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Dealing with incoming calls

1 Complete the crossword using the clues. Across

2 A phone line already in use is ... .(4)
8 Calls are answered and connected here in a big hotel. (11)
11 If nobody answers, you can leave one of these with
reception. (7)
14 You can do this if the line is engaged. (4, 4)
15 One moment. I'll.................. the manager’s office for you. (3)
16 The department that deals with bookings. (12)

Down

1 All incoming calls have to be ................. to the right
person. (3, 7)

3 The receptionist asks the guest for this to book a

parking space. (3, 12)
The reception team works in here. (5, 6)

Noise the phone makes for attention. (4)
You can leave a phone message on this service. (9)

4
5 Pick up the phone when it rings. (6)
6
7

9 Opposite of early. (4)

10 Organize a service for the guest. (7)
12 Families often request one of these in their room. (5, 3)
13 Latearrivals ask reception to .....ocses their rooms. (4)

2 Use each word or phrase once to complete the text.

3 Put the words in the correct order to make offers of help.

running late switchboard connects 1 to);eservatiois / tl};‘ough / put./ you/ Il
put calls through makes a note hold the line LIl put you through [o reservations. ...
hold their rooms afmnge 2 like / you / reserve / would / a parking space / to?
Jessica works on the hotel ..switchboard 1 at the 3 you/fordmner/can/atable/book/l? ............................
Como Hotel in Milan. Most of the time, she can
..................................... 2 to the different hotel departments 4 1/amessage / take / could?
or the guests’ rooms. She just asks the callers to
ey J b s
ey whtleshe s i 5 of / request / a note / Tll / make / your
the calls. Sometimes, guests call to ask for a child’s
bed in their room. Jessica asks housekeeping 6 speak / would / to the duty manager / to / like / you?
| S S S SO 3 this. Guests who are
. _ L ————— A e
..................................... often call to inform reception. 7 Yiis voicemail / connect / T11/ to:/ you
Jessica asks reception to ....mmisiius s 7. If there’s
a call for the manager and he’s not in his office, she 8 hold the line / connect / please / his room / you / to /
..................................... 8 of any message and leaves it on sd Tl
his desk

4 Unit 1 Dealing with incoming calls
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&4 Match sentences 1-8 with responses a-h.

1

T : T T T T L o P

Can I speak to Mrs da Costa in room 442, please? a Can I leave a message?
2 [] would you like to leave a message for your brother? b No. It’s all right. I'll call back later.
3 [] rdliketo speak to the duty manager. ¢ One moment. I'll put you through to her room.
4 [] could you inform reception that we’ll probably d Just a moment. I'll connect you with their voicemail.
: 2
arrive latef e Of course. 'll make sure we hold your room.
5 [ wedlike to have an extra bed in our room for f Please hold a moment. I'll connect you to the restaurant.
our son.
I'm afraid there’s no answer from his office.
6 [ ] Canlleavea message for room 2117 B
; h I'll inform housekeeping. They'll arrange that for you.
7 [] I'mafraid the line’s busy. i 4 - ¥
8 [] rdlike to book a table for dinner on Saturday evening.
5 What number should you call?
1 Guests would like you to book them a table for
Latkeside noTeL dinner. 220
2 You want to check that rooms on the second floor
INTERNAL CALLS £ have been cleaned.
Reservations Manager ..........ccoeeeveveeneen 620 11 1: s
SR B N R 220 3 Ygud lalke to call the a1rp(?rt to find out when the
Kitehan s R e i e e T e 120 ﬂlght from New York arrives. ...
Housekeeping............ooovivviniisnnnnnne. 540 You want to give the guests in room 111 a message. ...
RECEPUONL il i i v 600 :
i R SRS S 580 ; You want to talk to the chef about a food request
e el T SR R dial room number omastess; 0090 9 bdsee 2 LR s
Beailty 5alon . cosmmminiaramaiin i 350 : i !
e M 200 Some guests would like a sandwich in their room. ...
Conference manager...............cccocovoeuee. 800 Guests would like to stay for five nights not four. ...
011 | 5 D ————— 240 ; You want to order drinks for guests waiting at
EXTERNAL CALLS - :
_ _ — ; wEEEpHOn: -0 - . - maas
Dial 9 and wait for the dialling tone. -
Then dial the number you want.

(—

6 There is one mistake in each sentence. Write the
sentences correctly in your notebook.

Could have I a contact number?
Could I have a contact number?

Would like you to leave a message?

Can give me your car registration, please?

I like to reserve a table for lunch, please.

I'll a parking space book for you.

You would tell her I'm running late for our meeting?

~N Y Ul W o

Can I you help with anything else?

N O I S

18]

) Match the phone words with the

definitions.
hangup  outsideline  dial tone beep
operator  local call long distance call  directory
Book of telephone numbers. directory

A call to someone in the same area.
The noise before you leave a voicemail message. ................
You need one to make a call outside the hotel
from a hotel room phone.

A call to another part of the country.

Put the phone down.

The noise you need to hear before you enter
a number.

Person who helps you to make a call.

Unit 1 Dealing with incoming calls



Customer information

1 Match a word in each box to make a new noun. 2 Which service or facility in exercise 1 are these customers
enquiring about?

business car stop salon A

currency  gift access space 1 How can I get from the airport to the hotel?

hair Internet bus attraction | . shuttle bus

SR b el exchange 2 Tdlike to hire a minibus for the Week. o.iisisisismssmin

tourist airport transfer shop

bus parking rental rank 3 Where can I put my €ar? ... wemmcrmsossmsss

4 Can I send emails from my roOmM? ...esrenrerecivnieennens

............ DUSINESS CONITE ... oo sssssssisssn 5 Td like to use a printer and a fax machine.
........................................................................................................ 6 What iS thefe t() do in the Clty? ST T ey

........................................................................................................ 7 Wil the tour company arrange transport to Thia tasorte

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

8 Where can I buy a present for my wife? ...
3 Lookat the picture. Then use each preposition once to & Put the words in the correct order to make useful
describe where the people and things are. information for guests.
5% 1 the arrivals / outside / rank / the taxi / is / area
6 : The taxi rank is outside the arrivals ared. ...

2 the airport / to / the hotel / direct / a shuttle bus / from /
there’s

'RECEPTION

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

5 arrange / for you / car rental / the / reception / in / desk /

will / that

6 centre / there’s / pool / a fitness / and / on site /
a swimming

behind above between opposite
next to under in front of  atthe bottom of

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

the stairs ~ ..0ppostie Ine receprion desx

the Clock --------------------------------------------------------------------------------------------------------------------------------------------------------------------------
8 the Indian restaurant / recommend / at the end / I can /

the receptionist e ,
the street / of

thegift shop = s
L e
BB 7115 1 st e bbbl | i s e S SR
the family’S IUGEABE cimmummmieimssmmmsssimios

o N1 N U e

theporter ' ceinsmesissasmineeme

6 Unit 2 Customer information



5 Look at the pictures and write information for the customer.

The customer wants to know
1 how to get from the airport 3 what facilities the rooms have
2 where the hotel is located 4 what services the hotel offers.

6 ¢ ) Use the clues to find the services WAKEBEUPSERVICENH
and facilities in the puzzle. Look N and . S NIPUMMETYHDMXDL
1 Where can I put mycar? B EDPFSMILITRARDPBMTY
2 1want to wake up at 5 a.m. ;
3 Wed like breakfast in our room. Bh o v s WINGE, (8, s, JIvSy 8 e SRk B
4 Somewhere for the baby to sleep. WeGDYOS S SURCN KL N C
5 My jacket’s got a bad stain on it. I'T Q8 TP DT DL LG ]
6 Where can I send my dirty shirts? ] FYOQAOQXTREAIAD A
7 Id like someone to look after the children this evening. NUNHUTFTFTIKYATUIR|I C
; oss?
8 Can I have one to press my dress: SLNANTQZYENNI|PIRU
9 Iwant to dry my hair.
10 How Americans get to the top floor. JUGCAGPWHRIDADOZ
11 A large hot bath with moving water. B ERPDEUPFHLNRRN?Z
BABY S ITTINGTYRG: I
WEREOOMS ERVILCEAZRA
Bl & A X1 E 8 A CNEWV& G
ELEVATOQRORVEKREQ?Y

Unit 2 Customer information 7



Taking reservations

1 Lookat the pictures and use each word or phrase once to complete the sentences.

double
cancel

twin credit card number

single

rate
change

expiry date
security number

I

3 Hello. Td like 10 ..o a booking I made. I booked
..................................... A e OO, but now I'd like tWo ..o

rooms instead.

e
s

T ‘ e
e e

s A i

Ma c h Tu

P oA

(INC. BREAKFAST)

£ R
o
e

O s e
‘__ﬁ-mffa_ﬁffﬁf‘?g&gmgwm&wm 4':\";3’”&»;&&*

-

2 VTHe TO0M e Lo o O i TRAMAS B3 0% That 4.1 Pmafraid T have to.. oo my booking.

includes breakfast.

2 Put the sentences in the telephone dialogue in the correct order.

D MAN:

MAN:

a
b
¢
d

N

MAN:
MAN:

Stoga ~hoo

s

MAN:

MAN:

MAN:

MAN:

MAN:

= Lo D o B 3

= A [ [ |

RECEPTION:

RECEPTION:

RECEPTION:

RECEPTION:
RECEPTION!:

RECEPTION:

RECEPTION:

RECEPTION:

RECEPTION:

No thanks. That’s everything.

And what type of rooms would you like?

My name is Boynton.

Thank you, Mr Boynton. If you wish to cancel the reservation, you must do so before the 2nd of
May. Is there anything else I can help you with?

And the expiry date?

Er ... we'll arrive on the 3rd of May and leave on the 7th.

Hello. I'd like to book accommodation for a group of ten, please.

Good. We look forward to seeing you on the 3rd of May.

Let me just check our reservations. Yes, that's fine. Two double, two twin and two single rooms
from Thursday the 3rd of May to Monday the 7th of May. Can I have your name and a contact
number, please?

Certainly. What dates would you like?

Yes. The number is 666673290055.

Can you spell that, please?

Two double rooms, two twin rooms and two singles, please.

B-O-Y-N-T-O-N and my number is 0897 2439 6617.

Thank you. Good bye.

Good afternoon, Sands Hotel. How can I help you?

Er ... oh, eight, thirteen.

... 6617. And can you give me your credit card details to secure the booking, please?

8 | Unit 3 Taking reservations



3 Lookat the sign for the Northern Restaurant and & Decideif you need in, on or at. If no preposition is

complete the information below using in, from, until, necessary, put X.
during, on, by, for or to. l GUEST: What time does the bank open?
RECEPTION: It normally opens........ 9.30. It's almost
THE NORTHERN RES URANT 9.30 now, so it'll be open......... five
. : minutes.
Open Tues-Sun, 6.30 p.m.—11 p.m. 2 GUEST: Can we get to the Park Theatre.........
Italian night Thurs. Last bookings Wed 10 p.m. 15 minutes? We've got tickets for the
Closed 10-27 Feb. show ........ this evening.
RECEPTION: Yes. There isn't much traffic....... the
evening........ the weekend.
3 GUEST: We're arriving......... the 16th of
evenings. s 0Pem ..o wsimsmmrsrsons 28:30 sovvenirrrreramsesersones * September. That's next ........ Friday, but
11 p.m. Unfortunately, it isn't open .........ccceeveece 4 the day it will be late......... night. The flight lands
aiid ¥s dosed s > Mondays. ] F]alf past eleveln. _
There’s a special Italian night ...l ® Thursday, RECERTION: “Thats fine. Reception {3 pper.2: hiuss.
but you must book ... 2 TP, scorssrsmrsbessnsraprasene 8
Wednesday evening.
Next month, the hotel will be closed.............cccccuuees 2
17 QY8 sosineansitions RO LN cocounmmsipmnan ! the 27th
of February.
5 Before you look at the advertisement, read these questions. Complete the table.
1 How many rooms does the hotel have? Verb Neiih
2 How much is the cheapest room? - -
3 How much does the special weekend cost? (SRR recepyon
4 Do you pay extra for wine with the special Saturday IBSEIVE
evening dinner? confirmation
5 What's the telephone number? inform
6 Has the hotel got a website? s i
7 What special day could you celebrate here? e
Now scan the advertisement for the answers. Do it in ;
cancellation

20 seconds if you can.

Use one of the words from the table to complete each

GLENTARFF HOTEL|]

Beautiful 19th-century hotel with elegant period o1 Id like to baiok .aunptumiags for a group of seven,
surroundings and charming restaurant please.
@ 62 comfortable en-suite bedrooms from £130 per room ' 2 Could you give e SOme ....ommecrrererseresss about the
® Spec?xa] weekend offer: 4-course dinner, Bed and Brcakfast conference facilities, please?
for £90 per person (please call to make a reservation) ¢ : . : ;
@ Saturday evening candle-lit dinner: 4 courses including 3 I'm afraid we can’t come to Rome next week, so I'll
wine for £40 per person HEVE 10 wnncmnynaning the room [ booked.
WEDDINGS This beautifully-located hotel, in the heart of : 4 The hotel has a wonderful .......ccccinciivans , close to the
the Scottish countryside, provides the perfect setting for that beach.
= special dag Call v widisenassourplass, 5 5 Ifyoud like to eat with us this evening, I recommend
The Glentarff Hotel, Forest Drive, Glentarff, Scotland SCI SAA || PO vssssssinissmsssion a table.
V1555 22 ¢ 4 !
e i | e : 6 When you arrive, please check inat .......cc.c...... first
www.glentarfthotel.com i : ) !
‘ 7 Tllsend you an email to ......cccoccuvivnens your booking.

S PO, e

Unit 3 Taking reservations 9



Dealing with booking enquiries

1 Match 1-8 with a-h to make phrases. 2
1 Lf] restaurant a hotel 1
2 [] partner b of the harbour 5
3 ] fully ¢ the garden
4 [] business d availability 3
5 [ view e enquiries
6 [ | check [ bookings §
7 [ overlooking g booked 5
8 L] booking h conference

6

Use one of the phrases from exercise 1 to complete each sentence.

A double room for the 16th and 17th? One moment, please
while I
Wed like a room with a balcony and a

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

I'm afraid we haven't got any tables left. We're
that weekend.

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

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

1 [e] Sorry, but unfortunately, the hotel a
2 [ I'm afraid we don’t have any b
3 [ ] I'msorry, we're fully c
4 ] Tm afraid ali the tables d
5 [ ] Thereisn't room in the restaurant €
6 [

3 b
I'm sorry, but we're very

Match 1-6 with a—f to make expressions for turning down reservations.

double rooms left for those dates.

busy that day with a wedding reception.
with a view of the garden are reserved.
booked that evening.

is closed that week.

for another ten people.

B )]

Rewrite the sentences using short forms where possible.

[a—

I am afraid you cannot smoke anywhere in the hotel
building

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

I am not workmg tomorrow, but my colleague will help
you.

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

Where would you like to sit? This table has got an
excellent view.

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

A: Have you got a car? B: Yes, I have. It is parked at the
side door.

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

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

10 Unit 4 Dealing with booking enquiries

5 Write yes/no questions for the answers.

1 a: Doyouhaveadouble room available ... 2
B: Yes, we have a double room available

T OO U OO OP PPV ?
B: Yes, they come from Croatia

3 Al s single room?
B: No, I'm looking for a double room

B A oo et es e e s eeana s bR ot ce e e ?
B: Yes, we always enjoy eating at the Pyramid restaurant.

5 Al eeeeeeeressesseene e for one week in January?
B: No, the hotel’s closing for four weeks.

B AT ettt s RS breakfast?
B: Yes, the room rate includes breakfast and dinner.

T AL e enae ettt e e s the bedrooms?
B: Yes, we're redecorating the bedrooms on the top floor.

B AL bbbt at the window?
B: I'm sorry, we don’t have any tables at the window.



6 Underline the correct form.

1 ‘'Thank you for explaining. | understand / am 4 1 work/ m working in the restaurant tomorrow instead of
understanding now. on the bar.

2 One moment ... I just check / 'm just checking the Carl speaks [ is speaking four languages.
restaurant bookings for today. The Suetake family eat / are eating with us this evening,

3 We decorate / are decorating some of the hotel rooms His chocolate soufllé tastes / is tasting very good.
every year. Use of the sauna doesn’t cost / isn't costing extra,

(=B B Y |

7 QTN Lookat the pictures and complete — ——
Ie Wor Lo Menu
the words to make adjectives. ME NU
Minestromni .
. & Minestroni
Risotto o
- } Risotto
Chocolate Chocolate
gateaux gateaux
4 Qs the secncenccennnns mentu in both restaurants.

1 Yes, we have rooms a...ccooveeveeceereene on Tuesday.
- menu NI
Prawns TCF
Carrot soup Raviols
) Goats cheese salad
Beef pie
Fiflet steak
Lamb Grilled fish
2 Wereofferingad....een menu in the bistro

tonight.

6 Yes, thanks. I'm very oo .

Write another three adjectives which have the
following endings.

Y o LT OO

Unit 4 Pealing with booking enquiries 11



Correspondence

1

SN e W b

~]

10
11
12
13
14

Use the clues to complete the puzzle. What is the missing word?

This is the person you write to. (9)

A booklet with information about the hotel. (8}

To ask for information is to ............. A7

A polite way to end an email is Best ............. {7)

This is the short form of a word (efc.). (12)

If you put leaflets or documents in an envelope together with the
letter, you ............ them. (7)

ST T— paragraphs for new topics in a letter. (6)

If you are polite and not informal, you use the correct............. (4)
A word made from the first letters of other words (FYT). (7)
Begin your letter Dear Sir of ............. (5)

End a formal letter to Mr Graff with Yours ............. (9)

This is a change that you make in a document or letter. (9)
Send a document with your email. (6)
When you speak or write to guests, always be............. (6)

1 R izw
e 5]
2 Bl
5 B| | e
4 R
5 A £
9’#’
6 [E 2%
’&!&
7 S e o P | J
ﬁ\@";'
8 T[22
w@‘&
9 |A| e
P
10 M o
11 l S e
5 g
12 A way
13 A e
14 lP i

2 Look at the two letters. Then read sentences 1-7 and underline true or false. Explain your choice.

16A Lutzengaten
S-11642 Malmo
Sweden

o [ B e g B e

" Hatel Formosa, Causeway Bay, Hong Kong
Tel: GO886 28773499
WL hotelformosa .com-

4th September 20- —
Hotel Formosa
Causeway Bay, Hong Kong

Dear SirfMadam

I am planning a trip for 20 musicians to Hong Kong
in February and would like information about
accommodation and conference facilities at your hotel.
Could you send me information about your room rates

Dear Mf .tohansson :

: Thank youtor your enguiry. For your |nformat|on we enclose
a bmchuraof ourhotel which includes the curfent room rates
: and details of QU com‘erence :facllzfles

The hotel is locateci only ten mmutes from the c.entre of the ‘
city-and 45- minutes from the airport. S .

We dcxok forward to belng; m‘ assstance to you i in the future '

and details of the hotel’s location? \doursgn{cereiy ER
Yours faithfully HoktinglLai
Resemattons S

Thomas Johansson

-
e G R R B g SRS W o W e B SO R T TR B A W

P

1

12

e T ¥

e i - L

Mr Johansson doesr’t know the person in reservationsat 4 Hotel Formosa is near the city centre.

the Hotel Formosa. T 11215 021 LIRS OUU YU UU VPO
rue/false He begins his letter with Dear Sir/Madam, . 5 Hotel Formosa doesn't have any conference rooms.
o EEUE/EALSE oo eeeveereeeeseesssseeseeseeesresssesssssnssmsnss s ssssenensensssnsssasess e ses

Mr Johansson is travelling to Hong Kong with his family.

6 Hoi-ting Lai works at the Formosa Hotel.
EEUC/TALSE oo s as s e true/false
M Toh s to k hore the hotel 1o, HUCIAISE e
r Johansson wants o know where the Jotetis 7 Hoi-ting Lai is a friend of Mr Johansson.
EEUE/EALSE 1oomrrevveeerressesenssrs s enessen s st seiss s s resnnsn s
EEUE/FAISE covnreevernecrvrssseess s serees st s ssss s sssssssssnsssasess

Unit 5 Correspondence
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5 Underline the parts of the email that are too informal.
Then rewrite the email in your notebook to correct

3 Each of the tips for writing good business emails is
incorrect. Rewrite the tips correctly.

T . . the tone.
I Use the subject line to tell the recipient who the email is
b P L 5 P L R R : N
from. GITiREigeeaesermazERIIIIIONL SIIASIIIIIIAEIE bk e
s e @ aRED® R P wnawrna e BEREIT e reduiEx
* o s i G B F BB Y # RS R wEe™ PSSR B S A A DA g

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

Erom: Hotel Golden Beach
To: Elisa Mendez
Subjzct: booking chge

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

name.,

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

Dear Elisa
It was good to get your email. Thanks. Sorry, we
can’t give you a room for 8 nts. now you’ve changed

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

i EveprAiREEIERGACERBARBEES

4 Ifs not _ h your dates to 2-10 Aug. Why not try our partner 3
s not necessary (o write in paragraphs. hotel? Look through the brochure that's with this w
................................................................................................................... emai I. %:’; :

5 You must write numbers as words (two, six). Greetings 531
................................................................................................................... lvan %’i

6 Write important things in CAPITAL letters. Reservations, Hotel Golden Beach -

7 Use any acronyms or abbreviations (FYL, 4you) you know. -
................................................................................................................... RYCIERGI A CRIE® Match the abbreviations 1-10

, . : ith their i .

8 It’s not necessary to check your emails for spelling, v freaningsa)
punctuation and tone. 1 [g] asap  a regarding
................................................................................................................... 5 []encs b street

4 3 [] ind c copy to
Put the parts of the email in the correct order. _ _

P 4 D no d per proxy (signed instead of somebody)
per proxy tsig Yy

a [ | Wealso confirm your table reservation for 4 on 5 [] ple e number

Saturday 21 June at 8.30 p.m.
6 [] pp f documents enclosed
b [] Benito Peres _
Reservations 7 ] re g as soon as possible
[ ] Dear Mr Schmidt 8 [ 1rd h public limited company
d [ ] We have reserved two parking spaces for you in our 9 L1 st i included
basement car park as requested. 10 [ ] cc j road
e [] Weare pleased to confirm your reservation for
2 double rooms from 18 June to 22 June.

f [ Thank you for your email,

g To: Mr J Schmidt

h [ ] With best wishes

i [ wWelook forward to seeing you on 18 June.

i [] Subject: Confirmation of booking

Unit 5 Correspondence 13



H Welcoming guests

mak

Co =~} G W B Wt

Make words from the letters in italics to complete the sentences.

Can I have your mena?

Could I have your accommodation revcouh, please?

Would you write your mokhe drasdse just here?

larivar teda? That’s today, 9th March.

You're staying for three nights, so your upetrdare etad is 12th March.
We take the rastopps brenmu for all visitors from abroad.

Could you just gisn here, please?

Here is your eky racd. Your room number is 405.

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

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

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

3

14

Complete the receptionist’s welcome sentences with the correct words.

You can ......collect . your passports from reception later.

a take b leave ¢ collect d arrange
Thank you for your ...

a transfer b patience ¢ arrival d service
The porter will take YOUT ......vrvcisssinince to your room.

a breakfast b passport c key card d luggage
I'm sure you're all oo after your long flight.

a tired b fresh ¢ happy d busy
Please take a seat and we'll oo you with a welcome drink.
a give b serve ¢ offer d help

............................ to Barcelona and the Hotel Reina.
a Hello b Welcome ¢ Good afternoon d Hi

And when you come to the reception desk, could you check the details

ALE ..vererereeerereeenenen O the registration printout?

a correct b good c wrong d clear

NA | —— to deal with your reservations as quickly as
possible.

a manage b look forward ¢ enjoy d do our best

Can you have your passports and accommodation vouchers
............................ when I call you?
a quickly b checked ¢ ready d correct

Now put the sentences in the most logical order.

6]-C1-0-0-0-0-0- -1

Unit 6 Welcoming guests

& 100k at the words in italics in the
sentences and change them to the
correct form where necessary.

1 Canvyougivel..... E. your
............ V... accommodation
vouchers, please? And yours

......... Your. ... passports?

2 You can collect you vvevceevvvrrrerne.
PasSPOrt fTOMm 7Y e in the
morning,.

3 Put you e grandmother’s
name here and A7 c...ccmnnnvvnveonn home
address below.

4 Shegavehe.............thekey card
and he put it ..., in him
............................ pocket

5 Can you tell we .nreneceen when us

............................ rooms will be ready?
6 The receptionist checked they
............................ in and gave they

............................ 1177 RN << 4
card.

7 Hereis you e, printout,
Please check ifs ........cconmceeenennn.. details
are correct.

8 L gave SHe e the printout
and she signed her ... name

at the bottom of the page.



5 Read the text and answer the questions in your notebook.

ki

g e

R A R e e T

— . p—

e P

e

ciaa

e 7 g i

_ Thefront-of houseoperatlon is probabiythe most Importa.nt

_ rather than have a career front e}f-house There has never

part of a restaurant or hotel, but many young people going

into caterlng nowadays want to become' celebrity chefs

beena more lmportant time for the hospxtahty mdustry to

employ top«class ‘waiters, sormmehersI and’ receptmn staff.
. Staff in front-of- house are the first peqple you see when you -

walk i in the door and the last when you leave. That's what:

\_..the g:ustomer rernembers Customers expect goad foad
| :They also want good service. SRR

" For:all front of-house staff, 1ts 1mportant to- have an

ﬁ “1mmaculate2 a;ppearancre, a pleasmg pershﬁahty ancl good

soaal skills — to “know: who hkes conversatmn and; W’h()’

'{_wamts to be left alene = anci o gwc: a:ttentmn to de{aﬁ and

~1 N U s W o

Lsommeliers expert wine waiters
Zimmaculate very neat and tidy with a spotless uniform

3 e 3 B

A toP.waiter also has to know about all the items on
the menu including wine. Serving food is no "_l_ongér just

career opportunities are actually better than in the kitchen.
You may be-the best chef in the world, but if you don’t
~ understand what goes on, on the other side of those double

doors, you will - probably never be a successful busmess
] person in the 1ndustry

Name three front-of-house hotel or restaurant staff members.

Why is front-of-house so important?
What do customers want {rom a restaurant?

Name three qualities a good front-of-house person should have.

How has being a waiter/waitress changed in recent years?

In what ways is a front-of-house career better than cooking?

Why do you think it’s difficult for a chef to become a business person?

~ about laying tables and carrying plates. Pay, conditions and

6 T use

Find the opposites of these words in
the puzzle. Look ™, - and 7.

correct
quickly
check in
give
patience
large
collect
best

buy

OO0 ] PWGQBPDAEL
VNUVSELLIXT]JCHZX
MBJWXITMZNTQV
POWORSTEEUPZY
RREFETCAEIONVILM
OLCAWYTKQTIWARQ
CLDGOACIQOOSB
DEIQPENGLAPMYV
LANMHMS SNEAATB
TVICEMULDYZBLM
QEHRPTFKEZNTEFLM
ZPBONCORRECTC
FKIBPOBTATEKTET ]I

Unit 6 Welcoming guests |
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Y& Dealing with check-in problems

1 Complete the crossword using the clues below.
Across

2 Sometimes. (12)
7 Reserve in advance. (3-4)
8 Next door to and connecting. (9)
10 Meal in the middle of the day. (5)
12 Another choice. (11)
13 The improvement of a hotel with newly decorated and
furnished rooms and bathrooms. (13)
14 The day after today. (8)
15 When you dor’t remember, YOU v, -{(6)
16 Prepare a room for guests. (7)

Down

Provides access for wheelchairs. (4)

A sensitivity to dust, feathers, different foods, etc. (7)
Not usual or ordinary. (7)

Given free to say sorry for a mistake. (13)

Useful baby furniture in the dining room. (4, 5)

No cigarettes, cigars or pipes allowed. (5-4)

The hotel has more guest reservations than rooms. (10)
Available. (4)

o= O N U s

[SE—

2 Put the words in the correct order to make responses to
check-in problems.

1 your room / ready / isn't / you / I'm afraid / yet / for

2 as soon as / your room / is / housekeeping / me / to /
inform / I'll ask / ready

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

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

5 reserved / for / at / next door / the hotel / you /
aroom / I've

a/we

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

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

16 Unit 7 Dealing with check-in problems

3 Make questions and answers in the Past Simple using
the prompts.

1 A: When/ give me / passport?

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

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

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



& Use has/hasn't got and have/haven't got to write about the situations in the pictures.

1
2
3

The hotel hasn’t got any rooms available . .. 4 THE TESTAUTANE oo seeeeessesessreesss s .
THE DAtREOOINIS 1ervoreee e aeeseee e eereseeeee et bonss s sassasenen ) 5 The diNING FOOM w.vcocierinsieenerneessc e ssssssssssss s .
THE TOOITIS cervevreeeeeceereevesesesereseseseeseerseseneeestastsssessassssasssssnsnnsnsssssanen ) 6 THEY woorrverecmmememeee e eessesm s s .

5

Read the email enquiry about facilities for children. Use the hotel information to write a reply in your notebook.

¢ e e e B . T e s

BB E i R B b R BRES R BuvAREEe S
fEEilitene bt e 7 g R :
EY X 2.4 b

B 8 R e e ipd & 4 ”‘?'@?&gﬁf:

' Dear Golden Sands Hotel

. What are the catering facilities for children?

- Tania Bryson

I —
PR R BB i o BB FEET ok e B G

3 3

Subject: Child facilities

The Golden Sands

I'm planning a week’s holiday in the area with my
family in June. Can you give me information about
the suitability of your hotel for my two young children
aged 7 and 2 years?

Is it possible to have a large family room?

s Your child-friendly hotel — perfect far a family holiday
* large family rooms available
+ Special children’s menus and facilities in the dining room

. . ¢ Garden with special play area
Are the hotel entrance and rooms accessible with a

pushchair?
Is your outdoor swimming pool available in June?
What are its opening hours?

Regards

! * Gamesroom

© = Babysitting available

* Qutdoor pool open from May to October 10.00-18.00
+ All areas of the hotel accessible by pushchair

e PEERGEE P wzz
“’% %"E%%%%w‘%f%f?ff?mu?m‘s?a?ggs? ;ﬁa?& RERE

A e e e e i o o w3 B @ @
Lk i

R R R W R

L3 TR

6

options allergic organic diets smoke-free allergy allergy-tested food allergies

The hospitality industry has to respond to its customers’ demands. ......ccoccccvvrvernnn ! to cigarette smoke is very common,
so many hotels are now completely ... 2, 1If people are ...ccocneens ? to dust mites, they will ask for rooms
without carpets and for ..o * pillows. Many people suffer from ... %, so kitchens have to prepare
special menus. Special ...crcreniennsd! 6 can usually be catered for if kitchens are informed in advance. Vegetarian
............................ 7 are almost always offered on menus nowadays, and natural ............c.........® choices - free from artificial

chemicals — are often available too.

Unit 7 Dealing with check-in problems 17



n Explaining how things work in the hotel room

1 Use each word once to label the pictures.

light control switch on/off button arrow slot
safe deposit box remote control digit knob

Mg s g e W g e B

P
&3""&@“@&@:

Ww*w
W0
i

18 Unit 8 Explaining how things wark in the hotel room

2 Use the verbs to complete the instructions. You may

need to use some verbs more than once.

enter switch on key in insert
set press turn paint

Close the door and .......€7H€7...._ any 3-digit code,
using the buttons on the door.

........................... the same four digits to open the box.
........................... the card into the slot with the arrow
pointing down.

Take the card out and .........ccceeveice the door handle
to open the door.

| D171 ¢ S the knob before you
........................... the same code again.

Use the remote control to ....coooeevvverercenenes the air
conditioning.

........................... the plus or minus button to
........................... the temperature.

........................... the remote control at the TV and
........................... the on/off button.

Underline the correct adjective or adverb.

'The receptionist gave very dear / clearly' directions
to the city, so we easy / easily* found the way. The
motorway was good / well® and we quick / quickly*
arrived in the outskirts of the city. However, the
streets were very busy / busily” as it was a holiday.
We decided to park the car and take one of the buses
that run frequent / frequently® into the old town. We
had a very interesting / interestingly’ walk around the
area and then had a late lunch in a quiet / quietly®
local restaurant. It had a lovely separate / separately’
outdoor terrace. The food was beautiful / beautifully'®
cooked and good / well'! served. We real / really*
enjoyed our day out.



& Put the sentences in the small talk conversation in the correct order.

a EI RECEPTION:

b [] cuest:
¢ L] recerrioN:
d ] cuest:
e RECEPTION:
f [ cusst:
g [ ] recepriON:
h [ cussr:
i [ ] receprion:
j [ ] cuesT:
k L] mrEcEPTION:

Yes, he's a very good guide. What are your plans today?

Fine, thanks.

Bye. Enjoy your day.

It was really interesting. The guide explained the history very well.
Good morning. How are you today?

WeTe not sure.

Oh, yes. Everybody says it’s very good. It’s probably best to book a table.
Thank you, we will. See you later.

How was your trip yesterday?

That's a good idea. And we could try that famous seafood restaurant.

It’s a beautiful day. What about going to the coast?

L More words to use.

Talking about the weather is an important part of small talk. Look at the pictures

and find the weather words in the puzzle. Look A, - and 7. The first letter of each word has been given.

ZXAPCTPNIUGTZC
S EFXVUKLUDCRYY
J KJ XEFEPSKTFYZKDSEB
NGLNDVAMSTFNE(S)
X SPCFREEZINGI|L
GNICZMGWWC 1 ZIE
SOGTRRRTBNZBIE
EWDATIAGCEFENZXTT
MIWTSTISUNNTYOI|I
WNUPVNBBGHXDI|N
GGBEDYKVYLYVMIG
DCLOUDYTMTDY ]
TSBKRKTFOGGYWO
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u Serving drinks

Underline the odd one out. Explain why.

red  white still rosé
..................... the others are typesof wine
sparkling full-bodied light fruity

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

whisky Guinness rum vodka

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

soft drink alcopop mixer mineral water

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

sweet dry medium chilled

half-bottle flute draught glass

2
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Use each word once to complete the sentences.

tab chilled
corked aperitif

security ice bucket
New World wines

room temperature
popular

Champagne is usually served in an ........ ice bucket .,
A newly-opened bottle of wine that is not fit to drink is

Most people like to drink their white wine ...
AN cescnenenseceneneeessesirinns is drunk before a meal.

If there is trouble in the bar, the staff will call ..o .
A s restaurant is one everyone wants to go to.
Wines from Australia, New Zealand, Chile, Argentina and
California are generally called .........vvoveveececececoanacans .

When you want to pay for an evening of drinks and maybe a
meal on one bill, you arrange a ... with the

bar staff.

Red wines are usually served at ..o .

= R eI S ¥ ]
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Match 1-8 with a-h to make dialogues.

Who ordered the champagne?
Where are the disabled toilets?
Do you have ID?

Can we start a tab behind the bar?
What soft drinks have you got?
Can we order drinks at the bar?

The table by the door is very noisy.

OO ne]

I can’t serve you any more drinks.

OK. OK. We'll drink up.

Yes. I'll ask them to calm down.

If you take a seat, I'll send the waitress over.
Just on the left near the door.

The table in the corner.

Um ... no. We'll have a coke and a 7Up.
Certainly, sir. What name is it?

We've got Coca-Cola, Fanta or 7Up.

Unit 9 Serving drinks
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Write questions for the answers using the prompts in brackets.

A Wheredid the group sit ..o 7 (where / sit)
B: The group sat at a table in the garden.

A et e e Atk b e neR s e e i ¢ {fwhat / order)
B: They ordered champagne.

A et n st e et et n e ? {who / take)
B: The waitress usually takes the wine order.

AD st ? (say / five flutes or six)
B: I said six, please.

Al s s e ? (where / pinot grigio)
B: It’s from Italy.

A s et see s e ? {what / be / house red)
B: It’s a Chilean cabernet.

A et st ? (how much / white wine)
B: Sheé's ordered a half-bottle.

AL e bR ? (who / ask)

B: The bar manager asked for their ID.
AT st a st se e ? (what / complain about)

-B: The man complained that the wine was corked.

A oo et s s ans s e et eeses ? (have / a dessert wine)
B: No, 'm not. 'm just having a coffee.



5 Lookat the map and read the text. Then answer the questions in your notebook.

" Reserva ~ three years old, with at least one year in an

. oak?® cask
- Gran’ Reserva three years in an’ oak cask, plus three

RIOJA is a region
. of Spain with a
. long history of -
* wine making,
- Rioja vineyards,
. especially those for
~ making red Rioja,
- were planted long
before the Romans arrwed in the area.
Elghty per cent of Rioja production is red wine.
Four different kinds of grapes are used, and it is
the »'I_‘empfanil_lo grape that gives the wine most of
“its flavour. Rioja is labelled for quality according to
the type of aging the wine has had. Typical aging
examples are: ,
Vino de Crianza - at least three years old, w1th one
year in a cask’ -

iR R BB SRR
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years in the bottie A St
'cask large container for storing young wine
%0ak type of wood from the oak tree
1 Where is the Rioja region?
2 Did the Romans bring the first vines to Spain?
3 How much of Rioja production is red wine?
4 How many types of grapes are used to make the red Rioja?
5 Why is the Tempranillo grape so important?
6 How is the wine labelled for quality?
7 What is the minimum age of a bottle of Vino de Crianza?
8 How is the Reserva different from the Crianza?
9 Is the Gran Reserva aged only in oak?
: Read the text and complete the wine terms.
The s0M....cvvuceenre) UsES hiS O 2 to open all the wines before they are served. He checks
to see that the WINE ISt €0F.neerienres *and then allows it to bre.............. 4 even for a short while,
before it’s poured. Pla................... > corks are becoming more popular with wine producers, and
many good wines are also sold in scf...... t......5 bottles. In the restaurant, red wines are taken
from the cellar several hours before serving in order to cha............... 7 1t’s very important that
the reds are served at room femi........w.... 8. Vittoworewnn? wines may have sed............... 10in the

bottom of the bottles and have to be poured very carefully.

Unit 9 Serving drinks
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1 Complete the crossword using the clues below.

Food service

Across

2
3

— O O o O

(R —

13

Italian rice dish. (7)

Mix of stewed fruits. (7)

Meat from the front part of the chicken. (6)
Luxury vegetable with tender tips. (9)

Hot pepper. (6)

An open pastry dish. (4)

Popular ocean fish served whole or filleted.
(3,4)

Tropical fruit with orange flesh. (5)

Down

1
4
5
7
12
14

22

Usually ordered after the main course. (7)
Green nut. (9)

Spicy dance. (5)

Small, strong black coffee. (8)

Soft French cheese. (4)

A lot of people have an allergy to these. (4)

Unit 10 Food service
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Use each adjective once to complete the sentences.

frothy stewed fresh strong creamy regular milky

The restaurant has a .. f7€/.... fish delivery every day.

The coffe€’s too .................. Could I have some milk, please?
The compote consists of several .............. summer fruits.
3700 0 1 — milk in your coffee, choose a
cappuccino.

A latte is different to espresso. It’s @ ............... coffee made
with half milk and half water.

What size cola would you like? Large, .................. or small.
The Manchego isn’t ................ like the Dolcelatte. It's a hard

cheese made from ewe’s milk.

Put the sentences in the dialogue in the correct order.

a [ | warrTer: Certainly sir. 1l get you some.

—_—

=

=

=]

=]

[ ] cuEest: Yes, please, I would. ... Right, I'll have the
chocolate cheesecake.

wAITER: Would you like red wine or pepper sauce
with the steak, sir?

GuesT: Er ... Still. And a little more bread, please.
wAITER: Still or sparkling?

WAITER: Are you ready to order?

OO0 O

GUEST: Yes, please. A half bottle of the Rioja
Reserva.

WAITER: Is everything all right with your meal?

GUEST: With cream. And an espresso. I'll have it
with the cheesecake.

0 O

warTER: OK. So that's one paté and one fillet steak
medium rare, no sauce. Would you like
some wine with your meal?

L]

GUEST: Yes, thanks. It's very good. Could I have
some mineral water?

wAITER: Would you like to see the dessert menu?

GUEST: Yes, please. Can I have the paté and a fillet
steak? Medium rare.

WAITER: With cream or ice cream?

GUEST: No, thank you.

oo UE

WAITER: One cheesecake and one espresso. Thank
you, Sir.



& Read the text and answer the questions in your notebook.

uuuu S

cnocolale The name ckocolate comes from

Mexico. It was discovered by the Mayans more than a thousand years
ago. The people of Central America used cocoa beans as a currency
- one avocado was worth three beans, ten beans bought a rabbit. The
Aztecs collected taxes in the form of cocoa beans.

Christopher Columbus brought drinking chocolate to Spain early

in the 16th century. It was a little bitter! for 'Eumpea:i tastes, so they

2
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added milk and sugar. They also took out the chilli and added another
Mexican spice, vanilla. i
- By 1770, chocolate was a quury item in Eu.rope In 1828, Mr van
Houten from Holland discovered how to extract cocoa butterand
cocoa powder from the bean. Twenty years later, Enghshman Joseph
Fry discovered how to combine ingredients to make the first eatmg
chocolate in the form of chocolate bars. :

Today, around two-thirds of cocoa comes from West Africa. The
pru_:e.ls very volatile? on world markets which makes life difficult for
the farmers. In recent years, the price has ranged from $945 to $5,672

per ton. Some chocolate makers are in the fair-trade movement. They

pay the farmers in Africa better prices for their beans.

Lbitter opposite of sweet
2yolatile changing quickly

Where does the name chocolate come from?

As well as making a drink, how was chocolate used by the Central
Americans?

What did Europeans take out and add to chocolate?

What did van Houten discover?

Who made the first chocolate bars and when?

Why is cocoa-bean growing a difficult life for farmers in West Africa?

How does the fair-trade movement try to help?

[ R - o]
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Underline the correct alternative.

A: Can I get you anything more / much
to drink?

B: Could we have more / another bottle
of champagne?

A: Is there many / much cream in the
caramel dessert?

B: No. Not many / much. It’s quite light.

Could we have more | another bread and

some | any still mineral water, please?

How many | much vegetarian options are

on the menu?

A: Do you have some / any sheep’s milk
cheeses?

B: We have a little / few. There’s the
Manchego, the Roquefort from
France and the Pecorino from Italy.

Could I have the steak with just a little /

few of the red wine sauce, please?

A: Would you like to see the dessert?

B: No, thanks. We've had enough / much.
Just coffee and the bill.

Unjumble the
letters to find the cooking preparation
verbs. Then match the verbs with the
phrases a-f.

EGART .. grate ..
TEBA
HMSA
TIRS
PHOC

ENNLIJUE cscsssasas

HEE NNy

the egg whites until they’re stiff

the carrots into little sticks

the onions finely and fry them in oil
the fresh parmesan to go with the pasta
the custard so it doesn't stick to the pan

the potatoes with butter and cream

Unit 10 Food service 23



Know your region

1 Write the words next to the correct definitions.

archaeology hiking concert season  concierge
cathedral Middle Ages architecture traditional
fascinating  upto date definitely informative

1 customs and ideas passed on over
many years traditional

the study of buildings
modern and fashionable
absolutely certain e
the study of ancient cultures
the time of year for musical events e
long walks in the countryside i

[e=RN v SR ) - L o

period of European history
900-1500AD e

9 the main Christian churchinacity .o,
10 very attractive and interesting s
11 the front-office person who orders
tickets and taxis

12 giving useful facts about something

2 Use some of the words from exercise 1 to complete

the sentences.

The old town is full of ... fas¢inating . winding alleys
and artisan workshops.

The museum has a very interesting section on life in

11 1T .

The guide gave a VEIY ..coovosssersnsenene talk, so we
learnt a lot about the history of the area.

Some of the buildings in Paris are wonderful examples
of 18th- and 19th-century ...

TRhere is correvivirssernsnennennns singing and dancing from
popular local cultures every Tuesday in the hotel bar.
H0 5 VR (TR0 0 ToT: SR — trails only a
30-minute drive away in the mountains.

You should ... visit the old town. It’s our
main tourist attraction.

13 T of the region dates from pre-
Roman times - there are many items displayed in the

museunm.

3 Complete the table with the correct form of the adjectives.

Adjective Comparative Superlative

cheap cheaper the cheapest
worse

frequent

more exciting

simple
comfortable
busy

better

the least

lovely

narrower
nice

the most popular

more central

24 | Unit11 Know your region

Complete the sentences with the correct form of the
most appropriate adjective in brackets.

city is the one next to the railway station.
....................................... (lovely / simple) way to get there
is by taxi - you have to change twice on the bus and
it's a long walk from the metro station.

The suites aren’t .......comevrssenseencerens (popular /
comfortable) as the ensuite rooms because they're
very expensive.

'The old town is full of ..o (narrow /
cheap) streets and winding alleys.

The hotel staff have .o, (good / little)
to do in low season than in high season.

Many people think it’s ... (exciting /
busy) to travel than to arrive.

/) R (lovely / central) panorama of
the city, take the steps to the top of the castle.

[ love my job. It’s much ... (bad /
nice) working than being a student.



5 Underline the correct alternative.

Which is more interesting / the most interesting — the old town or the castle area?

The lakeside area is alternatively / definitely worth a visit.

The main tourist places are all over / around the cathedral.

Which is the best / better way to get to the castle - by taxi, tram or on foot?

What about | Why not going to some traditional dancing or a folk music concert?

A service | Another thing that might interest you is the archaeology museum.

The concert season is not so long as | is longer than in some cities, but it’s certainly more varied.
1 think the most expensive | more expensive city in the world is probably Hong Kong.

8o =] G U odm W D

6 Look at the pictures and use the expressions and the information in brackets
to advise guests on what to do. Write two sentences for each picture,

7 QNS Use the clues to complete the words.

1 A building where Muslims goto pray. ... mosquc......

2 A tall thin tower on a mosque. 1) IR
3 A very tall building in a city. Sererameemsemeaerrenees
4 A round curved roof. s IR
5 A deep hole in the ground from which water is taken. Wirrerrrreresessssenssessens
6 An open space surrounded by buildings. Covnernensrsssssnssnnnssinns
7 A building where people from some religions go to pray. Bocremeccrnmmnereonens
8 A part of the town which is next to the river or sea. Woerrraerrmesssesiascsrans
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(A Explaining travel options

26

Complete the sentences with the best answer.

During summer the boat is very busy, so I'd recommend
getting your tickets in ..... advance .

a themachine b advance ¢ advantage
The card costs €150 — that’s @ ... of €50 and
€100 credit for travel.

a deposit b basic ¢ refund
Any unused credit on your card is ...cecennenn .

a returnable b reserved ¢ refundable

An enjoyable way to see the islands is to go on an

organized ... from the harbour.

a voyage b cruise ¢ journey
The ferry to the island leaves from the ......eiieeeee
opposite the Laguna Hotel.

a jetty b bus stop ¢ station

If you use up all the credit, you can .....cc.covvvverernn. YOUE

travel card at the machine in the underground station.
b topup ¢ addon
If you buy a ticket for the central ..o , you

a refund

can’t use it to travel further out of the city.

a zone b travel ¢ transport

I'd strongly recommend using public transport in the
city. It's much more .....vveevcrnerrevnnns .
¢ convenient

a comfortable b congested

Use each word once to complete the text.
strip ticket machine  stamp valid  organized
zone congested heavy ferry

Driving in the city at five in the afternoon can be
difficult. The roads are often ... £ongested 1 with traffic,
In the morning, at around eight, the trafhic is also very
............................ 2, But there’s an excellent public transport

network, which is very well ..o %, You can
travel by underground, bus, metro or by . +
on the river. You can buy a ... > of tickets for
ten journeys at the ... at the bus stop or
underground station. The tickets are .......cccvrice 7 for
travel anywhere in the central City ..occorncc. 8. Before

you get onto the bus, ferry or underground, you must

station.

Unit 12 Explaining travel options

3 pPut the words in the correct order.

1

[e=BNR S I

a good idea / it would be / the ferry / at 9.30 / to take
It would be a good idea to take the ferry at 9.30.

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

to travel / it’s / in the city centre / much more convenient /
by tram

use / why don’t you / your car / public transport / leave /
here / and

between four and five oclock / avoid / in the afternoon /
travelling

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

then / to the underground / take the bus / and / change /
to Waterloo

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

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

Look at the pictures and give advice about travel options
using the verbs in brackets in the correct form. Add by
and the if necessary.

El o

I'd strongly recommend........... taking the ferry. ... (take).
1d strongly recommend ......7avelling by ferry. ... (travel).

YOU COUL orrmececieni st eenene (travel).

Your best Option i$ ... cemeeeeeessss e srrecsece {(go on).
In my opinion, the best way ...
(get) to the Station S ... smnneeninnns .

YOU CAN cccuvrnrenereemmeccmnamescmssinsssssranicos (go).

WRY 1100 v ssssssssssssssess (take)?

It would be a good idea ..., {(go on)
How about ... (rent)?



5 Read the text and answer the questions in your notebook.

There are- thfee Imes on the undergrotmd {men'o)
A B and G Lme A is green and is. the mstus&fui :fnr

:ﬂ;mge:as mﬁyﬁﬁteS»ééyawy\;tsh ?mm:&p.m@

P

;593&3&1&“&;:’3@&%%@1%8 ﬁﬁmﬁééﬁ" You:can 3o by

ss»s»

P

dav;s:afr% v

1 Why is it not necessary to have a car in Prague? 6 Name two places where you can buy tickets.
2 Which underground line do tourists normally use? 7 What must you do before getting on a tram or the
3 Where does the funicular go? underground?
4 What form of public transport can people use at 3 a.m.? 8 How long are these tickets valid?
5 Do you need to buy separate tickets for the underground 9 Can you buy a ticket for five days?
and the tram? 10 Where can you buy a ticket for three days?

EEESEATERD Use the clues to find the missing word.

1 'This electric vehicle travels on rails through the

city centre. (4) ; Yy
2 Buy this form of identification so your bus, train or .

underground tickets cost less. (6, 4) 2 T} l | ‘ ‘ ,
3 Leave one form of transport and get onto another. (6) 3 i
4 A railway on a steep hill pulled up on cables. (9) 4 F e | l I
5 Usually between eight and twelve people can travel : l M ‘ | | s

together in this. (7) . R
6 The place where boats or small ships can let —

passengers get on or off. (4) 7 C ,,i I | | !
7 The large, open central part of a railway station or 8 EVI s

airport. (9) 9 R e

o0

This vehicle travels on just one rail. (8)
9 The way that you follow to get from one place to
another. (5)
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BB Giving directions

Underline the odd one out. Explain why.
road hill

footpath track

conference room castle townhall theatre

......................................................................................................... e

rose garden terrace car park changing room

........................... i adaaei s Ta R rraEa e R R NN NT AR AR A A g AN LR Naicse s,

follow continue go straight

corridor

lift

stairs elevator

turn across along towards

2 Underline the correct verb.

Get | Take | Follow the signs for the fitness centre.

You can take / follow / go the lift or stairs to the fourth
floor.

Go / See | Follow across the terrace if you want a drink in
the bar.

Continue [ Take / Turn along the corridor and the fitness
centre is on your right.

As you follow / come / turn out of the changing rooms,
the hair salon is on your left.

Take | Follow [ Turn left outside the hotel to get to the
car park.

As you enter the hotel, you'll get / turn / see the lifts on
your right.

Walk along the path until you see / come / go to the
garden.

Afier the business centre, fake / go / leave the second
door on the right.

3 Lookat the diagrams. Use the prepositions to complete the directions.

1

2

28

to along up on across into past through straighton outof round onto
As you come into the hotel, walk e .. the lobby From the lobby, you can g0 .ecevrcnevccncnees the bar,
.......................... the reception desk. erreesseesssmmnenenes $0€ StEPS AN oo the terrace.
To get to the fitness centre from the business centre, walk 4 As you come ... s the main door, follow
.......................... the shop and restrooms, then continue the path ......cccconeenee. the front of the building. Go
....................... ... down the opposite corridor - it’s the last ceeermssesmmnnnnnennene: the hotel and you'll see the Golf club in
doOr .o the right. front of you.
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& 100k at the map and read the description. Then write the name of places A-].

Follow the road outside the hotel into
the village. There are some shops on
the right. The newsagents is next to
the fruit and vegetable shop. Continue
past the supermarket and the bank and
the railway station is along the road on

your left. Continue under the railway

bridge and you’ll pass the church on
your left. At the junction, turn left
into Albi Road. Walk along the road
towards the school. Opposite the .
school, take a narrow path to the left L - ; \:;gt:g&
and continue through the wood. After : Vo
leaving the wood, cross a bridge over
the river and go straight on till you

come to the castle. From here you have

a wonderful view.
A s SN
C et Do
B F oo
G e H oo
I i T i,
5 RN Write the words Complete each sentence with one of the words from the table. Add s if
in the correct column. necessary.
art shop tearoomn wide 1 At night time, tourists enjoy looking at the ..o on the boats
lantern windmill narrow in the harbour from the top floor of the hotel.
cottage wind turbine Be careful walking on this path — it’s VEry ...
3 You can see lots Of . on top of the hill. They re used to
Nouns Adjectives produce electricity.
4 Atthe e, in town you can buy some very beautiful
paintings.

5 The Champs Elysées, a famous shopping street in Paris, is very

6 In this part of the island there are a number of small ...

which are used for pumping water onto the land.
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¥ Meeting customer needs

1 Use the clues to find what is important in the 1 ( E i
hospitality industry. 2 g it
1 To do better than expected. (6) 3 % ‘ J
2 The achievement of something you've been trying 4 ‘M T
to do. (7) et
3 A road going onto or coming off a large road. (4, 4) > L iii
4 A major road, normally with four or six lanes. (8) 6 T \ | l J
5 Make a note of something in the hotel diary. (3) 7 | B \ { et
6 Make something better than before. (7} 3 ‘B | | l | l
7 Amount of money you plan to spend on 9 1 ‘ ;@
a project. (6} T
8 A big formal party to celebrate something. (%) 10 w siis -
9 A guest may have .ccconnn. needs because of diet, (7) 11 2 ‘ l l J
10 The customer wants a ............... call early tomorrow 12 | S | ‘ | 1 \ \ St
morning. (4-2)
11 Where two or more roads meet in a circle. (10}
12 Happy with the service provided. (9)
2 Match the guest’s requests 1-8 with the responses a-h.
1 [¢] We don't seem to have any soap in our room. a Tl see if our babysitter is available.
2 ] We need to get up at six oclock tomorrow morning. b I;:Lk;sg{essg }}ila Eoﬁofltfzﬂﬂgru;tj;n the
3 [_] Were going out this evening, so we need someone to sit with ¢ Tll book a wake-up call for you for 6 a.m.
the children. d Well send it to the laundry. If1l be with
4 [] Were arriving by car tomorrow and need directions to the hotel. you in two hours._ .
¢ Il ask housekeeping to bring some to
5 [[] Do we need a permit to get out of the car park? your room immediately.
6 [] My husband’s shirt needs pressing. f Yes, I'll give you a card. Here you are.
] . ) . g You need to come off the motorway at
7 I need some help with my suitcase. It’s in room 339. exit 30. Then ...
8 [ We need a taxi to get to the town hall this evening. We need to h Tl ask the porter to come and collect it
be there for 8 p.m. for you.
3 Complete the sentences with the correct verb form.
1 You..reedtoaitend  toa guests request immediately. 5 Does the dress .cneree too?

a need attending b need to attend ¢ need attend
2 Thank you, but We ..o any help with our
luggage.
a dontneeding b need ¢ don’t need
3 If you want to go on the trip tomorrow, you
........................... places in advance.
a needtoreserve b needreserving ¢ need reserve
O a parking permit for the hotel car park?

a Dolneed b AmIneeding ¢ Dolneedto

30 | Unit14 Meeting customer needs

o

a needtowash b need wash ¢ need washing

Rooms 214 and 215 corevrceeeee before the summer.

a need painted b need painting ¢ need to paint

The guests in room 580 ... to room 103.

a need move b areneeding ¢ needtobe
move moved

The waiter ... drinks to table 6.

a needs bringing b needstobring ¢ need to bring



& 100k at the pictures and complete the sentences
with the correct form of need and the verbs in
brackets.

2 FranK .. (repair) the lamp

3 The toWels oo (change)
today.

4 Chef e (wake up) early
today.

5 The Shirt .ceeecrenseerrmsessressssrens (iron).

6 Thetable i, (set) before

the guests arrive.

5 Read the text and answer the questions in your notebook.

xxxxx P g,pgweaw -
aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaa

mmmmmmmmmmmm G R BB WS oy a P
w,,mw&&,p@,«ymynvm*wa»aa«ms» o M e

wwwww

= AS HOTELS try hard to attract more customers, they offer services whichare 3%
--.  different or unusual. In Germany, _t_his includes letting guests watch whatis  :¢
:7: happening in the hotel kitchen on their television 24 hours a day. In some bt

‘:>  areas, guests can use their room identification card for free public transport, =2
P Y - e e

22 whilethe manager of anether hotel takes his guestson a free historicaltour =%
35 to visit mterestmg bunldmgs in the area. For guests who en;oy hiking, one !

hotel offers to bring a herbal footbath to the guest’s room, while another _ :g
i hotel brings hot food to the rest place in the countryside. 4 B
x . In America, a special family deal includes a visit from ‘the ice cream *
l man’, whe will make 'whatever the children request. A full pet service is ,
i also on offer. There are pet beds and toys as well as-a special dog menu’ i
i anddog room service. At one hotel, guests get a personal wake-up service, i}
= A member of staff enters the guest’s room, opens the curtains, serves - =3
breakfast in bed, lays out the guest’s clothes and fills the bath with water éi
i Personal concierge services have alsa become poputar. The concierge takes  =:

el guests shopping, takes them to nightclubs or expensive restaurants and in-. 2%
©e one hotel, even delivers a selection of hand-made soaps. SRS _:' sl e

Wi o
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Choose the best title.

a Strange services

b Guests at luxury hotels can
expect luxury service

¢ Giving luxury room service

Why do hotels offer such special

services?

How many special services at

German hotels are mentioned?

What special service is aimed at

children?

Which special service do you

think will attract the most guests?

Describe a special service that

you have experience of or design

a new special service you think

would be successful.

W More words to use:
the same order in the text.

The hotel offers lots of services so people will want to come and stay (v).
This type of service is different to what is normal (adj).

You need this to prove who you are (n).

This kind of tour is connected to the past (adj).

You can put your feet in this when they are very tired (n).

The visit from the ice cream man is part of the family deal (v).

This is just for you (adj).

A number of different things from which you can choose (n}.

o e B R | " S I O )

attract

Find words in the text to match the meanings 1-8. The words are in
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Complaints and apologies

1 Write the words in the correct column. 2 Complete the dialogue between an angry guest and the
restaurant manager with sentences a-g.

changeover exhausted freshen up
high season maintenance priority a Hmm, that’s not good.
reassure resort surrounding b Then can I offer you coffee and liqueurs in the lounge?
sympathize transfer unacceptable Obviously, there will be no charge.
¢ 1 understand. I'm sorry, but we've been very busy this
— evening.
Verb Nouns Adjectives

What seems to be the problem?

e You're quite right. Please accept my apologies. Have
you had coffee?

f Ifyoud like to take a seat in the lounge, I'll get the
waiter Lo come and take your order.

g Isee. And what is the problem exactly?

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

Choose the best word from the table to complete the

sentences. GUEST: I want to complain about the standard of

service in this restaurant.
1 You can use our courtesy room 10 .o 2

MANAGER:  oooveovsosseseseessessessseessssesaseasssmarsessssnsas sesrsressesasssesssesusesecsnes
before lunch.

) ., . GUEST: We had to wait over thirty minutes before
2 The service has been very poor - its been quite .
the waiter took our order.
; W """"" t """""" '] Ith but 1l mak MANAGER!  ovvvrvveessssssessssssssssessseas sssssssssssssassss s 3
e are trying to clean all the rooms, but we will make . .
ying ' GUEST: We've had a long day and we just wanted to
YOUT FOOM & cooovvvrrrmmmamsnsesssssssrsn : cat
4 Here’s a map and some information about the ' A
MANAGERS  oooeeeeveveesesesssassesesssrerareressass e ssbss s s
................................. area. : . .
. ) GUEST: But thirty minutes is unacceptable.
5 [I'm sorry for the delay. I .o with how 5
* focl MANAGER!  cooooorovvsvevscemsmssssssssseseos sersresssssmsmssmsrmssssstsssssssssssssssssssssses
ou must feel. , s .
Y . GUEST: No, we haven’t. We didn’t want to wait
6 'The tour operators have decided t0 wnnrvvrvviiiininicininnns . .
another thirty minutes!
some of the guests to another hotel. 6
2 The hotel is fully booked in MANAGER!  coorerovsscrsssseessssssssessessseecerroneesssssssssmssssasssssss st st st
€ notel 1S TULY DOOKEU 111 . . 3 P .
) _ Y _ ) GUEST: Thank you. That's more like the service we
8 This town is a beautiful beach i and is
i . expect here.
perfect for family holidays. ;
MANAGER!  ovvvvvovovseeeessmsasseresesssssesssssersmssssssssssss st ssssssssssssssssnes
GUEST: 'Thank you.

3 Underline the correct form of the verb and complete the sentences with for or since.

Arte’s work / worked in this hotel ....$#1€€.. January. 5 Ken hasn't written / wrote a letter ... ages.

2 Ihaven't saw / seen the general manager ...........c..... 6 They've taught / teached us important things ...
several days. we arrived here.

3 Its a long day today. I've been / be at the reception desk 7 The guests haven't had | hasn't have their room
................... seven oclock this morning. serviced .................. yesterday.

4 Peter’s spend / spent time helping the conference team 8 He’s serve / served guests in the Harbour Restaurant
................... he came to Madrid. cosrrreseseene. [OUT YEATS.
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& Make sentences and questions in the Present Perfect by putting
the words in the correct order and the verbs in the correct form.

how long / Mr Mares / at this hotel / work?

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

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

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

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

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

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

have / how long / two Michelin stars / a chef with / this
restaurant?

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

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

5 Use each word once to complete the text.

since yet already just
yet since recently twice

I've wanted to work in the hospitality industry

hotel one day. I've ... 2 worked in
several different areas of the hotel. I've worked
in the kitchens and in reception, and I've
worked in housekeeping ............... 3 — the

first time in Switzerland in 2008 and the
second time in France last year. I haven't
worked as a wine waiter ................. 4, but [ve
made plans ................ > to go and visit the
vineyards in France and Germany with a
friend, who T've known ................. 6 college.
[ haven't worked in reservations............... ,
but I'd like to get that experience soon. In fact,
| T, 8 applied for a job in Berlin - I'll
hear tomorrow if I've got an interview!

Now write a similar text about yourself in your
notebook.

BE® Make adjectives from the letters in

'The bathroom tap is constantly pingprid. ...
a: Why hasn’t someone taken our order?
B: I'm sorry, but we're thosr-edaffst tonight.

This food is dreadful. It's ateableurt. oeeevceeenn.
Could you send someone to look at our bath? The drain
is klboced. oo,

| &
>
|
‘a
| g 2
/ ! )
S\ ¢ S
W 3 - {
&
)

This glass has lipstick on it. It's tydri. . - U
The centre of this fish is hard - it’s still rzofne. & ; ;
/‘/ &
I could cut my lip on this glass. It’s edrackc. .ol :
Look! There's a big brown coffee mark on this tablecloth.
It's afedtsn. ..vverovercrereenne. e ; 5 ( @ :
10 'This towel shouldn’t be in a guest’s room. It’s rotn. it Y SR ¥ :@/
e e =
- - - : )y t \%J
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i3 Mistakes and problems

1 Make pairs of opposites. 3 Put the words in the correct order to make expressions to
. X reassure customers.
uhavailable  convenience relax
on time upset correction 1 something / out / ’'m sure / can / we / sort
mistake make clear  solution T'm sure we can sort something Out: . ....mrrvco
available WOrry complimentary
happy problem inconvenience 2 worry/to/ not/try
full price confuse QElAy | b

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

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

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

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

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

2 Complete the sentences with the most appropriate
word from exercise 1.

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

i Someone madea.....Hstake . and the wrong

rooms were allocated. 3
2 The guest had an important meeting the

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

following day, 50 she Was Very ... 9
that her flight was cancelled.

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

3 When you are dealing with customers from 10
all over the world, it’s €a8Y 0 i

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

names.

4 The waitress explained that the restaurant was
&y Choose the best response from 1-7 in exercise 3 to deal

short-staffed that evening and apologized for the ) :
with the customers’ problems. Use each response once.

................................. in service.
5 The hotel arranged for ... flowers a We booked a table for eight oclock. It’s now eight
and chocolates as an apology for the mistake. fifteen.
6 Unfortunately the airline was fully-booked, so b I'm not happy with my room.
there Were 110 SEALS covwrrrrrrrerercrecssnnnnns on any flight We've been waiting 25 minutes for our table.
that week. . ,
7 To make up for the .. of the delay T asked for a balcony with a sca view when I made the

) il ) reservation, so I don’t want this room.
in checking in, the guests were offered a meal in
It’s very upsetting. We've stayed with you many times

the restaurant.
before and never had these problems.

8 The receptionist told the guests not to
I've got to get home, but all flights have been cancelled

................................. . She would sort something out.
for this week.

9 She listened to the guest's explanation

O O o Ooog By

You've given us rooms without disabled facilities and
not adjoining.

of the problem and quickly sorted out a g
................................. by changing the room.



5 Use the prompts in brackets to complete the

polite questions for the responses.

A: Do you know what time your flight leaves

(what time)?

Our flight leaves at 11.15.

Could you tell me ...
................................. ? (what)

My contact number is 00392 15678901,
Would you mind telling me .......ooccormmrrvviimnrreannnn.
............................................... ? (what advice / give)
The airline told us to call about the luggage
later.

Could you let me KNow ...ccccccvrevcconnncrcrernnnirnn,
.............................................................. ? (what time)
Wel arrive at around six oclock.

Do you remember ...,
............................................................. ¢ {who)

I don't remember who checked us in.

Can you explain ...,
.................................... ? (exactly what / problem)
Well, the rooms are not what we booked. No
balcony and no sea view.

Do you KNOW e s mssisronns
............................................................. ? {when)

We received the hotel's confirmation

email three weeks ago.

6 Use each word once to complete the sentences.

apologize apologies
problems make up for
happened delay

accept solution
mistake complimentary
room allocation  again

Dear Mrs da Costa

Please........ aceepr.......l My SINCETe woeenerrsommmnerscncceran 2 once

................................. 3

I am very sorry that this ... * and that we were

unable to find @ .o, 5,

T would like t0 Offer YOU & ovvrrrrcccccnnreesennecs! 6 weekend as our

guest at the hotel to ..o 7 the poor service you

received last week.

Thank you for your recent email.

Firstly, the long ... 8 in checking you in and then

141 TR ? OVET YOUT ovrvrecrnernnrceessee 10,

We assure you of our best service in the future.

S (OO U for all the ..c.eeereeseeeeerecceres 12 you
_experienced during your recent stay at our hotel.

Best regards

'The Manager

Now put the sentences in the best order to make an email apology.

d 200 300 a1 s 6 1 7 [

Write a similar email apology in reply to a guest’s complaints
about recent poor service. Offer a free night in one of your suites.

room not cleaned properly / poor service in breakfast buffet /

long delay checking out
8 Use the clues to help find eight words connected with VQB L INDAVS A]J
disability in the puzzle. Look P, > and 2. K712 GGMWETUH S
1 I'm unable to see. LAMEVUSHDTTEF
2 I'm unable to hear. TLQECBCEG] AL
3 Icant walk ly b 1 injured i
can't walk properly because my leg was injured in an O0CTBTLEUTIRL
accident.
4 I can't see, so this animal helps me find the way to places. DEAFUTNLIUTILIT
5 'This thing is long and thin, and supports me when I walk, PDNRPS ZCDTNP
6 Isitin this and someone can push me to where I want to go. X I CZGXUHETGH
7 Thave two special sticks that I put under my arms, to help NHRQHXTEADRAM
me walk.
8 I put this in my ear to make sounds louder. resHHTDbsS 1oP 1M
MMUD]JPARGGDYV
WALKTINGSTTICK
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1 Underline the correct word or phrase.
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All air passengers collect their luggage from lost
property | the baggage carousel when they arrive at the
airport.

Luggage should be clearly labelled / packed before you
travel.

If your luggage is missing, the airline ground staff /
consulate will advise you.

If you lose luggage, it’'s important to keep the label /
reference number that the lost property office gives you.
To get a new / replacement passport when yours is
lost, contact your nearest consulate or embassy.
Check all your belongings | rucksack before you report
the card stolen.

Call the airline ! airport staff to reconfirm your flight,
as flight times sometimes change or are cancelled.

In hot weather, people are more likely to faint /

fall down from the heat.

In an urgent | emergency, call an ambulance.

If somebody collapses with chest pains, it may be a
faint [ heart attack.

Match 1-8 with a-h to make expressions for giving
advice or reassurance.

If they find your bags,

I'm sorry to hear

Don't buy replacement items today
If you feel nauseous,

When did you last

I could contact the airport

CoUdoUil ]

Have you checked all
[ ] IfI spoke the language,

see your passport?

Td call them for you.

your pockets?

unless it’s urgent.

they'll send them direct to the hotel.
for an update on your luggage.

it’s best to sit down.

your luggage is lost.

Unit 17 Giving advice and assistance

sWll Giving advice and assistance

3 Make a first and second conditional sentence for each

situation, using the prompts and if or unless.

a If you lose your passport, what will the airport do if
they find it?
they find / my passport / they call / hotel
If they find my passport, theyll call the hotel,

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

b What would you have to do if they didn’t find it?

they not find it / I have to / contact my embassy
If they didn’t find it, I'd have fo contact my embassy.

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

a Your rucksack is not a safe place to keep all your
valuables when the zip is open.
your rucksack / not be secure / you close the zip

b What would happen if the zip wasn't closed properly?
the zip / not close properly / somebody steal from me

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

a Someone has fallen down in the Jobby. Will you call
an ambulance or not?
I not call an ambulance / it be serious

b What would you do if an elderly person collapsed in
the lobby?
an elderly person / collapse in the lobby / call an
ambulance

a Tt’s always useful to have a phrasebook when you are
travelling.
you take / a phrasebook / it help you / with difficult
situations

b They don't speak the language, so it’s difficult to
explain,
they speak the language / it be easier / to explain

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

a Your suitcase hasn’t arrived. What will you do? Buy
some new clothes?
I not buy / anything / it be really urgent

b What would you do if you were me?
I be you / I wait / to speak to your tour rep

.........................................................................................................
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Read the text and answer the questions in your notebook.

When you are in shock, not enough blood circulates to the brain.
If the brain does not have enough oxygen, you feel dizzy and
disoriented’ and will possibly faint.

What to do if someone is in shock or fainting

1 The person should lie on their back with their feet raised, to
make sure enough blood gets to the brain.

2 Make sure the person is warm, in a comfortable position and
covered by a blanket if possible.

3 Do not give them anything to drink as they could possibly

What everyone should know choke.

Shock may occur: B 4 If the person feels nauseous, put them on their side in the

- after an accident . - recovery position to prevent choking.

+ after a serious infection : .5 Ifapersonis badly in shock or icoks really unwell, they must be
« after a serious burn. treated by a doctor. Call an ambulance.

ldisorientated you don’t know where you are

What happens to the blood circulation whenyouare = 6 Why is it not a good idea to give them a drink?

in shock? 7 What is the best position to put someone in if they
How does this make a person feel? also feel sick?

What is the best position for a person who feels faint? 8 Why is this helpful?

Why is it important to raise their feet? 9 What is it best to do if the person really doesn't
What are three ways you can care for someone who look well?

is in shock?

5

Across

3
5
6

8
10
11
13
14

Down

ST R e

10

SO Use the cluesto
complete the crossword.

Covering for a small wound. (7)

A flow of blood from the nose. (9)

To be unable to breathe because something’s
stuck in your throat. (5)

An arm or leg joint out of place. (11)

Your body shakes violently. (10)

A broken bone. (8)

Feel this to check a heart beat. (5)

An open cut. (5}

Blood flowing from a cut. (8}

Lifting heavy bags causes this. (6)

Fainted. (11)

Strip of cloth wrapped around an injury. (7)
To twist, not break, a joint. (6)

A section of a hospital. (6)

The result of touching something very hot. (4)
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Telephone communication problems

Use each verb once with one of the prepositions to match
the definitions 1-6.

break call cut up down

break speak  read off back
stop working break down
return someone’s phone call
lose clear phone communication s
talk more loudly e
repeat important spoken information ...
be disconnected

Complete the sentences with the correct form of the two-
part verbs from exercise 1.

I asked her to......5Peak 4P her voice was so faint [
couldn’t hear what she was saying.

He was giving me his details when we were suddenly

................................. and I had to call again.

If 2 hire Car .. , the company will get a new
one to you straightaway.

‘The signal is really weak here. T ............. {(o I

from a landline in about an hour.

When you give your address over the phone, ask the
other person to ... [ to you.

I'm afraid the signal is ... at the moment.
Can you repeat that, please?

) o
ot e
o~ .o

%%

o e
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a7 #
s
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Unit 18 Telephone communication problems

3 Complete the sentences with the correct Active or Passive

form of the verbs in brackets.

The receptionist ............. told ... (tell) them that their
rooms would .......... beheld ... {hold).

The signal ... (be) weak and they
....................................... (cut off) in the middle of a
conversation.

(@ TILSE 1 114 11 R—— (just delay), so we
....................................... (arrive) at 8 p.m. instead of 6 p.m.
....................................... (that spell) with F for Foxtrot?

The receptionist wwisessecssicersein (give) very good
directions, but the MOLOrWay .....cccmmieimineeinnnns (close)
because of an accident.

GUESES covvvvevescrcemssessssssarssnens (usually send) a confirmation
email when they i (book) online.

Rewrite the sentences in the Passive but do not say who did
the action.

They asked the receptionist a lot of difficult questions.
The receptionist was asked a lot of difficult questions.

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

Is the hotel giving the guest flowers and champagne to
make up for the mistake?

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

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

Did the receptionist offer her another room with a
balcony and sea view?

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

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

The conference organizer asked the delegates to register
their attendance.

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

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

The organizers have planned for the event to finish at
five oclock.

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

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

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

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

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

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



5 What expressions can you use to help with a difficult call in these situations?

1 You can’t hear the caller very clearly.

2 Someone is speaking too fast.

COULA YOU crricrrrrrrirrraeeccrnncrereeetisissas s ssssssassssss s ?
3 It’s difficult to understand what someone is saying, so you want to hear it again.
COULd YOU .ot ?
4 The line is not good. |
|55 s WO B 4 5 LT )
5 You missed the person’s name.
|1 S s TAIAMt s isseeses .

6 You want to be sure you have written the name correctly.
Could YOU o ecnrrenmr e snnss s ?

6 Read the text and answer the questions in your notebook.
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1 Which group of people often speak very
quickly on the phone?

2 What is the best thing to do straightaway in
this situation?

3 What is one very successtul method for
getting speakers to slow down?

4 Why do we sometimes say we've understood
when we haven't?

5 What final thing can you try?

6 Why is an apology a good idea afterwards?

7 QRTINS Underline the odd one out. Explain why.

1 extension coverage signal range  roaming -
2 crackling noise signal interference ;
3 landline mobile cell phone satellite phone ;
4 handset receiver engaged hands-free set -
5 beep ringing dial tone charger ;
6 voicemail letter email text message -

the others are mobile service

........................................................
.........................................................
.........................................................
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Il Conference and meeting enquiries

1 Complete the crossword using the clues below.
Across

3 These doors move on tracks. (7)
5 Person who attends a conference. (8)
6 Very large notepad on a stand. (9)
8 Food and drink in the breaks. (12)
12 Space for smaller meetings. (8, 4)
13 Different types. (7}
14 Divide a room into two. (9)
15 Sound, visual and broadband
communication. (10)

Down

Conference session with everyone there. (7)
How many people it can hold. (8)

Windows provide this inside. (8)

Designed and built for a particular use. {7-5)
A price given for a job or service. (5)
Position of tables and chairs. (6)

Tables and chairs are around the table,
................... style. (9)

.
— S ND N e b=

[a—

2 Use words from exercise 1 to complete the sentences.

1 Canall......delegates . please register with our staff at the
conference reception desk?

2 Conferences usually begin with a ... sessiomn,
where everyone is given a programme.

3 The e of the room depends on whether the
group are having a training session, a meeting or small
group activities.

4 Most people don't like spending all day in rooms without
windows and no natural ... .

5 If you want to divide the room for small discussion groups,
just pull the ..o, doors.

6 Our new conference suite has just opened. It’s
................................. and has all the latest multimedia equipment

7 For a reception party, the i of the main hall
is 500.

40 | Unit19 Conference and meeting enquiries

3 Underline the correct word.

I This is the conference reception / boardroom,
where everyone registers when they arrive.

2 T'll take { direct you over to the conference centre
and explain | show you round.

3 We can talk / discuss any details at / over the
phone or by / in email.

4 How much [ many delegates can sit it / it seat?

5 Sitting [ Seating capacity depends on / looks at
layout.

6 Boardroom style / programme they seat 25
comfortably | comfortable.

7 Al the breakout | break rooms have flipcharts
and writing boards | whiteboards.

8 The big rooms easy / easily seat 100 theatre style.
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1

Across

3
5
6
8
12
13
14
15

Down
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1

40

Conference and meeting enquiries

Complete the crossword using the clues below.

These doors move on tracks. (7)
Person who attends a conference. (8)
Very large notepad on a stand. (9)
Food and drink in the breaks. (12}
Space for smaller meetings. (8, 4)
Different types. (7)

Divide a room into two. (9)

Sound, visual and broadband
communication. {10)

Conference session with everyone there. (7)
How many people it can hold. (8)

Windows provide this inside. (8)

Designed and built for a particular use. (7-5)
A price given for a job or service. (5)
Position of tables and chairs. (6)

Tables and chairs are around the table,
................... style. (9)

Use words from exercise 1 to complete the sentences.

Can all ... delegates please register with our staff at the
conference reception desk?

Conferences usually begin with @ ... session,
where everyone is given a programme,
The e eresranin, of the room depends on whether the

group are having a training session, a meeting or small
group activities.

Most people don't like spending all day in rooms without
windows and no natural ... .

If you want to divide the room for small discussion groups,
just pull the . doors.

Our new conference suite has just opened. It's
................................. and has all the latest multimedia equipment

For a reception party, the s of the main hall
is 500.
Unit 19 Conference and meeting enquiries

3 Underline the correct word.

1

This is the conference reception [ boardroom,
where everyone registers when they arrive.

Tl take / direct you over to the conference centre
and explain / show you round.

We can talk / discuss any details at / over the
phone or by / in email.

How #uch / many delegates can sit it / it seat?
Sitting | Seating capacity depends on / looks at
layout.

Boardroom style / programme they seat 25
comfortably | comfortable.

All the breakout | break rooms have flipcharts
and writing boards | whiteboards.

The big rooms easy / easily seat 100 theatre style.




pl)l Handling payments

1 Use each word once to complete the sentences. 3 Match 1-8 with a-h to make sentences.
swipe supplement  account 1 [e] Illjustdo a your PIN.
exchange rate itemized currency ) ]
overcharged forgeries queries 2 [] Herés an itemized b into the machine?
3 [] Thatcomesto ¢ your card.
1 The money a country uses to pay for local
4 Oh, I do apologize - d it’s our mistake.
goods and services is called ... SHITENCY ... L poiog
2 Money, documents or signatures copied and 5 [] Can you put your card e aprintout for you.
used as originals are ... 6 [ ] Now enter f $265.
3 AN e is the price at which one 7 [ That’s gone g list of calls for your room.
currency is valued against another.
Y & , 8 | You can remove h through.

4 A COMPANY .oooormmmnrmisseassensirinins isan

arrangement between a hotel and a company

for paying bills. &4 Put the sentences in the dialogue in the correct order.

phone calls and bar bills. GUEST: Yeah. Is this the right way up?

5 If you want to see exactly how many calls you a || GUEST: Right. Thanks.
made, ask fOr an ......oeiccenns bill.
6 The hotel e B lsas | b [ ] receprion: Onemoment. I'll check for you. You're right.
.e ote — R me for me s‘as ‘The amount has been entered twice. I do
paid for dinner in the restaurant every night. apologize. The total now is $343. How would
7 Reception often takes a ... ofa you like to pay?
customer’s card when they check in. ¢ ) cusst: Mmm ... I dor’t think the bar amount is right.
8 Travellers who are on their own may have to ; ,
ov a sinele room {n hotels d ] receprion: 'That’s fine. Now enter your PIN. Good. That's
pay BIE TOOM s ' gone through. You can remove your card.
9 MOSt CUSLOMEY ..ovvirivvirrmsnercecrcrsssins are about O
e

RECEPTION: Here's your receipt. We hope to see you again

soon.
2 Underline the correct word or phrase.

{ The customer asked for his printout / bill as g GUEST" Id like to check out, please. Room 424.

he wanted to check out of the hotel. h
2 The list at the exchange bureau will tell you

rRECEPTION: OK. Can you put your card into the machine?

0001

how much the dollar pays / is worth in local ' GUEST: 'l pay with my Visa card.

currency. j RECEPTION: 424. Certainly. I'll just do a printout for
3 The amount [ account on the left is the cost you, Mrs Wong. So, that’s two nights

per night. The total cost for accommodation accommodation, one dinner, the bar and

is on the right. room service. That comes to $360.

4 Sorry, 've made a mistake with your change.
I give | owe you another 20 euros.

5 Reception usually makes | handles all the bills 5 How do you say these in English? Write your answers in words.

when guests check out. 1 33 HHTEYTTRTEE | e

6 You need to keep your PIN / expiry date 2 023 ——————

number secret, 0 no one can use your card. 3. 15,000 e s

7 Company accclounté ?re sent off every week 4 490,316 e
for payment [ invoicing.

8 T'm afraid your card is wrong / invalid as the 5 5,000,106 e e

expiry date has passed. 6 E20.80 e s

7 8125.55 e e

8 €] = USHL.3T v csmems st s snamsbat bt bbb

42 | Unit 20 Handling payments
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Read the text. Then read the sentences and underline true or false.

cost of communications,
including the business centre,
is included in the room rate. As
one forward-looking hotelier
said, "Time is money and time
taken away from the customer
entering codes or credit card

complimentary
numbers is not the highest

. .
I l
level of service.” Another way

IN THE PAST, hotels made a of the hotel business has had ~ hotels can add to service is by

Offering

lot of money from charging to find new ways of making improving cell phone reception
for in-room phone calls and money and to charge fees for ~ so you always get five bars

fax and business service. using the Internet. wherever you're staying.

Now, so many business and In many hotels nowadays, It’s expensive for hotels to
leisure customers travel in-room communications set up, but guests love it. The
with their cell phones, are handled by the rooms payback comes when guests
BlackBerrys and laptops that  division. Customer care is return for a second or third
this communications division = more impoertant and the time.

o =N e R

e S E EEE B e E T TR

Hotels didn't use to make a lot of money from in-room communications. true/false
Because travellers often have their own communications systems, many hotels are
looking for new ways to make money. true/false

Many hotels charge guests for using the Internet. true/false

Forward-looking hotels charge for in-room communications. true/false
Communications excluding business services are included in the room rate. true/false
Entering codes and card numbers is time-consuming for the customer. true/false
Improved cell phone reception isn’t another high-level service. true/false

Payback time is when guests book again with the hotel. true/false

7

1

TR R Match the currencies with the countries and write the country adjective (alphabetically) and currency.

krona dinar dong peso pound rupee rial bolivar Australia  Chile Croatia Czech Republic Egypt India
new lira kuna zloty dirhan koruna dollar franc Iran Morocco Poland Serbia Sweden Switzerland

Turkey Venezuela Vietnam

Australian dollar. B ooeeeeveeeeeessmesess s D e

Unit 20 Handling payments 43



Explaining and training

1 Match the verbs and phrases to make instructions about 2 Use cach word once to complete the sentences.
kitchen safety and hygiene.

roll out glaze hazard overlapping
1 [i] Wear a the kitchen rules and regulations. I:%ﬁ:ll-zination stiff whites zero tolerance
Scrub b long hair. _
Tie back ¢ clean whites every day. 1 The trainees changed into their ........ whites ... before
they started work in the kitchen.
Report d the guard is on the meat slicer. 2 Chef has a e policy towards anyone who
Wash e all the work surfaces. doesn’t follow the hygiene rules.

It's important to keep the work surfaces clean to hel
Wear f the correct rubbish bins. P P P
prevent food .. .

any illnesses or infections. 4 Jewellery can De @ . reccmmersenins . It might fall into the
food.
5 Beat the egg whites until they are s .

oS

Keep
Follow h food if your hands have open cuts.

U l -
s¢ i acp S the pastry and cover the bottom and

Don't handle j raw and cooked foods separate. sides of the flan tin.
Check k hands in the hand-wash basin. 7 ChOp the Vegetables ................................. and add them to
the stock.
8 1In French apple flan, the apple slices are ..o

ot
=

ODouoooouo

e
o

and covered IN @ ..o

3 Look at the pictures and complete the kitchen hygiene 1] ! Kitthen Ruies
and safety rules. M 4 AL S

1 You must always follow .the rules and regulations.. e e

R kitchen ..o compulsory. oy ks e

3 AIWAYS orvrerninnn: C1€AN, NYGIENIC i .

YOU CAIE oovevverreeeenressrersessssessmsansens in the kitchen.

44 I Unit 21 Explaining and training



& Complete the sentences with have to, needn’t or mustn’t and the correct form of one of these verbs.

clean wear tell handle wash mop use store

You....havetotell Chefif you're not feeling well. L J (we) the floor after every shift?
................................. food if you've got open cuts. 6 Cooked and raw foods ..o separately.
The kitchen porters clean the rubbish bins. 7 YOU covreccrener the meat slicer when the guard

Wb =
5
o

4 Evervbody .ccccnennniiane their hands in the 8 YOU woorrvceveeecnnerrciiieensseenss your cap in the staff dining room.
hand-wash basin. None of us do.

5 Read the text and answer the questions in your notebook.
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What are businesses using to increase their sales? 5 Why is a website like TrustedPlaces more useful for an
What percentage of customers visit restaurant websites? independent restaurant than Facebook?
Why is a good website important? 6 How can it help with customer care?
What is it important to do after a website is set up? In what ways can you market a restaurant online?
8 How can Twitter be useful to businesses?

[ R
~J

blanch
blend

Scatter over the top.

oo

Slice into thin, narrow strips.

1 Le]

2 [

3 [] Pressto get all the liquid out. ¢ discard
4 [] Throw away. d soak

5 [] Putinto boiling water for a few minutes. e sprinkle
6 || Mix together. f moisten
7 [] Make a circular movement or fold. g shred

8 [] Dampen with liquid. h roll

9 [] Cover with water and leave. i squeeze
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¥l Working in housekeeping

1 Match the verbs with the pictures and write 2 Read the clues and unjumble the letters to find the correct definition.
what the room attendant is doing. ) - -
delois nelni leit sreebadpd
fold air replenish dust ' tokn relin holuprytse gewed
flush squirt polish wipe
] ceramic square on wall around the shower LHE e
2 plastic bag inside the rubbish bin ST SRSON
3 sheets, towels and pillow cases Lieorvevevemenemmerenescssssssssssannas
4 point where something is tied together Koo eeeeermeeccecccsismmrenseenss
5 keeps the door open Worrraersreereesmonieeessmssssssarins
6 curtains, carpets and soft-seated chairs Weanrerereremeenssmsnes oo
7 dirty or marked T
8 the top covering of 2 made-up bed Bliereirveesneesesesssasnsssnsnneres

3 Put the words in the correct order to make instructions to a room
attendant.

1 wipe / can you / with the blue cloth / all the tiles?
Can you wipe all the tiles with the blue cloth?

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

& Tiotels often use outside services to do certain jobs. They have
things done. Complete the text putting the verbs in brackets into

the correct form.
The hotel ... 1s..... the windows .....cleaned . (clean) every
four weeks and ... the CArPELS ..coonrrevscrssrresces 2 (shampoo}
every three months. Management ... the top two floors
completely ... 3 (refurbish) last year. They ..o all
the bathroOms ....oeeerecceennsst 4 (replace). They .ceneen the bar
and Testaurants c s 5 (do) later this year. The manager
e JOYERe) i 175 TR 6 (refit) at the moment. He
.................... some beautiful new office FUrniture ...’
(made) in Italy. It’s arriving tomorrow. Reception ............... the

same style of fittings ...ccccccvnrnnrenn 8 (install} next year.
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5 Read the text and answer the questions in your notebook.

_ WITH ‘179 BEDROOMS and 9 restaurants on 38 floors,

food and beverage upefation with rooms. The executlve
chef headsa bngade of 112 chefs who are supported by
145 frontvof house restaurant and bar staff,

'th;e Mandarm Onentat Tokyo could be described asa .

The city and suburbs of Tokyo have a population of 29
million, which is a huge customer base. The Japanese
have a strong culture of eating and entertaining outside
the home. Often homes are too small for serious
entertaining. o o
Weddings bring in a lot of business with a one-stop
wedding environment, with a.chapel, weddmg costume

* shop, florist and beauty salon on offer.

- The most popular restaurant, Sense, serves almost all -

~Cantonese food, and the original Asian no_o_dle shop has
developedintoa popularltalian restaurant.

Seventy- enght per cent of the people who use the -
Mandarin’s bars and restaurants are tocai with the

-rest made up of hotel gue_sts_. Surpﬂsmgly, many_ : .

weekend guests are local too-— Tokyoites like to treat
themselves at the end ofthe week and check lnto a

: 1uxury hotel

1 Why might you call the Mandarin Oriental a food and
beverage operation with rooms?

2 How many chefs and front-of-house staff work at the
Mandarin?

3 Give three reasons why such a big food and beverage
operation would be successful in Tokyo.

M

What can a wedding package offer?

5 What kind of food do two of the restaurants offer?

6 What percentage of the restaurants’ customers are
hotel guests?

7 What is surprising about many of the weekend guests?

6 T
clues below.

Complete the crossword using the

Across

4 For wearing in the bathroom. (8)
6 Useful if you lose a button. (6, 3)
7 Write a letter on this. (9)

9 You may not want your hair to get wet in the bathroom. (6, 3)

10 Bedding item that’s like a large cotton bag. (5, 5)

Down
1 Step from your shower onto this. (4, 3)
2 His shoes could do with one of these! (4, 5, 5)
3 You can’t write without one. (3)
5 A notice meaning ‘Go away. (2, 3, 7}
8 Put your letter inside one. (8)

Unit 22 Working in housekeeping
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8 Health, safety and security

1 Complete the sentences with the best answer.

1 The hotel has a fire ......... drill ... every month.

a test b drill ¢ training
2 Security can ... someones
movements with CCTV.
a inform b supervise ¢ monitor
3 If you see anything ... , inform the
duty manager.
a suspicious b unreliable ¢ false
4 The receptionist takes a .....cvvemvrmocnen of all staff
and guests at the assembly point.
a note b roll call ¢ check
5 ereereesmmeneestesiines from germs or bacteria can
quickly spread if hygiene is poor.
a Poison b Dirt
¢ Contamination
6 Bveryone must ..o the building as
soon as they hear the fire alarm.
a remove from b evacuate ¢ empty

7 After the roll call, you must inform the fire
service of any ..o .
a misses b failures ¢ no-shows
8 Some cleaning chemicals are ... and
should be kept locked away.
a toxic b contaminated

¢ unhygienic

2 Correct the mistakes in italics and rewrite the
sentences in your notebook,

1 Ifyou feel unwell, let know your supervisor and
home stay.
Never put you in danger.

3 Remember to up put an alarm sign when you're
mopping floors.

4 Someone in the kitchen will play the fire alarm.

5 You should spray anti-bacterial hand gel after
yow've serviced the bathrooms.

6 Always keep toxic cleaners clearly Jocked and
labelled away.

7 Inform you security, so they monitoring the
person’s movements.

48 I Unit 23 Health, safety and security

3 Use the prompts and the correct form of should / ought to to give
two pieces of advice in the situations.

1 1 really dont feel well. (let know / supervisor — work / kitchen)
You should tell your supervisor, You shouldnt work in the kitchen.

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

2 A suspicious-looking man has just gone into the lift. (follow /
man - tell / duty manager)

3 He’s cut himself on the meat slicer. (carry on / food preparation —
see / first aider)

4 There’s an unattended suitcase over there by the door. (inform /
security — touch / it}

5 Theres the fire alarm. (leave / building - check / everyone
OK in kitchen)

6 The cleaning spray is really strong. (use / without rubber gloves -
lock / cupboard after use)

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

&4 Find eight common signs, notices or warnings.
No Admittance

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

‘5, Danger Electric

P — T ————

(Assembly
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5 Read the text and answer the questions in your notebaok.

What is fair-trade?

The term fair-trade refers to a
meodel of international trade
which promotes the payment of
fair prices and improves social
and environmental conditions for
farmers i in developlng countries.

These farmers export products such-

as coffee, cocoa, sugar, tea; bananas,

honey, cotton, wine and fresh fruit.

The Fair-trade Foundation, which

- éndorses! pré)ducts with its logo,

was registered as a charity2 in 1992,
The fair-trade mark is a guarantee’

that poor farmers in the developing .
- world are getting a better deal. ‘
More than 58 countries in Afrlca,- o

Asw and Latln Amerrca beneﬁt

and contract caterers were the first
to take on fair-trade products. In
the past few years, the quality of
products has improved greatly

so that supermarkets and the
hospitality industry are increasingly
buying fair-trade. Two-Michelin-
starred chef, Michael Caines,
believes the movement is playing a
big role in the fight to help people

out of poverty all around the world.

Life isn’t easy for the coffee

growers high in the mountains of
Peru who have to cope with frequent
power cuts, fungus* and changing
f dimaté. Pfojécts have been set up for _'
- growers in Rawanda to have advice '

~at gl:owmg coffee for export The
- women tea-plckers in Sri Lanka
work long hours for little money, but

with the fair-trade. premium they

‘now have electricity in their homes,

from the fair-trade movement. In - from th‘eiyrernyan neighbours so their children can study at night

the UK, colleges and universities who are much more experienced and they can cook with a hotpiate

‘endorses approves Zcharity organization that gives help to those in need
Sguarantee a promise of certain standards *fungus a mould that damages the product

1 What is the fair-trade movement concerned with? 6 Why is the hospitality industry now interested in fair-
2 How do we know products are fair-trade? trade products?
3 What does fair-trade guarantee? 7 In what ways is coffee growing in Peru difficult?
4 Which parts of the world does the movement work in? 8 How have tea-pickers in Sri Lanka benefited from fair-
5 In the UK, which companies and organizations were the trade?
first to buy fair-trade?
6 Make words from the letters in italics to match the meanings.
1 Last night there was a violent storm with very stong winds. rneuchrai . hurricane
2 An official came to check they were doing their jobs properly. OFAEPCSINE .o enreeseeeeneenen
3 'There was a loud bang and the building burst into flames. OXEHIPOS oo
4 Police often carry these when they are on duty. ] R
5 'This very strong wind moves in a circle. HOTEOLA oo
6 'This sets off the alarm when someone enters the building. ETSONS covovrenrerereceeesneseerrnssesenee
7 After the heavy rain, there was a lot of water covering the golf course.  0fod! ......oooovcovvooococcrerece
8 The liquid is toxic, so don't drink it. OSPOPIUSO oo,
9 The little card on his jacket tells us who he is. tdiyinte eagbd ...........ccoonccccccrnnn.
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pJ’8 Countries and cultures

1 Complete the text with the correct words. The first 3 Match the headings 1-5 with the texts A-E.
letter of each word has been given. 1 [ Thebull run 4 ] Religious festival
When you arrive at the airport, go to the check-in 2 D Folk week 5 D Seafood festival
desk first. You have to hand over your luggage, 3 [_] Musical night

passport and your flight ticket. You are allowed to
take one piece of h.9%4................ 1.Uggage........... 1
with you onto the aircraft. Make sure you tie up any

100G S.rovrvvreriererieerisirrnd 2 on your bag Or T 3,

You mustn’t leave your luggage u...........cccoons at

any time. The person at the desk will ask you where

you want to SIt, AN Avrerreererrerererirrnerees ® or a window seat. ALy

Then you will get a bo...cvvvcsiinnen Corermenreensesnsee 6 R R

s0 you can get on the plane, When you go through to Barretos a stnall, sleepy wllage in. Portugal comes

departures, you have to go through security. Your bag, alive the second weekend in August with a- bull run,

coat and anything in your pockets is placed on a followed by a fiesta, Wthh continues late o the

Coremrrvonmrossscrasnnes o SO 7 and scanned. You mght ]0111 the fnendly },OCBJS in th15 tracht:conl o

have to wait in the d..cocrrreecrrecne | OO 8 and -

watch Fhe b.oard t'o find out which g.....oocccrnnriiinnn ? C: mmﬂ% b& Mﬁlg QDQ; géﬂﬁiﬁai @d:m

your flight is leaving from. et :gm";mr Bmteve A SP&JIQ i 1‘;1 ﬁmez &?@ M%l
Weﬁk@miaef Mwﬁf&wﬁ%mmﬁ%}’m

2 Put the sentences in the dialogue in the most logical o dlfig;mtdigﬁég nhny& %Wm;@aﬁ@ Gri

o 2

order. ;?’"fheegéﬁf@@(i 3161‘;9; is »semﬁzﬁf“ ﬁhﬁm

P
i 9
,.mnsys_ ,musc e

orriciaL: [ see. Thank you. Enjoy your stay. n— . T—
There are lots of traditional religious festivals on
the island of Karpathos in the summer. Don’t miss

- the festival of Kyra Panagia on 23rd August at the -

STUDENT: Here you are. ~ smali chirch.

STUDENT: At the hotel. They provide us with
accommodation.

orri1CIAL: Thanks. And where are you staying
while you're here?

sTUDENT: 'Thanks. Bye.
STUDENT: Yes, 1 do_ It’s here. . lt tumsmio a fmk féstlval Wlth tra,dltl(}ﬂa{ fOIk

sounds from all over the World s great: for ait the famﬂy
You can enjoy seas;de Sunshme wath some of the bast‘ folk

O g U

ofFFICIAL: Thank you. Is this your first visit to

Croatia?
muszcxans thefe are

STUDENT: For six months. Here’s my work
permit.
&4 The following phrases have been removed from the texts.
Decide which text they belong to and where you would
put them.

]

orriciaL: Thank you. ... OK, that’s fine. Do
you have a contract of employment?

i orriciaL: Could I have your passport, please?
through the streets of the village
k [] sTupbenT: Yes,itis. ’'m coming to work in a with children’s activities too
hotel in Pula. in the village
] red wine
1 [ oFFiciAL: Right. So you're working here. How fora good price

long are you staying?
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5

Use each verb once in the correct form, (¢0) infinitive or -ing, to complete the sentences.

use apply switch on clean take serve check work

1 Ohno! I've forgotten ......f0.sWitch o the driers in the laundry. Everything will still be wet in the morning!

2 When you've finished ....o.vcovererevecrre. the windows, can you polish the door handles?

3 Did the manager let you .....cccccommcrcrmencees on reception when you did work experience in Paris?

4 Tenjoy e customers in the bar, but I'd rather work in the restaurant.

5 Tvedecided ... for that hotel trainee job.

6 Don't forget the meat in the oven. Keep ....ccccccorevrsrsrrrnnn. to make sure it's cooking well.

7 T'm not sure where the big sieve is. [ remember .......... e it yesterday when I was making pastry, but I
haven't seen it since.

8 Could you help me ... these curtains down?

6 ITAE™Y Lookat the pictures and complete the sentences with the correct words.

1 In some festivals, people build a......cccooovvvcerrreccrcnconnns and float flowers or candles on the water.

2 Food is important and in many festivals there’s a large number of .................. ceneere. 1O ChoOSE from.

3 The tradition of wearing a ........cccomurcernune comes from the city of Venice.

4 At the Edinburgh International Festival you can enjoy listening to some of the best .............oveeeercccie. in the world.

5 Children carry ..o through the streets.

6 In Japan the spring ... on the trees is very beautiful and enjoyed by many people.

7 For traditional dances, people get dressed up in a traditional .......ccccceerrrrrrmrrrecenenece.

8 Tourists can join in the singing and .......c.cccommrmrrcrrrrannen in the village square.

S BB R B . x vt s w o gy
SRSt S Lo PO
s : e
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Exploring different cultures

b

e ~1 U R W

O 4 O el

Match 1-8 with a-h to make sentences about different cultures.

In Sweden, families usually

The best way to understand other cultures is to

You have to be careful about

It's a sign of respect in Japanese culture for people
It’s important to present a business card

It's considered wrong in many countries

In many countries it’s considered polite to take

People should be aware that in Germany it’s against the law to

with both hands in China and Japan.

cross the road when the man is red.

o ™

to lower their eyes.

o o

learn about their history.
to eat with your left hand.
a gift when you visit people.

eat early in the evening.

oty 0

asking personal questions in many
European cultures.

52

Write the words in the correct column. Four words can go in two
different columns.

accept blame culture embarrassing
fault indicate litter save
respect rude sensitive suspicious
Verb Noun Adjective
accept

Complete the sentences with words from the table.

We may not like the way people do things in different cultures,
but we must ... 4¢€PE.. that people do things differently to us.

It’s important to ShOw ..., for other peoples customs
and beliefs.
Tfeel e of people who don't look at me when I'm

speaking to them.
[ dropped a tray of glasses in the dining room - it was a very

............................ situation.
Please don’t drop .......ccooommmerrernceeees on the floor or in the streets.
It’s important to help someone ..riiveeennrn. face so they don't

lose the respect of other people.

The geography, the history, the climate and the religion of an
area are all important in forming that region’s ........ceeeenen.
Please don’t laugh loudly when guests are around because some
people may find that .......cccovivvenne. .

Unit 25 Exploring different cultures

3 Complete the sentences with the correct phrase.

1

a the receptionist for making

b the receptionist to make

c the receptionist not to make

Kelly assured .........comrrereveeinsinnn everything
would be ready on time.
a to the guests that b the guests to

¢ the guests that

The waiter apologized ... the
wine on the tablecloth.
a to spilling b tospill

¢ for spilling

'The receptionist warned ...
their car in the centre of town overnight.

a the guests not leaving

b the guests not to leave

¢ the guests that not leaving

The Porter ...ooveewcoereeeeeveesesiecees the suitcase
because it was so heavy.

a refused to carry

b refused for carrying

¢ refused the guest to carry

The guests asked .uoreveiorrrrcr them
the desert menu.

a the waiter that bring

b the waiter to bring

¢ that the waiter bringing



& Complete the sentences with the most suitable verb and putitin the past tense,

apologize refuse advise ask warn  offer
The manager ... Warned, . the trainee not to be late again or he would lose his job.
The room attendant ..............ccoooevrvvuene to accept any money from the guest as a tip.
The porter ... to carry the guest’s luggage but he wanted to do it himself.
The guest ... reception for a wake-up call at 5.30 the following morning.
The following day, the guest .....cccccrenas for shouting at the receptionist.
The receptionist ... the guests to leave their car at the hotel and take the bus.

5 Read the text and answer the questions in your notebook.

SHOULD ] LEAVE ATIP? :

s W b

Tipping: employees In the service

- industry varies greatly from country

to country and from region to region.
Not all service prc")Vid#e‘r's are tipped

44444444

salaryt’he employee recerves for thenf‘. -
work, whilein others the tip-is the

main part of their- earnings. In many

- cases waiters, porters and bartenders
depend on tips from their customers

for good service and friendly help:
In some places a gratuity is:

“automatically added to the bill. This is

How much do customers normally tip in Australia? 5
How much do customers normally tip in France? 6
How much should customers give a barkeeper in the UK? 7
Why do you think a barkeeper would accept money for a

‘drink later’?

known' asa serwce charge. 10% of the

_ billis added in some restaurants and
_hotels in the UK. tf there is no service

charge, it is customary for customers

- to tip-about 10%. tn‘Australia, South
* Africa.and Mexico-the situation i |s ‘
-similar. In France 15.5% service

charge is Gsually included in the bill
and itis normal to tea_ve €150 for
housekeeping and porters, However,

. in the UK, drinkers do not tip a -
' “barkeeper If-a customer is impressed -

with the service, they should offer to
buy him/her a drink. The barkeeper
will take the tip.in the form of cash to

"have one later’.

Hewever, in somé cwntrtestmpmg
is hot normal practice.In Cnsia Rica, -

 New Zealand and Thailand, tipping

is not usual. In some countries it is
actually ilegal, In Argentina tipping -

. is officially not altowed but waiters
© still expect a'smatl trp, while in Eapan

tips are thought to be msultmg ‘and
should-never be offered.. ~ ~ .

In which countries is tipping unusual?

How do the Japanese feel about tipping?

Find out about tipping in a country you know well
and write a short guide for visitors.

“More words to use

Find words in the text to match the meanings 1-12. The words are in the same order in the text.

To change in different situations (v).
More or extra (n). in

The money you get for the work you do (three words)(n).

The money someone gives you for providing a service

for them (two words) (n}. oo s ereeeesesbeseiessee e rnaes

Always happens in this situation (adv). ...
The amount of money added to a bill for service {n).

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

7
8
9

10

Typical or usual (adj). ..
Like something (adj). ....cccerermeeeeneeeen
Feeling happy with something that is very good (adj}.

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

Not allowed by law (adj}. woererervrrrecrvccreenns
Making someone feel offended or upset (adj).
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Working life

Complete the sentences with a word or phrase from
each box.

involves job

still weeks

time meal

alternate -consuming

memarable conditions

working food

previous a lot of hard work

junk ongoing

My work schedule is very good. We work early and late

and training,

Building up a good business ...

In the UK so many children eat ... \
which is bad for their health.

I think the MOSt oo T've ever had wasin a

restaurant in the north-east of England.

The manager thinks we can develop more ideas for

our current project, so it hasn't been stopped yet — it's

I didn’t have much contact with guests in my
............................ , 50 I'm really enjoying my new job on
reception.

People think that cooking good food takes a lot of time,
but really, it need’t be ..ccinnienennns .

Underline the best word or phrase.

[ quite / really' love my job at the Pacific Hotel. I've
worked | employed® in reception for 15 months - since
1 finished | dropout® my course. [ was luckily / lucky* to
get ajob in such a good hotel. At first I was a bit
frightening / frightened® of making faults / mistakes®,
but the other members of the reception team are really
friendly and helpful. We do early or late shifts / rotas”
alternate | alternative® weeks. The thing I enjoy most
is meeting people from all over the world. Most guests
are friendly and I'm happy to help them but some are
unpleasant and it’s difficult not to be rude. However, it's
really good experiment [ experience’ for me. If things
go | follow'® well, I plan to get a job in Thailand after
the summer.

Unit 26 Working life
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4

Use each word once with a correct preposition to
complete the sentences.

worried
excited

angry famous
pleased used

aware
responsible

The restaurant manager is ....1! esponsible for

all the staff and everything that happens in the
restaurant.

In the UK, Jamie Oliver has become
................................... trying to improve the food that
children eat.

I prefer working on the early shift. I've now got
................................... getting up early.

There have been changes in the health and safety
regulations so we must make sure that all the staff
] (T these changes.

Tom’s going to work in Switzerland for six months
and he’s already getting very ..o, it.
When the porter refused to help a guest, the
MANAZET O wouerrrrerusmareressssasarinnsses him.

The new trainee made some bread this morning
and Chef is Very ... the taste.

Two big airlines have decided to stop flights

from the airport, so the airport hotel manager is
................................... losing customers.

Complete the sentences with good at, bad at, good
for or bad for.

Spending some time in France was goodfor ..
my confidence.

She likes working with people and she’s
............................ motivating young trainees.

Eating too much salt and sugar is ...
your health.

Benito is very careless and hes ......ooooveeorerees
remembering where he put things in the office.
Drinking too much coffee is . you — it
keeps you awake at night.

Everything moves smoothly when shes here. Shes
(5 & SO organizing things.



5 Write an email to an English-speaking friend telling them about what you do.
Follow the plan below.
At the moment, I am working/studying ...
I have been here for ...
The things I enjoy most are ... and ... because ...
The things I enjoy least are ... and ... because ...
The conditions are generally good/bad. We have to ...
The manager/teacheris ...
In the future, I'd like to ...

6 IO CRHONRVES Whose job is it? Match the jobs 1-12 with the tasks a—1.

1 assistant manager a A special cake needs to be made for a wedding reception.
2 [] food and bev erage manager b Theres been a delivery of food which has to be stored safely.
_ ¢ Sauces have to be prepared and made for tonight’s meals.
3 _] cashier d We have to make sure the rooms are all propetly cleaned and
4[] concierge available for guests.
5 [] hall porter e Food has been plated and is ready to be taken to the tables.
f  Some guests would like help with making theatre reservations
6 | executive housckeeper and need information about nightclubs in the city.
7 |:[ laundry attendant g Who takes responsibility when the manager is not here?
8 [ maitre & h The money taken in the bar has to be counted and banked.
i Sheets need to be folded and towels neatly piled on the shelves.
o waiting staff j  'The guests need help with their luggage while they check out.
10 [ ] kitchen porter k  More staff are needed to work in the new bistro and arrangements
11 [ chefde partie need t.o .be made with food and beverage supph;ers. .
1 The dining area needs to be rearranged for a private function, a
12 [] pastry chef buffet and a formal dining room.
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Y@ Job applications

1 Match 1-10 with a-j to make new words.

communication a results

[a—

application b pressure
exam ¢ organized
team d letter
well e skills
under f worker
covering g skills

leadership h certificate

Nooe N [ N R VL

speculative i form

000Dy

—
=

first-aider j application

Lare ,w;;é«w

2 Use eight of the new words from exercise 1 to complete the
job advert.

3 Use each word or phrase once to replace the

phrases in italics.

are ambitious punctual
confident loyal

use your initiative
an enthusiastic person conscientious

is very committed

1 We are looking for ... 4% ¢ithusiastic person

a person who really enjoys their work.

2 It's probably better to join a big company if

£ 1V want to progress up the
career ladder quickly.
3 Its hard to feel .oorcerrrccccsnsnan. relaxed and

sure of yourself at your first interview.

4 If your supervisor isn't available, you have to
..................................... make your own decision.
5 Everybody ... works hard and

puts the interests of the company first.

6 It's really important to be ...

on time for your shift as your colleague is

waiting to finish their shift and go home.
7 HES SO oo hardworking and
reliable that he can work without supervision.
8 By improving their customer care, hotels are
trying to Create a e customer

base which returns again and again.
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Read the situations and responses. Underline the correct form.,

You see a guest in reception and ask about their plans for the day.

GUEST: I'll / I'm going to visit one of the islands.

A guest arrives early and asks when he can check into his room.

RECEPTION: Just a moment, I'll / I'm going to ask housekeeping

when they think your room is going to / will be
ready.

Two students are talking about the grades they need for their

college course.

STUDENT: Well, we'll / we're going to find out tomorrow
because they’ll / they're going to post the results on
the college notice board.

You are worried about your results so your friend tries to

reassure you.

FRIEND:  You studied really hard so you'll / you're going to
pass! I'll / P'm going to call you later to find out.

You've seen an interesting job advert and have decided to apply

for the job.

YOU: I've made up my mind! I'll / I'm going to apply for
that job. T've got the qualifications so hopefully I'l/
I'm going to get it!

You're talking with the restaurant manager about staffing for

the evening.

MANAGER: All the tables are booked so if will / it’s going tobe a
really busy evening in the restaurant.

YOU: Mmm. I'll / I'm going to arrange extra staff if you
want.



5 Complete the application form using the

information in the text.

Valerie has been Head Chef at the Best Group's
Royal Court Hotel for nearly two years. She
qualified as a chef in her native France. She
received her Grand Diplome from Le Cordon Bleu
culinary school in Paris in 2004 and then moved
to Dijon where she worked as a chef at the 5-star
Palace Hotel for one year before joining a 6-star
cruise ship company for 12 months. She then
moved to London and worked at the prestigious
Directors’ Club for two years. In 2009, she joined
the team at the Royal Court in Oxford and has
really enjoyed her two years there, where she
looks after both the main restaurant and the bistro
menus. She's responsible for ordering food, health
and safety and kitchen management as well as
overseeing a staff of 18.

Valerie was born in 1982 in the suburbs of Paris.
She's passionate about quality food and although
she loves her job in Oxford, she would like to get
back to London where she lives with her husband.
Also she feels ready for new challenges, a bigger
kitchen and more responsibility.

Outside work, her interests are cycling and
swimnming. She was a national champion for
under-18s when she was at school.

Name:. Valerie Picard
ADDRESS:. 1% \-ondon Road, Oxford, Uk

TEL. NUMBER / EMAIL:. OTT1994612) valpicard@tiscalicom

DATE OF BIRTH: 1932
PLACE OF BIRTH:.. . . .. . .

CAREER EXPERIENCE — GIVE DATES STARTING WI{TH MOST RECENT

2005-0b Chef for Meditercancan cruise ship company

RESPONSIBILITIES IN PRESENT JOB
Overseeing 18 Kitchen staff
PROFESSIONAL QUALIFICATIONS
OUTSIDE INTERESTS

ANY OTHER INFORMATION

REASON FOR LEAVING PRESENT JOB

T R b T

1o
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Yl More words to
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Change the statements into questions by LEP Match the words and phrases 1-10 with the
adding question tags. clues a-j,
You're not working at the weekend, .47€ Y04 2 1 [] date of birth a A trial period.
I ta last week, e, ?
gave. yoju }‘rour rota fash wee ] 2 [ ] bonus b Not absolutely necessary for the job.
She didn’t listen to a word I said,
__________________________ ? 3 [] surname ¢ Absolutely necessary for the job.
4 We've got some oysters left in the fridge, 4 [] desirable d Extra pay for doing well.
............................ ? 5 I—_—I probation e The day you were born.
5 Youwon't forg?et to call your supervisor, 6 [] temporary £ Upper case.
6 We can take more bookings in the restaurant 7 L] permanent g Perfect person for the job.
tonight, ..o ? 8 ] essential h Your family name.
7 Itisn't very busy for a weekend night, 9 | ideal candidate i Without any end date.
?
o 10 [] capitals j  For alimited time only.

8 You will remember to post my application
form, ..o ?
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Job interviews

Use each word or phrase once to complete the
interview tips.

career enthusiasm positive
limp keep to the point criticize
slouch appearance
Don't give a ......... limp..... handshake when you meet
your interviewer.
First impressions count, SO a NEAT ....cc.asimmnirvinnns at an
interview is important.
about yourself and your abilities.
It’s better NOt 0 cnvvecrssseneinenns your present employers
at an interview for a new job.
Yoo when you are talking about the
post you are applying for.
............................ with your answers. Your interviewer
hasn’t got all day.
Sit comfortably in your chair but don't ... .
Ask questions about ... development

rather than just pay and holidays.

Put the words in order to make interview questions.

do / you/ why / this / job / want?

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

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

final / hope / get / do / exams / you / what grade / in /
your / to?

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

a team / on your own / part of / work / better / you /
do / think / you / or / as?

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

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

Unit 28 Job interviews

3 Match these answers with the questions in exercise 2.

=+

0 o O O Obk

I hope to get a B. Maybe even an A.
'This is my third.

'm a good communicator - | love meeting
people. And I enjoy organizing things.

I really enjoy working with other people, being
part of a team.

I've been working as a kitchen porter at the Grand.

My skills and qualifications are just right for the
post, and it would be a great start to my career.

1love sport — I play a bit of football. And I like
socializing with friends.

Can you tell me something about the training
programme?

Complete the conversation with the Past Simple or
Present Perfect form of the verbs in brackets.

a: ...Have you had 1 (you / have) your results yet?

B! Yes. I 2 (get) them last week.

Al What oot 3 (you/ get)?

1 F0 OO, 1 (get) a B overall.

At GTEAL. oo ereesssseenenn > (you / think) about what
you're going to do next?

Bi Lo 6 (not decide) yet, but I .creccccerns”
(see) an ad for a brilliant job in yesterday’s local paper.

Al et 8 (you / ask) for an application form?

B: Yes, Lo ? (call) immediately and
............................ 19 (speak) to someone in Personnel.
SHE ..cvvovesrsvenee | (advise) me to apply online. 1
..................................... 12 (never do) that before, but I guess
it’s quite easy.

AT ereereeeeees s ssansneereenss 13 (you / get) the web address?

B: Oh,yes. I 14 (wrote) it down from the
newspaper.

AL coereeeeeresreresrseiesessannsesss 15 (you / ever go) to a job interview?

B Mmm ... NO, T oo 16 (never go) to one
before.

A: Well, T (interview) hundreds of young

people over the years. Why don't you come round next
week and well practise some questions and answers?



5 Read the text and answer the questions in your notebook.

L&) BT N SV N

Keepmg a

good team

together

| make an offer to front-of-house staff and entice? them away. K1tchen and

_"takmg care of their employees.

.« Career progression Qffer training to develop their skxlis and let them _

. Inspire them with leadership A line manager who is firm yet

e ‘Reward staﬁ’ Pay market rates and add bonuses ot to ﬂ(e t1p pool- at -
© o fimes. - :
_— .Recogmtwn Plea,se and ’Ihank you’ are often forgoiten in the

Poaching' staff is an everyday occurrence in the hospitality industry. Like
it or not, ethical or unethical, it happens. It’s very easy for a competitor to

housckeeping staff are not so accessible.
Here are some ways that management can minimize poaching by

- Commiunicate Talk to staff, listen to what they have to say and act on
their concerns.

move up into new positions.

- sympathetic, supportwe, consu:lerate and understanding will be a good :
leader. -
» Team versus mdw:duals Make sure : you understand- individual
* ambitions, but don't favour.one meémber of a team over another.

workp]ace Praise staff when they deserve it: Remember blrthdays -
»take staﬂ’ out as ateam occas;onally : :

'poach persuade an employee to leave a competitor and join your company

2

Who gets poached?
Who does the poaching?

entice persuade someone to do something by offering them something

6 If someone has a lot of ambition, should you help them
more than other members of the team?

How can management improve communication with staff? 7 ‘What do you understand by ‘reward’?
How can they help employees with their careers? 8 How can a manager make his/her staff

What are the qualities of a good leader?

feel valued?

6 T QNP Match the adjectives used to describe people with the definitions 1-12.

N 00 N Y T R W N e

—_
o= O

Easily upset by something.
Worried about things.

Willing to work together.
Interesting - holds your attention.
Very forceful.

Saying what you want confidently.
Calm and ready.

Willing or likely to cooperate.

Agreeing with someone’s feelings or ideas.

With refined habits or tastes.
Bright and well informed.
Unwilling to talk or join in.

amenable anxious assertive cooperative emotional engaging
intelligent poised sophisticated sullen sympathetic aggressive
emotional

...................................
...................................
...................................
...................................
...................................
...................................
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Answer key

Unit 1

1 Across
2 busy 14 callback
8 switchboard 15 try
11 message 16 reservations
Down
1 putthrough 7 voicemail
3 carregistration 9 late
4 frontoffice 10 arrange
5 answer 12 extrabed
6 ring 13 hold
2 2 putcalls through 6 runninglate
3 holdtheline 7 hold their rooms
4 connects 8 makesanote
5 arrange
3 2 would you like to reserve a parking space?
3 CanIbook you atable for dinner?
4 Could1take a message?
5 Pllmake a note of your request.
6 Would you like to speak to the duty manager?
7 Pllconnect you to his voicemail.
8 Please hold the line and T'll connect you to his
room.
f 2b 3y 4e 5h 6d 7a BF
5 2 540 6 580
3 9+airportnumber 7 620
4 111 8 240
5 120
6 > Would you like ...
3 Canyougive meyour...
4 DIdliketoreserve...
5 [I'llbooka parking space for you.
6 Would you tell her ...
7 Canlhelp you with ...
7 2 localcall 6 hangup
3 beep 7 dial tone
4 outside line 8 operator
5 long distance call
Unit 2
1 carrental taxi rank
currency exchange tourist attraction
gift shop airport transfer
hair salon bus stop
Internet access parking space
shuttle bus
2 2 crrentl 6 touristattraction
3 parking space 7 airport transfer
4 Internet access 8 giftshop
5 business centre
3 2 abovethe reception desk
3 behind the reception desk
4 nextto the stairs
5 between the man and the woman
6 infront of the family/sofa
7 under the table
8 at the bottom of the stairs
& 2 There’sashuttle bus direct from the airport to the
hotel/the hotel to the airport.
3 The hotel offers a free airport transfer,
4 Allthe reoms have Internet access.
5 The car rental desk in reception will arrange that
for you.
6 'There's a fitness centre and a swimming pool on
site.
7 Allthe bathrooms have separate tubs and
showers,
8 Icanrecommend the Indian restaurant at the end

60

of the street.

Answer key

5 Model answers

1 To get from the airport to the hotel, take the shuttle
bus from the bus stop just outside the arrivals door.

2 Thehotel is located in the city centre, next to the
railway station. There’s a park nearby.

3 The rooms are ensuite with air conditioning,
wireless Internet access and a minibar. The
bathrooms all have separate tubs and showers.

4 The hotel offers a 24-hour reception service and
free car parking. There’s a currency exchange in
reception, a car rental service and a tour desk.
There’s also a hair salon on site.

WAKEUPSERYICENH
SNIPUMME YHDIMXD L
BKDF SMLTIRIAIRIP BMY
BZFGQZZEJ|IIIYIGY DM
WGDYOS S S UR|ICIN T NC
I £ Qs TPLCOTID|LILYCC]
J FYOQAOQQ X|R|IE[AA| DA
NUNHUUF F T K|Y||a[[UyR|[1}{C
SLNANTQZY|E|N|N[|P|R{|U
J UG CAGPWHIRIIIDIA|O|Z
B FRPDETUFHLI|N|R|IRNIZ
B ABY S 1 T T 1 NIGMIK GI1
WR OOMSERVICEABA
BI1SAXLESACNEVYSC
ELEVATORORVKRQY
Unit 3

1 expiry date, security number

2 rate,double

3 change, twin, single

4 cancel

ale b5 c8 dI5 el3 f4 g2 h17 i7
i3 k12 19 mé6e nld ol8 pl gld rl11

2from 3until 4during 5on 6on 7 by

8on 9 for 10 from 11 to
1 atin 2 in, X,in,at 3 omn, X, at,at
1 62 5 0044 (0)1555 222 390
2 £i30 6 yes
3 £90 per person 7 wedding
4 no
Verb Noun
receive reception
Teserve reservation
confirm confirmation
inform information
accommodate accommodation
locate location
cancel cancellation
1 accommodation 5 reserve
2 information 6 reception
3 cancel 7 confirm
4 location

L]
Unit 4
2a 3g 4h 5b 6d 7c 8e

2 view of harbour
3 fully booked
4 partner hotel

2a 3d 4¢ 5f ab

5 overlooking the garden
"6 restaurant bookings

1 I'mafraid you can’t smoke anywhere in the hotel
building.

2 I'mnot working tomorrow, but my colleague’ll
help you.

3 Where would you like to sit? This table’s got an
excellent view.

4 A:Have you got a car? B: Yes, L have. It’s parked at
the side door.

5 Wecan't find your coat. It isn't in the cloakroom.

6 I'msorry, butIden’t know when the ferry’s

leaving.

b

Do they come from Croatia?

Are youlooking for a single room?

Do you always enjoy eating at the Pyramid
restaurant?

o

5 Is the hotel closing for one week in January?
6 Does the room rate include breakfast?
7 Are youredecorating the bedrooms?

8 Do you have any tables at the window?
2 ’mjust checking 6 areeating

3 decorate 7 tastes

4 "mworking 8 doesn't cost
5 speaks

1 available 4 same

2 different 5 following

3 busy 6 comfortable

Unit5s

1 recipient 6 enclose 11 sincerely

2 brochure 7 spaced 12 amendment
3 enquire 8 tone 13 attach

4 regards 9 acronym 14 polite

5 abbreviation 10 Madam

missing word: correspondence

false - He's travelling with 20 musicians.

true — He wants to know about the hotel's location.
true — [t's ten minutes from the centre.

false - They are sending details of their conference
facilities.

true — She signs the letter from the Formosa Hotel.
false - She ends the letter with Yours sincerely.

Ul o W2

Use greetings and endings as you would in a letter.
Use short and clear sentences.

Write in paragraphs and leave a space between
paragraphs.

LB B ST ey

5 You can write numbers (1-10} in emails.

6 Don't use capital letters to make a point.

7 Don't use acronyms or abbreviations.

8  Always check your emails for spelling, punctuation
and tone.

a 6/7 b 10 c 3 d 76 el

f 4 g1 h 9 i8 iz

Madel answer

Subject: booking change

Dear Ms Mendez

Thank you for your email.

Regarding your change of dates, we are unable to offer
you accommadation at our hotel from 2nd to 10th
August. However, we can offer you accommodation at
our partner hotel nearby. I am attaching a copy of the
brochure of the hotel.

Best regards

Ivan Garcia

Reservations, Hotel Golden Beach

2f 31 4e¢ 5h 6d 7a 8j 9b 10c

Unité

2 woucher 6 passpart number
3 home address 7 sign

4 arrival date 8 keycard

5 departure date

2b 3d 4a 5b 6b 7a 8d 9c



3 Suggested answer All parts of the hotel, including the entrance, are & It'slabelled according to type of aging.
6-4-8-5-9-7-1-3-2 accessible by pushchair. There is alift to all the floors. 7 threevears
& 2 your,me & them, them, their The outdouyr swimming poolis open from May to & It'sagedforat le:%st one year in an oak c:}sk.
3 your.s 7 your,/ October. It's open from 10 a.m. to 6 p.m. 9 No —three years in oak plus three years in the
4 him, v, his 8 her,s If I can provide further information, de not hesitate bottle.
5 us,our to contact me. 6 1 sommelier 6 screwtop
’ We look forward to hearing from you,
. . . - 2 corkscrew 7 chambrer
5 1 waiter/waitress, sommelier, receptionist Best regards 3 Ked 8 temperature
They are the first people the customer sees when . rorke mp
. 6 | Allergy 5 food allergles 4 breathe 9 Vintage
they arrive and the last when they leave, . . .
) 2 smoke-free 6 diets 5 Plastic 10 sediment
3 Goodfood and good service. - :
. . . 3 allergic 7 options
4 Animmaculate appearance, a pleasing personality .
. : 4 allergy-tested 8 organic .
and good social skills. Unit10
5 They have to know a lot of information about faod
and wine. Unit 8 1 Across
6 Pay, conditions and career opportunities are better. 2 risotto 8 asparagus 11 seabass
7 The kitchen (‘behind the double doors’) is cut off 2 on/offbutton 6 safe deposit box 3 compote 9 <hilli 13 mango
from the business of the hotel. 3 lightcontrolswitch 7 knab 6 breast 10 tart
6OOIPWGQBPD L 4 arrow & digit Down
VNUY X /’ X 5 slot 1 dfassert. 5 salsa 12 brie
MBJWXTILTM . Qv 25 Keyin & switch on 4 pistachio 7 espresso 14 nuts
POWORST 3 Insert 7 Press, set 2 2 strong 4 frothy 6 regular
RRFTCAE VL 4 turn 8 Point, press 3 stewed 5 milky 7 creamy
OLCAW A 5 turn,enter
’ : Q 3:10 b13 c3 dio e9 f1
Clp G o S) B 3 2 casil 8 quiet i i
A 3 good 9 separate m 2 nl4e o4 16
l|a N EAjAlB 4 quickly 10 beautifully P
T v MUTLDYBILIM & | Mexico
y 5 busy 11 well
QE,HR PFKEZNFILM f 1 ! 2 Itwas used asa currency/money,
ZP FONCORRECDC 6 frequently 12 really il »
oL 7 interesting 3 They took out chilli and added milk, sugar and
FKIBPOBIAKETI vanilla.
4 a5 b2 c 117 d 4 el foeo 4 Hediscovered how to extract cocoa butter and
Unit 7 g9 h 10 i3 jo8 k7 cocoa powder from the bean,
5 ZXAPCTPNIUGTC 5 Joseph Fryin 1848, .
1 Across SFXVUKXLUDCR 6 Theprice pfthe cocoa be.an on world markets is
2 occasionally 13 refurbishment I K]J]XEPSKTEPEY very volatile/changes quickly.
7 pre-book 14 tomorrow NGLNDVAMS 5 7 Members pay the farmers better prices for their
8 adjoining 15 forget X(SYP CCF R E E 7 GIL beans,
10 lunch ] 16 service el I C WG OW I ZIE 5 1 another 5 any, few
12 alternative S|10|G IBARYR T BN Z B|E 2 much, much 6 little
Down E D G C E N X|T 3 more, some 7 enough
1 ramp 6 high chair MT W s S U N Y)O|I 4 many
3 allergy 9 smoke-free WIN|U P V BGHXDIN . .
4 special 11 overbooked G B ED v L v Ml 6 2 a-beat 4 e- s_tlr 6 b-julienne
5 complimentary 15 free D L 0OUD T TDY ] 3 f-mash 5 c-chop
2 2 Illask housekeeping to inform me as soon as your TSBEKRKEOGG YIWO .
rocm is ready. Unit 11
3 FI,he porter will take care of your luggage. . Unit 9 1 2 architecture 8 Middle Ages
4 T'm really sorry, but we're overbooked tonight. 3 to dat 9 cathedral
5 Tvereserved aroom for you at the hotel nextdoor. 1 2 sparkling (= bubbles of gas; the athers describe up o date cathedra
) . 4 definitely 10 fascinating
6 Wedon't seem to have your reservation. taste} 5 hasdl 11 .
7 T'mafraid we don't have a parking space available, 3 Guinness {= beer; the others are spirits) . ard aﬁ‘t} 98'3" o .cofnaerg:
8 There’s a public car park just opposite the hotel. 4 alcopop (= alcoholic; the others are non-alcoholic) 7 E?]?;egr seasan informative
3 2 A:Wheredid the guests leave their luggage? 5 zlgl"v“ff(fg: temperature; the others describe types 2 2 MiddlcA 6 hiki
B: They left it at reception. ) adie Ages tang
. 6 draught {= served from barrel; the others are 3 informative 7 definitely
3 A:What did the Japanese guest forget to do? . .
: R containers) 4 architecture 8 archaeclogy
B: She forgot to pre-book a parking space. 5 traditional
4 A: When did the hotel send confirmation? 2 2 corked 6 popular racitiona
B: They sent confirmation last week. 3 chilled 7 New World wines 3 Adjective  Comparative  Superlative
5 A:Whatallergy did the guest have? 4 aperit.if § tab bad Worse the worst
B: He had an allergy to cigarette smoke. 5 security 9 room temperature frequent more frequent  the most frequent
& 2 Thebathrooms have gotashowerbuttheyhaven't 3 2d 3f 4g 5h 6¢ 7b 8a exciting more exciting  the most exciting
gota bath tub. . & > Whetdid they order? simple simpler the simplest
3 Therooms havc;got a mlmb‘i”l'] . 3 Who usually takes the wine order? comfortable more the most
4 The re'st'aurant as gotawhee chair access. 4 Didyou say five flutes or six? comfortable comfortable
5 Thedining room hasn’t got a high chair. Where's the pinot arigia from? - -
6 They haven’t got a parking space available > ere s the pinat grigio from!? busy busier the busiest
’ 6 What's the house red? good better the best
5 Model answer 7 Howmuch white wine has she ordered? little less the least
Dear Mrs Brysen 8 Whoasked for their ID? Tovel Tovel the loveliest
Thank you for your enquiry. We would be delighted to 9 What did the man complain about? avely aveler ¢ lovene
welcome you and your family here in June. We could 10 Are you having a dessert wine? narrow narrower the narrowest
offer you a large double room with an extrabed and a I : nice nicer the nicest
. 5 1 It'sinthe north of Spain,
cot for the children. . . popular more popular  the most popular
. T . 2 No. The vineyards were planted long before the
Abuflet breakfast, which also caters for children, is A central more central the most central
) ; Romans arrived in the area.
available between 7 a.m. and 10 a.m. every morning. 3 80 4 . .
The restaurant has special children’s menus for lunch i % ? 2 Thesimplest 5 less . 8 nicer
i our 3 aspopular 6 more exciting
and dinner. 5 Itei o -
t gives Rioja its flavour, 4 narrow 7 theloveliest

Answer key 61



5

6

| S QY

2 definitely 6 Another thing

3 around 7 isnotsolongas

4 best 8 the most expensive
5 Whatabout

Model answers

2 'The best area for restaurants and bars is the
lakeside. It's very popular at the weekends.

3 Whatabout the theatre? There’s folk dancing
tonight at eight o’clock.

4 Another thing that might interest you is the Arab
Baths. They're just 3 kilometres from the city

centre,

2 minaret 5 well 8 waterfront

3 skyscraper 6 courtyard

4 dome 7 temple

Unit12

Z2a 3¢ 4b 5a 6b 7a 8¢

2 heavy 6 ticket machine

3 organized 7 walid

4 ferry 8§ zone

5 strip 9 stamp

2 It's much more convenient to travel by tram in the
city centre.

3 Why don’tyouleave your car here and use public
transport?

4 Avoid travelling between four and five o’clock in
the afternoon.

5 Take the bus to Waterloo and then change to the
underground.

6 Could you tell us how to get to the cinema, please?

2 Youcould travel by train.

3 Your best option is to go on foot.

4 Inmy opinion, the best way to get to the station is
by taxi.

5 Youcan go by plane.

6 Why not take the bus?

7 Irwouldbe a good idea to go on the underground.

8 Howabout renting a car?

1 Publictransport is very good.

2 line A (green)

3 totheobservatory

4 nighttram

5 no

6 metro stations, street Idosks, tobacconists {takak),
hotels

7 stanip the ticket to validate it
8 &0 minutes from 5 a.am.-§ p.m.; 90 minutes from
dp.m.->am.
9 no
10 information centres and automatic ticket machines
in metro stations

1 tram 4 funicular 7 concourse
2 travelcard 5 minibus 8 monorail
3 change 6 pier 9 route

missing word: transport

Unit 13

Suggested answers

2 conference room {the others are outside the hotel)

3 changing room {the others are outside the
building)

4 straight (the others are verbs)

corridor (the others are ways of going up or down

floors in the building)

turn (the others are prepositions)

take 5 come 8 come
Go 6 Turn 9 take
Continue 7 see

W

e b h

across, te

past, straight on, on
through, up, onto
out of, along, round

b —

.

62 Answer key

2
3
4

6

1

4

A newsagent's F school
B bank G wood

C railway station H bridge
D railway bridge [ rviver

E church ] castle
Nouns Adjectives
art shop wide
tearoom narrow
lantern

windmill

cottage

wind turbine

1 lanterns 4 artshop
2 narrow 5 wide

3 wind turbines 6 windmills
Unit 14

1 exceed 7 budget
2 success 8 reception
3 sliproad 9 special
4 motorway 10 wake-up
5 log 11 roundabout
6 improve 12 satisfied

missing word: customer care

2¢ 3a 4g 5f 6d 7h 8b
2¢ 3a 4a 5¢ 6b 7c 8b
2 doeesn’t need to repair
3 need changing
4 needs to wake up
5 doesn’t need ironing
6 needs setting
1 b
2 toattract more customers
3 five
4 theice cream man
2 unusual 6 includes
3 identification card 7 personal
4 historical 8 selection
5 footbath
Unit15
Verb Noun Adjective
freshen up changeover exhausted
reassure high season surrounding
sympathize maintenance unacceptable
transfer priority
resort
1 freshen up 5 sympathize
2 unacceptable 6 transfer
3 priority 7 high season
4 surrounding 8 resort
2g 3a 4c 5e 6b 7f
2 seen, for 6 taught, since
3 been,since 7 haven’t had, since
4 spent, since 8 served, for
5 written, for
2 Have the guests placed their drinks order yet?
3 'These tour operators have used this hotel for

several years.

4 I'mafraid the bus to the airport has just left.
5 The receptionist hasn’t sent the email

confirmation yet.

6 How lang has this restaurant had a chef with two

Michelin stars?

7 The trainee hasn't learnt how to use the bocking

system yet,

already
twice
yet
recently

Ao b

6
7
8

since

yet
just

1 dripping 6 dirty
2 short-staffed 7 frozen
3 undercooked 8 cracked
4 uneatable 9 stained
5 blocked 10 torn

Unit 16

unavailable - available
complimentary - full price
relax — worry

on time - delay

upset — happy

problem - sclution

mistake - correction
convenience — inconvenience

2 upset & available

3 confuse 7 inconvenience

4 delay 8 worry

5 complimentary 9 solution

2 Trynot to worry.

3 1do apelogize for the delay.

4 Could you explain exactly what the problem is?

5 Iunderstand how you feel.

& I'msure your table won’t be long.

7 TI'msosorry about this.

8 I'msure we can find a solution.

9 Could you take a seat for a moment?

10 Tlllook into this at once for you.

b4 ¢3 d1 e5 f2 g7

2 Could you tell me what your contact number is?

3 Would you mind telling me what advice the airline
gave you?

4 Could youlet me know what time you'll arrive?

5 Doyouremember who checked you in?

6 Can you explain exactly what the problem is?

7 Do you know when you received your confirmation
email?

2 apologies 8 delay

3 again 9 mistake

4 happened 10 room allocation

5 selution 11 apologize

6 complimentary 12 problems

7 makeup for

2g 3e 4b 5¢ 6f 7a

Model answer

Thank you for yout recent email.

1 de apologize for all the problems you experienced
during your recent stay at our hotel.

Firstly, that your room was not cleaned properly when
you checked in, then the poor service in the breakfast
buffet and the long delay at reception when checking
out.

Twould like to offer you a complimentary night in
one of our suites to make up for the poor service you
received last week.

Please accept my sincere apologies once again.

We assure you of our best service in the future.
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Unit 17

2 labelled 7 airline

3 ground staff 8 faint

4 reference number 9 emergency

5 replacement 10 heart attack

6 all your belongings

2h 3d 4g 5a 6f 7¢ 8b
Suggested answers

2 aYour rucksack won’t be secure unless you close
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the zip.

b If the zip wasn’t closed properly, somebody
would steal from me.

alwon't call an ambulance unless it’s serious.

b Ifan elderly person collapsed in the lobby, I'd
call an ambulance.

a If you take a phrasebook, it wilt hetp yon with
difficult situations.

b Tf they spoke the language, it would be easier to
explain,

aIwon’t buy anything unless it’s really urgent.

b 1f I'were you, I'd wait to speak to your tour rep.

Not enough bleod circulates to the brain.

dizzy and disorientated

lying down with feet raised

to make sure enough blood gets to the brain

You can make sure they are warm, ina
comfortable position and covered with a blanket.
They could choke.

on their side in the recovery position

It will prevent ther from choking if they re sick.
callan ambulance

Across

3
5
6
8

convulsion
fracture
pulse
wound

plaster 10
nose bleed 11
choke 13
dislocation 14

Down

1
2
4
7

bleeding 9
strain 10
unconscious 12
bandage

sprain
¢linic
burn

Unit18

call back

6 cutoff
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4 speakup
5 read back

4 call...back
5 read.., back

break up

cutoft
breaks down

6 breaking up

wasg, were cut off

hasjust been delayed, 'l arrive
Is that spelt

gave, was closed

are usually sent, book

Is the guest being given flowers and champagne to
make up for the mistake?

Was she offered another room with a balcony and
sea view?

The delegates were asked to register their
attendance.

The event has been planned to finish at five
o'clock.

All the luggage will be taken to the guests’ rooms.
His name is speit P-E-T-E-R-8-E-N.

Could you speak more slowly, please?
Could you repeat that, please?

['m sorry, this is a very bad line.

['m sorry, [ didn’t catch your name.
Couid you spell that for me, please?

native speakers, especially business people
Ask the person to speak slowly.

Repeat all spelt letters and numbers.

We hope that the next sentence will help us
understand what the person is talking about,
Say a sentence or twe in your own language.
It may appear rude — especially to a customer.
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Suggested answers

2 signal (= the reception of a maobile phone; the
others are noise problems on a phone line)

3 landlin¢ {= a fixed phone network; the others are
mobile networks}

4 engaged (= to do with the line; the others are
eguipment)

5 charger (= used for charging mebile phones; the
others are phone tones)

6 letter (= the only non-electronic form of
communication)

Unit 19

Across

3 sliding & refreshments 14 partition

5 delegate 12 breakoutroom 15 multimedia
6 flipchart 13  various

Down

1 plenary 7 purpose-built 11 boardroom
2 capacity 9 quote

4 daylight 10 layout

2 plenary 4 daylight 6 purpose-built
3 layout 5 sliding 7 capacity

2 tzke, show 6 style, comfortably

3 discuss, over, by 7 breakout, whiteboards
4 many, it seat & easily

5 Seating, depends on

Medel answer

The main halthas a capacity of 600 for receptions. [ts
seating capacity is 300,

There are 10 meeting raoms of various sizes, They
can be set up boardroom, U-shaped or classroom
styte. They all have LCD projectors, flipcharts and
whiteboards.

Buffet lunches are available in the cafeteria.

The day delegate rate is $80 per person, The
residential rate is $240 per person.

Suggested answers

2 Ab/Right 5 Actually 8 Well

3 Now 6 Well 9 actually
4 Right 7 So i0 Good
2 rostrum 7 handout

3 isspacious 8 schedule

4 microphone 9 interactive

5 wall-mounted whiteboard

6 AV equipment 10 state-of-the-art
Unit 20

2 forgeries 6 overcharged

3 exchangerate 7 swipe

4 account 8 supplement

5 itemized 9 queries

2 isworth 5 handles 8 invalid
3 amount 6 PIN

4 owe 7 payment

2g 3f 4d 5b 6a 71 8¢
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2 nine hundred and twenty-three

3 fifteen thousand

4 four hundred and ninety thousand, three hundred
and sixteen

5 five million one hundred and six

twenty euros cighty cents

7 a(one] hundred and twenty-five dollars and fifty-
five cents

8 oneeuro is worth one US dollar and thirty-five
cents

=2

false
true

3 true 5 false

1 false 7
4 false 6 frue 8

2 true
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Chilean peso 9 Polish zloty
Croatian kuna 1¢  Serbian dinar
Cuzech koruna 11 Swedish krona
Egyptian pound 12 Swiss franc

Indian rupee 13 Turkish new lira
Iranian rial 14 Venezuelan bolivar

Moroccandirthan 15 Vietnamese dong

Unit 21
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2 zerotolerance 6 Roll cut

3 contamination 7 roughly

4 hazard § averlapping, glaze
5 stiff

2 Wearinga cap in the kitchen is compulsory.
3 Always wear clean, hygienic clothing,
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You can't wear jewellery in the kitchen.

Long hair must be tied back.

It's important to report all infections and illnesses.
Never wash hands in the food preparation areas.
All work surfaces have to be scrubbed at the end of
each shift.
mustn’t handle
needn’t clean

has to wash
Do we have to mop

6 have to be stored
7 musta’t use
8 needn’t wear

Internet and mobile phone technology

30%

It’s often a customer’s first impression of a
restaurant.

to keep it updated and make sure you can do that
yourself

Because people go there looking for restaurants.
Facebook is for making contact with friends.

An online discussion on the website means that
restaurants can respond to negative comments and
criticism, explain any changes they make and invite
customers back.

promote a menu, talk about suppliers and green
issues, advertise special offers

post updates, promote ‘dish of the day’, take
takeaway arders

4¢ 5a 6b 7h 8f 9d

Unit 22
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He’s folding the bedspread.

She’s squirting toilet cleaner into the bowl.
She’s flushing the toilet.

He's wiping the basin.

She’s replenishing the toiletries.

He's polishing the table.

She’s dusting the TV,

liner 5 wedge 8 bedspread
linen 6 upholstery

knot 7 soiled

Be careful in case there’s anything sharp.

Always throw away anything that looks like it’s been
used.

Start here and damp wipe all the surfaces.

Dust the inside of all the drawers and the wardrobe
shelf.

Now just smooth the bedspread so it's straight,

has ... shampooed

had .., refurbished

had ... replaced

are having/will have ... done
ishaving ... refitted

hashad ... made

is having/will have ... installed

Answer key 63



Because it has % restaurants but only 179

bedrooms.

2 112 chefs, 145 front-of-house

3 customer base of 28 million people, the Japanese
like eating and entertaining out of the home, often
Japanese homes are too small for entertaining

1 chapel, wedding costume shop, flarist, beauty
salon

5 Cantonese, Italian

6 22%

7 Many are local /Tokyo people.

6 Across
4 bathrobe 9 showercap
6 sewing kit 10 duvet cover
7 notepaper
Down
1 bath mat 5 do not disturb
2 shoeshine cloth 8 envelope
3 pen

Unit 23
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2 Never put yourself in danger.
Remember to put up a warning sign ...
... will sound/ring the fire ...

You should use anti-bacterial hand gel ...
... clearly labelled and locked away.
Inform security, so they can monitor ...
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Youshouldn't follow the man. You should/eught

1o tell the duty manager.

3 Heshouldn't carry on with food preparation. He
should/ought to see the first aider.

4 You should/ought to inform security. You
shouldn’t touch it.

5 Youshould/ought to leave the building
immediately. You shouldn’t check everyone is OK
in the kitchen.

6 Youshouldn’t use it without rubber gloves. You

should/ought to lock it in the cupboard after use.

Da Not Leave Bags Unattended
Ne Unauthorized Personnel
Fire Exit

Caution Wet Floor

Assembly Point

Danger Electric Shock Risk
CCTV Surveillance in Operation

1 It promotes fair prices and improves social and
environmental conditions.

2 bythelogo

3 that farmers in the developing world are getting a
better deal

4 {more than 58 countries in} Africa, Asiaand Latin
America

5 universities, colleges and contract caterers

& The quality of products has improved in the past
few years.

7 frequent power cuts, fungus, climate change
8 They now have electricity in their homes.

2 inspecticn 6 sensor

3 explosion 7 fleod

4 firearms & poisonous

5 tornado 5 identitybadge
Unit 24

2 straps 6 boarding card

3 rucksack 7 conveyor belt

4 unattended 8 departure lounge
5 aisle 9 pgate

Suggested order

a 11 b 10 [ d 9

e 12 f 8
g3 he i7 j1 k4 15
1B 2E 3A 4D 5C

64 Answer key
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.. true local style. ‘They eat and drink red wine until
the early hours ...

.. witha bull run through the streets of the village,
followed by ...

.. with oysters, prawns, crabs etc. for a good price.
'The seafood ...

.. the small church in the village.

.. great for all the family with children’s activities
too. You can enjoy ...

cleaning 6 checking
work 7 using
serving 8 take

to apply

raft 5 lanterns
dishes 6 blossom
mask 7 costume
musicians 8 dancing

Unit 25
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Verb Noun Adjective

accept culture embarrassing
blame fault rude

fault litter sensitive

indicate respect suspicious

litter blame

respect

save

2 respect 5 litter 8 rude

3 suspicious 6 save

4 embarrassing 7 culture

2¢ 3c 4b 5a 6b

2 refused 4 asked 6 advised
3 offered 5 apologized

1 10%

2 15.5% is included in the bill.

3 1o money - offer to buy a drink

4 Heis notallowed to drink while at work, so would

have to take his drink later.

excited about

5 Costa Rica, New Zealand, Thailand

6 They think it's insulting,

2 addition 8 similar

3 wages,salary, earnings 9 impressed
4 gratuity, tip 10 practice
5 automatically 11 illegal

6 service charge 12 insulting
7 customary

Unit 26

2 working conditions

3 invalvesalotofhard work

4 junkfood

5 memorable meal

6 still ongoing

7 previcusjob

8 time-consuming

2 worked 7 shifts

3 finished 8 alternate

4 lucky 9 experience
5 frightened 10 go

6 mistakes

2 famous for 6 angry with
3 usedto 7 pleased with
4 awareof . 8 worried about
5

2

3

2

8

good at 4 badat 6 goudat

bad for 5 badfor
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application form
covering letter
exam results

under pressure 6
team worker 7
leadership skills 8
first-aider certificate

are ambitious 6
confident 7
use your initiative 8
is very committed

Tl will 5
we'll, they'regoingto 6
you're going, T'll

punctual
conscienticus
loyal

I'm going to, I'll
i’s going to, I'll

Paris
2009-present, Royal Court Hotel, Oxford, UK
2006-8, Directors’ Club London

20045, Palace Hotel, Dijon, France

ordering food

health and safety

kitchen management

Grand Diplome, Le Cordon Blen culinary school,
Paris

Cycling and swimming

Under-18s national swimming champion

New challenges, bigger kitchen, more respensibility
2 didn’t[?
3 did she?
4 haven'twe? 7

2 d
71
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5 willyou

6 can'twe
is it?

3h
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8 won't you?

5 a
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Unit 28

appearance
positive
criticize
enthusiasm

6 Keeptothe point
7 slouch
8 career

Are there any questions you'd like to ask me?
What grade de you hope to get in your final exams?
What do you do in your free time?

What have you done since leaving college?
What things are you best at?

How many job interviews have you had?

Do you think you wotk better on your own or as
part ofa team?

7 ¢c6 48
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10
11

g4 h2

spake

advised

*ve never done
Have you got
wrote

Have you ever been
*ve never been

*ve interviewed

got

did you get

got

Have you thought
haven'’t decided
saw

Have you asked
called

Good front-of-house staff in hotels and restaurants,
competitors

talk to staff, listen to them, act on their concerns
offer training and development opportunities
within the company

firm, sympathetic, supportive, considerate,
understanding

no

a good rate of pay and bonus or tips.

show thanks and praise, remember birthdays, take
the team out (for a drink or meal)
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asgertive
puised
amenable
sympathetic

anxious 6
coaperative 7
engaging 8
aggressive 9

10 sophisticated
11 intelligent
12 sullen
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Highly Recommended

Intermediate

English for the hotel and catering industry

Highly Recommended is a popular course for trainees in the hotel and
catering industry who need to communicate in English.

¢ Learn the English you need to do the job
* Practise functional language in real work situations
* Learn hotel and catering vocabulary on every page
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Highly Recommended 2 provides straightforward, professional language
for dealing with customers and colleagues in a variety of work-related
situations, such as:
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e taking reservations and checking in
® providing local information

* dealing with enquiries and problems
® serving food and drink

* applying for jobs

This Workbook contains further exercises and activities for the classroom
or self-study.

Available now:

Highly Recommended 2 Student’s Book ISBN 978 019 4577502
Highly Recommended 2 Class CDs ISBN 978 019 4577533
Highly Recommended 2 Teacher’s Book ISBN 978 019 4577526
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OXFORD ENGLISH
ISBN 978-0-19-457751-9
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OXFORD

UNIVERSITY PRESS for all your _
testing needs |
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www.oup.com




