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Unit 1 Introduction to Hotel Industryd Part Oneld Dialoguest] Part Twoll Part Threel] Part Four(] Cultural
Salon: Trend in Hotel Investment Shrinking by 50%Unit 2 Reservations[] Part Onel[] Dialogues(] Part Twoll Part
Three[d Part Fourd Cuitural Salon: Westin Hotels and Resorts Goes Smoke-freeUnit 3 Checking in[] Part One

[0 Dialogues[] Part TwolJ Part Three[d Part Fourd Cultural Salon: Turn Front Desk Clerks Into Front Desk
SalespersonsUnit 4 Housekeeping Services[] Part Onel] Dialogues[] Part Twoll Part Three[d Part Fourd Cultural
Salon: Enhancing the Guest ExperienceUnit 5 Telephone Services[] Part Onel[] Dialogues[] Part Twoll Part Three
O Part Four Cultural Salon: Telephone Operator's WorkUnit 6 Handling ComplaintsC] Part Oneld Dialogues

[ Part Twoll Part Threel Part Fourd Cultural Salon: Hotel Customer Loyalty: Splitting HairsUnit 7 Fitness and
Recreation Center[] Part Onel] Dialoguesl] Part Twoll Part Threel] Part Four[d Cultural Salon: The Recreation
and Fitness Center of Shangri-La HotelUnit 8 Checking out[] Part Onel[] Dialogues[] Part Twoll Part Three

O Part Fourd Cultural Salon: Does Your Hotel Accept Checks?Unit 9 Food Service[d Part Oneld Dialogues

0 Part TwoJ Part Threed Part Four Cultural Salon: Concept Restaurants Are Here to StayUnit 10 Taking
Orders[] Part Oneld Dialoguest Part Twol Part Threel] Part Four] Cultural Salon: The Awaiting AreaUnit 11
Serving Dishesl] Part Onel] Dialogues[] Part Twoll Part ThreeJ Part Fourd Cultural Salon: Chef, Cooks, and
Food Preparation WorkersUnit 12 Dealing with ComplaintsC] Part Onel[] Dialogues[] Part Twoll Part Three

O Part Four Cultural Salon: Dining at Taylors Restaurant of DartmouthUnit 13 Paying the BillstJ Part One

] Dialogues] Part TwolJ Part Three[d Part Fourd Cultural Salon: Japanese Cuisine0 O 0 O O01 00 00O
00200000
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0 O R: James, my friend Dave Pollin, part owner of the Madison Hotel in Washington, D.C., tellsme you are quite
apoloplayer. Isthattrue?C O OO OO0 000000 OOOOOOO0OODOM: Well, itis true that we have a
friendly rivalry with Daves hotel that is played out on the polofield. Together, our hotels have raised substantial

sums for charity through our annualMadison Cup Challenge held on the Mall in Washington each year. | wont talk

about whowon the most recent outing.
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