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000 OPart 0 ?ELEMENTARY COURTESY ENGLISH FORHOTELSTAFF O 0D 0D OO0 OO0 QOO0

[ ?2Unit 1?Welcome,Greeting,and Farewell?] [ 00 00 0 O O O O O O Section A?Phonetics O O 0 O O Section
B?Listening and Speaking?[] (1 [0 [0 0 ?00 1.1 Expressing Welcome?[ [0 [0 [0 ?00 1.2 Expressing Greeting?[] [ [
(0?0 1.3 Expressing Farewell?l] O O ?Unit 2?Thanks,Apologies,and Best Wishes?D O O OO0 O OO 0O O

[ Section A?Phonetics?] O O O [0 Section B?Listening and Speaking?] 00 00 O O ?0 2.1 Expressing Thanks?[]
0 O O ?0 2.2 Expressing Apologies?[] [0 [0 [0 ?0 2.3 Expressing Best Wishes?[ [ O ?Unit
3?Permission,Acceptance or Refusal?] [0 00 00 0 O O O O O O Section A?Phonetics?] [0 OO [0 [ Section
B?Listening and Speaking?] [J OO O O ?00 3.1 Asking for Permission?] [0 [0 [0 O O ?0J 3.2 Acceptance or
Refusal?l] 00 O O O O ?Unit 4?Attitudes?] [0 [0 O O Section A?Phonetics?l] (I [ [0 [ Section B?Listening and
Speaking?l] [0 [0 O 00 7?0 4.1 Agreement or Disagreement?l] O O O O O OO 0O ?0 4.2 Expressing Suggestions?[]
0 O ?Unit 5?Emotions?0 O O O O Section A?Phonetics?] [J [ [0 O Section B?Listening and Speaking?] [ [J
0 O 70 5.1 Asking Satisfaction or Dissatisfaction?] O [ [0 O O O O O O ?0 5.2 Reassurance and Sympathy?[]
00000 D0?05.3Worries and Regrets?] 00 0 O O O Part 0 2ELEMENTARY SERVICE ENGLISH FOR
HOTELSTAFFO OO DO OO0 O OO O ?Unit 1?At Front Office?0 O 0 0 O O O O O O O O Section
A?Phonetics?] O O [0 O Section B?Listening and Speaking?l] U [0 O 0 ?00 1.1 Check.in Service? O O O O O ?
[J 1.2 Check.out Service?l] O O O O ?Unit 2?At Housekeeping Department?C D 0 D 00000 0OO

[ Section A?Phonetics?l [J O O O Section B?Listening and Speaking?l] [0 O O [J ?00 2.1 Showing a Guest to
His/Her Room?0 O 0 O O O ?0 2.2 Asking to Clean the Room? 0 O U 0 I O ?Unit 3?At Food & Beverage
Department?l] 0 0 0 0O 0O 0O O O O O O Section A?Phonetics?[] [ [0 0 O Section B?Listening and Speaking?
000 0O 0?0 3.1 Expressing Welcome?d [ O [0 ?00 3.2 Food and Beverage Reservation? O O [ O ?Unit
4?At Shopping Center?] [0 0 0 0 0 O O O O O O Section A?Phonetics?[] [ [0 [0 O Section B?Listening and
Speaking?] [0 [0 [0 [0 ?0 4.1 When a Guest is Asking for Directions?] [0 [0 [0 [0 0 ?00 4.2 Shopping Service?[
O 0O O O ?Unit 5?At Recreational Center?] 0 0O 0 0 0 O O O O O O Section A?Phonetics?] O O O

[0 Section B?Listening and Speaking?] [0 [0 [0 00 ?00 5.1 Receiving Telephone Enquiries?0 O OO O O O O7?

[0 5.2 Service at Recreational Center?d O 0 0 0O 0O 0O 0O O AO O Part 0 ?THE FRONT OFFICE
DEPARTMENT?0 O O O ?INTRODUCTION?O O O ?Unit 1?Room Reservation?] [0 0 O [0 O O Section
A’Listening and Speaking?l] O OO O O ?00 1.1 Independent Reservation? [ 0 [ [0 (I ?00 1.2 Group
Reservation?l] O [0 0 O O O Section B?Supplementary Reading?l] [J [J [0 [J ?Unit 2?Receiving Guests?[] [J [
00 O O O Section A’Listening and Speaking?[] [J [0 0 [J ?00 2.1 Checking in for Independent Guests?(] [1 [ [J
0 00?0 2.2 Checking in for Groups?0d O O O O O O Section B?Supplementary Reading?d O O O O ?Unit
3?The Bellman?0 O O O O O Section A?Listening and Speaking?] O O [0 0 ?0J 3.1 Baggage Delivery?l] 00 O O
0 O ?0 3.2 Hotel Facilities and Services Introduction?] [ 0 00 0 0O 0O O O O O O Section B?Supplementary
Reading?0 O O O O ?Unit 4?Information Service?l] [0 [0 O O O O Section A Listening and Speaking?0 O [0 O
0?0 4.1 Showing the Way?[J O O O ?0 4.2 Mail Service?ld [0 O O O O O Section B?Supplementary Reading?0J
O 0O O O ?Unit 5?0perator Service?] O O O O O O O Section A’Listening and Speaking?0] 0 O O 0?0 5.1
Taking a Message?] O O 0 0 0?00 5.2 Makingan IDD Call?C 0 0 O 0O 0O O O O O [T Section
B?Supplementary Reading?] [ [0 O O ?Unit 6?The Cashier?[] [ [0 00 O O Section A?Listening and Speaking?[]
00 O O O ?0 6.1 Foreign Currency Exchange? O [0 [0 OO [0 ?0 6.2 Checking Out?0 O O O [J Section
B?Supplementary Reading?l] O OJ O O Part 0 THE HOUSEKEEPING DEPARTMENT?0 O [

O ?2INTRODUCTION?O O [0 ?Unit 1?Floor Attendant?] [0 [0 [0 [0 00 O O Section A Listening and Speaking?
0 00O O 0?0 1.1 Introducing the Room Facilities?d 0O O O O O O 0O ?0 1.2 Equipment Rental?] 00 O 0O O
0 O Section B?Supplementary Reading?] [0 [0 O O ?Unit 2?Chamber Service?] [0 00 00 O O O Section
A’Listening and Speaking?] [0 [0 00 0 ?00 2.1 Making up the Rooms?0] O O O O O ?00 2.2 Maintenance Service?
0000 OO O Section B?Supplementary Reading?] [ [0 [0 O ?Unit 3?Personal Service? O O O O O

[ Section A Listening and Speaking?] [0 [0 (J O ?00 3.1 Laundry Service?] [0 (O O O O ?0 3.2 Room Service?[]
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00O 0O 0O O O Section B?Supplementary Reading?d O O O O ?Unit 4?Dealing with Emergency?l] 0 O 0O O O
O O O Section A?Listening and Speaking?] 0 O [ [0 ?00 4.1 In.house Doctor?] 00 O O [0 0 ?0J 4.2 Lost and
Found?] [0 0 O O O O Section B?Supplementary Reading?] [1 (I [J Part 0 FOOD & BEVERAGE
DEPARTMENT?0 O O O 2INTRODUCTION?0 O O ?Unit 17Taking a Telephone Reservation?] [0 [0 [0 00 O
0 O O Section A?Listening and Speaking?] [J [J [0 [0 ?00 1.1 Booking Seats?] [0 [0 [ O [J ?00 1.2 Reserving
Banquets?] OJ 00 [0 O O O Section B?Supplementary Reading? O O O [0 ?Unit 2?Seating the Diner?[] [0 00 0
00 O O Section A Listening and Speaking?] [0 0 O O ?0J 2.1 Seating the Guests with Reservation?] [0 [0 [0 00 O
00 0?0 2.2 No Seat is Available?] 00 O O O O O Section B?Supplementary Reading?] 00 00 O O ?Unit 3?Taking
Orders?0 O O O O Section A Listening and Speaking?] 00 O O O ?00 3.1 Western Dinner?0 [0 00 [0 ?00 3.2
Chinese Food? O O O [ Section B?Supplementary Reading?l] [0 O [ [1 ?Unit 4?Serving Dishes & Settling
Accounts?] 00 [0 OO O O O O Section A?Listening and Speaking?] [0 0 [0 [0 210 4.1 Serving Dishes?] OO (0 O ?
[ 4.2 Settling Accounts?[] [0 [J [J O Section B?Supplementary Reading?] [ [J OJ [J ?Unit 5?At the Bar?] 0 J
00 O O Section A’Listening and Speaking?[] [J [0 [0 [J ?00 5.1 Foreign Liquors and Wines?D O [ 0 ?[0 5.2
Chinese Liquors and Wines?U [0 0 O O [ Section B?Supplementary Reading?l O [0 00 O O BO [0 Part

O ?BUSINESSCENTER O O O O O?INTRODUCTION O OO O?06.1 Fax?0 O O O O 0?0 6.2 Hiring?O
00 00Part 0 ?HEALTH CENTER?O O O O O ?INTRODUCTION O O O O ?0 7.1 Talking about Health
Club Facilities?d D D 0 00O 0O 0O O O 0?0 7.2 Introducing Hotel Sauna Service?ld 0 0O 0O O 0O O O O Part
[0 ?CONFERENCE CENTER?0 O O OO O ?INTRODUCTION O O O O ?00 8.1 Conference Room Facilities?[]
00000 0?0 8.2 Conference Room Maintenance?l] 0 O O O O Part 0 ?CULTURAL AND
RECREATIONAL CENTER?O 0 O O 0O O O?INTRODUCTION O O O 00?00 9.1 At the Ball Room?] 0 [
0?0 9.2 At the Karaoke Bar?[] J OKO 0O Part 0 ?TRAVEL SERVICE?0 U O O O ?2INTRODUCTION 0O O
00 0?0 10.1 Travel Agency?l] O O O 0O ?00 10.2 Travel Tips?0 O O O O O O O Part XI?HOTEL
MANAGEMENT?0 O O O O ?2INTRODUCTION?0 [0 [ ?Unit 1?Public Relations?] [0 O O 0 O O Section
A’Listening and Speaking?] [0 [0 [0 00 ?00 1.1 Arranging for a Conference?d O O OO [0 O ?00 1.2 Collecting
Comments and Suggestions?] [0 00 [0 0O 0O 0O O O O Section B?Supplementary Reading? [0 [0 [0 [ ?Unit
27Settling Complaints?] [0 O O O O O Section A?Listening and Speaking?d O O O O ?0 2.1 Dealing with a
Difficult Guest?0 O O O 0O 0O 0O 0O 0O 0O 0O O ?0 2.2 Handling a Complaint?d O [0 O O O O Section
B?Supplementary Reading?] [0 (I O O ?Unit 3?Interview and Orientation?] [0 0 00 0O O O O O O Section
A’Listening and Speaking?] (I OO O 0?0 3.1 Interview?d [0 OO O ?00 3.2 Orientation?] [0 OO O O O O Section
B?Supplementary Reading?] [ [0 O O ?Unit 4?At the Manager?s Office?] [0 [0 00 O 0 O O Section A?Listening
and Speaking?] 0 0 O O ?0J 4.1 Morning Briefing?] [J [0 O O 0 ?0 4.2 Negotiation?] 00 0 O O Section
B?Supplementary Reading?0 O 0D OO0 0 OO 0000000 OODOMDOO0O0O0DODOOMO0O0DOO
Oo0oo0ooon
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