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Taking phone calls

1 Use the clues to find the missing word.

[
= O

4

o XN N W N R

N

You reserve this for your car. (7,5)

A room for two people. (6,4)

There isn’t an answer. Take ... . .(7)

You can see check-in information here. (8,6)

It makes paper copies of information from your computer. (7)
Another verb for book. (7)

You key in information on this. (8)

ReCEPIONISLS ..o vrrcrccrrerren phone callers with rooms. (7)
People often pay by ... e oo oo .(6,4)
Hotel guests arrive here. (9)

Mr Schmidt’s ro0m .. is 502.(6)

Unit1 Taking phone calls

2 Use each verb once to complete the

sentences.
speak  book reserve
connect have tell

help make take

Good morning.
Howcan] ... help ... you?

space for tomorrow?
L'd Jike to .o to
Roberto Raul, please.

One moment,

S Canl. amessage?
6 ['d ke to i

areservation.

name, please?

3 Underline the correct form.

1

Can ] I'd like take a message?
Could I/ I'd like have your name?
Could I/ I'd like to make a

room reservation.

Could 1/ I'd like reserve a double
room for tomorrow night?

Can ]/ I'd likehelp you?

Can I/ I'd likea cup of coffee.
Could I/ Id likereserve

a parking space?

Could 1/ I'd liketo book a room
for tonight.

Can]/ I'd like a double room.
Could I/ I'd like speak to the
manager, please?




Givin

g information

1 Use one word from the box to make hotel and restaurant facilities.

bar menu desk ™v 1) G park .

room facilities bureau park Internet ...,

Cuisine access  pool conditioning . . . .
international ... SWIMIMING .cocoovinrr e e
cocktail s s satellite oo
A1acarte e IMformation ... oo e
disabled ..., . cloaki. .. s e,

2 Lookat the picture and read the hotel information.

Then underline true or false in sentences 1—8.

HOTEL FELIZ

The Hotel Feliz has 50 bedrooms with air-conditioning,
Internet access, and satellite TV. The 40-seat restaurant
serves international cuisine. The rooftop swimming pool
opens in summer. Shops and exchange bureau in the
hotel lobby. Disabled facilities throughout the hotel.

1 There are 150 bedrooms on five floors. true/false
2 There’s air-conditioning in the hotel. true/false
3 There’s Internet access in all the bedrooms. true/false
4 There isn’t satellite TV in the rooms. true/false
5 There are 40 seats in the restaurant. true/false
6 Therearen’t any shopsin the hotellobby.  true/false
7 There’s an exchange bureau. true/false
8 There isn't a swimming pool. true/false

Use Is there?/Are there?, There is/There are to complete the dialogue about the Hotel Feliz.

WOMAN:

RECEPTIONIST:

WOMAN:
RECEPTIONIST:
WOMAN:
RECEPTIONIST:
WOMAN:
RECEPTIONIST!:

WOMAN:!

6

Are there

I any disabled facilities in the hotel?
3 disabled facilities in

Hello, I’d Jike some information.
YeSs oo 2, We have rooms with disabled facilities and ...
the bar and restaurant too.

GOOd. ot 4 a car park?

> alarge car park. Guests can reserve a parking space over the phone.

6 a2 swimming pool?

8 disabled facilities in the pool?
) C 9.
That’s fine. I'd like to book a room if that’s OK.

Unit2 Giving information



4 Match phrases 1-10 with facilities a—j. 5 Correct the mistakes in italics in the text about a

restaurant.
In a hotel, where would you ... 2 n

-
| ,Z] have a meal a the swimming pool
ic i at 1
) D change money b the shops Therestaurantisén.....85. ... the top of a tower
i b 2 Hong Kong. The tower has
3 E‘ go foraswim ¢ thebedroom ;
S 3 250 metres high. They ... 4
4 D buy gifts d the cloakroom are 150 seats in the restaurant. There are
> ( J ask for information e therestaurant a2 a5 0 acoektail cafe LS
6 D have a drink f thelaundry The restauranthasan a lacarte card ........c”
7 D send your dirty clothes g the exchange bureau and serves international kitchen ................... 8,
. 9 . .
8 D park your car I the information desk Thereis ... ten waiters and waitresses.
) Thereisaparking .............. 10 at the bottom of
9 D sleep i thebar
the tower.
10 Ij use the toilet j thecar park

6 Match the numbers in the pictures with the words.

S Q

three hundred s 300, IWENLY seventeen
thirty fifteen seventy
thirteen fifty ¢ e e sixteen
fourteen eighty o sixty
forty eighteen ninety
twelve two hundred nineteen

Unit2 Givinginformation 7



Taking room reservations

1 Underline the 0odd one out. 2 Complete the questions and answers with

do/does, dor’t/doesn’t.
1 Monday Tuesday tomorrow Saturday

Do ;
2 single sauna twin suite | [t you have a single room?
_ Yes. We ... do ... .
3 guest husband daughter wife .
2 TR you have a mobile phone number?
4 breakfast departure lunch dinner
NoO. L .
5 air-conditioning carpark restaurant reservation 3 the hotel have a sauna?
6 Sunday September Wednesday Friday No. It :
7 morning afternoon tonight evening L S the bar open at lunchtime?
. . : . Yes. It e .
8 voicemail email telephone arrive e _
5 e they want adjoining rooms?
No.They .. coes v .
R, you have a double room for tonight?
Yes. We ...ooveercncene - .

3 Make questions with Do/Does using the information in the pictures.

for tonight

|
t

|
—

1 Does the hotel have a 3 5
restaurant?

8 Unit3 Taking room reservations



&4 Complete the hotel information with at, on, in, from ... to.

AOTEL FELIZ

Information for our guests

e Breakfastis served ... Jrom . 17.30
_____________________________ 2 10.00 in the restaurant.

e The restaurant is open . ................ 3 lunchtime
........................... 412.00 e 3.00

L 6the evening, the restaurant is
OPEN oo 76.00. Last orders are
................................ 810.00

@ e 9 summer, the terrace restaurant is

10 the evenings.

e The shops in the hotel lobby are open
............................... lweekends but the exchange

bureauis closed ... 12 Saturday.
® 13 [uly and August,

the swimming pool 1S 0pen ... 14

800 s e 1520.00

5 Rewrite the email using the full form of the abbreviations.

|| Bl Edt View Inset Fommt Tools Actons Help

|| Fle Edt View nsen Format Tooks Actions Help

From: | hotelfeliz@hotel.es

To: | chinatravel@internet.com

Subject:| Confirmation

Attn: Mrs Fong, China Travel

Dear Mrs Fong

Re your request for six double rooms in August.
Pts cfm in writing with dates asap.
Rgds

Roberto Gil
Reservations Manager
Tel: 0034 193 762 51

=

From: |hote|fe|iz@hotel.es

To: ] chinatravel@internet.com

Subject: I Confirmation

Roberto Gil
Reservations Manager

6 Find seven more family members in the puzzle. You can read some from

left to right (=), some from top to bottom (), and some diagonally ( 7).

XAHXRTXULRX
PXUSSXRENY
APSXTTHUXT
XOBROTHERII
UMAXOGAF
XONMV ZR

] ODAUG
SDXTWI

F X S HYV

XCCOo

Unit 3 Taking room reservations 9



'Y Taking restaurant bookings

1 Match the two ways of talking about the time. 3 Lookat Steve’s notes for June/July.
Then complete sentences 1-8, writing
1 E‘ three fifteen a twenty past six the dates in full.
2 [ ] eight thirty b five to five
3 D twelve forty-five ¢ quarter past three mtforta.ntdam
4 D nine ten d twenty to three Sunday June 23 —f&mbr/v Wk
5 one thirty-five ¢ half past eight e
) % A v f P -g Mdayjmzj—ﬁzther:bmw
six twent ten past nine
Y P Friday June 28 — Alan in Manches
7 D four fifty-five g quarterto one o
, Ties, - ltdA/
8 |:| two forty h twenty-five to two day]ué/)

7‘/w.mbz}/ ]49/ 16 — home

2 Read the text. Then make questions and responses from the prompts. Jaturda}/ ]ué/ 18 — start at nwjob

My name’s Steve. I’m a chefina o : . Mondayjué/ 20 — W fuj/tt

busy restaurant in Manchester. = .
It o:ens from Tuesday to Sunday. il TrtdA}/jué/ St _W dﬂ}/

- start work at 10.30 a.m. each N &
day. The restaurant opens at ' s ——r 1 Steve finishes work
12.00 for.lchh and closes at 4 (e on the 23rd of June.
p.m. It opens again at7 p.m. for . | . . )
dinher and€loses at midnight. L 2 His father’s birthday is
| finish workat 1 o’clock in the

morning. The waiters and
waitresses start work at 11 a.m. 3
and finish at two in the morning. L ¢ Manchester

3 Hisbrother, Alan, arrives in

4 They start their holiday

1 Where / Steve / work? 4 What time / Steve / start work? 6 Steve starts his new iob
v w
Wheredoes Steve work? )
work / restaurant / Manchester wart/ 1030 e
: . 7 The new restaurant opens
He works in a restaurantin
Manchester. 5 When/ restanrant feloser T m———

8 His first pay dayis ...

Friday

3 Whattime/open/lunch?

open/ 12.00 e ——————— o

10 Unit4 Takingrestaurant bookings



4 Use the clues to find the missing

O @©@ N AN O ~WN e

_R
[ S I N - 1

O e NN s N —

p— —_
No—= O

M
S
N
D
A\
A
J
T
T
F
(0]
)

The third month of the year. (5)

The first day of the weekend. (8)

The eleventh month. (8)

Christmas Day is 25th ..., .(8)

The middle day of the week. (9)

A spring month in Europe. (5)

The month between June and Avgust. (4)

The day after Monday. (7)

The day before Friday. (8)

The weekend starts On ... night! (6)
The only month beginning with the letter O. (7)
New Year’s Day is Lst ... . (7)

I enjoy the theatre.

1 often | never go on Saturday night.

He works very late,

He always [ rarely finishes before midnight.
Guests always arrive by car.

They often / never arrive by train.

4 llove coffee. I always | never have it for breakfa

5 Guests never / often book adjoining rooms

for their children.

My brother lives in the US.

[ always/ rarely see him.

Sometimes [ Never 1 study and sometimes / alwe
[ meet my friends.

Reception staff always/ never say

Good morning to guests.

The bar isn’t busy. It often / never closes early.

6 Make words from the Jetters in italics to complete the sentences.

o 0 N N U N

o

Can you meet me at emithclun? lunchtirme

I vreen drink alcohol.

We often go to Spain for a laydohi.

The new bar speno on Saturday.

The restaurant is lufy! dekoob tonight.

The tuscrmoer wants a table by the window.

They reves dinner from 7.00 to 10.00.

We have a tellacnacion for tonight.

My mayfil live in Turkey.
['d like to make a table noitservare, please.

Unit4 Takingrestaurant bookings 11



Giving polite explanations

1 Match the phrases to make polite explanations.

1 I’'m afraid we don’t have anything left for a in the car park.

2 D I’m sorry, the restaurant is b with ashower.

3 Ij Unfortunately, we’re fully booked at ¢ closes at eight.

4 D I’m sorry, there aren’t any parking spaces d full tonight.

5 D I’'m afraid we only have a bathroom ¢ the weekend.

6 | _‘ Unfortunately, we’re closed f Onlydoubles.

7 D I'm afraid the swimming pool g the Christmas week.
8 D I’'m afraid there aren’t any twin rooms left. h on Mondays.

2 Match the requests with the pictures.
Then write an appropriate response
to the requests.

a | 1| Room 301, please. T

b | “ I’d like to go for a swim,

Could 1 book a double room 2
for tonight?

|
L]
d | | CanlspeaktoNadinein
L]
]
]

closes at 9 p.m.

C

Soe=9 =

reservations, please?
| I'd like a parking space, please.

| Do you have a table for 9.30?

Could I speak to the manager?

G e s s
1 lam .. I'm ... 6 YO are NOt .o 11 wecannot ..o
2 weare 7 hereis 12 [cannot . .. ..
3 sheis 8 thereis i 13 theydonot ..comcneen
4 theyare 9 thereisnot ... 14 hedoesnot ..
5 heisnot e 10 there are nOt .o 15 wedonot .

12 | Unit5 Giving polite explanations



4§ Complete the sentences using the positive or

negative short forms of the verbs in brackets.

| N L e (be) Friday today. It’s Saturday.

5 Read the email confirming a customer’s hotel

reservation. Then put the sentences in the correct order.

|| B Edn Vew inset Fomat Tools Actons Help

2 She e, (do) work on Sundays. =
Dear MrRi
She works Monday to Saturday. sar VrRusse
3 Pmafraid We (do) have any rooms left a D I have reserved a parking space in the car
. park for you,
for tonight. .
4 Of course, gUests ... (can) use the b D The room has disabled facilities.
swimming poot today. c D We are very pleased to confirm your
5 The manager A . (be) in his office reservation for a double room for
S T ' three nights from 2nd March.
He’s on holiday this week.
6 Here’s your key. YoU ..o (be) in room 354. d Thank you very much for your email
7 WE ooeeereeeeeereon (can) take table bookings for the e D We look forward to welcoming you to the
weekend. We're full on Saturday and Sunday. Otiental Palace.
8 Imsorry,there ... ... (be) any adjoining f D and booked a table for two in the restaurant
for 7.30 as requested.
rooms left.
Best regards
Lucy Tan
Reservations
=
6 Complete the crossword using the clues below.
™ ACROSS
by 1 Your phone on the move? (6, 5)
- ; 3 The meal in the middle of the day. (5)
L C 5 Can’tin formal, written English. (6, 2)
- 6 The opposite of refuse. (6)
U 7 Saturday and Sunday. (7)
9 Aroom for one. (6,4)
N 10 Respond to a question. (6)
W 11 Analternative to a shower. (4)
- 12 I'mafraid we’re full. We don’t have................
R left for tonight. (8)
’S
DOWN
- 1 Around 3 o’clock in the afternoon. (3-9)
A
2 Say noto arequest. (6)
4 When you aren’t open you’re..
"B 6 Thechildrenareinthe ... ...
A 8 Wl that we are unable to confirm

your reservation. (6)

Unit5 Giving polite explanations 13



Receiving guests

1 Match aword in each column to make a new noun.

[

d ! room a card

2 D hair b phone
3 [l fitness ¢ address
4 D registration d number
5 D fax e card

6 D key f hours
7 J home g centre
8 D opening h machine
9 D mobile 1 salon

Complete the jumbled dialogue with my, your, his, her, our, or their.

a Yes,wehave ... YOU_ reservation, Mr Vassili. Please complete this
registration card. Could L have............c.......... 2 passport?

b The fourth floor, OK.
Thank you. We'd like to have dinner in the restaurant this evening.

My wife is meeting ... 3 sister here.

¢ Certainly. Carlos, please help Mr and Mrs Vassili
WIH e 4luggage. .o 3 room number is 436.

d That’s right, sir. A parking space is reserved for three days. The car park
attendant can help you. .. 6 name’s Michael. And here’s
................................. 7 key card. ... .8 room number

1s 436. It’s on the fourth floor.

e Good evening. My name’s Stavros Vassili.

You have a reservation for a double room for me and ... 9 wife.

f Hereitis. [also made a reservation for a parking space for
g Yes, please. A table for three.
Can we have help with ... 1 Juggage?

h CanIreserve you a table?

Now put the sentences in the dialogue in the correct order.

tle] 2[ ] 3] «[]s[]e[] 7] s[]

14 Unit6 Receiving guests

&4 Complete the flow chart of the

check-in procedure.

reception.

The receptionist asks the guest’s
2

The receptionist ... 3
the reservation.

J

The receptionist asks the guest
to fill in the ..o,

e BUESE e o i 3 the
card including his home address.

N

Wie At~ 6 asks for his
passport.

Y

The receptionist gives the guest

TRt e N AT T

and room number.

v

R s i 8 helps the
guest with his luggage.




5 Lookat the picture. Then read the sentences and underline true or false.

O O 00 NN R W N —

—

Business
centre

Cloakroom Bar

Fitness centre

Meeting room

GROUND FLOOR

The shop is opposite the exchange bureau.
The bar is next to the restaurant.
The cafe is in the business centre.

The fitness centre is opposite the restaurant.

The information desk is behind reception.
The meeting room is on the ground floor.
The lifts are next to the shop.

The cloakroom is next to the lounge.

The hair salon is in the fitness centre,

The swimming pool is on the ground floor.

6 Find ten more check-in phrases in the puzzle.

You can read some from Jeft to right (), some
from top to bottom (), and some diagonally (7).

b

mmw L CZZX OO0 = >

BLUGGAGETETXS
RRITYV XA SR
F X 1 X UE S E
F DG S RR XS
I X XDPSEE
L A CDI1IAXOR
LXFJAVXSIMYV
I P RERXKSMXA
NXMADULPXRT
PORTERZXOLT ]
HYXT KARRTIZXO
EGI STRATTION

true/false
true/false
true/false
true/false
true/false
true/false
true/false

Lifts

true/false
true/false
true/false

Restaurant

.

Information
desk

Reception

Exchange
bureau

You. are
here

Unit 6 Receiving guests
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Jd Servinginthe bar

1 Underline the correct form.

Would you like/ Shall Iice and lemon?

Could I/ Shall ] charge this to your room?

o N N U1 bk W N

Match offers 1-8 with requests a-h.

d

—

What can I get you?

Can [ have a large whisky, please.
Would you like Jarge or small?
Could [ have your room number?
Shall I charge this to your room?
Would you like ice and lemon?

Can I have your key card?

OOO0000

Can ] have a mineral water?

Can [ have/ Would you like your key card, please?

Can I have| Would you like two large beers, please?

Would you like | Could we have sparkling or still mineral water?
Shall 1/ Could I have a dry white wine and a Margarita?
Could I have | Would you like draught or bottled beer?

Can we haye/ Shall I our drinks in the garden?

~

=]

Alarge one, please.
Sparkling or still?

Here it is.

A glass of red wine, please.
Would you Jike ice?

No, thanks. I’ll pay cash.
It's 22.

Just ice, please.

Use adjectives to describe the drinks.
Some adjectives can be used more than once.

bottled double draught  dry
large mediumdry  red single
small sparkling still
sweet white
1 wine L
2 beer s e
3 SPITIES it e
4 WALET ot s st e

16 Unlt7 Servinginthe bar

&4 Underline the odd one out.

dry still sweet medium dry
cocktail
brandy rum vodka

soda tonic ginger ale
beer
sherry vermouth

Merlot

port gin
Riesling Chablis

orangejuice bacardi

wine

Guinness Budweiser Margarita

O N N e W N

sparkling large small double

mineral water

San Miguel



5 Complete the dialogues using the picture prompts.

1 BAR STAFE:

CUSTOMER!:
BAR STAFE!
CUSTOMER:

BAR STAFF!:

BAR STAFF:
CUSTOMER!
BAR STAFF:
CUSTOMER:
BAR STAFE!
CUSTOMER:

BAR STAFF!

BAR STAFP:
CUSTOMER:
BAR STAFF:
CUSTOMER:
BAR STAFF!
CUSTOMER!

BAR STAFF.

What can I get you?
One large beer, and a vodka and tonic 1 please.
Would you ke ... 2in the vodka?

Yes, please. How much is that?

................................. 3 euros, please.

Good evening. What can I get you?
................................. 4, please.

Would you like ... 5?

Dry, please.

And would you like ... 62
A large one, please. How much is that?

................................. 7 euros, please.

What would you like to drink?

................................. 8, please.

Would you like ..o 92
Still, please.

ANd .o 107

Just a single, please. How much is that?

................................. U euros, please.

6 Use the clues to find the missing drink.

[V I S

o 0 N O W

10
11

12

Vv

\ "

MEDIUM |
DRY

{ =

VBRY | ™~

i

| Mineral
o — Waler

.\lineljaf -\hn:t-cﬂ
_f\-\- ater —Water

WiY

A fortified wine. (8)
[t’s usually made in a shaker. (8)

A fruit drink. (6,5)

The spirit in a Margarita. (7)

San Miguel is a type of ... e .(4)
A colourless spirit. (5)

A good mixer with brandy or whisky. (6,3)
Drink it dry, medium dry, or sweet. (5,4)
Alemon soft drink. (8)

Ginand ... oo .{5)

11 A fortified wine from Spain. (6)

A spirit from the Caribbean. (3)

O 0 NN Ul b W

,_.
o

Y—
[\S)

Unit7 Servinginthe bar 17



Instructions

1 Use each word once to make cocktail ingredients and equipment.

lemon  sugar ice sauce olive
juice spoon  shaker cubes

1 lime ... Juice 406 e 7 sliceof
2 bar s 5 green s 8 Worcester ... o
3 cocktall 6 crushed .o, 9 caster s s

2 Put the instructions for making a Cuba Libre in the correct order.

Then pour in 1 measure of light rum.

[~ )

Next, garnish with a slice of lime.
Then fill the glass with cola.
First, ful a highball glass with ice.

Finally, serve with a straw.

L]

OOEI000

Next, add the juice of half a lime and stir well.

3 Underline the correct verb. 4 Match a phrase from each column to make
cocktajl ingredients.
1 Mix/ Squeeze the liquids with a bar spoon.
2 Stir/ Squeeze some fresh lemon juice. ) @ a dash a of caster sugar
3 Shake/ Strain the llquld intoa glaSS. 2 D thejuice of b Ofswee[ vermouth
4 Fill] Shake the cocktail shaker with crushed ice. 3 D a shice ¢ aglass with ice
5 Add] Serve 1%2 measures of tequila.
. 4 D a teaspoon d vodka
6 Squeeze! Pourthe cocktail into a glass. ‘
7 Servel Chill with a straw. 51| halchu ¢ oflime
8 Strain/ Stirwith a bar spoon. 6 [ % of a measure f Y2alemon
9 Shake/ Pourwell to chill the liquids. 7 E three measuresof g of Angostura bitters

10 Stir/ Garnishwith a cherry.

18 Unit8 Instructions



5 Read the ingredients and look

at the pictures. Then write the
instructions for making a Daiquiri.

Y

DAIQUIRI

3 measures light ram
I meagure lemon juice
[ teaspoon caster sugar
crushed ice

glice of lemon

l"?__—

[ f@};@%ﬁ‘"

7409

1 First, fill a cocktail shaker with

crushed ice.

‘G

ZA

6 Complete the crossword using the clues below.

g

o o

M

G

’C

10

ACROSS

4 It chills your drink. (7, 3)

6 Youcan ... .. a cocktail with cherries, olives, and lemon. (7)

7 A rum-based cocktail. (4, 5)
9 Finally, stir witha ..

AAAAAAAAAAAAA (3,5)

10 Whisky, vermouth, and bitters make a...........cvees .(9)
11 The liquid of a small green citrus fruit. (4, 5)

DOWN

1 You serve a cocktail in this. (5)
2 A popular US cocktail. (9)
3 Firsttakea.....

5 A popular tequila cocktail. (9)
8 ANGOStUTA .corcmrrnnnens A7)

.(8,6)

Unit8 Instructions
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Taking a food order

. 2 .
1 Make words from the letters in Name the food items and add Breakfast menu
italics to complete the menu. them to one of the menus. _
Some items are on two menus. | S A crossant
Starter menu [:

a basil and atotmo! soup
tomato

wa red nonio? tart

2 shomurom3 paté

w kucd’s4 liver paté

& slemou 3 marinidre

Dinner menu
................................ ) D
N I
10 [ ]
S
P2 I R —
3 Find five more mistakes and correct them. &4 Label the words: C for countable
Tick (¢) the correct sentences. nouns, U for uncountable nouns,
: . and C/U for nouns that
1 Would you like to order theaperiti? L ORI can be both.
2 TI'dlike a Daiquiri, please.
3 Would you like to see the dessert menu? oo enseon e beerC/U bread U
4 Tdlike to book the table for five on Saturday evening. ... ... .. tea glass of wine
5 What'sasoupoftheday? water double whisky
- starter coffee
6 We'dlike abeer and two Cokes, please. loast money
7 Would you like to see a wine list2 : aperitif cocktail
8 I'dlike an egg sandwich and the pot of tea, please. o fish milk
9 Pll have half the bottle of Merlot, please. _ #seggage :Jaox?le of water
10 Would you like a double or a twin room? . . time parking space
help

20 Unit9 Takinga food order



5 Make questions and answers using a/an or some.

1 Would you / wine? Would you like somewine? ... .
Just glass / Chablis. Justaglassof Chablis, ...
2 Wouldyou/aperitif? e ———————

Yes / gin and tonic.

Canl/ change / money here?

Yes. There’s / exchange bureau / lobby.

Could we / mineral water?
Would you / large bottle / small bottle?

Could I/ sandwich / orange juice?

Would you / ice / your orange juice?
Couldyou/call/taxi?
Certainly. Would you / help / luggage? s

6 Put the sentences in the dialogue in the correct order.
a D wAITER:  Here’s your table. Can I take your coats?
b D MAN: Yes. I'd like a whisky sour and my wife would like a vodka and tonic.
c D WAITER: Brezina. Table for two at 8 o’clock.
Come this way and I’ll show you to your table.
d D MAN: Thank you.
e D WAITER:  Here’s the menu and wine list. Would you like an aperitif?
f D MAN: Thank you.
g D wAITER:  Whisky sour, vodka and tonic. Fine.
And the soup of the day is French onion.
h D MAN: Good evening. We booked a table for two.
The name is Brezina.
i WAITER: Good evening.

7 Find ten more meat and fish words in the GXOKMXTIFPE
puzzle. You can read some from left to ILRXICRXTER
right (=), some from top to bottom (1), XOBMMONEKTF I
and some diagonally ().

PRXABOLIKXYV
CXHSMXUTLK?Z
M|F I LLETSTE
AIPAAXODXTIN
LISNMUXARWI
I|/J] XBEETFASX
BIECOX JRXIM
UXEBSPXTUX
\EO MXCHTITCKE

ZBEmZOo0Orw—~ndg X
Om X OXEZARNXZIXo®
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Desserts and cheese
1 Match a word in each column to make popular desserts.
1 Vanilla a tart
2 [:I Blackeurrant b pudding
3 D Creme ¢ salad
4 D Chocolate d with chocolate sauce
5 D Profiteroles e mousse
6 D Fruit f icecream
7 D Summer g bralée
8 D French apple h sorbet

2 Read the sentences and underline true or false.

1 Cheddar is a hard cheese from Britain. true/false
2 Roquefort is a blue cheese from Italy. true/false
3 Manchego is a soft cheese from Spain. true/false
4 Dolcelatte is a soft blue cheese from Italy. true/false
5 Gouda js a hard cheese from the Netherlands. true/false
6 Danish blue is a hard cheese from Denmark. true/false
7 Gruyere is a hard cheese from France. true/false
8 Mozzarella is a soft cheese from Italy. true/false
9 Camembert and Brie are soft cheeses from France. true/false
10 Parmesan is a soft cheese from Italy. true/false

3 Label the countries 1-10 on the map of the world.

[ IBrazit [ IFrance [Jitaly [ Morocco [ | Spain
[ Britain [ Germany L] Japan L] Portugal (] The United States
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&4 Complete the table of countries, nationalities,
and languages.

5 Complete the dialogue using some or any.

MAN:  Doyouhave ... any.....Vice cream?
Country Nationality Language sTAFE:  Yes. There’s vanilla, chocolate, and strawberry.
Brazil Brazilian Portuguese MAN:  Tdlike . 2 chocolate and vanilla,
Britain please. What about you, Kate?
woMAN: Do youhave ... 3 fresh fruit salad?
France , _ ,
STAFF: ['mafraid we don’thave ... 4eft.
Germany Would you JiKe ..o 5 fresh fruit
Italy italian instead?
Japan woMaN: That would be nice. Thank you.
Morocco Arabic sTAFF:  Would you like ..o 6 more wine?
Portugal No, thanks.
sTaPF:  OK.Would youlike ... 7 coffee after
Spain
your dessert?
The United States  American MAN:  Tdom’twant ... 8, thanks. Kate?
WOMAN: An espresso, please.
6 Use the clues to find the missing dessert.
1 A smallblack fruit. (12) 1
2 Ablue cheese from Denmark. (6,4) 5
3 Ahard Spanish cheese. (8)
4 The flavour of white ice cream. (7)
5 Asmall, soft, red fruit. (9) 3 M
6 A popular American/British dessert. (5,3)
7 Asoft cheese from France. (9)
8 The cheese used on pizzas. (10) 4 v
9 Fresh fruit dessert. (5,5)
10 A good dessert for a hot day. (3,5) 5 R
6 A
7 C
8 M
9
10
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Talking about wine

1 Match adjectives 1-8 with their opposites a-h.

] E good a unpopular

2 E cheap b white

3 D light c sweet

4 D smooth d bad

5 D dry e non-sparkling
6 ’: sparkiing f rough

7 E] red g expensive

8 | | popular h full-bodied

2 Put the words in the correct order.

1 Italian/light/ wine / Frascati/is/ a/ white

24 Unit 11 Talking about wine

3 Complete the table with the comparative

forms of the adjectives. —

Adjective Comparative

cheap cheaper

expensive more expensive

dry
sweet

smooth

rough

good

bad
full-bodied
light

famous

Compare the different wines using -er thamn, more ...

than,and notas ... as.

1 French Merlot / expensive / Chilean Merlot




5 Answer the questions using the map. 1 Where does port come from?

9 Where is the Chianti region?

10 Where is Frascati produced?

6 Complete the crossword using the clues below.

ACROSS |1

2 Arestaurant’s wine selection. (4,4) s
4 This wine tastes bad. Perhaps it’s
................................ .(6) w
5 St.Emilionisa ..o wine, (8)
7 The country where Chianti and Frascati ’s . -
are produced. (5)
8 The most famous sparkling wine. (9) ‘c Bl SB.
9 Pinot Grigioisa .....owmcnn
white wine. (3) o r
DOWN C
1 This red wine is not light. D [Pr
| (R .(4-6) -
3 A good Bordeaux s full-bodied and
................................ . (6)
6 A piece of paper attached to a wine bottle,

with information about it. (5)
10 You serve red wine at ...

temperature. (4)
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Dealing with requests

1 Use Could I/ Could we to make requests from the pictures.
Then underline the correct form in the response.
] GUEST: 5 GUEST:
sTAFE: [}l order one/ somestraightaway. sTAFE:  Yes.ll just get you one/ some.
2 GUEST: 6 GUEST!  cooscemmmemssssmmsrssmessssssessssessmsst e msse et ssssoss s e
STAFF! sTAFF:  Certainly. I'll send one/ some up.
. \ \\q
3 GUEST: T GUEST:  ooervissmmvssssconesss s ssseeeseeesssssss o oece oo oers cere e oo
starf:  Of course. I'll get you one/ some. sTAFF:  One moment. 'll see if there’s one/ sonte free.
® A g
i !l
4 GUEST: oo 8 GUEST! ottt
sTAPP:  Yes.I'l) getyou one/ some. sTAFE: ['ll get you one/ some.
2 Make responses to the sentences with Ill get some/onel another/ some more.
1 We don’t have any bread Jeft. 6 My knife is dirty.
Pllgetsomentore. .
2 Table 6 doesn’t have any menus. 7 Excuse me. The milk is nearly finished
3 This bottle Of mineral water is warm. 8 Canlsee thc dessert menu?
4 There isn’t any salt on table 11. 9 Table 3 would like extra toast.
5 Some cheese would be nice. 10 Mrs Kruger wants a pen for the bill.
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3 Put the sentences in the telephone dialogue in the correct order.

a RECEPTION: I'llask housekeeping to get you some more.

b

—

O O = [ T

—

and shower gel, please?

RECEPTION: Reception. How can [ help you?

s

GUEST: We'd like a bottle of mineral water, two glasses, and a selection of /
vegetarian sandwiches. Thank you very much.

RECEPTION: In 3042 I'm very sorry. I'll speak to them straightaway.

GUEST: Thank you. One last thing. Can [ order drinks and sandwiches from you?

GUEST: OK, I’ll wait for housekeeping before I take a shower.
Also, I'm sorry to complain but the people in 304 are very noisy.

RecepTION: Certainly. I'll send some toiletries up to your room.
GUEST: Thank you. And our bathroom towels are very wet.
RECEPTION: Ifyou give me your order, I'll pass it on to room service.

GUEST: Hello. It’s Mrs Beneto in room 303. Can we have some more soap

& Complete the words.

THE CUSTOMER CARE CODE

Alwaysw.€ [ .C.omel
customers with a smile.
A..s...e..2thephone quickly.

m Apo...0...i..e3foranydelayin

answering the phone.

m Alwaysbep...l..t..4%and
foi...n..ly3.

m Usethecustomersn...m...Swhen
you tatk to them.

m Takespe...i... 17 careof people
with particular needs.

m Bep..t..e..t;andh.. L. fuld.

m Don’tkeep peoplew...i....ing10 long.

a O .. .. ....\latwaiting guests.

5 Find eleven more uncountable nouns in the puzzle.
You can read some from left to right (=), some
from top to bottom (1), and some diagonally ()

XRIXTOELEZXS A
LI XSCNXMRHN X
XKAXI1ZI1EXOL K
GOSWATERIMX B
TRAEXUNTXETFE
XALUGGAGEWO X
EXTIXMINCOZX P
NJXLROXKARE X
XADOUNOUXKS S
DXFBREADLXAT
ONNXMYAI XOG E
[CETHXMAYTXB
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18] Describing dishes

1 Match the food with the ingredients.
Penne arrabbiata a

Mixed seafood b

p—

Hollandaise sauce ¢
Salmon coulibiac d
Bearnaise sauce e

Summer pudding

N N Ul b W

OO ]

Meringues

egg whites, and icing sugar

thin slices of white bread, raspberries, and sugar

chilli, tomatoes, garlic, basil, pine nuts, and pasta

tarragon, shallots, vinegar, dry white wine, egg yolks, butter, and salt and pepper

layers of rice, onions, mushrooms, salmon,
and hard-boiled eggs in puff pastry

f eggyolks,lemon juice, butter, and salt and pepper

g half alobster, king prawns, scallops, and mussels

Answer the questions using the prompts.

1 What is ice cream made from?

e cream/eggs/sugar
It’s made from cream, eggs, and sugar.

2 What does a continental breakfast consist of?

o fruitjuice/croissant or bread/jam/butter/coffee

3 What does the mixed seafood dish contain?

o lobster/prawns/scallops/mussels

4 What does a Margarita consist of?
o tequila/triple sec/lime and lemon juice/ice

5 What is summer pudding made from?

o bread strips/raspberries/sugar

10

What vegetables does the vegetarian bake contain?

e aubergines/tomatoes/onions/broccoli/mushrooms

What are pancakes made from?
o eggs/milk/flour

What does the chef’s salad consist of?

o green salad/tuna/olives/tomatoes

What's the salad dressing made from?
e olive oil/wine vinegar/mustard

What does the penne arrabiata consist of?
» pasta/chilli/tomatoes/garlic/basil/pine nuts

Rewrite the instructions in the Passive for how to make a Summer pudding.

.
r &\ }

2 Cuteachsslice into three or four pieces.
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3 Put some of the bread strips around a pudding bowl.

4 Stew the raspberries in the sugar for a few minutes.

5 Add the fruit and some of the juice to the pudding bowl.

6 Cover the fruit with more bread strips.

7 Pour over the remaining juice.

1 A clean tablecloth is put on the table.
Put a clean tablecloth on the table.

2 Aknife and fork are put in the plate position.

7 A flower arrangement and a candle are placed by the salt and pepper.

Use the clues to find the missing wine, perfect with seafood.

-
w
—

A shellfish starter. (8)
2 E 2 The waiter brings this and removes the meat
fork. (4,4)
3 This large shellfish changes colour when
cooked. (7)
4 A good light sauce for fish. (11)
5,6 This fish dish is usually served as a starter. (6,6)
5 7 Another piece of cutlery for eating fish. (4,5)
8 A popular royalshellfish for starters and main
courses. (4,5)
F 9 A sauce often served with cod. (6)

=

W &0 N & s W
w
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i¥1 Dealing with complaints

1 Match the pictures with

the adjectives.
a empty e corked
b torn f off
¢ overcooked g undercooked
d full h flat

30 Unit 14 Dealing with complaints

2 Complete the complaints with the best answer.

1

~1

You've given us the ... WION&  rooms. We asked for adjoining doubles.
a bad b right ¢ wrong d good

Sorry, thisbread is really ... ..
a stale b fresh ¢ good d flat

This is room 409. Our bathroom is absolutely ..o .
a unmade b filthy ¢ dirry d dusty

These vegetables are really ... . They have no taste at all.
a new b vinegary ¢ cold d tasteless
Excuse me. I can’t eat this soup = it’s t00 ... . -

a warm b tasteless ¢ salty d flat

Are you the reception manager? One of your staff was very ...
to me today.

a rude b friendly ¢ bad d dirty

The TV in our ro0m is ... -

a dusty b full ¢ broken d torn

This Meatis S0 i that it’s difficult to cut.

a ftasteless b tough ¢ cold d stale

Our room is Very ... .because of the street traffic. We can’t sleg
a full b dirty ¢ hot d noisy

This wine tastes ... .Ithink it’s corked.

a vinegary b salty ¢ tasteless d flat

3 Match responses a—j with the complaints in exercise 2.

B

[~

[= PR o

= @< e TN 1

E I’m very sorry. I'll speak to housekeeping straight away.

I’m sorry. 'l speak to the wine waiter who will replace it for you.

I'm sorry. Can | get vou a salad instead?

L

I’m sorry. I'll change them straightaway.

L]

I’ll ask maintenance to sort it out for you immediately.

]

I'm sorry. Would you like to choose another soup?

|

[]

I'm sorry. I'll get you some fresh bread.

I can move you to a room at the back of the hotel.

|

I do apologize. I'll speak to the person concerned.

L]

I’m sorry. I'll speak to the chef. Would you like something else?

|




& Complete the sentences with the verbs in the
Past Simple tense.

1 They....ordered (order)abottle of red wine.

2 The Waitress oo (open) the bottle of
champagne.

3 The waiter ... (take) their order.

4 The guests ... coen (arrive) at 10 p.m.

5 The restaurant Manager ................... (speak) to the

chef about the complaint.

6 The manager ... (lookinto) the complaint
about his staff.
7 The receptionist ... (smile) at
the new guests.
............................... (leave) after breakfast,
9 (give) the waiter her key card.
10 They o i, (reserve) a table for dinner
at8 p.m
11 They ..o e (meet) their friends after work.
12 Thebarserver ... (shake) the cocktail
shaker.

5 Complete the letter with the verbs in the
Past Simple tense. '

give receive notbe notwant
book be wait speak
take arrive  make  complain
Dear Sir/Madam

| would like to complain about the recent poor service
which | ...Teceived 1 atyourhotel.

WHENWE ..o 2 on Saturday afternoon,
OUT FOOM ..o 3 ready for us. Then the
r&Ceptionist ..o 4 us the wrong room
without a balcony or Shower. She ... 5

to change the room for us but | insisted.

ML ToasTy 6 atable for dinner when
...... 7 our room reservation but we
..8 more than half an hour for a table.

The Waiter ....................). our order and we then waited
another thirty minutes for our food. The food was not good.
TOO TR itic it 10 tough and the vegetables
watery and overcooked. | ... 11 10 the waiter
ARSI L i mitinnis 12 with the restaurant manager,
who was unsympathetic.

| remain an unhappy customer.

Yours faithfully

6 Complete the crossword using the clues below.

ACROSS

4 No taste at all. (9)
6 Really dirty. (6)
7 Meat that is difficult to eat. (5)
11 Wine thatis too old. (8)
12 Too much salt. (5)
13 Too much H20. (6)
14 The opposite of polite. (4)

DOWN

Cooked for too long. (10)
Covered in dust. (5)

Green beans can be like this. (7)
Champagne with no sparkle. (4)
Another word for loud. (5)

Not working. (6)

O O 00 Ul W N —

Certainly not fresh. (5)

'0 D
’s
o
*F
‘F
T N
IOS 1lv
uS
13
W
"R
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183 Jobs and workplaces

1 Lookat the pictures. Then complete the Leon

sentences with jobs, and responsible to or

responsible for.

hotel manager

Leon

2 Heis responsible for 4] the staff.

Rachel
reception manager

I
Mai

housekeeper

]

Max
head chef

cashier  receptionists reservations porters cleaners room SOuUS pastry  chefde commis kitcher
(3) clerks (2) 3 attendants chef chef partie  chefs(3) porters (
Rachel Mai Max
3 Rachelis 7 Maiis % N VR 15 e e AR e .
4 She is responsible to 8 the hotel the kitchen
foris manager.
5 the front 9 13 . the head chef.
office staff. housekeeping staff. 14 They are the sous
6 They are a cashier, three FORNREYATEIN. . o W [R110 s SR ey the
.......... , two Y070 1 (01001 s WA ... chef, the chef
clerks, de partie, three..............
and three chefs, and two kitchen
2 Match the jobs with the responsibilities.
JOB RESPONSIBILITY
| reception manager a menus and the kitchen
2 El restaurant manager b luggage
3 |7| housekeeper ¢ front office
4 ‘ head chef d guests’ questions and requests
5 ‘_‘ cashier e baking bread and croissants
6 j receptionist f bedroomsand linen
7 u reservations clerk g helping the sous chef
8 u porter h the restaurant staff rotas
9 D roomattendants 1 reservations by phones and email
10 D pastry chef money and bills
11 D commis chef k preparing vegetables
12 D lytchen porter 1 cleaning rooms and making beds
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3 Complete the sentences with this/that or these/those.

N -

Right. ... TS menu here is today’s menu.

Look at this menu. ... are the dishes I want you to prepare.
................................. ’s tomorrow’s menu over on the board.

................................ are tomorrow’s dishes over there.

............................... desserts here are ready for the dining room.

ThoSe ON oo worktop aren’t finished yet.

Could you pass me ... e bottle? The one on the shelf.

Ll SETVE oo dishes here if you take ... ...

Here youare, Sir...ccien is today’s lunch menu.

Excuse me. Who are ..o people over there?

4 Complete the sentences with the best answer.

1

10

Put the dirty plates into the ... dishwasher

a cupboard b bin ¢ blender

YOU USE @ v to make meringue.

a blender b whisk ¢ knife

When you make a tart you cook it in the ... .
a deepfryer b grill c oven

Eggs are boiled on the ... :

a grill b oven ¢ hob

French fries are cooked in the ... .o .

a oven b fryingpan ¢ deep fat fryer
We make soup using the liquid in the ... .
a stockpot b blender ¢ refrigerator
Food is kept warm under the.............c... .

a oven b heatlamps ¢ grill

Each chef has their own .o .

a cupboard b oven ¢ worktop

The waiters make toast in the ... .

d dishwasher

d sieve

d frying pan

d saucepan

d food processor

d saucepan

d hob

d work station

a grill b toaster ¢ heat)amp d blender
The kitchen porters ... the kitchen knives every day.
a sharpen b wash ¢ clean d cut

5 Find nine more pieces of kitchen
equipment or kitchenware in the

puzzle. You can read some from
left to right (=), some from top to
bottom ({ ), and some diagonally ().

RSTOCKPOT)
EXSAUCEPA
FIHXRTXPM
RSOLXTGEN
[ XBLENDER
GRXKIXVEL
EXAYXORV X
RERXBCXQU
AFBAKINGT
TXAMOXEK]J L
OWHXOLXST
RX)FXTOAS
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Y Explaining and instructing

1 Complete the sentences with the correct verb. 3 Now put the instructions in the
1 We have to julienne the carrots and .... ... chop .. the onions. correct order.
a cut b prepare ¢ chop d break D D U ’7‘ m
2 Thekitchen porters ... the potatoes before bojling them.
a slice b strain ¢ beat d pour &4 Use each verb once to complete the
3 You haveto ..o the broccoli and cauliflower into florets room attendant’s instructions.
before boiling. .
) empty  clean strip
a prepare b fold C stir d break replace open  check
4 — the egg whites together to make meringue. put make
a whisk b cut ¢ blend d stir take clean and dust
5 S the sauce to stop it sticking to the pan. . the windows.
a whip b stir ¢ break d beat 2 the beds.
6 s e the cream to make a topping for the desserts. 3 the dirty linen in
a beat b blend ¢ whip d stir the laundry bag.
A the fruit and chop it into pieces to make a fruit salad. 4 i clean sheets and
a scrape b peel c slice d cut pillow cases from the trolley.
8 i e the meat thinly and put it on the plates. R, the beds.
a whip b prepare ¢ scrape  d slice N —— . theroom.
9 The kitchen staff always .........coccoe their hands in the hand basin. 7 e e the bath‘room.
a clean b wash e drY d sweep 8 ssanntn.. all the bins.
R the toiletries
10 The kitchen porters ... and wash the floors every day. ]
in the bathroom.
a sweep b make ¢ dust d prepare

| (R the minibar, lights,

. . . . and electrical equipment.
2 Match the instructions with the pictures. quip

] @ Strain the pasta into a
colander.

[NV

00000

Boil a large pan of water.

Add the sauce and serve
immediately.

Boil for 7 or 8 minutes until
the pasta is al dente.

Add salt and a dash of oil to
the water.

Put the pasta in the
boiling water.
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5 Make sentences with mustsn’t or don’t/doesn’t have to.

t

10

Guests / pay for the car park
Guests don’t have to pay for the car park.

You / overcook the vegetables

Reception staff / keep guests waiting

6 Complete the text with must or have to.

Ro BBIE AND DIRK work in the kitchen. They
>>>>>>> haveto  1preparethe vegetables for lunch

every morning. Also, they ... 2 chop onions

and peelcarrots. They ... 3 wash their
hands In the hand basin before touching food.

They e 4wash the kitchen floors every
dayandthey ... 5 clean the bins regularly.
THeY oo 6 rememberto putthe rubbish in

the correct bins for food or general rubbish.

I:N AND PETRA are room attendants. They

................................. 7 make the beds and clean the

rooms every day. They ........c.coccomenen 8replace the
bathroom toiletries and they ............ccone. 9 check
the minibar and the light butbs. They ..o 10

make sure that everything in the bathroom is
very clean.

7 Use the clues to find out how clean the kitchens and bathrooms must be.

o Ny Ul A W N —

e N O s W N -

Kitchen staff must always wash their hands in this. (4,5)

The pastry chef uses this to roll out pastry. (7,3)
Useful for making meringue. (7, 5)
Another word for kitchen tools. (8)

Shampoo, shower gel, soap, and toothpaste are.................

Strain your vegetables in this. (8)

Guests sometimes leave these on the bathroom floor. (6)

Kitchen porters put this in the bins. (7)

H

S (1)
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Taking telephone requests

1 Match a phrase in each column to make room service requests.

fa—

(o B N = A T & B ™ J o

@ Coffee and cheese

D A continental

C\ A taxi

D Two beefburgers

D A bottle of French Merlot
D A pot of tea for three

:l Some fresh towels

D Two more

a
b

a

m

pillows for room 34.
and three wine glasses.

and some pastries.

for the bathroom in 167.

for 6 p.m.
and some French fries,
sandwiches for two.

breakfast for one.

2 Complete the sentences with the correct form

of need.
I Housekeeping ... 1e€d510  service al the
rooms.
2 MrDelporte ... aparking
space.
3 He ... parkhiscarinthecar
park.
4 Room34 ... two more pillows.
S Theduty manager ... follow up
the complaint.
6 Theguests ... . ... ataxifor6p.m.
7 Reception ... orderthetaxi
for room 721.
8 Thehotel .. ... .. .. confirmthe
booking. -
9 Thelitdeboy ... .. adoctor.
10 Tables6and8 ... abottle

of sparkling mineral water.

Look at the picture. Then use the verbs to make sentences about what needs doing.

refill wash make
repair  clean iron/press
change answer empty
dryclean

36
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& Make responses to the requests.

1 Where can] get a haircut? 5 Ineed my suit cleaned.
« hair salon/ opposite reception o send housekeeping / your room
There’s a hair salon opposite reception. . e
2 What time does the salon close? 6 Where can ] get theatre tickets?
e close/5 p.m. o ask/doorman / theatre-booking service
3 Where can I change some money? 7 My wife is feeling ill. She needs a doctor.
o exchange bureau / ground floor e call one / immediately
4 Where can I change my flight? 8 Can you get me a taxi to the airport?
o travel agency/ next door to hotel s order one / straightaway

5 Complete the crossword using the clues below.

ACROSS DOWN

4 A tasty bread starter. (6,5) 1 Deep-fried potato sticks. (6, 5}
6 Non-alcoholic drink. (4,5) 2 Many restaurants specialize in this [talian dish. (5)
8 Thisis good to eat on hotday.(3,5) 3 A popular US fast food. (4, 6)
10 Espresso, latte, or cappuccino. (6) 5 Two pieces of bread with food between them. (8)
11 China, Indian, herb, or fruit. (3) 7 A meal made from eggs. (8)
12 A nice snack for a sweet tooth. (6) 9 Aliquid dish. (4)
13 A drink made with fresh fruit. (5,5)

E P B
e g
‘s
0

I
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S
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1 Underline the correct verb.

1

2
3
4

[* V) |

10

Do you speak / talk English?

1 didn’t spell / catch your name.
Did you say/tell X for Kilo?
Could you speak up / talk down,
please?

I’m sorry, I can’t lister / hear you.
We get/ havea very bad line.

Can you say / spell that for me,
please?

Could you repeat / speak

that, please?

Can you speak / say more slowly?
Can you speak / say those

dates again?

Taking difficult phone calls

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

RECEPTION;

WOMAN!:

RECEPTION:

WOMAN:

RECEPTION:!:

WOMAN:

RECEPTION:

WOMAN:;

RECEBPTION:

WOMAN:

RECEPTION:

WOMAN:

RECEPTION:

WOMAN:

RECEPTION!

Brett. Could you spell that for me, please?
[t’s 0041 962 4035.

Yes, madam. When is it for?

Hello. I'd like to make a reservation.

I'm sorry, could you repeat the date please?
No, [ didn’t. [ said B. B for Bravo,

Thank you. Your reservation is made.
Would you please confirm in writing by fax or email?

B-R-E-T-T.

OK.Thank you. So, the 18th to the 23rd of August,
a family room. What name is it, please?

It’s Brett. Mr and Mrs Brett, and our child.

Good morning, Coral Beach Hotel. Can I help you?
I said from the 18th of August.

Sorry, did you say P-R ... 2

It’s for five nights from the 18th of August.
A family room, please.

B for Bravo. [ see. And could T have a contact number?

3 Use letters 1-15 to complete the correct phone code. (Check the
Telephone alphabet on page 110 of the Student’s Book if necessary.)

Then practise saying them.
@ E
EE@E ... for ...

dlala
i ]fed
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&4 Make questions and short answers.

1

Mrs Brett / reservation / by email? (No)

5 Rewrite the sentences in the negative.

1 They arrived last night.

6 Use the table to calculate the answers to the questions.

Tariff per room per night

room type 1 night Sat/Sun 3-6nights 7 nights +
(2 nights)
Double €100 €160 €80 €70
Family €130 €200 €90 €80
Single €80 €130 €70 €65
Suite €180 €280 €150 €140
How much is...
1 asingle room for 3 nights? E210
2 adouble room for Monday and Tuesday night? ...
3 asuite for Saturday and Sunday night? ...
4 afamilyroomfor 10nights2 .
5 asuitefor3nightst
6 adoubleroom for Friday to Sunday night? .
7 asingleroomfor 1nightt
8 afamily room for Saturday to Monday night? ... .

Find ten more telephone terms in the
puzzle. You can read some from left to
right (=), some from top to bottom (-),
and some diagonally (7).

BATTERYHXSBXN
XIMXRANAWXUTIU
AXDRXIPNXUSRM
VIUXYEXDAXYTESTB
XBMEXTASXITCE
YOKXRXPESMOHR R
INTERNATIONAIL)
kALLVXYUPBERX
XFRXHOPYRTIXGE
BXJLSXHFALDEZX
WHEXHLOXTEDIXDO
DIALLINGTONEL
XPRAXTECCXTIAN
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Health and safety at work

1 Lookat the pictures and complete the sentences 2 Match the health and safety regulations a—g with the
about Bruno’s bad day. pictures in exercise 1.

a | 2| When lifting heavy objects, bend your knees and
don’t strain your back.

[~]

b D Always put the guard in place before using the
food slicer.

c [:I Clean kitchen floors regularty.

| Replace damaged carpets.

|

2]

2]

Keep fire exits clear at all times.

[¢)
—

Replace old and faulty equipment.

0]

Don’t store cleaning products with food.

Complete the table of adjectives and adverbs.

Adjectives Adverbs
1 careful carefully
2 clearly
3 early
4 fast
5 freshly
6 good
1 When Bruno arrived at work this morning he fell on 7 hard
the slippery .....f1007 __andhurthis ... ... X 8 immediate
2 Hepickedupa ... bag of potatoes and 9 late
strained his ... 10 patient
3 Hetooksaltfromthe ... ... andfound :
] _ 11 politely
it was caustic soda. .
4 He oo hi$ ..ot i, ON the 12 qulek
food slicer. 13 quietly
5 Heranforthe .. . . ... ... .o when 14 regular
the e SRR went off,and fellover 15 seriously
some boxes. 16 slow
6 He i, in the restaurant and injured
7 He got a nasty electric . ............ ... froma faulty

wiieees . PoOT Old Bruno went home!
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& Correct the mistakes in the sentences.

1 Please close your door gutet late at night.
e Quitetly
2 Room 356 would like their bill immediate.

3 The chef makes freshly bread every morning.

6 Bruno works very fastly in the kitchen.

7 Staff must speak polite to guests.

10 The fire alarms are tested regular.

5 Rewrite the sentences using adverbs.

1

Stefano is a very quick worker.

She’s a careful driver.
He’s a slow worker.

We have a regular test drill.

The cashier asked the man for immediate payment.

6 Use the clues to find a useful person in an emergency.

1 You need this to break down a door

a fire. (4,3)

2 The way out ip an emergency. (4,4)

3 Leave the building when you

hear this. (4,5)
4 Afire ... ... ..
equipment for a small fire. (12)

.. . is useful

You can cover a fire with this. (4,7)

The chief and his team. (4,7)

A practice for an emergency. (4,5)

1 F
2 F

3 F

4 E

5| F

6 F

7 T

8 F

9 S

10 A

Hotels must have these doors. (4,5)

N =R I e ) |

A useful bucket for kitchen fires. (4,¢
10 A fire-fighting shower. (5,9)
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Giving directions indoors

1 Read the text and answer the questions. 2 Read the directions and underline the
correct word or phrase in italics.
1 SR S

L= _

Back  Forwerd  Stop

o Take thelift to/ for! the top floor. Walk / Turn?2 right

out of the Jift and the conference suite is orr/ in3

@ www.royalhotel.com/about us

your right.

o Go across/ down* the lobby. Go under/ through the
door. Take/ Turn® )eft and go up / down7 the stairs to
the basement.

Bookings email us virtual tour

o 1t in/on8 the ground floor opposite/ inside? the lift.
w o Take/ Go'0 thelift to the fourth floor. When you go

into/ come outof ) the lift, turn/ take)? right and
The Royal Hotel

The hotel has seven floors. Reception, bar, restaurant, o Walk past/ along!4 the corridor, turn right at the end |
shops, and guest lounges are all on the ground floor.
The swimming pool and fitness centre are in the

room 420 is at / on your left .

at the top13 of the corridor. Go across/ past 16 the stairs

basement. The 250 bedrooms are located on floors one | and the lifts are in front of you.
to five. The conference suite and roof garden are on the {
top floor.
3 Complete the sentences with the correct item.
lightbulbs  drawers hangers
1 Where’s the restaucant? bedding welcome folder trouser press
I’s on the ground floor, shaver point pillows shelf

> ?
2 What'son the top floor’ 1 If guests are cold at night there is spare

. bedding  inthe wardrobe.

3 Which floor is the bar on? )
© 2 Thereare.. .. ..... .. inthewardrobe for guests
B , h o f o to put their clothes on.
4 Where’s the conference suite? R
3 There’s a spare blanket onthe . . . ...

o in the wardrobe.

5 Where are the guest lounges? 4 There are also two spare ...
oo in the wardrobe.

6 Whatsin the basement? 5 Theroom attendant checksallthe. ... . ...
in the cabinet.

6 Theyalso checkthe .. .. .

in the bedside lamps.

7 Which floors are the bedrooms on?

8 ere’s the fitness centre? ; .
Wh n 7 The... ............ hasinformation about the hotel

and the surrounding area.
8 Someroomshavea. . . ...
for guests’ trousers.
9 There’sa ....... ....... .. inthe bathroom for electric

shavers.
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& Look at the pictures of Lyn and Petra checking the room and complete the sentences.

Lyn is checking the
in the wardrobe,

9 For the turn-down service, Petra is
folding back the .. ... ... ...

2 Petraischeckingthe... .. ... .. 10 Lynisclosingthe. .. ...
in the bedside lamps.
=
3 Petrais checking the spare 7 Petraissettingthe .. .. .. ...
bedding on the wardrobe 8 Lynispolishingthe .. ... ...
4 Tynislookinginthe .. . ... ..
of the cabinet.
5 Complete the crossword using the clues below.
C ACROSS
2 2 3 Hotel reception is on the
: o .(6,5)
N 4 Thisis essential in winter. (7)
5 Atall cupboard for clothes. (8)
‘H 8 The soft part of the bed. (8)
10 This floor is under the ground floor. (8)
W 11 Go up or down in this. (4)
‘B 50 DOWN
M *g 1 Walk along these to the rooms (9)
2 Guests check in at reception in the
e e (5
. ™ 6 The room attendants check all the Jight
.(5)

7 Afloor-covering. (6)
9 Walk up and down these. (6)
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1 Use each word once to complete the text.

theatres travel gallery
underground railway station  bus station
cinema museums outside

- getting around

To .....ITavel . 1around the city and to visit places

4 is really quick
for city centre travel. The ... 3 has trains
to all parts of the country as well as international
services. In the evenings you can see the latest films
ACHRE. oo 6, and if you prefer a play ora
................. 7. There
are alot of INteresting ... 8 which explain

show there are three or four ...

our history, and if you like art there is a wonderful
................................. ? which has pictures by Matisse,

Picasso, and the French impressionists.

48 Giving directions outside

2 Lookat the pictures and write the different ways
you can travel.

3 Underline the correct prepositions.

00O NN O U= N -

Take the bridge over / across the motorway.
You can park directly inside / outside the hotel.

Get on/ inthe train at Kings Cross and get to/ off at Waverley.

Don’t turn left or right. Go straight ornt/ right on.
Walk down the street next to / towards the museum.
Go up/ alongthe hill and turn right at the top.

The cinema is just across/ opposite the road from the hotel.

The bus station is i1/ o the other side of the square.
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4 Use the underground map to give the directions.

1 Excuse me. Howdo I get from Ato F?

Black line White line
5 Read sentences 1-8. Then underline true or false 6 Find nine more London tube stations in the puzzle.
for the town or city where you are studying. You can read some from left to right (=), some from

t bott ,and diagonall .
1 There’s an underground train system.  true/faise op to bottom (), and some diagonally (1)

2 There’s a square outside the busiest true/false K X A@O NDSTRE EBX
railway station. NIRVXSSMIUTROV
3 There’s a theatre near your school true/false INOLGOTXEWQUTO
or college. - GBINRXSSATUMO X
:;:ela)rgesfhoteljm]thecentr;. y truc;Z}se HPI1CCADILLYANFE
1 t leas

6 There are more than five museums. true/false SLASXORABMXBOR
7 The quickest way to get to the true/false BXYITIXYOLPLXD
airport is by taxi. RAMCXOBAXKEREUC
8 The cheapest way to get to the next true/false I XTI PPSTREETAIXI
big city or town is by bus. DVXROTXATRZXRER
GGREENPARKACXTC

EMAXDOWXLARBRTEFU

CANARYWHARTFXUS
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1 Make two lists of the services and facilities for
A (Business travellers), and B (All travellers).

printer satellite TV room service

fax babysitting pay-per-view films
email photocopier video conferencing
broadband swimmingpool multi-line phones
laundry carhire

Facilities for the business traveller

A BUSINESS TRAVELLERS B ALL TRAVELLERS

printer satellite TV

2 Match requests 1-8 and offers a—h.
1 I'd like some shirts washed.
2 D I want to send a fax.
3 D I need to make a copy of a document.
4 D We’d like our children looked after this evening.
5 D I need to print out some documents from my laptop.
6 D Where can | get Internet access?
7 D Can I get something to eat in the middle of the night?
8 D I need to check my email quickly.

o ™»

12

Yes. We have 24-hour room service.
There’s TV Internet access in your room,
I'll send the laundry service to your room.

The photocopier is in the business centre on
the ground floor.

I'll ask our babysitting service to contact you.

The fax machine is in the business centre
behind reception.

Come and use broadband in the business centre.

There’s a printer in our business centre.

3 Use each word once
to label the equipment.

printer

digital projector
{aptop

screen
microphone

photocopier

flip chart

TV/monitor

v b b
R s
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4 Match the phrases to make sentences.

1 The hotel is fully booked at the weekend so a it was only a test drill.
2 D The fire alarm went off at 7 a.m. but b the printer and copier are in the business centre.
3 U The conference delegates arrive at 6 p.m. so ¢ we can'’t take any more bookings.
4 I;l Both the fitness centre d everything must be ready by then.
5 D They wanted to book the meeting rooms but e they didn’t want accommodation.
6 D You can send emails from your room but f sowe sent heran information pack.
7 D Both the Jarge meeting room g and the swimming pool close at 10 p.m.
8 D The customer requested information about our b and the banqueting room hold 500 people.
conference centre
5 Underline the correct words in 6 Use the clues to find an important business presentation facility.

italics to complete the email.

—

| Bl Eat Vew Inssn Foma Tools Actions Help

Dear SirfMadam

My work | companylis doing / planning?
athree-day confersnce / meeting3
in Prague next September.

We want / require4 meeting rooms and
single | one® room accommodation for all
candidalss | delegates$.

O R N Oy s W N

Please advise / teli” me re the availability
of dates and send me your conference /
meseting8 information pack.

<

Regards
A Dobbs

—

Conference organizer

v e NN N B W N

Jury
<

You use this to put information onto a large screen. (9)

You can make copies of paper documents with this machine. (11)
What does www stand for? (5,4,3)

Messages that are sent via the Internet. (6)

High-speed data lines use ..o connections. (9)

To print out adocumentyouneeda. . ... ... (7)
Face-to-face meeting via the Internet. (5,10)

We access the World Wide Web via the ..o .(8)

Printers, copiers, and fax machines are in the hotel

................................. centre. (8)
You can find information about the hotelonits ... A7)
P
P
W
E
B
p
v
I
B
w
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Offering help and advice

5 The group from Germany ........ ...

=2 1]

1 Match the sentences with the pictures. 2 Complete the sentences with the Present
. Perfect tense of the verbs in brackets.
a E Thelittle boy has earache. Use short forms if appropriate.
b D The kitchen porter has cut his finger on a knife. | The group from Japan ...... have just
C D Theroomattendant hashurtherankle arrived (arrive)
on the stairs. :

. 2 LynandPetra ..o JUSE e
d :I The man has a bad stomach ache. servicing the rooms. (finish)
¢ L_l The girl has a temperature. 3 Thechef . s i e here for about
f ,j Joanne has filled in an accident report form. ten years. (work)

D The woman has injured her leg, 4 T o In the city all my life. (live)

The first aider has put a plaster on the cut.
............................................................. yet. (not check in)

6 ..omsRR anybody ... e my pen? (see)

7 The guestin room 442 . .. ..ot woe e oo
his bill yet. (not pay)

8 MrLeefrom209......ocn JUSE i
the stairs! (fall down)

9 The new GUESES ... e es i

their passports to reception yet. (not give)
10 She .o JUSE e her hand

on theslicer! (cut)

3 Underline the correct form of the verb.
1 He started/ has started work at ten o’clock.

2 Did you eat| Have you eaten anything yet today?

3 Afterhe fainted, she gave/ has given him

a glass of water.

4 Yesterday one of the kitchen porters cut/ has cut his
hand badly.

5 Last week he burnt/ has burnthis arm on the hob.

6 Mary, come quickly! Mr Becks fell/ has falles over in

his room.

7 Did you call | Have you called an ambulance yet?

8 1called/ have called a doctor five minutes ago.
9 1fell/ have fallen oft my bike on Tuesday.
10 1didn’t see/ haven’t seen the nurse yet.
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& Match sentences 1-8 with the advice in a-h.

1 @ I think I have flu. I feel terrible. a We should call the fire brigade. It looks serious.
Someone has stolen my handbag. b You should spend the day in bed.
There’s smoke coming out of that building. ¢ You should buy her some flowers.
He has really bad toothache. d He should see a dentist.
Do you think it’s going to rain? e You should go to the police station.

I feel faint. f You should arrive on time tomorrow.
I was late for work today. g You should sit down for a minute.

What can I give my mother for her birthday? h Yes, I do.You should take an umbrella.

COOO000

5 Put the sentences in the dialogue in the correct order.

cHEF: One of the waitresses has burnt her hand on the coffee machine.

c 0N

MaRY: Yes. I'll get my first aid kit.

CHEF: Yes, of course. I’ve just come off duty so I have time to take her.

o o

MARY: Let melook at it first. Can you take her to the hospital if it's a bad burn?

CHEF: Mary,you're the first aider. We need you in the kitchen.

e

MaRY: Right. Tell her to put her hand in cold water.

cHEF: Do you think she needs a doctor?

o 0

OOOOEOO00

MARY: Why? What’s happened?

[N

cHEF: OK.T'lltell her, Can you come now?

6 Complete the crossword using the clues below.

ACROSS

2 You often get this common illness in winter. (1,4)

4 With this illness you feel hot, cold, and full of
aches and pains. (3)

6 This person looks after you in hospital. (5)

H O
Illl.
. . 7 Apaininone of your teeth. (9)
......... 8 A pain in your bead. (8)
|

10 If you have a health problem, you need to see this person. (6)

..E...= 11 Heat, illness, or pain may make you do this. (5)
N w

DOWN
1 Yougeta .o when you touch something very hot. (4)
E..... ; 3 With this illness you need to visit the toilet regularly. (9)
| . 5 A common illness where breathing is difficult. (6)

9 This person checks your teeth. (7)
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yZ'§ Dealing with problems

1 Complete the sentences with the correct form of the verb.

1 The floor in room 452 hasn’t been cleaned

a isn’t cleaned b hasn’t clean ¢ hasr’t been cleaned
2 Thebed

a isn’tdone b hasn’t been made ¢ hasn’t made
3 The towels -

a haven’t been changed b haven’t changed ¢ aren’t changed
4 Room 261’s Shirts ... yet from the laundry.

a hasn’tarrived back b haven’t arrived back ¢ aren’t arrived back

5 Theshower .o, .
a haven't been fixed b hasn’t fixed ¢ hasn’tbeen fixed

6 The bedside lamp bulbs....... :
a hasn’t replaced b haven’tbeenreplaced ¢ hasn’t been replaced

7 The air-conditioning in r00mM 306 ... ...t :
a hasn’t been fixed b hasn’t fixed ¢ haven’t ixed

8 The waste bin ... i .
a isn’t emptied b hasn’temptied ¢ hasn’t been emptied

2 Write which member of
staff is responsible for
solving problems 1-9.

room attendant
porter
maintenance man
housekeeper
service engineer
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3 Rewrite the sentences in the Passive.

1

w NN O e N

The room attendant should have cleaned the room.
The porter should have taken up the luggage.

The receptionist should have passed on the message.
The laundry should have sent back the shirts.
Maintenance should have fixed the shower.
Housekeeping should have replaced the tojletries.

The service engineer should have repaired the TV.

Reception should have given him a non-smoking room.

The roont should have been cleaned this morning.

& Match problems 1-8 with solutions a-h.

1
2

0 NN v A W

O]

E My room smells of smoke.

D [ can’t sleep with the traffic noise.

My room hasn’t been serviced today.

[ didn’t receive my wake-up call.

The toilet in our bathroom is blocked.

Our wet towels haven’t been changed.

Our luggage hasn’t arrived in our room yet.

The bedside lights aren’t working.

I') ask the porter to bring it up straightaway.

')l move you to a non-smoking room immediately.
[l ask housekeeping to bring you some fresh ones.
I’'m sorry. 'll Jook into it for you.

Would you like to move to a quieter room at the back
of the hotel?

I’ll send someone up with new tight bulbs.

I’ll ask the maintenance man to come up straightaway.

b T'llinform housekeeping and ask them to attend to it

immediately.

5 Find nine more items usually found in hotel rooms in the puzzle. You can read
some from left to right (=), some from top to bottom (1), and some diagonally ( 7).

N v v S 0 wmAH—~C o m % A

ROUSERPRESSXRT
MAERXSIBEXOSUKX
LOWERSXUDONXO A
EXLYORSXAVENOC
TREXTSCREXENDE
WRITINGPAPERAZX
XLITIXAPXWI(S)OL
RUXINCXKLTLX|E[NO
X1 VZRXREQUOW[I X
ENVELOPESZXN|I|DH
ONWXDFZXEKLX|N|EE
XODTEXYL]JES|GINX
HOECLEANTINGIK|[I T
TXLANCXTESBX|[I|TE
EBRXNBYDXS T|TJE X
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Ly Paying bills

1 Use each phrase once to complete
the sentences.

cash receipt
Visa payment
creditcard VAT

debit card company
vouchers Mastercard
traveller's cheques

by credit card.

customers have up

to fifty days to pay their card

company.

payments are taken
directly from the customer’s bank
account.

4 and

are two of the most widely-used

credit cards.

5 People don’t usually carrylarge
amounts of ... ...
holiday.

can soon be
replaced if they are lost or stolen.

7 Inbusiness travel, the
AAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAA usually pays for the
room and meals.

8 Business travellers need a
................................. for their accounts

department.

is usually included

in hotel bills.

10 Travellers sometimes have pre-

for their

accommodation.

52 Unit 25 Paying bills.

2 Underline the correct form of the verb.

1 Mary works/ is working as a receptionist.

At the moment she checks in/ is checking in some new guests.
2 Mrs de Canio leaves/ is leaving for the airport.

She always pays/ is paying her bill by credit card.

Business travellers usually pay/ are paying with their company credit card.

I CNE S A

The bus for the airport leaves/ is leaving every 20 minutes.

(]

The chef prepares/is preparing the main courses for today’s lunch.
The sous chef helps/ is helping him.
6 The German group leaves/ is leaving now.
Guests usually check out/ are checking out before 10 a.m.
7 First, the guest signs/ is signing the Visa slip, and then the cashier
gives/ is giving her a copy of the bill.
8 The restaurant serves/ is serving lobster today.

They usually serve/ are serving it once a week.

3 Replace the words in italics with object pronouns.

a Sylvie gave theman .. Hm_ Uhis bill and he gave Sylvie

................................. 2 his credit card.

She handed the man ... 3 the Visa slip and asked the man
................................. 40 sign the sip ..o -

He thanked Sylvie..........coo. 6 for an enjoyable stay.

b The kitchen porters peeled the potatoes and put the potatoes

................................. 7in the saucepan.

Then they filled the saucepan ... 8 with water and put the
SAUCEPAN ..., ? on the hob.
Next, the chef asked the kitchen porters.....cone 10 to prepare the
green beans.

¢ Thehotel apologized to my wifeand | ... 11 for the mistake.
They said the mistake.....corn 12 was because of a computer fault.
They gave my wife and I ... 13 a bottle of champagne and some
flowers and offered my wifeand I ... 14 3 discount on our bill.




4 Write the names of the
countries represented in the
pictures. Then match them
with the currencies.

Australia
China

India

japan
Mexico
Russia
South Africa
Thailand

The UK

yen
pounds
dollars

roubles

yuan renminbi

rupee

baht

a
b
C
d
e rand
f
g
h
i peso

5 Put thesentences in the correct order to make a
dialogue between a waiter and a customer.

WAITER!:

a

.

Here’s your bill, sir.

[]

Here’s your credit card receipt and your
VAT receipt. Thank you very much.

Yes. The total shows a 10% service charge.

Certainly, sir. Could you sign here, please?

anEn

e Yes. Mastercard is fine.

f Thank you. Good evening.
We hope to see you again.

CUSTOMER:

Right. Could I have a VAT receipt, please?

= S

OO0 00

Thank you very much. We really enjoyed our
meal. This is for you.

Is service included in the bill?
OK. I have a pen, thank you.
Thank you. Do you take Mastercard?

"N =

Use the clues to find the missing form of payment.

LY N

Another word for a bill. (7)
Add everything up t0 get @ ..o .(5)

You don’t pay more for these items. They are
................................. in the bill. (8)

4 You get this after you pay a bill. (7)

5 You get this back when you pay more than the exact

cash payment. (6)

6 Restaurants often charge 10% or more for this. (7)

7 Items notincluded in the price. (6)

Qo

e N O N W N

If the bill is oo , it shows every item. (8)

I

T
I

R
C
S

E
I
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Payment queries

1 Read the text and study the bill. Then find six more items Mr King was overcharged for.

Mr King arrived at the hotel on the afternoon of 10 September. He stayed two nights. Mr King was overcharged for:
He had breakfast both mornings and ate in the restaurant on the first night. He used 1 Room charge on 09/09
the car park both days. He made some telephone calls on the first evening and also

sent his wife some flowers for her birthday. 2
K
Billing Mr King Room 207 S
Arrival 10/09/05 Departing 12/09/05 Persons1 Rate Code RACK Balance 804.00 S
Department Amount Price Quantity
100 Room Charge 09/09/05 144 144 |1
200 Restaurant 09/09/05 46 46 [ S
100 Room Charge 10/09/05 144 14
120 Breakfast 10/09/05 20 L2 |1
500 Telephone 10/09/05 10 U
500 Telephone 10/09/05 8 8 |1
500 Telephone 10/09/05 23 23 1
320 Flowers 10/09/05 30 30 1
200 Restaurant 10/09/05 | 60 60 1
400 Car park 10/09/05 10 10 1
150 Minibar 10/09/05 18 18 1
100 Room Charge 11/09/05 144 | 144 1
120 Breakfast 11/09/05 20 20 [1
180 Laundry 11/09/05 22 2 1
500 Telephone 11/05/05 15 15 |1
400 Car park | 11/09/05 10 10 1
200 Restaurant | 11/09/05 60 60 1
120 Breakfast 12/09/05 20 20 1

2 Calculate what Mr King’s correct 3 Find the ten incorrect sentences and correct them using much, many, or a lot of.
bill total should have been. Tick (v) the correct sentences.

His correct bil) total should have There aren’t srefpeople in the restaurant tonight. many/a lot of

been: How many isa double room for the weekend?

We haven’t had many guests from the US thisyear. .
We don’t have much rooms left at the weekend. ...

Chef has put much pasta dishes on the menu today.

L
2
3
4
5 Do they need many equipment for the conference?
6
7 She takes alot of money in tips in her job.
8 Thereisn’t many wineleftinthebottde.
9 Much staff take their holidays in low season.
10 We don’t have much people from South America staying.
11 There aren’t much different wines on the winelist. e

12 We don’t have many time to service all the rooms. .
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4 Rewrite the two jumbled conversations in the correct order.

Straightaway, sir. Here it is.
No sir, it 1sn’t included.
Could I have my bill, please?
Twenty euros. Thank you very much, sir. Just sign here.
Certainly, madam, I'll just print it out for you.
How would you like to pay?
Do you take Mastercard?
Actually madam, the room service was for dry cleaning
and pressing on Tuesday.
I'd like to settle my bill, please. Room 432,
The extras are for the car park, minibar, and room service.
By Visa.

Visa is fine, madam. Here we are. Three nights, accommodation

1 woman: Ldliketosettle my bill, please. Room 43z

CASHIER:

WOMAN:

CASHIER:

WOMAN:

CASHIER:

MAN;  (Lould{nave
with breakfast. WALTER:
Please add 20 euros to my Mastercard payment. ’
Yes. Mastercard is fine, sir. MAN:
Right. And the extras? WATTERD  cocmremmrermensros costntcnsscmmss st
But I didn’t use room service. MAN:
Oh, yes! I forgot. That’s right then. _
Is service included in the bill? WAITER: s s
OK. Thank you. It was a very good meal. L
WAITER!  coesecescnson,
MAN;
Complete the crossword using the clues below.
5 ACROSS
. ) 3C o ; i 4 The o system processes guests. (7)
6 When you click on a name, the bill will ...
on screen. (6)
&
A 7 Reception is busy with this in the morning. (8, 3)
9 Fidelio’s record of guests is the ... v
................................. .(5,4)
c 11 Room charge, breakfast,and laundry are all
................................. on the bill. (5)
sC 12 Just click to change computer ... .(6)
9 G NE DOWN
1 To see who'’s checking out, click on ..o e (1C
i s 2 Another word for bill. (7)
5 3 Thebill showsthe ... .for all the items. (7)
5 When the payment is processed, the computer will

................................. an invoice. (5)

on icons with the mouse. (5)
10 The opposite of difficult. (4)
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v¥4 Applying forajob

1 Complete the CV using the information on the right.

CURRICULUM VITAE

1 Surname

2 Firstnames

Address

Telephone number

email address

3
4
5 Mobile number S
6
7

Dateofbirth ..

Education o Lycée St. Denis
o School of Business Administration, Clichy

8 Qualifications @ e e eas s eeees oo )

9 Workexperience O e e e

Skills Word processing, bookkeeping,

intermediate English language

10 Personal qualities

» ThePrincipal, Lycée St. Denis
« Head of Dept of Business Administration,
Clichy College

References

o

i

J

+33 141356790
23 August 1985

Dupont
danieldupont@yahoo.com

Baccalaureate Professionale;
BEP certificate in Tourism
and Hospitality

Hardworking, well organized,
sociable, and friendly

+33 77973846392

Porter and doorman student
holiday jobs at the Sofitel; Two
years’ front office experience at
the Meridien in Paris

Daniel Guy

25 rue de Bonaparte, St. Denis,
Paris 95360 1

2 Use the information below to write Ulrika’s CV on a piece of paper,

or in your notebook.

My name’s Ulrika Mansky. ! live in Dusseldor at 18 Mozartstrasse.
I'm19 years old. My date of birth is 3 April 1986. My email address is
umansky@wanadoo.com and my mobile phone number in Germany is

+49 763124 38 65. | attended high school in Diisseldorf until | passed my
international baccalaureate in 2004. I've just finished a one-year training
course in tourism and hospitality and now | have a diploma in hotel reception
work. My word processing skills are excellent and I'm familiar with the Fidelio
and Galileo systems. | speak and write English at a good intermediate level.
I've worked for the last three summers at the family-run Mozarts Hotel near

my home. I've worked on reception and as a waitress. The owner’s name is
Frau Margrit Becker. I'm friendly and hard-working. 1 like responsibility.
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3 Answer the questions about writing letters.

1 How would you begin a letter to a woman whose name 7
you don’t know?

Dear....Madam _
2 Howwould you end it?
3 How would you begin a letter to a Mr Pons?
Dear .o e
4 How would you end it? 9

Dear ..o 10
6 How would you begin aletter to their daughter?
You don’t know if she is married or single.

How would you begin a letter asking for a job
application form? You don’t know the name of the
person responsible.

How would you ask for confirmation of a reservation
in writing?

Would you L

How would you begin a letter responding to a job
advertisement?

WILR ..o o ecemiisscosscisotinssint o

How would you begin a letter applying for a job?
Iwould

&4 Complete the covering letter using the notes below.

Had three years' experience under a great chef. Learnt alot. Now
lookirig for new challenges, new menus. Hardworking professional.
Like responsibility. Good teamworker. Have always been interested in
travel and other countries, Would be good to have the opportunity of
using and improving English language skills. Clean driving licence.

5 Find ten more job application words in the
puzzle. You can read some from left to right
(), some from top to bottom (1), and some
diagonally ().

RESPONSIBILITY
EXMHARDWORKING
FRAXOLXOLYMOXS
EAXSLXTOLXTIERDO
RYTIXCWUXTMVAC
EXKOLGXEABUXS I
NSXUSXOCFA]JZXA
CEXPERIENCEXYHB
EATTXFRIENDLYL
(DRIVINGLICENCE)
XINLXHAEFEXLTO
NXARUOGHXNVOUX
PUXORGANI ZEDXY
QUIKXCHALLENGE
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28

The interview

1 Make two lists of the words and phrases,
matching the opposites.

smile relaxed

not well-informed

lookunhappy  Positive attitude

tense speak clearly nervous

smart don’t concentrate

confident well-prepared

avoid eye contact

speak quietly well-informed
badly dressed

listen negative attitude

unprepared make eye contact

2 Complete the letter with the verbs in brackets in the
correct future form: Present Simple, -ing, going to,
or will Use short forms if appropriate.

Good interview technigues

HowNOT to be
listen don’t concentrate

Dear Markus
How are you?
I..Ansh ! (finish) college next month.
FIrst, | e oo 2 (have) a holiday, then

[ 3 (look for) a job. My sister and

[ 4 (visit) our grandparents in Italy. We

................................. 3 (return) on 31 August and

6 (have to) find a job.

7 (go) to our local employment office
________________________________ 8 (check) all the internet job sites.

................................... % (find) something in one of the
big hotels. After 1 find @;job, | ... 10
(look for) an apartment near my work.

What you 1 (do)in
September? . ... you 12
(come) to France? | ... 13 (send) you my

new address and you can visit me.

Best wishes

Tonw

3 Use each word once to complete the job interview.

INTERVIEWER: S0, Carmen, would you like to tell me something about yourself?

stayed  leave . CARMEN: Yes, of course. ’'m 22 years............ old. .. 1. Twas born in Pamplona and
spend  hotelchain

taught study | e 2 to Madrid four years ago to do a ... 3

useful  old at the tourism college.

moved  staff INTERVIEWER: What course did you take?

allover improve

course  push
found  skills
taking
dealing opportunities

CARMEN:

joining

CARMEN:

58

INTERVIEWER: Did you

[ took a two year course in tourism and hotel management and got my
reception manager’s diploma.

................................. 4English on the course?

Oh, yes. We had four lessons a week with our English teacher. She

................................. Susalotof ....b language for .
reservations on the phone and ... 8 with guests at reception,
as well as emails.
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INTERVIEWER: So,what did you do after college?

CARMEN: My first job was in a small family-run hotel in Pamplona.

INTBRVIEWER: [seeyouonly . ... ? there six months. Why did you ... e 102

CARMEN: Well, to be honest, I felt T wasn’t using my ..o 11,1 felt I needed to give my career a
12 or Iwouldn’t get much experience in large hotels.

INTERVIEWER! SO YOU .t e 13 a job at the Ramada here in Barcelona.

CARMEN: Yes. ] thought that by ... 142 DIG ot 15 ]ike Ramada there would be a lot more
................................. 16 for me in terms of work and travel.

INTERVIEWER: Well, you're right. We do have opportunities for bright young ... 17 in our sister hotels
................................. 18 the world. Where are you hoping to travel?

CARMEN: First, I would like to ... e e 12 at Jeast two years in the UK to .o 20 my English, and

after that maybe South America ...

Read the text about the family

5 Use the clues to find one of Jamie Oliver’s personal qualities.

and answer the questions.

1 Another word for your working life. (6)
My aunt Vivienne is married to 2 Jwaspleasedtobea....nn. for a second interview. (9)
Henry. Her parents-in-law live in 3 Thepersonnel officer madea ... of candidates. (9)
Switzerland near her brother, . L

’ 4 [ .Heh f these. (2,6

Robert. Uncle Robert has two ]amlep iver is famous. He has made sev'eral c‘> these. (2,6)
sons, Charles and Peter. Charles 5 Interviewers always ask about your previous job ..., . (10)
and Peter have just one cousin, 6 Ifyou work well in a team, you're a good .(10)
Charlotte (that’s me). Last 7 Several hotels in the same management group are called @ ... o
summer | visited my uncle (5.5)
Henrysparentsandmet | e . (5,
Charles, Peter, and their 8 With a well-written CV, you have a good chance of an ... .9)
stepsister, Karen. Next year we’re 9 Jamie Oliver studied for hischef’s ... in London. (11)
all going to stay with aunt
Vivienne in Brittany. She loves 1 C
it when her nephews and nieces
come to stay.

2 | C
Who is aunt Vivienne’s husband? 3 S

Henry

Where do aunt Vivienne’s
: . 4 T
in-laws live? .
Who is uncle Robert? 3 E
............................................. 6 T
Who are Karen’s stepbrothers?
............................................. 7 H
What relation are Charles, Peter, 8 I
and Karen to Charlotte?

9 |C

What relation are they to aunt

Vivienne?

Unit 28 The interview
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Answer key

Unit1 4 2 0 3 at 4 from S to 3 2 were 3 she's 4 theyre
6 In 7 at 8 at 9 In 5 heisn't 6 youaren’t 7 here’s
1 1 parkingspace 2 double room 10 in 11 at 12 on 13 In 8 there’s 9 thereisnt 10 therearen’t
3 message 4 computer screen 14 from 15 to 16 on 1) wecant ]2 [can't 13 they don
5 printer 6 reserve 5 Dear Mrs Fong 14 hedoesn't 15 wedon't
7 keyb_oard O Regarding your request for six double & 2 doesn't 3 don’t 4 can
l£I> :redt:rd 10 reception rooms in August. 5 isn'l‘ 6 ‘re 7 can't
) ‘um " ) Please confirm in writing with dates 8 aren
missing word: reservation .
4 as soon as possible. 52¢ 3b 42 5f{ 6e
2 ) reserve/book 3 speak 4 connect Regards
5 take 6 make 7 tell Roberto Gil 6 Accoss
8 book/reserve 9 have Reservations Manager ; mObblIle phone 2 '“"Ch(
unable to acce
3 2 Couldl 3 pPdiike 4 CoudlI Telephone, 0034 193 762 51 > wokend o Sing}imom
5 Canl 6 ['dlike 7 CouMdlI X 10 answer 11 bath
8 Idlike 9 [dlike 10 CowdI EA Y 12 anything
b 2¢ 3n 4b sg XT Down
6a 7d 8 f ﬁ )l; )L I mid-aftermoon 2 refuse
5 2 Good moming, Dr Obeda. AlE x 4 closed 6 adjoining
3 Good afiernoon, Mrs Obeda. TIE R) 8 regrel
4 Good evening, Dr Obeda. <
5 Good evening, Miss Obeda. HIX U .
6 Goodnight. 7 Goodbye. %¥ § Unité
12 3g 4 ale 5h
6 alc 7 ¢ 8 f 9b
Unit2 .
Unit 4 2 2 your 3 her 4 their 5 Their
1 carpark exchange bureau 6 His 7 your 8 Your 9 my
Internet access air-conditioning T2e 3g 47 5sh 62 7b 84 10 my/our 11 our
inlemz‘utionalcuis[ne swimming pool 2 2 When does the restaurant open? 324 3 f 4d 5 b
cockuail bar satellite TV Tt opens from Tuesday to Sunday. 6 h 78 8 ¢
ala carte menu information desk 3 Whattime does the restaurant open for lunch?
disabled facilities cloakroom Ti opens at ]2.00. B 2 name 3 checks
i 4 registration card 5 filsin
2 24 34 4 fal 5 wu 4 Whatime does Steve start work? LG
s l’:s: 7 (iﬁ: 8 fal: ¢ He starts work at 10.30. 6 receptionist 7 keycard
5 When does the restaurant close? 8 porer
3: thereare 3 thereare 4 Isthere 1t closes at midnight. 5 3 wue 3 falke 4 false S wrue
5 there’s 6 Isthere 7 thereis 6 When do the waiters finish work? 6 lrue 7 true 8 false 9 true
8 arethere 9 thereare They finish work at two in the morning. 10 false
4 2 ¢ 3 a 4b S h 6 i 3 2 onthe2Sthofjune 3 on the 28th of June
7 f 8 ) 9¢c 104 4 on the 9th of July 5 on the )6th of July 6 X B S
B 2in 3is 4 There S ' 6 onthlﬂlhoquJy 7 on the 20th of July A R gt
6 bar 7 menu 8 cuisine 9 are 10 car park 8 on Friday the 24th of July R)F E
6 thirty 30 thirteen 13 fourteen 14 & 1 March 2 Saturday 3 November OfE BR XS
fny : oI PYs E|B
forty 40 rwelve 12 twenty 20 4 December 5 Wednesday 6 April ML Alx olr
fifeen (5 Afty50 cighty 80 7 July 8 Tuesday 9 Thursday |0 - sIT mlv
cighteen 18 two hundred 200 ) 10 ‘Pr'day n OC'.Obe' 12 January ult sIM x|A
::(enétgfn 17 iei;ir:r);go ::::f:c:o missing word: cancellation M|N PIX RIT
Y Y 5 2 rarely 3 never B O|lL TH1
4 always S often RIT X%
Unit 3 6 rarely 7 sometimes, somelimes T)]l OWN)
8 always 9 often
1 2 sauna 3 guest 4 departure 6 2 never 3 holiday 4 opens Unit 7
5 reservation 6 September 7 tonight 5 fullybooked 6 customer 7 serve
8 arrive 8 cancellation 9 family )0 reservation 1 2 Canlhave 3 Shalll
2 2 Do,dont 3 Does.doesn't 4 Does,does 4 Canlhave > Wou]dyoul}ke
5 Do.dont 6 Do,do - 6 Could [ have 7 Would you like
Units 8 Canwe have
32 D_oz(;uhavcadoub]emomforSaturday 22c 3a 45 5( 6h 7¢ 8b
3gsl-h § o 12d 3¢ 4a 5b 6h 7¢ 8¢ 3 hite, red. soarkl
6 you have a parking space? , . o . 1 sweet, medium dry, whitc, red, sparkling
4 Does the bathroom have a shower and a bath? 224 l)maﬁ‘aldNadmeson)l‘nc')hday. ) 2 large,sma]],draug}:hbouled
S Do you have a twin room for tonight? 3¢ I,msorry.lhe)managcrsmamee.ung. 3 large, small, single, double
6 Does the hotel have a swimming pool? 4 ¢ I'msorry, we're fully booked tonight. 4 suill,sparkling
7 Does the hotel have an exchange bureau? 5  Unfortunately, the restaurant closes at 9.00. ) .
8 Does the hotel have a garden? 6 ¢ I'mafraid the car park’s full today. 2 OQCk(ﬂ’J 3 beer . 4 gn
7 b I'mafraid the swimming pool closes at 5 wine 6 Bacardi 7 Margarita
10.00. 8 sparkling
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5 2 iccandlemon
3 Fifieen
4 A glass of white wine and a whisky
5 dcy or medium dry wine
6 alarge orasmall whisky
7 Thirleen
8 Anapplejuice,a mineral water, and a brandy
9 sull or sparkling mineral water
10 double or a single brandy
11 Fourteen
6 | vermouth 2 cockuail 3 orange juice
4 tequila 5 beer 6 vodka
7 gingerale 8 whitewine 9 lemonade
10 tonic 11 sherry
missing word: mineral water
Unit 8
1 2 spoon 3 shaker 4 cubes
5 olive 6 ice 7 lemon
8 sauce 9 sugar
222 3f 4c¢c 5b 6e
3 2 Squeeze 3 Sirain 4 Fill 5 Add
6 Pour 7 Serve 8 Stir 9 Shake
10 Garnish

4 2 f 3 e 4 a 5¢ 6b 74

2 Next, add three measures of light rum,

3 Then squeeze the juice of half a lemon.

4 Add the lemon juice and a teaspoon of caster
sugar.

5 Next, shake well.

6 Then strain into a cocktail glass.

7 Finally, garnish with a slice of lemon.

6 Across
4 crushedice 6 gamnish
7 Cuba Libre 9 barspoon

10 Maghattan 11 limejuice
Down

1 glass 2 Americano
3 cocktail shaker 5 Margarita
8 bitters

Unit9

1 2 onion 3 mushroom 4 duck’s
5 moules 6 salad
2 2 d toast 3 htea
4 j eggandbacon 5 e salad
6 g sandwich 7 b soup
8 ¢ salad 9 b soup
10 a steakandchips 11 f mussels
12 i lamb cutlets
32 v 3 v 4 atable
5 thesoup of the day 6 v

7 thewinelist 8 apotoftea 9 halfaboitle

10 v

&4 C:glass of wine, double whisky, starter, aperitif,
botde of water, cocktail, taxi, parking space
U: water, toast, money, milk, luggage, ice, time, help
CJU: tea, coffee, fish

5 2 Would youlike an aperitif?
Yes, please. A gin and tonic.
3 Canl change some money here?
Yes. There’s 2n exchange bureau in the lobby.
4 Could we have some mineral water?
Would you like a Jarge borc or a small bottle?
5 Could ] have a sandwich and an orange juice,

please?
Would you like some ice in your orange juice?
6 Could you call 2 1axi?
Ceruainly.
Would you like some help with your luggage?
6 2nh 3¢ 4 a0 52
6 7 e 8 b 9 g
76 M X PEXS
1 C FRUX
P15 BH
XV IN
K Z(B)X
T E[A[K)
CIM
ol X
NJU
E X
L E
N)O
12h 3¢ de 5d
6 ¢ 7b 8 a
2 2 false 3 false 4 true
5 true 6 false 7 false
8 lrue 9 true 10 false
3 1 TheUnited Siates 2 Brazil 3 Moroceo
4 Porwgal 5 Spain 6 Britain
7 France 8 Germany 9 ltaly
10 Japan
4 Country Natlonallty Language
Brazil Brazilian Portuguese
Britain British English
France French French
Germany German German
Italy Iralian Italian
Japan Japanese Japanese
Morocco Moroccan Arabic
Portugal Portuguese Portuguese
Spain Spanish Spanish
The United States American English
52 some 3 any 4 any 53 some
6 some 7 some 8 any
6 | blackcurrant 2 Danish blue
3 Manchego 4 vanilla
S raspberry 6 apple pie
7 Camembert 8 Mozzarella
9 fruitsalad 10 ice cream
ntissing word: chocolate mousse
Unit11
12¢g 3h 4f 5c¢
6 ¢ 7b 8 a
2 2 Pinot Grigio is a dry white wine.
3 Chamnpagne and Cava are sparkling wines.
4 Riesling is a non-sparkling wine.
5 Portisa fortified wine from Portugal.

6 Merlotis a full-bodied red wine.
7 Si.Emilion is a smooth Bordeaux wine.
8 Riesling is a German while wine.

3 Adjective Comparative
cheap cheaper
expensive niore expensive
dry drier
sweet sweeter
smooth smoother
rough rougher
good bener
bad worse
full-bodied more full-bodied
light lighter
famous mare famous

&4 2 Champagne is morc famous than

Cavaand Sekt.

3 Sauvignon Blanc is sweeter than Pinot Grigio.

4 SLEmilion is smoother than a cheap

Bordeaux wine.

Sauvignon Blanc is drier than Chardonnay.

6 Chardonnay is not as light as Frascati.

7 Other sparkling wines are not as expensive as
Champagne.

8 A Bordeaux wine is more full-bodicd than a
young Beaujolais.

9 Agood claretis better than a cheap red wine.

w

5 Mode] answers

2 Sherry s produced in southern Spain.

3 The Rioja region is north-cast of Madrid.

4 Bordeaux is produced in the south-west
of France .
Beaujolais comes fram the east of France.
The Burgundy wine region is in eastern France
Champagne is produced east of Paris.
Riesling comes from western Germany.
The Chianti region is south of Florence.
Frascati is produced south-east of Rome.

=30~ BN - N7}

6 Across
2 winehst
7 Nhaly

Down
1 full-bodied 3 smooth
10 room

4 corked 5 Bordeaux
8 Champagne 9 dry

6 label

Unit12

1 2 guest: Could1have aglass of red wine?

sTape: Certainly. I'll bring you one.

3 GuesT: Could1/wehavesome cheese?
sTakf:  Of course. I'll get you some.

4 GupesT: Could we have some menus, please?
sTaFF:  Yes. I'll get you some.

5 cuest: Could1/we have 2 map of the ciry?
sTafe:  Yes. Il just getyou one.

6 GuesT: Couldl/we have some fresh towels,

please?

sTaep:  Certatnly. ')l send some up.

7 GuesT: Could wehave a table for rwo?
sTaFe:  One moment. [l see if there's one fre

8 cuest: Couldl/we have some more water,

please?
sTafFf: I'llgetyousome.
2 2 Tlgetsome. 3 I'ligeranother.

4 I'l get some. 5 I'liget some.

6 TPllgetanother. 7 Tl getsome more.

8 Vlgetone, 9 Tl get some more.

10 Tl get one.

Answer key 6.



2 ) 3g 4h Sa 6 f
7 ¢ 8d 9i Wb
2 Answer 3 Apologize 4 polite
5 friendly 6 name 7 special
8 patient 9 helpful 10 waiting
1 Smile
X A
L X
X X
B
T E
X X
E P
N X
X S
D T
E
B
Unit 13
2 g 3f 4e¢ 5 d& 6a 7 ¢

2 [teonsists of fruit juice, croissant or bread, jam,
burter, and coffee.

3 Ttcontains Jobster, prawns, scallops, and
mussels.

4 Tt consisis ol 1equila, triple sec, lime and lemon
juice, and ice.

5 It’s made from bread strips, raspberries, and
sugar.

6 Itcontains aubergines, tomatoes, onions,
broecoli, and mushrooms.

7 They’re made from eggs, milk, and flour.

8 [t consists of green salad, runa, olives, and
tomatoes.

9 It’s made from olive oil, wine vinegar, and
mustard.

and pine nuts.

2 Eachslice is cut into three or four pieces.

3 Some of the bread strips are put around a
pudding bowl.

4 The raspbermies are stewed in the sugar
for a few minutes.

5 The fruit and some of the juice are added 10 the
pudding bow).

6 The fruit is covered with more bread strips.

7 The remaining juice is poured over.

8 Aweightisputon top of the bowland it is
placed in the refrigerator.

2 Putaknife and fork in the plate position.

3 Fold a napkin and place it on a side plate.

4 Bringa dessert spoon and fork with the
dessert menu.

S Place 2 wine glass above the soup spoon
position.

& Put the salt and pepper in the ¢entre of the table.

7 Place a flower arrangement and a candle by the
saltand pepper.

1 scallops 2 fish fork 3 lobster
4 hollandaise 5 smoked 6 salmon
7 fishknife 8 kingprawn 9 mornay
missing wordk chardonnay

Unit 14

2 f 3¢ 4a 5e

6g 7h 8b

2 a 3b 4d 5¢ 6 a

7 ¢ 8 b 9d 10 a

62 Answer key

It consists of pasta, chilli, tomatoes, garlic, basil,

3b10 ¢4 di1 e 7 fs
g2 ho9 i6 j8

4 > opened 3 100k 4 arrived
5 spoke 6 lookedinto 7 smiled
8 left 9 gave 10 rescrved
11 met 12 shook

5 2 arrived 3 waspot 4 gave
S didnolwamt 6 booked 7 made
8 waited 9 took 10 was
11 complained 12 spoke

6 Across
4 rasteless 6 filthy 7 tough
Il vinegary 12 salty 13 watery
14 rude
Down
L overcooked 2 dusty 3 stringy
5 fat 8 noisy 9 broken
10 stale
Unit 15

3 the reception manager
4 the hotel manager
5 She is responsible for
6 receplionists, reservations, porters
7 the housckeeper
8 Sheisresponsible to
9 She is responsible for
10 the cleaners, attendanis
11 the head chef
12 Heisresponsible for
13 They are responsible to
14 chef, pasury, commis, porters

22h 3¢ 42 5 j

6 d 7i 8b 9

0e 11g 12k

3 2 These 3 That 4 Those
5 These 6 that 7 that
8 these/those 9 This 10 those

420v 3¢ 4¢ 5¢ 6 a
7b 84 9b 10 a

5 RSTOCKPO TNO X
E[X(S A UC E P7a X K

FlIMX R T X?PH O 1D
R[S|O[L X X B|I
1|X@BJ L D A|S
G|RrR L X O[H
E|x V XM E W

R BCXQUI X|A

A AKINGT I N|S)
T[X AMOXKILXC[H
O)fWH X O L XS TOXI|E
RIXT FEX(TOASTE®
Unit16

12a 3d 4a 5b 6 ¢
7b 8d 9b 10a

22 34 4f 5 ¢ 6 a

3 564,13

4 2 suip 3 Puwt 4 Take
5 Make 6 Cleananddust 7 Clean
8 Empty 9 Replace 10 Check

2 You mustr’tovercook the vegetables.
3 Guests don’t have to check out until 12 noon.
4 Akiko doesr't have to work on Thursdays.

[Us her day off.

Staff mustr’t wash their hands in the food
preparalion sinks.

Room attendants dor’t have to change

the towels every day.

Staff rmus’t smoke in the kitchen.

Seafl mustr’t be rude to customers.

The kitchen porters dor’t have to scrape the
new potatoes.

10 Reception staff mustr’t keep guests waiting.
6 2 haveto 3 must 4 haveto
5 haveto 6 must 7 haveto
8 haveto 9 haveto 10 must
7 ) handbasin 2 rollingpin 3 balloon whisk
4 utensils 5 todletries 6 colander
7 towels 8 rubbish
missing word: spotless
Unit17
1T2h 3¢ 4 350b
6 ¢ 74 8 a
2 2 needs 3 needsto 4 needs
5 needsto & need 7 needsto
8 needsto 9 needs 10 need
3 2 Thebed needs making.
3 Theundenvear needs washing.
4 The dinner jacket needs repairing.
5 The phone needs answering.
6 The minibar needs refilling.
7 Thebathroom floor needs cleaning.
8 The towels need changing.
9 The bin needs emptying.
10 The dress needs ironing/pressing.
& 2 Iiclosesat5p.m.
3 There’s an exchange bureau on the ground floor.
4 There’s a travel agency next doort to the hotel.
5 TI'llsend housekeeping up to your room.
6 Ask the doorman about the theatre-booking
service.
7 Tl call one immediately.
8 [I'Dorder one straightaway.
5 Across
4 garlicbread 6 sofidrink 8 icecream
10 coffee Il tea 12 pastry
13 fruit juice
Down
I frenchfries 2 pizza 3 beef burger
5 sandwich 7 amelette 9 soup
Unit 18
1 2 catch 3 say 4 speakup
5 hear 6 have 7 spell
8 repeat 9 speak 10 say
2dcnelijahmfobg
3 | Bravo 2 Papa 3 Delta
4 Tango 5 Echo 6 India
7 Golf 8 Juliet 9 Mike
10 November 1) Sierra 12 Foxtrot
13 Alpha 14 Hotel 15 Rameo
4 2 Did Mrs Brett leave a contact number?

3

4

Yes, she did.

Did Mrs Brett reserve a single room?

No, she didn't.

Did the Ronaldos order breakfast for two?
Yes, they did.




5 Did they book a1able for 12.30?

No, they didn’t.

6 Did Valerie offer a discoun1?

VoL oW e

Yes, she did.

He didn't confirm his reservation in writing.
Reception didn’t give room 501 the message.
Room 222 didn’t pay their bill last night.
The hotel didn’t include breakfast in the
special offer.

6 She didn’t speak to the duty manager.
7 Thehead chef didn’t make all the main courses
and desserts.
8 He didn't reserve a parking space with his
booking.

2 €200 3 €280 4 €800 5 €450
6 €260 7 €80 8 €330

B E H)X S(B]X(N

X I R AW X|U|I|U

A X N[x u|s[RIM
VI X|D|A X|Y|E|B

X B T A|S|X L|T|C|E

Y O R X (P)E[S M]O|H|R

I NTERNIAITJI|O|IN|A|L
CALLVXYUPB\EJRX

X FRXHBO|IP|Y R|I[X|G|E
BX ) LSX|HFALIDKEX
WHEXHLOXT&XO
MD1ALLINIGTORNREL
XPRAXTIEJCCA T AN
Unit 19

1 knee 2 heavy, back

3 cupboard 4 cul, finger

5 fireexit, fircalarm 6 tripped, foot

7 shock. toaster

bd cl dé6 ¢S5 £7 g3
2 clear 3 early 4 fast

5 fresh 6 well 7 hard
8 immediately 9 late 10 patiently
11 polite 12 quickly 13 quiet
14 regularly 15 serious 16 slowly
2 immediately 3 fresh 4 hard
5 good 6 fast 7 politely
8 palient 9 carefully 10 regularly
2

3

4

5

6

7

8

1
4 extinguisher
7

1

He cooks well.

She drives carcfully.

He works slowly.

We regularly have a test drill.

11e talked seriously about health and safcty,
Reception staff always answer guests politely.

fire axe 2 fireexit 3 fire alarm

test drill 8 firedoors

0 water sprinkler

missing word: firsi aider

The cashier asked the man to pay immediately.

5 fireblanket 6 fire brigade
9 sand bucket

CO N AN U e vk

Unit 20

The conference suite and roof garden.
1U's on the ground floor.

1U's on the top floor.

They're on the ground floor.

The swimming pool and fitness centre.
Thev're on floors one to five.

It's in the basement.

2 2 Tum 3 on 4 across
5 through 6 Turn 7 down
8 on 9 oppositc 10 Take
11 comeoutof 12 turn 13 on
14 along 15 attheend 16 past

3 2 hangers 3 shelf
4 pillows 5 drawers
6 Jight bulbs 7 welcome folder
8 rouser press 9 shaver poin(

4 2 lightbulbs 3 shelf
4 drawers 5 folder
6 minibar 7 air-conditioning
8 mirror 9 bedspread
10 curtains

5 Across
3 ground floor 4 healing
5 wardrobe 8 mallress
J0 bascment 11 life
Down
1 corridors 2 lobby
6 bulbs 7 carpet
9 stairs
Unit 21

1 2 outside 3 busslation
4 underground 5 railway station
6 cinemna 7 theawres
8 museums 9 gallery

2 2 byboat 3 by plane/air
4 by train 5 bybus
6 bycar 7 on foot
8 by bike

3 2 outside 3 on,off 4 straight on
5 towards 6 up 7 across
8 on

4 Model answers
2 Take the White line three stops south to H.

Change onto the Green line and go one
slop west.

3 Take the Red line one stop east 10 D. Change
onto the White line and go two stops south.

4 Take the Black lin¢ one stop south to C.
Change onto the Red line and go one stop east
to D. Change onto the White line and go one
stop north,

5 Take the Green line one stap west to G. Change
onto the Black line and go three stops north.

5 Answers depend on town or city.

6 (K)x TREETX
N1 1TUTRXY
IIN EWQUT|O
G T U(Mo|x
H L YJA[N|F
T U S)D|R|1]|O
S OR A BMX|B[O|R
B XYOLPILIXID
R O%B A KE R< E|U|C
1 PE TREE TIAIX|]

D ROTXATRX|RIE|R

GIGRE ENP A RKA|C|X|C

EIMAXDOWXLARWHEF|U

(CANARYWHARF)XU\SJ

Unit22

A fax, email, photocopier, multi-line phones.
broadband, video conferencing

B room service, babysitting, pay-per-view fil
car hire, swimming pool, laundry

2f 34 4¢ 5h 6b 7a 8y
2 TV/monitor 3 screen

4 photocopier 5 printer

6 digital projector 7 microphone

8 lapiop

2a 3d 4g Sc 6b 7h 81
2 planning 3 conference 4 require
5 single 6 dclegates 7 advise

8 conference

i projector 2 photocopier

3 World Wide Web 4 emails

5 broadband 6 printer

7 video conference 8 Internet

9 business 10 website

nuissing word: PowerPoint

Unit 23

b8 ¢1 d7 ¢5 f3 g6 h4
2 have, Ainished 3 hasworked

4 have lived 5 hasn't checkedin
6 Has,seen 7 hasn’i paid

8 has, fallen down 9 haven't given

10 has, cot

2 Have you eaten 3 gave

4 cut 5 bumt

6 has fallen 7 Have you called

8 called 9 fell

10 haven'’t seen

2e¢ 3a 4d Sh 6g 7f( 8¢
2 h 3 a 4 f 5

6b 7¢g g8d 9 ¢

Across

2 acold 4 flu 6 nurse

7 toothache 8 headache 10 doctor
L1 fainl

Down

1 bum 3 diarrhoea 5 asthma
9 dentist

Unit 24

2b 3a 4b 5S¢ 6b 7a

2 porter 3 service engineer
4 housckeeper 5 room attendant
6 service engineer 7 room attendant

8 maintenance man 9 room attendant
2 The luggage should have been taken up.

3 The message should have been passed on.
4 The shirts should have been sent back.

5 The shower should have been fixed.

6 The oiletries should have been replaced.

7 The TV should have been repaired.

8 He should have been given a non-smoking

room.

Answer key



4 2¢c 3h 4d 5g 6¢ 7a 8f 3 2 Yours faithfully 3 Dear Mr Pons
4 | casnips:Cenainly, madam. 4 Yours sincerely 5 Decar Mrs Pons
STROUSER RT I’ll just print it out for you. 6 Dear Ms Pons 7 Dear Sir/Madam
XMAERXS U X How would you like to pay? 8 Would you please send confirmation of
[E LOWERRYS) O A woMaN: By Visa. your reservation in writing?
RIEXLYORB OC casHieR: Visais fine, madam. Here weare. 9 With reference to your advertisementin the ...
UITREX D E Three nights, accommodation 10 1would like to apply for ...
IWR [ IR GF A X with beeakfast.
XL 1GA AP XWISOL wosan: Right, And the cxtras? 4 2 leamtalot 3 powchalonges y
B|R U X KLLXENO casHIER: The extrasare for the car park, 6 cwm Pblfl' 7 ta ol ° d'nlShPl‘O &I?r.‘
O[X IVZRARLQUOWI X minibar, and room service. g opansbility & rave s offier countries
WIKENVYVEALA OPESXNIDH woMAN: But I didn’t use room service. 10 35?. I improve
J’W DFXEKLXNEETE casuier: Actally madam, the room service nving licence
PXODOTE LJESGN i i
CAGECLE AN TR CREI D ::ST(fersjz,deamngmpmmg sf‘giﬁpo‘\‘g&g;;ly)
CGFfFXLANCXTEBXITE woMaN: Oh,yes. I forgot. That's right then, FIR A X O LY .
ZEBRXNBYDXSTTEHKX . . .
2 warTBR: Straightaway, sir. Here it is. E|A X TOL
Man: Do you take Mastercard? R|Y w U \%
. wAITER: Yes. Mastercard is fine, sir. E X
Unit 25 MAN:  Isservice included in the bill? N C z
. . WAITER: Nosir,itisn't included. C E) X
12 C_red)lcard 3 Debit card MAN: Please add twenty euros to my \E/ D L
2 ¥'“‘ uMafchm'd ; cash Mastercard payment. D E N
8 rave lersc eQues o ;‘L"T‘_Pan)' warTgr: Twenty euros. Thank you very X X1
10 recelﬁ much, sir. Just sign herc. N vV O
vouchers MAN: OK.Thank you. P E D)
2 2 isleaving, pays It was a very goad meal. E N
o 5 o
. L . 4 Fidelio 6 appear .
5 is preparing, is helping 7 checking ot 9 guest list Unit 28
6 IS]“V'{'K’Ch“kom 11 items 12 screen
7 signs, gives 1 Goodinterviewtechniques HowNOT to be
8 isserving, serve Down smile look unhappy
. R i . ) departures 2 invoice relaxed tense
3 02her 3 him 4 him 5 it 6 her 3 charges 5 issue positive attitude negative attitude
b 7 them 8 it 9 it 10 them 8 click 10 i :
€1l us 120t 13 us 14 us clie casy spedbveniy speak quictly
smart badly dressed
4 2 ¢ Australia 3 f China . confident nervous
4 b The UK 5 h Thailand Unit27 well-prepared unprepared
6 d Russia 7 g India . . weli-informed notwell-informed
8 a Japan 9 i Mexico 12 3 4a 5S¢ 6 d make eye contact avoid eye contact
52k 3 4i 5 6 7o Be 9 h 10 2 2 'mgoingtoh 3 ’m going to look f
e i ¢ 8 m going to have 3 ’m going to look for
7d 8j 9b 10h Uf 2 g:::::‘;""'m Mansty 1 are visiting 5 petum
6 1 imcice 2 1o 3 included Firsiname  Ulrika AL
] receipt . ‘Cani.gzid 6 scrvice Address Mozartstrasse 18, Diisseldorf, 10 ‘mgoingtolook for 11 are,doing
extras tem Germany 10938 12 Are,coming 13 "send
missing word: vouchers Mobile number  +497631 2438 65
Emalladdress  umansky@wanadoo.com 3 2 moved 3 course 4 study
Date of birth 3 April 1986 5 taught 6 useful 7 taking
Unit 26 Education High School in Diisseldorf 8 dealing 9 stayed 10 leave
Hotel receptionist training 11 skills 12 push 13 found
1 2 Restauranton09/09 3 Breakfaston 10/9 in Central College 14 joining 15 hotelchain 16 opporunities
4 Minibaron10/09 5 Laundryon 11/09 Qualifications 2004 International 17 staff 18 allover 19 spend
6 Telephonean 11/09 7 Restauranton 1/09 Baccalaureate 20 improve
2 479.00 2004-2005 Diploma in & 2 inSwitzerland 3 aumi Vivienne's brother
. Hotel Reccplion skills 4 Charlesand Peter 5 cousins
3 2 much 3 v Work experience 3 years’ summer work 6 nephews and niece
4 many/alotof S much/alotof as receptionist and waitress
6 alotof 7 v at Mozaris Hotel 5 1 career 2 candidate 3 shortlist
8 much/alot of 9 alotof Skills Excellent word processing, 4 T\”sericsl 5 fvxperi;noe 6 teamworker
10 many/a lot of 11 many/alot of Fidehio-trained, spoken and 7 hotelchain 8 interview 9 certificate
12 much/alotof T:\rlm:egggtl;i}e‘vaell missing word: enthusiastic
inter

Personal qualities  Friendly and hard-working.
I like responsibility.

References Frau Margrit Becker,
Mozarts Hote),
Mozartstrasse, Déisseldorf
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