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Chapter1Front Office Department [ [0 [0 [ Unitl Room Reservation [ [0 [0 [0 O Unit2 Canceling or Changing
the Reservation 0 00 0 O 0O O O O Unit3 Check-in 00 O O O O Unit4 Delivering Luggage to Room [0 [0 [0 [
[0 Unit5 Offering Consultation Service O [ [0 OJ [0 Unit6 Foreign Currency Exchange O O O O 0O 0O O

[0 Unit7 Depositing Items [0 0 O 0 O Unit8 Guiding Guests to the Room O [ O O [0 Unit9 Changing Rooms
00O 0O OO Unitl0 Extending the Stay O [0 00 O O Unitll Dealing with Complaints 0 0 O O O O Unit12
Check-out 0 O O O Chapter2 Housekeeping Department [0 [0 [0 [0 Unitl Cleamngthe Room O O 0 O O

[0 Unit2 Delivering Food Service [0 [0 00 00 O O O Unit3 Maintenance Service 0 O 0O O O O O Unit4
Telephone Service [ [0 [0 O O Unit5 Laundry Service [0 OO O O O Unité Wake-up Service [ [0 [0 OO O Unit7
Medical Service [0 [0 [0 O O Unit8 Lostand Found [0 [0 [0 O O Unit9 Asking for Items O 00 O [0 [0 Unitl10
Baby-sitter Service [0 [0 [0 00 O Unitll Emergency O 0 O O O Unitl12 Safety of the Hotel O O O [J Chapter3
Catering Department 0 0 0 O Unitl Booking Seat (I [J [J [0 [J Unit2 Banquet Reservation O 0 O [ [ Unit3
No More Tables 0 O O O O Unit4 Greeting the Guests [J [0 O O [0 Unit5 Setting the Table O O O O O Unit6
Taking Orders [ OJ [0 Unit7 Serving Dishes [J [J [J Unit8 Service during the Meal OJ [0 0 OO [J Unit9 Drinks [
O O Unitl0 Buffet 0 O O O Unitll Paying the Bill 0 O Chapter4 Business Center [0 O O [0 O Unitl
Secretarial Service U [0 [ O O Unit2 Fax Service O O O O O Unit3 Translating and Interpreting Service [J O O
O O Unitd Ticket Service O O O O O Unit5 Mail Service O [ [ [0 0 Unité Convention Service [ [0 0 O

O Unit7 Intemet Service [J 0 O O Chapter5 Recreation Department U [J [0 O Unitl At the Health Center [ [J
0O O O Unit2 Inthe Beauty Center [0 O O O O O Unit3 Going to the Cinema O O [0 O Unit4 In the Ballroom
O OO O O Unit5 Sauna and Massage [1 [0 [0 [ Chapter6 Shopping Department [J [ [0 [0 Unitl Jewelry and
Crafts 0 O 0O O O O Unit2 Textile and Knitwear O O O O O O Unit3 Chinese Arts and Antiques [ [0 0 O

O Unit4 Clothes, Shoes and Hat [J [0 O [J [0 Unit5 Food and Drinks [ 0 [J [0 0 Unit6 Health Care Products
00O OO O Appendix O O O 1. Accommodation Registration Form O O O O O O 2. Hotel Reservation Form
0000003 Everyday WordsinHotel D O OO 0O 0O 0OO
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00 O When customers sit down[d leave a menufor each of them. Dont just throw menus onthe table and leave
without saying anything. Ifyou have a menu insertC] explain to them whatthey are. Do not just hand it to them.
Makesure you take care of any childrens needs. Getkids menusl] dry erase boards and markers.Different nations
have different ways of cook-ing[] serving and eating. Food served for din-ner changes with occasions] but the
usual orderis an appetizer] soup fish(J meat with vegeta-bles(] salad[] dessert and coffee.[] [0 American
people have lunch eating coldmeat with boiled or fried potatoesl] anothervegetablesC] and salad and[d at the end
[ coffeeor tea with a dessert such as fresh or cookedfruitl] ouddinzd oiesorice-cream.0 00000000
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