos Bill n° 2601 283 WM?2 Depart 19/03/82

Charges credits

17.03.82 Apartments 2 000 233992
18.03.82 Apartments 2000
19.03.82 Ledger Transfer 4000 §22339/1 00.00

Acc. To: Sunshine Holidays

.........................................................................................................................

included, gratuities at Please leave your key
ryour discretion

Service and tax are Signature
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A COMPUTER BILL

In computer billing, charges are entered into the computer by the bill
office clerk using a keyboard terminal. No bill is produced until the guest is
ready to settle his account. Then the cashier “calls” the bill and it is printed
out for the guest in a few seconds. If the hotel has wrongly charged a guest
for an item, the cashier can make out an allowance slip.

Allowances
Guest’s NAME. . ...oovirereaeennnn Arrival Date
Authorized by.................... Departure Date
Reason .......ovvevvvneeiiiins
Breakdown on departments $ P
Room N¢© Total:

The computer memory keeps a running total of every bill in the hotel.
Control checks can be programmed info the computer. If a cashier does not
post a charge correctly, it automatically queries the posting.

A financial statement is also automatically produced at the end of the day
together with a full sales ledger which shows the total sales of each department
and the totals for each room. A list of bills can also be produccd for the
credit control department.

When the computer has produced a bill for a guest, it is also able to handle
the various methods of payment. If the guest pays in a foreign currency, the
computer will use the current exchange rate and calculate the amount of
change required. Credit card and ledger account details can be entered into
the computer’s memory. The cashier can then guarantee the credit status of
any cards offered for payment.

All these facilities reduce the amount of paperwork and little time is spent
waiting at the reception desk.
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Reading check

1. What has replaced the “tab” in many smaller hotels?

2. In which two ways does the computer memory help with payments?

3. In computer billing, when is a guest’s bill printed out?

4. What is the purpose of programming control checks into the computer?
5. Why is it easier to check credit card payments in a computerized system?

TABULAR LEDGER SYSTEM

The tab contains:

* Record of all charges, credits, payments and outstanding balances.

e Separate total for each guest’s bill.
e Separate total for each category of item.

An example of a horizontal tab:

14. balance B/F from previous

day.

ledger
19. carried forward

2134 67| 8|9 |10 11| 12{13]14(15]|161(17]18]19
Note:

1. invoice N°, 5-12. daily charges 15. grand total

2. guest’s name | (room, breakfast, food, dinner, | 16. cash received

3. room number | bar, wines, telephones, other) 17. ledger received

4. sleepers 13. dajly total 18. accounts transferred to
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LISTENING

Youw’ll hear a guest checking out of a hotel. The cashier explains the
extra charges on the bill. Listen and note down the reasons for the
charges on the guest’s bill.

SUNSET

BEACH RESORT

Date Reference Description Amount
05 Jan 4668 Palm beach: drink at the bar 7.50
05 Jan 1955 Sports: tennis court hire 12.00
05 Jan R101 Bermuda plan 180.00
06 Jan 3891 Pool side 6.300
06 Jan 12345 TELEX AND FAX 18.00
06 Jan 3291 ROOM SERVICE 10.00
06 Jan 4668 PALM BEACH 5.500
06 Jan 9832 COFFEE HSE 12.00
06 Jan 1291 WTR SPORT 15.00
06 Jan R 101 BERMUDA PLAN 180.00
07 Jan 3892 MISCELLANCUS 8.00
07 Jan 29871 BERMUDA PLAN 9.00
07 Jan 12010 POOL SIDE 15.00
07 Jan R101 PALM BEACH 180.000

108




The darling sauna massage Fitness centre of Hanoi hotel

LANGUAGE STUDY
Past tense and Present perfect tense

Notice how we use the Past Tense for events that finished at a definite
time in the past. We can use the Present Perfect Tense for events which began
in the past but have not yet finished.

Mrs Wilson checked out of the hotel on 2d April/six days ago.

The tour leader has known the hotel manager since 1997/for six years.
Now write out the following sentences in full, using the Past or the Present
I. Mr Manh (be) in Halong since Monday.

. Mrs Lan (leave) for Dubai on 18t August.

(OS]

. The Chester family (check in) on Wednesday afternoon.

o

- Mr Son (not visit) us since last year.

. The Sunways tour group (spend) a week here last month.
. They (come), as agreed, on the first of the month.

- Simen Ltd (not pay) its account for the past three months.

- Mr Peter (be) tired after his long flight.

o 3 O W
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9. He (like) tortillas since is first visit to Mexico.
10. The tour group confirmation (not arrive) last Thursday.
Quantity

Adjectives such as many, a lot of, some, a few and few arc used before
things we can count. For example:

There were many mistakes in the guests’ bill.

Adjectives such as much, a lot of, some, a little and little are used before
things we cannot count. For example:

Did vou spend much money on telephone calls?

We can show this information in the following diagram.

’7 countable not countable
many/a lot of much/ a lot of
GREATER
some some
QUANTITY
a few a little
few little

Now choose an appropriate word from the list below to complete the
following sentences.

1. There is little... about hotel service in the kKey card.

2. How much... do you want to exchange for francs?

3. He spent a few... checking his bill.

4. The guests didn’t drink much... during dinner.

5. There were many new... at the hotel this year.

6. Did the tour leader have much... with complains form this group?

¥

7. The brochure only gives a few... about the coach tour.
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¥

8. The hotel received few ... about its service.

facilities pounds
information British currency
complaints beer

WOTITIES time

equipment details

minutes trouble

bottles of wine

Calculating

Notice how we can express the following mathematical signs and symbols.

= equals, is equal 1o, makes
- minus, less, take away
X multiplicd by, times
11 cleven sixteenths
16
10,206 ten thousand two hundred and six
+ plus, and
+ divided by
3 threc quarters
< \
2 two thirds
3
10.206 tcn point two oh six

Now write out the followings in words and then say them aloud.

1.102+46-95=74 6. 93+3.1=3
2. 14.135 i
7. 21%
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7 3 5
3—+— = 1+~— 8.9x3=27
8 4 8
1
4.4+ —x2 =9 9.30:4=175
4
5.16.720 10. 18.715
ACTIVITIES

e Activity 1
Five guests are checking out of the Hotel del Golfo. Details are given

about their bills and methods of payment. Decide how much change each of

them should get. The foreign exchange table below will help you. The rates
are given in Mexican pesos.

Country Currency Cash Traveller’s cheques
France Franc (I 4.5 4.8
Germany (West) | DM (N 10.6 11.0
[taly Lire (100) 2.4 -

Japan Yen (100) 10.5 11.0
Saudi Arabia Rial nH 7.4 -
Spain Pta (100) 297 -
UK Pound (1) 51.5 53.0
USA $ n 23.5 240
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Example:

Miss Janet. The total amount payable on her bill is 6480 pesos, but the
hotel has billed her wrongly for a meal costing 810 pesos. Deduct this. She
pays with three 50 pounds traveller’s cheques.

6480 pesos less 810 pesos equals 5670 pesos. E150 at the traveller’s
cheque rate is 150 times 53 pesos. That makes 7950 pesos. The change she
should get is 7950 minus 5670 pesos. That comes to 2280 pesos.

In a similar way, write out the calculations for the change that should be
given to these guests.

Ms Lane Her bill comes to 3900 pesos and the wishes to pay it with a
1000 franc note.

Mr Hai. His bill comes to 12,960 pesos. He is given a 10% discount on
this. He pays with eleven 100 DM traveller’s cheques.
Mr Apuchi. His bill amounts to 5075 pesos. 15% service charge must be

added to this amount. He pays with 1000 Rials, in cash.
Mr and Mrs Brown. Their bili totals 20,140 pesos, less 670 pesos for an

allowance slip. They wish to pay with seven 10,000 pesata notes.
e Activity 2

Look at the tariff for the Hanoi hotel and the list of some of the guests in
residence.
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Room Number type Name

301 Standard Mr P Landseer

302 Superior room Miss O Santiago

303 Studio suite Mr and Mrs F Craig
304 Deluxe suite Mr and Mrs L Saunders
305 Presidental suite Mr J Jules

Now study the following list service provided for these guests on 23.8.82.
07.00 Newspapers: Room 303 - 25 dollars, room 305 - 50 dollars

08.15 Telephone calls: Mrs Craig - 225 dollars, Mr Saunders - 25 dollars.
09.00 Flowers: Room 304 - 425 dollars.

09.30 Hairdresser: Miss Santiago - 550 pesos.

10.00 Coffee Shop: Room 302 - 200 dollars, room 305 - 315 dollars
11.00 Taxi: Room 304 - 940 dollars

11.15 Bar: Room 301 - 160 dollars, room 302 - 215 dollars

12.30 Lunch: Mr Landseer Mr and Mrs Craig

14.00 Kiosk: Room 305 - 175 dollars

15.30 Coffee shop: Mr Saunders - 300 dollars Mr Landseer - 200 dollars
16.15 Laundry: Room 302 - 430 dollars

17.00 Car Hire: Room 303 - 1930 dollars

17.45 Bar: Room 303 - 275 dollars, room 304 - 225 dollars

20.00 Restaurant: Mr Landseer - 530 dollars

Calculate the amount payable by each room for 23.8.82,
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HANOI HOTEL - RECREATION SERVICES

Get rid of the busy from bustling day-
light city and enjoy our unique Nights.
Dance around the night with friends to
the music live band. Sing your songs in
our KTV rooms.

/() al Naturally, a hot and attractive session
"~ is about to improve your health and
SAUNA & MASSAGE &

great deal of delights.

Where a wide range of drinks and

Mo Viow Jﬂg - snacks are served while enjoying the

breathtaking lake view.

Natural, a hot and attractive session is about to improve your health and
great deal of delights

(12:00 pm - 02:00 am)

Where a wide range of drinks and snacks are served while enjoying the
breathtaking view.

(09:00 am - 12:00 am)
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WRITING

Notice how the following pairs of sentences are linked using and, as
well as; so, therefore and but, however.

Examplcs:

Bills in that restaurant include service. They also include VAT,

Bills in that restaurant include service and VAT,

Bills in that restaurant include service as well as VAT,

The hotel forgot to add the service charge. He paid Icss than he expected.

The hotel forgot to add the service charge. Therefore he paid less than he
expected.

They sent a letter of confirmation, but it was lost in the post.
They sent a [ctter of confirmation. However, it was lost in the post.

Note that “thercfore” and “however” are usually used to begin a new
sentence. They are more formal than “so” and “but”. After “however” we
usually use comma.

Link the following pairs of sentences using and/as well as or so/therefore
or but/however.

1. You can buy whisky in town. It’s cheaper at the airport.
2. They didn’t have any cash on them. They had to use their credit cards.

3. The sightseeing trip goes through the old quarter. It also goes through
the modern city centre.

4. There is a radio in the room. There is a colour TV, too.
Now link the sentences in the following passage.

When Mr Landseer arrived at the airport, he wanted to hirc a car ..........
the cost was rather high, He did not have enough cash on him ................ he
decided to use his credit card. Unfortunately, when he felt in his pocket he
found that his wallet was missing. His cheque book was missing, too..
............. he did have his agent’s tclephone number ................ he was

able to ring for help.
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WORD STUDY

amount {n) quantity.

automatically {adv) without special
instructions; by itself.

calculate (v) compute; work out. (n)
calculation and calulator.

reduce (v) make less; decrease. m
reduction.

running total (n) current total.
sales ledge (n) statement of sales.

sales voucher (n) receipt when credit
card is used.

tabular (n) ledger book for recording
charges.

financial (adj) concerning money.

The noun and verb are finance.

guarantee (n) be sure of. (m)
guarantee.

itemized (adj) detailed, n item.

ledger account (n} account paid at a
fixed time, for example, the end of
the month. '

machine billing (n) producing
bills on, for example. NCR or
‘Sweda machines. Meter on me in my
possession now.
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change (n) if my bill is £92 and 1
give the cashier £95, I should receive
£3 change.
control (n} direction; supervisition.
(v} control.

development (n) growth and
advancement. (v) develop.

discount (n) amount deducted from
the price for reasons such as quick
payment or cash payment.

exchange rate (n) amount of one
currency that can be obtained for an

~amount of another makes. 100,
€quals; comes to.

payable (adj) which would be paid.
pool (n) this is a shorter way of
saying swimming pool.

post (n) record.

printed out {v) produced in a written
form.

programmed instructed. (n) program.

units (n) see meter
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UNIT 9 TOUR OPERATION -
CONTACTS

Objectives

* Mastering
- Tour organizing
e Organizing the tour

» Developing good behavior

Contents

Language functions and skills
- Introducing tours
- Making advertisements
- Organizing tours
Language study
- Cause and effect
- Using statistic
- Considering future possibilities
Yocabulary
- Kinds of tours/ holidays

- Words relating to itinerary.
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READING

There have been a number of developments in the Chinese tourist market
in recent years. The International Passenger Survey (IPS) on the next page
shows how different segments of the market have been affected.

The changing composition of travel segments

Volume %
1987 1997 2004
Miscellaneous, incl, studies 17.6 18.1 18.5
Business 17.4 18.1 18.8
Holidays/Leisure 65.0 63.8 62.7

Analisis of leisure travel:

Holiday inclusive 23.3 20.1 18.6
Holiday independent 51.2 52.7 524
Visiting friends and relatives 25.5 27.2 29.0

CHINESE TOURIST AUTHORITY STATISTICS

Sine 1997, the number of inclusive tours to China has fallen. There are
various reasons for this trend. There has been (1) an increase in motoring
traffic, (2) an increase in the volume of repeat visitors who make their own
ground arrangements, an (3) increase in the availability of promotional fares.

Further availability of promotional fares such as standbys and walk-on
services will be significant. Fares may become so low that the trend to
independent travel is accelerated. On the other hand, if group accommodation
was supplied at more attractive rates and if new markets were expanded, this
would produce a stronger demand for inclusive holidays.

121



However. the message is clear. Chinese tourist boards, tour operators, and
hoteliers need to create a demand for their products and sell them abroad. They
have to go out and make contacts at travel trade exhibitions and workshops and

- put together inclusive tours with appeal in different markets.

When preparing an inclusive tour, the essential first step is to obtain
attractive group rates and schedulings from a carrier. Then, familiarization
trips can be helped for interested tour operators and travel agents who are
capable of organizing flight inclusive tours (FITs).

Finally, when a tour operator decides to launch a new package, it is
necessary to invite travel trade journalists and travel agency staff to the area
in order to view the product.

Reading check

1. By how many percent did holiday-inclusive travel fall in the China
between 1997 and 20047

2. Name two types of promotional fare.

3. What factors will have an cffect on the future of inclusive holidays?
4. What kind of people are invited on familiarization trips?

5. Who is invited to an area before a new product is launched?
LISTENING

A. Work in groups. Look at the photos and discuss these questions.
- Where are the places shown in the photos?

- Put them in order: which would you most like to visit ? And why?

- What kind of places do you like to visit on holiday (or at weekend)?

- Why is it that people like to go sightseeing when they’re on holiday?
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B. Work in pairs. Explain the difference between each of these pairs
of sights and attractions

art gallery historical museum mountain hill
theme park national park monument viewpoint
castle old city market shopping center
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pop

C. You’ll hear three people answering this question:
What is the number of tourist attraction in your city or region?

Listen and match the places to the reasons 1 - 6 why tourists find each one
ular:

1. It’s great place for walking.

2. It’s very difference from what you expect.

3. You can learn about famous film directors.
4. You can swim in the lakes.

5. You can get a very full day of entertainment.

6. You learn about English history.

Work in pairs what are the most popular tourist attractions in your city

or region?
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...........................................................................................

...........................................................................................

Note down what you would tell a visitor about both of the attractions:
1. Why are they popular?

2. What kind of people enjoy them most?

3. What are the opening times?

4. What’s the best time to go to avoid the crowds?

5. How do you get there (by car)?

6. How do you get there (by public transport})?

Write down three more questions that people might ask you about them.
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LANGUAGE STUDY
Cause and effect
Study the table below

Year Cause Effect
1 | 1994 | a great increase in fuel costs | inclusive tours became much dearer
2 | 1996 | a high occupancy level group rates were not attractive
3 11999 | a heavy demand for tours overbooking became a problem
4 | 2001 | a hot summer fewer people went abroad
5 | 2003 | a sudden reduction in fares independent travel was more popular
6 | 2004 | a popular BBC series more people went to Yorkshire

Now look at the following examples and notice how we can link the cause

and effect using so... that or such... that.

[n 1994, there was such a great increase in fuel costs that inclusive tours

became much dearcr.

In 1994, the increase in fuel costs was so great that inclusive tours became

much dearer.

Now link cause and effect in examples 2 - 6 in a similar way.

Using statistics

Study the following bar chart. It shows the proportion of overseas visitors

compared to the total number of guests in a London hotel.
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Proportion of overseas visitors in a London hotel

Notice how we can express information about the chart in two ways.
Between 1994 - 1996, the proportion of overseas visitors increased by 9%.

Or between 1994 - 96, there was a 9% increase in the proportion of
overseas visitors.

In a similar way, provide alternatives for the Sfollowing sentences

1. From 1996 to 1999, the proportion of overseas visitors rose by 14%.

2. Between 1994 and 2000, there was a 27% expansion in the proportion
of overseas visitors.

3. There was an increase in the proportion of overseas visitors from 25%
to 70% between 1996 and 2000.

4. Between 1996 and 2000, the proportion of overseas visitors grew by 18%.

5. The proportion of overseas visitors has fallen by 4% since last year.

6. The proportion of overseas visitors decreased from 70% to 65%
between 2000 and 2001.

Considering future possibilities
Examples:

What would happen if promotional fares were increased? (amount of
independent travel/decrease)
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-> If promotional fares were increased, the amount of independent travel
would decrease.

What would happen if hoteliers put up group rates? (demand for
accommodation/fall).

-> Demand for accommodation would fall, if hoteliers put up group rates.
Now answer the following in a similar way

1. What would happen if fuel prices were reduced? (number of motoring
holiday/rise)

> If L.

2. What would be the result if the value of the pound was lower?
(British holidays/become more popular)

-> British holidays ...

3. What would happen if tourists complained more? (standards of
service/improve)

I

4. What would be the effect if fewer people in the UK went on package
tours abroad? (domestic resorts/benefit)

-> Domestic resorts ...

5. What would happen if the economic situation did not improve?
(tourism/not expand rapidly)

-3 ToUriSM.. e

6. What would be the result if areas were not advertised? (fevel of tourist
activity/not grow significantiy)

> If ...

ACTIVITIES

s Activity 1

Study the advertisement on the next page and answer the questions below.

1. Where can you obtain free information folders?

2. Who qualifies for Railcards?

3. What does the cost of a Golden Rail package include?
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4. What types of return fare are available from British Rail?
5. At what UK address can overseas visitors get information?

6. What is the maximum time during which you can use a Britrail Pass?

Some was to cut the cost

Depending on when you travel and how long you stay, Special Fare Deals
can save you a lot of money on fares to and around Yorkshire and
Humberside. Choose from awayday, weekend, monthly and ordinary returns.
Or you may qualify for a railcard which gives even greater savings family,
senior citizen and student railcards are available.

Yorkshire Ranger Ticket

This special ticket allows you seven days’ unlimited travel during summer
within the area. Ask for the free folder giving details.

Golden Rail

Package holidays which are easy to book and give value for money you
choose to suit your budget from a four-star hotel to accommodation with
families. The inclusive tour covers Inter-City travel from anywhere in Britain,
reserved seats on most trains, transport between the resort station and hotel
and, where appropriate, across London.

Britrail Pass

Special cheap rate season tickets are available for American and European
visitors. There’s a pass to suit your travel requirements from seven consecutive
days to one month, giving unlimited travel to any station in the British Isles.
A British pass must be bought in the visitor’s own country.

How to get your free folders

There are free folders detailing the fares and facilities mentioned here.
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Pick up the ones you’re interested in from your local Inter-City station or a
British Rail Appointed Travel Agent. Overseas visitors can find out morc
about rail services and facilities by contacting Britrail Travel International
Inc, 630 Third Avenue, New York NY 10017, U.S.A. or Britraill Travel
International Inc, 222 Marylebone Road, London NW 16ll.

o Activity 2

When we look at the UK tourist market for overseas visitors, we can
consider (a) the number of visits made by people from different areas and (b)
the amount of money spent during these visits. In the table below, these two

factors are expressed as percentages of the total number of visits and of the
total expenditure.

2002 Actual Share of Visits and Expenditure
Expenditure Country/area Visits
| 6 e 1%
6% Scandinavia 8%
2 T 13%
10% Central Europe 16%
5% 8 13 ...
3. Italy/Spain/Portugal 14 ...
3% Eastern Europe 2%
3% 9 15 ...
4 ... | L 13%
4% |1 [ 16 ......
5. 12 4%

British Tourist Authority an Department of Industry statistics
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1. Now use the following information to complete the table

Visitors to the UK from neighbouring countries had a higher percentage
of total visits compared to their percentage of total expenditure. For example,
people from Benelux made 13% of the visits to the UK but only spent 7% of
the total. The figures for France were both 2% lower than the Benelux figures.
For Eire, the figure for visits was 7% with 4% less for expenditure.

For more distant European countries and North America, the visits and
expenditure percentages are much closer. Taking visits first, the figures for

Italy/Spain/Portugal were 6% and 5%. For the USA, they were 13% and 15%
and for Canada 4% each.

Long-haul visitors, on the other hand, had a higher percentage for
expenditure than for the visits. For Australia or New Zealand, the visits figure
was 4% with 3% more expenditure. Japanese visitors made 1% of the visits
but their percentage of expenditure was double this.

2. Visitors from neighbouring countries make more visits but spend lee

Long-haul visitors come less frequently but spend more. What is the
explanation for this, do you think?

WRITING

* Writing 1

In the two telexes below, the following abbreviations are used.
ASAP - as soon as possible EEE - error

PLS - please ATTN - attention

TLX - telex RE - concerning

OCC - subscriber is engaged
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Read the telexes and answer the questions that follow.

12.57 OCC
13.15 57715 YORHTB G
27143 EFLG
14.05.04
ATTN TONY JOHNSON
RE YORSHIRE BROCHURES

Could you pls send us asap 200 german and 2.1 ece 200 dutch pls advise us
by the new Yorkshire Brochure.

Pls advise us by tlx that you have sent them to our hull office for the attn of
Mr James.

Thank you in advance
Regards

European ferry lines
John carstairs

27143 EFL G
37715 YORHTB G

11.30 27143 EFL G
15.05.04
ATTN JOHNSON CARSTAIRS

Here Yorkshire and Humberside tourist board. Re your telex 14.05.04
Brochures you requested have been sent to Mr James at hull today.

Regards
Johnsen

57715 YORHTB G
27143 ELF G
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1. What has Mr Carstairs requested from Mr Johnson?
2. Who does Mr Johnson work for?

3. At what time did John Carstairs first try to contact with John Carlton?

4. On what date were the brochures sent?

5. What is European Ferry Lines’ telex number?

+ Writing 2

Using the telex number for the Yorkshire and Humberside Tourist Board
as above, write out the following telex messages. Choose an appropriate time
and date for each message.

1. Maria Baan of Delft Tour (tlx. 61789 DT NL}) has requested 5 copies of
“Where to stay in Yorkshire?” for her head office.

Tony Johnson has replied that “Where to stay in Yokshire” is not available
until week. He will send copies then.

2. John Gould of International Tourist Monthly (tix. 42163 IT G) has
informed the Board that the party of German journalists expected at Hull at
22.00 on 23.6.82 will not arrive until the following morning at 6.30. Mr Gould
has asked if the Board’s representative will be able to meet the party at the

new time.
Mr Johnson has replied to confirm the new time for meeting the party.

3. Paul Belmonde of Beltour (tls. 52369 BEL G) has requested information
on the availability of tour guides and their rates for half-and full-day
sightseeing in York.

Mr Johnson has replied that guides are available from I May until 31
Octerber. The rates are £30 for a full day and £20 for a half-day. The maximum
number in a group is 15 people.

WORD STUDY
eccelrrated (v) made quicher. demand (n) amount people wish to
appointed (v) chosen. buy. v demand

based (v) located.
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budget (n) financial plan. v budget.
carrier (n) transport company, eg
airline, ferry company.

consecutive (adj) days one after the
other: ie Monday, Tuesday, Wednesday.
create (v) make

ground arrangements (n)

arrangements made at the destination
such as booking hotels, hiring cars

factors (n) facts
importance.

of particular

familiarization trips (n) trips for
people in the tourist industry to get to
know and inspect and area and the
services available. The short form is
FAMs.

fares (n) prices of travel tickets.

flight (n) inclusive tours which
include cost of flight, transfers,
accommodation, etc.

foresee (v) expect; anticipate.
fuel (n) petrol. oil etc.

independent (adj) travel holidays for
which people make their own travel
and accommodation arrangements.

standbys (n) unreserved airline
tickets obtained shortly before
departure.

traditional (adj) not modern.
trend (n) movement.

up-market (adj) expensive.
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exported (v) sold abroad. The
opposite is imported.

expansion {n) increase in size;
growth. v expand.

expenditure (n) money spent

journalists (n) people who write for
newspapers and magazines.

launch (v) introduce on the market.

n launch.

long-haul (n) long distance.
package (n) inclusive tour.

promotional fares (n)
cheap fares.

special

proportion (n) comparative part.

publicity {(n) information that gets
people interested.

qualify (v) meet the requirements.
region (n) area of a country.

repeat (v) visitors who return to the
same lace.

segment (n) part; sector.

senior (n) citizen man over 635,
woman over 60 years old.

significant (adj) full or meaning;
important.
veterinary (n) surgeon doctor for

animals.

walk-on services (n) services on
which seats can not be reserved.

workshops (n) study groups
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CONFERENCES

Objectives

» Mastering

- Kinds of conferences’ media

- Types of meeting |
« Taking orders for conference

» Developing good behavior

Contents

Language functions and skills
- Taking orders
- Asking about customers’ wishes
- Making suggestions
Language study
- Future time
- Dimensions
- Gerund and infinitive
Vocabulary
- Types of meeting
- Equipment needed at conference room.
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READING

This information is taken from the Meeting Guide to Hong Kong prepared
by the Hong Kong Tourist Association.

Hong Kong Tourist Association

London Office

PLANNING AND PROMOTING THE MEETING IN HONG KONG

Once the decision to meet in Hong Kong has been made, the HKTA is
happy advice on all the details connected which organizing promoting your

meeting.
Services include:

* Introductions to professional
organizers and display companies.

* Information about, and liaison
which, Hong Kong public figures to
provide welcome addresses at opening

ceremonies and dinner functions.

* Public relations contacts with
local TV, press, and trade media.

* Advice on Customs and
Immigration procedures to facilitate
entry for delegates and speedy
clearance for literature and display

material.

* Special arrangements for an HKTA

* Providing supplies of promotional lit-

erature  for your

potential delegates. This will assist

mailing to

in generating maximum interest and
attendance. Material can be overprinted
with the organizer’s own text.

* Listing of the event in the

Association’s calendar, Coming
Meetings, Conferences and
Exhibitions’, widely distributed

throughout the world and updated
biannually.

* Ideas on ‘Theme’ evenings for gala
functions with names of suppliers
and costs. A comprehensive list of
local entertainment groups and arts
and crafts specialists that can be
hired for social programmes.
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representative to assist in promoting * Details of exciting and educational
Hong Kong as the next destination tours for accompanying persons
and display material, films, and who are not attending the meeting
audio visual presentation. sessions.
* Arranging for a “Welcome” banner
to be displayed at airport.

Reading check
1. What ‘Welcome’ facilities can be arranged?
2. How can the HKTA make it easier for delegates to enter the country?

3. How does the HKTA assist in encouraging maximum attendance at a
conference?

4. In which calendar are events listed?

5. Who are educational tours arranged for?

138



A guest room of a 5 star hotel

139



LISTENING

Listening

Mr Leong of the Hong Kong Tourist Authority, and Mr Harding, a member
of the International Legal Computing Association are discussing conference

arrangements in Hong Kong. While you are listening to their conversation,

complete the Conference Enquiry Form and the Conference Package
Breakdown of Costs.

Conference package breakdown of costs

Element Cost/HK$
6 nights 1/2 twin room HK$200 + 14% a
APR - HTL - APT transfers
. C 72
3 unches d
= 120
f 70
Total Cost g
CONFERENCE ENQUIRY FORM
1. Nature of enquiry & name of event
Efhibition Conference Seminar
Int’l Conf PC Tour Workshop
2. Name & address of organization in your region/market
International Legal Computing Association,
1430 Tung Ming Building, 40 Des Voeux, C., Hong Kong
3. Name & ddress of international organization (if appropriate)
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4. Proposed date & duration of event

Date: Duration;

5. Estimated attendance

Delegates Accompanying Persons Exhibitors
International Delegates Hong Kong Delegates

6. Bedrooms required

Twin Single Suites

7. Meeting facilities required.

Size Set up: theatre/classroom/round-table (delete where not
applicable)

N°. of Meeting Rooms N°, of Booths/Size

Exhibition Space

Speaking giving dimensions
Study the following examples.
Organizer: Could you tell me the floor area of the room? (105m?2)
Manager: The area is one hundred and five square metres,
Organizer: What is the length of the ballroom? (125 eet)
Manager: The length is one hundred and twenty five feet,

Now do the exercise on the tape, giving the dimensions in a similar way,
using the information provided.

Organizer: What is the total exhibition area?
Manager: (4.200 ft)2

Organizer: How wide is the meeting-room?
Manager: S5m

Organizer: How long is the conference room?

I
Manager: 33 2 m
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Organizer: What is the width of the hall?

Manager: 1lm

LANGUAGE STUDY
Future time

Notice how we can use the future perfect to talk about events that will be
completed at some time in the future.

They are introducing a 10% surcharge on all bills. This will happen before
next week.

->They will have introduced a 10% surcharge on all bills before next week.
Now combine the sentences below in a similar way.

1. International Hotels Inc.are building their new conference centre. It
will be ready by the end of the year.

2. The committee are finishing the preparations for the group. They will
be finalized very soon.

3. The housekeeping staff are cleaning those rooms. They will be ready in
an hour.

4. All the delegates are receiving this information. They will have it at
least a month before the conference.

5. The delegates are arriving at the moment. They’ll all be here within two
or three hours.

6. UK Airways are not introducing new aircraft on this route yet. That
won’t happen before the late eighties.
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Dimensions

Notice how we can talk about the dimensions of a room

Dimensions of a room :
What is the height/width/length of the room?
-> The height is 4 metres...

or How high/wide/long is the room?

-> The room is 4 metres high....

What is the area of the room?

-> The area is 30 square metres.

Now write out similar questions and answers about the two rooms below.
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Gerund and Infinitive

Some verbs can be followed by the gerund, some by the infinitive and
some by either the gerund or the infinitive. For example.

Do you mind giving me some more details?
I hope to mail potential delegates tomorrow.
Do you prefer travelling first class?

or Do you prefer to travel firsts class?

There is on easy way of being sure which combination is correct. You
should find out and learn the correct usage. Now find out which form follows
these verbs.

. I suggest ... the conference in May. (hold)

[a—

2. Do you intend ... a preliminary announcement? (send)

3. When will you arrange ... the speakers? (contact)

4. Have you considered ... a post-conference tour? (organize)

5. The delegates hope ... their families with them. (bring)

6. Do you agree ... the meeting venue by 23 June? (confirm)

7. When will you start ... the conference programme? (prepare)

8. The organizers should postpone ... a decision until next week. (make)

ACTIVITIES

o Activity 1

Study the following information taken the Hong Kong Tourist
Authority’s Conference Planning Manual.

PRELIMINARY ANNOUNCEMENT TO DELEGATES

Naturally, an extremely important step to take is to inform possible delegates
in good time that a conference of interest to them is in the planning stage.
A first mailing should be prepared for all likely delegates, using a reliable
mailing list.

Second ANNOUNCEMENT - delegates

Following the initial announcement that you are going hold a conference
in Hong Kong, you should follow up with a second more comprehensive

announcement to all interested parties, together with a detailed registration
form.
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Now look at the following list of items of information and documentation.
Decide which items should be included in the Preliminary Announcement and
which in the Second Announcement.

1. Registration form

Wl N kWL

Conference programme

Preliminary dates

Cancellation fee information

Detailed information on HongKong in relevant languages.
Aprecise figure for registration fees and additional activities
Intended speakers and subject

Confirmation of all information, venues, dates, ect

Speakers invited and accepted

10. Details of accompanying persons’progrramme

11. The proposed registration fee and what it includes.

12. Theme or subject of the conference

13. Notice of a late registration penalty

14. An introduction to the sponsors and to HongKong.
o Activity 2

When planning a conference it is necessary to be well organized. Make
the list of the things you have to do in order.

1.

. Review delegate response

00 ~1 O L B W DI

Pay hotel deposit

. Finalize accompanying persons’programme

. Negotiate and book hotels/meeting venues

. Select and appoint airlines/ tour operators/ travel agents

. Advise hotels of special requirements, eg menus and AV equipment
. Airport transfer service commences

. Confirm with hotels function room seating arrangements.
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WRITING

- Paul Hennell has confirmed to the Ming Garden Hotel that the IASCM
will require the 160 twin rooms and 45 singles he had previously booked, plus

an extra 20 twin rooms.

Write the letter for reply

- The Ming Garden has replied that it only has 165 twin rooms available
during that period but that there are 15 double rooms that could be used.
‘There is no problem with the 45 singles. The hotel has asked Mr Hennell to
contact them about the 15 doubles as quickly as possible.

WORD STUDY

Audio visual presentation (n)

Presentation making use of sight and sound,
eg with tape recordings and films. AV is
abbreviation for audio visual

Banquet (n)

Large, formal dinner

Biannually (adv)

Twice a year

Branch (n)

Laocal office of a company

Capacity (n)

Number that can be accommodated

Customs (n)

Government  department  which  checks
imports and exports.

Delegates {n)

People attending a conference

Documentation (n)

Documents, ie pieces of written information

Exhibitions (n)

Public displays of, for example, products and
pictures

Faciliate (v)

Make easier

Function room (n)

Room used for meetings, lectures, dinners, ect.

Generating (v)

Producing

Hospitality room (n)

Room used for the reception and entertaiment
of guests

Immigrantion (n)

Government department that deals with the
entry of people into a country
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REVISION 2

Objectives:

* Revise grammar, words, language using from unit
10 - unit 16

- Practise situations
- Emphasize main points

» Having good manner

VERB TENSES AND FORMS

In the following sentences, put the word (s} in brackets in the correct tense
(and / or form)

1. The Ming garden Hotel........................ last year by a public figure (open)

2. Long-haul visitors..........cc.oe....... less frequently, but spend more (come)

3. What would happen if there............ another increase in the price of
fuel? (be)

4. They....... at the preparations by the time the delcgates arrive (not finish).
5. Mr Smith is still at the hotel. He.... since the beginning of last week ( stay).
6. The morning flight to Tunis.................... at 10.15 (lcave).

7. After the group................. from the airport, they attended a reception in
the hospitably suite. (arrive).

8. If a hotel.....ccu.......... a high occupancy rate. It is not likely to find
group rates very attractive (have).
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3. Have you considered..........ccocoovienninnns a different carrier?

10. Conferences..........ccccneeee. at the hotel since the early sixties.

MULTIPLE CHOICE

Complete the following sentences in a appropriate way
1. The most important element of a tour operator’s preparations is to.
a. arrange interesting local tours.
b. have a favorable agreement with a carrier.
c. establish good relations with hoteliers
d. appoint a good handling agent.
2. An example of a promotional fare is a.
a. standby
b. fit
c. return ticket
3. Low budget package tour arrangements often include.
a. a courier service
b. guided tours.
c. self - catering facilities
d. four star accommodation.
4. A function room of 70m’s has
a. a width of 10m and a height of 7
b. a width of 8m and a length of 9m
c. a width of 10 and a length of 7m
d, a width of 5m, a length of 4m and a height of 31m

TRANSLATION
Translate the following words and expressions into your own language
1. a. proportion b. flight inclusive tour

d. promotional fares c. fuel
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. a. up-market

d. escorted tours.

. a. familiarization tour
. a. wide - bodied jets
. a. joint destination

. a. Interconnected

d. overhead projector.

b. repeat visitor

b. leisure

b. American plan
b. block booking
b. postpone

VERBS AND NOUNS
Complete the following table

c. activity holidays
. optional visit  d. courier

¢. packed lunch  d. excursions
c. capacity d. delegates

c. trade media

Verb Noun Verb Noun
I grow 9. expand ...
2. promote ... 10, ... budget
K participant O negotiation
4. increase ... .. 12. postpone ...
5. arrange ... 13. propose ...
6. . launch 14, i, liaison
7. demand 15 o quotation
8. exhibuw 16. recommend ..............
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ABBREVIATIONS
What do the following abbreviations stand for?

1. ft2 4. ASAP 7. ATTN 10. PLS
2. TLX 5. 0CC 8. FAM 1. AV
3. FIT 6. RE 9. EEE 12. HKD
WRITING

Join each of the part sentences in the top group to one of the part sentences

in the bottom group, using one of the connectors in the box

I. The conference will not be held......

2. Conference centers are usually chosen..... because of
3. The York tour was very successful.... S0

4. The group didn’t miss the plane.... unless

5. Hotels should not accept conferences....... although

6. The operator didn’t arrange the package........

VO they were offered good rates

b ... their good communications.

Coveininnn the operator expanded the programme.

d. .......... 400 or more-peoplc register as delegates.

€ ieeennnn they were late arriving at the airport.
fooo they have the necessary space and equipment.
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GLOSSARY IN TOPICS

Hotel types

Cac loai khach san

airport hotel (n)

Khach san sin bay

(five) star hotel (n)

Khéch san nam sao

guest house(n)

Nha khéach

Inn (n)

Nha tro

International hotel (1)

Khéch san quéc 1&

luxury hotel (n)

Khich san sang trong

Motel (n}) Quaén tro ven dudng
resort hotel (n) Nha an dudng
Hotel departments

cashier's department () Nha thu ngan

Food and Beverages

Department (n)

B¢ phan an uéng

front office (n)

Bo phan 1€ tan

hall Porter's Department (n)

B¢ phan hanh ly

housekeeping Department (n)

B¢ phan budng

maintenance departinent (n)

B6 phan bdo tri

reception (n) B% phan qudy 1€ tan
Job
accountant {(n) Keé todn

assistant general manager (n)

Trg ly 1dng gidm déc

banqueting manager (n)

Gidm doc tiec

cashier (n)

Thu ngan
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catering manager (n) Giam déc

chambermaid (n) Hau phong
chef (n) Bép trudng
chef de cuisine (n) Trudng bép
chef de parties (n) Trudng tiéc

cleaner (n)

Nhan vién quét don

cloakroom attendant (n)

Nhan vién

concierge {(n)

Nhén vién van chuyén

duty manager (n)

Quan déc

enquiries clerk (n)

Nhan vién truc may

front office manager (n)

Gidm doc 1é tan

floor attendant (n)

Nhén vién tryc tang

floor maid (n)

Ngudi don phong truc tdng

general manager (n) Téng giam déc

hall porter (n) Nhan vién hanh 1y

head chef (n) Bép trudmg

head hall porter (n) Truong bo phan hanh 1y

head waiter (n)

Té trudng t6 ban

hotel controller (n)

Gidm sat vién

housekeeper (n)

Nhan vién budng

house manager (n)

Gidm d6c buéng

key clerk (n)

Nhan vién phu trach chia khod (budng)

laundry maid (n)

Nhan vién giat [

lift attendant (n)

Nhén vién thang mdy

maintenance engineers (n)

K¢ su bao dudng

maitre hotel (n)

Quan 1y nha hang
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night clerk (n)

Nhén vién truc dém

personnel manager (n)

Gidm ddc nhan sir

porter (n)

Nhan vién hanh 1y

reception clerk (n)

Nhan vién 1€ tan

reception manager (n)

Giam déc 1é tan

reservations clerk (n)

Nhan vién nhén dat phong

room clerk (n) Nhan vién buéng
room maid (n) Nhan vién hdu buéng
storekeeper (n) Nhan vién kho
supervisor (n) Gidm sat

switchboard operator (n)

Nhaén vién téng dai

telephonic (n)

Truc dién thoai

valet (n)

Nhan vién tap vu

waiter (n)

Nhan vién phuc vu nha hang

waiter's assistant (n)

Tr¢ 1y ban (nhan vién chay ban)

Ranks

Thir bac

assistant {n) Trg ly
chief (n) Trudng
deputy (n) Pho
head (n) Trudng
second (n) Thy
senior (n) Cip trén
junior (1) Cap dudi

Services and facilities

Dich vu va trang thiét bi

baby-sitting service (n)

Dich vu tréng tré
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car parking (n) Bai d6 xe

courtesy coach (n) Xe khdch tuyén
currency exchange (n) ' Quay déi tién

direct - mail telephoning (n) Thur va dién thoai trirc ti€p
early moming call (n) Bio thirc

fax service (n) Fax

laundry (n) Giat la

mini - bar (n) Mini bar

packed lunch (n) An trua tron géi
photocopying (n) Pho 16

safe deposit (n) ; Béo vé d6 quy

shoe cleaning (n) Ddnh gidy

valet service (n) Tap vu

Entertainment and leisure Giai tri

bar (n) Quan rugu

beer cellar (n) Ham chita rugu, bia
cabaret (n) Hoép dém. Quén rugu
disco (n) San nhay

floor show (n) San dién

golf court (n) San gon

gymnasium (n) Phong tap thé duc

sauna (n) Tam hoi

sport complex (1) Thé thao t6ng hop
swimming pool (n) Bé boi

tennis court (n) San tennis

Public rooms, shops and hotel Phong sinh hoat chung, ctra hiéu va cic
areas khu vyc trong khich san
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auditorium {n)

Phong thinh gia

ballroom (n) Phong khiéu vii
banquet room (n) Phong tiéc
basement (n) Tang hdm

car park (n) Bai d6 xe

car-hire office (n)

Vin phong thué xe

bank (n)

Ngén hang

cloakroom (n)

Phong quén do

coffee shop (n) Quadn ci phé
conference room (n) Phong hoi thao
corridor (n} Hanh lang

exhibition room (n)

Phong trién 1am

florist (n) Hiéu ban hoa
gents (n) V& sinh nam
ground floor (n) Tang trét

hairdresser (n)

Hiéu uén t6¢c

ladies (n)

Vé sinh nit

lounge (n)

1 Phong khach

news-stand (n)

Qudy bdn bao

restaurant {(n) Nha hang

terrace (n) Sanh

Guest rooms - types and features Phong & cua khich
adjoining room (n) Phong lién ké
connecting room (n) Phong thong nhau
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balcony (n) Ban céng

bathroom {n) Phong tim
bedroom (n) Phong ngti
double room (n) Phong doi

en suite bathroom (n)

Can ho ¢6 bon tim

family room (n) Can ho gia dinh
junior suite (n) Can ho loai nhé
partition {(n) Vich ngan

penthouse suite (n)

Can ho cao cép

sitting room (n) Phong khach
suite (n) Can ho

toilet (n) Nha vé sinh
twin room (n) Phong kép

Verbs of cleaning and

Cac dong tir lau don va vé sinh phong

housekeeping
clean (v) Lau
brush (v) Chai
dust (v) Quét bui
empty (v) Don sach
replace (v) Thay
vacuum (v) Huit bui
wipe (V) Lau, chii, phii
water (v) Tudi nudc
refill (v) Dé diy

, change (v) béi
service (n) Dich vu
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Rates and prices Gia
charge (v) Phi

cost (v) Chi phi
discount (v} Giam gid
per day Mot ngay
per person Mét nguti
reduction (n) Giam
room rate (n) Gi4 phong
service charge (n) Phi dich vu
supplement (n) Phu phi
tariff (n) Gid

Meals and accommodation plans

Céc bita an va chd &

bed and breakfast (n)

Phong va bita sang

continental breakfast (n)

Bita sdng kiéu Phap

continental plan (n)

K¥ nghi tron géi kiéu Phap

dinner (n) Bila t6i

English breakfast (n) Bifa sing kiéu Anh
european plan (n) Ky nghi tron géi
futl board (n) Tron gia

half board (n) Nua gia

lunch (n) Bita tnura

snack (n) Bira an nhe

supper {n) Bita dém

Reservation and check - in

bat phong va lam tho tuc nhap phong

allocate a room (v)

Phén phong
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check - in (n)

Th tyc nhap phong

confirm a reservation (v)

Xdc nhén dat phong

density chart (n)

Bi€u d6 phong

family name (n)

Ho

fill in a form (¥)

Dién vio phigu

hotel register (n)

Thi tuc dang ky khdch san

identification (n)

Chimg minh thu

make a reservation (v)

bat phong trudce

nationality (n) Quéc tich
passport number (n) S8 ho chiéu
placg of 1ssue (n) Noi cap
printout (v) In

date of issue (n) Ngay cdp
signature (n) Chir k¥

deposit (v) bat coc
register (v) dang ky
registration card (n) Phi¢u dang ky
reservation chart (n) Biéu dat phong
reservation diary (n) S6 nhat ky phong
key card (n) The phong

Check - out and billing

Thanh toan

bill (n)

Hoa don

cash (n)

Tién mat

cash a cheque (n)

Déi séc ra tién mat

check out (v)

Thanh todn
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credit card (n) Thé tin dung
expire (v) Thoi han
expiry date (n) Ngay hét han
foreign currency (n) Ngoai té
item (n) Loai

receipt (n) Bién nhan
traveller's cheque (n) Séc du lich

valid until (id tr1 dén
voucher (n) Hoa don
Telephone vocabulary Dién thoai
area code (n) Ma viing
dial a number (v) Quay s¢
engaged (v) Pang ban
local call (n) Goi noi hat

long distance call (n)

Goi dudng dai

personal call (n)

Goi truc tiép

transfer charge call (v)

Chuyén cude phi

Conferences and participants

Hoi nghi va cac thanh vién

audience (n)

Khén gia

conference (n)

Hoi nghi, héi thio

congress (n) Hoét nghi
convention (n) Hiép uéc
delegate (n) Dai biéu

lecture (n)

Bai dién van

lecturer (n)

Ngudi doc dién van

participant (n)

Thanh vién

workshop (n)

Hoi thao chuyén dé
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Conference equipment and other

features Trang thiét bi hoi thao
acoustics (n}) bé vang
air-conditioning (n) Mady diéu hda
axﬁplificr (n) Amly

audiovisual equipment (n) Thiét bi nghe nhin
camera (n) Maiy anh

clos#d circuit (n) Mach kin

dimmer (n) Cong tic dién
earphones {n) Tai nghe

film project (n) My chi€u phim
folding partition (n) Viach ngén

gavel (n) Chu toa

heating (n) Lo sudi

lectern (n) Buc dién thuyét
loudspeaker (n) Loa

microphone (n) Micro

overhead projector (n) Mady chiéu

pointer {(n) Que chi

public address (n)

Dia chi cong cong

seating capacity (n)

Cong suit chd ngdi

side (n) Canh

slide cartridge (n) Midy chiéu slice (phim am ban)
slide projector (n) Mady phim trong

soundproof (n) Ciach am

spare (n) Réi

spool (n) Cuén bang tlr
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spotlight (n) ben chiim
tape-recorder (n) Miy ghi bang
transparency (n) Phim trong
ventilations (n) Thoéng gio
video-recorder (n) Mdy quay video
whiteboard (n) Bang tring
word processor (n) Mady tinh

1. Baby sitter Trong tré

baby sitter (n)

Ngudi trong tré

bottie (n) Chai
cry (v) Khéc
cot (n) Cai
comforter soother (n) Vi nuoi

dummy (n) Bip bg, ngudi ndém
change (v) Déi thay

doll (n) Biip be

feed (v) Cho an

happy (ad)) Vui ve, hanh phiic
2. Bar

ale (n) Rugu, bia

barman (n) Ngudi ban bar

bartender (n)

Nhan vién ban bar

beer (n) Bia

beer mug (n) Céc bia
biscuits (n) Bénh bic quy
bitters (n) Bia ding
bottle (n) Chai

1 .GTTAKS-A
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bourbon (ad;))

Ruou uytki ngéd

brandy {(n) Rugu manh
bucket (n) Thung, x6
burgundy (n) X6 thung
cellar (n) Ham chita
champagne (n) Sam banh
chips (ice) (n) D43

cherries (n)

Qua dao xanh

cider (n)

Ruou tdo

cocktail (n)

Rugu trdi cay

corkscrew (n)

Cal md nuot chai

crisps (n)

Khoai tay chién

crystallized (n)

Két tinh

cracker (n)

Banh quy x6p mong, khong bo

dash (v)

bap

dark (n)

Rugu manh

decanter (n)

Binh thon ¢6

drinks (n)

D6 udng

dry (n)

Rugu nguyén chat

fizzy water (n}

Nudc sui tim

flat water (n)

Nudc nhat

gassy water (n)

Nudc 6 ga

gin (n) Rugu gin
ginger ale (n) Ruou gimg
glasses (n) Céc
lemons {(n) Chanh
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liqueurs (n)

' Ruou

martini {n)

Rugu martin

measure (n)

Phuong thirc, cach

mint {n) Bac ha

nuts (n) Dau phong

olives (n) Dau 6 liu

onions (n) Hanh

opener (n) Cdi mé (bia) -
peanuts (n) Hat diéu o
pint (n} 0,568 lit (1 xi)

pub (n) Quin rrou

short (n) Ngdu thap

soda water (n) Nude soda

soft drink (n) D6 vong nhe
sparkling wine (n) Rugu vang
straws (n) Dau

sugar (n) Duong
sweet (n) Keo ngot

tomato juice (n)

Nudce ¢i chua

tonic water {n)

Thudc bd

vodka (n) Rugu trai cay

water (n) Nudc T
whisky (n} Rurgu whisky

wine {n) Rugu

wine hist (n)

Danh muc rucu

3. Food

appetizers (n)

Khai vi
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apple (n) Téo
apricots (n) Mo
artichokes {(n) Artiso
asparagus (n) Mang tay
avocado (n) Bo

bacon (n) Thit mudi
banana (n) Chudi
barbecue (1) Thit nuéng
beans (n) bau

beef (n) Thit bo
bread and hot bread (n) Bdnh my va banh my néng
bill (n) Hod don
brussels sprouts (n) Gia

butter (n) Bo
cabbage (n) Cai bap
cakes and biscuits (n} Bédnh ngot va Bic quy
shellfish (n) So

shrimp (n) Tém
skewer cookery (n) Xién nudng
sole and lemon sole (n) Ca bon
soups (n}) Stip
spinach (n) Rau muéng
strawberry (n) Dau tay
sweets (n) Keo

tarts (n) Banh tdao
tomatoes (n) Ci chua
trout (n) C4 héi
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turkey (n) Thit ga tay
turnips (n) Ci dau
veal (n) Thit bé

4. Hairdresser

appointment (n) Cuoc hen

beautician (n)

Nhin vién thim m¥ vién

cut (v) Cit

do (v) Lam

dry (v) Khé

facial (v) Xoa bép mat
hair-cut (n) Cat t6c
hairdresser (n) Tho cit t6c

perm/permanent wave (n)

Séng tam thoi

set (n) B&
shampoo (n) Dau goi
shave (v) Cao rau
style (n) Kiéu, loai

3. Sauna and swimming pool

heated pool (n)

Bé nudc nong

indoor pool (n)

B¢ trong nha

massage (n)

Mat xa

outdoor pool (1)

Bé ngodi troi

shower (n) Tim hoa sen
sauna {n) Tim hoi
swim {v) Boi
swimming pool (n) Bé boi
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towel (n)

Khan tam

6. Tickets and other bookihgs

V¢ va cdc viéc dat trudc

acroplane (n)

May bay

air terminal (n)

Céng san bay

arrival (n) Noi dén
baggage (n) Hanh ly
boat (n) Thuyén
bookings (n) N Pat chd

brochure (n)

Sdch quang cao

bus {n) Xe buyt

cable - car (n) Xe cap

castle (n) Lau dai

check in (v} Nhap phong
cinema (n) Rap chi€u phim
club (n) Cau lac bo

coach (n) Xe khich duong dai
compartment (n}) Khoang/toa
connection (n) Néi

couricr (n)

Van chuyén

customs (n) Phong e
dancing (n) Nhay
departures (n) Xuat phat
excursion {(11) Tham quan
express (n) - Nhanh

fare (n) Gid vé

first class (n) Loai 1
flight (n) Chuyeén bay
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flight number (n)

S6 chuyén bay

fully bocked (n)

Dt chd kin

half price (n) Nira gid
hand baggage (n) Hanh 1y xdch tay
heavily booked (n) Kin chd

map (n) Ban d6
membership (n) Thanh vién
museum {(n) Bdo tang
one-way (n) Mot chiéu
opera (n) Nha hat opera
passenger (n) Hanh khach
performance (n) Trinh chiéu
plane (n) May bay
play (n) V& kich
programme (n) Chuong trinh
queue (n) Xép hang
reservation {(n) bat trude
round trip (n) bi khit héi
row (n) Hang
schedule (n) /| Lich trinh
show (v) Trinh dién
sing (v) Hat

station (n) Ga

suitcase (n) Vali

taxi (n) Taxi

telex (n) bién tin
theatre (n) Rap hat
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tickets (n)

Vé

timetable (n)

Bing gid tau

tour {n) Du lich
tourist class (n) Loai khdc
train (n) Tau hod
travel agent (n) Pai 1y du lich
bus (n) Xe buyt

car (n) Xe€ con

underground (n)

Tau dién ngam

7. Car hire

accidents {n) Tai nan

agency (n) Khén cip

air pressure (n) Ap sudt khong khi
application (n) Pon xin viéc

automatic drive {n)

Lai xe tr dong

brakes (n) Phanh
car-hire {n) Thue xe
car wash (n) Rira xe
chauffeur (n) Lai xe
code (n) Ma
contract (n) Hop dong
controls (n) Piéu khién

convertible (n)

C6 thé chuyén déi dugc

crossing (v) Ngang qua
damage (n) Hiur hai
departure (n) Xudt phat
distance (n) Khoang ciach
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documentation {n) Tai liéu
drive (v) Lai xe
emergency (n) khén cap
equipment (n) Thiét bi

excursion (n)

Chuyén tham quan

flat type (n) Lop

fill up (v) D6 diy
garage hand (n) Tay ga

gas (n) Xing

gear change (n) Thay phanh
gutdebook (1) Sach hudéng din
headlights (n} ben pha
insurance (n) Béo hiém
journey (n) Chuyén di, hanh trinh
keys (n) Khod
left-hand drive (n) Ldi xe bén trai
left turmn (v) Ré trai

license (n) Béng l4i

lights (n) Pén

lock-up garage (n) Gara

low level (n) Trinh d¢ thap
make (v) Lam
maintenance (n) Bao tri

map {n) Bin do
membership (n) Thanh vién
minibus (n) Xe buyt nho
model (n) Mau




motorway (n)

Pudng cao toc

mountainous (adj)

Ving nhiéu ndi

narrow (adj) Hep
non-stop {n) Khéng ngimg
one-way (n) Mot chiéu
oil (n) Dau

oil change (n) Thay ddu
passenger (n) Hanh khich

pavement (n)

Via he, 1& dudng

petrol (n) Xang
petrol station (n) Tram xang
police (n) Canh sit
polish (v) P4nh bong
quotations {n) Béo gia
rates (n) Ty gia
repair (v) Stra chita

responsibility (n)

Trach nhiém

risk (ad)) Rui ro
road (n) Pudng
found about (n) Nga tu
self-drive (v) Tu lai
service (n) Dich vu
sharp bend (n) Dao tia
sign (n) Bién bio
slow (adj) Cham
speed (n) Téc do
start (V) Bat ddu
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station (n) Nha ga
8. Conference rooms
assembly (v) Lap rap

air-conditioned (adj)

Diéu hod nhiét do

blackboard (n)

Bang den

conference room (n)

Phong hoi thao

conference table (n)

Phim

cinema (n) Rap chi€u phim
cinema projector (n) May chiéu phim
congress (n) Hot nghi

easel (n) Gi4 vé

film strip (n) Vé phim
projector (n) M4y chiéu
flip-board (n) Kep

lecture (n) Bai giang
loudspeaker (n) Loa

9. Doctor

ambulance (n) Cip ctiu

appointment (n)

.Hen, cudc hen

accident (n) Tai nan
chemist (n) Hiéu thuoc
clinic (n) Bénh vién nho
dentist (n) Nha sy

doctor (n) Béc s¥
examine (v) Kiém tra

first aid (n)

Tri cttu thuong

food poisoning (n)

Ngé doc thiie an
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overhead projector (n)

May chiéu

participants (n)

Ngudi tham gia

paper (n) Giay

pens (n) But
pointer (n) Biit chi
project {(n) Du dn
projector (n) Maiy chié¢u

record-player (n)

Pai, may ghi &m

slide (n)

Phim 4m ban

slide projector (n) M4y chiéu phim 4m ban
sliding doors (n) Cira chiéu
sound proofed (n) Béng hinh
screen (n) Man hinh
tape-recorder (n}) Mady ghi am bang tir
tray (n) Khay
water-jug (n) Binh nudce
white-board (n) Bang tring
paint (v) Son
house doctor (n) Béc s¥ tai nha
ill (adj) Om
infection (n) Su nhiém bénh
medicine (n) Thuéc
prescription {n) Pon thuoc
surgery (n) Phau thuat

| toothache (n) Dau ring
vaccination (n) vacxin
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10. Secretary

dictate (v)

Poc chinh ta

interpreter (n)

Phién dich vién

letter (n) Thu

report (v) Thong bio
secretary (n) Thu ky
shorthand (n) Toée ky
shorthand typist (n) Ddnh may tdc ky

Tape-recorder (n)

Mady ghi am bang bang tir

translate (v)

Dich

type (v) Danh may
typewriter (n) Mady danh chit
typist (n) Nhén vién ddnh mdy
11. Shops

book () Séch

boutique (n)

Cira hiéu nho

cigar (n) Thudc xi ga
cigarettes (n) Thuéc 14

film (n) Phim anh

gift shop () Quiy bén qua tang
magazine (n) Tap chi
newspaper (n) Bdo

newspaper stand (n) Quay bdo

novel (n)

Tiéu thuyét

post office (n)

Buu dién

stamp machine (n)

May dédn tem

tobacconist (n)

Ngudi ban thudc 14
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12, Telephone

answer (V) Tra 1ot

area code (n) Ma viing
busy/engage (adj) Ban

call (n) Cudc got

call back (v) Goi lai

call box (v) Hop dién thoai
cancel (v) Huy

change (v) Thay déi
charge (v) Tra tién

check (v) Kiém tra

collect (v)

Goi bén kia tra

connect (v)

Noi

connection (n) Két n6i
contact (n) Lién lac
cut off (v) Cit

deliver (v) Phan phét
dial (v} Quay
difference (n) Khac
directory (n) Danh ba
directory inquiries (1) Téng dai
distance (n) Khoang cach
engaged/busy (adj) Ban
exchange (v) Trao doi
extension (n) S6 mdy phu
extra charge (n) Phi thém

free (n)

Ty do, mién phi
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- full rate (n)

Giad tron géi

get (v) Nhan duoc/ Mua
hang up (v) Treo mdy cho
hold on (v) Cho mdy

hold the line (v) Cho may
information (n) Thong tin
inquiry (n) Yéu cdu
interruption (n) Gian doan

leave a message (v)

Dé lai [di nhan

line (n) Duong day
Long - distance (n) Noi hat
local call (n) Tin nhan
louder (adj) To hon
message (n) Tin

news (n) Ban tin
fax (n) Fax
number (n) S6

operator (n)

Nhan vién téng dai

personal call (n)

Goi truc tiép

place (n)

Noi

postal code number (n)

Mai viing

put down the receiver (v)

Bo6 8ng nghe xudng/dap may

put through (v)

No6i may

rates {n)

Gia

reserved charges (n)

Phi dat truée

right away (adv)

Ngay lap tic

ring (v), (n)

Chuodng
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rise (v) Tang

' signature (n) Chir ky

| signed (v) Ky
spell (v) Pédnh van
special (adj) bac bigt
switchboard (n) Tong dai
talking (v) Néi

telegram (n)

Pién tin

lelephone book (n)

Danh ba dién thoai

telephone cabin/box (n)

Hop dién thoai

telephone directory (n)

Danh ba dién thoai

text {n)

Bai khoa

toll call (v), {n)

Gol bén kia thanh todn

wake up (v) Bdo thirc
wire (n) Day di¢n
wrong number (n) S6 sai
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A

additional (adj): thém vao
address (n): dja chi
air-conditioning (n): Mdy diéu hoa nhiét do.
airport(n): san bay

allow (v): cho phép

ambulance (n): xe citu thuong
amount (n}. téng s6

answer (v): tra 1o1

apologize (v): xin 16i

apple tart (n): banh tdo
appointment {n): cudc hen
approval code (n): ma cho phép
area code (n): ma ving
assortment (n}: su lua chon
asparagus (n). mang tay
attention (n): su chu ¥

at the back (adv): & phia sau

au gratin potatoes (n): banh tdo
acceptable (adj): ¢6 thé chdp nhan duogc
accommodation (n); chd &
actually: hién nhién

B

banquet (n): bita tiéc

bath (n): bén tim

beauty salon (n): phong thim m¥
bill {n): hoa don

blonde (adj): mau vang

booklet (n): sach quang cdo méng
boutique(n): cira hang nho
brochure (n): sdch quang cio
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business class (n): hang binh dan (vé)
by any chance: bat cif khi nao
baby bed (n): giuOng tré em
babysitter (n): ngudi tréong tré
bacon (n): thit hun khéi

band (n): nhém, ban

bank (n): ngin hang

bank card (n): th¢ ngan hang
bar (n): quan rugu

beaujolais (n): tén mot loar rucu
bed (n): giuong

blanket (n): chan len

block {(n): khoi

boiled (adj): ludc

book (v); dat trude (phong, v€)
booking (n): viéc dat trudc
bother (v): lam phién

bottle (n): chai

brand (n): nhin hiéu.
breakfast (n): bita sdng

broken (v): bi v&

brussels sprouts (n): gid d6
buffet (n): bifa an nhe

busy (n): ban

C

cable-car (n): xe cap
cakes (n): banh ngot
call (v): goi

call back (v): goi lai
car (n): 6 t&

car-hire (n): xe cho thué
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cash (n): ti€n mat

cashier (n): thd qui

cashier’s desk (n): quay thu tién
catch (v): bat

charge (n): 1¢ phi

charge it {(n): tra cho né

cheap (adj): ré

check (v): kiém tra

check out (v): tra phong
cheeseburger (n): banh pho mét
chef (n): bép trudng

cheque (n): séc

chips (n): khoai tay ran

choice (n): su lua chon

choose (v): chon

clean (v): lau

client (n): khach hang

clinic (n): phong khdm

close (v): déng

clothes (n): quan 4o

club-house (n): cau lac bo

club sandwich (n): banh my kep
coffee (n): ca phé

collect (v): thu thap

collect call (n): cudc goi bén nghe tra tién
company (n): cong ty

complaint (n): 1&i phan nan
conference (n): hdi nghi
conference room (n): phong hoi nghi
confirm (v): khing dinh

connect you (v): n6i mdy cho ban
connecting rooms (n): phdng thong nhau

179



180

contact (v): lién lac

continental breakfast(n): bita sing kiéu luc dia
cook (v): nau

correct (v): ding

cost (n): gia

cot {(n): clii

couple (n): mot doi

convert expenses (n): chi phi chuyén ddi
crab (n): cua

creamed potatoes (n): khoai tay phu kem
credit card (n): thé tin dung

crushed ice (n): da xay

cathedral (n): nha tho

chambermaid (n): nif phuc vu phong
cheque book (n): quyén séc

cloakroom (n): phong quin 4o
colleague (n): dong nghiép

comment {n}: nhan xé&t

compensation (n). chi phi

competitive (adj): canh tranh
confirmation (n): khzzmg dinh

crossroad (n): duong giao nhau

D

date of birth (n): ngay sinh

decide (v): quyét dinh

delicious (ad)): ngon

deposit (n): dit coc

desk (n): ban

dessert (n): d6 trang miéng

dessert trolley (n): xe dung d6 trdng miéng
dial (v): quay s¢

dinner (n): bira toi



dining room (n): phong an
diner (n): ngudi in 61

directly (adv): truc tiép
directory enquiries (n): tong dai
doctor (n): bac sy

dog (n): ché

doorway (n): noi ra

double room (n): phong doi
downstairs (n): tAng dudi
draught (adj): tuoi (bia)
drawer (n): ngin kéo

drink (n): dé udng

driving license (n): bing l4i xe
duck (n): thit vit

delegate (n): dai bidu

disabled (adj): tan tat
document (n): tai liéu

E

easy (adj): dé

east (n): huéng dong

eggs (n): qua triing

elevator (n): thang may
employee (n): nhan vién
engaged (adj): dinh hon
enjoy (v): thich

entrance (n): 16i vao
equipped (adj): dugc trang bi
exceed (v): vugt qua
exchange rate (n): ty gid hoi dodi
excuse (n): xin 16i

expect (v): mong chd
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extra (adj): thém, phu

economy class (n): loai sang (vé)
enquiry (n): yéu ciu
entertainment (n): giai tri
excursion (n): chuyén tham quan
exhibition: (n) trién lam

F

February (n): thing hai

fillet of sole (n): ¢4 hoi phi 1é
fish (n): ca

fix (v): gin

flight (n): chuyén bay

flight number (n): s6 chuyén bay
floor (n): ting

follow (v): theo

foreign currency (n): ngoai té
free of charge (n): mién phi
freezing (v): déng bang

fresh (adj): tuoi

fried (adj): ran

full price (n): tron gid

fully booked (adj): kin chd
fully equipped (adj): duge trang bi day da
facilities (n): cg s& vat chat
fax (n): may fax

fortnight (n): nira thiang

front desk (n): qudy 1€ tan

G

gift (n): qua tang
gift shop (n): hiéu bdn qua tang
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gin (n): rugu gin

glass (n): coc, ly

grapefruit (n): budi

green beans (n): d6 xanh

grilled tomatoes (n): khoai tay nudng
guarantee (n): dam bao

H

hair (n): tdc

hairdresser (n): tho lam ddu

half price (n): mra gid

hall porter (n): nhan vién khuan véc
ham and cheese sandwich (n): banh my kep pho mat va giam bong
handicapped (adj): tan tat

heat (v): lam ndng

heavily booked (adj): kin ché

hold on a moment: chd mat chit
hollandaise sauce: sét kiéu Ha Lan
holiday (n): k¥ nghi

housekeeper (n): nhan vién don phong
hungry (adj): déi

husband (n): chéng

I

ice (n): kem

identification (n): chitng minh thu
ignore (v): 1o di

immediately (adv): ngay lap tiic
important (adj): quan trong
impossible (adj): khong thé

in a hurry: voi

include (v): bao gém
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individually (adv): cd nhan

indoor swimming pool {(n): bé boi trong nha

insist (v): ndi ni

international operator (n): nhan vién tryc dién thoai quoc t€
in addition {adv): thém vao dé

in advance (n): trudc

including: bao gém

initial (n): viét tat

instance: cap toc

J

jacket (n): do vét
jewels (n): d6 trang siic
junction (n); khic ré

K

key (n): chia khod

key card (n): thé phong
kilometers (n): kildmét
kitchen (n): nha bép

L

last name (n): ho

laundry (n}): hiéu giit la

letter (n): thu

lift (n): thang may

lightly done (v): chin tdi

line (n): dudng day

located (v): duoc dat &....

long-distance call (n): cudc go1 dudng dai
lounge (n): phong khach

luggage (n): tdi hanh 1y
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lunch (n): bita trua
lively (adv): song déng
lost property office: van phong giif vat bi mat

M

maid (n): nhan vién phuc vu

mail (n): thu

manager (n): ngudi quan ly

map (n): ban 48

marketing manager (n): gidm dé6c ti€p thi
martini (n): mét loai rugu nhe cho phu nif
meal (n): bita 4n

measure (v): do

meat (n): thit

medium (n): trung binh

meeting (n): cudc hop

melted butter (n): bo tan

mend (v): stra chira

menu (n): thuc don

message (n): tin nhin

middle (adj): & gifra

midnight (n): nira dém

mini bar (n): th nho trong phong khdch san (dung d6 an udng)
mistake (n): 16i

mixed salad (n): sa lit tron

modern (adj): hién dai

mount (n): dinh nai

mouth (n): mém

N
nationality (n): qudc tich
newspaper (n): béo
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newspaper stand (n): quay bin bio
night (n): dém
nurse (n): y t4

O

October: thang mudi

offer (v): moi

on the bottom line: & dong cudi cling
on the rocks: trén tang da

opera (n): nha hat dpéra

operator (n): nhan vién tryc dién thoai
one way ticket (n): vé mot chiéu
orange juice (n): nudc cam

order (v): dat

outside caller {n): cudc goi tlr bén ngoai
overlooking (n): quay vé phia ....

P

package plan (n): k¥ nghi tron géi
page (n). trang

pay (v): tra, thanh toan

passport (n): hd chiéu

per cent (n): phan tram

personal cheque (n): séc ¢4 nhin
performance (n): budi trinh dién
phone (v): goi dién

phone call (n): mdt cudc gol
pick up (v): dén

place a call (v): dat mét cude goi
place of birth (n): noi sinh

plan (n): k& hoach

plane (n): mdy bay

plastic bag (n): tdi nhya
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play (v): choi

plugged in (v): cAm vao

plus: thém

policy (n): chinh sach

porter (n): nhan vién khuan véc
portion (n): mot phan

post office (n): buu dién

prepare (v): chudn bi

pressed (v): 4n

price (n): gid

put on (v): dap vao

plumber (n): thg dudng ong

pool (n): bé

public transport (n): giao thong céng cong
put you through (v): néi may cho ban

R

rare (adj): hi€m

raw (adj): tai

reasonable (n): phai ching (gid)
receipt (n): gidy bién nhan
reception (n): 1€ tan
recommend (v): go1 ¥

record (n): hé s

reduction (n): giam

refuse (v): tir chéi

register (v): dang ky

rent (v): thué

repeat (v): nhic lai

report (v). bdo cdo

resident (n): dinh cu-
reservation (n): viéc dat trudc
reserve (v): dat trudc
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return (v): quay lai

rice (n): gao

ring (v): rung chudng

roast leg of lamb (n): dli ciru quay
room number (n): s& phong
razorblade (n): dao cao rau
regarding (n): 10i hoi tham
registration form (n): phiéu dang ky
relief (n): tin tudng

resort (n): an dudng

room service (n): dich vu phong

S

satisfactory (n): hai long
sauce (n): nudc mam

sauna (n): tAm hoi

sauced potatoes (n): khoai tay chién
schedule (n): lich trinh

seat (n): ché ngdi

secretary (n): thu ky

serve (v): phuc vu

service (n): su phuc vu

shine (v): chi€u sang

shirt (n): 4o so mi

shortly (adv): thiéu

short of: thi€u

short of help: thi€u sy gitip 45
shower (n): voi tdm hoa sen
sign (v): ky

signature (n): chit ky

single (n): don

single ticket (n): vé mot chiéu
sleep (v): ngt

188



soda (n): nudc so da

sole {(n): cA bon

south (n): mién nam

space (n): khodng tréng
special (adj): diac biét
specialty (n): dic biét
specifically (adv): dac biét
spell (v): ddnh vén
spinach (n): rau muéng
square (n): vudng

stairs (n): cdu thang

stay (v): &

steak (n): bit té&t

step over to (v): budc qua
straight: thing
strawberries (n): qua dau
strong (adj): manh (rugu)
suggest (v): goi ¥

suit (n): bo com 1é

suite (n): cdn ho

sun (n): mat troi

surname (n): tén

swim (v): boi

swimming pool (n): b€ boi
switchboard operator (n): nhan vién truc téng dai
sample (n): vi du
sightseeing (n): tham guan
spare (adj): rbi

T

take off (v): cOira
taste (v): mii vi
tax (n): thué¢
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taxi (n): xe tic xi

tea (n): che

telephone (n): dién thoai
television (n): ti vi

telex (n): dién tin

tends (v): xu hudng

tennis (n): quan vot

tennis court (n): san quén vot
terminal {n): cuc noi

ticket (n): vé

timetable (n): thoi gian biéu
toast (n): banh my nudng

today’s special (n): dic san ngidy hom nay
tonic (n): thudc bs

tonight (n): t&i nay

total (n): tong cong, téng s6

torn (v): xé

transport (n): van chuyén

travel agency (n): dai ly du lich
travel agent (n): nhan vién dai 1y du lich
traveller’s cheque (n): séc du lich
trolley bus (n): xe buyt khiach san
turn down (v): ré

type (v): danh may

typist (n): nhan vién ddnh mday
terrace (n): san choi

terribly (adv): kinh khang

the disabled (n): nguoi tan tat

the line is free: dudng day rdi
the rest (n): con lai

to accommodate (v): dit chd

to apologize (v): xin l6i

to attend (v): chid ¥
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to be engaged: dang ban
to be situated: duoc dat
to be supposed to: gia si
to be worth: xtng ddng
to cancel: hlly

to cater: chon

to charge: tra

to collect: thu thap

to confirm: Xdc nhan

to consider: cin nhic

to contact: lién lac

to deposit: dat coc

to enclose: kém theo

to enquire: yéu cdu

to equip with: trang bi véi....
to fax: gtri fax

to get through: ndi mdy
to hold: cam méy

to hold the line: cdm mdy chd
to include: bao gdm

to inform: thong bio

to look forward to: mong cho
to lose: mit

to manage: quan ly

to obligate: bat buoc

to overlook: quay vé phia
to page: nhin tin

to point out: chi ra

to postpone: tri hoan

to Quote: bao gii

to regret: 18y lam tiéc

to settle: giai quyét
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to welcome: chao don
to wonder: phén van

U

underground: tau dién ngam
unfortunately: khéng may
urgently: khén cap

v

vacation: k¥ nghi

valuable: gia tri

vegetables: rau

vegetarian meal: bifa 4n kiéng
vermouth: tén mét loai rugu
view: canh

W

waiting list: danh sach khach dgi
walk: di bd

wardrobe: tll quan do

warm: am

walter: nguol phuc vu ban
well done; chin k¥

west: hudng tay

wheelchair: xe ddy

whisky: rugu uyt ky

wife: vg

wine list: danh muc rugu

Y

Yours faithfully: trn trong
Yours sincerely: chéan thanh

192



ENGLISH FOR HOTEL INDUSTRY
WORKBOOK
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Unit 1

ENQUIRIES AND RESEVATION

1. What's the best answers?

Look at what these guests say to you. Then choose the best answer from
the table below, like this.

Still no answer from Mr Nam?

I've tried his room several times, sirimadam.

given it for §.30, sir.
told a room overlooking the sea, madam.
I've sent them up to your room, sir.
reserved your flight to AF 756, sir.
changed the chef to prepare her meals specially, sir.
ordered her your letter, madam.

1. I told you my wife needs special food, didn't 1?

............................................................................................
............................................................................................
............................................................................................
............................................................................................
............................................................................................

, 6. Did you get those flowers?

............................................................................................
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2. Some short answer

Sometimes you don't need to answer your guest with a full sentence. Use
short answers with these guests, like this:

Has my guest arrived?
No, sirlmadam. I'm afraid hel/she hasn't.
1. Have you phoned Miss Lan ?

3. Match these words with their meaning

A B

1. Advance reservation a. The part of the year with the fewest guests

2. Cancelation b. Agree to book

3. Confirm c. The pant of the year with the most guests

4. Deposit d. Message from a person with a booking saying
he isn’t coming.

5. Fortnight e. Money required to confirm a booking

6. High season g. 2 weeks

7. Off - season h. Reservations made by guests before they
arrive.
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4. Complete the following dialogue
Accepting a booking
(by phone in Alicante)

Employee: Reception,can1..................... you?
Client: I'd............ to ............ a room, please.
Employee: ......... ... ... , Sir?

Client: February 26th,

Employee: ......... ... do you plan to stay?

Client: Two nights.

Employee: ...................... of room would you .......... , Sir?
Client: Er ... single with bath.

Employee: Would you like breakfast?

Client: No, thanks.

Employee: ........... you give me your ............ , please?
Client: Mr John Davis. D-A-V-I-S.
Employee: Mr John Davis. ....... with ..... for ........ 26t and 27th,

Client: That's ............. Bye!
Employee: Goodbye, sir.

5. Put these sentences in order
Taking a booking for F.I.T

1. OK. T'll make a note of that and when you check in, the receptionist will
allocate a room on the first floor for you.

2. Daewoo Hotel. Can I help you?
3. T'd like to reserve a double room for three nights from the 15t April.
4. Yes, I'd like to make a reservation, please.

5. 15U April, three nights, double. I'll check the availability. Yes, we can do
that for you. Is this a company booking or an individual?
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6. I'll put you through to reservation. Hold the line, please.
7. Oh, it's individual.

8. Reservations. Peter speaking. Can I help you?

9. Have you stayed with us before?

10 Yes. I' dike to make a reservation

11. No, I haven't.

12. Certainly. What’s your names, please?

13. Would you like one of our executive room. Mr John, on the top floor
with some wonderful views?

14. Brown. John Brown.
15. Right, Mr John. When would you like to stay?

16. Well, actually, no. I wouldn't. My wife doesn't really like using the

lift and also she's got a bad leg, so I was hoping we could have a room near
the ground floor.

6. Writing

First read this letter. Use your dictionary.

57 High street
Culworth,
Dauentry,

NNI11I 6pp

3nd March, 200 ...

Dear Sir/Madam,

Please reserve one double room for myself and my wife, and two single
rooms for my son and daughter, from 5t - 10th August, 200...

Please confirm my reservation.

I look forward to hearing from you.

Yours sincerely,

P.J.Knowles
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Now answer the letter

CROWNE PLAZA

Mr. P.J. Knowles,
57 High Street,
Culworth,
Daventry,

NNII 6PP

5th March, 200...

Dear Mr. Knowles,

Thank you for your ......c.ccocvevvveevieninnn. of 34 March.

I am pleased to ....coevieieciiiiiiin YOUF oottt erecccen s eeee e
e fOT TWO .o, and one....
........................... from 5t - 10t August, 200.

WE. e welcoming you on 5t August

Yours sincerely,
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Unit 2
RECEPTION

1. Look at what these guests say. Use the table below and say what
you will do to help them.

give some up, immediately, madam.
make the travel agent for you, madam.
take take his room for you, madam.
'l send an appointment with the barber for you, sir.
Iry him to call you when he returns, sir.
put it to the cloakroom, sir.
ring them the message, madam.
ask you through to the restaurant, sir.

1. Can you put my coat somewhere?

..............................................................

..............................................................
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8. Can I get a haircut in the hotel?

2. Sometimes guests ask for advice. Look at what these guests say,
then give them advice, using the notes and one of the sentences, like this:

1. Is there anything to see in this city?
visit/old city
It's worth visiting the old City, sir/madam. It's very lively.

These are the sentences to use:

It's got some beautiful windows.

They're very cheap here.

They're very competitive.

There's an e¢xhibition then.

There are some beautiful views.

Public transport is not very good in the country.
It's very lively.

2. I'd like to get out of the city for a day. Where do you suggest [ go?
Go/mountains

3. How far in advance do I need to reserve a room in October?

book/as early as possible.

4. How can I get into the country for a day?

hire/car
5. Are there any sights in the city?
visit/cathedral
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6. How do I get from the airport to your hotel?
take/taxi

7. Your rates for conferences seem expensive to me.
Compare/them

3. Match these words with their definitions

A B
1. checking in a. way of showing who you are
2. fillin b. internal telephone number
3. extend c. calls to numbers outside the hotel
4. hotel register d. make longer
5. external call e. registering
6. extension g. complete
7. identification h. book in which information about guests is recorded

4. Complete the dialogue
The client has reserved in advance.
Employee: Good afternoon. May I ........ you?
Client: Yes. We havea ......... for tonight. The name is Zelner.

Employee: Just a moment, please.(Employee checks the board)

Employee: Yes, that was a double room ........ bath.
Client: Yes, that's right.
Employee: Would you like to .............. , please?

(Employee gives the client a form to fill in)

(Client fills in form)

How are you going to .......... , sit? In cash or by credit card?

202



Employee: MayI.... ... your passport, please?

(Client hands over his passport and the employee checks it)
Thank you, sir.

(Employee gi-ves back passport and hands the client his key
card and the keys to the room)

Here's your ........ card and your key.

Your room number is 306. The porter will ........ you.
(Porter comes over)

Have a nice evening, sir.

Client: Thank you

[ R R o B

. Put sentences in order

To register a walk-in guest

. How much does it cost per day?

. Do you want to see my passport?

. It's $100 per day including 10% government tax and 5% service charge.
. Do you accept traveller's cheques?

. Good evening. What can I do for you?

. I want a room for two days.
7.

Yes, madam. That's no problem. Miss Rob, here is your receipt. I'll

hope you enjoy your stay with us.

8.

That won't be necessary, thank you. This is your room key. Your room

number is 1702. How much luggage do you have? I see two suitcases and a
make-up case. Miss Rob, this way please.

Excuse me, may I pass? (to guests blocking the way). Thank you.

9.

Please wait a moment. T have to check of there is a room available. We

can provide you with a deluxe room. Would you please fil! in the registration

card. As a hotel policy we require one days room charge as deposit for guests
without reservation.
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6. Complete this letter. Use these words

Cater sample particularly in satisfactory
requested details sporting  facilities relaxing
delegates changed

DAEWOO HOTEL

Dear Miss Jane,

For your conference ................. March next year. I enclose fuli ....... of our
........................... , which T hope you will find........ccccooevrein

| (OROTOTOTOTOR draw your attention to OUT .............. facilities, which I am
sure many of your ..........c........ will find vseful and..................

AS i JTenclose ..o menus for your consideration. These
can, of course, be ... should you wish.

Yours sincerely,
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Unit 3
HOTEL SERVICES

1. Telling the guests what to do

Look at these pictures and read the sentences. Then match the pictures
with the correct sentence.

a. Excuse me, sir. You mustn't leave your briefcase there. Someone may
steal it.

b. Excuse me, ladies. I must ask you to leave. That's the fire alarm.

c. Excuse me, gentlemen. I must ask you to move, You're blocking the
entrance.

d. Excuse me, sir. You mustn't smoke here. It's a no smoking area.
e. Excuse me, madam. You must complete the registration card. It's the law.
g- Excuse me, sir. You must wait a moment. I'm seeing to this lady.

2. In the following chart, various of foods and drinks are entered in
the wrong box. For example, Tawny Port appears in Red wine but it
belongs in Dessert wine. Re-arrange the chart so that the food and drinks
appear in the correct boxes.
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apéritifa 1 : |
Rioja Hors d'ceuvres
Chianti '
z g Swaet Varmouth
sparkiing wine 2 8
Burgundy Veaat
Dry Vermouth
Q jE Campart
white wine 3 10
Ruby Port Beef
Liqueur Brandy
Hock
i z Riaesling
rosd wine 4 11
Chablis Coffee
z Beaujolais . :
rod wine 5 12
Champagnae Chicken
: Tawny Paort Dessert
E Baaune
daessert wine 8 13
Madeira Fish
Rosé d'Apjou
E Medium Shearry
liqueurs T 14
Cointreau Lamb
g Dry Sharry

3. When you can't help

Sometimes you can't help a guest yourself. But you can tell them what
they must do. Look at what these guests say and tell them what to do.

go to the manager.
I'm | sorry | sir. You’ll have to | wait him at his office.
afraid | madam. speak | to the travel agent.
ring another hotel.
try to the post office.
until the next one comes.
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1. Can you change these tickets for me, please?

.............................................................................................................

4. Writing
A fax

First read this letter. Use your dictionary.

HOLIDAY VIEW HOTEL
MAIN - TAUNUS - ZENTRUM

Mrs PR. Laporte.

12 Boulevard de la Republique,

83240 Cavalaire/s/mer,

France,

Dear Mrs Laporte,

Thank you for your letter on 10% August.
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I regret that we are fully booked for the period 10t - 15t Aygust, and are
therefore unable to offer you accommodation.

May 1 suggest you try our other hotel in Frankfurt? The address is
Mailander Strassc 1.

6000 Frankfurt/Main 70
Telephone (069) 68020

I am sorry we can not help you at the moment. But hope you wil! stay with
us the next time you come to Frankfurt.

Yours sincerely,

Now complete the following fax. Use words from the letter above.
SENEBy: XEROX Telecopier3562: 21/06/04: 10:30: 0044 0619672996

HOLIDAY INN
MAIN - TAUNUS - ZENTRUM

Dear Mr Svensson,

VOU cerrrriririereeeeerecs e eesorae s your letter of 15t May. L .. ..o
our accommodation i fully ..c.c..occeverviinveernn. for the ..ocoeeriveenes 1st. 4th
July. T am afraid we cannot therefore .........cccoovvirnnnen you in this instance.

May T s YOU  vriirrierieisesesrennens i nsecenniessesssasennas to a

reservation in our other hotel in Frankfurt? 1 enclose our hotel directory
showing the ........ .

We you will stay with us the next time you come to
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Unit 4
FOOD SERVICES

1. Match the countable expressions with the uncountable nouns.
Then match them to the pictures below.

1. a pot of snail

2. a carafe of tea

3. arack of lamb

4. a bottle of rice

5. a bunch of wine

6. a plate of fish

7. a fillet of mineral water
8. a bowl of grapes

14.GTTA-KS-A 209



2. Look at these different ways of expressing the same idea -

Mainly writing or formal speech Mainly informal specch

Drink can be obtained from the bar. You can get drinks from the bar.

Car parking 1s available. You can park your car.........
Or there’s a car park.. ..

Write sentences to match the sentences given. The first one is done
for you

L. Soft drinks can be obtained from the mini bar
You can get soft drink from the mini bar
2 e
You can get snacks from room service at nay time.
3. Travellers cheques can be cashed at the cashier's desk

............................................................................

5. POSIAZE SLAMPS. ... oovn et e
You can buy postage stamps at the sales desk.
6. Foreign newspapers are available at the news stand.

3. Match A and B
A B

1. Finding what the client wants a. It (starts, begins) at (time)
It (starts, begins) on (day and/or date)
It (opens, closes)

2. Giving the client information | b. I’'m sorry, It won’t be possible

about services, tickets and reservation { I’'m sorry, there aren’t any (ticket, seats...)
left for (time and or date)

I'm sorry, there aren’t any more (ticket,
seats.... )

I’m sorry, the train is full
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3. Telling the client something | c. There ‘s one (in the hotel, down stair, up
won'’t be possible the street....)

We have got (haven’t got)a .. ..

There’s a show ......

I can (get, book, reserve) you afsome ...
for time and /or date

4. Giving the client information { When would you like to go/leave?
about hours What time would you like to go/leave?
How many would you like?

Would you like me to make/to get .....7

4. Look at these pictures and read the sentences. Then match the
pictures with the sentences

|

s a. Would you mind checking your bill, madam? It seems rather high.
| b. Would you mind waiting a moment, sir? I'm seeing to this lady.
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¢. Would you mind filling in this card, sir? Then I'll give you your key.
d. Would you mind moving, gentlemen? You're blocking the entrance.
e. Would you mind following me, madam? I'll show you to your room.
f. Would you mind coming with me, sir? I'll take you to the manager.

5. Complete the dialogue

Helping guest order his supper in the hotel restaurant

Recep: Reception. ........ may I help you?

Guest: Good afternoon. Could you possibly book a table for two in the
restaurant ...... me this evening?

Recep: Certainly sir. Can you ....... me your name and your room number,
please?

Guest: Yes, it's Mr Price and the ........ 18 226

Recep: Right Mr Price. ........ ......... would you like the table for?

Guest: Now that's the problem. We are going ....... the theater and we'd

like to eat when we return. Say 10.30.

Recep: I'm sorry, sir, the restaurant .......... at 9.30

Guest: Oh, dear

Recep: I could order a late supper for you. It would be ........ to your
room,

Guest: Yes, ....... would be nice. We only want something light in any
case, and perhaps a bottle of something.

Recep: All right, Mr Price. T'Il ....... the restaurant and have them prepare
a super for you at 10.30. What would you like? There's choice
of food ....... the restaurant

Guest: We'd like ....... cucumber salad, bread with cheese and some
pickles about drink, please give us some Kim Boi mineral water
Recep: Certainly. Have a good evening!

Guest: Thank you!



Unit 5
REVISION 1

1. Polite request

Look at what these guests say. Then choose the best answer from the

table below.

If you'd like

tell me your room number

I'll deposit them in our safe

give it to me

try and connect you.

speak to the manager

You'll see the taxi rank on your right,

hold on

I'll see if there are any,

to turn right by the lifts

I'll get it faxed through for you

follow the porter

He’ll show you to your room

give them to me,

you'll find the bar down the corridor

go out of the main entrance

I'll see if he's available

1. T can't get through to that number in Germany.
2. Where can I get a taxi?
3. Where's the bar?

4. Is there somewhere safe you can keep my valuable?

5. T have a very serious complaint to make,

- Where is my room? Number 3101

. Are there any messages for me?

6
7. Where can I fax this information?
8
2

- Look at these guests' questions, then answer their questions. Like this.
When does the swimming pool close?

five minutes

It will be closing in five minute, madam.

1. When does the post go? ten minutes
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2. When does the next bus leave? quarter of an hour

3. When does the manager arrive? 9 o'clock

4. When does the swimming pool close? ninety minutes

S. When does the restaurant open? half an hour

6. When does the cashier come? 8 o'clock

3. Look at what these guests say. Then ask them a question like this:
Can I make a reservation? When/ arrive?

Certainly, sir. When will you be arriving?

1. I'll have some extra guests for dinner. How many/bring?
2. Tell Mr Carr I'll see him at eight. Where/wait?

3. I'd like to settle my bill, please. How/pay?

4. I've got to change my departure date. Where/leave?

5. I'm going on a weekend trip. Can you phone through any messages?

Where/stay?
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Unit 6
LOCAL TOUR

1. Fill in the blank with one word in the box

Adjoining  alternative  comfortable dedicated en suite
luxurious noisy non-residents  private self-cartering
self-service short-stay sunny surrounding  vacant

a. I'm sorry that you haven't been happy with your hotel: we'll find you

............... accomodation immediately.

b. The guest rooms have been refurnished with ............... carpets and
fittings.

c. We are a city centre hotel mainly catering to ............... guests.

d. In addition to the main restaurant there isa ............... caferteria and
a bar.

e. The best conference hotel provide a ............... member of staff for

cach conference to liaise with the organizer and ensure the event

proceeds smoothly.

f. If youcan'tputusin............... rooms, could we at least have rooms

on the same floor?

g. We are a city centre hotel mainly catering to ............... guests.
h. The hotel has ............... gardens for the exclusive use of guests.
1. There are more ............... chairs in the lounge, if vou find the

dinning room chairs too hard.

J.  The hotel is divided into separate............... apartments.
k. Our restaurant is open bothto ............... and to guests.
l. The hotel has 25 bedrooms, all with ............... bathrooms.
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0.

3.
order

. I'm sorry. We haven't got any

............... rooms. Have you tried the
Grant?

From the terrace, you have a marvellous view over the

countryside.
It's a south - facing room so it'snice and ............... all day.

These sentences describe a journey by air. Put them in the correct
by numbering them from one to ten. The first one has been

numbered for you

Take off

Land and diembank

Buy some duty free goods before leaving

Have a meal and watch an in-flight movies

Fasten your seat belt

Go through passport control

Get on the plane and find your seat

Go to the departure lounge for your gate

Pick up your baggage and leave the airport

1 Arrive at the airport and check in
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Unit 7
COMPLAINTS

1. Put the sentences in order to make a complete conversation
GUEST COMPLAINS ABOUT THE ROOM

Guest:

Guest:
Guest:
Guest:
Guest:
Guest:
Receptionist:
Receptionist:

Receptionist:

Receptionist:

Receptionist:

2. Complete
expression once

I didn't sleep a wink last night. The people next door were
having a party.

I hung out the "Do not disturb” sign. It was no use.

Well, I'm moving out 1o another hotel.

I'll accept your offer if you guarantee it is quiet.

I'll do that. Thanks.

Thank you for being so understanding.

Don't mention it. My please. And have a good rest, sir.

Oh, please don't do that. May we offer you another room.
I'm afraid I cannot guarantee, madam. But please let us
know immediately if there is any further disturbance.
Your new room number is 207. Would your like me to
arrange the move?

I'm sorry. 1 do wish you had let the Assistant Manager
know at once.

the telephone dialogue with these expressions. Use each
only

assure

Can you tell me
how can [

I'm sorry to

Of course

at out expense bringing this incident
could you deeply regret

I must apologise if you would accept
I'm terribly sorry May I ask

one moment right
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Customer

I'd like to speak to the restaurant manager. What's his name?

Receptionist | Of course, madam. Our restaurant manager is a lady,
Madona.(1). ... your name?

Customer It's Mrs Lan of ANZ bank.

Receptionist | (2).............cn , Mrs Lan and I'll ask
Madona to speak to you. |

Manager Good afternoon Mrs Lan. (3). ... coeenv i v
help?

Customer 1 have a complaint to make about the service I received here
yesterday.

Manager (). what the problem was?

Customer 1 was entertaining business clients and your waiter managed to
seat one of my guests at the wrong table.

Manager (5 ) hear that, madam.

Customer I haven’t finished. The same waiter managed to spill a few drops
of wine on another guest’s jacket and then, instead of
apologising, he said it was only a few drops and we shouldn’t get
so upset!

Manager (3] T PP about this Mrs Lan.
(D) tell me which table you
were sitting at?

Customer It was the large round table by the window.

Manager (Bt for the waiter’sremarks and 1
(9). e you I will speak to him.

Customer But what are you going to do about my client’s jacket?

Manager We will (10)..... pay for the
jacket to be dry-cleaned. I (11)..........oiiiinny the
embarrassment  you  have been caused and ask
(1) e a voucher for four people
tohave meal here (13).....ooii i i

Customer That sounds reasonable.

Manager Thank you for (14)...........oien, to our

attention. This is the only way we can put problems................
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3. Giving advice

Look at these pictures and read the sentences. Then match the pictures
with the sentences.

T still conk

a. If [ were you, I'd see our travel agent. They have all the details.
. If I were you, I'd make an appointment. Then you needn't wait.

. If T were you, I'd wait until morning. It's still very early in the states.

b
c
d. If I were you, I'd book a court. It's a popular game with our guests.
e. If I were you, I'd take a taxi. It's the quickest way.

f

. If T were you, I'd reserve a table. The restaurant can get very full.
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Unit 8
CHECKING OUT

1. Complete the dialogue

Cashier:

Client:

Cashier:

Client:

Cashier:

Client:

Cashier:

Client:

Cashier:

Client:

THE CLIENT PAYS WITH A PERSONAL CHEQUE
Good morning. May I help you ?

Yes, [ have to pay my ............... now. The name is Pearson

......... 125

Just a moment, please .................. be 200 Francs

[ don't have enough ............ Will you take a personal ..........
........... we don't, but since you......... got ........... cash,
We'llhave ... Have you got a bank .......... ?

No, I'm afraid not

You'll haveto ............ me vour name and ................ Then
Here you are

Thank you .............ooe your receipt, madam. I hope
you enjoyed your ..............

Thank you. Good bye!

2. Match the heading above with the explanations below

ACCOMMODATION FOOD DRINK
VALUE ADDED TAX  SUNDRY SALES DISBURSEMENTS
SERVICE CHARGE

This includes breakfast, lunch, afternoon tea , drinks

other than alcohol or mineral (eg.tea, coffee), and other light refreshments. It

r

may be served in the restaurant, the lounge, or the guest's room.
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These included charges a guest may have to pay for such

itemns as telephone calls, laundry, car hire, garage, hairdressing, newspapers.

This is the basic charge for all guests who stay at least

one night. Depending on the plan followed, it may also include breakfast, or
other meals.

These are payments the hotel may make on behalf of a
guest, for example for taxi, theatre tickets, or repairs to guest's belongings.

In the UK and some other countries, this is a tax which
must be added to all services in the hotel except "disbursement". Many hotels

include this tax in the rate they quote, but others add the tax on after the rest
of the bill is added up.

This includes all alcoholic drinks and mineral

"soft drink”. They may be served in the bar, restaurant, or in guest's rooms.

This is a percentage that some hotels add to the bill for

all services provided. It replaces "tip” to individual employees.
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3. Writing
A FAX

First read this computer bill. Use your dictionary.

HOLIDAY VIEW HOTEL

MAIN - TAUNUS - ZENTRUM
MRS: JARMAN/ GODDAR SUNSHINE REF: §32339/1
DEPOSIT: 00.00
ROOM 312 N° OF GUESTS 3 ARRIVE 23/8/03
RATE $200 BILL N® 2601 567 WM2 DEPART 25/8/03

CHARGE CREDIT BALANCE
23/8/03 APARTMENT 200
24/8/03 APARTMENT 200
25/8 APARMENT 200
(Master credit ) 600 532339/1 00.00

ACC.TO SUNSHINE HOLIDAYS
SERVICE AND TAX ARE SIGNATURE...................
INCLUDED, GRATUITIES AT

Mr Tom stays for 3 nights of 12 and 15 July in Hozision Hotel. The room
rate is $20 per night. He has 2 breakfasts, each of which cost $15. On the
evening of 13 July, he has dinner at the hotel for $200. Also on 13 July he has
drinks charged $35, makes a long distance call charged $12, buy coffee

, charged $5. The hotel adds service charge of 10% the total of all charges.

Write out the bill for Mr Tom, dated 15 July
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Unit 9
TOUR OPERATION

1. Complete the following dialogues
1) A: Could you some US dollars for me?
B: . How much would you like to ?
A: One hundred . What is the exchange rate?
B: Today's exchange rate is
A: Here one hundred dollars

B: Would you please show me your passport?

A:

B: Thank you. Will you please sign your name on this exchange
memo. Here is your money. Please 1t.

A: 1t's correct. Thank you.

B:

2) A: would you cash these traveller's checks, please
B: How would you

A: In ten - dollar bills, please
B: Is there anything ?

A: Yes, I'd like to know send money to Japan.
2. Make situation dialogues
Situation A. Mr White wants to change 200 US dollars to RMB.
Situation B. Mr White wants to cash some traveller's checks.
3. Answer the following questions

1. What information should you learn if you want to book a table for your
tour members?

2. If there is a reasonable special requirement, what shovld you say?

3. What will you do if you had a reservation but the barman can't find
your name on the reservation list?
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4. Do you think it is necessary for the restaurant to investigate why the
guest's name is not on the list? Why?

4. Translate into English

1. Pay la lin ddu tién di nude ngoai nén chiing toéi chua ¢6 Kinh nghiém
14m, ching to61 mang rét it tién 1é va bay git da ding hét. Anh lam on n61 cho
t61 biét ching toi phai 1am thé nao.

2. Dé chau ddi giiip cc bic hoic cac bac c6 thé ty xudng d6i & quay ddi
tién bén phai tdng 2.

3. Ty gid hoi dodi cla dong do ¢ day ré hon 6 Viét Nam minh. Khong
bi€t ho cé tiéu tién Viét cua minh khong nhi?

4. Béc c6 mang séc du lich khong? Néu ¢ séc thi ra chg mua hang that
don gian.

5. O chg ho khong 14y tién xu ma chi ldy tién gidy nhung vao cic quay
" tr chon va cdc khu vui choi thi tién xu that 13 tién.
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Unit 10
CONFERENCES

. Complete the sentences below with appropriate preposition

- Our costing are based ....... last year's prices plus 15%.

- Accompanying persons don't participate ....... the conference meetings.
- The HKTA will be glad to assist ....... organizing the meeting.

. The hotel's conference rooms are equipped ..... all the necessary AV aids.
. Very few of the delegates were accompanied ....... their wives.

. The carrier's representative didn't really agree ....... us on that point.

=1 O o B N = e

- The Association’s international department liaises ....... the foreign
branches.
8. The interest in optional tours depends to some extent ....... the weather.

2. Choose the correct word from those in brackets to complete the
following sentences.

1. The tour group had to pay a (service charge/ surcharge/ charge) because
of the increase in fuel costs.

2. The (visitor/ occupancy/ accommodation) level at the Grand hotel was
92 % during the summer.

3. The conference package included an (optional/ accompanying/ initial)
Banquet on the final day.

4. The FAM was (sponsored/ quoted/ tendered) by the English tourist
board.

5. After negotiating the tour operator drew up a (documentation/ contract
clause) with the hotelijer.

6. Hong Kong was chosen as the (venue/ meeting/ function) for the
medical conference.

7. The organizers made a (previous/ preceding/ preliminary) announcement
in order to inform members of the next annual conference.

8. Your train ticket is (guaranteed/ secured /valid) for three months.
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Unit 11
REVISION 2

1. Answer the following questions
1. What should a guest say if he finds that the food is not fresh?
2. What should a waiter do after that?
3. What should you do if vou don't like a replacement or an alternative?
4, Should the guest pay for the drink he has while waiting for the
replacement?

. Who should pay for the drink?

h

6. What should the waiter say to persuade the guest to try the restaurant
again?
7. What should vou say if you want to complain about the slow service?
8. What should headwaitcr say after he settle the problem for the guest?
2. Complete the following dialogues
1. Guest: Waiter, the table - cloth is dirty, it's covered with soup stains.
Waiter: Oh, LT . One moment, please

2. G: Look at hese glasses. This one has even got lipstick on it.

W _. madam. right away.

3. G: Look ! What have you done? Spilt soup all over my new dress.

W , madam. I do__ this unfortunate
accident.  have the dress cleaned and send the bill to us.
We will

4. G: T ordered roast duck but you brought me roast beef, why?
W: ?
G: All right.
W: Here is your roast duck. [ do . I assure you

Now i
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3. Make situation dialogues
Situation A: A guest complains that special spicy chicken is too hot.

Situation B: The gucsts complain to the tourist guide about the slow
service. And they also complain that the waiter is rather rude. Make the
situation between the tourist guide and the hotel manager.

4. Translate the following sentences into English

1. To1 xin ¢6 y ki€n: Céng ty du lich cn kiém tra la1 thai dé phuc vu cla
cac nhan vién tai day. Ho khong duoc 1€ nhi lim, thém vao dé lai qua cham.
Sang nay t6i phai mét 1 ti€ng mdi an duge bat phd.

2. Anh cling can phéi ¢6 ¥ kién véi nha b&p . Mdn c4 bita trua khong duge
tuoi lam lai qué man. Dé nghi cong ty du lich can ¢4 trach nhiém hon véi khach.

3. Vang, chdu xin ghi nhén t4t ci céc y kién clia céc bic va sé Kiém tra lai
cdc viéc nay. Chau xin hoi thém cdc bac vé 210 an, gid an nhu the da hop Iy
chua? Bifa t6i ¢6 nén d4n muédn hon mot chat khong a?

4. Nho anh héi gidp: N&u chiing t6i mudn an dém trén phong thi khdch
san ¢6 phuc vy khong?

3. Néu ching t6i goi thém mén an ngodi tiéu chuin cia tua thi ching
to1 ¢6 phai thanh todn ngay khong? Hay 1a ching toi thanh todn véi cong
ty du lich.

6. Nhu trong lich trinh chdu d4 thong bdo cho toan doan, cong ty du lich
€ c6 mot blta an chiéu ddi toan doan vio t6i thif tr. Bita d6 méj suit tri gid
50.000d con thuc don thi do chiing ta t chon. Vay theo cdc bic chiing ta s&
chon mén gi d€ chdu dat trude a?

7. Theo goi ¥ cha cdc nhan vién trong khdch san thi miia ndy nén an muc
vi ndé ngon va ré.

8. Doan ta ¢6 nhiéu tré nho nén té6i nghi phéi ¢6 mén XU0p va ta nén ding
Xup cua.

9. Sau bita t6i nay ta nén td chitc di thim thanh phd bang xich 16 vi dich
* vu xich 16 & day rat t6t va ré chi ¢6 8.000d mot tiéng.
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ANSWER KEY FOR STUDY BOOK

Reading

UNIT 1

1. In a small hotel, the work of a receptionist may also include the job
advance reservations clerk, inquiry clerk, and book keeper.

2. The advance reservations clerk.

3. Telephone; telex; telegram; letter; email; personal contact.
4, When they make bookings by telephone.

5. He/she records it on a reservation form and in reservation diary.
Listening

Al

Answers

The mistake in the room chart is that Mr. and Mrs. Moore should have
been allocated a room until the 8, not the 6.

room 101 102 103 104 105
description |twin beds|single bed | double shower |twin beds bath | double bed
bath, balcony |shower shower, balcony
room price | $92 $65 $85 $88 $90
Sun May | Mr Chavez Mr & Mrs Green Mr &Mrs Mocre
(01719933723} | (0181898 9325) {full board)
{half board})
Maon May 2
Tue May 3
Wed May 4
Thu May &5 Mr&Mrs Greem
FriMay6 | Mr&Mrs Brown Mr Chavez Mr Chavez Ms Davidson | Mr&Mrs Moore
Ms Davidson(2} Ms Smith (b&b) Mr Anderson(2)
Sat May 7
Sun May 8 Ms Davidson Ms Smith Mr Chavez Ms Anderson | Mr&Mrs Moore
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B1

Answers

Seen the entry for Mr. and Mrs. Green on the room chart on Page 61.

Language study

Requesting information

1. Could you tell me your telephone number, please?

2. Would you repeat your surname, please?

3. Could you tell me the number of people in the group, please?

4. Can you give me your arrival time, please?

3. Could you spell the street name, please?

6. Can you confirm your date of departure, please?

Comparing

3. The Station hotel is more convenient than the Park hotel.
The Bristol is the most convenient.

4. The Bristol hotel is less comfortable than the Park hotel, The Station
hotel 1s the most comfortable.

5. The Station hotel is bigger than Park hotel. The Bristol hotel is the
biggest. '

6. The Bristol hotel is more modern than the Park hotel. The Station hotel
is the least modern.

Number and date

- two thousand, seven hundred and fourteen

- the thirtieth of April, nineteen eithty three

- oh eight five eight two three six two

- twelve thousand, four hundred and forty nine
- June the twelfth

- room three hundred and seventeen

- oh one seven oh three double four six eight

- the ninetenth of July ....
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UNIT 2

Reading

1. The guest's name, nationality, home address, and signature and for
foreign visitors, passport information.

2. To make sure that the information is correct and legible.
3. The receptionist should obtain the original hotel voucher.

4. It is not nccessary for the receptionist to deal with each other member
of the group.

Listening

A2

Suggested answers

(The two mistakes are underlined in the transcript below.)

She calls him Mr. Robert - he's Mr. Watson. He says lunch is served from
8 o'clock which can't be right - he means dinner.

Language study

Asking questions

1. Can you change your booking, Mr Jones? 2. Will you confirm in writing,
madam? 3. Are you cancelling your reservation, Mr Laker? 4. Which tour
group arc you with, sir? 5. Where is your next destination, sir? 6. Has the tour
group arrived? 7. Have you checked the registration card? 8. Who are you

waiting for, Mrs Masters? 9. Why are you leaving earlier than expected, Mr
Qatan? 10. Do you want an early call, sir?

Describing people's jobs

1. A person who/that deals with enquiries.

2. What is an advance reservations clerks?

3. A person who/that carries bags and shows guests to their rooms.

4. What is a travel agent?
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5. A person who/ that works in an office.
6. A person who/ that deals with money.
Nations, nationalities and currency

I. French, Franc 2. Spain, Peseta. 3. Britian, Pound. 4. Italian, Lire.
5. Greek, Drachma, 6. Danish, Danish Crown. 7. The Netherlands, Guilder.
8. Switzerland, Swiss franc. 9. Germany, Mark. 10. Japan, Yen. 11. United State,
Dollar. 12. Mexican, Peso. 13. Sweden, Swedish Crown. 14. Autrian,
Schilling. 15. Belgian, Franc. 16. Portugal, Escudo.

Adyvising

1. You should always prepare the arrival list

2. You should always remember your hotel voucher.
3. You should always remember to confirm a booking.
4. You should always be polile to guests.

5. You should always note down the customer's name.
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UNIT 3

Reading

1. All meals except breakfast.

2. The guest do, using shoe cleaning machines.
3. The guest is

4. The Housekeeper, reception, or The Duty manager.
5. In the room

Listening

A2

Suggested answers

Receptionist helpful

Pool attendant unhelpful (but not rude)
Waitress inefficient (but friendly)
Hall porter unfriendly (but not rude)
housekeeper friendly

l.anguage study
Reporting messages

1. Mrs Betts said she had a message for you, Mr Graham. 2. Mr Tor said
he needed some scap. 3 Mrs Reid said she'd see you in the lobby, Mr Reid.
4. Mr Parks said he was going to the shops, Mrs Parks. 5. The manager said
we needed the registration cards. 6. Mr Jones said he wanted his bill. 7. "Mr
Lambert said he'd collected the newspaper, Mrs Lambert. 8. "Your sister said
that she was leaving at two, Mrs Pritchard.

Using nouns in groups
1. facilities for making tea

2. leader of a tour group
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. room service

. airline seat reservation system
. machine for cleaning shoes

. telephone area code

. accommodation bureau

. overseas guest registration form

. list of arrival list

10. system for showing the status of rooms.

Using the passive

—

e

. newspapers can be ordered at the desk.
registration cards must be signed on arrival
reservation should be confirmed in writing
traveler's cheques can be changed at the desk

keys should be left at reception.
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UNIT 4

Reading

1. It recommends restaurants with high quality cuisine.

2. A one star restaurant is good but a two star restaurant is very good
3. The basic charge includes service and VAT.

4. No, only when you see the letters'b.1'

5. Three

Listening

A3

Suggested answers

The waiter in the second conversation made a mistake - he wrote down
sauté potatoes instead of new potatoes.

Both the first waitress and the waiter sounded polite.

Both waiiresses were efficient (the waiter seemed efficient until he made
the mistake).

The friendliest was the first waitress. The second waitress sounded quite
hostile.

Language study
Making suggestions
1. If you feel hungry, sir, why don't you try the English breakfast?

2. If you're looking for a good restaurant, madam, what about trying the
Good Eating Guide?

3. If you have a headache, sir, I'd suggest an aspirin.

4. If it's a long way to walk, madam, why don't you take a taxi?
5. If you feel very hot, sir, I'd suggest a beer.

6. If you've had a tiring day, madam, why don't you have a rest?
Describing dishes and drinks

1. That's three parts gin mixed with one part dry Matini and served with
an olive
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2. It's rice and sea food cooked together and served in the cooking dish.

3. It's veal cooked with carrots and onions and served in a white sauce
with boiled rice.

4. It's coffee mixed with brown sugar, Irish whisky, and cream and served
as an after - dinner drink.

5. That's pieces of pork fried and served in a sugar and vinegar sauce
with rice,

Present time

. No, T haven't. I am still waiting for the menu

. No, I haven't. I'm still looking for it

. Has the Times' arrived yet?

- Have you telephoned your company yet?

. Have you completed the registration form yet?
. No, I haven't. [ am still using it?

. Have you allocated the tour yet?

[ R o L N I o

- No, I haven't. I am still cleaning it.
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UNIT 6

Reading

1. It is situated off the coast and to the north of Estartit.
2. Swimming fishing, and sunbathing

3. Good boutiques and small souvenir shops

4. Because 1t is market today

3. The club El Catalan, the Galeon, and the St. Tropez Discotheque.
Listening

A2

Suggested questions

When are the stores open?

Where can I change some traveller's cheques?

Can you recommend a nice day out?

Can I buy an one-day bus/metro pass here?

Language study

Using prepositions

1. from 2. in 3. out of 4. at 5. from 6. off 7. away from 8. off 9. on 10. onto
Future time

1. I am going

2. is preparing

departs

. are speding

. begins

= ST R NS

. 1s meeting
Abbreviations

1. kilograms 2. air conditioning 3. Post Office 4. pound 5. telephone
6. kilometre 7. departure 8. degrees Centigrade 9. number 10. ounces
11. stamped addressed envelope 12. before midday 13. hot and cold
14. degrees Fahrenheit 15. Street 16. inclusive 17. after midday 18. hours
19. Avenue 20. Road 21. francs 22. arrival 23. volts 24. for example.
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UNIT 7

Reading

1. It was slow and the food was poor

2. Because the hotel was not in the city

3. It was left off the coach

4. Some of them were rude when complaints were made
5. Because of the bad service that was provided
Listening

B

Suggested answers

Bus or metro tickets 3 marks (24-hour ticket 10 marks) ticket machines
Bank opening hours Monday to Friday: 9 - 6

Saturday: 9 - 1

Sunday: closed

Other places to change money: main railway station or bureaux de change.
Department stores Monday to Friday: 9 - 8

Saturday: 9 - 4

Sunday: closed

Language study

Causes of complaint

1. They should have made the bed.

2. They should have vacuumed the carpet.

3. They should have cleaned the ashiray.

4. They should have emptied the waste-paper basket.
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5. They should have opened the curtains.

6. They should have removed the tray.

7. They should have picket up the books.

8. They should have replaced the lamp.

Getting thing done

1.

I

I'll have it fixed.

I'll have some sent up

I'll have it repaired

I'll have 1t delivered to your room

['ll have it brought down

Adverb of degree

l.

W

>N e

Mr Lyons thought the sourvenirs were extremely expensive

It was quite hot on the beach yesterday afternoon

Miss Rikard was very late for the meeting with the tour company

He was very tired after the nine - hour flight from London.
Customers often complained about the rather high telephone charges.

Mrs Dill was extremely annoyed about the traffic noises from the street.



UNIT 8

Reading
1. Machine billing has replaced the 'tab’ in many smaller hotels.

2. It does foreign exchange caculations and holds credit and card and

ledger acount details.

3. When the guest is ready to check out

4. The control checks make the computer query charges that are not

correctly posted.

the

5. Because the computer memory can hold credit card information.
Listening

A

Answers

1. hotel general manager 2. restaurant manager

3. receptionist 4. travel agent

5. waitress

B

Suggested answers

1. She didn't sound sincere and she implied that the guest was at fault, pot
staff.

2. His excuse wasn't very good and he wasn't apologetic enough.
3. She treated the complaint as a joke.

4. He made the guest wait for him to finish on the phone.
Language study

Past time

1. has been

2. left

3. checked in

4. has not visited

S

. spent
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6. came

7. has not paid
8. was

9. has liked

10. did not arrive

Quantity

. Information

. British currency
. minutes

. beer

. trouble

1

2

3

4

5. facilities
6

7. detail

8

. complaints
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UNIT 9

Reading
1. By 4.7%
2. Standbys and walk - on

3. The number of people using cars and making repeat visits, the availability
of promotional fares, and the cost of group accommodation.

4. Tour operators and travel agents who are capable of organizing FITs
5. Travel trade journalists and travel agency staff.

Listening

A

Suggested answers

Language study

Cause and effect

1. In 1996, the occupancy level was so high that group rates were not
attractive.

2. In 1997, there was such a heavy demand for tours that overbooking
became a problem.

3. In 1998, the summer was so hot that fewer people went abroad.

4. In 1999, there was such a sudden reduction in fares that independent
travel was more popular.

5.1In 1991, a BBC series was so popular that more people went to Yorkshire.

Using statistics

1. From 1995 to 1996, there was a 14% rise in the proportion of oversea
VIsitors.

2. Between 1994 and 1997, the proportion of overseas visitors expanded
by 27%.
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3. The proportion of overseas visitors increased from 52% to 70%
between 1995 and 1997.

4. Between 1995 and 1997, there was an 18% growth in the proportion of
overseas visitors.

5. There has been a 4% fall in the proportion of overseas visitors since last
year.

6. There was a decrease from 70% to 65% in the proportion of overseas
visitors between 1997 and 1998.
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UNIT 10

Reading

1. Arranging for "Welcome’ banner to be displayed at the airport and for

Hongkong public figures to provide welcome addresses at opening ceremonies

and dinner functions.
2. By giving advice on Customs and Immigration procedures

3. By providing supplies of promotional literature for mailing to potential
delegarates.

4. In the association's calendar coming metting, conferences, and
exhibitions

5. Accompanying pcrsons.

Listening

C1

Answers

The Lake District 1
Futuroscope 5
The Royal Pavilion 2

Language study

Future time

1. Internationat Hotels Inc will have built their new conference centre by

the end of the year.

2. The committee will very soon have finalized the preparations for the group.

3. The housekeeping staff will have cleaned those rooms in an hour.

4. All the delegates will have received this information at least a month

before the conference.
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5. The delegates will all have arrived within two or three hours.

6. UK Airways will not have introduced new aircraft on this route before
the late eighties.

Dimensions

1. What is the height of the first room? The height is 10 feet.
2. What is the area of the second room? The area is 260 square meires.
3. How long is the second room? It's 26 metres long.

4. What is the width of the first room? The width is 12 feet.
Gerund and infinitive

1. holding

to send

to contact

organizing

to bring

to confirm

preparing/to prepare

-

making
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TAPESCRIPTS

UNIT 1

Transcript 2 minutes 1 second

RECEPTIONIST:
Mr. GREEN:
RECEPTIONIST:

Mr. GREEN:

RECEPTIONIST:

Mr. GREEN:

RECEPTIONIST.

Mr. GREEN:
RECEPTIONIST.
Mr. GREEN:

Good afternoon, Royal Hotel. How can I help you?
Do you have any rooms free from the 15t of May?

May the 15t ... Yes, sir, we do. What kind of room
would you like?

Oh, um ... well, I'd like a room with a doubled ... ch
and a balcony if possible.

b

Let me see, well....er... I'm afraid we only have one
room free with a double bed and that hasn't got a
balcony. But we have one with twin beds and a balcony-
wold that be all right?

Er... no, no, I think I'd prefer the one with the double
bed.

So that's a room with a double bed and shower from
May the 15t. Could I have your name please, sir?

Oh yes, er ... Green ... er ... Mr. and Mrs. Green?

Right, we'll be leaving on the 5t of May in the morning.

- Fine, Mr. Green. Would you like full board, half board

or beds breakfast?

RECEPTIONIST. Oh ... um ... er...half board. I think. Oh, does that, you

Mr. GREEN:
RECEPTIONIST:

Mr. GREEN:

know, er ... does that mean breakfast and dinner?
OK, yeah.

So, right, I've booked you a double room with shower but
no balcony from Sunday May the 15 until Thursday May
the 5th. Is that right?

Yes, that's right,
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RECEPTIONIST:

Mr. GREEN:
RECEPTIONIST:

Mr. GREEN:

RECEPTIONIST:

Mr. GREEN:

RECEPTIONIST:

Mr. GREEN:
RECEPTIONIST:

Is there a phone number where we can contact you,
Mr. Green?

Yes, of course, it's.., cr ... 0181 898 9325,

Right, that's 0181 898 9325. What time will you be
arriving on Sunday, Mr. Green?

About 7.

Oh, fine. Dinner is scrved from 7.30 till 9.30. If you're

going any later than 8.pm, would you please telephone
us to let us know what time to expect you?

Sure.

Thank you very much, Mr. Green. We look forward to
seeing both on Sunday May the 15.

OK, thanks a lot, bye.
Goodbye, Mr. Green.,

Unit2

Transcript 2 minutes 20 seconds

1. RECEPTIONIST: Good afternoon, sir. Do you have a reservation?

Mr. WATSON:

RECEPTIONIST:
Mr. WATSON:
RECEPTIONIST:

Mr. WATSON:
RECEPTIONIST:

Mr. WATSON:
RECEPTIONIST:

Mr. WATSON:

No. I don't. Er ... do you have a double room for two
nights.

Um... yes we do.
Oh, good.

I'll lust check what rooms we have available. Just
a moment, please.

Oh, Ok, thanks.
Yes, now, let's see... um... Room 414 is free. It's on
the fourth floor and it has a sea view and twin beds.

Oh, that sounds fine. Er... how much is it?

Well, the cost is $150 per night, including buffet
breakfast.

Oh, fine.



RECEPTIONIST: Would you fill out this registration form, please?

Mr. WATSON:

RECEPTIONIST:

Mr. WATSON:
RECEPTIONIST:

Mr. WATSON:
RECEPTIONIST:
Mr. WATSON:

-Oh, ves, sure, sure...

.. thank you very much, Mr. Robert. Could T see
your passport, please?

Uhubh, er... here it 1s.

Thank you very much. How will you be paying for
your reom?

By visa.
Hm, may I have your credit card, please?

Certainly, here you are...

2. RECEPTIONIST: Good afternoon, may I help you?

Ms O'NEILL:
RECEPTIONIST:

Ms O'NEILL:
RECEPTIONIST:
Ms O'NEILL:
RECEPTIONIST:

Ms O'NEILL:
RECEPTIONIST:

RECEPTIONIST:

Yes, I have a room booked. Yes, name's O'Neill.

Ah, yes, Ms O'Neill. Yes, it's a single room with sea
view until Saturday, is that right?

Yes. Um... and a shower.
Oh, yes, all our rooms have showers.
Um... how much does that cost?

Well, it's $95 a night but that does include buffet
breakfast.

OK. I'll be paying by master card.

Fine, fine. Would you just fill out the registration
form...

... you'll be in Room 301, which is on the third floor.
Here's your key and your key card.
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Ms O'NEILL: Oh, thank you. Oh, and what about my suitcase?
RECEPTIONIST: Your baggage will be taken up to your room for you.
Ms O'NEILL: Oh, that's good.

RECEPTIONIST: Have you stayed with us before?

Ms O'NEILL:  No.

RECEPTIONIST: Well, this leaflet tells you all about the hotel and the
facilities.

Ms O'NEILL:  Oh, well, thank you very much.

RECEPTIONIST: Lunch is served from 8 o'clock. Would you like to
reserve a table?

Ms O'NEILL:  Oh, yes please. For... um... 8.30.

RECEPTIONIST: Fine, and would you like a wake-up call in the morning?
Ms O'NEILL:  No, thanks.

RECEPTIONIST: OK. The porter will show you to your room.

Ms O'NEILL:  Oh, thats good.

RECEPTIONIST: If you have any problems, please let me know.

Ms O'NEILL.: All right, and thank you very much.

RECEPTIONIST: Enjoy your stay with us!

Ms O'NEILL: Thanks!

B2

Transcript 59 seconds

Good evening, how may I help you? It's good see you again, Ms Black!

It's nice to see you again, Mrs. White. Hello again, Ms Green, and welcome!
Good afternoon, sir, do you have a reservation with us today? Good evening,

M,
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UNIT 3

Transcript 3 minutes 13 seconds

1. MAN: Excuse me.
RECEPTIONIST: Yes, sir, how may I help?
MAN: Can you tell me when they stop serving lunch in

the restaurant?

RECEPTIONIST: Yes, certainly. Well, last orders are at 2 o'clock, but
it's probably best not to get there quite so late. It's

best if you book a table. 1 can do that for you if

you wish.
MAN: Oh, yes, oh, right, OK.
2. WOMAN: Excuse me.
POOL ATTENDANT: Yes, Miss?
WOMAN: Um... can you tell me where I can buy some sun lotion?

POOL ATTENDANT: Er...yes, certainly, you can buy that at the gift shop
Just next to the reception in the hotel.

WOMAN: Oh, good.

POOL ATTENDANT: Oh, and by the way, look, you can help yourself to

a towel from that pile over there, if you like. You
see, the green ones.

WOMAN:; Oh, fine, thanks

3. MAN: Excuse me!

WAITRESS: Yes, sir, are you ready to order?

MAN: Mm, ah, but first can you tell me what today's special is?

WAITRESS: Um.... I don't really know, I'm afraid. I'll just have
to find out. Excuse me a moment.

MAN: Oh, all right.

WAITRESS: ...I'm afraid the special’s no longer available. Sorry

about that. Um... but I think you might like the fish
of the day: it's red snapper, pan-fried, and served with
lemon. It's very nice.

MAN: Oh, well, that sounds delicious...
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4. WOMAN:
HALLPORTER:
WOMAN:

HALLPORTER:
WOMAN: Just one.
HALLPORTER:

WOMAN:
HALLPORTER:
WOMAN:
HALLPORTER:

WOMAN:

5. HOUSEKEEPER:
MAN:
HOUSEKEEPER:
MAN:

HOUSEKEEPER:

MAN:
HOUSEKEEPER:

MAN:
HOUSEKEEPER:

MAN:

250

Excuse me.

Yes, Ms O'Neill?

Can you get me a ticket for tonight's symphony
concert?

Is that one ticket or two?

It doesn't matter what price.

I'l just have to find out if there are tickets still
available. Er... just excuse me for a moment, please...

... Any luck?

Yes, I've managed to get you one at $40. Is that OK?
Fine.

If you get to the concert hall before 7.30, you can

collect the ticket and pay for it then. It's reserved 1n
your name, Ms O'Neill. Er... the concert starts at 8.

Oh, OK, thanks very much.

Housekeeper, good morning.

Oh, good morning. This is Mr. Watson in 414.
Yes, Mr. Watson, how can [ help?

I've got some clothes that need washing. Can you
tell me what I should do?

Yes, certainly. If you look inside your closet, you'll
find a plastic bag and a laundry list.

OK, I'll just look ... Um... oh, yes, here we are.

If you put the clothes in the bag and fill out the
form, I'll send someone to collect it in about ten minutes.
Oh, fine, good. All right, thanks.

And of you have any dry-cleaning you'd like us to
do, we can collect that from you at the same time.
But don't put it in the same bag as the washing.

Oh right, no, I...I, no, well, actually, no, 1 haven't
got anything that...er...needs...



B2

Transcript 1 minute 44 seconds

1. MAN: Yes, certainly. Well,...

WOMAN:  Certainly, I'll just explain...

2. WOMAN: Excuse me a moment, I'll have to check.
WOMAN: Tl just have to find out.

MAN: Just one moment, please, I'll ask one of my colleagues.

3. WOMAN: I'm not quite sure, I'm afraid.
MAN: I'm sorry, I don't really know.
4. WOMAN: By the way, you might be interested to know that...
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UNIT 4

Transcript 2 minutes 52 seconds
1. FIRST WAITRESS: Are you ready to order, sir?

MAN:

FIRST WAITRESS:

MAN:

FIRST WAITRESS:
MAN:

FIRST WAITRESS:
MAN:

FIRST WAITRESS:

MAN:

2. WAITER:
WOMAN:
WAITER:

WOMAN:
WAITER:

WOMAN:

WAITER:

252

Yes, I think so. Oh, but first, can you tell me
what a Waldorf salad 1s?

Yes, it's a salad of apples, celery and walnuts with
a creamy dressing.

Oh, right, well, I'll have that first, then the... er...
veal schnitzel. Oh, what are the vegetables of the day?

Broccoli, carrots and baby sweetcorn.

Fine, I'll have them. Oh, is it possible to have
French fries instead of new potatoes with the veal?

Yes, certainly.
Good.
So, that's one Waldorf salad followed by veal

schnitzel with French fries and vegetables of the day.
And what would you like to drink?

Mm... I think...
Are you ready to order, madam?

Mm... yes. But first can you tell me what the soup
of the day is?

Yes, it's carrot and potato. I'm sure you'd enjoy
that, it's really delicious.

Mm... I don't know. Well, I can't decide.

May I recommend the...en...pan-fried trout? It's
one of chef's specialities.

Oh, yes. All night. But could I have the new
potatoes instead of tagliatelle?

Certainly, madam. Er... would you like the vegetables
or a side salad?



WOMAN:
WAITER:

WOMAN:

WAITER:

WOMAN:

3. SECOND WAITRESS:
MAN:

SECOND WAITRESS:
MAN:

SECOND WAITREs:

MAN:

SECOND WAITRESS:

MAN:

SECOND WAITRESS:
MAN:

SECOND WAITRESS:
B2

Oh, T'll have the salad.

Good, so that's grilled sardines followed by trout
with sauté potatoes and a side salad. Is that right?

Yes.

And what would you like to drink?

Oh, er... could I have a glass...

Are you ready to order?

Oh, sorry, yes, yes, of course, um... oh, I'll... I'll
start with the oysters.

Oysters. Right and to follow, sir?

Um... er.. I'll have today's special: er.. the
vegetable casserole. Can I have it with... um...
er... salad, please?

‘Tomato, spinach and eggplant casserole, fine.
And for you, madam?

Well. 1... I'll have the asparagus soup to start
with and the other special to follow, please.
With salad.

So that's one oysters and one cream of aspara
gus soup, one tomato, spinach and eggplant
casserole and one poached salmon, both with
side salads. Is that right?

Yes.

And to drink?

Oh, just a beer for me.

And I'd like...

Transcript 1 minute 2 seconds

WAITER:
CUSTOMER:

Are you ready to order, sir?

Yes. I'd like a steak, please.
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WAITER:
CUSTOMER:

WAITER:

CUSTOMER:
WAITER:
CUSTOMER:
WAITER:

CUSTOMER:
WAITER:
CUSTOMER:
WAITER:
CUSTOMER:
WAITER:

CUSTOMER:
WAITER:
CUSTOMER:
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Certainly. How would you like your steak cooked?

Medium rare, please. And can I have it with rice instead of
French fries?

Yes, of course. Would you like a salad or vegetables with
that?

Yes, a mixed salad would be nice.

Fine, sir, and would you like an appetizer or soup to start?
Oh, yes. Let's see... What's the soup of the day?

Today we have cream of asparagus - it's made with fresh
asparagus.

Good. OK, TI'll have that.

And would you like some wine?

No, I'll have a beer I think. Do you have local draught beer?
No, I'm afraid not. Would bottied beer be all right?

Yes, OK, never mind. That'll be fine.

So, that's a medium rare steak with rice and a mixed salad.
And cream of asparagus soup to start with. [s that right?

Yes, that's right. And can I have some bread, please?
Yes, certainly. I'll bring you some right away.

Thanks very much.



UNIT 6

Transcript 2 minutes 40 seconds
INTERVIEWER: What are the most common questions people ask?
FIRST INFORMATION OFFICER: We aren't allowed to answer the most

common question we get asked, that's because we can't favour any particular
place. The question is: Can you recommend a good hotel near here?- so we
try to narrow down the choices by asking, What kind of hotel do you like?
What price range are you looking for? What facilities do you want swimming
pool, family rooms and... and... er... so on?

SECOND INFORMATION OFFICER: We do get asked all kinds of
questions about bus services and rail services, but I suppose the most common
question that we get asked is ... er ... How do [ get to the rail station? Well, it's
twenty minutes walk form here, so if they aren't in a hurry and they don't look
100 old or unfit, then I show them the route on the map. Or I tell them there's

a bus every ten minutes from the main square just around the corner from here.

& ok &

INTERVIEWER: What was the most difficult question?

FIRST INFORMATION OFFICER: Mm, yeah, and American came in the
other day and the only thing he wanted to know was: Why do you drive or,
the left in Britain? I said I didn't know. But then I asked him: Why do you
drive on the right in America? and he couldn't answer that. And there was a
Japanese person waiting behind who said they drive on the left there, too.

SECOND INFORMATION OFFICER: People often ask where they can
buy various things, you know, like books, umbrellas, and so on, but the most
difficult question was: Where can 1 find a shop that sells walking sticks?
Well, I had no idea, but we looked it up in the Yellow Pages and there's a shop
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two blocks from here - apparently, they're the most famous walking stick
makers in the country!

% & ok

INTERVIEWER: What was the most unusual question?

FIRST INFORMATION OFFICER: Mm, a man came in with a dog and
he asked me: Can you look after my dog for an hour while I go shopping? I
said I couldn't: we give information not a dog-sitting service!

SECOND INFORMATION OFFICER: The other day a woman came into
the office and she said to me: Can you book a flight to Tokyo for me? Well, I
had to explain that we can book train tickets and coach tickets but not airline

tickets. Anyway, there's a travel agency just opposite so I told her to go over
there.
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UNIT 7

Transcript 1 minute 47 seconds
1. INFORMATION OFFICER: Hello, can I help you?
VISITOR: Oh, ves, I want to travel on the subway. How much do tickets

cost?

INFORMATION OFFICER: Well, a ticket costs 3 marks and you can go
anywhere on the network - subway, clevated trains and buses. But if you're

going to make several journeys, I'd recommend a 24-hour ticket and that's 10
marks.

VISITOR: Oh, I see, and where can I get a ticket?

INFORMATION OFFICER: From a ticket machine at any station: the
machines take notes and coins - and they give change.

2. INFORMATION OFFICER: Hello, can I help youn?

VISITOR: Ah, yes, er...thanks. Um...When are the banks open?

INFORMATION OFFICER: Well, on weekdays they're open from 9 1ill 6
and on Saturdays from 9 until 1 o'clock. They're closed on Sundays.

VISITOR: Oh, well, er...well, where can [ change money when the banks
are closed?

INFORMATION OFFICER: You can change money any time at the main
rarlway station. Or one of the bureaux de change.

3. INFORMATION OFFICER: Hello, can I help you?

VISITOR: Yes, it's Saturday afternoon and all the shops are closed. When
are they open?

INFORMATION OFFICER: Well, on Saturdays the stores are open from

about 9 am, and they all close at 4 pm. It's 4.30 now, so that's why they're
closed.

VISITOR: Oh, I see! What about tomorrow, Sunday? Are they close then?

INFORMATION OFFICER: Yes, I'm afraid so, but on weekdays most
stores are open from about 9 am untii 9 pm.

VISITOR: 1t's a pity I'm leaving first thing on Monday, isn't it?
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UNIT 8

Transcript 2 minutes 41 seconds

RECEPTIONIST: People complain. It's...er... not nice to deal with that...
um... especially at reception, you're the front line and it's you that people
complain to. Um... you just have to not sort of take personally and just
apologise to them and, you know, pass on comments or get the duty manager
to help them.

WAITRESS: It would be easier if you could all blame each other but, you
know, you're a hotel, you're a team, you know, if the kitchen goes wrong...
the... it's ... it affects us. Lilechen, so blame people. If they're that cross, you
know, you need to get they're that cross, you know, you need to get the
manager 1o speak to them and... cr... and also you haven't really got time to be
making long excuses.

GENERAL MANAGER: The complaints we do get are people on the wholc
that are quite reasonable, just brining things to our attention because they don't
feel they're quite right and they just want us to have the opportunity to

a) say why it's not happened and

b) make sure it doesn’t happen again for another guest.

RECEPTIONIST MANAGER: And you're never going to please everybody
all the time. But you have to try and make sure that at least they feel when
they're left that something has been tried... they're been given some help, they
haven't just been ignored. But you've just at least got to give them a sense of
feeling that they just haven't been ignored - just going over and... and saying
a few words to them helps.

TRAVELAGENT: Holidays are very important to people and... Um... if
they go wrong.... um... then the level of complaint is quite high, people have
high expectations from their holidays, it's quite a responsible job in that way
in that you're dealing with the thing that people look forward to for the most...
the majority of the year and if when they get to the... they've saved all year
‘wrong with it, they feel particularly aggrieved about it. In an ideal world
evrything would go completely smoothly but actually sometimes there arc
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problems and I mean that... in the travel indusiry that's always going to be part
of the job. It's unfortunate but it's inevitable.

B2

Suggested answers

1. She didn't sound sincere and she implied that the guest was at fault, not

the staff.

2. His excuse wasn't very good and he wasn't apologetic enough.

3. She treated the complaint as a joke.

4. He made the guest wait for him to finish on the phone.

Transcript | minute 48 seconds

1. GUEST:
MEMBER OF STAFF:

GUEST
M.O.S;

GUEST:
M.O.S:

2. GUEST:
M.O.S:

GUEST:
M.O.S:
GUEST:

3. GUEST:
M.O.S:

18.GTTA-KS-

Look at the bed!

Oh, I'm sorry about that. The chambermaid must
have missed your room.

Yes.

Well, did you have a Do not disturb Sign on your
door?

Yes, but only during the morning.

Well, that explains it. The rooms are cleancd before
lunch. Make sure you change the sign to “Please
make up my room” when you leave tomorrow,
otherwise it won't happen...

Excuse me, look at this plate!

Oh. dear. Um... sorry about that. We've been hav
ing problems with our dishwasher, I'm afraid.

I see.

I'll see if I can find you a cleaner one.
Thank you!

Look at this insect!

Oh, yes, it's a caterpillar. I think I'd better get you
another salad.
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GUEST:
M.O.S:
GUEST:
M.O.S:

4. RECEPTIONIST:

GUEST:

RECEPTIONIST:

GUEST:
RECEPTIONIST:

GUEST:
B3

Well, I'm not sure that I...
I'll make sure the new salad is insect-free!

I don't think I want to risk another one.

Don't worry, it was only a caterpillar. It could have
been a...

(on the phone) OK, certaily, I'll just have to check
that for you.

Um... how long are you going to be?

(on the phone) Sorry, could you hold on a moment?
(to the guest) I'm just on the phone. I'll be with
your shortly.

But I'm in a hurry.
(on the phone) Can I call you back? All right.

Goodbye. (to the guest) Right, Mrs. Brown, what
can I do for you?

I just want to check out. I've got a train to catch.

Transcript 1 minute 53 seconds

1. GUEST:

Look at the bed!

MEMBER OF STAFF: Oh, I'm terribly sorry about that. The chambermaid

GUEST:
M.O.S:

GUEST:
M.O.S:
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may have thought you were sleeping late and she
didn't want to disturb you.

Well, what are you going to do about it?

I'll call the housedkeeper right away and make

sure the room is cleaned by the time you've had
dinner.

Good, thank you.

Could you make sure the “Do not disturb” sign on
your door, please, if you're not in your room?



GUEST:
2. GUEST:
M.O.S:

GUEST:
M.O.S:
GUEST:

3. GUEST:
M.O.S:

GUEST:
M.O.S:
GUEST:
M.O.S:

4. RECEPTIONIST:
GUEST:
RECEPTIONIST:

GUEST:
RECEPTIONIST:

Oh, yes, yes, all right. Thank yoll...

Excuse me, look at this plate!

Oh, dear, I'm really very sorry about that. I'll get you
a clean one right away.

Thank you,

Is everything else all right?

Oh, good. I'm very sorry about the dirty plate. I'll
make sure it doesn't happen again...

Look at this insect!

Oh, dear, I'm very sorry about the dirty plate. T'll
take it back to the kitchen.

I think you'd better.
Shall I bring you another green salad?
No, [ don’t think so, I've lost my appetite.

All right, I'll speak to the chef and make sure it
doesn't happen again, sir, and I'm terribly sorry...
(on the phone) I'll just have to check that for you.
How long are you going to be?

(on the phone) Sorry, could you hold on a moment?
(to the guest) I'm terribly sorry. Mrs. Brown, I didn't
ealise you were waiting. I'll just ask my colleague to
help you (to colleague in back office) Max, could
you come to the front desk, please? (1o the guest).
He's just coming. Mrs Brown. I'm very SOITY you
were Kept waiting,

That's all right.

(on the phone) Hello. I'm sorry to keep you waiting.
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UNIT 9

Transcript 2 minutes 14 seconds

GUEST:
CASHIER:

GUEST:
CASHIER:

GUEST:
CASHIER:;
GUEST:
CASHIER:

GUEST:
CASHIER:

GUEST:
CASHIER:

GUEST:

CASHIER:

Can I have my bill, please?

Yes, certainly, Mr. Cook, here you are. The individual charges
are itemised and the receipts are here.

OK... Oh, can you just explain what the extras are?

Yes, certainly, PALMBEACH is the name of the main bar, and

.you had drinks at the bar on the 5 and again on the 6, Let's

see, all...all the receipts are here, yeah, here's the check you
signed on the 5t and here’s the one from the 6.

OK, what about 'SPORTS™?

Did you play tennis on the 5th?

Yes that's right.

Well, that charge is for the hire of the court and tennis
cquipment.

[ see, what is 'BERMUDA PLAN'?

That's your room charge - it's the charge for your room and
for full American breakfast. R.101 means room 101.

Right. And what about ' POLL SIDE"?

Did you have a drink at the snack bar beside the swimming
pool?

Oh, yes, I must have done. And then there's 'TELEX AND
FAX'-I did send a fax. And 'ROOM SERVICE' - I understand
that. And Palm beach again, and then what's this?

Oh, that's...that's '"COFFEE HOUSE' - did you have lunch in
the Coffee House on the 6th?

GUEST: That's right, I did OK, what's this next one?

CASHIER:

'WATER SPORST - that's either renting a windsurfer or a
sailboat.



GUEST: Oh, yes. I rented a sailboat. I thought it was free, though.

Stnset
Beach resort

DATA | REFERENCE DESCRIPTION AMOUNT
05 Jan 4668 | PALM BEACH 7.50
05 Jan 1955 | SPORTS 12.00
05 Jan R 101 BERMUDA PLAN 180.00
06 Jan 3891 | POOL SIDE 6.30
05 Jan 12345 | TELEX & FAX 18.00
05 Jan 3291 | ROOM SERICE 10.00
03 Jan 4668 | PALM BEACH 5.50
05 Jan 9832 | COFFEE HSE 12.00
05 Jan 1291 | WIR SPORTS 15.00
05 Jan R 101 BERMUDA PLAN 180.00
07 Jan 3892 | POOL SIDE 8.00
07 Jan 29871 | PALM BEACH 9.00
07 Jan 12010 | MISCELLANEFUS 15.00
07 Jan R 101 | BERMUDA PLAN 180.00

BALANCE DUE .. 658.30

CASHIER: No, I'm afraid not - according to the receipt here you had it

out for two hours.

GUEST: Yes, Idid. OK, the rest are the same again - except for this one:
'MISCELLANEOQOUS'. What do you think that is?
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CASHIER: Oh, I've no idea, I'm afraid. I'll just check that receipt for

that... Yes, here it is: it's for a guide book, which you bought from the
Front Desk.

GUEST: Oh, yes, I remember. Right, good. Here's my Visa card.

CASHIER: Thank you very much, Mr. Cook... Could you just sign here on
the dotted line?

GUEST: Certainly yes.... There you are.

CASHIER: Thank you very much, Mr. Cook. I do hope you enjoyed your
stay with us.

GUEST: I did, yes. Thank you.
CASHIER: And we hope to see you again before too long.
GUEST: Goodbye, Mr. Cook. Have a good journey...
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UNIT 10

Transcript 2 minutes 51 seconds

1. PRESENTER: I'm sta;}ing in Manchester and I've got a free day. What
should I do?

WOMAN: Well, the Lake District is really very popular, and it's a national
park. It's in the north. It's a very beautiful area with mountains and lakes,
there’s lots of lovely walks up the mountains or beside the lakes. You can get
there in about an hour from Manchester on the motorway. Actually, it's much
nicer in the winter because there are fewer people here. It's really very
crowded on public holidays in the summer.

2. PRESENTER: I'm staying in Poitiers and I've got a free day. What
should I do?

WAN: Most visitors spend at least a day at Fututoscope - it's the... er...
European theme park of the moving image... er... near Poitiers. You'll need a
whole day at least because there's so much to see there: there are lots of
different cinemas, each housed in a fantastic modern building. It's quite large
and... er... well, you'll have to walk from one cinema to the next, which can
be extremely tiring, especially on a hot day. Now, each cinema gives you a
different e... experience, a different cinematic experience: such as.. um... a
360-degree screen where all the action is going on around you. Er... there's a huge
screen where you feel as if you're part of the action, a three - dimensional film,
and so on. Each film is quite short, but the waiting times can be long, so it's
best to go out of season, and certainly try and avoid weekends. And... er... it
is extremely popular. Now, getting there: you can get there on the
motorway or there's a shuttle bus from the main rail station. And the...the best
part is: it's open all the year round.

3. PRESENTER: I'm staying in Brighton and I've got a free day. What
should I do?

265



WOMAN: Well, the Royal Pavilion is well worth a visit - it was a royal
palace. When King George 11l went mad in 1812, his son became Prince Regent
and he had the palace built in the style of an Indian palace, with lost of smaller
domes and... er... one huge one. Er... inside you can see the royal apartments and
the amazing Chinese decorations. It's open to the public every day, and it... it's
really popular because it's completely unlike other palaces or famous buildings.
It's right in the centre of town, as well, quite close to the station.
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S e R e S

16.
17.
18.
19.
20.
21.
22.
23.
24,
25.
26.

27.
28.
29,
30.
31.

BO GIAO TRINH XUAT BAN NAM 2006

KHOI TRUONG TRUNG HOC THUONG MAI - DU LICH

LUAT THUONG MAI QUOC TE

LUAT THUONG MAI

QuOC TE VU

LICH SU VAN HOA VIET NAM

TIENG VIET THUC HANH

NGHIEP VU VAN THU CO BAN

NGHIEP VU LUU TRU CO BAN

THONG TIN THU VIEN

NGHIEP VU THANH TOAN (CHUYEN
NGANH LE TAN)

. QUAN HE KINH TE QUOC TE

. KINH TE NGOAI THUONG

. THANH TOAN QuUOC TE

. VAN TAI VA GIAO NHAN HANG HOA XUAT

NHAP KHAU

. KE TOAN KINH DOANH DU LICH - KHACH

SAN

. NGHIEP VU THU KY VAN PHONG THUONG

MAI
MARKETING THUONG MAI

BAO HIEM TRONG NGOAI THUONG

TIEP THI KINH DOANH

LY THUYET KY THUAT PHUC VU BAR
HACH TOAN BINH MUC

MARKETING QUOC TE

MARKETING DU LICH

GIAO TIEP TRONG KINH DOANH DU LICH
KE TOAN XUAT NHAP KHAU

XAC SUAT THONG KE

INTERNET - WEB TRONG DOANH NGHIEP

THUGONG MAI

THUGNG MAI PIEN TUS

TIENG ANH CHUYEN NGANH THUONG MAI
TIENG ANH THU TiN THUONG MAI

TIENG ANH CHAM SOC KHACH HANG
THUC HANH TIENG ANH CHUYEN NGANH
ANH VAN THUONG MAI (ELEMENTARY)

32.

33.

34.
35.

36.

37.
38.
39.
40.
41.
42,
43.
44.
45.
46.
47.
48.
49,
50.

51.

52.
53.
54.

55.

56.
57.
58.
59.

THUC HANH TIENG ANH CHUYEN NGANH
ANH VAN THUONG MAI (PRE-
INTERMEDIATE)

THUC HANH TIENG ANH CHUYEN NGANH
ANH VAN THUONG MAI (INTERMEDIATE)
TIENG ANH CHUYEN NGANH XNK

DINH DUGNG VA VE SINH AN TOAN THUC
PHAM

TO CHUC LAO DONG VA CO S3 VAT CHAT
KY THUAT CUA BO PHAN BEP

THUC HANH CHE BIEN MON AN

BAO VE MOI TRUGNG VE SINH AN TOAN
VAN HOA AM THUC

PHUONG PHAP XAY DUNG THUC DON
VAN HOA DU LICH

HUGNG DAN DU LICH

NGHIEP VU KINH DOANH LU HANH

LE TAN NGOAI GIAO

TG CHUC KINH DOANH NHA HANG

DIA LY DU LICH )

THUC HANH NGHIEP VU LE TAN

THUC HANH NGHIEP VU BAR

TIENG ANH DU LICH

TIENG ANH NGHIEP VU KINH DOANH
THUONG MAI.

TIENG ANH NGHIEP VU KINH DOANH
KHACH SAN

KE TOAN THUONG MAI - DICH VU

THUE VA HE THONG THUE VIET NAM

LY THUYET KY THUAT CHE BIEN SAN
PHAM AN UONG

TIENG ANH CHUYEN NGANH THU KY VAN
PHONG

TIENG ANH CHUYEN NGANH TIN HOC

LY THUYET KY THUAT PHUC VU BAN

NGU AM TIENG ANH CHUYEN NGANH

TU VUNG TIENG ANH THUONG MAI

G Ticng Auia chayén pgach

!

1

i

36,000

Gia: 36.000d
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