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Unit One Hotel Basics [J Situational Conversations [J [J Conversation 1 The Sense of Service[J [ Conversation 2
Choosing Your HotelD [0 Summary of the Useful Expressionsl] Classroom ActivitiesC] Reading [1 1 “ Green” Hotels
and “ Green” Hotels AssociationExercises] Unit Two Room Reservation [J Situational Conversations [J

[0 Conversation 1 Making a Reservationd [J Conversation 2 Desired Room Being Fully Booked[] [0 Summary of the
Useful Expressionsd Classroom Activitiest] Reading [0 [ The Duties of ReservationistsC] Exercisest] Unit Three Bell Se
[ Situational Conversations [1 [1 Conversation 1 Showing the Guests to Their Rooms [ [ Conversation 2 Depositing
Some Valuable Items O O Summary of the Useful Expressions] Classroom Activities[] Reading I [0 The Duties of
Doormen and Bellboys [1 ExercisesC] Unit Four Reception [ Situational Conversations [J [1 Conversation 1 Checking
Guest with a Reservation [0 [1 Conversation 2 Helping a Walk?in Guest [0 [1 Summary of the Useful

Expressions[] Classroom Activities[] Reading [ [1 The Duties of Receptionists and Reservation Clerks[] Exercisest] Un
Switchboard [J Situational Conversations [J [1 Conversation 1 Receiving a Phone Calll] [0 Conversation 2 Explaining
the Way to Make Phone CallsC] O Summary of the Useful Expressions] Classroom Activitiest] Reading [ O The Duties
Switchboard Operatorst Exercisesl] Unit Six Information Service [J Situational Conversations [J [J Conversation 1
Asking the Wayl O Conversation 2 City TourJ [J Conversation 3 Leaving a Message [J [J Summary of the Useful
Expressions] Classroom Activities[] Reading [J [0 The Duties of Hotel Desk Clerks[ Exercises[] Unit Seven Foreign
Exchange and Cashier?s O Situational Conversations [J [1 Conversation 1 Exchanging Money[] O Conversation 2
Changing Coins[J O Conversation 3 Checking Outd O Summary of the Useful Expressions[] Classroom

Activitiest] Reading [0 [0 What Does a Cashier Pay Attention to?[] Exercisesl] Unit Eight Housekeeping ([I ) O Situatic
Conversations [0 [0 Conversation 1 Cleaning the Room[ [ Conversation 2 Turn?down Servicell [ Summary of the
Useful Expressions Classroom Activitiest] Reading [0 [0 Housekeeping Department[] ExercisesC] Unit Nine Houseke
(O) O Situational Conversations [ [0 Conversation 1 Laundry [J [0 Conversation 2 Room Serviceld [0 Summary of the
Useful Expressionsd Classroom Activities(] Reading [0 (I The Duties of Room Attendants[] Exercisest] Unit Ten
Maintenance and Safety [1 Situational Conversations [J [J Conversation 1 My Key Card Doesn?t Work[]

[0 Conversation 2 | Can?t Stay Here Any Longer OO Summary of the Useful Expressions[] Classroom

Activitiest] Reading [0 O Hotel Safety Regulations Abroad [ Exercises[] Unit Eleven Restaurant Service [ Situational
Conversations [1 [1 Conversation 1 Receiving Guests[] [1 Conversation 2 Taking Orders and Giving Advicell

[0 Summary of the Useful Expressions[] Classroom ActivitiesC] Reading [ [1 The Duties of Waiters and Waitress[] Exerc
Unit Twelve Bar Service [J Situational Conversations [ [1 Conversation 1 On Duty[] [J Conversation 2 Serving the
Guest OO Summary of the Useful Expressions] Classroom Activities[] Reading [ [1 What Does It Take to Become a Gc
Bartender?l] Exercisesl] Unit Thirteen Business Service U Situational Conversations [J [ Conversation 1 Booking Air
Tickets[] [0 Conversation 2 Copying and Typing) [0 Summary of the Useful Expressionst] Classroom Activities[] Read
[J Welcome to Business Services[] ExercisesC] Unit Fourteen Shopping Arcade [J Situational Conversations [

[J Conversation 1 Choosing a Pearl Necklace[J [J Conversation 2 At the Arts and Crafts CounterJ [J Summary of the
Useful Expressionsd Classroom Activitiest] Reading [0 [ Main Duties of Shop Assistantsl] ExercisesC] Unit Fifteen
Recreation and Fitness Situational Conversations [J [J Conversation 1 In the Night Club[J [0 Conversation 2 In the
Fitness Center[] J Summary of the Useful Expressions] Classroom Activitiest] Reading [ [J Job of the Fitness Worker
] Exercises[] Unit Sixteen Meeting Service [ Situational Conversations [0 [1 Conversation 1 Arranging a Conferencel
[0 Conversation 2 Booking Facilities and Personnel] 1[0 Summary of the Useful Expressions] Classroom

Activitiest] Reading [0 How to Choose the Right Conference Call Service[d 5ExercisesC] Appendix Terminology of
Hotel ServiceJ Reference
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[0 O Cashiers who work for hotels generally keep track of charges toguests for room services, telephone calls,
dealing with foreigncurrency exchange, and valet service. Some sophisticated cashregisters are linked to computer
systems that can do all these thingsautomatically. Sometimes cashiers assign and take care of safe-deposit boxes in
which guests store jewelry and other valuables. They may also have frontdesk duties such as notifying hotel desk
clerks when guests check out.[] [ When preparing a guests bill, the cashier should pay special attention to the
followingthings:[0 [0 1. Check if the guest has paid a reservation deposit. If he has, take the amount of hisdeposit
out of the bill.00 O 2. Check with the guest if he is entitled to any kind of discount or complimentary rate. Ifhe is,
make the necessary deduction.J [0 3. Remind the guest to return his room key to the reception before he leaves the
hotel.J I 4. If the guest settles his account in travelers check, make sure that he countersigns thecheck in front of
you. Do not accept checks that have already been countersigned. Thencompare the two signatures carefully. When
a travelers check is suspected to be a counterfeit,one first look at the check closely and see if the portrait-s and
patterns are clearly printed. Thenfeel the check with your hand. With some travelers checks, the cashier can look
forwatermarks by holding the check against the light or look for the special ink color by puttingthe check under an
ultraviolet light.
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