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Unit One Front Officel] Part A: Reservation & Check-in[J Part B: Bell Service[] Part C: Information Desk &
Switchboard[ Part D: Check-out[] Part E: Handling ComplaintsUnit Two Housekeeping[l Part A: Guiding the
Guests to Their Rooms[] Part B: Chamber Serviceld Part C: Laundry Servicell Part D: Room Service[] Part E:
Handling ComplaintsUnit Three Food and Beverages[] Part A: Receiving the Reservation[d Part B: Taking the
Order[d Part C: Table Serviceldl Part D: Taking the BillCJ Part E: Handling ComplaintsUnit Four Shopping Arcade
[ Part A: Inquiries about Shopping Arcadel] Part B: At the Gift Shop[d Part C: At the Souvenir Shop Part D: At
the Food Shop[d Part E: Handling Complaints Unit Five Recreation and Fitness Center[d Part A: Introducing the
Facilities] Part B: Explaining the Membership Policy[] Part C: Filling Out the Application Form for Becoming a
Member[] Part D: Offering HelpO Part E: Handling ComplaintsUnit Six Beauty Parlor(] Part A: Inquiries about
the Beauty Parlor [J Part B: At the Hairdresser's] Part C: At the Barber's] Part D: Facial Massage[] Part E:
Handling ComplaintsUnit Seven Hotel Servicel] Part A: Taking Messages(] Part B: Wake-up Call Service[J Part
C: Booking Tickets[d Part D: Special Servicel Part E: Handling ComplaintsKey to Unit 1 Key to Unit 2Key to
Unit 3Key to Unit 4Key to Unit 5Key to Unit 6Key to Unit 7Tapeseript for Unit 1 Tapescript for Unit 2Tapescript
for Unit 3Tapeseript for Unit 4Tapeseript for Unit 5Tapeseript for Unit 6 Tapeseript for Unit 700 [ O [
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000 SO Mr. Smith W O Waiter HW O Head waitressC] [1 [1 [0 Mr. Smith is having his last dish. He finds it
different from what he has ordered. [ [0 0 SO Excuse me[d sir. | ordered the lobster but you gave me the salmon.
O O WO Imsorryd sir. 1l get you to the head waiter.[] [J [0 Soon the head waitress comes. (I [0 [0 HWO Im
awfully sorry. There must have been some mistake. | do apologize for giving you the wrong dish. 11l change it
immediately for you. The lobster will take 15 minutes to prepare. Would you take some complimentary drink while
waiting?] O SO Im afraid | dont have enough time to wait for the next lobster. I have an appointment at 71 00 in
my room. Now its 600 45.00 [0 HW Oh[J you are staying at our hotel(l Mrd O SO Smith John Smith.[

O HW O Room...0 O SO0 Room 1025.001 0 HWO OhO Mr. Smith 1 shall ask the Room Service to serve you
asnack at 907 30 tonight and youll have your favorite lobster. And now try the salmon if you dont mind. Well cross
the salmon off the bill.00 O SO Thats good. Thank you.lD 0 HWO Thank you for telling ust] Mr. Smith. I assure
you it wont happen again. Please take your time and enioy yourself. And | hope you have a good time at our hotel.
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