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(¥ Dealing with incoming calls

In this unit you will

receive incoming calls

take messages

deal with requests.

m Starter

Match the situations with the pictures.

—

[ ] put calls through for restaurant
bookings

|| take room bookings

[ ]put calls through to guests

[ deal with manager’s calls 3 Work with a partner to practise the calls. Take turns to be
[ Jtake messages switchboard (S) and caller (C).

Do W o

m Listening Working in front office I S:greetcaller =% C:asktobook = S:put through

. : 5 room to reservations
1 () 1.1 Listen and underline the correct alternative.

1 Caller 1 wants to book a room/speak to a guest. 2 C:ask to speak ™% §: line busy / offer *# C: give phone
Caller 2 can't speak to the manager as the line’s busy/ SRR to take message number
hes not in his office. 3 C:ask for "% S: no answer / % C: say you'll
3 Reception takes a message to say the manager is late/ room 483 offer to take call back
Mr Cole is late. message
4 Caller 3 wants to book a room/table. . =
5 Caller 4 asks for room 256/296. 4 S:greet caller ™% C:say you'll =% S: connect
6 Reception tells him there’s no answer/the lines busy. call back ol TRdpurant
7 Caller 5 for room 745 leaves a message on voicemail/
says he'll call back.
8 Caller 6 for Mrs Perez is told the phone is ringing/ = Language study
the lines busy. n Expressions o
2 () 1.1Listen again and complete the sentences. I’d like to book ...
1 .. Marina, Anita .....cccceeeeennne . (6T ? Justa moment. I'll put you through to ...
2. Tustamontent. Pl ..o causmmaas to reservations. I'm afraid he's not in his office at the moment.
3 Who o , please? i b
4. . atrtheraoment. Could. s, a message? F:lease hOld an.d i,,“ ey
G TRIER G ..cormsomonssonserzassasssiss for dinner. he s e o oy,
, ) There’s no answer.
3 {/\Ifrcl)jlfcﬁfl(i:ﬁ; """"""""""""""" a ;neqqa ¢ on voicemail? Would you like to leave a message on voicemail?
8 No,thanks. .o later. : s e

4 Unit 1 Dealing with incoming calls



answer extra reserve

arrange hold (a room) ring
book (a room) hold (the line) run late
call back make a note (of) try

voicemail

car registration put (sb) through

“» Glossary page 102
Can/Could, Would you like to, I'll
Use Can/Could, Would you like to, I'll to offer help.

Examples

Can | help you?

Would you like to speak to the manager?
Pll put you through to reservations.

= language review page 86

1 You are the receptionist. Complete these offers of help.

; A e leave a message?

i e connectyou right away.

S e I try her room foryou?

e e R tell him you’re running late.
e speak to reservations?
6 | take a message?

e A S give herthe message.

O e e book a table forlunch?

I’d like to, Can/Could
Use I’d like to and Can/Could for requests.

Examples
I’d like to book a room.
Can you ask them to call me back?

‘= language review page 86
2 Match the incoming calls with the responses.

Incoming calls Responses

1 Ebook/tablefordinner a try / his office

2 Dspeak/manager b connect/ reservations
3 Dleave/messageforMs Li ¢ putthrough /herroom
4 Dspeak/Mrs Barrasin 745 d connect/ hisvoicemail
5 Dbook/room e putthrough / restaurant
6 Dleave/voicemailmessage f have / name and contact

for Mr Barnes number
Now work with a partner. Use the prompts to make requests
and offer help.
Example
A I'd like to book a table for dinner.
B Justa moment. I'll put you through to the restaurant.

m Listening Customer requests

1 () 1.2 Listen to the call. Are the sentences true or false?

1 The guests will arrive tomorrow before

nine oclock. true/false

2 Mrs Carson asks reception to hold the room. true/false
3 She requests an extra bed. true/false
4 The family are travelling by train. true/false
5 Mrs Carson wants to reserve parking. true/false
6 Reception asks for her passport number. true/false
7 'The car registration is TRO6FKB. true/false

2 (;) 1.2 Listen again. Number the sentences in the order

they're said in the dialogue.

a [ | Would you like to reserve a parking space?
b []Thats fine ... P've made a note of your late arrival.
¢ Could you hold our room?
d []Areyouarriving by car?
e [ |I'llarrange an extra bed in your room.
[ ] CanThave your car registration?
g | | What name is it, please?
h [ ]CanThelp you with anything else?

3 Work with a partner. Practise a similar call using these

prompts. Take turns to be receptionist and caller.

reservation for double and single / late arrival after 10.00 /
parking space

Actmty

@ Work with a partner StudentA’smformatlon is here Student

B’s mformatmn is on page 60.

You wark in front ofﬁce at the Paiace Hotei Read the
mformatmn and dealwnh the four calls

1 Mrs Black, room 534 = line’s busy = take a message.
2 MrRuiz, room 151 = try room — no answer.

3 Connect to restaurant.

4 Respond to all requests.

“Example Good dﬂerndén '.Pa:!a’ce Hotel. .. speak.-ng Can/ he!p you?

Read the mformat:on and make four calls to the Hotei Mnrador. e

1 Ask for hotel manager — you’ll call back later.

2 Ask for Mrs Clooney, room 382 — leave message to call
you back on 07773 6841263.

3 You'd like to book a room.

4 Ask for Mrs Banks, room 238 — leave a message (late for
meeting / arrive in 45 minutes) — ask about parking —
ask about booking a table for lunch.

Example Hello. Could | speak to the hotel rﬁanagef;.. ?

Unit 1 Dealing with incoming calls 5



i

In this unit you will ____

. . . 1 Car e
give information to customers . Currency
Business ; ~__Mexchange
centre

talk about hotel facilities
and services

tell customers where

facilities are.
Starter = Language study
Look at the pictures. What facilities  SSuSsSRERes S 1 8 to leal _
and services does this hotel offer? Wl A Thirc®s 2 shittle bus Gom . dlvactta
The bus stop is just outside the ..., opposite the ...
Listening Giving information We offer a free airport transfer to all our guests.
;) 2.1 Listen and tick () the facilities and services that It’s iR Lo oppacits -
It's open 24 hours.
you hear. We'll arrange that for you.
1 [ Jairporttransfer 5 [ ]carpark Can you recommend a restaurant near the hotel?
2 [ ]fitness centre 6 [ ]car rental desk | can recommend Gino’s ... It's very good.
3 [ Jhotel restaurant 7 [ |restaurantrecommendation
4 [ ]businesscentre 8 [ ] Internetaccess n T
() 2.1 Listen again and complete the sentences. business centre hire shuttle bus
R (. S — from the airport to the Grand car rental main taxi rank
Marina? client on site tourist attraction
2 Theresashuttle bus ............... the airport direct direct roof terrace  transfer
................. the hotel. facilities separate wheelchair access
3 Where doesil.ciciciicniniinnnn, ? gift shop service
4 ANd . does it take? o
5 Great. Um .o business services?
............................... a business centre? :
R v RN ground floor, opposite reception. ! f
7 Tdliketo ... a car for a few days. Is there?/Are there?, There’s/There are, There isn’t/
O 1 — the e desk, next to There aren’t
reception... Remember to use the correct form of be.
Work with a partner. Look at the hotel information. Take Examples
turns to ask and answer about these things. Is there a transfer from the airport?
e get fromairport? e hireacar? Yes, there’s a free bus. / No, there isn’t a bus to the hotel.
e how long? e fitness centre? Are there ground floor rooms? Yes, there are. / No, there aren’t.
e charge for bus? e restaurants near hotel? ‘s~ Language review page 86
¥Hotel Nathale 1 Work with a partner. Look at the pictures on pages 6 and
FREE AIRPORT TRANSFER — 50 minutes - shuttle bus direct 7 again. Take turns to ask and answer about these things.
to hotel — outside Terminal 1, in front of taxi rank : Example A /s there a car rental service? B Yes, there is.
Other services 1 acarrental service 6 business services
CAR RENTAL DESK — opposite reception 2 ? swimming pool 7 glﬁ%hops
FITNESS CENTRE — ground floor, next to swimming pool 2 s ; iy hawsa}on ;
RECOMMENDED RESTAURANTS: Fargo’s, Italian — opposite 4 patdlng e 8\ Hanslation services
5 Internetaccess 10 information about tours

hotel / Comptoir, French — Rue des Bains

Unit 2 Customerinformation



next to in front of

¢ =

at the top of at the bottom of

inside under

2 Look at the pictures and complete the sentences. Use the

Fitness centre

behind opposite

.

at the end of outside

above between

correct preposition from the list above.

1 Thetourdeskis..

2 Therestaurantis...

oo N

RESTAURANT

4 Thegiftshopis...

6 Theroofterraceis...

Listening Services and facilities

() 2.2 Listen to the hotel presentation and complete the
list of services and facilities. Then listen again and check.

B NEAr City ...cooeooeeenees 1 B ocerereeenennnens 9 desk
B NICAT woveeeeeereeireneenes 2mall = lifts
W TR enemn s 3 m wheelchair ....c..ccc.c.... 1

attraction . .

Alreetions = air conditioning
R 4 front desk 11
§ EXPIESS .oovevrrerronnen. 5 Internet access

% % 12 ¥
Y1) g R R B oo eeetieeen movies
8 fTee oo 7 R 13 tub and
. shower
= business centre
................. " gym and

. % exchange

s car rental desk

Match the items in 1 to these categories.

I hotel Sefvite: wmmmmemnsnnnmrmanmstimis s mtisaimiim
2 100m faCility: oo
B IO ON: s s e R
4 hotel facility: ..o

Work with a partner. Think of five more services and
facilities available in a 5-star hotel.

Activity

You've been asked to give a presentation about your hotel to a
company interested in using the hotel for its clients.

Think of a hotel that you know, find out information about

a hotel on the Internet, or use the information on page 60.
Prepare a short presentation (60 words +) to give to the class
using these headings.

Location General facilities Room facilities Services

Example

LOCATION: The Plaza Hotel is in the city centre near the main
shopping streets and important tourist attractions.

GENERAL FACILITIES: There are 140 ensuite rooms with two
restaurants and a terrace bar ...

ROOM FACILITIES: All the rooms have air conditioning with
minibars, safe deposit boxes, pay-per-view TV ...

SERVICES: There is a 24-hour business centre and there are gift
shops in the main reception area ...

Unit 2 Customerinformation 7



Taking reservations

In this unit you will
take a room reservation
confirm the details of a booking

change and cancel reservations.

m Starter

m Language study

When a guest calls to book a hotel room, what n
information does the receptionist need? Work with a
partner and make a list.

What type of rooms would you like?

Let me just check our reservations.

So one double, one twin and ... for ... nights ...

Can | take your name, please?

Could you spell your name, please?

Please make the reservation in my name.

Can | have a contact number, please?

Could | take a credit card number to secure the reservation?
If you wish to cancel your reservation, you must do so before ...

m Listening Taking a room reservation

1 () 3.1 Listen to a receptionist taking a room reservation.
Tick (v) the points on your list that you hear. Make a note
of any points not on your list. Compare with your partner.

2 () 3.1 Listen again and complete the sentences.

I T o sissimmamisitimms {01 i D ECSU T of six. -
L R — OR SUOGAY wnsispusnsssia 10th o :
................ May ... accommodation credit card number room rate
C g —— one double room, one twin room and cancel deduct secure
............................... rooms. change double/twin/single room security number
G our reservations. check expiry date type (of rooms)
5 'The double and twin room ................. is €200, and contact number  locked
............................... is€128.
6 Well soana ATEIVE i the evening, e 07
................. about eleven o'clock. P
T Hid RO YO e the three security !
V5] 38 1] o[t T of the card, too, please? Prepositions of time
% Weiwawsmmimaans 18 sessua YOl s the Look at these examples.
10th of May. on Saturday in five minutes for five nights
3 Work with a partner. Take turns to book a room and take dur{ng ipedor ‘.]ﬂer IOp.n?. o8 oo
: : ‘ : until 10 p.m. in the morning before the 9th of May
the reservation. Make sure you include the following. by midnioht from the 4th to the 7th of May

« number of people in the group

8

 full name of guest (remember to check spelling)
e contact number

“» Language review page 86

Complete the sentences with the correct prepositions.

e arrival and departure dates and times 1 I'd like to book accommodation ........... three nights,
e type(s)ofroom Tuesday the 6th .......... Friday the 9th of April.
e roomrates 2 We'llarrive ... Tuesday ........c.. four o’clock.
e credit card details 3 We'll letyou know ........... Wednesday at the latest.
When you've finished, check with your partner that the 4 Theshop normally closes ........... 6 p.m. butonce a month
reservation details are correct. I'sopen ... BRuL

5 The hotel closes ........... sixweeks ..o, winter,

6 Thedoorislocked........... 11 p.m. Please ring the bell if

you arrive ........... 11 p.m.

Unit 3 Taking reservations



m Listening Changing and 1 Lookat the four hotel reservations. Are the sentences true

cancelling reservations or false?
1 Mr Feinds is from Germany. true/false
2 Mr Feinds is leaving on 15th May. true/false
3 Mr Feinds would like four single rooms. true/false
4 Mr Marsh is staying for two nights. true/false
5 Mr Marsh would like a double room. true/false
6 Mr Olson is travelling with his wife. true/false
7 Mr Olson is arriving on Thursday 27th May. true/false
8 Ms Wong is staying on Tuesday night. true/false

(;) 3.2 Listen to the three calls and make a note of any
changes to the reservations. Listen again and check.

Work with a partner. Take turns to be caller and

receptionist. Choose one of the reservations and practise

changing it.

Caller Decide on two things you need to change
and call the hotel.

Receptionist Answer the call and make a note of any
changes to the reservation.

m Names: (your name), Mr and Mrs Mertins, Ms Kari

m Arrival: Wednesday 14th June
m Departure: Friday 16th June
= Rooms: three
m Room types: a single foryou, a double for Mr and

Mrs Mertins, a single for Ms Karin
= Mobile number: 0885 928 3847

m Credit card details: card number 0088 4848 2323, expiry
date 10/13, security numbers 234

Unit 3 Taking reservations 9



4 Dealing with booking enquiries

10

In this unit you will

turn down bookings

give explanations

Rogers, P

Starter

Look at the pictures. Why would a hotel or restaurant turn
down a booking?

Listening Dealing with booking enquiries

(;;) 4.1 Listen to the five calls and complete the table.

The guest would like ... Why it’s not possible

1 a double room for one
night

The hotel’s fully booked.

() 4.1 Put the phrases in the correct order to make
sentences. Then listen again and check.

1 please / moment/One

2 that night / fully booked / We're

3 adouble room /Id like to / for two nights / book

4 wedon't have / left / I'm afraid / for those dates /
any double rooms

5 thatweek / closed / the hotel’s / for refurbishment /
Unfortunately

6 notreopening/ till / We're / Saturday the 9th of March

7 but/ that day / 'm sorry / with a business conference /
were very busy

8 for/is/How many/it?

Unit 4 Dealing with booking enquiries

family ’
suggest alternatives. | Janiak, G single 1817 1917 RESERYATION PLANNER
| Vasquez, S double 1817 2017 N MoN Tk
Lang, H double 18/7 2217
single 18/7 1917
family 18/7 2017
twin 1817 2317

Work with a partner. Use the prompts to practise dealing with

booking enquiries. Take turns to be caller and receptionist.
Caller requests Receptionist

e family room for two nights e no family rooms available
(12th-14th December)
o table for six « fully booked

* single room for 7th May e hotel closed

e table for 12 for lunch
tomorrow

e very busy / wedding party

e table with view of park « no tables with view of park

Language study

I'm looking for a ... room for ...

I’'m sorry, we don’t. We’re fully booked that night.

I'm afraid we don’t have any ... rooms left for those dates.
I’'m sorry, but unfortunately, the hotel’s closed that week ...
For how many people?

I’m sorry, but we’re very busy that day with ...

There isn’t room for another ten ...

I'm afraid all the tables with a view of ... are reserved.

0h, that’s a pity/too bad.

L

availability harbour reopen
business conference instead same

busy (be) left squeeze (sh) in
following (week) partner hotel unfortunately
graduate refurbishment  view

“we Glossary page 102



Present Simple
The Present Simple is used for facts or repeated actions (e.g.
routines).

Examples

We have a nice table in the corner ...
For groups, we usually set a table

(fact)
... (repeated action)

Present Continuous
The Present Continuous is used for things happening at the
time of speaking or events arranged for a time in the future.

Examples
I’m just opening up the reservations screen. (now)
... the hotel’s closed that week ... We’re decorating the

restaurants ...

(future arrangement)

Sz Language review page 86

Short forms
Remember to use the short forms of verbs in spoken and
informal written English.

Examples

I’'m sorry. We don’t have any double rooms left.
The hotel’s closed.

Can’tyou squeeze usin?

“# Language review page 86

Complete the sentences with the Present Simple or Present
Continuous of the verbs in brackets. Use short forms if
appropriate.

1
2

10

We always .....ccceeeeennee (enjoy) eating at the Columba Hotel.
[ s (be) sorry, butwe ....ooceeviunns (close) the
hotel next week for refurbishment.

The Tabora Hotel often ................. (have) a function room
available at the weekend.

e (you take) table reservations online?
B: Yes, just log on to ourwebsite and click on ‘Reservations’.

I'm sorry, the manager......c.cuu.... (not be) available.

He i i (show) some visitors round the hotel.

A: The restaurant is fully booked.

BrOhVThat 7o (be) a pity.

[ (travel) to France on the 15th of July -

Vi i (stay) at the Chaumont Hotel.

Hm! The beef....cccoeeeenne. (look) delicious, but!l.........corunres
(prefer) the baked fish.

Vo (not know) what the special dish is
this evening. The chef.....ccccociiiiiniiiiiiinnnne (prepare) the
menu now.

Good evening, Ms Jueles. ......ccoeeiiiiiiiieincnenn. (you eat)
with us this evening?

d

@

Listening Suggesting an alternative

A lot of hotels suggest alternatives to callers when there
are no rooms or tables available. Work in a group.

1 Make a list of alternatives that hotels could suggest to
callers, e.g. try another hotel in the same town.

2 What alternatives could the receptionist suggest to the
callersin() 4.12

b 8.2 Listen and underline the alternatives suggested to
the callers in ;) 4.1. How many did you think of?

1 trying the Station Hotel / the caller gives his number

2 two separate rooms / a family room

3 calling a hotel next door/ calling a hotel in a different town

4 atablein the Terrace Bar / a table at the end of the
Globe Restaurant

5 abigger table/ a table at the window with a different view

() 4.2 Listen again. Do the callers accept the alternatives?

Work with a partner. Practise suggesting and responding
to alternatives. Use the alternatives in 2 or your own ideas.

Example

A You could try the Station Hotel. They may have a room
available.

B Could you give me their number, please?

A Yes, of course. It’s 0049 ...

Activity

Work with a partner. Student A’s information is here. Student
B’s information is on page 61.

Make two calls to the Pines Hotel to make reservations. You
want the following.

1 double room / sea view / three nights (22nd-25th August)
2 table for seven / upstairs / 8 p.m. / Tuesday 14th February

Example Hello, I'd like to make a reservation, please.

You work on reception at the Keys Hotel. Use this information to
deal with two calls.

1 dining room full (wedding) / alternative = table in
Sunshine Bar — offer same menu as in dining room

2 hotel closed in February for holiday / alternative =
Lakeside Hotel (0357 666333)

Example Hello, Keys Hotel. How can | help you?

Now do the activity again, but first decide on your own
information. Make notes in the charts on page 64.

Unit 4 Dealing with booking enquiries 11



Correspondence

In this unit you will
write letters and emails to customers

respond to emails and voicemails.

Starter

What types of correspondence do hotels use to contact
customers? Make a list of possible reasons for writing to
customers.

Example to confirm a room reservation

Writing Letters and emails

Complete the first gap of each correspondence with
one of the phrases.

a Weenclose a copy of

b We are pleased to confirm your reservation

¢ Regarding your request to

Complete the second gap with one of the phrases.
a Unfortunately we are fully booked

b Itincludes

¢ We have also reserved a parking space for you

Complete the third gap with one of the phrases.
a  We hope we may be of

b Welook forward
¢ Weattach a copy of

HOTEL INTERNATIONAL, GRAN VIA, 402, 08007 BARCELONA
+34935 526 536 www.hotelinternational.com

My P McKinnon

20 Church Street
Edinburgh EH4 9HZ
13 July 20

Dear Mr McKinnon
our hotel brochure for your

oo divections for arrival by road.

4

 Subject: confirmation of booking

Dear Mrs Tevez

1 F: 107 4 VR 2 CTU [0 1| N —————————
of | double room for 3 nights from 30 September.

We also confirm your table booking for 4 on
| October at 8 p.m.

.................................................. for the 3 days as requested.
.................................................. to seeing you in September.
Best regards

Toni Fong
Reservations

Dear Ms Parsons

.................................................. change the dates of your

................................................. for |5 and |16 March.

However, we can offer you accommodation at our
partner hotel nearby.

.................................................. their brochure for your
information.

inn

Read the tips and rewrite the highlighted parts of the
email to customer, Carlos Lomo.

Writing a good business email

4 Use spaced paragraphs for

5 You can write numbers |—/0 in

| Use the subject line to tell the recipient what the email
is about.
Use greetings and endings as you would in a letter.

3 Sentences in emails (and letters) should be short and clear -
KISS (keep it short and simple).

Subject: FYI

different topics.
Dear Carlos

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

Yours sincerely
Rosa Gonzdlez

Marketing Assistant

12

Unit 5 Correspondence

service to you in the future.

emails: 3 nights. In letters, write
these in words: three nights.

6 Don't SHOUT in capital letters.

7 Don't use acronyms or
abbreviations for customers,
e.g. FYl (for your information).

8 Read your email for spelling,
punctuation and tone.

| All the best
| Benita Bellini

Reservations Manager

It was very nice to receive |
your email. We are delighted |
to cfm your reservation for
3 ngts from Tuesday 4 to
Friday 7 December.




= Language study

Thank you for your email.

We are pleased to confirm your reservation.

Regarding your request to change the dates of ...

We also confirm your table booking for 4 on 1 October at 8 p.m.
However, we can offer you accommodation at our partner hotel.
We enclose/attach a copy of our brochure.

We hope we may be of service to you in the future.

abbreviation correspondence recipient
acronym enquire regarding (re)
amendment look forward to sth spaced
brochure polite tone

##= Glossary page 102

Overview of greetings and endings
letter email
you don’tknow DearSiror Madam DearSiror Madam

the name Yours faithfully (Kind/Best) Regards
you know Dear Mr/Mrs/ Dear Mr/Mrs/
the name Ms Bono Ms Bono
Yours sincerely (Kind/Best) Regards
you know Dear Louise Dear Louise or
person well Hi/Hello Louise
Best wishes Allthe best/Cheers

1 What greetings and endings should you use when writing
to the following?

1 email - Jacques Dupont (new customer)

2 letter — Aldo and Maria Costa (customers you know well)

3 email — Tom (colleague)

4 email — Veronica Beale (new customer — married status
unknown)

5 letter — name unknown

2 Business letters and emails should be polite and formal.
Rewrite the letter to Hans Wollman to correct the tone.

Dear Hans

Thanks for your letter.

Here’s a copy of the brochure you asked for.
See you next week.

Cheers

James McClaren

International Hotel

m Listening Customer messages

1 () 5.1 Listen to five voicemails. What does each caller want?

| ) ol T
CallEr i mammrsmsr s A SO
CAlBE D v s s R e
GV o3 L NS SRS
Callet S cmmranassamesmnrmemr e ey

() 5.1 Use your answers from 1 and these prompts to
write responses to the voicemails. Listen again if necessary.
Dear Mrs Pele

Regarding your booking enquiry, we confirm ...

Example

1 room available / confirm reservation (email)
rooms are available / confirm amendments (letter)

3 confirm booking / double room for 5 nights, 12-17
February (email)

4 restaurant fully booked / offer table in Terrace Bar /
same menu (email)

5 party rooms are available / enclose events brochure
and menus (letter)

Work with a partner. Check each other’s emails and letters
for spelling, punctuation and tone.

Acti\)i-ty’

1 You work in front office in Hotel David in Florence, Italy.

Write an email reply to Mary Tan (mary.tan@infotec.ch)
confirming the changes to her booking. A double and single
room are available for 2 nights from 9-11 June. You have
booked her a parking space from 6 p.m. on 9 June to the
morning of 11 June as requested. You have also reserved a
table for three for dinner on 9 June at 8.30 p.m. You look
forward to welcoming her to the hotel.

2 You wqfk'in-the Events Office of the Crowne Plaza Hotel, rue
- de la Roi 107, 1040 Brussels. '

Write a letter to Piet van Derbilt, Amstel 140, 1017 EZ
Amsterdam in reply to his enquiry about organizing a business
lunch for 60 people on Friday 30th May. The Grapevine
Restaurant is available for his party from 12-3 p.m. Enclose
sample menus. Also enclose directions to the venue (five
minutes’ walk from railway station). Unfortunately, you cannot
offer parking. Mention the large public car park three minutes’
walk from the hotel. You look forward to hearing from him.

Work with a partner. Compare your correspondence and see if
you can improve your writing.
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Welcoming guests

In this unit you will
make guests feel welcome
check them into theiraccommodation

give them essential information.

m Starter

What situations do guests dislike at check-in?
Look at the pictures. How can a hotel make check-in a
positive experience for guests?

= Listening Dealing with arrivals

1 (;) 6.1 Listen to a receptionist checking in some guests.
Tick (v) the information which is on the registration
printout.

1 [ ]dateofbirth 6 [ |flight number

2 [ |name 7 [ _|departure date

3 [ ]number of bags 8 [ |arrival date

4 [ |passport number 9 | |home address

5 [_Jaccommodation voucher

2 () 6.1 Listen again and complete the sentences.

1 Canyatmmssin aseat? And we'll serve you with a
................. drink

2 Wellcall .o when we're ready to

3 Could you haveyour ................. and accommodation
................. ready?

T oy {3 S — patience.

5 Could wou it GMERAIE oo
are correct on this printout?

6 Greal sk cumnammman , please.

/1 C . T— your key card.

SR T —— 7,571 e : [ floor.
9 Theporterwill connanns to your room.

3 Work with a partner. Look at the flow chart. Take turns to
be receptionist and guest. Practise dealing with arrivals.

1 2 3
: seat / call name
e refreshments
4
5 check printout
6 sign
passport 7

key card and room
information

14 | Unit 6 Welcoming guests

= Language study

Good morning, everyone, and welcome.

We'll do our best to deal with ... as guickly as possible.

Can you take a seat? And we'll serve you with a
welcome drink.

Could you just check the registration details are
correct on this printout?

Just sign here, please.

Could you give me your passport(s)?

You can collect them from reception in the morning.

Enjoy your stay with us.

collect (do) our best ready

correct patience registration details
deal with printout sign
home address quickly voucher
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= Listening When and where?
1 () 6.2 Listen to the two dialogues and tick (v) the
correct information.

I Breakfastisservedin [ | the ground floor café.
the first floor restaurant.

7.30 to 10.00 a.m.
6.30 to 9.00 a.m.

2 Breakfast is served
from

in the mornings.
24 hours.

3 The business centre
is open

opposite the lift.
on the top floor.

4 The fitness centre is

the Terrace Restaurant.
the first floor restaurant.

7.00 to 9.30 p.m.

5 Dinner is served in

6 Dinner is served from

7.30 t0 9.00 p.m.
7 'The currency exchange 8.00 a.m.
desk opens at 9.00 a.m.

from reception.
in the hotel shop.

8 You can buy a city map

N A

2 Work with a partner. Practise asking for and giving
information using the expressionsin 1.

Example A Where’s breakfast served?
n T s B Breakfast is served in the first floor restaurant.

Possessive adjectives e
. : . Activity

SINGULAR my, your, his, her, its PLURAL our, your, their

Examples your long flight our best your reservations Work with a partner. Student A’s information is here. Student

Object pronouns B’s information is on page 60.

SINGULAR me, you, him, her, it PLURAL us, you, them @ You work on reception at the Sudari Hotel. Check in your guest.
Answer any questions. Use this information.

Examples

Could you give me your passports? FACILITIES

Collect them from reception. m Fitness centre (24 hours) / No swimming pool
Enjoy your stay with us. m Hotel shop (books, newspapers, maps)

7.00a.m.—-11.00 p.m.

» Laallasarevicw page oo m Currency exchange (next to hotel shop)

Underline the correct alternative. 7.00a.m.—11.00 p.m.

1 Could someone help my/me with my/me luggage?

2 We'd like to have breakfastin our/us suite. Example Good afternoon. Welcome to the Sudari Hotel.

3 The porter collects the bags and takes their/them to the @ You arrive at the Central Hotel. Go to reception and check in.
room. Use your own name and this information.

4 The man isvery tired and wants his/him room now.

5 Porter, this is MrBlack’s suitcase. Can you take it to his/
himin 3627

6 There’s Internet access in you/your room.

7 The hotel takes good care of its/it guests.

8 Would you like to join our/us for a welcome drink in the
lounge?

m Room: twin, four nights

m Ask about: lifts (partner has wheelchair) / meal times /
where restaurant is.

m You'd like a hair cut.

Example My name’s ... . have a reservation for ...
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Dealing with check-in problems

In this unit you will
-+ manage customers on reception

find solutions for problems

deal with guests’ special needs.

m Starter

Look at the pictures and identify three check-in problems,

m Listening Problems at check-in

1 () 7.1 Listen and match the four dialogues with these
problem situations.

a [ |guestsarrived at wrong hotel
b [ ] guest’s room isn’t ready

¢ [ ]car park full

d [ ]hotel has overbooked rooms

2 () 7.1 Listen again and complete the sentences.

1 TI'm afraid your room .........ccermiinrnncna. for you yet ...

2 . in reception. Would ... tea or coffee?

, S TR S—T aroom for you at our partner hotel ...

4 Webboked onr ro0m several .. s ‘

5 ..straightawayand ... for
complimentaty wine and fruit ... , SIT.

6 Well, you ..cniians A B i amsonmemenssassemasirens last
week.

T oo taxiforpot JES o from here.

AL L (T parking?

3 Work with a partner. Take turns to be guest and
receptionist. Use the prompts to complete the
receptionist’s part of the dialogue.

Guest Good afternoon. My name’s Robert Colas.
I have a reservation for tonight.

Receptionist room not ready / offer complimentary tea
or coffee in reception

Guest Id like to park my car first.

Receptionist pre-book parking?

Guest Yes, I did.

Receptionist car park at back of hotel / offer help with
luggage

Guest No, thank you. When will my room be ready?

Receptionist rooms ready by 3 p.m. / offer to ask
housekeeping about room

16 | Unit 7 Dealing with check-in problems

We confirm your
reservation at
the Plaza on Wed

= Language study

I'm afraid your room isn’t ready for you yet ...

The porter will take care of your luggage ...

I’ll ask housekeeping to inform me as soon as your room is
ready.

I’'m really sorry, but we’re overbooked tonight.

I've reserved a room for you at our partner hotel ...

We don’t seem to have your reservation.

I'm afraid we don’t have a parking space tonight.

What's the best thing to do?

free (available) ramp

adjoining

allergy happen service (aroom)
allergy-tested high chair smoke-free
alternative occasionally special
complimentary overbook

#» Glossary page 102



Past Simple
Remember! The Past Simple is used for completed actions

and events in the past and is often used with past time
expressions like (two days) ago, yesterday, last night, in 2007.

Examples You sentan email confirmation last week.
We didn’t sleep on the plane.
Did you pre-book parking? No, | didn’t.

% Language review page 88

1 Review irregular verbs by completing the text with the
Past Simple.
Last week, Mrand Mrs Bart................. (fly) to Barbados.
They oo (sleep) badly on the plane so they
................. (feel) very tired when they ................. (get)
tothe hotel. They ................. (think) they’d be able to
go to their rooms, but the receptionist .........c.ec.... (tell)
them theirrooms.......... i (not be) ready yet. They
................. (sit) inreception and.................. (have)
coffee, thenthey................ (go) for lunch.

have got/haven’t got
These forms are used more frequently in spoken English
than have/haven’t.

Examples  We haven’t got a free room.
I’ve gota space tomorrow.

= Language review page 88

2 Work with a partner. Student A’s information is here.
Student B’s information is on page 60. Take turns to ask
and answer questions to practise these forms.

B Has the Crowne Plaza got a restaurant?
A Yes. It's got a world-class restaurant.

Example

A1l Use this information to answer your partner’s questions.

Crowne Plaza Hotel * % & * %

200 air-conditioned rooms business centre
world-class restaurant free shuttle from airport
roof terrace bar Wi-Fi in public areas
fitness centre with sauna concierge services
24-hour room service (until midnight)
conference facilities

A2 Find out if the Sunset Beach Hotel has got these things.

restaurant
terrace bar

sports facilities
air conditioning
business centre
hairsalon

Internet access
swimming pool
concierge services  tours
gardens shops

m Listening Dealing with special needs

1 () 7.2 Listen and tick (v) the three categories dealt with

by the receptionist.

[ Ifood allergies [ | vegetarian menus
[ ] disabled access [ |special diets

[ Iminibar [ |allergies

[ ] children’s needs [ |security

[ ]bottled water [ Jrecycling

2 () 7.2 Listen again. What items were requested in the

three categories?

3 Work with a partner. Take turns to be guest and

receptionist. Practise requesting and dealing with the
items in 2 (or use your own ideas). Use these phrases to
begin your requests.

Id like ...
Is there ...?

Could we have .2
What about ...?
Can I just check with you?

We requested ...
Do you have ...?

Activity

Work with a partner. Student A’s information is here. Student
B’s information is on page 00. '

You work on reception. Greet the new guests and deal with
them politely and helpfully. Use this information,

® Guest 1: [t’s 10 a.m. Check-in is usually after 2 p.m. Offer
drink or breakfast in coffee shop. You'll inform as soon as
room is ready.

m Guest 2: Hotel smoke-free. Bathrooms only have showers.
Bottled water in all rooms.

m Guest 3: Family with no reservation (walk-ins). No
adjoining rooms. Extra bed no problem. Children’s menu.
No pool.

Example Good morning. Can | help you?

@ Take the role of three different guests arriving to check in. Use

this information.

m Guest 1: Reservation for two nights. Ask about: disabled
access from car park, getting to bar and restaurant by
wheelchair.

m Guest 2: Reservation for two nights. Show booking
confirmation of four weeks ago.

m Guest 3: Reservation for three nights. You need car parking
but haven’t pre-booked. Book parking for next two days.

Example Hello. We have a reservation ...
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Explaining how things workin the hotel room

In this unit you will

help guests with the room facilities EE
Pe EE g

practise some useful small talk.

m Starter 3 Work with a partner. Practise explaining how things work

) using the verbs.
Look at the pictures. What problems are the new hotel

guests having? Can you think of any other problems hotel
guests have with things in their rooms?

1 Explain to the guest how to get into the room and turn
on the lights.

insert takeout turn open put notremove

= Listening How things work 2 Explain to the guest how to work the safe deposit box.

1 (;) 8.1 Listen and underline the correct alternative. put close enter turn enter (again) keyin

1 The woman has a problem using her key card/door key.
2 'The receptionist offers to come/asks a porterto help her. 4 Workwith a partner. Choose one of the other problems

3 'The man in 323 doesn’t know how to make the lights you thought of in the Starter. Explain how to deal with the
work/hasn’t got his key card. situation.

4 'The receptionist tells him to leave the key card in/
remove the key card from the slot. ® Language study

5 The air conditioning isn't working/switched on in 531. e

6 The man wants to take a shower/bath. | [Expiess g

7 You enter the code before/after you close the door of When you insert the card, a little green light shows on the lock.
the safe deposit box. Take the card out and turn the handle to open the door.

8 You use another/the same 4-digit code to open the box. Putyour card into the slot there.

Don’t remove the card until you leave the room.

: AL i d compl s. : ;
2 G 8.1Listen againand complete the sentences Have you got the remote control to switch the air

Ml L S, my room. conditioning on?
E L — Use the plus or minus buttons to set the temperature.
. s S — into my room but none ofthe Putyour valuables into the box.
-------------------------------- . Then turn the little knob and enter the same code again.
4 CHIEIOMIETVRLY o vmmmsmrersssisns stuffy and we
............................... the windows. n i
B O YOUBEEGH o with an air con e ;
symbol? arrow !nsert slot
8 Dfconrst RBE . ucnvummine the silver knob bitan : gt st_uffy
............................... the bath tap. C(‘)n‘trol Wicy kn?b e
7 Then close thedoorand................. T R code digit o aonn Viusnies
by pressing the buttons on the door. face et coptil
8 Tounlock, just.......ecoeseusss the code. = Glossary page 102
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Imperatives
Use the imperative form for giving instructions.

Examples

Put your valuables into the box.

Enter the code.

Don’tremove the card until you leave the room.

1 Complete the instructions for accessing the hotel’s Wi-Fi
with the correct verb.

clickon logon complete enter ask [

To use the hotel’s free wireless network connection:

................. * reception for a card with a Wi-Fi access
code or network key.

................. 2to your laptop.

weeeneeeenena? INternet Explorer to automatically view
the hotel’s home page.

................. 4 the guest information screen,

................. sthe access code.

You should now be connected to the hotel’s wireless
network.

2 Work with a partner. Choose one of these activities (or
think of your own). Write some instructions for the activity
using the imperative.

e operating a coffee machine to make espresso
e using a computerized booking system
e welcoming a guest at reception

Adjectives and adverbs

Look at these examples.

Do | have the correct key card? (adjective + noun)

Are you putting it into the slof correctly? (verb + adverh)
Note these irregular adverbs: good/well, hard/hard, fast/
fast, late/late

= language review page 88

3 Underline the correct alternative.

1 The porter opened the door easy/easily with the woman’s
key card.

2 Afterthe event, serving staff cleared the room quick/
quickly.

3 The safe deposit box is secure/securely locked with the

guest’s 4-digit code.

The hotelis good/well managed by an international staff.

Shuttle buses run frequent/frequently in high season.

They asked for separate/separately rooms for the children.

The bar was busy/busily and service was very slow/slowly.

He's got a really good/well job at the hotel.

00 N O b

1

@

®

Listening Small talk

() 8.2 Listen and match 1-9 with a-i to make dialogues.

1 [ |How was your journey?

[ | Did you find us OK?

[ ]1s this your first time in Spain?

[ | Did you enjoy the trip to the castle?

[ ]Have you had a nice evening?

|| The river trips are a really good day out.
|| Have you visited the old quarter yet?
[_11ts a beautiful morning, isn't it?

[ ] What's the weather going to be like today?

O 00 NI N Uk W

No. We visited the north last year.

Are they? We'll book one for later in the week.

It was very straightforward, thanks. No hold-ups at all.
I'm afraid the forecast isn’t very good.

Not yet. We're planning to eat there this evening.

Well, the one-way system in the city centre is a bit
confusing.

g Yes, so were off for a long walk.

h  Yes, thanks. It was very interesting.

i Yes, very nice. We had a meal in the old town.

o o0 o

(;») 8.2 Listen again carefully to the receptionist’s
intonation and practise the dialogues with a partner.

Activity

Work with a partner. Student A’s information is here, Student
B’s information is on pages 61 and 62.

You work on reception. Use this information to check in the new
guest.

Greet / ask about journey.

Weather forecast — hot and sunny all week.

Deal with check-in (sign registration/passport).
Give key card — room 726. Room is on 7th floor,
Explain how key card works for door and lights.

All rooms have air conditioning - remote control.
Offer help with luggage. Wish guest enjoyable stay.

Example Good evening. Would you like to check in?

You checked in ten minutes ago. Call reception with some queries.

m You don’t know how safe deposit box works — instructions
aren’t clear. Admit you only entered code once.

m You want to know how to operate shower.

m Ask about weather forecast for tomorrow - you're planning
trip to national park.

Example [don’t know how the safe deposit box works.
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Serving drinks

In this unit you will

interact with customersin
the barand restaurant

talk about drinks.

m Starter

Match the words with the drink groups in the table. Some
words may be used more than once.

draught sweet  still light single
mixer red bitter sparkling rosé
full-bodied lager softdrink double magnum
dry white medium  fizzy
Beers Wines Spirits Non-
alcoholic
sparkling sparkling

m Listening A busy night in the bar

1 () 9.1 Listen and answer the questions.

What did Stef get for the group on the terrace?
How did they pay for their drinks?

Where are the bar’s toilets?

Do customers order drinks from the bar?

Why did Mario speak to the men in the corner?
Why did Stef ask for the girl’s ID?

:)@'.HAL»JN*—-‘

N

1) 9.1 Listen again. Match 1-8 with a-h to make sentences.

[ ]Can we start a theirID?

[ ] Can we order b call security.

[ ] Take a seat and ¢ atabbehind the bar?

[ ]Tneed to ask you d have you got?

[ ]1can'tserve e drinks at the bar?

[ ]1don’t want to f tocalm down.

[ ] Will you check g youany more drinks.

[ ] What other softdrinks h I'll send the waitress over
to you.

== e S R T
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3 Work with a partner. Use the prompts to practise
expressions for situations in the bar.

o toilets? o startatab? e order from the bar?
e soft drinks? e calmdown e nomoredrinks
e security e ID

= Language study

Can we start a tab behind the bar?
Who ordered this?

Excuse me. Where are the toilets?
Just down the stairs on the right.

| can’t serve you any more drinks.
You've got five minutes to drink up.
Sothat’s ... Is that right?

Do you have ID?

aperitif

security

half-bottle

chilled house white/red single malt
corked ice bucket sparkling
draught New World wine still

flute popular tab
full-bodied room temperature
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Question forms

Remember the word order in questions. Look at these
examples.

Yes/No questions: Did you say six glasses?

(did, etc. comes before the subject)

Wh- questions: What can | get you?
(put the question word at the beginning)

Subject questions: Who ordered this?
(don’t use did, etc. when the guestion word is the subject)

Prepositions in Wh- questions: Where’s it from?
(put the preposition at the end)

%= language review page 88

1 Checkyourword order in questions by correcting the
mistakes in the sentences.

Can askyou them to calm down?

The under-age drinkers order what did?

What other soft drinks you have got?

Who did break the glass on the terrace?

Did leave the men the bar quietly?

For what drinks did table 3 ask?

Have the glass you removed from the terrace?

Who does want to start a tab behind the bar?

Use the prompts to make questions for the answers.
you / check / their|D? Yes, | did.
where / the waiter / take He took it to table 6.
the ice bucket?
who / Mario / work / with?  He’s working with Stef.
4 theyoung Australian waiter/ Yes, heis.
be / good at his job?
5 whattime /you / In a couple of hours — about
finish work? midnight.
6 who /order / champagne? Itwasthe group on the terrace.
7 you [/ would like / citrus Pineapple, please.
or pineapple?
8 who /refuse / toserveyou? The bar manager.

No= N CO N OB W

w

= Listening Drinks at the table

1 () 9.2 Listen to some customers ordering drinks in a
restaurant. Answer the questions.

Is the house white wine from Italy or Spain?

Is the Chilean Merlot light or full-bodied?

What does the customer order at room temperature?
What is the problem with the wine?

How much dessert wine do they order?

Vo W

e

~ Work with a partner. Take turns to be customer and server.

House white 70c¢! bottle by the glass
House red 70c bottle by the glass

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

Australian Chardonnay
New Zealand Sauvignon Blanc
Chablis

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

Chilean Merlot
Rioja
Bordeaux

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

Dessert wines Moscatel DeValencia
Royal Tokaji Blue label

---------------------------------------------------------------------------------

Champagne cocktail
Americano

Whisky sour
Margarita

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

Courvoisier
Grand Marmier
Baileys
Drambuie

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

Ask at the bar for our special selection of single malt whiskies

3 Work with a partner. Take turns to be server and customer.

Use the Drinks list to practise offering and ordering drinks.
Try to make at least four lines of dialogue.

Example

A Would you like to order wine with your meal?
B Yes, please. A dry white wine.

A The Chablis is very popular.

B Isit chilled?

Customer: You are in a bar with three friends. Choose a drink for
each person from the list on page 62. Decide how each person
would like their drink. Ask the server about the different wines
and cocktails if necessary. You want to open a tab behind the bar.
Server: Take the drinks order and make sure you know exactly
what the customer wants. Answer any questions using the
information on the list on page 62. Confirm the order. Agree to
open a tab.

Example A Good evening. What can | getyou?

Can we have one mineral water? :

Still or sparkling? s e
Sparkling, please. What’s in the Screwdriver?
It’s vodka and ... ' : -

> W > W
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Food service
In this unit you will

explain what’s in dishes

[
]--}:- take customers’ orders
! talk about cheeses and coffee.

Starter

Look at the menu.

1 Arrange the items into Starters, Main courses and
Desserts. Compare your menu with a partner’s,

2 Do you have any of these dishes in your country?

3 What are the most popular dishes in your country?

Listening Are you ready to order?

(;)) 10.1 Listen and tick (¢) the items on the menu that
the guests actually order.

() 10.1 Listen again and complete the sentences.

1 What’s the .ovvveeceeeiieesiiieinene ?
2 ...theseafood salad. Arethere ......ccccvvvveeivereienns in it?
0 L O aselection of oo eeeveieeevieeen of

seafood on a green salad.
4 ..and oursteaks are .......cccceeeviiesrennenenn.

B I cncomomnimsisiiins onions, tomato and mango with
................ chillies.

6 Couldwehave .......ccooevvrviricanne. of the Chardonnay?

7 Haveyou s , madam?

8 We'dliketoseethe ....cooovvveevevcvecevennens .

Work with a partner. Take turns to be customer and server.

Customer Order a Starter and a Main course from the
menu above. Ask for recommendations, what’s
in the dishes and what they are made from.
Take the order and answer the customer’s
questions.

Server

Unit 10 Food service

= Language study

Menu

Chocolate cheesecake
Soup of the day

Ice cream

Fillet steak

with choice of pepper or red wine sauce

Sea bass
served with spicy mango salsa

| Goat’s cheese and red onion tart |

Breast of chicken

with a cream sauce
A selection of cheeses
Sedsoﬁal fruit coﬁlpote
Chicken liver paté

Mushroom risotto

o
It doesn’t contain any nuts.
It consists of a selection of different types of seafood ...
What can you recommend for the main course?

The sea bass is fresh in today.

It's made from onions, ...

Is everything all right with your meal?
Could we have another bottle of ...7
And a little more bread, please.
Certainly. I'll get you some.

frothy

asparagus salsa
breast of chicken goat’s cheese sea bass
chilli mango selection
compote mix stewed
fresh pistachio tart
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Talking about quantity

Look at the words used to talk about quantity.

It's made from onions, tomato and mango with some chillies.
Could we have another bottle of Chardonnay?

A little more bread, please.

Would you like more wine?

I’ve had enough.

I’llgetyou one.

The word used can depend on whether the noun it describes
is countable or uncountable.

Examples

Countable: five dishes, (a) few customers, another bottle, not
many reservations

Uncountable: some bread, (a) little butter, not much time

= |Language review page 88

Complete the sentences with the correct word or phrase.

few enough how many more many
a little another how much much some

1 OQOursupplierisvery good. We don'tget .....c...ccveerenin.
corked bottles of wine.

B people order three courses for funch?
BiNety s TWO COUISES5 AT8 4iiiiviirrasasssarsns for
most people.
3 Thedessertis quite light — thereisn’t...................... cream
init.
O A bread is left?
B: Onlytwo pieces. And we need S0Me ......ccecveeennnnen.
butter, too.
5 Canlhavethe fishwithjust .....ccccceeeeieines ofthe salsa?
6 Table 5 have ordered .........cc.cocvienn. bottle of Rioja and
they'd like .coevieiiiniinne mineral water.

m Listening Dessert and coffee

1 (;) 10.2 Look at the pictures. Then listen to the dialogue.
Which of the items did the family order?

2 (;) 10.2 Listen again. Underline the correct alternative.

1

= e b

e N1 o

Mango sorbet is a sort of water ice/ice cream.

Fruit compote is a mix of fresh/stewed fruits.
Dolcelatte is a strong/creamy blue cheese from Italy.
Manchego is a creamy/strong sheep’s milk cheese from
Spain.

An Americano is a small/regular black coftee.

Alatte is a black/milky coftee.

An espresso is a small strong/milky coffee.

A cappuccino is a coffee with frothy/crearmy milk on top.

3 Work with a partner. Take turns to ask and answer about
the desserts, cheeses and coffees in 2.

Activity

1 Asaclass, brainstorm a list of dishes for a three-course
restaurant menu. With the help of your teacher, translate
the ingredients into English.

2 Work with a partner to design a three-course menu using

the ideas from 1. Give a choice of two or three dishes for
each course. Make sure you know what’s in the dishes.
Take turns to be customer and server. Practise explaining
the dishes to your partner.

3 Work with a different partner. Take turns to be customer

and server. Order from each other’'s menu.
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Know your region 4

In this unit you will
talk about and compare visitor attractions

advise guests on what to do.

Starter

What type of visitor attractions do guests often ask about
when they’re staying in a hotel? Make a list. What are the
main visitor attractions in your area or country?

Listening Advising tourists

(;) 11.1 Listen and tick (¢) the visitor attractions you
hear that are on your list. Make a note of the attractions
not on your list. Compare with a partner.

;) 11.1 Listen again and complete the sentences.

R 11 (- CRRR———— something musical for
Saturday evening?

2 Well, the..o........... is more expensive than the
................. ,but

IR (5t 3 SR————— to help you with tickets.

4 The Folk Museum is MOre .......cccccooevveeueerennne. the Local.

5 ‘The Local History Museum ST essssssssmisisons
and has ...

6 TERIOKERE somnssmmerasnms museum is the National
Museum.

AN () 4 Ts) Am—— as some of the churches, but it’s
................. more beautitul.

8§ Whichisthe..........ccoceeennnn.... fOr restaurants and bars?

Work with a partner. Take turns to be guest and
receptionist. Ask and answer questions about attractions
in your area or a place that you know well.

Example
A Which is the best area for good local restaurants?
B There are lots of good restaurants near the harbour.

Unit 11 Know your region

What about the opera or the English theatre?
Which is more interesting, the ... orthe .7

I think the most interesting ... is ...

The cathedral is definitely worth a visit too.
It's not so ... as some of the ..., but it’s certainly more ...
Another thing that mightinterestyou s ...

Which is the best area for restaurants and bars?

The main tourist places are all around the cathedral.

alley definitely

informative
archaeology fascinating period (of history)
architecture further traditional
concert season guidebook up to date
culture hiking

##= Glossary page 102

Comparisons
Check you know how to make comparisons. Look at these
examples.

The food is ... cheaper.

The area around the cathedral is the oldest part of the city.
(add -er/the -est to short adjectives)

The opera is more expensive than the theatre.

I think the most interesting ... is the National Museum.
(use more/the most with longer adjectives)

The food is as good as in the cathedral square. (= the same as)
It’s notso old as some of the churches. (= some of the
churches are older)

Note these irregular adjectives: good/better/the best, bad/
worse/the worst, little/less/the least, far/further/the furthest.



1 Find the different comparative and superlative forms in
the Listening script for(;,) 11.1 on page 73.

Y omereepenslyethon . w0
2 mereinteresting............ U
S W
b Vo
5 themostinteresting AD
& e e S e
e s 5

2 Complete the sentences with the appropriate
comparative or superlative form.

1 Citycentre hotelsare generally ......ccccoceeveviviesienenns
(expensive) than hotels outside the city.

2 Damascusisprobably.......cccceiiiniiininnnne (old) cityin
the world.

S dletotelis il i (busy) this month than
last month.

4 The bad weatherin June felt as.......cccieeeenienneenn (cold)
February.

5 The restaurant service was bad yesterday but even
............................... (bad) today.

6V i (little) popular month as itis in
the middle of the rainy season,

7 Ifyou bookoutofseasonyou geta .....ccoiceveerienrivcrnnnn,
(good) deal.

& Ineliamis . (not frequent) as the bus.

Listening Things to do in Granada

() 11.2 Listen and number the places in the order that
you hear them.

a [ ]citycentre
b [ ] Alhambra and Generalife .........coo.vummiverssressssrssnsssonees
c

[ ] Sacromonte
d [ |Sierra Nevada
e | | Albaicin quarter

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

;) 11.2 Listen again. Which of these things can be found
in the places in 1? Some things can be found in more than
one place.

hiking history
Islamic culture

flamenco  gardens  tapasbars

architecture shopping museums

Work with a partner. Take turns to be visitor and resident
in Granada. Ask questions about the places and things to
doin1and 2.

Examples

A Wed like to visit some gardens.

B Go to the Generalife. It has beautiful gardens.

A What about trips outside the city?

B I'm sure youd enjoy a day in the mountains of the Sierra
Nevada.

Activity

Work with a partner. Student A’s information is here. Student
B’s information is on page 63.

@ You work on reception in a New York hotel. Use the web page

to answer the guests’ questions. Where possible, use the
information in brackets to compare the tourist attractions.

New Yurk cltv attractions

% EMPIRE STATE BUILDING - viewpoint on 86th floor
(better in evening to avoid queues)

& STATUE OF LIBERTY from Staten Island ferry (ferry

cheaper than a tour)

% ELLIS ISLAND IMMIGRATION MUSEUM

% Walk around the historic Wall Street area

% SOUTH STREET SEAPORT SAILING SHIP MUSEUM
(quieter part of city)

% METROPOLITAN MUSEUM OF ART (covers a longer
period than Museum of Modern Art) — spend at least two
hours there

% MUSEUM OF MODERN ART - also wonderful (more speciali

% Broadway theatres for musical shows and plays (big
shows are the most popular)

% FIFTH AVENUE for all the big shops (Saks the biggest)

% CENTRAL PARK — huge park, wonderful zoo, great
summer theatre
% BATTERY PARK - good for free events — music, art, dancin

@ You've recently arrived in Istanbul. Ask the rece'ptioni'st fof a
city map and some tourist information about the city. You want
to see the most important sights and you're interested in the
following.

m |slamic art

m archaeology

m shopping for nuts and spices
m excursions outside the city
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i¥2 Explaining travel options

In this unit you will

talk to guests about
travel options

give advice about local
transport and tickets.

2 (() 12.1 Match 1-9 with a—i to make sentences. Then
listen again and check.

[ 11t would be a good idea

[ ] Well, why not take the ferry

[ ] There’s a small café, but I'd recommend
[ ] You can take the underground

[ | Why don't you leave

|| Your best option is to

[ | In my opinion,

[ | You could take

[ |How about

taking a packed lunch from the hotel.

taking the underground to Richmond, then the boat?
your car here and use public transport?

to go on one of the organized cruises from the harbour.
take bus number 42 from Central Station to the gallery.
the train from Waterloo.

from the jetty near the market square?

to Central Station.

the best way to get to Hampton Court is by riverboat.

m Starter

Work with a partner.

1 Name the forms of public transport in the pictures.
Which of these are available in your town, city or
country? Are there any other forms of transport where
you live?

2 How often do you use public transport? Which forms
do you prefer? Why?

o0 M0 OO0 O O 00N oYU W~

—

3 Work with a partner. Take turns to be guest and

m Listening Giving advice about local travel receptionist. The guest uses these prompts. The
receptionist responds with the correct sentences from 2.

1 () 12.1 Listen to the dialogues and complete the notes Iadand. howbo getthere? Tyou st tostay longer on the

this guests made island / food on the island?
: e Wi City centre how to get there? / parking at art gallery? /
Cruise harbour - ; :
PR BLERL e Westminster FPier — how to get to gallery?
1 - ¥
leaves wuusiississiniiisisisnes i hOUFS : Hampton Court how to get there? / you want a shorter
Ferry from jetty near Qe L from route / you don’t want to take train
............................... = leaves i) fao
7.30 and 1L00 - returns  + § o0 R = Language study
3-30 and ................. ﬁ“chma”d; then n
TARE. Susstatyosmonstssnstigsiosits i o :

---------------- Could you tell us how to get there?
from hotel " SRR : It would be a good idea to go on ...
Why don’t you leave your car here?
It’s much more convenient.
Avoid travelling between ... and ... in the afternoon.
? : You could take the train from ...
presseaneni . bt ot between '; How about taking the underground to ..., then the ..?
................. Tand o) bide : Take the District line to ... then change to the ...

Station or bus amber ...,

Art gallery ~ bus number 42 from
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G 3 () 12.2 Listen again and answer the questions.
congested in advance ticket machine Dialogue 1

credit jetty top up (a card) 1 What does the receptionist advise the guests to do?
cruise organized underground Dialogue 2

deposit refundable valid 2 Where can the guests buy the strip of tickets?

ferry stamp (a ticket) zone Dialogue 3

heavy (traffic) strip (of tickets) 3 How much does the card cost?

4 Canyou get money back if you don't use it all?

» Doanoage 100 5 Howlongis it valid?

Dialogue 4
! ] 6 What kind of ticket does the receptionist recommend?
Recommending, suggesting and advising 7 Why should the guest go to the Hauptbahnhof?
Look at these examples showing the form of the verb which 8 Why doesn’t the receptionist say how much it costs?
foll i dt end, suggest and ;
aodv[i)zves o " 4 Work with a partner. Take turns to be guest and

receptionist. Use your answers from 2 and 3 to give advice

It ldb didea to (take) ... i
Shaihind {fage) about tickets and travel cards.

Why not (take) the ferry ...7

1'd (strongly) recommend (taking) ... Guest Receptionist
Your best option is to (take) ... ferry tickets? tickets in advance
You can/could (take) ... bus tickets? strip of ten tickets
How about (taking) ...? , travel in Hong Kong? Octopus card
In my opinion, the best way to (get to) ... travel in Hamburg? travel card
%= language review page 90
Underline the correct alternative. ACtIVIty
1 Itwould be a good idea visit/to visit/visiting the cathedral Work with a partner. Student A’s information is here. Student
inthe evening. B’s information is on page 65.

2 You could take/taking/to take the cable car to the top of @

the mountain. You are the guest. Ask the receptionist how you can get to

3 Inmy opinion, the best way fo see/seeing/see the harbour = the beach - you don’t want to stay there for more than
is by boat. three hours
4 I'd recommend to buy/buy/buying a strip of tickets. m the City Museum.
5 Why not go/to go/going by riverboat?
6 You can take/to take/taking the bus - it stops opposite the Example Can you tell me how to get to ...?
hotel. ; : : ;
@ You work on reception. Give the guest advice on travel and tickets

7 Yourbhest option is to rent/renting/rent a car.

8 How about fo visit/visit/visiting the old town? to these places. There are two travel options for each place.

ANIMAL WILDLIFE PARK

= Listening Giving advice about tickets Option 1: car (car parking expensive)
) Option 2: underground — Park station — shuttle bus to
1 What payment systems are used for public transport in park (shuttle bus every 12 minutes) / combined ticket for
your city or a city you've visited? Can you buy a ticket for underground, bus and shuttle bus — buy at underground station
use on all forms of transport?
AIRPORT
2 () 12.2 Listen to a receptionist giving advice about Option 1: taxi (most convenient, but expensive)
tickets to four guests. Which forms of transport are Option 2: taxi — Brighouse — new monorail to airport (quick,
discussed in each dialogue? comfortable — monorail ends in airport) / 3-day travel card
| T includes all public transport + monorail to airport
R T
. TN and other forms of public transport Example In my opinion, the best way to getto ... is ...
4 S-babn, e JbHseS e in the harbour

and on the river Elbe
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Giving directions

In this unit you will

.+ give directions to areas in the hotel

give directions to places outside the hotel.

=
Reception

Terrace

*0 o0

e o0

Reception e
y
area DA
5 Entrance Corridor

m Starter

What do the icons at the top of the plan of the ground
floor and basement of a hotel represent?

m Listening Giving directions
inside the hotel

1 () 13.1 Listen to the receptionist giving directions.
Match the icons to places a-f on the plan.

!

2 () 13.1Listen again and complete the sentences. R

I ..tothethird floor. JUst .wummmumsassansssisinns the = Language study
reception area and past the shop. 0
2 Canyoutell mehow......cvimiumune the swimming o b A
pool, please? You can take the lift to the ...
- P T the corridor and Go down the stairs, along the corridor and then into ...
then into the changing rooms on .................. : Continue along the corridor, past the ...
R T R —— the changing rooms Take the next door on the right.
................. a blue door, which will................. you into Follow the sign for the business centre.
the fitness centre ... As you come out of the ..., they’re on the left.
¢ - SR the corridor, past the changing When you leave the hotel, turn left ...
tOOME AN ..o sitinens the next door on the right. Take the second road on your left.
6 Onawarin day, Tts FIEe FEE0 .o rsismmmsisssmsmss the You'll see ... on your right.
terrace. Continue until you come to ...
7 Bt There V00 SaD 0 . conumsissiumemum , then round _
the hotel .o the car park. : ! ]
B AN o of the conference room, changing room  corridor  footpath steps
they’re oo left. coast either library town hall
continue follow reception area track

3 Work with a partner. Take turns to be guest and
receptionist. Use the plan to ask for and give directions to

places in the hotel i

28 | Unit 13 Giving directions



Prepositions of direction

to past straight on

Underline the correct alternative.

1
2

Go up/past/down the restaurant and the lifts are on the left.
You can walk down/round/straight on the hotel to get
tothe rose garden atthe back.

Walk round/onto/along the corridor beside the
conference room.

Follow the signs onto/up/to reception.

When you come to the swimming pool, continue straight
on/past/right to a green door.

This door will take you into/along/up the fitness centre.
You can get to the terrace along/into/through the
conference room.

As you come down/across/out of the hotel, the car park is
onyourright.

Lhrar ~

1
)

Listening Giving directions to places
outside the hotel

() 13.2 Listen to the directions to places of interest. Find
the places on the map below.

(;) 13.2 Listen again. Correct the false information in
the sentences.

There are art shops and tearooms in King Street.

You can see the harbour from the top of the art gallery.
The school is an old building.

You should leave your car on the beach.

You can drive from the library to the windmill.

The old cottages are on the right.

N U W

Artvity

Work with a partner. Student A’s information is here. Student

- B’s information is on page 62. Use the hof-eL_pla_n:and the map

®

in this unit.
You are the guest. Ask the receptionist for directions to:
m the business centre

m the lifts m the terrace

-.-Exar‘n;ﬁl’g‘ uCan:'you. tell me where the lifts are, please?

®
®

: Yo.u'aré the guest. Ask the receptionist for directions to:

@

'Yo_u.vifo_rk'On; réce’ptio:n._ei\fe the guest directions.

~ m the harbour m the school m the golf course

Example Go along the éoi’rig’orf pasttheshap : _ .

-’{ou: :wci):rkonlreception.Gi\.r'é't.hé;'gufes't ditsetione.

Market
Square

[ -\;\findmill- =
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In this unit you will
deal with customer needs

talk about customer care and
customer service.

m Starter

What customer needs and requests are suggested in the
pictures? What other customer needs and requests can
you think of?

m Listening We’re here to help you

1 () 14.1 Listen to three dialogues. What do the customers
need? Use the information on the left to help.

Reason Need

1 noshampoo more toiletries in bathroom
EEIEIIENE o s
TECEPUON DALY  sumisers it it smisnsar

2 driving to hotel
PBEOEOL CAY PATIC sinciiisiasinibisssmsremmsmmmensasssngsassaraspssrsprson
3 partydress
bathtOOM IOWElS  sisiiiiiminmsussonmmmnsmsmsnsmasassssrsnenspronsass

2 ;) 14.1 Listen again and complete the sentences.

R —— toiletries in the bathroom.

2 Tllask houseloeping ..o some in your
room.

= S available.

O (R the hotel.

5 Do weé need o get @ cansmssmsuoim from reception?

B JathEre, o I can help you with?

7 My daughters................. dress needs........cec..c.
urgently.

8 ThediessWill be DACK cicvniiimemenomnes by four this
afternoon.

9 "Thechildren ..oamumsinniien in the bath by accident.

30 Unit 14 Meeting customer needs

Work with a partner. Take turns to make responses to the
customer needs.

Example
We need more toiletries in room 439, please.
I'll ask housekeeping to put some in your room.

We need a wake-up call for 6 a.m. tomorrow.

We need a babysitter for Wednesday evening.

I need directions to the hotel from the motorway.
Do I need a parking permit?

My husband’s shirt needs pressing.

'The bathroom towels need changing.

QU R W~

Language study

I'llask housekeeping to put some in your room.

I'll book a wake-up call for you now.

What time would you like to be called?

I'll see if we’ve someone available.

You need to come off the motorway at exit 33.

You’ll need a card to get out of the car park in the morning.
My ... needs pressing.

The bathroom towels need changing.

. s
i : 4
“?%/fo i /,@%ﬂj"ﬁ

S

birthday slip road

budget motorway succeed

exceed roundabout (US circle)  successful
expectations  satisfied wedding reception
improve

= Glossary page 102



need
Look at these examples of how need is used.
e need meaning ‘require’
We need some more toiletries.
| don’t need a babysitter.
Do you need a wake-up call? Yes, | do. / No, | don’t.
(need + noun)
My husband'’s suit needs dry cleaning.
(need + -ing)
e need meaning ‘have to’
You need to come off the motorway at exit 33,
(need + to infinitive)

= |Language review page 90

Complete the sentences with the correct form of the verbs in
brackets.

Vs s (need / book) a wake-up call for
tomorrow.

2 Theguestinroom 176 ....ccccceemueene RisSsuit.
(need / press) urgently.

3 GUestaWithicars o i (need / get) a permit
from reception before parking.

4 The ladyinroomaby i iiiina i (notneed) a
babysitter forthe whole evening.

B (they / need) more pillows in 4327

6 Therooms ... il o (need / clean) hefore the
tour group arrives.

7 Receptionstaff i i /i (need / work) overtime
when the hotel is busy.

8 Thenewarrivals.....c.ccoevnni. (need) a map and directions to

the city centre.

u Listening Customer care and
customer service

() 14.2 Listen to the presentation and underline the
correct alternative.

1 The hospitality industry is all about the staff/customer.

2 A business must try to meet and even succeed/exceed
customer needs and expectations ...

3 Asuccessful business is always working to improve/
increase customer service.

4 A 5-star hotel has a laundry/porter service, but a 3-star
doesn’t.

5 Leisure/Business travellers at the weekend are on a
budget.

6 Guests may have certain/specific needs because of
disability or diet.

7 A satisfied/dissatisfied customer will come back.

8 They'll suggest/recommend the hotel to new customers.

2

@

A2)

() 14.2 Listen again. Match 1-8 with a~h to make
phrases. Then practise saying the phrases.

1 [ ]exceed a travellers

2 [ ]asuccessful b expectations

3 [ Jimprove ¢ needs

4 [ ]different d customer

5 [ ]leisure e services

6 [ ]basic f business

7 | ]specific g customer service
8 [ ]asatisfied h levels of service

How does the star system work in your country? For
example, what level of service do customers expect in a
3-star hotel and in a 5-star hotel?

Activity

Work with a partner. Student A’s information is here. Student
B's information is on page 62.

A customer calls about holding a reception at your hotel. Find
out information about the reception and what the customer
needs. Use this information,

m date and time

number of guests

programme for day (arrival of guests, type of menu, etc.)
accommodation?

parking?

flowers?

Example Good afternoon. How can | help you?

You want to hold an 80th birthday party for a relative on 16th
March at 6 p.m. Call the hotel to discuss what you need. Use
this information.

30 guests

room with a bar

buffet meal

birthday cake

accommodation — three family rooms for one night
parking spaces for ten cars

You're making your own invitations.

Example [’d like to enquire about holding an 80th birthday party ...
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Complaints and apologies

In this unit you will

acceptand apologize for complaints

promise action to help customers.

m Starter

Work with a partner. Make a list of common complaints
made by hotel and restaurant customers.

Listening This is unacceptable

(# 15.1 Listen to the customer’s complaint and underline
the correct alternative.

1 The woman has been waiting for four/two hours.

2 Housekeeping has/hasn’t finished servicing the rooms.

3 The guests have been travelling for 12/15 hours.

4 The hotel needs several hours for transfer/changeover
of guests.

5 'The courtesy room is on the second/ground floor.

6 The manager offers a breakfast/late lunch menu.

G# 15.1 Listen again and complete the sentences.

I Tl check if housekeeping has finished ................. your
rooms yet.

2 Yes, thanks. WeVE ..cocimisiiisioie coffee.

3 'Weve bad a long flight pPlusa s coach
................. from the airport.

4 YORr TOOMBWOITE ...coonmmsensimsssnsscssss for another two hours.

I O T | MR sy manager for you.

§ DD snssmnssens the delay in checking into
our rooms.

7 Thetravel company has ... with no tour
TEPIESENEANIVE DT sonosiveviiaraiistiinmsmsess ;

8 Weshotldit... ..o wait for more than

four hours before we can check in.

Put these six steps for dealing with a complaint in the
most logical order. Then make a note of the expressions
from the listening used for each step.

Example

[ | Apologize.

[_| Promise action to put things right.

[ | Listen actively.

Find out whats wrong,

[ ] Sympathize with the customer.

[ ] Reassure the customer that you understand.

I What seems to be the problem?

0 AN oo

Unit 15 Complaints and apologies

Work with a partner. Take turns to be manager and guest.

Example A What seems to be the problem?
B I'want to complain about ...
Manager Find out what the problem is and promise
action, using the expressions you noted in 3.
Guest room not ready / been at hotel three hours /

long drive from ferry / hungry / have a headache

Language study

What seems to be the problem?

| want to complain about the delay in checking into our rooms.
This really is unacceptable.

lunderstand. I'll speak to housekeeping straightaway.

Your rooms won't be ready for another two hours.

You're quite right.

| do understand. I'm very sorry that you’ve had to wait.

I’m sure we can do something to make your wait easier.

surrounding area

apologize maintenance

changeover page (vb) sympathize
courtesy room priority transfer (vb)
exhausted reassure unacceptable
freshen up resort

high season short-staffed

#» Glossary page 102



Present Perfect

Remember! The Present Perfect (have + past participle of the

verb) is used for

e actionsthat happened in the past at no specific time, but
have important results now

* recent pastactions

* actions notyet completed.

Look out for key words already, just and yet which are

usually used with the Present Perfect.

Examples

We’ve had a long flight. (so we're exhausted now)
I’ve just checked.

We’ve already had coffee.

They haven’t finished yet.

= lLanguage review page 90

1 Use the prompts to make sentences with the Present
Perfect and already, just or yet.

1 housekeeping / finish / the rooms - no
Housekeeping hasn't finished the rooms yet.

2 pay / his bill - yes
He’s already paid his bill.

3 theguests / complete / the registration card — yes

4 they / book / table fordinner - no

5 porter/ take / the luggage to room 43 — just

6 Mrand Mrs Laval / have / their lunch - no

7 he/call/tosaythey’ll be late - just

8 theguest /talk/tothe tourrep —vyes

for and since

When the Present Perfect is used for actions that started in the
past and continue in the present (unfinished time), use for or
since + time phrase to say how long the action has continued.

Examples
We’ve been here for two hours.
We haven't eaten since yesterday evening.

“#= Language review page 90

2 Complete the sentences with the Present Perfect and for

or since.
Lol s v (have) nosleep................. 24 hours.
A e (notsee) her.....ccoeeennis last week.
BiHe (have) the same car.................
years.
4 Therestaurant ......coveeevveiceeeenenenans (not change) the menu
................. last year.
S Tneweather o i (be) cold and wet

m Listening /’m really very sorry

1 Gy 15.2 Match the complaints 1-8 with the apologies
a-h. Then listen and check.

1 [ |Our room hasn't been serviced yet today.
[_] The people in the room next door played loud

music all night.

3 [ ] The Internet connection isn’t very good. It keeps
disconnecting.

4 [ _]The traffic noise kept us awake all night.

5 [ ] We've been waiting 25 minutes for our drinks.

6 [ ] This fish is really undercooked. It's still frozen in the
middle.

7 || This glass is dirty. There’s a lipstick mark on it.

8 [_]Our bathroom tap is constantly dripping.

a Idoapologize. I'll get you a fresh glass.

b T'm sorry about that. I'll ask maintenance to come and
check your connection.

¢ I'msorry. Would you like me to try and change you to
a room away from the road?

d You're right. 'm really sorry. I'll return it to the kitchen
and tell Chef.

e I'msorry. That’s very annoying. I'll arrange for
maintenance to fix it.

f Oh, I'msorry. I'll ask housekeeping to do it now.

g I'mverysorry. I'll speak to them about it. Let reception
know if it continues tonight.

h Idoapologize. I'll bring them straightaway.

2 Now work with a partner and practise the dialogues in 1.

~ Activity
~ Work with a partner.

1 Choose two of the complaints you thought of in the
Starter.

2 Brainstorm the details of the complaint(s) and what the
hotel or restaurant could do to put things right.

3 Take turns to be customer and member of staff. Practise
making and responding to the complaints. When you are
the member of staff, remember to follow the six steps for
dealing with a complaint from 3 on page 32.

- Example A /wantto complain about ...

B Could you tell me exactly what the problem is?

Alternatively, StudéntA, use the customer complaint on page
63. Student B, use the customer complaint on page 66.
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Mistakes and problems

In this unit you will
check details
find a solution

offer compensation.

Starter

Look at the pictures. Tell the story of the
problem these hotel guests had and how it was
sorted out. Do you know any similar stories
from your own experience?

Listening Sorry, it’s our mistake

() 16.1 Listen to the receptionist dealing
with the problem and tick (v) the correct
information.

The problem
i §d wrong hotel
[ ] wrong rooms
2 [ ]rooms notadjoining
[ ] rooms on different floors
3 [ Inolifts
[ ]no disabled facilities
4 [ ]nobalcony
[ ]no sea view
The mistake
5[] wrong name given
[ ]wrong name keyed in by reception
The solution
6 [ ] move guests out of wrong rooms
[ move guests to another hotel
7 [l move Jonssons out of sea view rooms
[ ] transfer Johnsons’ luggage into right rooms
The compensation
8 []champagne and flowers in the rooms
[ ]voucher for another stay
[ ] free meal in the restaurant

(;) 16.1 Listen again and complete the sentences.

I ANEIESIRI, rmmosmavsssssansns our room allocation.

2 Could you exactly what the problem is?

3 Webooked PR VLD . s -

4 Thatsfine. Could You ..ouicsinimmms fora
moment?

= i o B again about this.

6 It's our mistake Tve..is everything c.wewiiss ;

7 A mistake was made .......ccoocecoeirnnnnnnn. checked in.

- a complimentary dinner ...

Unit 16 Mistakes and problems

Work with a partner. Take turns to be receptionist and
guest, Use the phrases in 2 and Expressions to learn to
practise the situation in the listening.

Example Could you explain exactly what the problem is?

Find out the problem *# Apologize

Promise action ## Explain the mistake

Tell guests the solution ## Offer compensation
Language study

Could you explain exactly what the problem is?

| do apologize.

I understand how you feel.

I'm sure we can find a solution.

I'll look into this at once.

I'll check what’s happened and come back to you straightaway.

Please accept a complimentary dinner... to make up for the

inconvenience.



m Listening /’m sure we can sort

balcony inconvenience upset something out
come back solution wor
I 1 () 16.2 Listen to the two dialogues and answer the
confuse sort out o
delay terminal (computer) AR

1 What is the problem situation in each dialogue?
#» Glossary page 102 2 What two things does the member of staff do in each
dialogue to sort the situation out?
n i 2 () 16.2 Match 1-10 with a-j to make sentences. Then
Indirect questions listen again and check.

Ind!'rect guestions are f)ften used.to sound ‘softer’ and more 1 D Try not to a again what's happened?
polite or formal than direct questions. , ; ;

2 [ |'m sure we can b it straightaway.
Look at how the word order changes in the indirect form. 3 [ ]Couldyoujusttellme ¢ through to the bar?
Direct: What exactly is the problem? 4 [ ]I'llseeto d your table won't be long.
(question word + verb + subject) 5 [ ] Youcould email e and explain what’s

Indirect: Could you explain exactly what the problem is? your office happened.

(polite phrase + question word + subject + verb) 6 [_|Wouldyouliketocome f quite understand.

The auxiliaries do/does/did are not necessaty in the indirect 7 [_]Of course, sir, I g and take your order.
b 8 [ |I'msure h sort something out.
Direct: What type of rooms did you book? : 9 []rlbring some menus i wor Iy

Indirect: Can you tell me what type of rooms you booked? 10 [ |I'llcomebackina j  through toyou in the bar.
Use if or whether when there’s no question word. L T

Direct: Has the other family arrived? 3 Work with a partner. Use the phrases in 2 to practise
Indirect: Do you know if / whether the other family has arrived? sorting out the situations in the listening.

Use these phrases to introduce the indirect form.
Could you tell me what your home address is? Activity
Do you know what time your flight leaves?

Can you explain what the problem is?

Do you remember who checked you in?

Would you mind telling me what advice the airline gave you?
Do you know ifyour bags are on the coach?

Work with a partner. Student A’s information is here. Student
B’s information is on page 64. Read your information carefully.

@ You're a guest (part of an elderly couple) checking in to a hotel
you’ve stayed in several times. Use this information.

Could you let me know when you’re arriving? m When you booked, you requested your usual room — 123
Change the questions into the indirect form using the on the ground floor. You don’t want another room.
phrases above. = Your partner is nearly blind, so you prefer the ground floor.
1 Where’s the nearest post office? = You don’t want another hotel.
2 What'syour name? = You’re not happy with the level of service.
3 How many nights are you staying? m Eventually accept the receptionist’s offer.
4 Doesthe tourrep come to the hotel in the morning or the
evening? Example Good afternoon, we have a reservation ...
5 Didyou check the time of the flight? @ You’'re a server in a restaurant. Use this information.
6 Whattime would you like lunch? m Customers you see every week arrive for their table.
7 Where did you last see your passport? m No table available for 30 minutes.
8 Whatare you going to do today? m Theirtable booking has been cancelled in your book.
9 What'syourtourrep’s n.ame? m Apologize. Admit to restaurant’s mistake.
10 Do you want dinner tonight? m Suggest drink in bar. Offer to bring menus through.
m Offer to serve starters in bar.
m Offer free bottle of wine as apology.

Example Good evening. Do you have a reservation?

Unit 16 Mistakes and problems | 35



In this unit you will
give reassurance and advice
assist with problems and emergencies

talk about first-aid procedures.

Starter

Travellers sometimes lose things or have property stolen.
What items do you think are missing for the new arrivals
in the pictures? Have guests reported lost or stolen
property to you? How did you deal with it?

Listening Lost property

(;» 17.1 Listen to the two dialogues and answer the
questions.

What is the woman’s problem?

What does the receptionist offer to do?

What does the woman decide to do in the end?

What has the man lost?

What does the receptionist think could have happened
to the lost item (two things)?

6 What does the man remember about the lost item?

(S BN UV o I

) 17.1 Listen again and complete the sentences.

1 Arethecaies owamamans ?

2 THRIEE A scsismmessesimmsessiins that’s open till seven.

3 Well podnd......ammnvsmi before then.

4 Yeah. I'velooked ... .

& PONEREE. . .. i your rucksack.

6 Iftheydon’thaveit, the...umsmmmmniin. will be to

contact your consulate.

Work with a partner. Use the prompts to make dialogues
to advise and reassure the two guests.

Guest 1 My suitcase hasn't arrived.

Receptionist sympathize — labelled? = contact airport
for update?

Guest 1 Id like to buy some things before the shops close.

Receptionist local store = unless urgent — ask tour rep

Guest 2 I've lost my passport.

Receptionist check belongings? — fall out of rucksack?

Guest 2 If I spoke Turkish, Id call the airport.

Receptionist 1 call = contact consulate

Practise the dialogues. Take turns to be guest and receptionist.

Unit 17 Giving advice and assistance

Giving advice and assistance

= Language study
s

I’m sorry to hear that.

Ifthey find the luggage this evening, they'll send it to the hotel.
| could contact the airport foran update.

Don't buy anything unless it's urgent.

Ifyou askyour tourrep, she’ll advise you.

When did you last see it?

Have you checked all your belongings?

IfI spoke Turkish, I’d call them.

I can call them for you.

airline collapse nauseous
baggage carousel faint recovery position
belongings heart attack rucksack
breathe label steal

chest lost property unless

“w Glossary page 102



First and second conditionals
Use the first conditional for likely or possible situations in
the future.

Examples

If you ask your tour rep, she’ll advise you.

(if + Present Simple + "ll)

Pll contact the consulate if lost property hasn’t got it.
(Cll + if + Present Simple)

Use the second conditional for unlikely or unreal situations
now orin the future.

If the shops were still open, we'd be able to buy a few things.
(if + Past Simple + ’d) (But they’re not open, so we can't!)
They’d call if they had any information. (’d + if + Past Simple)
(Butthere’s no information, so they haven't called.)

You can use unless instead of if ... not.

Don’t buy anything if it isn’t / unless it’s urgent.

“#» Language review page 92

Underline the correct alternative.

Ifthe room is ready before 2 p.m., we will/would tell you.

| contact/would contact the police if my wallet was stolen.

If guests notify us of late arrival, we will/would hold their

rooms.

4 Reception would call an ambulance if a guest would have/
had a heart attack.

5 Iftheyvisit the castle, they would/will see the old walls.

6 Ifllost my passportin London, | will/would go to my

embassy for a replacement.

WoN = ea

2 Complete the sentences with the correct form of the verbs
in brackets.

3 MWE (not call) home unless we
................. (have) an emergency. (likely)

Gl (speak) their [anguUAge, | .vocvcvvvesreieereeerarranenns
(ask) them. (unlikely)

S ANeAINGEE i (not contact) the hotel
unless he .ceivennens (find) the passport. (likely)

6 they s o i (go) travelling, they ......ccocciviiiriainns
(visit) India and Thailand. (unlikely)

2o lnlessyoll. i (close) the zip of your rucksack,
VOULPASSPOMT v, isiiviiiininsioisonsisive (fall out). (likely)

W e (not know) whatto do if someone

................. (steal) all my belongings. (unlikely)

m Listening Can you call a doctor?

1 What do you know about first aid? Have you had to give
emergency help? What did you have to do?

2 () 17.2 Listen and tick (¢) the first-aid procedures

carried out.

call ambulance lie patient flat

apply ice loosen clothing

keep patient warm put in recovery position
cover with a dressing raise legs

calm and reassure patient  apply firm pressure

3 () 17.2 Listen again and number the sentences in the
correct order of the story.

|| His wife called reception for help.

|| David told reception to call an ambulance.

[ ] Mr Yamamoto felt weak and dizzy and his chest hurt.

[ ] David put him in the recovery position.

Mr Yamamoto collapsed in his room.

|| David told him to lie flat and he put pillows under
his legs.

[ | David undid the patient’s shirt button so he could
breathe more easily.

h [] Reception asked David, the first aider, to go to 256.

i | _|Mr Yamamoto felt nauseous.

-0 L0 o

aQ

4 Work with a partner. Use the information in 3 to write a
short version of the dialogue from the point when David
arrives in the room. Then practise the dialogue.

Example David How are you feeling, Mr Yamamoto?
MrY A bit weak ...

Activity = =
1 Work with a partner. Tékeltur:ns to ask _a-ﬁd énswer questions
about the situations using What would you do if ...?

you won the lottery

you lost your job

your friend broke his/her arm

you found someone’s wallet in the street

a guest fell down the stairs

a guest reported money missing from their room

your pet went missing

your colleague didn’t arrive to take your place at work
you had a nose bleed

Example A What would you do if someone stole your bike? =
B Ifsomeone stole my bike, I'd report it to the police.

2 Write six What would you do if ... 7 situations of your own. :
Then ask a partner.
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In this unit you will
focus on customer care

deal with difficult communications.

Starter

Good customer care means that
we keep smiling, even during
difficult phone calls. Tick (v) the
things you find difficult (or think
you would find difficult) when
communicating in English on the
phone. Compare with a partner.

[ ]1don’t know what to say.

[ ]I have to respond quickly to questions.

[ ] People speak with different accents.

[ ]Some people speak very fast.

[ ]Some people speak very quietly.

[ ] Sometimes there is a bad line.

[ ]Tgetcalls in several foreign languages.

|| There are lots of names and numbers to understand.

Listening A difficult call

(;) 18.1 Listen to the call. Do you think the receptionist
continued to smile? Which of the difficult things above
did she and the caller have to deal with during the call?

(;) 18.1 Listen again and complete the extracts from
the call.

1 Reception I'm sorry. Thisisa very i ;
COUIEL covscrsonsmsroessnimsansnssos FOUE HETOE,
please?

Guest Kraus. From Berlin.
2 Recepfion K-R-A-U-E ........coumimionmsion for Foxtrot?
Guest 2 TR SR — Sierra.

3 Guest Icalled edrlier ... Qur plane......s
delayed.

Reception Yes, Mr Kraus. Your call .......ccoeuvereennnnncs, :

4 Guest We'll arrive very late — probably

Reception Sorry, but I didn't quite.................. that

5 Guest T 1) directions to
the hotel?

Reception I'm sorry. You're very ................ . Could
YL i manmsmsesisviomsmineiss a bit?

Unit 18 Telephone communication problems

Telephone communication problems

3 Work with a partner. Use the flow chart to practise a call
between receptionist and guest.

RECEPTIONIST

+ Say who you are.

Repeat name.

Spell name.
Inform of 9 p.m. arrival .
~ (ferry delayed).

* Repeat arrival time.
= A§fk‘fqr‘diréc:'tions .

- Ask receptionistto
'speak more slowly. .

ek

Thank receptionist
~ and say goodbye

Now sit back to back and practise the call again. Take
turns to be receptionist and guest.

= Language study
]

I’'m sorry. This is a very bad line.

Could you repeat ..., please?

Canyouspell ..., please?

Is that F for Foxtrot?

Don’t worry. Your rooms have been held.
Canyou speak more slowly, please?

Sorry, but | didn’t quite catch that.

Thanks for letting us know.

You're very faint. Could you speak up a bit?




1 PNewW B ... = Listening Communication on the move

gendonn ev_ent : apeiine p_rOdUCt e 1 () 18.2 Listen to the conversation and complete Karin’s
break up faint (adj) let sb know  signal p—
catch getcutoff  lowercase  speakup '
delay (vb
y (vb) NI s i |
#> Glossary page 102 COMPOY: cosiciiseniassmsnises 3
ll R e iy Date/Time of call: 12th April, 10.20 am

7 TR T T T T B o S 3
The Passive M nbe i y
The Passive (be + past participle) is used when we're more L S R e

5

interested in the person or thing affected by the action than DOHE Of 8Vl oo :
who or what did the action. CUSTOMEI 'S @Ml vt v
Examples Tformotion SEnt: .., 7

Our plane was delayed. (Something delayed the plane but
it’s not really important what.) 2 (;) 18.2Listen again and answer the questions.
Yourrooms have been held. (The hotel has held the rooms.

1 Why does Karin call Mrs Dekko?

It’s obvious it’s the hotel holding them.) 2 Why is Mrs Dekko afraid they might get cut off?
To say who or what did the action, use by. 3 What does Karin suggest if they do get cut off?
We’re waiting for another car to be delivered (by the car 4 What information does Mrs Dekko want Karin to send?
rental company). 5 How will Karin send the information?
Tip: Don’t use by if the subject of the active sentence is a 6 What happens at the end of the call?
pronoun or g gensrslwor (peopie, guests, i), 3 Write a follow-up email to Mrs Dekko. Refer to the

# Language review page 92 information in the call and attach the pdf.
Change these sentences into the Passive. Use by where Example Dear Mrs Dekko
appropriate. Thank you for your enquiry about holding ...

1 They will pay Mr Black’s bill tomaorrow. 75
Mr Black’s bill will be paid tomorrow. Activity
2 The receptionist noted the woman’s request,

i Work with a partner. Student A’s information is here. Student
The woman’s request was noted (by the receptionist).

B’s information is on page 64.

3 You spell Kraus with an S notan F.
4 The hotel held the adjoining rooms for Mr Kraus. @ You are the caller. Use this information.
5> Guests normally book parking spaces in advance. m Call the Plaza to confirm your reservation for three nights.
6 Bad weather has delayed the ferry. = The line s really bad
7 Th? swit.chb.oard logge?i the callat 6 p.m. m By mistake you say you’re arriving on Tuesday not Thursday.
8 He’s delivering the carin halfan hour. m Book a table for dinner for two on the Thursday evening.
9 The receptionist is going to send the directions in an email

attachment. Example Good evening. My name is .... | have a reservation ..

10 They will provide a car park exit code at check-in. ;
@ You work in the corporate events office at the Crown Hotel. Deal

o = O, with the call. Use this information.

m Find out what the caller wants.

It's difficult to hear. Check the day and date are correct.
The dates are fine. Find out more information.

Offer to send information via email immediately.

Ask for email address. Check it’s correct.

Example /’msorry, | lost you there for a moment. What date did ...?

Unit 18 Telephone communication problems | 39
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In this unit you will
talk about facilities and services for businesses
describe room layouts and seating capacities

explain conference packages.

Starter

Which of the facilities do you think are essential for a large 3

international conference venue and why?

multimedia equipment  large lecture theatre

modern meeting rooms  indoor heated swimming pool
full-service business centre car park for delegates
restaurant and bars air conditioning

golf course Wi-Fi and high speed Internet

Listening A tour of the conference suite

(9 19.1 Listen to the dialogue and complete the information.

« Number of rooms in conference centre: ............!

» Seating capacity of main hall: 200

+ Seating capacity of large breakout rooms (boardroom
SR i :

« Possible layouts of breakout rooms: boardroom,

« Seating capacity of small breakout rooms (boardroom
B i 2

« Optiem With two final 1o0miBs v 2

» Seating capacity of two large meeting rooms
(clagsroiom stylel: o 4

Unit 19 Conference and meeting enquiries

= Language study

Conference and meeting enquiries

2 () 19.1 Listen again and complete the sentences with the
correct word or phrase.

sliding doors ~ capacity
comfortably  programme

breakout plenary
delegates purpose-built

TN centre with a full-time
service team.

2. We've got some international ... coming.

It il eaisily SEAt 2ODTOEFOUE ...oo rsimmsiissssssismismsinn

Sessions ...

SRR it messmmnsssisves depends on layout.

Boardroom style they seat 30 .............c..occvennene.... :

Noproblem, Just give U FOOE ... mmiscssnss :

015 R—————— rooms have flipcharts ...

- you have the option of partitioning them with the

(O8]

o N1 Oy U

Work with a partner. Take turns to talk about the rooms
in the pictures on this page. Estimate the seating capacity
and describe the equipment included in the room hire.

I'll take you over to the conference suite and show you round.
We can discuss any details over the phone or by email.

So, this is the conference reception.

How many can it seat?

Seating capacity depends on layout.

Boardroom style they seat 30 comfortably.

Allthe breakout rooms have flipcharts and whiteboards.
The big rooms easily seat 50 classroom style.

breakout room multimedia refreshments
capacity partition (vb) show sh round
comfortably plenary sliding door
delegate purpose-built various

layout quote

% Glossary page 102



Managing conversation

In conversation we often use words like well, so, now,
actually to introduce new information, to get someone’s
attention before a change of topic or to emphasize a point.

Examples

Well, it’s a purpose-built centre with a full-time service team.
(introduce new information)

So, this is the conference reception. (introduce new information)
Good. Now, what about the breakout rooms? (change topic)
Actually, we might want to change the layout for different
sessions. (emphasize point)

When someone is giving information, we make responses
like OK, Right, Good, | see, Mm, Ah to show our interest and
indicate that we’re listening. This encourages the speaker to
continue.

Examples

A They seat around 15 boardroom style.

B Mm ... OK.

A All the breakout rooms have flipcharts ...
B Right.

“#= Language review page 92

Look at the listening script for ()19.1 on page 78.

1 Underline all the examples of well, so, now, actually.

2 Findallthe responses the woman makes to show that
she’s listening.

m Listening Planning an event

1 () 19.2 Listen to the dialogue and complete the
information.

The Meeting Place

« Main lecture theatre fitted with ..........cccovveveerennen. :
equipment

& 18 viwvmama rooms fitted with ........cocoereceeiii 2
e - %, LCD projectors

¥ P aanimmmiiimmmmmenn i

» Full-time service team

» Day delegate rate - €.................
This includes: — "lunch
= e # evening meal
- refreshments during the day

- overnight accommodation
including breakfast

» Asabove plus:

« Free parking for up to 200 cars

. EXamé)ie

Work with a partner. Take turns to be customer and
conference organizer. Use the information in 1 (or make
up your own). Describe the following to your customer.

s the facilities and equipment offered
« the details of the different delegate packages

Activity

Work with a partner. Student A’s information is here. Student
B’s information is on pages 64 and 65.

Call the conference ofﬁce to confirm the dates you’ve booked
foryour company’s non-residential trammg on 11th-13th
February next year. Discuss rooms and equment needed, and
the cost. You need the following. -

aroom to seat 250 people

multimedia equipment in main hall

ten breakout rooms arranged classroom style to seat 25
air conditioning, flipcharts and whiteboards
refreshments for the mid-morning and mid-afternoon
breaks + lunch

I’'m caumg about an event atyour hote!

You’ ‘re meetmg a customer to show *them round yourconference

centre Give the customer a general description and then show
them mund room by room :

THE CONFERENCE CENTRE

= six rooms (main hall + five meeting rooms) on ground
floor with adjoining restaurant

® all rooms have air conditioning

= main hall seats 180 or has capacity of 350 for receptions

m meeting rooms 1-3 seat 35 classroom style — layout can be
classroom, U-shaped or boardroom

m meeting rooms 4-5 seat 30 boardroom style — partition
with sliding doors to make smaller rooms

m buffet or sit-down lunches and evening meals

m Rates: Day=€70 24-hourresidential =€160

EEEEEBEDE] | B
HIHHH S
|nu--nnla
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===EE§==.2 EEBEEER EEEE
EEEEESES " BEEESES EEEE
sEm -= TIra CEEEERE HoEE
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B R CEEEEEE BEEE
. EEEZEEE BEED
Klt(hen Restaurant - e DoEmESd ooom
: Z Main hall
= _L J Vvl g .

Example

I'll take you over to the conference centre ...

Unit 19 Conference and meeting enquiries
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20 Handling payments

42

In this unit you will
handle hill payments
deal with queries

talk about numbers.

Starter

Identify the payment methods in the picture. Which
method do you think is the most common in hotels and
restaurants?

Listening Settling hotel bills

Does the man have to pay for the minibar drinks?
What amount does he query on the bill?

Is the itemized list of calls for Room 234 correct?

How does the man pay for his room and breakfasts,
and how does he pay for the extras?

What supplement does Mrs Costa have to pay?

What two things does the hotel try to charge her twice for?
How does she pay her bill?

What receipts does the receptionist give her?

[ S R S N

e <IN Bie N )]

(;y) 20.1 Match 1-7 with a-g to make dialogues. Then
listen again and check.

[ ]Have you had breakfast this morning?

[ ]1don’t think the amount for phone calls is right.
[_]’dlike to pay in cash. Do you take euros?

[ ]What do I owe you in local currency?

[ ] You've overcharged by one night.

[ ] How would you like to pay?

[ ] Here’s your Mastercard receipt ...

With Mastercard.

Thanks.

Yes. From the buffet.

Oh, I do apologize. Yes, it’s our mistake.
Only local currency or dollars, I'm afraid.
One moment. I'll just check your calls.
That comes to 1,026 dinars.

g o o0 o N0 o W

Unit 20 Handling payments

Cy)
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note

) 20.1 Listen to the two dialogues and answer the questions.

o010
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Casmmee
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etk out b

3 Work with a partner.

Complete the bill
printout with prices in
your local currency.
Take turns to be
receptionist and guest.
Use the prompts.

Receptionist

Talk through the printout.
Deal with any queries.
The hotel is right.

Take payment.

Guest

You didn’t use the car park.
You think the amount for
phone calls is incorrect.
Pay by Visa card.

= Language study

I"lljust do a printout for you.

GRAND HOTEL
24 rue de Rivoli
Paris

& ok e e o ek ok ok sk ke ke ke ok ok ok ok ok k ok

2 nights
accommodation

2 breakfasts

2 newspapers

2 days parking

5 international
phone calls

bar items

TOTAL

Here’s an itemized list of calls from ...

That comes to ...

Do you know what the exchange rate is?
Oh, | do apologize. Yes, it’s our mistake.

The total now s ...

Can you putyour card into the machine?

Now enteryour PIN.

That's gone through. You can remove your card.

account handle
amount itemized
currency overcharge
exchange rate owe
forgery PIN

7> Glossary page 102
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single room supplement
swipe
worth



|| Language check
REVISION OF NUMBERS
Study the table to prepare for the number activity.
Tens
13-19 13 thirTEEN
14 fourTEEN (main stress on second syllable)
30-90 30 THIRty
40 FORty (main stress on first syllable)

Hundreds and thousands

101 a/one hundred and one

573 five hundred and seventy-three

(room numbers ~ one-oh-one and five-seven-three is
more usual)

2,045 two thousand and forty-five

8,723 eight thousand, seven hundred and twenty-three

324,752 three hundred and twenty-four thousand, seven
hundred and fifty-two

Millions

1,000,000 (6 zeros) one million

1,000,000,000 (9 zeros) one billion

1,428,938 one million, four hundred and
twenty-eight thousand, nine
hundred and thirty-eight

Money

€8.50 eight euros fifty (cents)

€420 four hundred and twenty euros / four-two-oh euros

$95.65 ninety-five dollars, sixty-five cents
$2,330 two thousand, three hundred and thirty dollars /
two-three-three-oh dollars

Exchange rates
US$1 =¥98.49 one US dollar is worth ninety-eight-
point-four-nine Japanese yen

€1 =0US$1.3083 one euro is worth one-point-three-oh-

eight-three US dollars

m Listening Payment security

1

(;) 20.2 Listen to the dialogue. What problems can occur

when taking payments?

BATicHOESHEISY s s Y
Bill S8 = st ammasamni

Catds s e ;

2 (;) 20.2 Listen again. What advice is given for dealing
with the situations? Make notes.

1
2
3

4
5

3 Work with a partner. Use your notes from 1 and 2. Take

a banknote looks like a forgery

a customer queries a bill item

taking the details of a guest’s debit or credit card on
arrival

checks when taking a card payment over the phone
accepting a traveller’s cheque

turns to explain the procedures for the situations in 2.
Compare them with the procedures in your country.

Activity

Work with a partner. Student A’s information is here. Student
B’s information is on page 65.

@ You are the guest. Ask to settle your bill below.

Query the number of nights charged and the bar bill.
Pay with a credit card.

Example 1'd like to settle my bill.

s

Room 342
ARRIVAL: 21/7 DEPARTURE: 23/7 |
ROOM RATE: 119
Accommodation 3 nights 476 §
Breakfast x3 48 i
Bar o A 46 §
22/7 61
Telephone 21T 25 5
Car park 2 days 15
TOTAL 671
Method of payment .........ccccciiiiiines §

@ You are the receptionist. Deal with the guest’s bill on page 65.
Use this information.

The hotel has overcharged for one evening meal.

m The amount for phone calls is correct. Show itemized list

of calls.

m Payment in US dollars is fine. Work out new total.
m Accept paymentin traveller’s cheques.
m Give receipt.

Example [|doapologize. It's our mistake.

Unit 20 Handling payments
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Explaining and training

In this unit you will

review kitchen hygiene and
safety rules

follow instructions for a recipe.

3 Work with a partner. Give each other prompts to practise
the kitchen rules.

Example A Work surfaces ...
B At the end of each shift, all work surfaces

m Starter have to be scrubbed and cleaned.
Work in a group. Make a list of kitchen hygiene and food * work surfaces * hair
safety rules. Compare your list with the rest of the class, * meatslicer * &p _
o illness and infection * raw, cooked, fresh food
. p : ; ¢ clothing ¢ jewellery
= Listening Kitchen rules and regulations « hendwasliog v ke spas ot

1 () 21.1 Listen to a chef talking to his trainees. Tick (v)
the rules on your list that you hear. Make a note of any = Language study
rules not on your list. 't Expression; -

2 () 21.1 Putthe words in the correct order to make You must always follow the rules and regulations ...

kitchen hygiene and food safety guidelines. Then listen Infection and contamination can spread in lots of ways.
again and check. Do we have to wear clean whites every day?

Wearing a cap in the kitchen is compulsory.

It's important to report all illnesses and infections to Chef.
You mustn’t handle food if you’ve got open cuts or wounds.
Firstwash your hands in the hand-washing basin over there.
Neverwash hands in the food preparation areas,

1 make sure / clothing / hygienic / you / clean / Please /
always wear
2 compulsory/a cap / Wearing / in the kitchen / is
your hair / have to / You'll / tie / back
4 bescrubbed / At the end of / all work surfaces /
each shift / have to / and cleaned

(98]

5 wear them / you can't/ in the kitchen / 'm sorry, but || Newwordstouse TR
6 to Chef/Its/report/allillnesses / importantto/ - compulsory hygiene rollout  whites

and infections contamination infection roughly  zero tolerance
7 the guard / You / without / in place / use / mustn’t / glaze overlapping  stiff

the slicer hazard prick trim

8 all the raw, / separate / have to / foods / keep / We /

= Glossary page 102
cooked and fresh
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Obligation and prohibition
Look at these examples.

Obligation: must, have to
You must remember to use the correct bins.
Helen has to tie back her hair.

No obligation: don’t have to, needn’t
You don’t have to clean the bins.
You needn’ttie it back.

Prohibition: mustn’t, can’t
You mustn’t use it without the guard in place.
You can’t wearthem in the kitchen.

2= lLanguage review page 94

Underline the correct alternative.

1 Youmust/needn’t rememberto wash your hands after
touching raw food, to prevent contamination.

2 Theydon’t have to/can’t wear their caps in the staff dining
room — it’s only compulsory in the kitchen.

3 Annika, your hairis short, so you mustn’t/needn’ttie it
back.

4 |can’t/mustinform Chefif | have an infection — he’ll
decide if it's OK for me to work.

5 Youdon’t have to/mustn’t use the slicer without the
guard because you might cut yourself.

6 There’s no eating in the food preparation area, so you
don’t have to/can’t chew gum.

7 Thetrainees needn’t/have to work at weekends because
Chefneeds extra help in the kitchen.

8 You mustn’t/needn’t put food in the general rubbish bin —
use the correct food bin.

m Listening Following a recipe

1 () 21.2 Listen to Chef giving instructions for making a

French apple flan. Number the stages in the correct order.

a [_|Make the apple puree with the cooking apples.
b [ ] Arrange the apple rings on top of the flan.

c [ ]Bake the flan.

d [ ] Make the glaze.

e [_]Prepare, core and slice the dessert apples.

f [ ]Spoon the puree into the pastry case.

g Make the pastry dough.

h [ |Bake the pastry case.

i [_]|Brush the glaze over the apple slices.

i [ ]Roll out the pastry case.

2

3

®

() 21.2 Listen again and complete the phrases with the
correct word.

slice brush rubin puree peel sift bake
trim heat  mix melt core simmer
| the flour
B R the butter
c R— to a stiff dough
4 e i (3 E—— the cooking apples
1 S the butter in a saucepan
T gently for ten minutes
7 S the apple in the liquidizer
< the apples into rings
< S the pastry edges
10 s it for 15 minutes
e |C to dissolve the sugar
12 sosnspus the glaze over the apple slices

Work in groups of four. Each person chooses one of the
stages below. Turn to the listening script for () 21.2 on
page 80. Make notes about your stage. Then take turns to
give instructions to the rest of the group. Don't forget to
use First, Next, Then, etc.

» Make pastry dough and pastry case

» Make apple puree and spoon on flan

» Prepare dessert apple slices and arrange on flan
* Make glaze and brush on flan

Actlv;ty

Choose one ofthe rempes on page 66 (or use them as models
for writing your own recipe). Read the recipe carefuily Then
work with a partner. Student A‘s mformation is here Student
B’s meI’ITIa'[IOI"I ison page 63 :

You are a kitchen sous chefin charge ofa tramee

m Talk through the basic kitchen rules on work clothes, hand
washing and reporting illnesses and infections.

m Answer any questions the trainee has.

m Give instructions for the recipe you’ve chosen.

Examples You have to wear clean whftes every day

First, slice ... _
You are a kitchen trainee. Listen carefully to the sous chef,

m Ask questions about the rules on work clothes, hand
washing and reporting illnesses and infections.

m Tell the chefif you don’t understand any of the instructions
for the recipe.

Example Do we have to tell Chefif we’re ill?
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Working in housekeeping

In this unit you will talk about
servicing rooms
the orderin which tasks are done

an added value service.

® Starter

Look at the picture. Identify the items on the room
attendant’s trolley. Use a dictionary to check any words
you don’t know.

m Listening Servicing a room

1 () 22.1 Listen to the room attendant talking to a
trainee. Number the tasks in the correct order.

Order of work in servicing a room

[d B

Temove
soiled linen

remake bed

a A

clean air room and
hathroom put cleaner
in toilet

B 3 Work with a partner. Take turns to be experienced room
attendant and trainee. Use the prompts to talk through the
different stages of the tasks.

clean bedroom
surfaces and
fittings 1 stripping and remaking a bed

strip <» blanket, pillows, etc. < soiled linen bag
-» remake bed - bedspread
2 servicing the bathroom
cleaner = toilet bowl - tiles and shower door = hand
basin = toiletries = fresh towels = floor

remove dirty
_glasses, cups,
etc.

strip hed

report any
high-value
items

2 (;) 22.1 Listen again and complete the sentences.

i ) [— awedge under the door to ................. it = Language study
open ... ' ¥
2 Flush the toilet and squirt the toilet cleaner ................. v .
. Let’s airthe room first.
thepanand............... the rim. The hotel's having all the upholstery replaced soon.
3 .ivee.. the bedspread and the blanket and put them ;
; We have to strip the bed.
G tHEEhE s - never on the floor. uli s hi
4 That’s a pity! abig knot in it and put it in the e s e b
. d e e b """" & P Now just smooth the bedspread so it’s straight.
SALe R & . . Canyouwipe all the tiles and the shower door with the blue
5 Becorelil inicase .commmans anything sharp. cloth?
6 Always e anything th:at looks like it's beer‘1 used. Alieiys Fhrow auioy arthing that ke like we busr raed.
7 Then-we sl comas replenish the guest supplies ... / :
; . Start here and damp wipe all the surfaces, working your way
8 ‘Thefe®a bad .. on the carpet ... the bulb in the
table] b around the room.
L S ' Dust the inside of all the drawers and the wardrobe shelf.
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ROYAL HOTEL
!

air (vb) (re)fold replenish tile (bathroom) Turndown service instructions

bedspread  knot sanitize upholstery . : i
dust (vb) tineh soiled Wit * remove any room + * wipe bath, basin,
: : g service trays : shower door if wet
fluff up liner spray wipe :
flush polish (vb) squirt # replace cups, glasses, i * polish mirror
etc. if used : :
; +  x replace towels if wet
#» Glossary page 102 % empty bins : or refold and hang up

*

* replenish tea and wipe bathroom floor

n .- ._ : € : COffee, e
have something done * remove bedspread
Use have something done to say that someone is doing
something foryou. Often it’s a service that you pay an

outside person or company for. Use the appropriate tense

* check/replace toiletries

* put folded bathrobe(s)
on bed

* fluff up pillows

¥*

* turn bed(s) down turn out all lights except

one bedside lamp

of have + object + past participle. * place chocolate and :

Examples card on pillow * make sure door locks
L : when you leave

The hotel’s having all the upholstery replaced soon. * close curtains if dark

We have the outside windows doene once a month. * clean toilet if necessary *

The housekeeper had all the carpets on this floor shampooed

last week.

Note the negative and question form.
We haven’t had the upholstery replaced yet. Act ivity

Are you having the windows done today?
Work with a partner. Student A’s information is here. Student

## language review page 94 B’s information is on page 65.

Use the prompts to make sentences with the correct form of @ You’re an experienced room attendant. Refer to the labelled items
have something done. in the picture and talk through the servicing of a room with your

Example we / windows / clean / last week trainee. Comment on the cleaning of the carpets and windows.

We had the windows cleaned last week. \
1 the hotel / first floor / refurbish / last year

Mr Banks / hair / cut / in the hotel salon / later today (}

the housekeeper [ carpets / not clean / for several months }

the conference office / its multimedia equipment /
update / next month

Chef / always / fresh salmon / deliver / from Scotland
you / fire alarms / test / recently?

we / airconditioning / service / twice a year

the manager / new hotel stationery / printed / last month

£SwoN

pillows

i guest supplies —

0| N Oy

bedside light (bulb)

= Listening Providing added value

wardrobe
(;,) 22.2 Listen to the room attendant and trainee

doing the turndown service. Which of the tasks in the
Turndown Service instructions above do they do in
Suite 2 (5§2)? Which do they do in Suite 3 (83)?

2 Work in a group. Discuss the questions.

1 Ifyou were in charge of housekeeping, which of the tasks
in 1 would you include in your turndown service? @ You’re a trainee room attendant. Look at the picture on page
2 Would you provide anything else? 65. Listen to the room attendant explaining the turndown
service for the room. Ask questions if anything is unclear.
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m Starter _
Look at the picture. What do the
signs mean? Where might you see :
them in a hotel?
m Listening Minimizing risks :

1 () 23.1 Check you understand the meaning of the words
and phrases. Use them to complete the sentences. Then
listen and check.

{

Health, safety and security

In this unit you will :

talk about procedures

learn key words and phrases. \ _ m '
®

3 Work with a partner. Use the words and phrasesin 1, 2
worn unattended  slip fire alarm and Expressions to learn. Discuss how hotel management
trip security toxic  germs and bacteria and staff can do the following. (If you work in a hotel, use
your own experience.)

1 Rubber gloves provide good protection from + protect hands when dealing with waste

e protect room attendants from germs and toxic
chemicals
o help prevent accidents on wet floors

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

ceveeneens Electrical flexes can be dangerous ...

U1 W o

15T [ | e —— on wet floors. . i i sl e b e
Make sure the flex is along the wall when vacuuming, , s
5 Y i « respond to a fire in the kitchen and make sure guests
............................... : el
I you hieat the e semrsarsmnonens ;
¢ bi{?;ﬂ;g;i diately Pritausrlemehe o keep the hotel and car park secure
T B aoumnssmmgibn package could be a bomb.
&
8 CUTYV prodddes..omvmesssinin in the car park. Language study
2 () 23.1 Listen again. Match 1-8 with a-h to make 0
sentences. You should also use the anti-bacterial hand gel.
D What other ways can we minimize You ought to let your supervisor know and stay at home.
D Vou shioold ales iEe Always keep them clearly labelled and locked away.
D e homldittcomtborwarie Remember to put up a warning sign.
[ Always keep them Someone will sound the fire alarm.

Everyone has to ... go to the assembly point.
We ought to let the duty manager know.
Inform security so they can monitor ...

[ ] Sometimes when ..., we find

[_] People car't smoke on the premises,
[ ] Everyone has to leave the building

[ ] Well, if we see anything suspicious,

oo N1 Y U e Wb

and go to the assembly point immediately.

a : i
assembly point monitor threat

b clearly labelled and locked away. . .

rilio Tt ton] i " q bacteria no-show (n) toxic
c faul ye-ec rica ‘egullpmen or worn flexes. dhr call el (Aol e
d so fire risk is minimized. : : ;

> o infestation security guard worn
e the risk of contamination? T ;
minimize suffocation

f we ought to let the duty manager know.
g we're feeling unwell. “w Glossary page 102
h the anti-bacterial hand gel.
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should, ought to
Use should and ought to + infinitive to ask for or give advice
about health and safety.

Examples
You should also use the anti-bacterial hand gel.
You oughtto let your supervisor know.

Should is more common in questions and negatives.
What should you do if you see unattended luggage?
We shouldn’t come to work if we’re feeling unwell.

1 Complete the sentences with the correct form of should
or ought to and the verb.

should/do should/come should/leave
oughtto/tell should/call oughtto/report
should/put up should/use
5 (U R e e electrical equipment if the flex is
worn
P R anything suspicious to security.
I People i G unattended packages in the
corridors.
G WRat . e {you) in the corridor to warn
guests before mopping the floor?
S'That'sa bad cub. oUW .. the housekeeper
about it.
BoNOW e an ambulance if a guest has a
serious accident.
7 Ifyou’ve got a bad cold, YOU ...covevvevcncieeieninnn, to work
BWhat ... (guests) when they hear the fire
alarm?

2 Work with a partner. Take turns to give advice about what
you should/ought to and shouldn’t do in one of these
situations.

e studying for exams
¢ travelling home late at night on your own

w Listening Key words: health, safety
and security

(9 23.2 Listen to the key words and definitions. Number
the words and phrases in the order that you hear them.

[ ] infestation [ ] emergency procedures
[ ] evacuation [ | warning sign

| ] firedrill [ ] bacteria

[ ] suffocation [ ] unauthorized personnel
[ ] assemblypoint [ | rollcall

[ | bomb threat [ | fire extinguisher

2 Play the CHALLENGE game to check you know the

words and phrasesin 1.

I Look at the table on page 66. The beginning three
letters of each word or phrase have been given in
random order.

2 Listen to your teacher read the definitions. Find
the correct three beginning letters in the table and
complete the word or phrase.

Activity

Work in small groups. Answer the quiz questlons Yourteacher
will check the answers with you.

QUi z!

AL What would you do if
a) you saw a mouse in the kitchen?
b) you found a bottle of toxic cleaning spray
in a corridor?
¢) you saw an unauthorized person acting
suspiciously in the staff rest room?
d) you saw a small fire in reception?

2 What advice would you give to a guest who called
reception about the ringing of the fire alarm?

3 Would you open or close the doors and windows
if you smelt smoke in the building?

L..L What does the receptionist have to do at the
emergency assembly point after an evacuation?

5  What would you wear if you were asked to take
the kitchen waste to the bins?

6 Which is more important in an emergency — to
evacuate the building or to save guest property?

7 Why is personal hygiene so important in the
hospitality industry?

8 Why is it important to inform security about
unauthorized personnel on the premises?
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Countries and cultures

In this unit you will
discuss plans fortravelling abroad

describe festivals from different countries.

m Starter 2 (i) 24.1 Listen to both parts again and complete the

. ) . sentences.
1 Match the different places at an airport with the activities. . . o
) 1 Dt rospetid ooumemmnmainns in Paris while 'm in
1 [ ]check-in Ranes
2 [ dep ar_ture g 2 TAIOVE cnvamonusmassises the Eiffel Tower.
3 [security .o oo the details and sent
4 [ ]passport control | S — last month.
a check passengers aren't carrying dangerous weapons T R S R —— atany time?
b receive a boarding card 5w alloeatEstl Vet omimimmwneie the departures
¢ check official documents board after you go through to the departure lounge.
d wait before boarding the aircraft 6 Now you can proceed ................ the detector.
5 i Di T 7 Youvelelyour ..o !
Wamieans prouh. LoSsassmiloCen thgn Raganal 8 “The hotel e with accommodation.

each of the places.
3 Work on your own and then in a group of three or four.
m Listening Work experience abroad 1 Decide where youd like to spend six months working
abroad and why.
2 Talk to the group about your ideas.

3 Asagroup, decide where you are going to go and why.
Part A: Emil and Alena are discussing trips abroad. 4 Explain your decision to the class.

1 (;) 24.1 Listen to Part A and Part B. Underline the
correct alternative.

1 Alena and Emil are going on holiday/to work abroad.
2 Alena thinks they’ll have lots of/they won't have much = Language study

free time. 1]
3 Emil will use English/Croatian when he’s in Croatia.
4 Emil/Alena hasn't got flight tickets yet.

Part B: Emil checks in, goes through security and then
goes through passport control at his destination.

I'm really looking forward to ...

In the hotels, it’s mainly English, Italian and a little German.
I planto ...and I’d love to ...

I’ve decided to fly direct to ...

5 Emil checks in two/three pieces of luggage. | managed to find some really good websites for ...
6 The straps on Emil’s rucksack may be a problem/should Have you got any hand luggage?
be tied on the conveyor belt. Did you pack your bags yourself?
7 Emil doesn’t know where to sit/the departure gate number. Have you left them unattended at any time?
8 Emil should put metal objects in the tray/in his pocket.
9 Emil lifted his arms because the security person 1]
wanted to search him/thought he was dangerous. T
10 Emil’s shoes had to be taken away/scanned. ‘?bmad coleyor bell ho‘stel
11 Emil has/doesn’t have permission to work in Croatia. o : deparuie lounge | sailt
12 In Dubrovnik, Emil will get a room in the hotel/a hostel. Uoanlig core gate e
cabin luggage hand luggage work permit

contract of employment

= Glossary page 102
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4

Verb + -ing or (to) infinitive

When a verb follows another verb, the first verb sets the
rule for the form of the second verb: verb + -ing or verb +
infinitive, with or without to.

Examples
® verb + -ing
... after | finish working at the hotel.
* verb + fo + infinitive
The hotel’s promised to give us a few days off.
e verb + object + infinitive
I hope it'll help me improve my English.

= Language review page 94

Complete the sentences with the correct form of the verbs in
brackets. Add to if necessary.

1 Alexwants ... (visit) China during his trip.

2 It'slate, butI'llkeep ...cccoeeernnne (work) until | finish.

3 Most of our guests enjoy ......c.cueveee. (sit) on the terrace in
the evening.

4 Didyouremember...coccveeeene (lock) the windows?

5 Ourcollege tutor has promised .....c.c....... (help) us
................. (find) a job when we finish.

6 Haveyou finished ................. (write) the report?

7 Tomdidn’t manage .......coceene. (get) a work permit.

8 The managerletus .....cccovueeee. (leave) early on Friday.

Reading Festivals around the world

Read the names of the six different festivals. Have you
heard of them? Do you know when or where they are held,
and why they are celebrated?

Santa Lucia Carnival Hanami
Carnival of Viareggio  Up Helly Ae Loy Krathong

Work with a partner. Student A's texts are opposite.

Student B’s texts are on page 66. Read your three texts
quickly and find out where and when the festivals are
celebrated. Share this information with your partner.

Read your texts again more carefully.

Work with your partner to answer the questions. Discuss
and share the information from your texts (don’t read
your partner’s texts).

1 Which festivals are religious?

2 Inwhich festivals does light play an important role?
How?

Which festivals are full of energy and noisy? How?
Which festivals are calm and peaceful? How?
Which texts mention eating as part of the festival?
Which is probably the oldest festival?

N U e W

Santa Lucia

THE PEOPLE OF SWEDEN have celebrated the Santa Lucia §
festival for over 400 years. It is held on 13th December,
which was the longest night of the year according to the old
Swedish calendar. St Lucia was born in Sicily and lived in
Rome. She was a very kind person and a Christian but when
she refused to marry a non-Christian, she was killed. In A
Sweden, people said she went out early in the morning to bring:
food and drink to the poor. Nowadays, a young girl is chosen to
wear a long white dress and a headdress of green leaves and §
burning candles. She takes food to her parents, friends and ‘
neighbours, and her sisters and brothers follow her. They also §
dress in white and the boys wear a tall pointed hat with stars i
on it. There are special biscuits and drinks for all, :

RN R RN ML e SRR A R e T S '-:~.\:m't~“—:>.\r:¢zs\-\‘:'?:wm§

aRNivValL |
IN MANY COUNTRIES AND CITIES throughout the world, :
people celebrate Carnival during February and March, ige
immediately before Lent. It is mainly a Roman Catholic
tradition but is also celebrated by other religious groups.
Traditionally during Lent, parties should not be held and

e

certain food, such as meat, is forbidden, so people celebrate
before this period begins. In Brazil, millions of tourists %
watch parades of people wearing fantastic costumes and §
enjoy the music and danee of South America.

Loy Krathong
THIS FESTIVAL is celebrated in Thailand on the full moon
of the 12th month in the traditional Thai calendar, usually
in' November in the western calendar. People prepare
rafts made of banana leaves with flowers, eandles and
incense sticks and float them on the river. The festival is
to honour Buddha with light, but as the raft floats away
on the water, it signifies letting old habits go s0 one can
mike a clean start,

3
S R R

Activity

1 Choose a festival that you’ve heard about or have
experience of. Find out the following.
m when and where it originated and why it’s celebrated
m when and where it’s celebrated today
m ifthere’s any special food associated with the festival
m  what people wear and do during the festival

2 Prepare a presentation on what you’ve found out about
your festival. lllustrate it with pictures, maps or diagrams.

3 Give your presentation to the class.
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2% Exploring different cultures

In this unit you will

think about differences between cultures

report what someone has said

provide advice for someone coming to live all icsa sign of respect in Japanese culture for

inanew culture. people to lower their eyes when speaking to
someone.When handing something like a business

card to someone, it's important to present it with
= Starter both hands and not drop it in front of the person.

How do people greet each other in your culture?

« Bow?

» Touch or no touch?

» Direct eye contact or look at the floor?
« Hand shake? Which hand?

+ Words of greeting?

How do people greet each other in other cultures that
you know?

d M Singapore, people should be aware that
it's against the law to drop litter and chew chewing
gum. It's also considered wrong to accept tips.

3 Read the notes above on different cultures. Match each
note with one of the situations in 1.

4 Work in a group. Discuss how you think people from your
culture would react to the situations in 1.

® Language study
! §

Families/People usually ...
The bestway isto ...

m Listening Unexpected experiences

1 () 25.1 Listen to five guests talking about their People should be aware that ...
experiences in foreign hotels. What surprised them? It’s against the law to ...

It’s a sign of respect in (Japanese) culture for people to ...
It’s important (not) to (present) ...

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

t ult. : :
, L, Ie's considerad wrong/nide Foolite (Aot 1o ..
I ——
P .
Bl o B A P i v ALLEpL eye contact litter save face
) _ ) _ _ blame fault respect sensitive to
2 Work in a group. Discuss what happened in each situation embarrassing  indicate nide suspicious

in 1 and try to think of an explanation for it.
= Glossary page 102
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Reporting verbs
1 Listen to(},) 25.1 again and complete the sentences with
the correct verb.

m Listening Cultural differences

1 () 25.2 Listen to a trainee talking to an experienced
hotelier about what makes cultures different. Are the
sentences true or false?

1Tl for making a mess. 1 'The trainee says that guests usually don't
2o She il herself for putting the vase in such a want to talk to her. true/false
position. 2 Itmay be impolite to laugh loudly. true/false
3 Thewaiter......cccecen.. us that the restaurant was open and 3 The weather may influence a culture. true/false
werernnennnn 10 take Us to our table. 4 In China, old people don't get any respect
4 Thereceptionistran overto meand................. me not to from their grandchildren. true/false
drop any litter. 5 In Chinese hotels, people often die on the
5 Thenhealso......cceiun. me notto chew gum. fourth floor. true/false
6 Laterlgave himatip...,buthe............... to acceptitand 6 European hotels usually have room
................. us not to tip staff in the hotel. number 13. true/false
The verbs in the sentences above can be used instead of say 7 'The image of a hotel tells us something
and tell to report what someone has said. They are normally about its culture. true/false
used in the past tense when reporting. 8 Receptionists should notice if a guest
Look at the different patterns that can follow these reporting is uncomfortable or frightened. true/false
verbs, 2 Work in a group. Discuss the questions and then present
+ to + infinitive + person + fo + infinitive ' your ideas to the class.
offer |4 da warn 1 Colours and numbers have a special meaning in some
refuse advise | me (not) to do cultures. Do the colours red, white, grey or pink (or
ask any other colour) have a special meaning in your
+ person + that + -ing culture or a culture you know?
assure | us that apologize for 2 Are there any numbers that are lucky or unlucky, or

blame (sh) for (not) doing have a special meaning in your culture?
3 Are there any other superstitions in your culture?
= language review page 94

2 Complete the reported statements using the verbs in : Activi'ty

brackets. Make all the necessary changes. -1 Work with a partner. Choose a culture that you know well. It

could be a country or an organization such as a hotel chain or
a college. Discuss and make notes on any helpful information

1 ‘Pmvery sorry. I’'ve broken the plate.’
She apologized for breaking the plate. (apologize for /

break). - forsomeone who is coming to live or work in this culture fora
2 ‘ltwould be a good idea to call the laundry and find out short time. Use some of the ideas b ooy orlad‘d yourown.
what’s happened to the sheets.’ : '
He . .oococioiiiiiiiiccniiiinnernnnee.. the laundry. (advise her / call) ~ Tippingin the restaurant Alcohal
3 ‘It’salways coolerin September.’ : Greetings/Shaking hands Religion
Theholidavyrep .. co o i v o it's always Respect for elderly people Weather
coolerin September. (assure me) Paying restaurant bills or drinks Eye contact
4 ‘I'll show you to the restaurant. Just follow me.’ Important colours and numbers Meal times
TheWalter .. il aiaiibaa i i to the restaurant. The importance of the family Laughing loudly
(offer / take us) Titles: Mr, Dr, Mrs, Ms, etc. Dress
5 ‘Please don’tdrap litter here. Itisn’t allowed. You could be Public transport Punctuality
arrested.’
Rl o i o litter. (warn them / not drop) 2 Work in a group of six (three pairs). Present your ideas to the
6 ‘Nothankyou. | can’t accept any money from you.’ group. Listen to the other students carefully. Do you want to
Mo i o the tip. (refuse / accepf) make any changes to your information?
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Working life

In this unit you will
talk about people’s jobs
discuss the world of work.

m Starter

Look at the people in the pictures. What tasks do they do
each day at work? What do you think they enjoy most? What
do you think they like least? Would you like to do their jobs?

2 (;) 26.1 Canyou correct the mistakes in italics in the

= Listening About my job sentences? Listen again and check.
1 The thing most I enjoy is meeting people.

1 (;) 26.1 Listen to three people talking about their jobs 2 T'm busy doing the check-in guests every day.
and complete the information. 3 He’sabit serious but he'll have a laugh at us when
S SRS : reception is quiet.
small city centre hotel " 4 Chef’s organized that we do early or late shifts every weeks.
¢ 5 Icame to Frankfurt to better my German before going
to college.

6 She’s very strict for everything.

Work with a partner. Take turns to ask and answer
questions about the three people. Use the information in 1.

Example
A What was Sylvie’s previous job?
B She worked in a small hotel in the city centre.

g Work with a partner. Ask and answer questions about
ST L (don't know) s o your own work experience (or about school/college if
Time in present job EFIULHIGE = " you've never had a job).
Enjoys most :
SRS working extra hours < Language StUdy
&L GHGLEE good: alternate early/ _ 3 e
late shifts S ! Expressions
not so good: extra shifts I really love my new job ...
UULEGEE first-class chef/tough/ I've worked in reception for two years — since ...
3 The thing | enjoy mostis ...
.. we do early or late shifts alternate weeks.
I’ve been here for ... now.
I'd really like to have my own restaurant one day.
I was a bit frightened of making mistakes ...
I don't enjoy working at weekends.

o

Previous job
Time in present job
Enjoys most
T E@ working at weekends T ————
Conditions [Je]eleleR pguy SO0k : S IO USE %%ﬁ%!%%ﬁﬁ%ﬁ%?%/
not so good: long hours Natasha alternate goal memorable  previous
Manager in campaign involve motivate time-consuming
college conditions junk food ongoing tough
dropout

,J.

= Glossary page 102
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Adjective + preposition

Many adjectives are followed by a particular preposition.
Examples

aware of, capable of, excited about, famous for, fond of,
frightened of, full of, in charge of, interested in, keen on,
kind to, pleased with, proud of, satisfied with, suitable for,
tired of, used to, worried about

These adjective + preposition phrases can be followed by a
noun or pronoun,

She’s really kind to staff.

He seems pleased with me now though.

ora verb in the -ing form.

I was a bit frightened of making mistakes at first.

Some adjectives can be followed by two or more different
prepositions and there is a change of meaning.

It’s been really good for my German.

I’m getting good at the job.

I'm already responsible for the bread making.

I’m responsible to the housekeeper.

= |anguage review page 96

Complete the sentences. Choose the most suitable adjective
and preposition from each box.

good famous for at
responsible proud of about
excited aware to for
good interested of in
responsible good at for
suitable for
1 Theinterviewersaid she wasn't......ccccoiiivrniiincinininnns the
front of house job because she didn’t have switchboard
experience.
2 Which are yoU MOTE ..cceeciauensinneerisunnanins , cooking or office
work?
3 HESNOUSO v i, bread making but he’s
reallVi s e desserts.
4 My parentswillbevery......cccccciiiiniinnne me if | dowell
in my exams.
S Branadals o i its beautiful architecture.
6 Ahealthydletis i anaiyou,
7 Theroom attendants are .....c.ccceeevivieeivncaricns the head
housekeeper.
8 I'mreally....ccocooveeeriercenenee. My New job. | start on Monday.
9 Allthe staff mUSEDE cccevrriciirecieciiiiacnns the health and
safety regulations.
10 On reception We are ........ccceceeevereenennnn. dealing with all
new arrivals.

m Listening The story of
success

1 () 26.2 Listen to the interview
with Jamie Oliver. Underline the
correct alternative.

1 Jamie went to catering college in '
London/France.

2 He worked as head chef/head
pastry chef at the top Neal Street
Restaurant.

3 Jamies Kitchen was a project to train
young students/dropouts as chefs.

4 The restaurant Fifteen, in London, is a great
success/no longer open.

5 Before Jamie’s School Dinners project, English school
children often ate junk food/no lunch.

6 The UK Government is probably interested in/spending
a lot of money on the School Dinners project.

7 Jamie Oliver travels a lot for his work/usually works
from home.

8 Free-range chickens are fresher/more expensive to eat
than non free-range.

9 He's still teaching people to prepare healthy/fast food
in the TV series Ministry of Food.

10 Currently he's travelling across Australia/the US on
another cooking trip.

2 Find out information about a popular chef or hotelier in your
country. Share this information with a partner or in a group.

Activity
What is your dream job in the hospitality industry?

1 Work with a partner. Ask and answer questions to try and
guess each other’s dream jobs.

Does the job involve working with other people?

Is it well-paid?

Do you have to wear special clothes?

Do you have to work in shifts in this job?

Does the job require a lot of training or experience?

Does the job involve travel?

Do you need to speak foreign languages to do this job?

Is the job physically hard?

Does the job involve working with food?

Does the job involve working in the same place every day?

2 When you've guessed each other’s jobs, find out why your
partner would like this job. Is there anything they wouldn’t
like about the job?
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Job applications

In this unit you will
talk about personal qualities
talk about your skills and experience

write a covering letter.

m Starter

Check the meaning of these words and phrases. Circle five
which best describe yourself and five which best describe
your partner. Compare with your partner and discuss
your choices.

conscientious

enthusiastic

reliable
responsible
hard-working sense of humour
flexible
committed

well organized

ambitious
good team worker
good communication skills

punctual canwork under pressure

confident can use own initiative

loval leadership skills

Listening What are my strengths?

() 27.1 Listen to three students talking about applying
for jobs. What strengths and special interests can they
each include in their job applications?

Work with a partner. Brainstorm each other’s skills,

qualifications, strengths and special interests.

« things you're good at

« work activities you like doing (meeting people, making
bread)

o skills you already have (IT skills, a foreign language)

+ qualifications

» personal strengths

« skills you would like to develop

+ clubs or groups you belong to

« interests outside of work/your studies

If you would like to work on your CV, turn to page 67 and
look at the Writing your CV tips. Ask your teacher fora

CV template. Complete your CV then exchange it with a
partner’s. Discuss suggestions for improving each other’s CV.

Unit 27 Job applications

® Language study

What are you going to do when you leave college?
Joanne’s really good at writing.

Then there’s your interest in first aid.

It shows you've got leadership skills.

You’re a good team worker ...

You’re a confident sort of person ...

You get on well with people, don’tyou?

You like being well organized.

ambitious enthusiastic punctual
committed flexible reliable
communication skills initiative responsible
confident leadership skills  under pressure
conscientious loyal well organized

## Glossary page 102

Talking about the future: going to and will
Look at these examples.

Future actions

I’m going to start applying for jobs soon.
(intention — you've already decided)

OK. Pll start writing something down tonight.
(decision at time of speaking)

Future situations (prediction)

There’s a lot of competition for the good jobs. It’s going to
be quite difficult to find something.

(prediction based on evidence)

Hopefully, after that, I'll get a job!

(prediction based on what you think will be true)
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1 Are these sentences from the listening predictions (P),

intentions (/) or decisions just made (D)?

D Well, ’'m definitely going to have a holiday.

DSure. I’ll help you ifyou like.

D There’ll be lots of things you can include.

D Ididn'tdo a lot of revision, so I’'m not sure I’'m going to
doverywell.

[ ]JoK. rltput it down.

D I’'m going to do it tonight.

[_]1 think our results will be here tomorrow.

D I sound quite good! It’s going to be easy to get a job!

B~ oW

0 N oW,

Question tags

Question tags are very useful in spoken English to keep a
conversation going.

Look at these examples. Note that if the first verb is
negative, the question tag is positive and vice versa.
It’s going to be quite difficult to find something, isn’tit?
You’ll help me, won’tyou?

I haven’t got anything like that, have ?

You got us all working together as a team, didn’t you?
You’re captain of the rugby team, aren’t you?

You get on well with people, don’tyou?

“» |anguage review page 96

2 Complete the questions with the correct question tag.

1 Youwill cometothe party iiisisivinaimiad

2 ‘Helsheantothe SN, i il ?

3 Youweren’tin any sporfsteams, ....iciivsmienveonisnics ?

4 Youwenttocollegein Rio, vouueeeeccveeensecnivnienanas ?

5 Shehasn’tapplied forany jobsyet, .ovivvnviinicricnninnnns ?
6 You're goingtoacceptthejob, ccccovviiiiniiiinininnnnns ?

7 Hedidn’t dovery wellin his exams, ...cccciniiiiiiiiniiinens 7
8 YoweamtduiNe, s ?

% Include any advertised job title or reference
number and where you saw the ad.

@®% Say what attracted you to the ad or to the
company — check out their website.

®4 Describe how your skills and experience make
you suitable for the job or a possible job in that
company.

®& Sell yourself and emphasize your enthusiasm and
commitment.

=& Be clear and concise so the reader can pick
out the main points quickly — use bullet points if
appropriate.

¢ Sign your letter by hand and type your name
below your signature.

#C Check your spelling, grammar and punctuation —
ask someone to read your letter.

20 February 20 _ .
Dear Mr Perez

a D Please find enclosed a copy of my CV for more information.

b D | am available for interview at any time and could start work
after | have completed a month’s notice in my present job.

c[] My present job involves all the usual reception duties of a
busy international hotel. As my CV shows:
® | am familiar with Fidelio Opera.
® | currently use the international Central Reservations system.
® | speak fluent Spanish and English.

d [ ] This has been a valuable experience for me but | would like
the opportunity to work abroad and to use my language skills.
The advertised job offers this opportunity. | would also value
the chance to work in a hotel with an excellent international
reputation like The Rialto.

e [ ] Since | finished at college in June 20 _ _, | have worked
as a receptionist at the Picasso Hotel in Marseille.

f D | look forward to hearing from you.

g D | enjoy meeting people and working as part of a team.
I think my languages and good communication skills, my training
and previous experience will be an asset to the Hotel Rialto.

h [ 1 would like to apply for the job of receptionist which was
advertised on the hotelsearch.com website.

[ D Yours sincerely

i D Naseemn Patel

« L] Naseem Patel
I D Re: Job reference 234

m  Writing Covering letters

Covering letters are not easy to write. It will take time
and practice if you want yours to stand out when read by
a prospective employer. Read the tips. Then work with a
partner. Number the parts of the letter in the best order.

Activity
1 Write a description of your dream job from Unit 26 in the

form of a job advertisement.

2 Write notes for a covering letter to accompany your CV for
this job, and discuss them with a partner.

3 Write a formal covering letter to apply for the job, paying
attention to layout and structure as well as language.

4 Discuss any suggestions for improvements with a partner.
Then write a final draft and give it to your teacher.
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Job interviews

In this unit you will
practise interview questions and answers

discuss tips for successful interviews.

= Starter

Look at the pictures. This candidate has not made the best
start to his job interview. What advice would you give
him?

m Listening Interview questions and
answers

1 () 28.1 Listen to two students being interviewed for a
hotel receptionist’s job.

1 Which student do you think will get the job and why?
2 Which key questions did the less successful candidate
answer badly?

2 () 28.1 Listen again and complete the sentences.

1 TV amscmmwmmsng my dad most of the time.

< O A A, that .o my
qualifications.

. T Music. T PG L0 o vsmermmmons
with my sister.

4 We moved to London eight years ................. ,whenl
was eleven.

5 Theyssid theyl o.wummaniose at the end of the
week.

6 LastsummerIworked..........c..... him
............................... for two months.

B .o dBouttralning .oasseeemesmioasens a training scheme
for new employees ...?

58 Unit 28 Job interviews

Work with a partner. To prepare yourself for future job
interviews, study the questions in Expressions to learn.

Choose six questions each. Take turns to ask your
questions, and answer using your own situation and
experience.

2 Work together to make suggestions for the final
question: Are there any questions youd like to ask me?

Language study
1]

Canyou tell me a little bit about yourself first?

What grade do you hope to get in your final exams?
What have you done since then?

Why do you want this job?

What qualities do you think will be required for the job?
Do you enjoy working with other people?

Do you think you work better on yourown or as part of a team?
What things are you best at?

How many job interviews have you had?

Have you ever been abroad?

What sort of job would you like in five years’ time?
What do you do in your free time?

Are there any questions you'd like to ask me?

appearance grade reputation
boring handshake results
career keep to the point retire
criticize limp slouch
enthusiasm neat
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Past Simple or Present Perfect?

Use the Past Simple for completed actions in the past when
the time period is finished.

Examples

I left college in June.

We moved to London eight years ago.
Did you have any problems finding us?

Use the Present Perfect for events and situations which
started in the past and include now (the time period is not
finished yet).

Examples

What have you done since you finished college?
I've lived in the city since then.

How many job interviews have you had?

Use the Present Perfect (with ever and never) for general life
experience.

A Have you ever been abroad?

B /'ve been to Turkey. But I've never been outside Europe.

Complete the sentences with the Past Simple or Present
Perfect of the verbs in brackets.

s e (start) the hospitality course two
vearsagoand |l i i aiiciaii (just finish) my final
exams.

2He (not apply) for any jobs yet. He only
............................... (leave) college last week.

B She (have) three interviews but she
............................... (not have) a job offeryet.

S (go) to the Job Centre yesterday
butthey o n s i (not have) anything of
interest.

S e (you hear) from the hotel yet?
B:Nes kel oo (call) yesterday.

e (not get) the job

6 She (be/offer) the job immediately
afterthe interview but She ..ocvesininniiiienn (not
accept) ityet.

T e O S (you everwork) in a 5-star hotel?
BeNal i (only work) in a 3-star so far.

g Mymamil (leave) Algeria before |
............................... (be/borm). We ....cocevvrerieineecianeeinnnn
(live) here in Paris for over twenty years.

G A (you everapply) forajob in

Germany?
BeNau (never apply) fora job abroad.
1O HOW I ONE e i (you be) a sous chef? Where

............................... (you do) your training?

= Reading /Interview tips

Find out about the @mploy@r dnd the job.
Thirtk about the answers to standard
. qpestlons'. ' '

Have a neat, smart appearance —
: appearemr*es count.,

Arrive ahead of tmle 50 you don T

feel rushed '

_ Sit comfor
5t on the mdg@

y i the Ch.dll - nmt alou(,h@d

f and _Va:xur

1 Read the interview tips. Write the number of each tip in

the correct category a-d. Compare with a partner.

PEEPATAGION onmmmmnnusimas

ANSWETS ..cvoverarrnsenaresisnienaes

body language ....

appearance and personahty ...............................

a0 owm

Work in a group. Discuss the tips.

1 Are there any tips you would have a problem with?

2 Are there any tips you think are unnecessary? Why?

3 Arethere any points you would add to the list?

4 Ifyou are not successful at an interview, is it a good
idea to get feedback from the people who interviewed
you? Why?

Activity
You are going to interview and be interviewed.

1 Choose one of the advertised jobs on page 67.

2 Work with a partner. Say which job you’ve chosen and
practise interview questions and answers for that job.

3 Workin a group of four. Take turns to be the interviewee

and to be on the interview panel (three students).

m Before starting the interviews, the panel should agree
on a list of interview questions for each person to ask.
Each interview should last for ten minutes.

m The members of the interview panel take turns to ask
questions. They should make notes as the person is
being interviewed and feed back after the interview.
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Activity material

From Unit 1, page 5

@ Read the information and make four calls to the Palace Hotel.

1 Ask for Mrs Black, room 534 — leave message (meet
her in lobby at eight this evening).

2 Ask for Bruno Ruiz, room 151 = you’ll call back later.

3 You want to book a table for dinner.

4 You have a reservation for tonight (one double
room) — you want hotel to hold room (arrive after
seven) — ask for child’s bed in room — reserve
parking space — you want to book a table for three
for dinner.

Example Hello. Could | speak to Mrs Black ...

@ You work in front office at the Hotel Mirador. Read the
information and deal with the four calls.

Hotel manager =+ no answer — offer voicemail.

Put through to reservations.

Mrs Banks, Room 238 — no answer — offer voicemail
— take message and offer to look for Mrs Banks in
reception — respond to any other requests.

oW N e

Good morning, Hotel Mirador. ... speaking. Can
[ help you?

Example

From Unit 6, page 15

@ You arrive at the Sudari Hotel. Go to reception and check in.

Use your own name and this information.

m Room: single, two nights

m Ask about: fitness centre / swimming pool / return of
passport.

m You'd like a map of the city and to exchange maoney.

Example Hi. My name’s ... . | have a reservation for ...

@ You work on reception at the Central Hotel. Check in your
guest. Answer any questions. Use this information.

FACILITIES

m Lifts and stairs to all floors

m Breakfast 7.30-9.30 a.m. in Green Room, next to lift
m Dinner 6.30-10.00 p.m. in Blue Room, top floor

m Hairsalon 10.00 a.m.—6.00 p.m., first floor

Example Good afternoon. Welcome to the Central Hotel.

60 | Activity material

Mrs Clooney, room 382 — line’s busy — take message.

From Unit 2, page 7

Hotel Plaza

LOCATION: The Plaza is a luxurious, modern hotel perfectly
located in the city centre for both the business and leisure
traveller. It’s just a few minutes from the main shopping
streets and near many important tourist attractions. The
business district is a short walk from the hotel.

GENERAL FACILITIES: The hotel has 140 ensuite rooms
plus ten luxury suites on seven floors. There are two
restaurants and a terrace bar above the gardens. There
are lifts to all floors with disabled access to all amenities.

There is a roof garden, swimming pool and fitness centre
free for all guests.

ROOM FACILITIES: All rooms have air conditioning with
minibars, pay-per-view TV, safe deposit boxes, and
bathrooms with showers and separate bath tubs.

Extra beds and baby cots are available on request.
SERVICES: Reception is open 24 hours. Check-in from
14.00. Checkout before 12.00.

Car rental, currency exchange, tour hookings and gift
shops are located inside the reception area. Also there is
a 24-hour business centre on the first floor. High-speed,
wireless Internet is available throughout the hotel.

It's easy to get to the Plaza — a 20-minute transfer on our
free shuttle bus from the airport or a 5-minute taxi ride
from the railway station. Free car parking is available on
site — contact us to make a reservation.

Room service is 24-hour. Laundry, dry cleaning and
babysitting services are available.

From Unit 7, page 17
@ Find out if the Crowne Plaza hotel has got these things.

cbncierge

rOOm service
fitness centre
Internet access

shuttle bus

air conditioning
business centre
shops

meeting rooms
swimming poo!
beach bar
restaurant

@ Use this information to answer your partner’s questions,

Sunset Beach Hotel * % % %
m 140 air-conditioned rooms m delightful gardens

® two restaurants: international = Wi-Fi in lounges and
cuisine / italian reception area
m shopping arcade m beauty salon
m beach bar m tour programmes
m 15-metre swimming pool m water sports on
hotel lake




From Unit 3, page 9

@ 1 You work on reception at the Pacific Hotel. You have rooms
available. Answer the call from the guest and take the
details for the reservation. Complete the screen on page 63.

Example  Good afternoon, Pacific Hotel. How can | help you?

2 Answer the second call from the guest and malke any
changes to the reservation.

Example What was the name, please?

@ 1 You're going on a sightseeing holiday with a group of
friends to Edinburgh in Scotland. Call the George Hotel and
reserve rooms. Use this information.

u Names: (your name + partner), Mr and Mrs
Hemery, Oliver and Paul (children),
Gail and Liz Clark

= Arrival: Tuesday 1st July

m Departure: Saturday 5th July

= Rooms: three

= Room types: a twin for you, a twin for the Clarks,

a family for the Hemerys
= Mobile number: 0889 743 8234
m Credit card details: card number 0011 2233 4445,
: expiry date 08/13, security
‘numbers 897

Example I'd like to book accommodation for a group of
eight, please.

2 Call the hotel again to change your reservation. The Clarks
now want to stay for only two nights from Tuesday 1st to
Thursday 3rd july.

Fxample ['d like to change my reservation, please.

From Unit 4, page 11

:@ You work an reception at the Pines Hotel. Use this information
to deal with two calls.

Example Hello, Pines Hotel. How can | help you?

1 no double room left / alternative = two twin rooms (twin
= same price as double) or suite ($30 more than double)

2 no tables upstairs (closed this time of year) /
alternative = table at window downstairs

(B) Make two calls to the Keys Hotel to make reservations. You
want the following.

1 table for 20 (sister’s 21st birthday) / restaurant dining

room / 7.30 p.m. [ Saturday 3rd September
2 family room /[ two weeks / 10th-24th February

Example Hello, Id like to make a reservation, please.

From Unit 7, page 17

@ Take the role of three different guests arriving to check in. Use
this information.

s Guest 1: You're tired and want your room as soon as
possible.

= Guest 2: You want a non-smoking room and bathroom
with bath tub. Ask about drinking water in rooms.

= Guest 3: You don’t have a reservation. You want:
adjoining double and twin-bedded rooms, an exira
child’s bed in double room, children’s menus,
swimming pool.

Example Good morning. We have a reservation ...

@ You work on reception. Greet the new guests and deal with
them politely and helpfully. Use this information.

m Guest 1: There’s a lift from basement car park to all
floors. Restaurant and bar on Floor 7. Short ramp to
restaurant — no problem for wheelchair user.

m Guest 2: No reservation. Ask to see booking
confirmation. Guest has booked partner hotel outside
city. Other hotel has beautiful garden and pool plus a -
free shuttle bus to city centre every 30 minutes. Offer
taxi. :

m Guest 3: No parking available tonight. Public car park

two minutes away. Offer to take care of [uggage. Hotel
parking is available for nights 2 and 3.

Example Hello. Can [ help you?

From Unit 8, page 19

@ You arrive as a guest at the hotel. Use this information.

m Give your name and reservation details (single room/
three nights).

m Journey - long and tiring / directions from airport

confusing.

Ask about weather.

Ask which floor room is on.

Ask how key card works,

Aslk if roam is air conditioned.

Ask how you can control air conditioning.

Refuse help with luggage politely.

Example Hello. My name’s ... | have a reservation ...

Activity material
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Beers Bottled Beers (30 cl, 60 cl)

® Large draught * Becks

¢ Small draught * San Miguel

Cocktails

¢ (Champagne cocktail ~ (champagne with brandy)

e Screwdriver (vodka and orange juice on ice)

® Whisky sour (whisky and fresh lemon juice on ice)

@ You work on reception. Use this information to answer the
guest’'s gueries.

Greet and ask how you can help.

Instructions are next to box.

Talk through instructions (enter code twice).

Ask if there’s anything else you can help with.
Explain how to change from bath to shower water,
Forecast for tomorrow is good — sunny and warm.
Wish guest goodnight and enjoyable stay.

Example  Hello. How can | help?

From Unit 9, page 21

Wines (by the glass)

RED .

WHITE o

ROSE * Pinot Grigio Blush — a refreshing,
easy-drinking wine from lItaly

Champagne ¢ Bollinger (bottle only)

Spirits

e Scotch e Gin ¢ Highland Park single malt whisky

e Vodka * Rum

Merlot — a full-bodied wine from Chile

¢ Shiraz — a dry red from Australia
Sauvignon Blanc — a crisp, fresh wine
from New Zealand

e Pinot Grigio — a light, dry wine from [taly

Soft drinks and mixers

L ]

Fruit juice (orange, pineapple, mango)
Coca-Cola

Fanta (orange, lemon)

Mineral water (sparkling / still)

Soda water

Tonic water

Ginger ale
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From Unit 13, page 29
@ You work on reception. Give the guest directions.

Example Go along the corridor past the shop.

@ You are the guest. Ask the receptionist for directions to:

= the car park
m the group rooms
m the toilets

Example Can you tell me where the car park is, please?

@ You work on reception. Give the guest directions.

@ You are the guest. Ask the receptionist for directions to:

® the beach
m the library
m the wind turbine

From Unit 14, page 31

@ You want to hold a wedding reception on 10th June at 1.30
p.m. Call the hotel to discuss what you need. Use this
information.

100 guests

champagne reception as guests arrive

sit-down meal

dancing in evening

accommodation - six double rooms for two nights
parking nof needed

fresh flowers already ordered

I’d like to enquire abaut halding a wedding
reception ...

Example

@ A customer calls about holding a party at your hotel. Find out
information about the party and what the customer needs.
Use this information.

date and time of party

number of guests

type of menu

printed invitations? (You can offer this service.)
birthday cake?

bar service?

parking?

Example Good morning, can | help you?



From Unit 11, page 25

@ You've recently arrived in New York. Ask the receptionist for a
city map and some tourist information about the city. You
want to see the most important sights and you’re interested in
the following.

= history

= art

= |ocal culture — music and dancing
= theatre

m shopping

@ You work an reception in an Istanbul hotel, Use the web page
to answer the guests’ questions. Where possible, use the
information in brackets to compare the tourist attractions.

.

Important sights

-~ HAGIA SOPHIA - huge, now a museum (older/bigger
dome than Blue Mosque)

% BLUE MOSQUE (not so old as Hagia Sophia, but many
more domes and minarets — six)

% TOPKAPI PALACE (old Sultan’s Palace) — hundreds
of raoms

~%» UNDERGROUND CISTERN - huge well, built by Romans
1,500 years ago

“» GALATA TOWER - the best views over Istanbul

Arthaéblogy

“» ISTANBUL ARCHAEOLOGY MUSEUM

% TURKISH AND ISLAMIC ART MUSEUM (bigger collection
than Istanbul Modern)
“» ISTANBUL MODERN - Turkish artists of past 200 years

% THE BOSPHOROUS FERRY - six-hour round trip —
several stops — traditional ferry boats

2 TURYOL BOATS - 1.5-hour round trip (faster, smaller
boats, more modern — boats stay closer to shore
SD yOu See more)

“i» THE GRAND BAZAAR - biggest market, more than
4,000 shops
i SPICE MARKET - for spices, nuts and dried fruits

Shapping E

From Unit 15, page 33

You are the guest. Use this information.

m [t’s 11 a.m. and you’ve just arrived at your 5-star
hotel.

m You've had a long flight including a short stopover in
Hong Kong.

® You try to check in but your room isn’t ready.

m You're very tired, hungry and thirsty, and you want to
freshen up.

m [nsist on some customer service.

I want to complain about the delay in checking into

my room.

Example

From Unit 21, page 45

@ You are a kitchen trainee. Listen carefully to the sous chef.

m Ask questions about the rules for hair, wearing
jewellery and food storage. e ' :
~m Tell the chef if you don’t understand any of the
instructions for the recipe. ;

Example Do we have to take off our earrings?

@ You are a kitchen sous chef in charge of a trainee.
m Talk through the basic kitchen rules for hair, wearing
_jewellery and food storage with the trainee.

m Answer any questions the trainee has.
m Give instructions for the recipe you've chosen.

Examples You must tie your hair back.
First, slice ...

From Unit 3, page 9
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From Unit 16, page 35

@ You work on reception. Use this information.

Example

® You are checking in an elderly couple (frequent
guests). When you give them their key card for room
323, they protest.

» The room they booked is unavailable tonight. The
bathroom has problems/needs maintenance.

® Apologize and offer a suite on second floor,

m Sympathize and offer to find another hotel.

m Offer free night in 323. Promise transfer to 123
tomorrow.

Could I have your name, please?

@ You’re a restaurant customer. Use this information.

= You arrive at your favourite restaurant, where you
booked a table for 7.30.

You always book for 7.30.

There’s no table available.

You don’t want to wait 30 minutes.

You’re not happy with the service.

Eventually agree to server’s proposals.

From Unit 18, page 39

@ You work on reception at the Plaza. Deal with the call. Use this

information.

m Find out what the caller wants.

m The line is really bad and they have a strong accent.
Check the name and days are correct.

® You don’t have a booking for Tuesday. You do have a
double room for three nights in their name from
Thursday.

m You don’t understand the request for the restaurant.
The restaurant is not fully booked.

Example I'msorry, | didn’t quite catch that.

@ You are the caller. Use this information,

= You're in a busy airport. Your mobile phone signal is
poor.

= (Call the Crown Hotel to enquire about holding a
corporate reception for 250 people on Saturday 6th
June.

m Event to start at 6 p.m. with cocktails.

® |arge room needed for sit-down dinner.

m You'd like to read about the Crown’s facilities on the

Example VYes, the name is ... . We booked a table for 7.30.

plane.

From Unit 4, page 11

Make two calls to the Pines/Keys Hotel to make reservations.
Decide what you require first,

Example Hello. Is that the Crown Hotel?

From Unit 19, page 41

Call 1 @ You work in the conference and events office of a large hotel.

WE bheoamle)t oo osl canis g e L A customer calls to confirm their booking and ask some
Mumbpiobnlehte . ool s e L T s questions. Use this information.
Datessll s e L s S s e

® main hall seats 300

Special requirement, e.g. sea view:

Call 2

Day and date of meal:
MumbeEroipeople: sl a e s e
e o s e
Position in restaurant:

m hall fully equipped with multimedia equipment
= ten breakout rooms (seat 30 people) — can be
arranged as customer prefers

all rooms have air conditioning

breakout rooms have flipcharts and whiteboards
free wireless broadband in centre

You work on reception at the Keys/Pines Hotel. You can’t give refreshments for breaks and lunch served in adjoining
the customer what he/she wants. Decide why and think of an cafeteria
alternative. = cold buffet for lunch

64

Call 1 (customer wants a room/rooms)

Kegsanenot nosaibles /el gne il G i
Alternative suggestion: ..............
Call 2 (customer wants to book a table in the restaurant)
Ressonnol fossibles: i Dl e
Alternative SUSBESHION: .z i i i s

Activity material

Rates: Day = €65 24-hour residential = €155

Example  The main hall seats 300 people, theatre-style.



@ You have an appointment to look round a conference suite.
You’re planning a two-day conference for 150 people. You’d
like a quote for the event. You need the following.

a main hall for the plenary sessions

at least four breakout rooms

advice about layout and seating capacity
a room for party on final day

catering suggestions

Example We’d like to have a main hall for ...

From Unit 20, page 43

9 You are the receptionist. Deal with the guest’s bill on page 43.
Use this information.

m The hotel has overcharged by one night.
m Check the bar bill. It is correct.

m Ask how guest would like to pay.

m Accept payment by credit card.

m Give hotel and card receipts.

Example /do apologize. It’s our mistake.

‘,E You are the guest. Ask to settle your bill below.

® Query the amount for phone calls and the number of
evening meals charged for.

®m Ask to pay in US dollars.

m Pay by dollar traveller's cheques.

Example Could | have my bill, please?

Room 659

ARRIVAL 3/10 DEPARTURE 8/10
ROOM RATE INCL. BREAKFAST: 200

Accommodation 1,000
Restaurant 3/10 42
4/10 42
6/10 103
Bar 6/10 34
Room service 5/10 26
Telephone 3/10 10
4/10 14
5/10 22
6/10 18
Newspapers 12
TOTAL 1,323

From Unit 12, page 27

@ You work on reception. Give the guest advice on travel and tickets
to these places. There are two travel options for each place.

BEACH

Option 1: hotel bus to beach 9.30 + 10.30, return 4.00 +
5.00 / hotel barbeque on beach — book in advance (€10)
Option 2: local bus (15) every 20 minutes / hotel packed
lunch — order in advance / strip of 10 bus tickets at bus
stop

CITY MUSEUM

Option 1: bus (6) to Central station — city underground
to museum / about 25 minutes / travel card for zones 1 +
2 - includes bus, underground + ferries on river

Option 2: walk hotel to tram stop (5 minutes) — tram (2)
to museum / about 20 minutes / ticket on tram

Example /n my opinion, the best way to get to ... is ...

@ You are the guest. Ask the receptionist how you can get to

m the animal wildlife park — you have a car
m the airport.

Example  Can you tell me how to getto ...?

From Unit 22, page 47

@ You're a trainee room attendant. Look at the picture on page
47. Listen to the room attendant explaining how to service a
room. Ask questions if anything is unclear.

@ You're an experienced room attendant. Refer to the labelled
items in the picture and talk through the turndown service for
this room with your trainee.

Be— hedside light

e
i \r L _cmi

chocolate and
message card

bin

tray of dirty
cups/glasses

sheet corner

wet towel
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From Unit 23, page 49

----------------------------

From Unit 21, page 45

Mexican guacamole
12-3 fresh green chillies
2limes ”
3 ripe avocados

large bunch fresh coriander
salt + black pepper

Remove seeds from chillies

~Squeeze juice from limes

Peel avocado + remove Stone <,

Chop avocado + coriander ‘

Mash or liquidize chillies, E:me juice, avocado + coriander
Season :

. .Ma;ki roll. sushi
- 500 g susht HCE
sushi seasomng
plece nori seaweed

- smoked salmon
~ pickled cucumber
wasabi :
[ ] ‘,Put rice in 600 ml water in large pan
’K-(Brmg to boil quickly
Cover + smmerfnr 15 mmutes o
=todl =
Fold i in sushi seasoning with spatuia do not stir
Place nori seaweed on ralhng mat
Cover with rice — leave 3 cm strip uncovered at bottom
‘Spread wasabi on strip — add salmon and cucumber’
Roll nori with fingers to make tight roll
Press border to seal '
Slice roll into 30 pieces
Serve with soy sauce

Activity material
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From Unit 15, page 33

You've spent one bad night as a hotel guest. You have the
following complaints.

®m Room service took 40 minutes to serve breakfast —
eggs were cold.

= Internet connection in room hasn’t worked since you
arrived.

m Shower has dripped all night.

m People in next room very noisy late at night.

Example [want to complain about the service in this hotel,

From Unit 24, page 51
NG I/ N XN 007 /00N N
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In Japan, people eagerly await the flowering of the
cherry trees between the end of March and the
beginning of May. The custom of looking at the cherry
blossom began in the Imperial Court in Japan, where
they believed God existed in the tree. Today, people
get together under the flowering trees in parks and
gardens and eat and drink until late at night. The trees
are often lit with colourful lanterns and people walk
below the blossom and think quietly to themselves.
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Cécwmfm £ of l// Wﬂf’?
The Carnival of Viareggio in the Italian city of Viareggio
originated over 700 years ago and is celebrated between
January and February every year with large processions
of floats (decorated vehicles). The biggest of these
papier-maché floats weigh over 40 tons and most take

a whole year to build. They carry amusing caricatures

of famous people with moving arms and legs, opening
and closing mouths, and moving eyes. From the floats,
children and young people throw confetti and shooting
stars into the crowd while performers, folk music and
fascinating masks add more fun.

e e e I s e o e o e
Up Helly Ae

Over 1,000 years ago, the Viking people from
Scandinavia arrived on the most northerly islands of
Britain, the Shetland Islands. Every year on the last
Tuesday of January, a large fire festival celebrates this
Viking connection. Up to 1,000 ‘Vikings' march through
the streets, before ceremanially burning a copy of a
Viking Longship. Afterwards, people celebrate with
eating, drinking and dancing.

-vmmémmﬂ\mm




From Unit 27, page 56

2111

Make sure your CV is
si= word processed

clear (black print on white paper, easy-to-

read font)

accurate (proof read — make sure it makes
sense and there are no spelling mistakes)

concise (keep it short — one page if possible,

but no more than two)

honest (remember you'll have to support
anything you've written if you get an interview)

logical.

From Unit 28, page 59

Room attendant

Full-time Permanent

We require a full-time room attendant
for our busy housekeeping team.
7a.m.-3p.m.  5daysaweek
The room attendant is responsible for
ensuring standards of cleanliness are

achieved and maintained.
We are looking for

¢ friendly and energetic people

* previous experience of working
within housekeeping, ideally in a
hotel of a similar size and quality

* agood level of spoken English.

We offer excellent career opportunities
with the largest hotel group in the
world.

Other benefits include: free meals on
duty, discounted hotel rooms worldwide,
discounts in many high street shops
(after 3 months of service).

Job ref: LON-FL-JJF-PAD 1008

5 H0E B |
& E

The following is a good order for your CV.
i* your name and contact details
a short profile of yourself
work experience/career history —
starting with the most recent

responsibilities and achievements

education
interests
references
Chefs wanted
w A ITI N G S'I' A F F Jor our award-winning Japanese restawrant
Do you want to work in a creative

multicultural environment?
Waiting staff required for
fine dine restaurants in the
Manchester area

[
i
1
]
I
]
i
Full-time Permanent :
3 I
1
i
.: We are looking for keen and hard-working
H

Excellent rate of pay Shift work e ¢ ;
i learn new skills are essential.
We are looking for experienced P
hospitality workers who have d
* a good level of spoken English i
e the ability to work in a fast- i

paced environment i 3 3 . N
. ear's experience in a busy kitchen.
* the right to work in the UK. L e s

successful applicants.

i Ideal candidates must have minimum of one

5' Excellent salaries and performance-related

commis, chefs and chefs de partie to work in our
i global eompany. Enthusiasm and the desire to

1 Catering qualifications and experience desirable
-1+ but not essential. Appropriate training for all

Please send your CV and letter of : bonuses after a successful probation.

application to; i

Staffing Manager, PO BOX 290, v For applications, go to our website: japanrestaurant.com
Manchester !

1 Closing date for applications 17 February 20 — —

L5

L

( Hotel receptionist )

Benefits: Accommodation plus bonus scheme
Full-time  Permanent

Newly refurbished hotel and restaurant in village location require
a receptionist to work as part of a team

Suitable for someone with experience of reception work but full
training will be given. You will work on the busy main reception
desk and will be the first contact for all guests including checking
guests in and ourt, taking reservations, dealing with telephone
enquiries.

Shifts — 5 of 7 days working mix of early (6.30 a.m.-3.00 p.m.),
late (2.30-11 p.m.) and mids which can be hours in between.

Ideal candidates will have previous hotel experience and be well
presented with excellent communication skills.

Activity material
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Listening scripts

UNIT 1
1.1 Working in front office

1

Reception: Hotel Grand Marina, Anita
speaking. Can I help you?

Caller: I'd like to book a room, please.

Reception: Just a moment. I'll put you
through to reservations.

Caller: Thanks.

2

Caller: I'd like to speak to the hotel
manager.

Reception: Who's calling, please?

Caller: Robert Cole.

Reception: 'm afraid he’s not in his office at
the moment. Could I take a message?

Caller: Yes, please. Could you tell him I'm
running about 30 minutes late for our
meeting?

Reception: OK. I'll give him the message,
Mr Cole.

3

Caller: Hello. I'd like to book a table for
dinner.

Reception: Certainly. Please hold and T'll
connect you to the restaurant.

Caller: Thank you ...

4

Caller: Can you try room 256, please?

Reception: I'm afraid the line’s busy. Can [
take a message?

Caller: Yes ... er ... Can you ask them to call
me back on 07789 364071?

5

Reception: Room 745. ... There’s no answer.
Would you like to leave a message on
voicemail?

Caller: Umm ... No, thanks. I'll call back
later.

6

Caller: I'd like to speak to one of your
guests, Silvia Perez. I think she’s in room
282,

Reception: Mrs Perez. ... That’s room 293.
I'll put you through. ... It's ringing for you.

Caller: Thank you.

68 | Listening scripts

1.2 Customer requests

Reception: Good evening, Hotel Sofia. How
can T help you?

Caller: Hello. We have a reservation for
tomorrow night, but we’ll probably arrive
late — after nine oclock. Could you hold
our room?

Reception: What name is it, please?

Caller: Carson. Mr and Mrs Carson.

Reception: Carson. Double room. That’s
fine, Mrs Carson. I've made a note of your
late arrival.

Caller: Also our young daughter is now
travelling with us. Could we have a child
bed, please?

Reception: Yes, of course. I'll arrange an
extra bed in your room. Can I help you
with anything else?

Caller: No, I don't think so ...

Reception: Are you arriving by car?

Caller: Oh ... Yes, we are.

Reception: Would you like to reserve a
parking space?

Caller: Yes, please.

Reception: Can I have your car
registration?

Caller: It's PRO7FCB.

Reception: Thank you. Is there anything
else?

Caller: No. Thanks for all your help.

Reception: You're welcome. We look
forward to seeing you tomorrow evening,.
Have a good trip.

UNIT 2
2.1 Giving information

Reception: Good morning, Hotel Grand
Marina. Can I help you?

Caller: Oh, hello ... We have a reservation
for tonight. Um ... How do you get from
the airport to the Grand Marina?

Reception: There’s a shuttle bus from the
airport direct to the hotel.

Caller: Oh, good. Where does it leave from?

Reception: The bus stop is just outside the
arrivals area, opposite the taxi rank.

Caller: Is there-a charge?

Reception: No. We offer a free airport
transfer to all our guests.

Caller: And how long does it take?

Reception: About 40 minutes,

Caller: Great. Um ... What about business
services? Is there a business centre?

Reception: Yes. It’s on the ground floor,
opposite reception. It’s open 24 hours.

Caller: OK. And I'd like to hire a car for a
few days. Can you help with that?

Reception: Yes ... Just come to the car rental
desk, next to reception, when you arrive
and we'll arrange that for you.

Caller: Just one more thing ... 'm meeting a
client this evening. Can you recommend a
restaurant near the hotel?

Reception: Mm ... I can recommend Gino’s
- in the same street. It's very good -
international cuisine. They have music on
the roof terrace above the restaurant, but
inside it’s quieL.

Caller: Great. Thanks for your help.

2.2 Services and facilities

The Sofia is a 5-star hotel located very near
the city centre, the indoor shopping mall
and the city’s main tourist attractions.

We have a 24-hour front desk with express
checkout, airport shuttle service and free
parking on site. There’s a business centre
and currency exchange, and a car rental and
tour desk in reception. There are lifts and
wheelchair access to all floors.

‘The 60 rooms all have air conditioning,
high-speed Internet access and pay-per-
view movies on TV. Bathrooms have a
separate bath tub and shower.

There’s an exercise gym and sauna on the
first floor ...

UNIT 3
3.1 Taking a room reservation

Reception: Good afternoon, Four Seasons
Hotel. Marek speaking. How can I help?

Caller: Oh, hello. I'd like to book
accommodation for a group of six, please.
We'll arrive on Sunday the 10th of May
and leave on the 15th of May.

Reception: Certainly. Did you say Sunday
the 10th? Saturday is the 10th and Sunday
is the 11th.

Caller: Oh, yes, of course! I mean Saturday
the 10th.

Reception: OK ... And what type of rooms
would you like?

Caller: Er, well, we need one double room,
one twin room and two single rooms.

Reception: Let me just check our
reservations. Umm ... Yes, that’s fine.



Caller: Good.

Reception: So one double, one twin and
two single rooms for five nights from the
10th of May to the 15th of May.

Caller: Yes, that’s right. What’s the price of
the rooms?

Reception: The double and twin room rate
is €200, and the single is €128.

Caller: That’s fine, thanks.

Reception: Can [ take your name, please?

Caller: Yeah. We're all from the Berlin Art
Society, but please make the reservation in
my name. Feinds. Peter Feinds.

Reception: Mr Peter .2 Er ... Could you
spell your name, please?

Caller: Yes, it’s P-E-T-E-R, F-A, sorry, F-E-
I-N-D-S.

Reception: F-E-I-N-D-S. Feinds ... And can
I have a contact number, please?

Caller: Er ... 07780 123 987. That’s my
mobile number.

Reception: Is that a German number?

Caller: Yes. I think you need to put 0048
before the number.

Reception: For Germany it’s 0049,

Caller: Oh, yes. You may be right.

Reception: Thank you, Mr Feinds.

Caller: We'll probably arrive late in the
evening, at about eleven oclock.

Reception: No problem! The door’s open
during the day until 10 p.m. After 10 p.m.
it’s locked, but just ring the bell.

Caller: Fine! We'll definitely be there by
midnight at the latest.

Reception: Could [ take a credit card
number to secure the reservation?

Caller: Yes, of course. ... Lets see ... It's 0998
4221 9898. The expiry date is 08/12.

Reception: And can you give me the three
security numbers on the back of the card,
too, please?

Caller: Oh, yes. It’s 345.

Reception: Thank you, Mr Feinds. If you
wish to cancel your reservation, you must
do so before the 9th of May. After that, the
full amount for one night will be deducted
from your credit card.

Caller: That’s fine.

Reception: Great. So ... We look forward to
seeing you on the 10th of May.

Caller: Thanks. Bye.

3.2 Changing and cancelling
reservations

1

Caller: ... So can 1 change my reservation?
We'd like another double room instead of
the twin, and an extra single room.

Reception: OK ... So you'd like two double
and three single rooms?

Caller: Yes, and we'd like to stay for an
extra night.

Reception: So you'd like to stay from the
10th to the 16th of May? Is that right?

Caller: Yes, that’s right.

Reception: Er .. Let me just check. Yes,
that’s fine, Mr Feinds.

Caller: Oh, that’s great! I'm sorry ...

2

Caller: ... I made a reservation for a family
room on the 2nd of June, but I'm afraid |
have to cancel it.

Reception: What was the name, please?

Caller: The room was booked in the name
of Marsh.

Reception: That’s fine.

Caller: Is there a charge for cancelling the
room?

Reception: No. No charge will be made.

Caller: Oh, good. Thanks.

Reception: Thanks for letting us know.

3

Caller: This is Jane Andrews from Platt
International. I'd like to change the
reservation I made yesterday.

Reception: Yes, Ms Andrews. What would
you like to change?

Caller: Instead of a single room for Mr
Olson, can we have a double? He's
bringing his wife. [ also need to give you a
different contact number.

Reception: OK.

Caller: It's 0046 7896 1744 09,

Reception: 0046 7896 1744 09,

Caller: That’s right. And Ms Wong won't be
coming. Her colleague, Ms Lee, will take
her place. Can you change the name,
please?

Reception: S0 a double for Olson and a
single for Lee.

Caller: That's right.

UNIT 4

4.1 Dealing with booking
enquiries

1

Reception: Good evening. The Globe Hotel.

Ivan speaking. How can 1 help?

Caller: Hi! I'm looking for a double room
tor the 8th of February. Do you have a
room available?

Reception: Er ... One moment, please ... 'm
just opening up the reservations screen.
Mm ... I'm sorry, we don't. We're fully
booked that night.

Caller: Oh, that’s too bad.

2

Caller: I'd like to book a double room for
two nights ... from ‘Thursday the 14th to
Saturday the 16th of February.

Reception: I'll just check for you. ... Er ...
I'm afraid we don’t have any double rooms
left for those dates. An international music
festival’s taking place in the city, and we're
very busy.

Caller: Oh ... Do you have a twin room
available?

Reception: I'm sorry, we don't ...

3

Caller: Hello ... I'd like to book a family
room for one week from Sunday the 17th
of February.

Reception: I'm sorry, but unfortunately, the
hotel’s closed that week for refurbishment.
We're decorating the restaurants and
lounge.

Caller: Oh, I see. Er ... Do you have a room
the following week?

Reception: 'm afraid not. The hotel’s
closing for three weeks on the 16th of
February. Were not reopening till Saturday
the 9th of March.

4

Reception: Good evening. The Globe
Restaurant.

Caller: Hi. I'd like to book a table for lunch
on Wednesday, please.

Reception: Just a moment, please. For how
many people?

Caller: Its for ten. My daughter’s
graduating from university that day.

Reception: Ah ... 'm sorry, but we're very
busy that day with a business conference ...
And there isn’t room for another ten in the
Globe Restaurant.

Caller: Oh, that’s a pity. We always enjoy
coming to the Globe. Can’t you squeeze us
in?

Reception: 'm really sorry, Madam, but we
only have room for two left.

5

Caller: I'd like to reserve a table for dinner
on Friday evening.

Restaurant: Certainly, sir. I'll just check
availability. How many is it for?

Caller: Just the two of us. Can we have a
table at the window with a view over the
harbour?

Restaurant: Let me see ... I'm afraid all the
tables with a view of the harbour are
reserved.

Caller: Oh ...
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4.2 Suggesting an alternative

1

Reception: ... You could try the Station
Hotel. They sometimes have a room
available.

Caller: Could you give me their number,
please?

Reception: Yes, of course. [t's 0049 .

2

Reception: ... I could offer you a family
room with a double and a single bed
instead.

Caller: Oh, yes. That would be fine. How
much is it?

Reception: We can let you have it for the
same price as a twin.

Caller: Good.

Reception: Can you give ...

3

Reception: ... Our partner hotel, the
International in Hightown, has rooms
available. I could give you their number.
I'm sure you'd be very comfortable there.

Caller: Oh, thanks, but we don’t like
Hightown.

Restaurant: [ understand. I'm very sorry we
can't help.

4

Restaurant: ... But how about the Terrace
Bar? We could set a table for ten people
there. We're offering a different menu in
the Terrace this week, but if you prefer, we
could offer you the menu from the Globe
Restaurant.

Caller: Hmm ...

Restaurant: For groups, we usually set a
table at one end.

Caller: Hmm ... I'm not sure. I'll think
about it ...

5

Restaurant: ... But I can still offer you a
table for two. We have a nice table in the
corner, overlooking the garden on the
other side.

Caller: OK, that’s fine. Can I reserve it for
eight oclock, please?

UNIT 5

5.1 Customer messages

1

My name is Mrs Pele. Do you have an
ensuite twin room for three nights from the
6th to the 9th of January? If so, please
reserve it for me and let me know by email,
My email address is yvonne.pele@wanadoo.es.
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2

Hello. It’s Peter Feinds here from Berlin.
need to change my booking again, I'm
afraid. I now need a third double plus three
single rooms for seven nights not six, from
the 10th of May. You have my email
address. Can you confirm as soon as
possible that you have the rooms available?
Thank you. Goodbye.

3

Good morning. It's Magda Kowlski from
Posnan. Could you check my booking dates
for next month and email me, please? I've
deleted your confirmation email. Thank
you.

4

Hello. I'd like to enquire about booking a
table for ten people at the restaurant on
Wednesday the 13th of July at 1 p.m. Could
you please email me at betty.lee@yahoo.
com?

5

Can you send me some information about
special events at the hotel? I'm planning a
wedding party for my daughter on the 25th
of June next year. Room availability, and
buffet and sit-down menus would be useful.
My name is Charles Fox, 62 The Avenue,
Manchester M32 4AN, UK. Many thanks.
Bye.

UNIT 6
6.1 Dealing with arrivals

Reception: Good morning, everyone, and
welcome,

Guests: Good morning./Hi.

Reception: I'm sure you're all tired after
your long flight.

Guests: Yes./Yeah,

Reception: We'll do our best to deal with
your reservations as quickly as possible.

Guests: Good./Fine.

Reception: Can you take a seat? And we'll
serve you with a welcome drink.

Guests: Thank you./Thanks.

Reception: We'll call your name when we're
ready to check you in.

Guests: Right./OK.

Reception: Could you have your passports
and accommodation vouchers ready?
Thank you for your patience. Mrs Lobo
and family, please ... OK. Can I have your
accommodation vouchers, please? ...
Thank you. Could you just check the
registration details are correct on this
printout? ... Your name and home
address ...

Mrs Lobo: Yes. They're fine.

Reception: The dates of your stay ...

Mrs Lobo: Yes - today’s the 22nd. And
we're here for three nights. So, departure
on the 25th ...

Reception: And your passport number ...
[Mrs Lobo: Yeah, that’s right.] Great. Just
sign here, please ... Thank you, Mrs Lobo.
And could you give me your passports?

Mrs Lobo: Sure.

Reception: You can collect them from
reception in the morning.

Mrs Lobo: OK.

Reception: OK. So, here’s your key card.
Your room number is 251 - on the second
floor.

Mrs Lobo: Thanks.

Reception: The porter will take your
luggage to your room. Enjoy your stay
with us.

6.2 When and where?

1

Mr Brown: Good morning. My name’s
Brown. I'm here for the conference. | have
a reservation for a single room for four
nights.

Reception: Good morning, sir. ... Yes, here
we are. Could you just check the details
and sign at the bottom? The account will
be sent to your company.

Mr Brown: That’s right.

Reception: Here's your key card. Room 643.

Mr Brown: Thanks. Er ... What time’s
breakfast?

Reception: Breakfast is served in the first
floor restaurant from 7.30 to 10.00 a.m.

Mr Brown: Is the business centre open in
the evenings?

Reception: Yes, It's open 24 hours.

Mr Brown: And where’s the fitness centre?

Reception: Take the lift to the top floor ...

2

Reception: .. We don't have any ground
floor guest rooms, but with the large lift
I'm sure Mrs Hobbs will manage.

Mr Hobbs: OK. Er ... Where can we have
dinner?

Reception: Dinner is served in the ground
floor Terrace Restaurant, from 7.00 to
9.30 p.m.

Mr Hobbs: Fine. And what time does the
currency exchange desk open?

Reception: 9.00 a.m.

Mr Hobbs: I'd like to buy a map of the area.

Reception: Here's a small street plan. You
can buy a city map in the hotel shop.

Mr Hobbs: Thanks. When can we have our
passports back?



Reception: You can collect them from
reception in the morning.

UNIT 7
7.1 Problems at check-in

1

Reception: Good morning. Can 1 help you?

Woman: Yes .. We have a reservation.

Reception: What name is it, please?

Woman: Johnson.

Reception: I'm afraid your room isn’t ready
for you yet, Mrs Johnson.

Woman: Oh. We're really tired. We didn’t
sleep on the plane. When will it be ready?

Reception: Well, most of the rooms are
usually serviced by two oclock and then
we can check guests in.

Woman: That’s not for another two hours!

Reception: You're very welcome to take a
seat here in reception. Would you like tea
or coffee? Or do you want to leave your
luggage behind the desk and go and have
lunch?

Woman: Yes, yes. That’s a good idea. We'll
do that.

Reception: The porter will take care of your
luggage and T'l] ask housekeeping to
inform me as soon as your room is ready.

Woman: Thank you ...

2

Reception: ... I'm really sorry, but we're
overbooked tonight. We haven't got a free
room. I've reserved a room for you at our
partner hotel a few minutes away from
here,

Man: I'm not happy about this .. We
booked our room several weeks ago.

Reception: I'm very sorry. It happens
occasionally. T can get a taxi to take you
straightaway and I've asked for
complimentary wine and fruit for your
room, Sir ...

3

Reception: ... We don’t seem to have your
reservation.

Man: Well, you sent an email confirmation
last week.

Reception: Could T see the email, please?
Ah, [ see what's happened. You're actually
in the wrong hotel. You want the Plaza
Hotel. This is the Park Plaza. T'll get a taxi
for you. It’s not far from here ...

4

Reception: ... Er ... Did you pre-book
parking?

Woman: No, we didn't. T forgot about that,

Reception: I'm afraid we don't have a
parking space tonight.

Woman: Oh ... What's the best thing to do?

Reception: You can park in the public car
park just opposite. Would you like help
with your luggage? You can leave it at
reception while you park.

Woman: Um ... T think we can manage,
thank you.

Reception: We've got spaces tomorrow. I'l]
book one for you ...

7.2 Dealing with special needs

1

Woman: ... When we booked, we requested
a room and bathroom with wheelchair
access.

Reception: Yes. I've got your request here. If
there’s a problem with your room, just
contact me.

Woman: Thank you. What about access to
the restaurant and bar?

Reception: That’s fine. You can use the lift
to all floors. There’s a short ramp down to
the restaurant ...

2

Man: ... Do you have a double room
available for two nights?

Reception: Yes, we do.

Man: Oh, good. Can T just check with you?
I have an allergy to cigarette smoke.

Reception: Don't worry. The hotel is
completely smoke-free since our
refurbishment last year.

Man: Good. What about the pillows? Are
they allergy-tested?

Reception: Ah ... possibly not. T can ask
someone from housekeeping about
alternatives for you.

Man: Right. OK. I'd like to check in then ...

3

Woman: ... and an adjoining room for the
children? That’s great. And could we have
a crib in the double for the baby?

Reception: Yes, of course. T'll ask
housekeeping to arrange that for you. Is
there anything else?

Woman: Is there a high chair in the dining
room?

Reception: Yes. Just ask the waiter when
you arrive for your meal.

Woman: What about a children’s menu?
Oh, and T'd like hot water for the baby’s
bottle.

Reception: Breakfast is a buflet. And yes,
there are children’s menus for both lunch
and dinner. Just ask any of the serving staff
about hot water. They’ll be pleased to help
you ...

UNIT 8

8.1 How things work

1

Reception: Can I help you?

Woman: I can't get into my room. The key
card doesn’t seem to work.

Reception: Mmm ... Are you putting it into
the slot correctly, with the arrow facing
you and pointing down?

Woman: I think so. The door handle just
won't turn.

Reception: When you insert the card, a
little green light shows on the lock. Take
the card out and turn the handle to open
the door.

Woman: [ didn’t see a light. Do [ have the
correct key card?

Reception: I'll ask one of the porters to
come up with you. ... Tony, can you help
this lady ...

2

Reception: ... Hello, reception.

Man: This is room 323. I've just got into my
room but none of the lights work.

Reception: Ah .. Have you got your key
card?

Man: Yes.

Reception: The control switch is just inside
the door of your room, on the wall. Put
your card into the slot there.

Man: Ah! Wonderful. Thank you so much.

Reception: Don’t remove the card until you
leave the room ...

3

Woman: ... Reception?

Reception: Yes, Luca speaking. How can |
help you?

Woman: This is 531. Qur room is very hot
and stuffy and we can’t open the windows.

Reception: Um, the windows don't open,
I'm afraid, because of security. Have you
got the remote control to switch the air
conditioning on?

Woman: Only the TV one.

Reception: It's the same remote. Can you
see an on/off button with an air con
symbol?

Woman: Ah ... yes.

Reception: Point the remote at the air
conditioning unit and press.

Woman: Great. It’s on. Thank you.

Reception: Use the plus or minus buttons
to set the temperature.

Woman: Thanks very much ...
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4

Man: ... Hello. Can you tell me how to
change the bath tap so I can have a
shower?

Reception: Of course. Just pull up the silver
knob on top of the bath tap.

Man: Pull up? That sounds straightforward.
Thanks.

Reception: No problem ...

5

Woman: ... [ve tried and tried to make the
safe deposit box work, but it won't lock.

Reception: Right, let’s try together.

Woman: OK, I'm ready.

Reception: Put your valuables into the box.

Woman: Right, they're in.

Reception: Then close the door and enter
any 4-digit code by pressing the buttons
on the door.

Woman: Right ... And Uve turned the knob.

Reception: No, not yet.

Woman: Ah ..

Reception: Enter the code. Then turn the
little knob and enter the same code again.

Woman: Right, yes. I heard it lock.

Reception: Good. To unlock, just key in the
code.

Woman: Brilliant. Thank you so much.

Reception: You're welcome.

8.2 Small talk

1

Reception: How was your journey?

Guest: It was very straightforward, thanks.
No hold-ups at all.

2

Reception: Did you find us OK?

Guest: Well, the one-way system in the city
centre is a bit confusing.

3
Reception: Is this your first time in Spain?
Guest: No. We visited the north last vear.

4

Reception: Did you enjoy the trip to the
castle?

Guest: Yes, thanks. It was very interesting.

5

Reception: Have you had a nice evening?

Guest: Yes, very nice. We had a meal in the
old town.

6

Reception: The river trips are a really good
day out.

Guest: Are they? We'll book one for later in
the week.

72 | Listening scripts

7

Reception: Have you visited the old quarter
yet?

Guest: Not yet. We're planning to eat there
this evening.

8
Reception: It's a beautiful morning, isn’t it?
Guest: Yes, so we're off for a long walk.

9

Guest: What's the weather going to be like
today?

Reception: I'm afraid the forecast isn’t very
good.

UNIT 9
9.1 A busy night in the bar

Mario: Good evening.

Man 1: Hi. We're eating in the restaurant
later. Table’s in the name of Moss. Can we
start a tab behind the bar?

Mario: Yes. That’s fine. Er ... What can [ get
you?

Man 1: We'll have a bottle of champagne,
please. There are six of us.

Mario: OK. I'll get that right away. ... Stef ...
Can I have a bottle of champagne ... and
an ice bucket and six flutes.

Stef: OK, Mario. ... Er ... Who ordered this?
Did you say six glasses?

Mario: Yes, six. It’s for the group on the
terrace. They want to start a tab.

Stef: OK ...

Woman: ... Excuse me. Where are the
toilets?

Mario: Just down the stairs on the right.

Woman: Thanks ...

Man 2: ... Can we order drinks at the bar?

Mario: Er ... Take a seat and I'll send the
waitress over to you.

Man 2: OK. Thanks ...

Mario: Stef, can you take the order for the
couple over there? [Stef: Sure.] The group
in the corner are very noisy. I've had
complaints, so 'm going to talk to them.

Stef: OK ...

Mario: Hi guys. We've had complaints from
the other customers. I need to ask you to
calm down,

Men: No./Yeah./You must be joking!/We
need some more beers.

Mario: I think it’s time for some fresh air,
eh? You've had enough.

Man 3: What about our beers?

Mario: I can't serve you any more drinks.
It’s time 1o go.

Man 4: You can’t make us.

Mario: Come on. I don’t want to call
security. You've got five minutes to
drink up.

Men: OK./Whatever.

Mario: Thanks. ... Er ... Stef. Can you serve
that group who've just come in? Will you
check their ID? They don't look 18.

Stef: OK ... Hello. What can T get you?

Girl: Two Bacardi Breezers — one pineapple
and one coconut and two large beers,
please.

Stef: So that’s one pineapple Breezer and
one coconut and two large beers. Is that
right?

Girl: Yes,

Stef: Do you have ID?

Girl: Mmm ... Maybe I'll have a Coke. What
other soft drinks have you got?

9.2 Drinks at the table

Server: Here are the menus and the wine
list. Can [ get you an aperitif?

Woman: A glass of chilled white wine for
me, please. What's the house white?

Server: It’s a pinot grigio, madam,

Woman: Where’s it from?

Server: From Italy.

Woman: Good. A glass of that for me.

Man: I'll have a whisky sour.

Server: Thank you ...

Server: ... Would you like to order any wine
with your meal?

Man: Um ... yes. Let’s see. You have a lot of
New World wines on your wine list. Can
you recommend the Chilean Merlot?

Server: It’s a full-bodied wine, maybe not so
dry as the French, but excellent value.

Man: Er. Er ... no, we'll have a bottle of the
Bordeaux.

Server: A very good choice, sir.

Man: Make sure it’s room temperature.

Server: Of course, sir ...

Server: .. Would you like to try the wine?

Man: Er ... yes. Huh ... Mmm ... This wine's
corked.

Waiter: Corked, sir? I do apologize. I'll
replace it at once.

Man: Thank you.

Woman: Could we have a bottle of mineral
water too, please?

Server: Still or sparkling.

Woman: Er, still ...

Server: ... Would you like anything to drink
with your desserts?

Man: Mmm. Yes. Can you recommend a
dessert wine?

Server: The Royal Tokaji is very popular.

Man: Good ... We'll have a half-bottle ...



Woman: ... That was lovely. Thank you. Yes,
I'd love a coffee too.

Server: Would you like a liqueur with your
coftee?

Woman: Mmm. A Grand Marnier, please.

Man: A large single malt for me. Have you
got a Highland Park?

Server: I think so, sir. I'll double-check with
the bar ...

UNIT 10
10.1 Are you ready to order?

Waiter: Are you ready to order?

Man: Yes, please. Er .. What's the soup of
the day?

Waiter: It's cream of asparagus.

Woman: Right, T'll have that, please, for my
starter.

Man: What's in the seafood salad? Are there
any nuts in it?

Waiter: No, sir. It doesn't contain any nuts.
It consists of a selection of different types
of seafood on a green salad.

Man: Um ... No, I'll have the goat’s cheese
tart. Er .. What can you recommend for
the main course?

Waiter: The sea bass is fresh in today and
our steaks are very popular.

Man: Mmm ... What's in the salsa?

Waiter: [t's made from onions, tomato and
mango with some chillies.

Man: OK.

Woman: ['ll have the mushroom risotto,
please.

Man: And I'll have the sea bass.

Waiter: So that’s one soup, one goat’s cheese
and red onion tart, one mushroom risotto
and one sea bass with mango salsa. Thank
you very much ...

Waiter: ... Is everything all right with your
meal?

Man: Fine, thanks. Could we have another
bottle of the Chardonnay?

Woman: And a little more bread, please.

Waiter: Certainly. I'll get you some ...

Waiter: ... Have you finished, madam?

Woman: Yes, thanks. ['ve had enough. That
was lovely.

Man: We'd like to see the dessert menu,

Waiter: Of course, sir. I'll get you one right
away. Would you like more wine?

10.2 Dessert and coffee

Waiter: Have you decided on dessert?

Girl/Boy: Ice cream for me. /And me!

Waiter: We've got vanilla, chocolate,
pistachio and mango sorbet, which is a
sort of water ice.

Girl: Sorbet, please.

Boy: Can I have chocolate and pistachio?

Woman: OK. What's the fruit compote,
please?

Waiter: It's a mix of stewed fruits. You can
have it with cream or ice cream.

Woman: Oh ... yes. I'll have the compote
with cream, please.

Waiter: Anything for you, sir?

Man: Er ... [ think I'll have the selection of
cheeses.

Waiter: Right, sir. I'll bring the cheeseboard
for you to choose. Two ice creams, one
fruit compote with cream and the
cheeseboard. Thank you ...

Man: ... What's the creamy blue cheese?

Waiter: That’s Dolcelatte, from Italy.

Man: Yes, I'll have a little of the Dolcelatte,
please. Um ... and a slice of the Brie.

Waiter: OK ... Anything else?

Man: What’s this one?

Waiter: That's Manchego, from Spain. It's a
sheep’s milk cheese. Quite strong,

Man: A slice of that too, please. Thank
you ...

Waiter: ... Can I get you coffee?

Woman: Yes, please. Just a regular black
coffee for me.

Waiter: One Americano.

Boy: Er ... 1 like milky coffee.

Waiter: One latte.

Man: A small strong coffee, please.

Waiter: One espresso.

Woman: And Julia, you like the frothy milk
on top, don't you?

Girl: Mmm ... a cappuccino, please.

Waiter: Thank you ...

UNIT 11
11.1 Advising tourists

Woman: ... Er ... Could you recommend
something musical for Saturday evening?
Reception: The concert season has finished
- until September — but what about the

opera or the English theatre?

Man: Hmm ... The opera is usually
expensive ...

Reception: Well, the opera is more
expensive than the theatre, but the prices
are reasonable here. You can ask the
concierge to help you with tickets.

Man: OK. Er .. What about today? Which is
more interesting, the Folk Museum or the
Local History Museum?

Reception: Well, they're different. The Folk
Museum is more traditional than the
Local. It tells the story of life here in the
Middle Ages - farming and early

industries. The Local History Museum is
more up to date and has a big section on
present-day life in the region.

Man: Ah.

Reception: | think the most interesting
museum is the National Museum. It covers
the longest period in history, back to pre-
Roman times. Also, part of it is now a
Modern Art Gallery.

Woman: Um ... maybe that’s the best one
for us. We love history and art. Is it near
the cathedral?

Reception: Yes. The cathedral is definitely
waorth a visit too. It's not so old as some of
the churches but it's certainly more
beautiful. The area around the cathedral is
the oldest part of the city. It’s full of
history.

Woman: Oh, yeah, we'll definitely go there.

Reception: Anather thing that might
interest you is the history walks. They
leave from the cathedral square every
morning at 10.30. They’re more
informative than a guidebook. Some of
them cover the archaeology of the region
too.

Man: That’s a good idea. We could do that
this morning.

Woman: Which is the best area for
restaurants and bars?

Reception: The main tourist places are all
around the cathedral, but if you walk a
little further, towards the park, the food is
as good as in the cathedral square and
cheaper. There are lots of bars near the
park too ...

11.2 Things to do in Granada

Reception: Good morning. How can I help
you?

Woman: Have you got a street map of the
city?

Reception: Yes. Here you are. The hotel’s
just here. Wherere you going today?

Woman: Well, we're here for the week. We
thought we'd start this morning with a
visit to the Alhambra.

Reception: Oh, yes. Everybody visits the
Alhambra. It's now one of our World
Heritage sites.

Woman: Yes, I'm really looking forward to
all that wonderful Islamic architecture.
Also, we'd like to visit the gardens.

Reception: You'll want to spend most of the
day there, and in the Generalife. The
gardens are lovely.

Woman: Mmm. Then maybe tomorrow
we'll explore the city and do a little
shopping. Is there any special area?
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Reception: Well the Albaicin is a
fascinating quarter. It’s the remaining old
Arabic part of the city - lots of winding
alleys, squares and terraces, and artisan
shops. And try some of the tapas bars.

Man: Sounds good. We could have lunch
there tomorrow.

Reception: Another day, you could go to
the city centre where most of the shops
and museums are.

Man: Thanks for your advice. What about
some local culture one evening? We'd like
to see some flamenco.

Reception: There are lots of places to see
that. You can go to the caves in
Sacromonte where the flamenco gypsy
music originated. The hotel arranges
evenings there if youre interested.

Man: Mm ... And what about trips outside
the city?

Reception: Just ask at the tour desk. I'm
sure you'd enjoy a day in the mountains of
the Sierra Nevada. There are lots of hiking
trails ...

UNIT 12

12.1 Giving advice about
local travel

1

Guest: We'd like to go across to the island
for a day. Could you tell us how to get
there?

Reception: Er, yes. It would be a good idea
to go on one of the organized cruises from
the harbour. They sail every day at half
past nine.

Guest: Mm ... How much time would we
have on the island?

Reception: About an hour.

Guest: Mm ... We'd really like to have longer
than that - we enjoy walking.

Reception: Well, why not take the ferry
from the jetty near the market square?
There are ferries at 7.30 and 11.00 and
they return at 3.30 and 6.00 in the
evening. You can get to the jetty on foot
from here,

Guest: Is there anywhere to eat on the
island?

Reception: There’s a small café, but I'd
recommend taking a packed lunch from
the hotel.

Guest: Thanks. Good idea ...

2

Guest: ... What's the best way to get to the
city centre?

Reception: Well, you can take the
underground to Central Station. There’s an
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underground station five minutes’ walk
from the hotel. Or ... er ... You could take
the 14 bus all the way from the end of the
road - takes a bit longer, but it’s an
interesting route.

Guest: Thanks. Do you have a map of the
city?

Reception: Yes, of course. Here you are. ...
Um ... Heres the hotel ... and here’s the
underground station.

Guest: Er ... We'd like to visit some art
galleries. Maybe the National Gallery. Is
there any parking there?

Reception: No, there’s no parking at the
gallery, and the roads through the city are
very congested. Why don’t you leave your
car here and use public transport? It’s
much more convenient.

Guest: OK.

Reception: Your best option is to take bus
number 42 from Central Station to the
gallery ... But avoid travelling between 3.00
and 5.00 in the afternoon when the traffic
is very heavy.

Guest: Thanks ...

3

Guest: ... We're thinking of going to
Hampton Court tomorrow - can we drive?

Reception: In my opinion, the best way to
get to Hampton Court is by riverboat. You
can get the boat at Westminster Pier.

Guest: Mm ... I'd like that. How long does it
take?

Reception: [ think about three hours.

Guest: Oh ... that’s quite long.

Reception: Well, you could take the train
from Waterloo. Trains go every 30
minutes.

Guest: Hm ...

Reception: Well, how about taking the
underground to Richmond, then the boat?
The boat takes about an hour from there.

Guest: That would be good.

Reception: Take the District line to
Richmond then change to the boat ...

12.2 Giving advice about tickets

1

Guest: Can we buy tickets on the ferry?

Reception: At this time of year, I'd strongly
recommend getting your tickets in
advance. If you let me know which day
you want to go, I can reserve them for you.

Guest: Great. Thanks.

2

Guest: ... And where can we get the bus
tickets?

Reception: Your best option is to buy a
strip of ten tickets. It's much cheaper. You

can buy them at the ticket machine at the
bus stop. When you get onto the bus,
stamp one ticket in the machine by the
door.

3

Reception: Have you thought about buying
an Octopus Card? You can travel with it
on the MTR - that’s the metro system here
in Hong Kong - and all other forms of
public transport. The basic card costs
$150, that's $50 deposit and $100 credit for
travel. Any unused credit and the deposit
are refundable. Or you can keep the card
for your next trip. It's valid for three years.

Guest: And can I top up the card?

Reception: Yes, you can use the Add Value
machines for cash in any MTR station or
go to the customer service desk.

4

Reception: If you want to travel in
Hamburg for one week or longer, your
best option is to get a travel card.

Guest: s that for the buses?

Reception: You can use it on all forms of
public transport ... the S-bahn - that’s the
suburban lines, the U-bahn — that’s the
subway, ... buses ... and the ferries in the
harbour and on the river Elbe.

Guest: Where can I get the card?

Reception: You have to go to the
Hauptbahnhof - that’s the central railway
station. Get some passport photos from
the machine and then buy your card at the
information office in the central
concourse. The price you pay depends on
how long you want the card for and how
many zones it covers.

UNIT 13

13.1 Giving directions inside
the hotel

1

Reception: Here are your keys, You can
take the lift to the third floor. Just walk
across the reception area and past the
shop. The lifts are on the right.

Guest: And .. er ... Can you tell me how to
get to the swimming pool, please?

Reception: Of course. It’s in the basement.
Go down the stairs, along the corridor and
then into the changing rooms on the right.

Guest: Thanks. And the fitness centre?

Reception: Yes .. It’'s also in the basement,
You can either walk through the changing
rooms to a blue door, which will take you
into the fitness centre ... Or continue along
the corridor, past the changing rooms and
take the next door on the right.



2

Customer: | called earlier about conference
rooms.

Reception: Oh, yes ... That’s right.

Customer: Could I see the rooms, please?

Reception: Yes, certainly. It's this way. ...
Along this corridor opposite the entrance
.. Follow the sign for the business centre.
Then ... This is the main conference room
on the left.

Customer: Mm! It’s a nice big room.

Reception: Yes, it is. And we can arrange
the tables and chairs as you'd like them.

Customer: That’s fine.

Reception: If we go through the conference
room to the other side, we can have a look
at the two small breakout rooms.

Customer: Mm ... These look fine.

Reception: On a warm day, it's nice to go
out onto the terrace. You can go up the
steps to the rose garden. From there you
can go straight on, then round the hotel to
the car park.

Customer: Yeah - it'd be good to go outside
at lunch time. OK ... And what about
toilets?

Reception: As you come out of the
conference room, they're on the left.

Customer: That’s fine. Now, I'd like to
discuss meals, etcetera.

Reception: Of course, sir. If we go back to
reception, I can show you menus and ...

13.2 Giving directions to
places outside the hotel

1

When you leave the hotel, turn left and go
down Main Street past the church. Continue
across Market Square until you come to the
post office. Go along High Street to the
right of the post office. You'll go past some
very nice art shops and tearooms. Before
the road turns left, you'll see it on your
right. There are some good views of the
river trom the top floor.

2

Turn left outside the hotel and drive down
Main Street. Turn right into Bridge Street
and drive across the river. Take the second
road on your left. You'll see the new school
on your right, Continue until you come to
the car park. Leave your car there and walk
a few metres to the beach. You'll see it at the
end of the beach.

3

Walk down Main Street and across Market
Square. Then go along King Street. You'll go
past the town hall on your right and then

the library on your left. Walk round the
library and onto a narrow footpath. Follow
the path along the coast until you see it. It
shouldn’t take you longer than 20 minutes.
From there, you can walk back to town
along a wide track to Mill Road. You can
see the new wind turbine on your right.
Turn left and you're back in Market Square.

4

Walk down Main Street past the church.
Turn right into Bridge Street and walk
across the river on the old bridge. There are
some old cottages on the left. Continue
along the road until you see it on your right.
Take the footpath from the road. It’s nice to
go there in the evening. You can see the
whole town and the lights from the harbour.

UNIT 14
14.1 We’re here to help you

1

Woman: Hello, reception? We need some
more toiletries in the bathroom - were
out of shampoo.

Reception: No problem. I'll ask
housekeeping to put some in your room.
Woman: Can you help with a couple other

things?

Reception: Yes, of course ...

Woman: We fly home tomorrow so we need
to get up real early.

Reception: I'll book a wake-up call for you
now. What time would you like to be
called?

Woman: Airport check-in is at 6.30 a.m. so
[ guess we need a call at five.

Reception: 5 a.m. Room 352. Right, thats
logged for you.

Woman: Great. Thanks. Er ... And we need
a babysitter this evening — someone to sit
with the children a couple hours while we
go to the conference reception.

Reception: OK. I'll see if we've someone
available. What time would you like ...

2

Man: Hello, the Queens Hotel?

Reception: Yes, Tom speaking,

Man: We have a reservation tonight. Were
just coming up the motorway from
London and we need directions to the
hotel.

Reception: Right. You need to come off the
motorway at exit 33. At the roundabout, at
the end of the slip road, turn left onto the
A69. The hotel is just 2 kilometres along
that road ... on the right.

Man: Great. Thanks. Do we need to get a
parking permit from reception?

Reception: No, but you'll need a card to get
out of the car park in the morning. You'll
get that when you check in. Is there
anything else T can help you with? ..

3

Guest: Hi, this is Mrs Wong in room 342.
My daughter’s party dress needs pressing
urgently.

Reception: No problem, Mrs Wong. I'll
send someone up to your room. The dress
will be back with you by four this
afternoon.

Guest: And the bathroom towels need
changing. The children dropped them in
the bath by accident.

Reception: That's OK. I'll ask housekeeping
to bring you some fresh towels.

14.2 Customer care and
customer service

Woman: ... This afternoon we're going to
look at customer care in the hospitality
industry. Please feel {ree to comment or
ask a question at any time. OK? Right. The
hospitality industry is all about the
customer. A business can only succeed if
management put the customer first.

Students: Mmm./Yeah.

Woman: So a business must try to meet and
even exceed customer needs and
expectations in everything they do. A
successful business is always working to
improve customer service ...

Student 1: But there must be lots of
different levels of service ...

Woman: Yes. There are many differences in
type and level of customer care provided.
A 5-star hotel has a porter service, but a
3-star doesn’t. Customers at a 5-star expect
this. They're paying more for this kind of
service.

Student 2: Does that mean that the care in
a 3-star isn’t as good?

Woman: No, not at all. The basic customer
care should be as good, but the level of
service is different. Customers at 3-star
hotels are mainly business travellers
during the week, who don’'t have much
luggage. Leisure travellers at the weekend
are on a budget and would rather pay less
for their room and only have basic
services.

Student 2: Ah ..

‘Woman: Also, the needs of different
customers are very important. Er ... You
may be dealing with individual guests,
groups, business travellers, er ... families,
or VIPs. Guests may have specific needs
because of disability or diet ...
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Student 1: And people from different
countries.

Woman: Exactly. They may be from
different cultures and speak a different
language. Your training encourages close
teamwork with management and
colleagues. So whoever your customer is
or wherever they come from, you give
good service. OK? Your aim is to exceed
customer expectations at all times.

Student 3: Why is it so important when
guests just come and go?

Woman: Well ... A satisfied customer will
come back. And they’ll recommend the
hotel to new customers. It'll be good for
public image and sales will rise. And most
important, for you, the hotel will be a
better place to work in.

UNIT 15
15.1 This is unacceptable

Woman: Could you see if our rooms are
ready? We've been here for two hours.

Reception: Of course. I'll check if
housekeeping has finished servicing your
rooms yet. Have we offered you
refreshments?

Woman: Yes, thanks. We've already had
coffee ... But we're exhausted. We've had a
long flight plus a three-hour coach transfer
from the airport.

Reception: I understand. I'll speak to
housekeeping straightaway. ... They haven't
finished yet, I'm afraid. Your rooms won't
be ready for another two hours.
Housekeeping is short-staffed today.

Woman: This is not acceptable. Could I
speak to the hotel manager?

Reception: Of course. I'll page the duty
manager for you. ... Mr Rossi to reception,
please.

Manager: .. What seems to be the problem?

Woman: I want to complain about the delay
in checking into our rooms. We've been
here for more than two hours.

Manager: Right. Paola, will you check the
situation with housekeeping?

Reception: I've just checked with them, Mr
Rossi. It's going to be another two hours
before the rooms are ready.

Woman: We've had a 12-hour flight plus
three hours on the coach with no sleep.

Manager: Mmm ... That’s not good.

Woman: The travel company has
transferred us with no tour representative
or information. We don’t know where we
are in the resort, we're tired and hungry
and we want to check into our rooms.
What can you do to help us?
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Manager: I'm afraid that when the hotel’s
fully booked in high season we do need
several hours for the changeover of guests.

Woman: We shouldn’t have to wait for
more than four hours before we can check
in. This really is unacceptable.

Manager: You're quite right,

Woman: We need a shower, sleep and we
haven't eaten since yesterday evening,

Manager: 1 do understand. I'm very sorry
that you've had to wait. I'm sure we can do
something to make your wait easier.

Woman: At last, some service,

Manager: You can leave your luggage here
behind the reception desk. The
receptionist will give you a key to our
courtesy room on the ground floor. You
can freshen up there.

Woman: Good.

Manager: Then go into the restaurant or
relax in the garden. The waiter will come
and take your drinks order. I'll ask the
kitchen if they can provide a late lunch
menu for you.

Woman: Thank you.

Manager: We'll put together an information
pack for you about the town and the
surrounding area so that you can start
planning your week. And I'll speak to
housekeeping now and ask them to make
your rooms a priority.

Woman: Thank you ...

15.2 I’'m really very sorry
i

A: Our room hasn’t been serviced yet today.
B: Oh, I'm sorry. T'1l ask housekeeping to do
it now.

2

A: The people in the room next door played
loud music all night.

B: I'm very sorry. I'll speak to them about it.
Let reception know if it continues tonight.

3

A: 'The Internet connection isn't very good.
It keeps disconnecting.

B: Mmm ... 'm sorry about that. I'll ask
maintenance to come and check your
connection.

4

A: The traffic noise kept us awake all night.

B: I'm sorry. Would you like me to try and
change you to a.room away from the road?

5

A: We've been waiting 25 minutes for our
drinks.

B: I do apologize. I'll bring them
straightaway.

6

A: 'This fish is really undercooked. It’s still
frozen in the middle.

B: You're right. 'm really sorry. I'll veturn it
to the kitchen and tell Chef,

7

A: This glass is dirty. There’s a lipstick mark
on it.

B: [ do apologize. I'll get you a fresh glass.

8

A: Our bathroom tap is constantly dripping.

B: I'm sorry. That’s very annoying. I'll
arrange for maintenance to fix it.

UNIT 16
16.1 Sorry, it’s our mistake

Man: There’s been a mistake with our room
allocation.

Reception: Er ... Could you explain exactly
what the problem is?

Man: Well. We seem to have the wrong
rooms.

Reception: Oh! Can you tell me what type
of rooms you booked?

Man: We booked adjoining rooms with
disabled facilities.

Reception: Hm ... And haven’t we given you
those?

Man: No. They aren't adjoining and neither
of the rooms is fitted for disability.

Reception: I do apologize.

Woman: Also we asked for a balcony with a
sea view. The rooms you've given us
overlook the street at the back of the hotel.
We really can’t manage with these rooms.

Reception: I understand how you feel. I'll
look into this at once. I'm sure we can find
a solution. Can | have your name?

Man: Johnson.

Reception: Can you tell me what number
rooms we've given you?

Man: Er ... 345 and 347.

Reception: Do you remember who checked
you in?

Man: Er .. Sorry ...

Reception: That’s fine. Could you take a
seat for a moment? I'll check what's
happened and come back to you
straightaway ...

Reception: ... I'm so sorry again about this.
It’s our mistake. I've sorted everything out.

Woman: Thank you.

Reception: A mistake was made when you
checked in. We confused your name with
the Jonsson family from Sweden - J-O-N-
§-S-O-N.

Woman: Oh! Do you know if the other
family has arrived?



Reception: Fortunately, they haven't
checked in yet. The porter will come up
with you now and transfer your luggage to
the correct rooms.

Man: Good. Thank you.

Reception: And please accept a
complimentary dinner in the restaurant to
make up for the inconvenience.

Man: Thank you.

16.2 I’m sure we can sort
something out

1

Reception: You seem upset, madam. Can I
help?

Woman: Our flight's been cancelled. They
can't get us on another flight until
‘Thursday. We've nowhere to stay. And |
have to be back at work on Tuesday.

Reception: Try not to worry. I'm sure we
can sort something out. Could you just tell
me again what's happened?

Woman: Our flight back to LA tomorrow
morning has been cancelled. There are no
seats available on any flight until Thursday.

Reception: Shall I see if we have a room
available for the next two nights?

Woman: Oh, yes, if you can.

Reception: OK. I'll see to it straightaway.

Woman: Thanks.

Reception: You know our Internet service is
free. You could email your office and
explain what's happened. The terminals
are just over there.

Woman: That’s a good idea. I'll do that now.
Thank you ...

2

Waitress: Good evening, sir.

Man: A table for six. In the name of Cecchi.
Waitress: Cecchi? Yes. Er ... your table’s not
quite ready yet. Would you like to come
through to the bar and T'll take your

drinks order?

Man: We did book for eight thirty. We'd like
to eat as soon as possible.

Waitress: Of course, sir, [ quite understand.
I'm sure your table won't be long.

Man: [ hope not.

Waitress: I'll bring some menus through to
you in the bar. We can take your order
from there.

Man: Very well ...

Waitress: ... Please accept a complimentary
champagne cocktail as an apology for the
delay.

Man: Oh ... Very nice.

Waitress: Here are the menus and the wine
list. I'll come back in a few minutes and take
your order. The specials of the day are ...

UNIT 17
17.1 Lost property
1

Woman: ... Our luggage hasn’t arrived. We
waited ages at the baggage carousel. Then
ground staff advised us to register the
cases with the airline as lost.

Reception: Oh. I'm sorry to hear that. Are
the cases labelled?

Woman: Oh, yes. They're clearly labelled. If
they find the luggage this evening, they’ll
send it to the hotel.

Reception: Can I help? I could contact the
airport for an update. Give me the
reference number for the bags and I'll call
them for you.

Woman: No, it’s OK. They have my mobile
number. They'd call if they had any
information,

Reception: Yes, you're right.

Weoman: It's very frustrating. I only have my
handbag. If the shops were still open, we'd
be able to buy a few things.

Reception: There’s a local store that’s open
till seven. But ... er ... Don't buy anything
unless it's urgent. Your bags will probably
turn up later. If you ask your tour rep,
she'll advise you. Suraya will be here in 20
minutes for your welcome meeting.

Woman: OK. We'll go and freshen up
before then.

Reception: Let’s hope your luggage arrives
tonight.

Woman: | hope so ...

2

Reception: .. When did you last see it?

Man: At passport control. I've lost it
somewhere between passport control and
here.

Reception: Mm ... Have you checked all
your belongings?

Man: Yeah. I've looked everywhere.

Reception: Maybe it’s on the coach. The
driver will contact the hotel if he finds it.

Man: Mm ... that’s possible.

Reception: Perhaps it fell out of your
rucksack. The zip is open.

Man: Oh, you're right. I wonder how long
that’s been open. Maybe someone took it.

Reception: If staff at the airport find it,
theyll contact lost property.

Man: If T spoke Turkish, I'd call them.

Reception: 1 can call them for you.

Man: Thanks.

Reception: If they don’t have it, the best
thing will be to contact your consulate.

Man: Yes. I'll contact the consulate if lost
property hasn't got it. .. Ahl .. I changed
some money at the airport. I left my

passport on the bank counter. That's it. I'm
sure that's what I did ...

17.2 Can you call a doctor?

Woman: Hello, reception?

Reception: Yes, Louise speaking.

Woman: My husband needs a doctor. He
collapsed when we arrived back in our
room. His chest is hurting.

Reception: Is that Mrs Yamamoto in room
256%

Woman: Yes, yes. Please hurry,

Reception: I'll call the doctor right away.
Our first aider will come up to see you
immediately.

Woman: Thank you ...

Reception: ... David, Louise here on
reception. We need your first aid help in
room 256. Mr Yamamoto. It sounds like
he’s fainted and he’s got chest pains. Shall [
call a doctor?

David: Er ... no. Call an ambulance. It could
be a heart attack. It's best if we get him
checked in hospital.

Reception: OK. Will you go up to 256 now?

David: I'm on my way ...

David: ... How are you feeling, Mr
Yamamota?

Man: Oh, a bit weak and dizzy. My chest
hurts here.

David: Don't try to move. I'll undo your
shirt button so that you can breathe more
easily.

Man: Thank you.

David: Just lie flat. These pillows can go
under your legs. Er ... Do you feel
nauseous at all?

Man: Mmm, yes, [ do. I feel very sick now.

David: Right. I'm just going to turn you
onto your side in the recovery position in
case you're sick. That’s good. Are you
comfortable?

Woman: Is he going to be alright?

David: I think Mr Yamamoto really needs
to be checked out thoroughly in case it’s
serious. We've sent for an ambulance. They
should be here in a few minutes.

Woman: Oh. If you think that's best.

David: Mr Yamamoto, we're going to take
you to hospital to be checked out ...

UNIT 18
18.1 A difficult call

Man: Hello. Is that the Park Hotel?

Reception: Yes. Louise speaking.

Man: This is Mr Kraus from Berlin.

Reception: I'm sorry. This is a very bad line.
Could you repeat your name, please?

Man: Kraus from Berlin.
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Reception: Can you spell that, please?

Man: K-R-A-U-S.

Reception: K-R-A-U F. Is that F for
Foxtrot?

Man: No, no. It’s S for Sierra. We've booked
two double adjoining rooms for tonight.
Reception: Yes. That's right, Mr Kraus, We

have your reservation.

Man: I called earlier. Our plane was
delayed.

Reception: Yes, Mr Kraus. Your call was
logged. Don'’t worry. Your rooms have
been held.

Man: Can you speak more slowly, please?

Reception: I said ... Don't worry. Your
rooms have been held.

Man: Oh, thank you. We've been delayed
again, I'm afraid. Our hire car’s broken
down just a few kilometres from the
airport. We're waiting for another car to be
delivered.

Reception: Oh, I am sorry.

Man: We'll arrive very late — probably after
eleven.

Reception: Sorry, but I didn't quite catch
that.

Man: I said we'll probably arrive after
eleven,

Reception: Thanks for letting us know.
That's fine. The night porter will be here.

Man: We're about 5 kilometres from the
airport. Can you give me directions to the
hotel?

Reception: I'm sorry. You're very faint.
Could you speak up a bit? Did you say
you're at the airport?

Man: No, no. We're about 5 kilometres from
the airport ... on the road to the city
centre. Can you tell me how to find the
hotel?

Reception: Oh, right. Yes. Follow the signs
to the city centre for about another 20
kilometres.

Man: 20 kilometres. Yes.

Reception: Then you pass a large park on
your right.

Man: Yes.

Reception: We're just after the park, on the
left.

Man: Thank you.

Reception: Would you like me to reserve a
parking space for you?

Man: Breakfast?

Reception: No. A parking space for your
car.

Man: Oh, yes, please.

Reception: OK. I'll do that now. You’'ll be
given a car park exit code when you arrive.

Man: Thank you.
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Reception: Is there anything else I can help
you with?

Man: No, no.

Reception: OK. I hope your car arrives
soon ...

18.2 Communication on the
move

Reception: Hello. [s that Mrs Dekko?

Woman: Yes, speaking.

Reception: It's Karin from the Hotel Bristol
events office. 'm returning your call.

Woman: Oh, thanks for calling back. 'm
actually on a train at the moment and the
signal isn't very good. We might get cut
off.

Reception: OK. If we do get cut off, get
back to me on a landline as soon as you
can. Now, how can T help you?

Woman: My company, PRL, has an
important new product launch at the end
of the year and I'm looking for somewhere
to hold the launch. There’ll be around 300
delegates.

Reception: What date did you want?

Woman: Early December. Tuesday, the 5th
of December.

Reception: I'm sorry, I just lost you there
for a moment. What date did you say?

Woman: Tuesday, the 5th of December.

Reception: Er ... Yes. That date’s good for
us. Our main conference suite is available.

Woman: Oh, good. Could you send me
some information - details about your
facilities, costs, some ideas for catering,
etcetera. I've got my laptop with me ... so
something I can read on the train now
would be very helpful.

Reception: Of course. I'll send you a pdf of
our events brochure. That'll give you some
idea of what we can offer. What's your
email address?

Woman: It's cristinadekko@prl.es. So ..
C-R-1-S-T-I-N-A-D-E-K-K-0, at, P-R-1,,
dot E-S.

Reception: I'll just read that back to you:
C-R-1-8-T-I-N-A-D-E-K-K-O, at, P-R-1,,
dot E-S.

Woman: Perfect,

Reception: Right. I'll email you the
brochure right away. ... Oh, you're breaking
up ...

Woman: I'll phone you from a landline
tomorrow. Thanks for ...

UNIT 19

19.1 A tour of the
conference suite

Man: ... Nice to meet you, Mrs Tuttle. I'll
take you over to the conference suite and
show you round.

Woman: Thanks ... Oh ... I've got about half
an hour ...

Man: Fine. We can discuss any details over
the phone or by email. ... Well, it’s a
purpose-built centre with a full-time
service team.

Woman: Good. We've got some
international delegates coming. They
generally have lots of requests.

Man: Oh ... that’s fine. There are ... er ... nine
meeling rooms altogether, of various sizes.
Everything is on the ground floor and all
the rooms have air conditioning and
natural daylight,

Woman: Right.

Man: So, this is the conference reception.

Woman: Mmm ... very nice.

Man: Now, this first room on the right is
the main hall.

Woman: Ah .. good. How many can it seat?

Man: It will easily seat 200 for your plenary
sessions and it'll be fine for your reception.

Woman: OK. Now, what about the breakout
rooms?

Man: Well, they vary in size. There are three
big ones like this.

Woman: Mm ...

Man: Seating capacity depends on layout.
Boardroom style they seat 30 comfortably,
We can lay them out however you'd like -
boardroom, U-shaped, classroom ...

Woman: Actually, we might want to change
the layout for different sessions ...

Man: No problem. Just give us your
programme. ... Then there are these three
smaller adjoining rooms. They seat around
15 boardroom style.

Woman: Mm ... OK.

Man: All the breakout rooms have flipcharts
and whiteboards.

Woman: Right.

Man: Then with the two final rooms you
have ... er ... the option of partitioning
them with the sliding doors or having two
large rooms.

Woman: [ see,

Man: The big rooms easily seat 50
classroom style. Now, if we go back along
the corridor, I'll just show you the
restaurant ...



19.2 Planning an event

Woman: The Meeting Place.

Man: Hello, this is Bob Delaney from Box
International. I'd like to organize a
training seminar at the hotel.

Woman: Hi, my name’s Greta, What dates
were you thinking of?

Man: The 5th to the 7th of June next year.
Woman: OK ... Yes ... The conference centre
is available for those dates. So, if you can

give me a few more details ...

Man: Well, we're planning a three-day
seminar for 300 to 350 people. We'd like a
plenary session each day. And we'd need
around ten breakout rooms as well.

Woman: Right. No problem. The main
lecture theatre seats 400 people. It’s fitted
with multimedia equipment.

Man: Great. And what about the breakout
rooms?

Woman: We have 12 breakout rooms, each
seating 35 plus. They're all fitted with
whiteboards, screens, flipcharts and LCD
projectors. And there’s free wireless
broadband throughout the centre.

Man: That sounds good. And the ... er ...
catering?

Woman: Well, the day delegate conference
package includes a buffet lunch and sit-
down evening meal - plus refreshments
during the day. The full residential package
also includes overnight accommodation
and breakfast.

Man: How much is the day delegate rate? |
think about a third of the people will be
non-residential.

Woman: Our standard day delegate rate is
€66 per person. But we should be able to
offer you a discount.

Man: Right. And the residential rate?
Woman: Our standard 24-hour residential
rate is €180 per person, but again with
large groups we can offer you a discount.
Would you like me to do you a quote for

both day and residential delegates?

Man: Please.

Woman: These rates include room hire and
the equipment I've mentioned. Could I
have your address and I'll send you an
information pack ...

UNIT 20
20.1 Settling hotel bills

1

Man: I'd like to settle my bill. Room 234.

Reception: 234. .. I'll just do a printout for
you. Have you had anything from the
minibar?

Man: Yes. Two Cokes and a mineral water.

Reception: That’s fine. They’re
complimentary. Have you had breakfast
this morning?

Man: Yes. From the buffet.

Reception: OK ... Here you are. This is your
four nights’ accommodation, four
breakfasts, phone calls, newspapers, and
room service on Monday and Tuesday
evening.

Man: Hmm ... I don't think the amount for
phone calls is right.

Reception: One moment. I'll just check
your calls. ... OK. Here’s an itemized list of
calls from 234. Mm ... the total’s the same,
I'm afraid.

Man: Er ... That looks about right. OK. My
company has an account with you ... Can
you invoice them for the room and
breakfast and I'll pay the extras?

Reception: That's fine.

Man: I'd like to pay in cash. Do you take
euros?

Reception: Only local currency or dollars,
I'm afraid. But the foreign exchange desk
is open.

Man: OK. What do I owe you in local
currency?

Reception: Er ... That comes to 1,026 dinars.

Man: Do you know what the exchange rate
is?

Reception: There’s a list on the desk over
there. It’'s updated every morning.

Man: Right. T'll just get some currency ...

2

Reception: ... So, here you are, Mrs Costa.
Including the single room supplement and
your restaurant bill, that comes to $3,267.

Woman: Restaurant bill? But I paid in the
restaurant for dinner. And this is wrong.
You've overcharged by one night.

Reception: Oh, I do apologize. ... Yes, it’s
our mistake. Er ... The total now is 2,843.
How would you like to pay?

Woman: With Mastercard.

Reception: Fine. Can you put your card
into the machine? ... Now enter your PIN.
Right. That’s gone through. You can
remove your card. Thank you.

Woman: OK.

Reception: Here's your Mastercard receipt
.. and your hotel receipt.

Woman: Thanks.

Reception: Er ... Would you like help with
your luggage?

Woman: No. I'm fine, thanks.

Reception: OK. Bye. We hope to see you
again soon ...

20.2 Payment security

Trainee: ... How do most people pay?

Trainer: Business people generally pay by
credit card ... but a lot of travellers use
their debit card.

Trainee: Right.

Trainer: Also we get charge cards like
American Express, traveller's cheques,
travel agent vouchers and of course cash.

Trainee: Do we accept foreign currencies?

Trainer: Local currency plus dollars and
euros. We do sometimes get forgeries of
large notes. If we suspect a note is a
forgery, we don't say anything to the
customer. We just come into the back
office and inform the manager.

Trainee: OK. It’s not very good for
customer relations ...

Trainer: No, it’s not. When a customer
queries a bill, too, we have to be careful,
We always check the bill ... sometimes we
make mistakes ... but if the customer is in
the wrong, it’s best to take them into the
office and explain so that other guests can’t
hear.

Trainee: Yeah.

Trainer: When guests arrive, we always ask
how they intend to pay. If it’s by debit or
credit card, we ask for the card and take a
swipe of it. We reassure the customer that
no payment is taken from their card at
that point.

Trainee: Have we had any problems with
cards?

Trainer: We have a list of stolen cards here
on the desk. And sometimes cards are
invalid because they’re out of date.

Trainee: Right.

Trainer: For credit and debit card payments
over the phone we always ask for the
expiry date of the card and the starting
date if it has one - also the 3-digit security
number on the back of the card.

Trainee: As well as the long number on the
front of the card?

Trainer: Oh, yes. Take that first. We also
often take payment by traveller’s cheques.
The cheques are all signed by the holder
when they’re issued so if the signatures
don’t match when they sign in front of
you, there could be a problem.

Trainee: Of course.

Trainer: We also check the signature in the
passport so we know the cheques aren't
stolen.
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UNIT 21

21.1 Kitchen rules and
regulations

Chef: .. We'll do some food preparation
later, but first T want to talk about some
very important dos and don'ts in the
kitchen. OK?

Students: Yeah./OK.

Chef: I'm sure I don't have to tell you how
important hygiene and food safety are in
the kitchen. Chef has a zero tolerance
policy so you must always follow the rules
and regulations.

Students: OK,

Chef: Let’s go through the basics. Have you
all brought your kitchen whites to wear?

Students: Yeah./Yes.

Chef: Good. Please make sure you always
wear clean, hygienic clothing. And
wearing a cap in the kitchen is compulsory
.. for everybody. Helen, you'll have to tie
back your hair, Yours is OK, Annika. You
needn't tie it back. Just wear your cap.

Girls: Oh./Right./OK.

Boy: Do we have to wear clean whites every
day?

Chef: Yes. Chef checks every day. Anybody
not wearing clean whites is out. Infection
and contamination can spread in lots of
ways. At the end of each shift all work
surfaces have to be scrubbed and cleaned.
You don’t have to clean the bins - the
kitchen porters do that ... But you must
remember to use the correct bins - general
rubbish in one, food in the other.

Students: Right./Yeah.

Chef: OK. What else? Er ... Is anybody
wearing jewellery?

Girl 1: Just some earrings.

Chef: Mm. They're a hazard, Annika. I'm
sorry, but you can’t wear them in the
kitchen. They might fall into the food
preparation. Now, let me see your hands.
Any cuts? No. Good. You mustn’t handle
food if you've got open cuts or wounds.
And it’s important to report all illnesses
and infections to Chef.

Students: Mmm./Yes./Sure.

Chef: Do you know what this machine is?

Boy: It's a meat slicer.

Chef: Correct. And this is the guard to stop
you slicing your fingers off. You mustn’t
use the slicer without the guard in place.

Chef: Now, go and get changed and come
back here. ... Right. First wash your hands
in the hand-washing basin over there.
Never wash hands in the food preparation
areas. Annika, no chewing gum, please. In
fact, no eating at all in the kitchen.
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Girl 1: What about breaks?

Chef: I'll show you the staff dining room
and the storage areas later. You'll see how
we have to keep all the raw, cooked and
fresh foods separate.

Students: OK./Yeah.

Chef: Right. Let’s start some food prep.

Chef has asked us to do one of the desserts
this morning ...

21.2 Following a recipe

Chef: OK. We're going to make French
apple flan. Has anybody made it before?

Students: No./No.

Chef: It’s quite simple. First, we need a
pastry case. How do we make pastry?

Boy: Er ... It's flour and butter mixed with
water.

Chef: Yes. That’s right. First, sift the flour
with a pinch of salt and rub in the butter.
Next, add a tablespoon of sugar and mix it
in. Then mix to a stiff dough with a little
cold water. OK?

Students: Mm./Right.

Chef: And we'll need apple puree, sliced
apples and a glaze. So let’s get going. Jay,
here’s the flour, butter and salt. You can
make the pastry first.

Boy: Sure.

Chef: Next, make the puree. Helen, you peel
and core the cooking apples and chop
them up roughly.

Girl 1: OK, Chef.

Chef: Annika, melt this butter in a
saucepan. Then when Helen has chopped
the apples, add them to the pan with 90
grams of sugar. Stir well then simmer
gently for ten minutes.

Chef: Right, Jay. That dough looks good.
Just cover it and leave it for about 30
minutes. Has the apple softened, Annika?

Girl 2: Yes, it’s nice and soft.

Chef: Right. Strain away the liquid and
puree the apple in the liquidizer. Then
leave it to cool.

Girl 2: OK.

Chef: Helen, these dessert apples are going
on top of the puree. Peel and core them
carefully. Then slice them into rings and
squeeze some lemon over them.

Girl 1: Right, Chef. ... Are these rings OK?

Chef: Perfect. ... So, Jay. Let’s roll out the
pastry case. We need a big circle to cover
this flan tin.

Boy: OK.

Chef: Good. Trim the pastry edges and
prick the base with a fork. Then bake it for
15 minutes,

Chef: How does the pastry case look, Jay?

Boy: It looks good.

Chef: OK. Take it out and turn the oven
temperature down a little. Now Annika,
spoon the apple puree into the pastry case
and smooth the top.

Girl 2: Like this?

Chef: That’s right. Next, Helen, arrange the
apple rings overlapping on top of the flan.
That's good. Now the glaze. Annika, can
you add the rest of the sugar to the apple
cooking liquid? Put in two tablespoons of
lemon juice and the apricot jam and heat
to dissolve the sugar.

Girl 2: Shall I stir it?

Chef: Yes. Boil it for four minutes. Then
we'll brush some of the glaze over the
apple slices and bake the flan in the oven
for another 45 minutes. Helen, would you
like to brush some of this over the
apples .2

UNIT 22
22.1 Servicing a room

Hanna: OK, Gina. Let’s air the room first.
Just put a wedge under the door to keep it
open and open a window.

Gina: Right. ... Oh, this armchair’s badly
marked.

Hanna: Mm ... T know. That’s an old stain.
The hotel’s having all the upholstery
replaced soon. So ... Can you start in the
bathroom? Flush the toilet and squirt the
toilet cleaner around the pan and under
the rim. We'll leave it for a while before we
brush and flush again.

Gina: OK.

Hanna: Are there any guest items left
behind in there?

Gina: Oh, there’s a watch ...

Hanna: Mm ... It looks quite valuable. Can
you make a note of it and take it to the
housekeeper as soon as we've finished in
here? Tell her the room number.

Gina: Yeah. What's next?

Hanna: We have to strip the bed. Fold the
bedspread and the blanket and put them
on the chair with the pillows - never on
the floor. OK?

Gina: Oh, there’s a tear in this sheet.

Hanna: That’s a pity! Tie a big knot in it
and put it in the soiled linen bag. The
linen porter will deal with it. Here’s the
other sheet and the pillow slips for the
bag.

Gina: OK.

Hanna: Now the rubbish. Be careful in case
there’s anything sharp. Can you put new
liners in the bins? They're on the trolley.



I'll see to these mugs and the glasses from
the bathroom. They all have to be
sanitized. Then we'll remake the bed.

Hanna: ... Right. That’s the blanket. Now
just smooth the bedspread so it’s straight.

Gina: Like this?

Hanna: Good. OK. Back to the bathroom.
Towels to the soiled linen bag, please. I'll
brush the bowl and clean round the toilet
with this cloth. Can you wipe all the tiles
and the shower door with the blue cloth?
Spray them first,

Gina: Yeah.

Hanna: I'll do the hand basin area and
shine the taps with a dry cloth. Then we’ll
replace the toiletries. Always throw away
anything that looks like it's been used.

Er .. You get the fresh towels and I'll mop
the floor ...

Gina: ... Shall I bring in the vacuum
cleaner?

Hanna: No. That’s the very last thing we do.
Start here and damp wipe all the surfaces,
working your way around the room.
There’s some glass spray on the trolley for
the windows and mirrors. We have the
outside windows done once a month by a
cleaning firm.

Gina: Shall T check the drawers as T go
round?

Hanna: Oh, yes. Dust the inside of all the
drawers and the wardrobe shelf. Then we
just have to replenish the guest supplies —
the laundry list, minibar, shoe shine cloth,
notepaper and envelopes, and sewing kit.

Gina: There’s a bad stain on the carpet here
and the bulb in the table lamp has gone.

Hanna: Mm ... I'll have to make a note of
those. The housekeeper had all the carpets
on this floor shampooed last week. OK. I'll
reset the air con and then you can vacuum
the carpet. Finally, spray some air
freshener and we've finished ...

22.2 Providing added value

Hanna: ... The hotel has a nightly turndown
service for the luxury rooms on the top
floor. Guests often have a ‘Do not disturb’
sign on the door or it’s not convenient ...
So we'll have to keep a note and come
back ... OK, let’s try Suite 2. ... Good
evening, housekeeping.

Guest: Hello.

Hanna: Can we turn down your bed, Mrs
Masood?

Guest: Yes, yes. Come in.

Hanna: Just fold the bedspread and put it in
the wardrobe, Gina. Then we turn back
the corner of the sheet and blanket like
this. Fluff up the pillows and place a

chocolate with a little message card like
this,

Gina: Right.

Hanna: I'll close the curtains. Is there
anything you need, Mrs Masood? Have
you got enough toiletries and towels?

Guest: Yes, thank you, Hanna. I've got
everything I need.

Hanna: Good night.

Guest: Good night. Thank you ...

Hanna: OK. Next is Suite 3. ... Unlock the
door and knock again before you open it.
.. Good evening, housekeeping. No, there’s
no one here. ... Mm ... When the room’s
like this, Gina, we need to tidy up.

Gina: Yeah, it’s a bit untidy!

Hanna: Put these room service trays in the
corridor,

Gina: OK.

Hanna: T'll get some clean glasses. Can you
do the bedspread and pillows? Turn down
both corners of the bed as it's a double.
Check the bathroom too.

Gina: Oh, the towels are really wet and the
floor’s covered in water.

Hanna: OK. Wipe the floor and change the
towels. I'll tidy up here and empty the
bins ... Then can you get the chocolates,
and the two clean bathrobes to put at the
end of the bed?

Gina: Yeah.

Hanna: 'This time of year we close the
curtains. And put one bedside lamp on to
welcome the guest back into the room.
OK? Make sure the door locks behind
you ...

UNIT 23

23.1 Minimizing risks

Woman: OK. Everyone who works here
needs to understand about health, safety
and security. You don’t have to be a rocket
scientist. It's mainly common sense. Now,
clean uniforms and lots of hand washing
are both very important but what other
ways can we minimize the risk of
contamination?

Trainee 1: We should wear rubber gloves.

Woman: Yes. Handling kitchen waste or
servicing bathrooms. Rubber gloves
provide good protection from germs and
bacteria. You should also use the anti-
bacterial hand gel when you're servicing
rooms.

Trainee 2: We shouldn’t come to work if
we're feeling unwell.

Woman: You're right. Don’t spread your
germs. You ought to let your supervisor

know and stay at home. Now, what about
safety?

Trainee 3: The cleaning sprays we use can
be toxic.

Woman: Yes. Always keep them clearly
labelled and locked away. Make sure you
protect your hands and eyes when you use
them.

Trainee 3: Sometimes when we're cleaning
the rooms, we find faulty electrical
equipment or worn flexes.

Woman: Right. What do you do?

Trainee 3: We put them in our room report
so maintenance will come and fix them
before the next guest checks in.

Woman: Good. Anything else?

Trainee 2: If we're wet mopping floors,
people can slip.

Woman: Yes. Remember to put up a
warning sign.

Trainee 3: What about when we're
vacuuming the corridors? People could
trip over the flex.

Woman: Yes. You needn’t put up a sign, but
you can minimize the risk. You should
make sure the flex is along the wall.

Trainee 2: Er ... What about fires?

Woman: People can’t smoke on the
premises, so fire risk is minimized ... But
what if there’s a fire in the kitchen?

Trainee 1: Well, someone will sound the
fire alarm ... And everyone has to leave the
building and go to the assembly point
immediately.

Woman: What if guests don’t come to the
assembly point?

Trainee 2: Well, reception can call them on
the internal system.

Woman: Good. You shouldn't go to rooms
looking for guests. Reception will check
who's in and out ... And if there are
‘no-shows, then inform ...7

Trainee 2: The fire service.

Woman: Yes. Good. Finally, what about
security? What should you do if you see
unattended luggage or a package in
reception?

Trainee 2: Well, if we see anything
suspicious, we ought to let the duty
manager know.

Woman: Definitely. It could be a bomb.
What if a person you've never seen before
walks straight into the lift or up the stairs?

Trainee 1: Er ... Go after them and ask what
they want?

Woman: No, you shouldn't do that. Inform
security so they can monitor the person’s
movements. There are security cameras
around the hotel and CCTV in the car
park, as well as security guard patrols ...
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23.2 Key words: health, safety
and security

A warning sign tells people about dangers
or hazards, for example wet floors.

Infestation is when mice, rats or other
vermin are found in food preparation
areas.

People die from suffocation in a fire when
they can’t breathe.

Unauthorized personnel have no
permission to be in a certain place, for
example room attendants in the linen
porter’s store.

A bomb threat is a call warning that
someone has put a bomb in the building.

Reception checks the names of all guests
after a fire alarm in a roll call.

Everyone is asked to meet at an assembly
point in an emergency.

A piece of equipment which sprays foam or
sand to put out flames is a fire
extinguisher.

Emergency procedures are the plans for
what to do in case of fire or a security
alert.

Bacteria cause contamination and spread
illness.

Evacuation is when everyone must leave the
building when there’s an emergency.

The hotel’s regular fire alert test is called a
fire drill.

24.1 Work experience abroad

Part A

Alena: 'm going to France for six months.
What about you?

Emil: Croatia! T can’t wait! I'm really
looking forward to all that swimming and
sunbathing!

Alena: You'll be lucky if you have any time
between shifts.

Emil: Yeah, but on my day off T can enjoy
doing lots of other things!

Alena: Remember to send me some photos!
Can you speak Croatian?

Emil: No. In the hotels, it's mainly English,
Italian and a little German. I hope it'll help
me improve my English.

Alena: I want to spend some time in Paris
while I'm in France. The hotel's promised
to give us a few days off. I plan to do some
shopping and I'd love to climb the Eiffel
Tower. 1 got my flight tickets yesterday.
Have you booked yours yet?

Emil: Not yet. I've decided to fly direct to
Dubrovnik but I'm waiting for my work
permit. I filled in the details and sent it off
last month. They promised to send it back
SOOM.
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Alena: I've got mine. But I want to travel
through Europe after T finish working at
the hotel. I need to look for some cheap
places to stay.

Emil: [ managed to find some really good
websites for hostels. Let’s go and check
them out. We can print off anything
interesting ...

Part B

Checking in

Official 1: Can I have your ticket and your
passport, please? ... Thank you. ... How
many bags are you checking in?

Emil: These two.

Official 1: Have you got any hand luggage?

Emil: Yes, I've got my rucksack.

Official 1: You'll have to check that in too,
I'm afraid. It’s too big for cabin luggage.
Can you put it on the scales, please?

Emil: Oh! I'll just take my magazines out. ...

Official 1: Just tie these straps up so they
don’t get caught in the conveyor belt.

Emil: Right.

Official 1: Did you pack your bags yourself?

Emil: Yes.

Official 1: Have you left them unattended at
any time?

Emil: No.

Official 1: Would you like an aisle seat or a
window seat?

Emil: A window seat, please.

Official 1: Here’s your boarding card. The
gate hasn’t been allocated yet. Keep
checking the departures board after you go
through to the departure lounge.

Emil: Thank you.

Official 1: Have a good flight.

Security

Official 2: Could you put your magazines in
this tray, please? And your jacket. Have
you got any metal objects in your pockets
- money, jewellery?

Emil: Yes, T've got some money and what
about my watch?

Official 2: Put them in the tray too, please.
. And, have you got a mobile phone?

Emil: Yes,

Official 2: Put it in the tray as well, please.
.. Thank you. Now you can proceed
through the detector.

Official 3: Could you come over here,
please? Lift up your arms, please. ... Could
you take off your shoes, please?

Emil: Yes, of course. Here you are.

Official 3: Thank you. I'll put them through
the scanner. Could you wait there, please?

Emil: OK. Can I take my jacket and money
now?

Official 3: Yes, of course. You can take your
shoes now, too.

Emil: Thanks.

Official 3: One moment!

Emil: Yes?

Official 3: You've left your mobile behind!

Arrivals

Passports: Passport, please.

Emil: Here’s my passport and my work
permit.

Passports: How long do you plan to stay in
Croatia?

Emil: Six months. I'm working at a hotel in
Dubrovnik.

Passports: Do you have your contract of
employment?

Emil: Yes, it’s here.

Passports: And where are you staying while
you're here?

Emil: The hotel provides us with
accommodation.

Passports: Thank you. ... Enjoy your stay.

Emil: Thanks.

UNIT 25
25.1 Unexpected experiences

1

I was really tired when I arrived at the hotel.
I went to reception and introduced myself.
There was a vase of flowers sitting on the
reception desk and somehow [ knocked it
onto the floor. Crash, bang. Flowers and
water everywhere. [ apologized for making
a mess, but the receptionist said it was her
tault. She blamed herself for putting the vase
in such a position and apologized again.
That was very kind!

2

We went to the restaurant with the children
at about half past five, but it was empty. The
waiter assured us that the restaurant was
open and offered to take us to our table. We
had an excellent meal, but we were the only
guests. Very strange! I think we were lucky
with the food we had. If no one eats there, it
can't be any good!

3

It was an excellent meal. We all enjoyed it,
but when we'd finished, it seemed a long
time before the waiter came to clear the
plates. We could see him looking over but
he never came to our table. We'd left some
food on the plate to show we'd finished. We
had to wave to him and ask him to clear the
table.



4
The staff in the hotel were really polite, but
when they spoke to us they always bowed
their heads and looked down. You know,
people who don’t give you eye contact make
me suspicious. And then when the
receptionist asked my name, I dropped my
business card on the desk in front of him.
Well, he looked really shocked. Do you
think there was something wrong with my
business card?

5

As [ was walking out of the hotel, T dropped
an old train ticket which was in my pocket.
The receptionist ran over to me and warned
me not to drop any litter. It was only an old
train ticket! Then he also advised me not to
chew gum. T thanked him but thought he
was very strange. Later I gave him a tip
when he helped me with my bags, but he
refused to accept it and asked us not to tip
staff in the hotel. I really didnt understand!

25.2 Cultural differences

Hotelier: You know, working in a hotel is
really interesting! People come from all
around the world and from such different
cultures.

Trainee: Yeah! I've noticed that people
behave differently. Some people greet you
like an old friend, ‘Hi! How are you
today?’ but others don't want to stop and
talk.

Hotelier: Mm. You have to be sensitive to
others. Don’t blow your nose at the
reception desk or scratch your head. And
some people will think you're really rude if
you laugh loudly.

Trainee: Oh! Do these things really matter?

Hotelier: They do to some people. So just be
sensitive.

Trainee: Why are people different? Is it
their history?

Hotelier: Well, yes. History is part of it. But
it's also the climate, the geography. And of
course, religion plays a big role. 'Then there
are social factors. For example, in some
cultures old people get more respect than
in others.

Trainee: In China, old people are very
important. It’s often the grandparents who
bring up the children.

Hotelier: You see. The family is important
to you, but not necessarily in every
culture. ... Language is also important.
Someone told me that the number four is
unlucky in China?

Trainee: Yes, because it sounds like the
word for death’ so people don't like being

on the 4th floor ... or the 14th. Hotels don't
usually have floors and rooms with the
number four in them.

Hotelier: In many European cultures, 13 is
an unlucky number. Hotels often don't
have a room number 13.

Trainee: Oh!

Hotelier: I'm sure you'll work in lots of
different hotels in your life. Hotels have
their own culture too.

Trainee: Oh. How?

Hotelier: Well some have a very traditional
image. Others want the guests to see them
as modern and exciting. Also hotels are
organized differently. Some want the staff
to be involved in making decisions but
others keep managers and junior staff far
apart.

Trainee: | think I've got a lot to learn.

Hotelier: Well, just try to understand
others. Listen, and show that you're
listening. Look for signs from the person
you're talking to. Are they uncomfortable,
confused, frightened?

Trainee: I'll try.

Hotelier: That’s good. And if you make a
mistake, learn from it!

UNIT 26

26.1 About my job

Sylvie

I really love my new job on hotel reception.
I've worked in reception for two years —
since I qualified. Until two months ago, T
worked in a small hotel in the city centre.
‘That was really good experience for me, but
I like working in this big hotel on the coast
much better. The reception team are really
nice and friendly. We often meet up when
we're off duty. The thing I enjoy most is
meeting people. I'm busy checking in guests
every day - people from all over the world.
Most of them are really friendly, and I'm
very happy to help them with their queries
and requests. Sometimes we get unpleasant
guests, complaining about everything.
When they’re really difficult and rude, I
don’'t enjoy dealing with them.

The hours are OK, except that we have to
work most weekends. I'm not so keen on
that. But the pay is good. The reception
manager is very professional. He’s a really
nice man to work for. He's a bit serious, but
he’ll have a laugh with us when reception is
quiet. In a couple of years, I'm planning to
travel a bit. I'd like to work in South
America ...

Carl

I'd been out of work for three weeks, so
was over the moon when 1 got this job as
sous chef six months ago. I really enjoy
learning from my boss. He's a first-class
chef. It’s great. The hours are OK as Chet’s
organized that we do early or late shifts
alternate weeks. I had a hard time last
month though - I was called in at short
notice to work extra shifts because someone
was sick.

The first two weeks weren’t so good. Chef
was tough. He was always putting me on the
spot, checking me out with the hygiene
rules. He was pretty angry with me when [
got something wrong. He seems pleased
with me now though and I feel I'm getting
good at the job. I'm already responsible for
the bread making. He's really encouraging.
He says that if [ work hard, I have the
makings of a fine chef. I'd really like to have
my own restaurant one day - that’s my goal.

Natasha

I came to Frankfurt to improve my German
before going to college. I've been here for
nearly a year now. It’s been really good for
my German. I'm now fairly fluent.

It's OK working here. I was a bit frightened
of making mistakes at first. I'm responsible
to the housekeeper and she’s very strict
about everything. But T guess she has to be.
I'm used to her now .. and she’s always kind
to staff if they have a problem. The hours
are long, but the pay is good. The team |
work with are good fun. Lots of them are
students like me. Cleaning and making beds
might not be everyone’s cup of tea, but we
usually have a good laugh together and the
days fly by. For me, that’s the most
important thing about work — we're all on
the same wavelength.

I don’t enjoy working at weekends.
Unfortunately I have to work every
Saturday, which my boyfriend complains
about. I've got a place at college back home
starting in September, but I'll keep on
working here until then ..

26.2 The story of success

Interviewer: Have you always enjoyed
cooking?

Jamie Oliver: Yeah, [ have. It all started
with helping my dad in the pub. Then I
went to catering college in London, got my
first job working in France and after a few
years became head pastry chef at the top
Neal Street Restaurant. That was a good
job. [ learnt a lot there. Then it was River
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Café. Another great place to work. It was
there I met the TV cameras.

Interviewer: The books and TV series have
taken over in recent years.

JO: You're right there! Jamie’s Kitchen was a
fantastic experience. It drove me mad
sometimes, trying to motivate and
encourage those kids. But in the end we
got fifteen young dropouts trained up as
chefs and opened the restaurant Fifteen in
north London. Amazing,

Interviewer: I believe you've opened more
Fifteens since 2002.

JO: Yeah. There’s one in Cornwall, one in
Amsterdam, and one in Australia with my
old mate, Tobie Puttock.

Interviewer: So, what was next?

JO: Well, then came School Dinners. So
many kids in England eat rubbish - crisps,
junk food - they can buy it at school. So
we went in and persuaded some schools to
prepare and serve healthy, fresh food -
that’s still ongoing,

Interviewer: You got a lot of publicity then.
JO: You're right. That’s what I needed to get
the UK Government to pledge to spend
£280 million on school dinners over the

next three years.

Interviewer: What else have you been up
to?

JO: Masses of travel. Work in Australia, the
Far East, the US. Oh, and a great time in
Italy travelling around in my VW van,
cooking in the trailer! It was good then to
come back and do a series cooking in my
garden.

Interviewer: Was that Jamie at Home?

JO: Yeah. After that it was the chicken
thing. Hugh and I tried to get through to
the British public about what meat they
eat. Certainly, more people are buying
free-range nowadays. I can understand
though why some people can't. They are
more expensive.

Interviewer: That brings us to the current
campaign - teaching adults to cook in
lamie’s Ministry of Food.

JO: Mm ... Pass It On. It's hard work.

Interviewer: Oh. What does it involve?

JO: Persuading people that eating healthily
needn’t be expensive or time-consuming,
One of the most memorable meals of my
life was with a road sweeper when T was
travelling around southern Italy.

Interviewer: And I think you've started a
US series.

JO: Yep. A Road Trip Across America ..
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UNIT 27
27.1 What are my strengths?

Girl 1: What are you going to do when you
leave college, Eva?

Girl 2: Well, 'm definitely going to have a
holiday. Then, hopefully, after that, I'll get
a job!

Girl 1: You're confident! There’s a lot of
competition for the good jobs. It's going to
be quite difficult to find something, isn't it?

Girl 2: Yeah, I know ... But I'm going to
start applying for jobs soon. What about
you?

Girl 1: Yeah. The same. I'm working on my
CV at the moment.

Girl 2: Oh, are you? I don’t know where to
begin. You'll help me, won't you, Sophie?

Girl 1: Mm ... Sure. I'll help you if you like.
It’s not difficult. You just have to list all
your personal details, dates and addresses
of schools, etcetera, what exams or
qualifications you've got. Then think about
what's special about you.

Girl 2: What do you mean?

Girl 1: Well, what you're good at or what
you're especially interested in. Some
people love IT for example. Joanne’s really
good at writing. She could put on her CV
that she’s written the last two college
newsletters.

Girl 2: Uh ... T haven't got anything like that,
have I?

Girl 1: Of course you have, Eva. There'll be
lots of things you can include. Look at the
way you organized the concert at the end
of last year. Brilliant. You got us all
working together as a team, didn’t you?

Girl 2: Mm ... I suppose I could put
something about that.

Girl 1: .. Then there’s your interest in first
aid. You've got your first-aider certificate.

Girl 2: Well, yes. Mm ... OK. I'll start
writing something down tonight.

Girl 1: Yes. Then we can compare and help
each other. Exam results are out soon so
we can be ready to send our applications
off.

Girl 2: Mm ... I didn’t do a lot of revision, so
I'm not sure I'm going to do very well. ...
[Boy: Hi.] Hi, Chris. How are you?

Boy: Fine. Have you got a minute to look at
this? It's my CV.

Girl 1: Sure. We've just been talking about
CVs. Mm - nice layout. It’s easy to read.

Girl 2: You haven’t put much in the
‘Personal qualities” section.

Boy: What else could 1 put?

Girl 2: You're the funniest person in the
classroom!

Boy: I can’t put that down.

Girl 1: Good communication skills you can
call it. And you're captain of the rugby
team, aren’t you?

Boy: Mm, the second eleven.

Girl 1: Whatever! It shows you've got
leadership skills,

Boy: Right. Thanks. OK. T'll put it down.
Have you done yours, Sophie?

Girl 1: I'm nearly finished, but I've got to do
a covering letter before I can send off any
applications. I'm going to do it tonight. I
think our results will be here tomorrow.
Actually, if I can’t find many jobs to apply
for, ’'m going to research companies in the
area who might have job opportunities,
and send off my CV. Some companies
welcome speculative applications.

Girl 2: Huh! What are they?

Girl 1: They keep your details on file. Then
if anything comes up, they contact you.

Girl 2: What are you going to say, Sophie?

Girl 1: Oh ... er ... T'll say stuff about being
hard-working and reliable.

Girl 2: Yes, you're a good team worker too.
Look at that project you worked on last
term with the local tourist board.

Boy: You're a confident sort of person. And
you get on well with people, don't you?

Girl 2: You like being well organized -
you're always up to date with your
assignments.

Girl 1: Well ...

Boy: Conscientious ...

Girl 1: Ha! I sound quite good! It’s going to
be easy to get a job!

UNIT 28

28.1 Interview questions
and answers

Woman: Please come in, Selma, and take a
seat. Did you find us OK?

Student 1: Um, yeah. Thanks.

Woman: So ... Can you tell me a little bit
about yourself first?

Student 1: Er ... I left college in June.

Woman: Mm, I see that from your CV.
What have you done since then?

Student 1: T've worked for my dad most of
the time.

Woman: What sort of work is that?

Student 1: A shop. [ work on the checkout.

Woman: Why do you want this job?

Student 1: Well, it's boring working in the
shop. I want to do something that uses my
qualifications.

Woman: OK. Do you enjoy working with
other people?

Student 1: Er ... T think so.



Woman: What things are you best at?

Student 1: I like typing and ... um ... doing
accounts. My dad says I'm good at that. T
do the orders for him.

Woman: Right. How many job interviews
have you had?

Student 1: Just this one.

Woman: What sort of job would you like in
five years’ time?

Student 1: Umm ... 'm not sure. My dad says
I can run the shop for him when he retires.

Woman: [ see. And what do you do in your
tree time, Selma?

Student 1: Er ... [ listen to music. [ enjoy
reading. I go shopping with my sister ...

Woman: Are there any questions you'd like
to ask me?

Student 1: The advertisement didn’t say
anything about pay or holidays. Can you
tell me .7

Woman: ... Come in, Osman. Take a seat.
Did you have any problem finding us?
Student 2: No. The instructions you sent
were very clear. Thank you.

Woman: So ... Can you tell me a little bit
about yourself first?

Student 2: Well, my parents come from a
little town on the Turkish coast. They

came to the UK 22 years ago, before 1 was
born. We moved to London eight years
ago, when I was eleven. I've lived in the
city since then and [ finished college last
month,

Woman: [ see. What grade do you hope to
get in your final exams?

Student 2: Mm ... My tutor expects me to
do really well but the exam was hard.
Maybe a C grade. The results are out in
three weeks’ time.

Woman: How many job interviews have
you had?

Student 2: This is my second. The Palace
interviewed me on Monday - also for a
reception job. They said they’d let me
know at the end of the week.

Woman: Have you ever been abroad?

Student 2: I've been to Turkey. But I've
never been outside Europe. We go back to
Turkey every year to see the family. My
uncle has a hotel on the coast. Last
summer I worked for him on reception for
two months.

Woman: Why do you want this job?

Student 2: Well, the hotel has a very good
reputation. It’s part of an international

group so [ hope there’ll be career
opportunities for me if I work hard.

Woman: What qualities do you think will
be required for the job?

Student 2: Um ... Well, on reception you
have to have good communication skills,
enjoy meeting people, be patient and hard-
working of course ...

Woman: Do you enjoy meeting people?

Student 2: Yes, I do.

Woman: Do you think you work better on
your own or as part of a team?

Student 2: Definitely part of a team. It’s
what I love about sport. [ play soccer every
weekend with my old college group.

Woman: What sort of job would you like in
five years’ time?

Student 2: Mm ... I'd hope to be Head
Receptionist or Reception Manager in a
big hotel by then. Maybe working in
another country ..

Woman: Mm ... Are there any questions
you'd like to ask me?

Student 2: Just about training. Is there a
training scheme for new employees or do
they learn ‘on the job?
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Language review
= Units 1-5

Can/Could, Would you like to, I'll

* Make questions with Can/Could or Would you like to to
offer help. Could is more polite than Can.

Can/Could I take a message?
Would you like to reserve a parking space?

* Also use I'll to offer help.
Pll arrange an extra bed in your room.

* Make questions with Can/Could to request information
or to ask someone for help, usually with please.

Can/Could you put me through to the restaurant, please?
* Also use Id like to for requests.
I'd like to speak to the manager, please.

Is there?/Are there?, There’s/There are,

There isn’t/There aren’t

* Use Is there?/There’s/There isn't to ask questions and give
information about singular and uncountable nouns.

Is there a business centre at the hotel?  (question)
There’s a free shuttle bus to the airport.  (positive sentence)
There isn’t a swimming pool at the hotel. (negative sentence)

» Use Are there?/There are/There aren’t to ask questions and
give information about plural nouns.

(question)
(positive sentence)
(negative sentence)

Are there free parking spaces?
There are ground floor bedrooms.
There aren’t air-conditioned rooms.

Prepositions of time

* Use on with days and dates, at with times and in with the
morning/afternoon/evening.

We'll arrive on Monday at four oclock in the afternoon.
* Use for, from ... to and during for periods of time.

Id like to book a room for three nights during the festival -
from the 12th to the 15th of July.

¢ Use in to mean ‘after a length of time’
I'll be with you in ten minutes.

* Use until to mean ‘up to the point in time or the event
mentioned.

The door’s open until 10 p.m.
* Use until with a negative verb to mean ‘before.
We won't arrive until 11 p.m. (= before 11 p.m.)
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* Use by to mean ‘not later than the time mentioned.
We'll be at the hotel by 6 p.m. (= 6 p.m. at the latest)

¢ Use before to mean ‘earlier than something.

Would you like a drink in the bar before your meal?

* Use after to mean ‘later than something

Would you like coffee with or after your dessert?

Present Simple
* Use the Present Simple for:

1 facts and things which are always true.

We always enjoy coming to the Globe.

2 actions which are repeated again and again (e.g. routines).
We usually set a table at one end.

¢ Remember to add -s/-es/-ies to the verb in positive
sentences for he/she/it.

He reserves She checks She goes She carries

Present Continuous
e Use the Present Continuous for:

1 actions taking place at the time of speaking.

I'm trying to find your reservation.

2 future arrangements you've made.

We're decorating the bedrooms on the top floor during February.

* Verbs that don't describe actions (e.g. have, know, want,
believe) are not normally used in the Present Continuous.

Mrs Chen has a baby son. (not Mrs Chen tshaving a baby
son.)

* Other non-action verbs: include, forget, remember,
understand, hate, like, be, cost, know, mean, need, prefer,
smell, sound, taste.

Short forms

* Use short forms in spoken English and informal written
English.

I'm (=1 am), you're not (= you are not)

he’s/she’s/it’s (= he/she/it is), we're not (= we are not)

the hotel’s (= the hotel is), thats (= that is)

* Use short forms with the negative forms of helping verbs.
We can’t find a parking space. Couldn’t you squeeze us in?

* Remember not to use short forms to give short positive
(yes) answers.

Is there a lift? Yes, there is.
Does the hotel have a business centre?  Yes, it does.
Do you have facilities for a wheelchair? Yes, we do.
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Underline the correct alternative.

Lll/Would you like to open the door for you.

Would/Could you like to speak to reservations?

Would/Can 1 help you with your luggage?

Could/Would you like to book a table for dinner?

Could 1/Would you like to book a taxi to the airport for you?
I'll/Could I ask the chef what he has available.

Rewrite the sentences as polite requests.

We want to have a child’s bed in our room. Can/Could we have a child’s bed in our room, please?

(Ve YRR JOLIT [REBBENETE: . onsmscuusssnscorsssuoussuissusss s sses ous e s o 8 0 S s O PO BV A PV ReTaTs
S LR TR T L O O —
Send me a booking CONfITMATION. ..ot
1wt to fesBrve A bl caommnamnmsammm TN oA e e B A S AT
L wranitto spealcts Them BRI ..oummmmcmessiiasssssms s s s o s sose sy oo s s

Complete the sentences with there and the correct form of be. Use short forms.

I'm afraid __ there isnt. .. a restaurant on the top floor.

VBS. whsrmmnnanemes a shuttle bus to the airport at six oclock.

............................... Internet access in each room?

GLIE shopst Tog, oo gift shops in the entrance hall.

I'm sorry, but ....ccveviviicicennn, a hair salon in this hotel.

............................... car parking spaces at the hotel. You must park in the city car park.

Correct the prepositions of time in the sentences. Some of them are correct.

The Marcello family are arriving es 2 p.m. on Wednesday. __ at

Mr Chan’s staying for four nights for Friday to Tuesday. ......cccoovuviiericinins
The bar’s open all evening after 2 a.m. ..coovvvvererrerrereneen.

The hotel closes at January for two weeks. .......cc.coevrrrrenrarnenns

We'll arrive on Friday some time at the afternoon. .........ccoccevcviuncene.

Business people use this hotel from the week but at the weekend we usually have families staying. .......ccccoooovineen

Complete the sentences with the Present Simple or Present Continuous of the verbs in brackets.
Use short forms if appropriate. -

We aren’t serving  (not serve) meals outside today because it’s too cold.

| SO (speak) three languages, so I usually ..o (deal with) enquiries from overseas
guests.

Mrand Mrs Kohl o (arrive) on Monday evening at eight oclock.

‘The waiter will be here in a moment. He ... wmmmisii (just check) tonight’s menu with the chef.
............................... (you go) on the boat trip round the islands tomorrow?

............................... (the hotel have) a business centre?

We SOMEIMES .oveeeeeereeeeeeees e (reserve) a table at La Hosta, but tonight we ..........cccoererrernns (eat) at Palino’s.
Thehotel caamamanmman (not take) online reservations today.

Test yourself 1

87



Language review
= Units 6-10

Possessive adjectives

e Use possessive adjectives before a noun to say that one
person or thing belongs to another. They stay the same if
the noun is singular or plural, e.g. my bag, my bags.

Singular: my, your, his, her, its  This is my suitcase.
Plural: our, your, their ~ Are these your coats?

Object pronouns

¢ Use object pronouns in place of a noun after verbs or
after prepositions.

Singular: me, you, him, her, it He'll take them to the room.
Plural: us, you, them  Enjoy your stay with us.

* Use a pronoun when you mention something for a
second time.

This is Mr Blanc’s suitcase. Could you take it to room 2057

Past Simple

e Use the Past Simple for completed actions and events in
past time, often with past time expressions: three hours ago,
yesterday, at nine oclock, in 2007, last week/month/year,
When ...?

The guests arrived yesterday.

When did you send the confirmation?

They didn’t stay in this hotel last year.

Did you book a single room? Yes, we did./No, we didn’t.

Regular verbs: Add -ed or -d to the infinitive of the verb.
arrived, booked, requested, answered, called, finished
Irregular verbs: Check these in the table on page 111.
send/sent, have/had, deal/dealt, forget/forgot, go/went

have and have got/haven’t got

* have and have got mean the same thing (= possess, etc.).
Either form can be used but have got is more informal and
used more often in spoken English.

We have a double room available for two nights.
We’ve got a double room available for two nights.
The hotel has a fitness centre.

The hotel’s got a fitness centre.

* Use have not have got for past time.

We had a big wedding party at the hotel yesterday.
Did he have a reservation?
They didn’t have any ground floor rooms.
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Adjectives and adverbs
e Use adjectives to describe nouns.
This is a very comfortable room.

 Use adjectives after the verbs seem, be, become, look, feel,
sound, taste, smell.

The room feels warm. That sounds interesting.

 Use adverbs with other verbs to say how something
happens or is done.

The room is locked securely.
e Use adverbs to describe adjectives.
The door seems to be securely locked.

* Most adverbs are made by adding -ly to the adjective, but
some adverbs are irregular, e.g. good/well, hard/hard, fast/
fast, late/late.

Question forms

* Begin Yes/No questions (closed questions) with the verb
be or an auxiliary verb (followed by the subject).

Were you comfortable? Do you need a copy?

® Begin Wh- questions (open questions) with a question
word (when, why, where, what, which, whose, who and how)
followed by an auxiliary verb + subject.

A: Where did you park? B: Outside the main entrance.
¢ Put the preposition at the end of the question.
Who did she give it to? What's this letter about?

e If who or what is the subject of the question, don’t use an
auxiliary verb. Use the same word order as a statement.

Who left this bag here? (Someone left this bag here.)

Talking about quantity
Quantifiers

* Use quantifiers to talk about a large or small quantity, or a
number of things. Some quantifiers can be used with both
countable and uncountable nouns.

some milk
(a) little milk

a lot of/plenty of cream
enough cream

(some) more bread
(I'll get you) some

any food
(how) much water

some onions
(a) few onions

a lot of/plenty of chillies
enough chillies

another bottle
(I'll get you) one

any plates
(how) many vegetables



Test yourself 2

1 Complete the sentences with the correct pronoun.

her me your it us them my it me
1 Id like to speak to Mr Malek. Could you tell _me.  which room he’s in?
2 Ms Clerk’s suitcases are blue. Could you take ................. it room, please?
3 Heres your key. I hope you enjoy ................. holiday here with ..................
4 A: What can I do with ................. diamond ring? It’s very valuable.
B pou Ve v b0 wssqummsivvions L in the hotel safe.

2 Complete the sentences with the Past Simple of the verbs in brackets.

1 Imafraidl Sforgot ... (forget) to reserve a parking space.
2 MWHEH s (you make) the reservation?
3 A st (you have) a good journey?
By N0, We woraisseins (do not). The seats ...c.ccesuins (be) very uncomfortable.
b NG s ittt st (not have) time to visit the castle. We ................. (spend) too much time at the museum.
3 Change the sentences from have to have got if possible. Use short forms.

We don't liave any tables left for Saturdayr BUBIINE ... aomummmmrimesivi s ostiosssisssesrosetsmss e ayessm i o s st ot
Ve el SOE BOtll SRBOCE TUTIIIMIER. ooeiessioniies i sisnibis s smss s amiosbioe e S snots 4 s s AR P s e ol
We Tl & laege ol T RIEETe SEIvITg JOET WRBIEIIEL. ..oooumunminnnsss vonwsssio e st oty osssnes i shade s s s o v
We have 4 hait galon, but we doot Havea DEsuty SO g i s cam i o i ame s i
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4 Underline the adjectives and adverbs. Correct six mistakes. The first one has been done.

Ms Laroche arrived at the Grande Hotel by taxi. She was met by a friendly concierge who greeted her politely. She
looked attractively attractive in her long, pink dress and large, blue hat. She walked slow across to the reception desk
where the receptionist smiled kindly. The receptionist spoke quietly to the porter and asked him to take the luggage
quick to the suite on the top floor. The luggage felt extremely heavily, but the porter smiled bravely. Ms Laroche was
delighted when she saw the wonderful suite. A large vase of beautiful flowers made the room really inviting and she
looked happy as she stood quiet beside the window looking at the wonderful view of an amazingly city.

Put the words and phrases in the correct order to make questions.

with 1 toudeinke Myould 1k | goiir 2neal 7 whatl POUT cuommssinmmimssmmmismoisms i misssss i o i
Hie Bt ol R S IR L B osinemnsiimisimiimiii i s s A S RS
BT V0L VS8 | CREE & WTRRES TOBIIIN cocimunonsraomnmanonsessnnssonimeies s s st S A S S SR BNl
igtesponsible f fable tegarvaions | for BTN WIINOE o ummmsinmmminsimsiomsiimmss s s i s st s s s
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Underline the correct alternative.

How much/many/any glasses of wine did he order?

There were a lot of/any/a little people standing outside the conference centre.
Could you bring me some/some more/another piece of cake, please?

Hurry! We haven't got much/some/a little time left.

The restaurant is very quiet. There are only a lot of/a few/a small guests eating.

o

v W
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Language review
= Units 11-15

Comparisons

* Use -er than, more ... than, (not) as ... as and not so ... as
to compare two things.

* Use a comparative adjective with than.

The Globe is more expensive than the Shore.

* Use as ... as to compare two things that are the same. Use
not as ... as/not so ... as to compare two things that are
different. Don't use the comparative form of the adjective.

The Globe is as comfortable as the Pacific (the same as), but
it isn’t as/so old as the Shore (the Shore is older).

Comparative adjectives

1-syllable + -r/-er

nice/old nicer/older

: ; 1 vowel + 1 consonant = double
big bigger

consonant + -er
busy busier consonant + y = -jer
simple simpler
; ; 2-syllable ending -le or -ow + -r/-er

narrow narrower
fraquint miots Frediient 2 or more syllables = more/less

+ adjective

* Use the superlative form the ... -est or the most ... to
compare more than one thing.

The Pacific is the largest hotel in the area. The Shore is the
most comfortable.

Superlative adjectives

the largest/the

large/old i 1-syllable + -st/-est

2 or more syllables = the
most/the least + adjective

the most/least

comfpriable comfortable

Irregular adjectives
| th.e besf

good better

bad worse the worst
little less the least
far farther/further the farthest/furthest
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Recommending, suggesting and advising

* Expressions for recommending, suggesting and advising
are followed by different verb forms.

* Use fo + infinitive after some noun phrases.

In my opinion, the best way to see ...
It would be a good idea to take ...

* Use a personal pronoun + infinitive after recommend, or
use the -ing form without a personal pronoun.

I recommend you buy ... I recommend taking ...

¢ Use the infinitive after Why not and modal verbs.
Why not buy ... You can/could take ...

* Use the infinitive with to after Your best option is.
Your best option is to go ...

* Use the -ing form after a preposition.

How about taking ...

need

® Use need as:

1 a main verb (need + noun) to mean ‘require’

Our guests need clean towels in their room.

2 an auxiliary verb (need + -ing) to mean ‘require’

Do the tablecloths need ironing?

3 an auxiliary verb (need + to + infinitive) to mean ‘have to.

You don’t need to reserve tickets in advance.

Present Perfect

* ‘The Present Perfect (has/have + past participle) connects
the past with the present. Use the Present Perfect for:

1 recent actions and events, often with just and already. Put
just and already after has/have.

The guests for room 119 have just arrived. (a short time ago)

I’ve already sent the letter. (before now)

2 actions and events not yet completed, often with yet. Put

yet at the end of a question or negative sentence.

Housekeeping hasn’t cleaned room 166 yet. (up to now but
we expect them to soon)

3 actions and events that happened in the past at no specific

time but have important results now.

We haven’t found the keys. (Now we can’t open the door.)

* Use the Present Perfect with for/since for actions that
started in the past and have continued up to now: Jor refers
to the length of time; since refers to the point when the
action started. Use how long for questions.

A: How long have we had this menu?
B: We've had it for two months/since Monday.



Test yourself 3

1

Complete the sentences with the correct adjective, changing it into the comparative
or superlative form if necessary.

poputar exciting bad big good cold far close old
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The fish dish is selling well. It seems much __more popular _than the steak tonight.

I'd recommend room 204 for a family as it’s a little .............c.....c........... than 206.

ThHetower 1888 o as the castle - they were both built in 1790.

Thecinemids. ..ot than the theatre - it’s only five minutes to the theatre, but it's 20 minutes
to the cinema. The Science Museum i§ ... ssssmssssins - it’s next to the hotel.

Working with a celebrity chef is .........ccccvvucverinnnn. thing I've done!

We have far more tourists staying at our hotel because we offer .............oooovee....... service in the region.
The weather can be very pleasant in September and it ISt as ...........voveverereeenenn.. as in November.

Traffic problems in the city are always ............ccoooovvvnnnc..e. on Friday than on Monday.

Match 1-6 with a—f to make sentences.

[e]If you don’t want to wait for the bus to the a taking the ferry to the island - it leaves at ten

museum, you could and returns at six.
[ ]It would be a good idea b to get to town is by bus.
[ ]1f youd like a day trip, how about ¢ leaving your luggage in the luggage room till you're ready to leave.

[_]1If your flight doesn’t leave till six, T recommend d visit the Folk Museum.
[_]If you're interested in local history, why not e take a taxi.
[_]In my opinion, the best way f to buy an Oyster card for the public transport system.

Correct the mistakes in the sentences,

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

All guests need identifying their nearest fire exit as soon as they get to their room. .......coooooovvveeoeroerroo..
You not need to clean room 245 this morning. ............ccoeeoeeeroeeeee..
The flowers in reception need change and someone needing to tidy the newspapers on the table.

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

Wibca sty S ouerall. [NOE HBTEL VD) i nimms s o ismmsmsmnssnssssosisionini ssbimssbiiasssi st s
ey in the soeeting room? (e, How Ten) e i i misiossss
the workmen the shower in r00m 3362 (FEPAIL, YEL) ....ovvvvceveuurrmrmmmereneeeessasissmassssseseesssssssssessssseseessessssssesesssssmmsesesses s sees
The receptionist a booking for a group of 20 on Friday night. (fake, JUSL) ........oooc.orieooveeoeeoeeeeeeeeoeoeeooee oo,

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

..............................................................................................................................................................................................................
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Language review
= Units 16-20

First and second conditionals
First conditional

 Use the first conditional to talk about the result of a
possible or likely future situation. The if part of the sentence
states the condition, and the other part states the result.

condition result
If the guests arrive early, they’ll have to wait in reception.

result condition
We'll call security if there are any more problems.

* The condition can come in the first or second part of the
sentence. Use a comma after the condition, if it comes first.

* Form the condition with the Present Simple and the
result with will. If goes before the condition, not the result.

If they leave early, we'll clean their rooms first. (not Hwe'l-
ciean their rooms first, theyteave early.)

Second conditional

* Use the second conditional to talk about the probable
result of an unlikely or unreal situation now or in the
future.

condition result
If there was a fire in the kitchen, the alarms would sound
throughout the hotel. (Theres unlikely to be a fire.)

result condition
It would be easier to check in guests if we had a bigger
reception desk. (But we haven't!)

* Form the condition with the Past Simple and the result
clause with would.

unless

* unless can be used instead of if not in both first and
second conditional sentences.

We'll cancel the booking unless we receive confirmation soon.
I'wouldn't eat fish unless I was very hungry.

The Passive

* 'The Active or Passive is used depending on what is most
interesting or important in a sentence. The Active is used
when we're interested in who or what is doing an action.
The Passive is used when we're interested in the person or
thing affected by the action.
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Reception staff allocated a room when the guests arrived.
(Active: the focus is on the reception staff so they come first
in the sentence.)

A room was allocated when the guests arrived.

(Passive: the room is more important so comes first and the
agent - reception staff — is unimportant so we leave it out.)

* The Passive is also used when the agent is unknown.

The room hasn’t been cleaned. (Someone hasn’t cleaned the
room.)
I was told to wait here. (Someone told me to wait here.)

* If it’s important to include the agent in a Passive sentence,
use by + the agent.

The hotel guests were welcomed by the General Manager.

* Make the Passive with the verb be in the appropriate tense
and the past participle of the verb.

Active Passive

He takes reservations. Reservations are taken.

They are cleaning the rooms. The rooms are being cleaned.
They moved the luggage. The luggage was moved.

They have booked a room. A room has been booked.

They will finish the hotel The hotel will be finished next
next month. month.

They’re going to deliver The new furniture is going to
the new furniture. be delivered.

Managing conversation

* Spoken English is different to written English in several
ways. We normally don’t have time to plan, think about our
message and revise it when we speak. We often use words
which have little meaning such as well, you see, kind of. They
indicate to the listener how we feel and sometimes warn of
what is to follow. When we hesitate we use Er, Um.

* Use well, so, now at the beginning of a sentence to
introduce new information and to get someone’s attention
before a change of topic.

Now, what will we do with the guests in room 222?
Well, what do you think about extending the car park?
So, has it been a busy day?

¢ Use actually to emphasize a point,

She was very helpful and actually carried my bags to the car.
or to correct or contradict someone.

No, I dor’t come from Italy. I'm from Switzerland, actually.
* Use OK, Right, Good, I see, Mm, Ah when listening to
encourage the speaker to continue.

A: When we arrived in Venice it was very hot.
B: Mm!

A: But the hotel had excellent air conditioning.
B: Good.
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Use the prompts to make first or second conditional sentences. Use unless if appropriate.

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

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

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

Yesterday, one of the conference guests ............ccccccovvuvrrnnnn. (take) to hospital when she became ill.

A: Where's Mrs Brown?

B: S0 scnnsisismi (prepare) the banqueting room for the wedding later this afternoon.

Normally, in the afternoon, new flowers .......ccocovvrrenenence. (place) in the reception area.

T (just find) your earrings, 80 We .....c.c s (send) them to you without delay.
Thisrarea of the Dotel ..o (clean) every day. The windows .......c.coceeriuiininnenne. (polish), the carpets
............................... (vacuum) and the lights .........cccceorurevrennenen. (dust).

Theeliiclemn oo (serve) with mushroom sauce and fresh vegetables.

The taixed seafoe] A8l ..o cmmis oo (contain) prawns and mussels.

Complete the sentences with the most suitable word. Use the information in brackets to help.

well right actually now ah! actually mm ...

1

b

4

A: She came into the dining room at about half past seven. (encourage speaker)
B: Right.
A: Then she decided to go back to her room for something.
B cosmmeprsasss
: Then I suddenly heard Marie shouting.
RO ——
Monday isn't the 16th. It’s the 17th ..ocoveivciireeeee. ) (correct information)
A: Here are the keys.
B Thanke vl vuisensesnsans what are you planning to do today? (change topic)
The room was so comfortable and had a wonderful view. (emphasize)
| R overlooked the Grand Canal.
A: Could you describe the room? (introduce information)
B s , therere a dance floor and 30 small tables ...

Test yourself 4
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Language review
= Units 21-25

Obligation and prohibition

Obligation

* Use must or have to (+ infinitive) to talk about
obligations. Sometimes it doesn’t matter which is used.
I've got exams tomorrow, so I must/have to revise.

* But there is a difference in meaning. Use must for a
situation when the speaker thinks something is important.

I must remember to take my earrings out before I start work.

* Use have to when there is an obligation from a rule or
situation.

All kitchen staff have to keep the kitchen clean and tidy.

* Use had to for past obligation.

We had to clean all the kitchen equipment yesterday.

* Use have to to make questions, not must.

What do I have to do now?

No obligation

* Use don’t have to or needn’t (+ infinitive) to talk about the
absence of obligation.

You dom’t have to work every weekend. (It isn't necessary.)
We needn’t wash the floor. (Others do it.)

Prohibition

® Use mustn’t or can’t (+ infinitive) to talk about
prohibition, not obligation.

You musti’t leave spills on the floor. (Don't do it!)
You can’t leave food uncovered. (It’s not allowed.)

have something done

* Use have something done to say that someone is doing
something for you (this is often something you pay or
employ someone to do).

The manager’s having the main office refitted. (He’s
employed a company to come and do it.)

* Use subject + the correct form of have + object + past
participle of the verb.

We have the windows washed once a week.

The manager is having the office painted blue.

The chef didn’t have fresh caviar imported from Russia.
Has Marie had her hair coloured black?

The owners will have the hotel refurbished next year.
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Verb + -ing or (to) infinitive
¢ When one verb follows another, the first verb determines

the form of the second verb: verb + -ing or verb + (to)
infinitive.

* help, let (verb + object + infinitive)

She helped Chef prepare the fish.
Did they let you wait in the lounge?

* want, promise, decide, manage (verb + to + infinitive)

I want to become a hotel manager one day.
What did Maria decide to do?

* finish, keep, enjoy (verb + -ing)
Have you finished cleaning this room?
Don'’t keep stirring the sauce!

* remember and forget can take both forms. When you
remember to do something before it happens, use to +
infinitive.

Please remember to lock the door when you leave.
Don’t forget to replace the toiletries.

When you remember something after it has happened, use
verb + -ing.

I remember seeing her outside.

I'll never forget burning my hand.

Reporting verbs

* To report what someone has said, a number of other
verbs can be used instead of say and fell, e.g. apologize,
blame, assure, offer, ask, warn, advise, refuse.

He said he was sorry for breaking the plate.
— He apologized for breaking the plate.
Chef told her not to touch the hot pot.

= Chef warned her not to touch the hot pot.

* Use these reporting verbs in the past tense. Remember to
use the correct verb patterns.

G offer
+ fo + infinitive to do
refuse
+ person + to + wain
P RCHS advise me (not) to do
infinitive
ask
+ person + that assure us that
_ apologize for :
+-ing proe (not) doing

blame (sb) for

Ausa offered to work late on Saturday.
The receptionist advised the guests to wait in the bar.
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Complete the kitchen rules with have to, don’t have to or mustn’t and the verbs in brackets.

You _have to tie back . (tie back) your hair and you .............cocccoveoeerivessecosnere. (wear) a cap - it’s a rule.

NOU s i i (handle) food with cuts on your hands.

VEILD . comssa ioiinssssons et Sl (wear) a cap outside the kitchen - you can relax!

AR i (prepare) food unless you've washed your hands.

| I (keep) raw meat and cooked meat in separate fridges to avoid contamination.
T N (chew) gum - no eating allowed!

Make sentences using the correct form of have something done.

The windows were dirty but now they’re clean. The manager didn’t wash them herself,

The hotel buys fresh salmon. Someone sends it from Norway.

TREIOE] i it i R R s o st from Norway.

The bedrooms need new curtains. A local company is making them.

REE SRR oo i e s B for the bedrooms.

A fire extinguisher company checks the extinguishers regularly. Has the company checked them recently?
............................... FOUL iusisiiasssssuscsioomsastmntssssmsenspsisssamssnsatpsossaisssssstrsssnsnssessmammassnssonseossesss FECEHtTY?

We will ask someone to redesign the garden sometime next year.

WU B isnmnmvaincimiiasmisomsissiodismiis bbb et oo s sometime next year.

The hair salon did the wedding guests’ hair before the wedding.

Tlor G I SIS coviisisssisnsmsnsssss i S mimss k soisosiae before the wedding.

Make a second sentence with the same meaning as the first. Use the verbs in brackets.

They've offered me a job in the Pacific Hotel. I've made up my mind to take it.
....................................................................................................... the job in the Pacific Hotel. (decide)

....................................................................................................... when you arrive in America. (remember)
...................................................................................................... cakes and pastries. (enjoy)

...................................................................................................... before you leave. (Don't forget)
Tom has to scrub the work surfaces. Can you assist him?
...................................................................................................... the work surfaces? (help)

Correct the mistakes in the sentences.

The tour guide assured we that the bus would arrive before ten oclock. us. o

The restaurant manager blamed the waiter to drop the tray. ........ccoooo.oooeeeveiossveoeesseeeeen.

The guests asked the receptionist sending drinks to their roOm. ......ooeeeevvoeeeeeeeeeeeee oo

Chef warned the trainee to use not the slicing machine. .............coooermveveeroreeesseresssresssrnn,

The chamber maid has lost her job because she refused working on Saturday. ...........cccooeervoervvvveeeccovrcsserireeeeeneee

The receptionist apologized for forget the wake-up call. .........coocooovvvvevireeeeeee e,

Test yourself 5
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Language review
= Units 26-28

Adjective + preposition

* Many adjectives are followed by a particular preposition.
aware of, capable of, excited about, famous for, fond of,
frightened of, full of, in charge of, interested in, keen on, kind
to, pleased with, proud of, satisfied with, suitable for, tired of,
used to, worried about.

* These adjective + preposition phrases are followed by a
noun (phrase) or pronoun,

Shes aware of the meal-time changes.
The manager’s worried about them.

or a verb in the -ing form (also with not).

Toms tired of getting up early every morning.

This product is suitable for cleaning wool carpets.

He’s proud of not making any mistakes.

* Some adjectives can be followed by more than one
preposition.

The guests were angry about the delay. (about something)
Jean-Bernard was angry with the chamber maid. (with
someone)

* Some adjectives change their meaning when followed by
different prepositions.

Erik is responsible for the dining room. (part of his job)
He’s responsible to the manager. (person senior to him)

* Use good/bad at to talk about a person’s ability.

Hes good at working under pressure.

Shes bad at time-keeping.

* Use good/bad for to say if something is useful/helpful or
not.

The year abroad was good for my reception experience.
Too many late nights are bad for you.

* Use good to, kind to, polite to, rude to to talk about
behaviour to others.

You must always be polite to guests.
The supervisor is kind to her staff.

Talking about the future

going to

* Use present tense of be going to + infinitive to talk about
something you've decided or intend to do in the future.

I'm going to check the rooms on the ground floor after lunch.
Which soup are we going to make today?
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* Use going to to predict what is going to happen based on
the situation at present as evidence.

Is it going to rain? (It's getting dark.)

She’s going to find the course difficult. (I know it’s difficult.)

will

* Use will + infinitive for an instant decision, made as you
speak.

Az I've left my pen on the desk.  B: Oh, Ill get it for you.

* Use will to predict the future when it's based on general

beliefs, opinions or attitudes.

I'm sure you’ll enjoy your trip to the island.

Question tags

* A question tag is a short question added to a statement. It
turns a statement into a question. Use question tags to get
another speaker to confirm or disagree with what you have
said. Use a negative question tag with a positive statement
and a positive tag with a negative statement. Question tags
are used in spoken English, rarely in written English.

You're leaving today, aren’t you?
The restaurant wasn't open yesterday, was it?

Pronunciation

* Use a rising intonation to ask a real question.

_—_/
A: You've received our confirmation, haven’t you?
B: Yes we have, thanks.
* Use a falling intonation when you know the statement is
true and simply want the conversation to continue.

; i
A: Its an interesting city, isn’t it?
B: Yes, it is. I love the district where all the artists live.

Form

* Make a question tag with an auxiliary verb, modal or
form of the verb be (+n't) + pronoun. The pronoun refers to
the subject of the statement.

Tom’s going to France, isn’t he.

Miriam can’t speak German, can she?

* In the Present Simple and Past Simple, use a form of do.
The restaurant serves vegetarian food, doesn’t it?

You didn't lock the door, did you?
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1 Make sentences using the adjective in brackets and a preposition.

1
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3

Emma has an important examination tomorrow. She’s nervous.
Emma’s worried about an important examination tomorrow . (worried)

Abdul understands cultural differences between people.

B T onromscsmn i T s A eSS AR AT . (aware)
Karl's going to work in a hotel in Croatia for six months.

BT i m00ismmmos v it AR A S S i e e S S s . (excited)
Marie looks after the new trainees in the hotel.

TUTLRR R cocmmonmanmtsvammen s s s R 4o AR 5 S S5 Scommesmemme S Aot A s S S . (responsible)
The supervisor isn't happy because the chambermaid hasn’t done a good job.

TRE SUPEIVISOITS 1onvuuiveriierseeiesse e eee ettt e e e e e . (not satisfied)
She creates very interesting recipes which are tasty.

U s o S S50 AT s oo RS s b e e s . (good)
He doesn't really like getting up so early. ;

T oo o A A L S S S R e e . (keen)
Gina has her exams tomorrow - she’s nervous.

KT e L S S s s s apas s A S s St . (worried)

Complete the sentences with will or going to and the verbs in brackets.

A: Have you cleaned room 129 yet? The guests have arrived.

B: Not yet. But if the guests have arrived, we’ll | do (do) it now.

A: Have you booked your flight?

B 363, Wh cnnvunomnsinmmimmpimiiim (spend) two nights in Singapore and then fly on to Sydney.
A: The man at reception said hed let me know when my visitors arrive.

o WE b R (not forget).

A: Have you decided what to do about that job at the Royal?

Be Mok, | ooconmmnminmmnensis g (not apply) for it.

J D0 SOOI v s A S (enjoy) the film. Everyone says it’s very good.

Thie train leaves at two. 15 already ten 10 B0, BO WE i wssmiimiiniiiimm, (miss) it.

Complete the questions with the correct tag.

can she isn't he won't you didn’t you haverrt-you hasn't he will you have you

0 N D UT R Wb =

You've got a car with you, _haven't you . . ?

You will do my shift on Saturday, .......ccooovuorvirrmnrrnnenn. ?
Lees applied for the job, ..., ?

Helene can’t work on Saturday, .......ccceeeeuerreeeec, ?

Mr Jenson:is leavingon Tuesday, .....ouvsimmamsmii ?
YOU WORTIOTEEL, womemmrassiisss ?

Yo bett yotr ey in the 160M, « s ?

You haven't used garlic in the sauce, .........cccoeeuurrennneee, ?

Test yourself 6

97



Test yourself answer key

Test yourself 1
1 2 Would 3 Can 4 Would 5 CouldI 6Tl

22
3
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Can/Could you give me your passport, please?

Can/Could I speak to the manager, please?/Id like to speak
to the manager, please.

Can/Could you send me a booking confirmation, please?
Can/Could I reserve a table, please?/I'd like to reserve a
table, please.

Can/Could I speak to Thea Berberi, please?/Id like to speak
to Thea Berberi, please.

there's

Is there
therere/there are
there isn't

There aren’t

.. from Friday to Tuesday.

.. all evening until 2 a.m.

.. closes in January for two weeks.

.. some time in the afternoon.

.. during the week but at the weekend ..

speak, deal with
are arriving

s just checking

Are you going
Does the hotel have
reserve, re eating
isn't taking

Test yourself 2

12
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them, her
your, us
my, it, me, it

did you make
Did you have, didn't, were
didn't have, spent

I'm afraid we haven’t got any tables left ...

We've got excellent conference facilities.

have got not possible

We've got a hair salon, but we haven't got a beauty salon.

Test yourself answer key

4 Ms Laroche arrived ... met by a friendly concierge who greeted
her politely. She looked attractive in her long, pink dress and
large, blue hat. She walked slowly across to the reception ... the
receptionist smiled kindly. The receptionist spoke quietly to the
porter ... the luggage quickly to the suite on the top floor. The
luggage felt extremely heavy, but the porter smiled bravely. Ms
Laroche was delighted when she saw the wonderful suite. A
large vase of beautiful flowers made the room really inviting
and she looked happy as she stood quietly beside ... at the
wonderful view of an amazing city.

5 2 What would you like to drink with your meal?
3 Are you interested in visiting the island?
4 Could you help me get a taxi?
5 Who is responsible for taking table reservations?

6 1 many 2alotof 3 another 4 much 5 afew

Test yourself 3

1 2 bigger

old

farther/further, the closest
the most exciting

the best

cold

worse

0o~ O U1 e W

22f3a4d4c5d6b

3 2 Housekeeping needs to check ... The shampoo needs
replacing and the guests need a hairdryer.
3 All guests need to identify their nearest fire exit ...
You don’t need to clean room 245 ...
5 The flowers in reception need changing and someone needs
to tidy ...
6 The roads are very busy ... you need plenty of time ...

o~

We haven't had a reply to our email yet.

How long have they been in the meeting room?

Have the workmen repaired the shower in room 336 yel?
The receptionist has just taken a booking for a group of 20
on Friday night.

Have the guests chosen the menu for the wedding reception
yet?

7 We've already sent a confirmation by email.

U W

N
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More business people would use the hotel if we had Internet
connection in every room.

The hotel will continue to lose guests unless the weather
improves/if the weather doesn't improve.

We wouldn't offer such excellent service if we didn't have
such loyal staff.

Staff will be happier if we change the hours of work.

If we find the missing bag, we'll let you know.

was taken

s preparing

are placed

has just found, "Il send

is cleaned, are polished, are vacuumed, are dusted.
is served

contains

Mm, Ah
actually
Now

actually

Well

Test yourself 5
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have to wear
mustn't handle
don’t have to wear
mustn’t prepare
have to keep.
mustn’t chew

The hotel has fresh salmon sent from Norway.

The hotel manager is having new curtains made for the
bedrooms.

Have you had the fire extinguishers checked recently?

We'll have the garden redesigned sometime next year.

The wedding guests had their hair done before the wedding.

I've decided to take

Remember to send me some photos
I enjoy making

Don't forget to switch off the lights
Can you help Tom scrub

.. blamed the waiter for dropping the tray.

.. asked the receptionist to send drinks to their room.
.. the trainee not to use the slicing machine.

.. because she refused to work on Saturday.

.. apologized for forgetting the wake-up call.

Test yourself 6
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Abdul’s aware of cultural differences between people.
Karl’s excited about going to work in a hotel in Croatia for
six months.

Marie’s responsible for the new trainees in the hotel.

The supervisor’s not satisfied with the chambermaid.

She’s good at creating interesting (tasty) recipes.

He’s not keen on getting up so early.

Gina’s worried about her exams tomorrow.

were going to spend
won't forget

‘m not going to apply
you'll enjoy

re going to miss

won't you
hasn’t he
can she
isn’t he
will you
didn’t you

have you

Test yourself answer key
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More words to use

| Attractions, festivals and customs -

tradition

art shop dome origiate :

blossom excursion parade traditionally
celebrate festival raft trekking
costume lantern religious waterfront
cottage mask signify well
courtyard minaret skyscraper  windmill
dancing mosque tearoom wind turbine
(food) dish musician temple

Conferences and events

anniversary handout : schedule
auditorium interactive whiteboard state of the art
AV equipment microphone wake

golden wedding  rostrum wall-mounted

Currencies
Australian dollar

Indian rupee Swedish krona

Chilean peso Iranian rial Swiss franc

Moroccan dirhan Turkish new lira

Polish zloty

Croatian kuna

Czech koruna Venezuelan bolivar

Serbian dfhar

Egyptian pound Vietnamese dong

| Disabilities and injuries .
: nosebleed

bleeding deaf

blind dislocation sprain

burn fracture strain

“clinic guide dog walking stick
convulsion(s) “hearing aid wheelchair bound
crutches lame wound

Drink service

screw top

breathe
chambrer sediment
cork sommelier
corkscrew vintage
plastic cork
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i Hotgl facilities .

: Food préparatibh '

baby’s bottle  discard
beat food allergy
blanch grate

blend julienne
chop mash

diet -~ mince

cot (US crib) iron

moisten

soak
peel sprinkle
purée squeeze
roll : stir
shred
simmer

safe deposit box

fitness centre jacuzzi suite
hair dryer lift (US elevator)
hair salon lobby

; 'I-i_e'zii_t_h.,._ safety and security .

luggage storage A

room service

babysifting
dry cleaning pre-hook wake-up service
laundry

bandage hurric_ane-‘_ pulse
choke identity badge sensor
exp_los_ia_nu : 'i'ns‘pect.ibn tornado
firearms plaster ‘unconscious
flood poisonous

‘Housekeeping

bath mat

bath robe

bath sheet

bath towel

Do Not Disturb notice
duvet cover

face cloth

guest notepaper and envelopes

Further items on the room attendant’s trolley:

~hand towel
pencils/pens
Please Service notice
room service menu
sewing kit
shoe shine cloth

shower cap




desirabl :

block letters marital status surname
bonus essential permanent temporary
date of birth  ideal candidate probation

:' Pers'o_né'l qh_aliti’és

aggressive assertive engaging sophisticated
amenable cooperative intelligent sullen
anxious emotional poised sympathetic

| Personnel

hall porter

assistaht manager
breakfast chef kitchen porter
cashier laundry attendant

catering manager laundry supervisor

chef de partie maitre d’
colleague pastry chef
concierge reception manager

executive housekeeper waiting staff

food and beverage manager

"'fil"ele-phoning ;

engaged long di.s‘tahc_.é call

bep

cell phone extension operator :
charger GSM outside line
coverage handset receiver
crackling hang up satellite phone
dial tone interference switchboard
directory local call text message

Travel and transport

cable AT ~ minibus rou'te
change (train) monorail tram
concourse pedicab travel card
cover pier tube station
flight rental car validate
funicular rickshaw voyage

| Weather

bright £ foggy sleét'ing warm
cloudy freezing snowing wet
dull rainy sunny windy

 Telephone alﬁha_be:f

available irty " overlooking tired 2
blocked dripping recycled torn
comfortable frozen same undercooked
cracked illegal similar uneatable
customary impressed spacious wide
different narrow stained

A_h_brevihtions .

Common abbreviations are often used in business emails
between regular correspondents.

asap  assoon as possible
GC copy to

encs  documents enclosed

incl included

Ltd limited (after name of private company)
no number

plc : public limited company

pp _per proxy (signing instead of somebody)

re regarding
¥d - -road
st street

November

A Alpha N

B  Bravo 0 IOSCEi'f
& ot P Papa

D Delta Q Quebec
E- Echo . - R Romeo
F  Foxtrot 'S Sierra
G Golf T Tango
H Hotel U  Uniform
| India V  Victor
] Juliet W Whisky
K Kilo X Xray

L Lima Y VYankee
M Mike Z-  Zulu
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Glossary

abbreviation # the short form of a word,
phrase, etc.

abroad adv, prep in or to a foreign country

accept vb [1] to take something you are
offered [2] to believe or agree that
something is true, correct or fair

accommodation n a place where you live,
work or stay

account n [1] an arrangement with a bank
to take care of your money [2] an
arrangement with a shop, hotel, etc. to pay
for things later

acronym » a word that is a short form of a
phrase or name

adjoining adj next to or connected to
another room, building, etc.

aggressive adj angry, rude or violent

air vb if you air a room, you open the doors
and windows to let fresh air in

airline n a company that owns and operates
aircraft
aisle » a narrow passage between rows, for

example between seats on an aeroplane or
shelves in a supermarket

allergy # a medical condition that makes
you feel ill if you eat or touch a particular
substance (allergic to sth = having an
allergy to sth)

allergy-tested adj a substance that has
been allergy-tested has been examined to
make sure it does not contain anything that
is likely to cause someone to become ill

alley n a narrow passage between buildings

alternate adj if something happens on
alternate days, weeks, etc., it happens on
one day, week, etc., then not on the
following day, week, etc., and continues in
this pattern

alternative n something you can choose
from two or more things

ambitious adj very determined to succeed

amenable adj somebody who is amenable is
easy to control and likely to agree with you

amendment # a small change made to an
arrangement

amount » a quantity of something,
especially money

anniversary »n a date when you celebrate
something that happened on that date in
the past
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answer n a response you get when you
phone somebody or knock on the door of
their office, house, etc.

anxious adj feeling worried

aperitif » a small alcoholic drink that you
have just before a meal

apologize vb to say that you are sorry for
something that has gone wrong or a
problem you have caused

appearance n the way that somebody
looks, dresses or behaves

archaeology » the study of ancient cultures
and people by examining old bones,
buildings and objects that are dug up from
the ground

architecture n the style and design of
particular buildings

arrange vb [1] to organize something so

that it happens [2] to put a group of things
in a particular order

arrow » a mark or sign that is pointed at
one end to show the direction or position
of something

art shop n a shop that sells paintings

asparagus #» a plant with thin green and
purple stalks, eaten as a vegetable

assembly point # a place outside where all
the people who were inside a building go if
there is a fire or other emergency

assertive adj saying what you want clearly
and confidently so that people listen to you

assistant manager » the person whose
job is to help the manager, or take the
place of the manager in a company, when
the manager is not available

auditorium n the part of a theatre or
concert hall where the audience sits

AV equipment » audio-visual equipment
that uses sound and pictures, for example a
computer or television

availability » the state of being able to be
used or obtained

available adj able to be used or obtained

baby’s bottle 1 a.small plastic bottle with a
rubber cap, used to feed babies milk or
other liquids

babysitting 1 the work of caring for babies
or children for a short time while their
parents are out

bacteria » very small living things that can
cause disease

baggage carousel  a large rubber belt at
an airport that moves in a circle and from
which you collect your luggage

balcony n a platform with a rail around it
that is on the outside of a building

bandage » a long thin strip of fabric that is
wrapped around a part of your body that
you have injured

bath mat # a small rug for you to stand on
when you get out of the bath or shower

bath robe » a loose long piece of clothing
like a coat that you put on when you get
out of the bath or shower

bath sheet n a very large towel

bath towel » a thick piece of fabric, used to
dry vourself

beat vb to mix food such as eggs, cream or
butter well

bedspread » a fabric cover that is placed
over a bed

beep 1 a short sharp sound

belongings # the things that you own and
carry with you

birthday » the date on which somebody
was born

blame [1] vb to believe that somebody is
responsible for something bad [2] n
responsibility for something bad

blanch vb to put raw vegetables in boiling
water for a few minutes to prepare them

bleeding n the process in which you lose
blood from your body

blend vi to mix two or more substances
together, especially food

blind adj not able to see due to a medical
condition

block letters n separate letters of the
alphabet that are written in capitals

blocked adj completely closed so that
nothing can pass through

blossom n the flowers that trees produce in
spring

boarding card » a card you must show
when you get on a ship or plane

bonus # an extra payment you get because
you have done your job well



book vb to arrange to have or use
something at a particular time or on a
particular date

boring adj not at all interesting

break down vb if a vehicle or machine
breaks down, it stops working

break up vb if the sound on a radio or
phone is breaking up, you cannot hear it
properly

breakfast chef » the person in a hotel
whose job is to organize breakfast for the
guests

breakout room # a room in a hotel where
people who are having a long meeting can
go to relax, have refreshments, talk, etc. for
a short time

breast of chicken » the white meat that
comes from the front of a chicken

breathe vb [1] to take air into your lungs
and blow it out again [2] if you let wine
breathe, you open the bottle and let it
stand for a while before drinking it, to
improve the flavour

bright adj bright weather is full of light and

sunny

brochure # a small book with pictures and
information about something

budget n an exact amount of money you
have planned to spend on something

burn # an injury caused by fire or heat

business centre » centre in a hotel which
provides facilities to guests so they can do
business, e.g. computer, printer, fax,
shipping services, etc.

business conference » a large important
meeting for a particular type of organization

busy adj [1] if a telephone is busy, you can
hear a continuous noise on it that means
the person whose number you dialled is
already talking to somebody else
[2] having a lot to do

button # a small part of a machine that you
press in order to perform a particular
action

cabin luggage » smaller bags that you can
take onto a plane with you

cable car n a square vehicle that hangs from
a moving metal wire, used to carry
passengers up and down a mountain

call back vb to phone somebody who
phoned you earlier

campaign » a series of organized activities
that are intended to achieve a particular
social or political aim

cancel vb to change an arrangement you
made earlier so that it does not happen

capacity # the number of people who can
fit into a particular space such as a room
or bus

car registration (number) n the unique
number on a car’s number plate

car rental » an arrangement to hire a car
for a set period of time

career »n the series of jobs that you have
throughout your life

cashier n the person in a bank, shop, etc.
who deals with payments

catch vb if you catch what somebody says,
you just manage to hear what they say

catering manager » the person in an
organization such as a hotel or college who
is responsible for arranging meals in the
restaurant

celebrate vb to do something special to
show that you are happy about something
or it is an important day for you

cell phone n (US) a small wireless
telephone that you can carry with you

chambrer vb to bring wine to room
temperature

change vb [1] to make different arrangements
from the ones you planned earlier [2] to get
out of one form of transport and continue
the journey in another

changeover n the act of getting a hotel

room ready for a new guest after the
previous guest has checked out

changing room # a small room where you
can change into different clothes

charger » a piece of equipment that is used
to load a battery with electrical power

check vb to find out if something is possible

chef de partie n the person who is in
charge of a particular part of the kitchen in
a restaurant or hotel

chest # the upper part of the front of your
body

chilled adj food or drink that is chilled has
been made cold to keep it fresh or improve
the taste

chilli » a small green or red vegetable that
has a strong hot taste

choke vb to be unable to breathe properly or
swallow because something is blocking
your throat

chop vb to cut something, especially food,
into small pieces

client # a customer who receives a service
from a professional person

clinic » the part of a hospital where you go
to receive a particular medical treatment

cloudy » [1] a cloudy sky is covered in
clouds [2] liquid that is cloudy is not clear

coast n an area of land next to the sea

collapse vb if a person collapses, they fall
down because they are ill

colleague » somebody who works at the
same place as you

collect vb to go and get something from a
particular place, for example because it is
yours or you want to use it

come back (to sb) vb to return to
somebody, for example because you are
dealing with a problem they have

comfortable adj making you feel physically
relaxed

comfortably adv in a comfortable way

committed adj willing to give a lot of time
and attention to something

communication skills # the ability to
express your ideas clearly in speech and
writing

complimentary adj given free of charge

compote » fruit cooked in sugar and water
served as a dessert

compulsory adj that must be done by law
or rules

concert season n the time of year when
musical concerts are performed

concierge n somebody whose job is to help
the guests in a hotel with information,
problems, etc.

concourse # a large hall or space inside a
building such as an airport or railway
station

conditions » the situation or surroundings
in which people live or work

conference suite n a large room or group
of rooms in a hotel or business centre
where meetings are held

confident adj feeling or showing that you
are sure of your own abilities, opinions,
etc.

confuse vb to think wrongly that one thing/
person is something/someone else

congested adj so full of traffic that nothing
can move

conscientious adj very careful and
hardworking

contact number # a specific phone
number you can use to speak to somebody

contamination # the fact of something
being spoiled because a substance has been
added to it that makes it harmful or
dangerous
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continue vt to keep going in the same
direction

contract of employment n a legal
agreement between an employer and an
employee that says what work the
employee will do, how much they will be
paid, etc.

control switch # the part on a machine,
light, etc. that you press or move to operate
it

conveyor belt 1 a large rubber belt that
moves in order to carry goods, baggage,
etc. from one place to another

convulsion(s) # sudden violent movement(s)
of your body that you cannot control

cooperative adj willing to help and agree
with what you suggest

cork » a small round piece of wood that is
pushed into the top of a bottle of wine to
keep it closed

corked adj wine that is corked tastes
unpleasant because it has been damaged
during its production

corkscrew 7 a small tool that you use to
remove a cork from a bottle

correct adj with no mistakes

correspondence » letters or other written
material that you have to deal with

corridor » a narrow passage inside a
building, with doors that open into rooms
along it

costume » a set or style of clothes that
people of a particular country wear on
special occasions

cot (US crib) n a bed with high sides for a
baby

cottage » a small and very old house,
usually in the countryside

courtesy room » a small room in a hotel
containing a toilet, shower, etc. for guests
to use

courtyard » an area of ground outside that
is surrounded by walls but has no roof

cover vb to include or deal with something

coverage n the area of land over which a
particular telephone signal can be received

covering letter n a letter containing extra
information that you send with something,
for example, with your CV

cracked adj glass that is cracked is
damaged, but not completely broken

crackling n a continuous noise you hear on
a telephone that makes it difficult to hear
what somebody is saying
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credit » a sum of money that you have the
right to use, for example because you have
bought a travel card instead of buying
separate tickets

credit card number # the long number
on the front of a credit card

criticize vb to say what is bad or wrong
about something

cruise » a journey by boat for pleasure

crutches n two long sticks that you put
under your arms to help you walk if you
have injured your leg

culture » the customs, ideas, beliefs, etc. of
a particular society

currency n the system of money used in a
particular country

customary adj usual and normally done
dancing n the act of moving to music

date of birth » the date on which
somebody was born

deaf n not able to hear

deal with vb [1] to take suitable action in
order to solve a problem [2] to treat
somebody in a particular way

deduct vb to take money or points from a
total amount

definitely adv certainly; without doubt

delay (1] n a situation or period of time
when you have to wait because something
is late [2] vb to make somebody or
something slow or late

delegate n a person who attends a
conference or other important meeting

departure lounge 1 a large room in an
airport where you wait until you are called
to get on a plane

deposit n a sum of money that is the first
payment for something, and you pay the
rest later

desirable adj desirable qualities or skills are
ones that are wanted for a particular job
but are not essential

dial tone » the sound you hear when you
pick up a telephone receiver and it is ready
to use

diet n the food that a particular person
usually eats

different adj not like something or
someone else

digit » a number from 0 to 9
direct adv going from one place to another
without stopping

directory » a list of names, addresses, and
telephone numbers

dirty adj not clean; marked

discard vb to throw something away that is
not needed

dish n a type of food prepared in a
particular way

dislocation » when the bone in a joint

such as your hip or elbow is in the wrong
position because of an injury

Do Not Disturb notice # a sign that a

hotel guest puts on their bedroom door so
that no one will come into the room

dome # a round roof on a building

double (room) # hotel room with a double
bed

draught adj draught beer is served from a
large barrel

dripping adj having small drops of liquid
coming out or falling

dropout 1 a person who leaves school or
college without finishing their studies and
who does not want to work

dry cleaning n a service where your
clothes are cleaned using chemicals instead
of water

dull adj dull weather has lots of clouds and
is not sunny

dust vb to clean a surface by removing small
pieces of dirt from it with a cloth

duvet cover n a piece of material like a large
bag that you put a duvet in when it is in use

either determiner one or the other of two
things

embarrassing adj making you feel
uncomfortable or shy

emotional adj showing your feelings to
other people

engaged adj if a telephone is engaged, you
can hear a continuous noise on it that
means the person whose number you
dialled is already talking to somebody else

engaging adj somebody who is engaging is
pleasant and interesting

enquire vb to ask for information

enthusiasm » a strong feeling of interest or
excitement

enthusiastic adj showing interest or
excitement

essential adj completely necessary

event » a planned public or social occasion

exceed vb to be more than a particular
amount or more than you had expected

exchange rate » the value of the money of
one country when it is changed for the
money of another country



excursion » a short journey to a place of
interest that a group of people make for
pleasure

executive housekeeper n somebody
whose job is to be responsible for the
general care of guests, the bedrooms,
eating areas, etc. in a hotel

exhausted adj very tired

expectations » the things that you hope or
expect will happen

expiry date # the date on a credit card that
tells you the last date on which it can be
used

explosion n an occasion when something
suddenly bursts with a lot of violence and
a loud noise

extension » an individual telephone line
that is one of several lines connected to
one main line

extra adj in addition to what you already have

eye contact » if somebody makes eye
contact with you, they look directly into
your eyes

face vb to point or be turned towards a
particular direction

face cloth # a small piece of fabric that you
use when washing your face

facilities n [plural] rooms, equipment,
services provided for a particular purpose

faint [1] vb to become unconscious [2] adj a
faint sound can hardly be heard

fascinating adj very interesting

fault » responsibility for a mistake or problem

ferry n a boat that carries people or goods
across a river or small stretch of sea

festival » [1] a special day when people of a
particular religion or society celebrate
something [2] a series of plays, films,
musical performances, etc. that takes place
in one place

firearms n guns that are small enough to
carry

fitness centre n a building or part of a
building where you can go to do physical
exercises

flexible adj willing to change in order to
deal with different situations

ﬂight n a journey in an aircraft

flood 1 a large amount of water that spreads
over an area that is normally dry

fluff up vb to shake a pillow or cushion to
make it softer and bigger

flush vb to make water pass through a toilet
to clean it

flute # a tall narrow glass used for drinking
champagne
foggy adj foggy weather has a lot of low

cloud so you cannot see very far ahead

fold vb if you fold something, you bend one
part of it over another part to make it
smaller and neater

follow vb to go along a road in one
direction without turning or stopping

following adj the following week, month,
page, etc. is the next one

food allergy n a medical condition that
makes you ill when you eat a particular food

food and beverage manager » a person
whose job is to order the food and drink
for a hotel or restaurant

footpath # a path for people to walk on
forbidden adj not permitted

forgery n a document, banknote, picture,
etc. that is a copy of a real one

fracture » a break in a bone
free adj not busy or not being used
freezing adj freezing weather is very cold

fresh adj recently picked, produced or
prepared

freshen up vb to wash your face and hands
and make yourself clean and tidy

frothy adj containing lots of bubbles

frozen adj frozen food has been stored at a
very low temperature to keep it fresh and
needs to defrost (= thaw) before it can be
eaten

full-bodied adj full-bodied wine is rich
and strong

funicular » a railway on a steep slope that
moves passengers in a metal car up and
down using a strong metal wire

further adv to continue going for a longer
distance

gate n the place at an airport where you get
on or off a plane

germs »n very small living things that cause
disease and infection

get cut off v& to suddenly not be able to
hear someone you are talking to on the
phone

gift shop » a shop, especially in a museum,
art gallery, etc. where you can buy small
presents

glaze » a thin layer of egg, milk or sugar
that you put on food to make it look shiny

goal n your purpose or aim

goat’s cheese n cheese that has been made
from the milk of a goat

golden wedding n the 50th anniversary of
when a husband and wife married

grade n a mark given for school work, an
exam, etc,

graduate vb to get a degree from a
university for the first time

grate vb to rub food such as cheese or
vegetables against a grater (= special metal
tool) in order to cut it into small pieces

GSM n Global System for Mobile
Communication; the system of signals
used for mobile phones

guest notepaper and envelopes n paper
and envelopes that are provided by a hotel
for its guests

guide dog (US secing eye dog) n a dog that
is trained to help somebody who cannot
see

guidebook n a small book that contains
information about a town, region, place of
interest, etc.

hair dryer » an electrical machine that
blows hot air, used to dry your hair

hair salon » a place where you can have
vour hair cut and styled

half-bottle # a small bottle of wine that
contains half as much as a normal bottle

hall porter » the person in a hotel whose
job is to carry your luggage

handle vb to deal with or organize
something

hand luggage n smaller bags that you can
carry with vou, for example onto a plane

handout n a piece of paper with
information given to someone attending a
meeting, etc.

handset » the part of a telephone that is
used for speaking and listening

handshake  the act of shaking somebody’s
hand when you meet them

hand towel » a small piece of fabric used
for drying your hands

hang up vb to end a telephone conversation
by putting the telephone down

happen vb to take place, usually without
being planned or expected

harbour » a place on the coast where ships
stop and take on or unload passengers or
goods

hazard na danger or risk

hearing aid » a small instrument that you
place by your ear to help you hear better

heart attack » a sudden serious illness
when somebody’s heart stops working
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heavy (traffic) adj if the traffic is heavy,
there are a lot of vehicles on the road

high chair # a special chair with long legs
and a small seat and table for a child to sit
in while eating

high season n the time of the year when
many tourists visit a place and the prices
are higher

hiking n the activity of going for a long
walk in the countryside

hire vb to have the use of something for a
short time by paying for it

hold (a room) vb if a hotel holds a place or a
room for you, it keeps it available for you
until you arrive

hold (the line) vb to wait to speak to
somebody on the telephone

home address » the address of the house
where you normally live

hostel n a type of cheap hotel

house white/red » house wine is the least
expensive wine that is sold in a restaurant
or bar

hurricane  a violent storm with very
strong winds

hygiene n the things you do to keep
vourself and the things around you clean
and prevent disease

ice bucket # a container filled with ice that
you put a bottle of wine in to keep it cold

ideal candidate » the person who is best
suited to a particular job

identity badge n a small piece of metal or
plastic with a name on it, worn by
somebody who works in a hotel, shop, etc.

illegal adj not allowed by law

impressed adj feeling admiration for
somebody or something

improve vb to become or make something
better

in advance adv before a particular time or
event

inconvenience # trouble or a problem that
stops you doing something
indicate vb to show that something is true

infection » a disease or illness that is
caused by harmful bacteria

infestation # a situation in which a lot of
insects or animals fill a place and cause a
problem

informative adj providing a lot of useful
information

initiative » the ability do what is needed
without having to be told
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insert vb to put something into a hole or space

inspection 7 an official process of checking
that people are doing their jobs correctly

instead adv, prep in the place of somebody
or something else

intelligent adj having the ability to
understand and learn things quickly

interactive whiteboard » an electronic
board for writing on which works with a
computer or projector

interference n a continuous rough noise
that makes it difficult to hear a radio,
telephone conversation, etc.

involve vb to be a necessary part of
something such as a job or task

iron # an electrical tool with a flat bottom
that heats up and that you move over your
clothes to make them smooth and neat

itemized adj showing the price of each
separate thing

jacuzzi n a special hot bath with a powerful
pump that moves the water around

jetty n a wall or platform built out into a
stretch of water where boats can stop and
people can get on or off

journey # the act of travelling from one
place to another

julienne vb to cut vegetables into long thin
strips

junk food » food that is not good for you
but that is quick and easy to prepare

keep to the point vb to write or talk about

the same subject that you started with,
rather than a different subject

kitchen porter n the person whose job is
to carry supplies to and from the kitchen
in a hotel or restaurant

knob # a round button or handle on a
machine, etc. that you press in order to
perform a particular action

knot n a point in a piece of material or rope
where it is tied tightly together

label vb to put a label on something

lame adj not able to walk properly

landline » a telephone that is connected to
the main electricity supply

lantern # a light inside a transparent
container that you can carry or hang up

laundry » a service where clothes, sheets,
towels, etc. are washed

laundry attendant # the person whose
job involves washing clothes, sheets,
towels, etc.

laundry supervisor n the person who is
in charge of the laundry in a hotel

layout # the way that furniture is arranged
in a room

leadership skills » the ability to lead and
direct people

(be) left adj still available after other things
have been taken or used

let sb know vb to tell somebody something
but only when you are ready to

library # a room or building with books
that you can borrow or look at

lift (US elevator) n a machine in a large
building, used to carry people or goods
between floors

limp adj not firm or strong

linen #n bed sheets and other articles made
of cloth

liner » a thin plastic bag that is placed
inside a bin to stop it getting dirty

litter n pieces of paper, rubbish, etc. that
some people leave in public places

lobby # the area inside the entrance to a
large building

local call # a telephone call made to
somebody in the same city or area

locked adj fastened with a key and not able
to be opened without it

log vb to keep a written record of the
telephone calls you receive and make

long distance call a telephone call that is
made to somebody in a different city or
area

look forward to sth vb to feel excited and
happy about an event that will happen in
the future

lost property n a place where lost items
are kept until their owners come to collect
them

lower case adj letters of the alphabet that
are written or printed in their small form;
not capitals

loyal adj willing to support and remain
working for somebody, even when there
are problems

luggage storage » a container where your
personal belongings can be stored safely

main adj most important, interesting,
exciting, etc.

maintenance » the department in a
company that deals with repairs to the
building

maitre d’ » the person whose job is to
manage the waiters in a hotel or restaurant

make a note (of sth) vb to write something
down so that you remember it



mango » a large green fruit with orange flesh

marital status » the fact of whether you
are officially single, married, divorced, etc.

mash vb to crush food until it is soft and
smooth

mask # something you wear to cover all or
part of your face for decoration

memorable adj worth remembering
because of being very good, interesting,
exciting, etc.

microphone » a piece of electrical
equipment, used to make sounds louder or
to record them

minaret » a tall narrow tower that is part of
a mosque

mince vb to cut meat into very small pieces
usually in a machine

minibus n a small bus, used for short
journeys

minimize vb to make something smaller,
less important or less likely

mix vb to combine two or more substances

mixer n a drink such as fruit juice that is
not alcoholic and can be mixed with
alcohol

moisten vb to make something slightly wet

monitor vb to check, record, or test
something regularly

monorail » a railway system in which

trains run along a single track, usually high
above the ground

mosque 7 a building where Muslims go to
worship

motivate vb to make somebody want to do
something that involves hard work and
effort

motorway » a wide road on which traffic
can travel fast for long distances

multimedia adj using sound, pictures, film
and text on a computer

musician » a person who plays a musical
instrument

narrow adj having only a short distance
from side to side

nauseous adj feeling ill and as if you are
going to vomit

neat adj looking tidy

New World wine » wine that has been

produced in Australia, New Zealand, South
Africa or the US rather than in Europe

nosebleed # a sudden flow of blood from
your nose

no-show n an occasion when somebody
does not arrive when they were expected

occasionally adv happening from time to
time but not often or regularly

ongoing adj continuing to exist or happen

on site adv at the place where you are,
rather than in a different place

operator » a person whose job is to direct
the telephone calls that are made to a
particular company

organized adj arranged and planned

originate vb to happen or appear for the
first time in a particular place or situation

(do) our best vb to do everything we can
to deal with a situation or problem well

outside line n a phone line to or from
someone not inside a building

overbook vb to sell more tickets or places
than there are seats or places available

overcharge vb to make somebody pay too
much for something

overlapping adj overlapping things are
placed so close together that one is partly
covering the othér

overlooking adj having a view of
something outside

owe vb to have to pay somebody money for
something they sold you

page vb to call someone’s name over a public
address system in order to find them

parade » an occasion when a group of
people stand or walk in a line for people to
watch them

partition vb to divide a room into two parts

partner hotel » a hotel that is part of a
larger group of hotels owned by the same
company

pastry chef » a person whose job is to
prepare sweet dishes for a restaurant

patience » the ability to stay calm and not
get angry in a difficult situation

pedicab » a three-wheeled cycle that you
can hire with a cyclist to take you around a
city

peel vb to remove the skin from vegetables
or fruit

pen » an object that you use for writing with
ink

pencil n a long thin object made of wood,
used for writing

period # a particular stretch of time in
history

permanent adj lasting for a long time or
forever

pier # a long wooden or metal platform that
is built out into the sea for people to walk on

PIN # Personal Identification Number; the
special number that you use to withdraw
money or pay for things with an electronic
card

pistachio # a small green nut

plaster n a strip of fabric that is sticky on
one side, used to protect a small cut

plastic cork n a small round piece of
plastic that is pushed into the top of a
bottle of wine to keep it closed

Please Service notice # a sign that a hotel
guest puts on the outside of their bedroom
door so that the hotel staff will come and
clean the room

plenary u, adj a plenary meeting is one that
everyone at a particular event attends

point down vb to show or be turned in a
downward direction

poised adj calm and confident

poisonous adj causing death or severe
illness if eaten or drunk

polish vb to make something shine by
rubbing it

polite adj having good manners

popular adj liked by a lot of people

pre-book vb to arrange to have something
such as a room, table or seat some time
before you are going to use it

previous adj coming or happening before
something else

prick vb to make small holes in something
using a sharp instrument

printout n a printed copy of an electronic
document

priority » the most important thing that
you must do before anything else

probation n a period of time at the start of
a new job when somebody is watched to
make sure they are suitable

product launch » an event to announce
and sell a new product or service

pulse 1 the regular beat felt as the heart
pumps blood around the body

punctual adj doing something or
happening at the right time

purée [1] n a food made by cooking fruit or
vegetables and crushing or mixing them to
make a smooth substance [2] vb to prepare
vegetables or fruit by cooking them and
crushing or mixing them to make a
smooth substance

purpose-built » designed and built for a
particular purpose rather than for general
use
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put (sb) through vb to connect someone to
the person they wish to speak to on the
telephone

query vb to check that something is true or
correct by asking questions about it

quickly adv happening fast

quote » a statement of how much a piece of
work is likely to cost

raft » a flat structure made of wood or

plastic that is used as a floating platform
on water

rainy (day) adj having a lot of rain

ramp » a path that you use to go up or
down a small hill or slope instead of using
steps

ready adj [1] prepared and willing to do
something [2] prepared for something that
is going to happen

reassure vb to say or do something to make
someone feel less frightened or worried

receiver n the part of a telephone that is
used for listening and speaking

reception area n the place inside the
entrance of a hotel where guests are
greeted

reception manager n the person whose
job is to be in charge of the reception area
of a hotel

recipient n a person who receives something

recovery position « the position in which
a medical person places somebody who
has collapsed or is unconscious

recycled adj recycled things have been
made from materials that were used to
make something else in the past

refold vb if you refold something, you fold
it into the same position it was in before

refreshments » light foods and drinks that
are available at a meeting, in the cinema, etc.

refundable adj a sum of money that is
refundable can be given back to you if you
have paid too much or do not have the
thing you paid for

refurbishment » an occasion when a
building is completely cleaned and
decorated to make it more attractive

regarding (re) prep concerning a particular
matter
registration details # an official record of

information, for example, a hotel guests
name and address

reliable adj being somebody or something
you can trust and depend on

religious adj having and practising a
religious belief
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remote control » a piece of equipment
that is used to operate a machine from a
distance

rental car » a car that you pay to use for a
set period of time

reopen vb to open for business again after
being closed for a time

replenish vb to replace things that have
been used

reputation n the opinion people have
about what somebody or something is like

reserve vb to ask for a seat, table, room, etc.
to be available at a later time

resort » a place that a lot of tourists visit

respect » showing or feeling your good
opinion or admiration for someone

responsible adj having the job or duty for
dealing with something

results » the mark given for a test or exam

retire vb to leave your job and stop working
because you have reached a certain age

rickshaw » a small light vehicle with two
wheels and handles that is pulled along by
somebody and used to carry passengers

ring vb [1] if a telephone rings, it makes a
sound like a bell [2] if you ring somebody,
you call them on the telephone

roll v& to make something into the shape of
a tube or a ball using your fingers

roll call n the act of calling out a list of
people’s names to find out who is present

roll (sth) out vb to make a substance flatter
or longer and thinner by pressing it with
your fingers or something heavy

roof terrace n a small garden with seats on
the flat roof of a building

room rate » the price you pay for a room
in a hotel

room service n a service provided by a
hotel, by which guests can order food and
drink to be brought to their rooms

room service menu n the list of food and
drink that hotel guests can order to be
brought to their rooms

room temperature » the normal
temperature inside a building

rostrum » a small raised platform that a
person stands on to make a speech, accept
a prize, etc.

roughly adv in a way that is not neat or
exact

roundabout (US traffic circle) n a place
where two or more roads meet, formin ga
circle which traffic goes around in the
same direction

route n the way that you follow to get from
one place to another

rucksack » a bag that you carry on your back
rude adj impolite and showing bad manners

run late vb delayed; happening later than
you had expected or hoped

safe deposit box » a small box that can be
locked, used by a bank or hotel to store
valuable possessions for customers

salsa n a spicy red sauce that is eaten cold
same adj, adv, pron not different
sanitize vb to clean something thoroughly

satellite phone » a type of mobile phone
that connects to an electronic satellite in
space

satisfied adj pleased because you have got
what you wanted

save face vb to prevent yourself from losing
the respect of other people

schedule » a plan of when things will
happen

screw top n a thin flat piece of metal used
to close a bottle or jar that you open by
turning it

sea bass n a large, usually white fish that
lives in the sea

secure vb to guarantee payment (of a
reservation)

security n the part of a large company that
deals with the protection of customers and
staff

security guard » a person whose job is to
protect customers and staff

Securil‘y number # a three-digit number
on the back of a credit card, used when
paying for something

sediment » a thick substance that forms at
the bottom of a container of liquid

selection n a number of different types of
the same thing from which you can choose

sensitive (to sth) adj showing you are able
to understand other people’s feelings,
customs, etc,

$ensor n a device that reacts to light,
movement or pressure

separate adj not together or in the same
place

service n an arrangement for providing
something for customers or guests

service vb if someone services a room in a
hotel, they make it ready for a new guest

sewing kit » a small packet containing
needles and thread for repairing clothes



shift n a period of time worked by one
group of workers who start as another
group finishes

shoe shine cloth » a special cloth containing
chemicals, used to quickly clean shoes

short-staffed adj not having enough
members of staff to do the work

show sb round (sth) vb to lead somebody

around a building so they can see what it is
like
shower cap n a small plastic hat that you
wear in the shower to keep your hair dry
shred vb to cut food into short thin strips

shuttle bus # a small bus that makes
regular short journeys between two places

sign n to write your name in the usual way
on an official document to show that you
have seen it or understand it

signal n a series of electrical waves that are
sent out or received and used by radios,
mobile phones, etc.

signify vb to be a sign of something
important or interesting

similar adj like something or somebody but
not exactly the same

simmer vb to let food cook slowly and
gently in hot liquid

single malt adj single malt whisky is
considered better because it is not mixed
with other whiskies

Single (room) n hotel room with one single
bed

single room supplement # an extra
payment you make because you have a
room to yourself in a hotel instead of
sharing

skyscraper » a very tall building

sleeting vb if it is sleeting, small pieces of
cold rain and ice are falling from the sky

sliding door # a door that opens and
closes when you move it sideways

slip road # a short road used for joining or
leaving a motorway

slot 1 a straight narrow opening in a
machine, lock, etc.

slouch vb to sit, stand or walk in a lazy way

smoke-free adj not allowing smoking

snowing vb if it is snowing, snow (= small
flakes of ice) is falling from the sky

soak vb to leave something standing in
water in order to soften it, clean it, etc.

soiled adj soiled sheets, cloths, etc. are dirty
solution n a way of solving a problem

sommelier » a person whose job is to be in
charge of the wines that are served in a
hotel or restaurant

sophisticated adj having a lot of
experience about the world and social
situations

sort out vb to find a way of dealing with a
problem or difficult situation

spaced adj with spaces in between each part

spacious adj large and having lots of space

sparkling adj sparkling wine or water
contains bubbles

speak up vb to speak louder

special adj not usual or ordinary

sprain » an injury caused by twisting your
leg or your arm

spray vb to force liquid out of a container by
pressing a button

sprinkle vb to scatter something over a
surface

squeeze vb to press something in order to
get a substance or liquid out of it

squeeze (sb) in vb to find a seat or table for
someone in a very busy restaurant, bar, etc.

squirt vb to force liquid from a container by
pressing it
stained adj having dirty marks

stamp vb to make a mark on a document by
pressing a special tool that carries ink onto it

state of the art adj very modern and new
steal vb to take something without the
owner’s permission

steps n a series of flat pieces of wood or
stone that you walk on to go up or down a
small hill or slope

stewed adj cooked for a long time in hot
water

stiff adj thick and almost solid

still adj still water does not contain bubbles

stir vb to move a liquid by pushing it round
and round with a spoon

strain [1] » to injure a muscle by lifting
something heavy [2] vb to separate a solid
and a liquid by pouring them into a special
container with small holes in it

straps n long narrow pieces of leather,
plastic, etc. that you use to carry
something or hold something in position

strip » a long narrow piece of paper

stuffy adj a room or building that is stuffy is
too warm and has no fresh air

succeed vb to manage to achieve want you
want

successful adj having achieved what you
wanted

suffocation » death caused by not being
able to breathe

suite » a set of linked rooms in a hotel

sullen adj looking and behaving in a bad-
tempered way

sunny adj sunny weather is warm with lots
of sunshine

surname » the name that you share with
other people in your family

surrounding area n the area that is
around the main centre of a town or city

suspicious adj making you feel that
something is wrong or illegal

swipe # to pass the part of an electronic
card on which information is stored
through a machine in order to read it

switchboard » the place in a large
company where all the telephone calls are
connected

sympathetic adj kind and showing that
you understand other people’s feelings and
problems

sympathize vb to show that you
understand another person’s problems

tab n a bill for a series of items, especially
food or drink, that you pay for later

tart » a type of open pie filled with fruit

taxi rank (US taxi stand) n a place where
taxis park while they are waiting for
customers

tearoom » a restaurant in which tea, coffee,
sandwiches and cakes are served

temple » a building where people go to
worship

temporary adj lasting only for a short time

terminal » the computer that one person
uses in order to get information from a
bigger, main computer

text message » a written mobile phone
message

threat » a warning that someone may kill or
harm you if you do not do as they say

ticket machine » a machine from which
you can buy tickets

tile n a flat square piece of stone or plastic,
used in rows to cover a roof, wall or floor

time-consuming adj taking too much
time

tired adj feeling that you need to rest

tone n the quality of somebody’s voice that
expresses the way they feel
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top up vb to increase the amount of
something to the level you want or need

torn adj damaged because pulled apart

tornado n a very violent and strong wind

tough adj difficult

tourist attraction » a place of interest that
tourists visit

town hall # a building that contains the
local government offices

toxic adj poisonous

track » a narrow path on which you can
walk but not drive

tradition » a custom, belief or way of doing
something that has been continued from
the past

traditional adj done as part of a custom or
belief that has been continued from the past

traditionally adv in a way that has been
done in the past because of a particular
custom or belief

tram # a type of bus that uses electricity and
travels along special rails on the road

transfer [1] n the process by which
someone is moved from one place to
another [2] vb to move someone from one
place to another

travel card n a special ticket that you pay
for in advance and can use on trains or
buses for a set period of time

trekking » the activity of walking long
distances in the countryside

trim vb to cut a small amount off something
to make it neater

trip n a journey to a place and back again
try vb to attempt to do something

tube station # the place where you can get
on or off an underground train

twin (room) # hotel room with two single beds

type # a group of things that share the same
features

unacceptable adj that you cannot accept
or allow

unattended package n a bag or parcel
that somebody has left in a public place

unconscious adj in a state when you
cannot see, hear or move because of illness
or injury
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undercooked adj cooked too little

underground n a system of railways that
runs under the ground in big cities

under pressure adj in a situation when
you have a lot to do

uneatable adj food that is uneatable is not
good enough

unfortunately adv used to say that a
particular situation is sad, disappointing or
difficult

unless conj used to say that if something
does not happen, another thing will
happen as a result

upholstery n the thick soft material used to
cover chairs, car seats, etc.

upset adj worried and unhappy
up to date adj modern
valid adj legally or officially acceptable

validate vb to make something legally or
officially acceptable

valuables » small possessions that are
worth a lot of money

various adj several different

view n what you can see from a particular
place

vintage [1] n the vintage of a wine is the
year it was made [2] adj vintage wines or
cars are old and therefore valuable

voicemail n an electronic system that can
store telephone messages

voucher # a piece of paper that you can use
instead of money to pay for something

voyage n a long journey by sea or in space

waiting staff » the people whose job is to
take orders, bring food, etc. to the diners
in a restaurant

wake # an occasion after a funeral when the
friends and relatives of the person who has
died meet to remember them

wake-up service » a service in a hotel to
wake you at a particular time

walking stick » a stick that somebody
carries to help them walk

wall-mounted adj fixed to a wall

warm adj warm weather is pleasant and
usually sunny

waterfront » an area that is next to a river,
lake or the sea

wedding reception » an event after a
wedding where the guests eat and dance

wedge 1 a piece of wood or plastic that is
thick at one end and thin at the other, used
to hold something in place

well 7 a large deep hole in the ground, used
to store water

well organized adj good at planning things
wet adj wet weather is when it is raining
wheelchair access n arrangements for

people using wheelchairs to get in and out
of buildings, transport, etc.

wheelchair bound adj using a wheelchair

whiteboard » a large board with a smooth
white surface that teachers etc. write on
with special pens

whites # a uniform that is white, worn
especially by kitchen staff

wide adj measuring a lot from one side to
another

windmill » a tall building with long pieces
of wood or metal attached that turn when
the wind blows and produce power to
crush grain or create electrical power

wind turbine  a large machine with long
pieces of metal attached that turn when the
wind blows, used for creating electrical power

windy adj having a lot of wind

wipe vb to clean or dry something by
rubbing it with a cloth

work permit  an official document that
allows you to work in a particular foreign
country

worn adj old and slightly damaged through
use

worry vb to feel anxious that something bad
might happen

worth adj having a value in money

wound » an injury on your body where the
skin is broken

zero tolerance n strict application of rules

zone n an area of a city, especially in
relation to the tickets you buy to use public
transport



Irregular verbs

be
beat
become
begin
bend
bite
blow
break
bring
build
burn
buy
catch
choose
come
cost
cut
dig
do
draw
dream
drink
drive
eat
fall
feed
feel
fight
find
fly
forget
freeze
get
give
g0
hang
have
hear
hide
hit
hold
hurt
keep
know
lay
lead
lean
learn
leave

was/were
beat
became
began
bent
bit
blew
broke
brought
built
burnt
bought
caught
chose
came
cost
cut
dug
did
drew
dreamt
drank
drove
ate
fell
fed
felt
fought
found
flew
forgot
froze
got
gave
went
hung
had
heard
hid

hit
held
hurt
kept
knew
laid
led
leant
learnt
left

been
beaten
become
begun
bent
bitten
blown
broken
brought
built
burnt
bought
caught
chosen
come
cost
cut
dug
done
drawn
dreamt
drunk
driven
eaten
fallen
fed
felt
fought
found
flown
forgotten
frozen
got
given
gone
hung
had
heard
hidden
hit
held
hurt
kept
known
laid
led
leant
learnt
left

lend
let

lie
light
lose
make
mean
meet
pay
put
read
ride
ring
rise
run
say
see
sell
send
set
shake
shine
shoot
shut
sing
sink
sit
sleep
slide
smell
speak
spend
stand
steal
stick
strike
swear
swim
take
teach
tear
tell
think
throw
understand
wake
wear
win
write

lent
let
lay

lit
lost
made
meant
met
paid
put
read
rode
rang
rose
ran
said
saw
sold
sent
set
shook
shone
shot
shut
sang
sank
sat
slept
slid
smelt
spoke
spent
stood
stole
stuck
struck
swore
swam
took
taught
tore
told
thought
threw
understood
woke
wore
won
wrote

lent
let
lain

lit

lost
made
meant
met
paid
put
read
ridden
rung
risen
run
said
seen
sold
sent
set
shaken
shone
shot
shut
sung
sunk
sat
slept
slid
smelt
spoken
spent
stood
stolen
stuck
struck
sworn
swum
taken
taught
torn
told
thought
thrown
understood
woken
worn
won
written
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