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4 Meet our S g

Get ready!

¢ Before you read the
1 What kinds of jobs are avalil
2 What do hotel employees do?

pﬂ ssag e,
able in hotels?

| = i ; il

F. = ' o frudesk :Irl.-t

s 1
.__'__,..-l"' I,l

LY

4 = | €.V Employee of the Month | - i
/ W o Tom Yarborough - Front Desk Clerk (

] . f
F (p=) L& '
(2 ) doorman

"l N
qqqqqq

What do you do on & regular day at work?
| work with the doorman, valet and elevator operator to

make guests feel welcome. Then | check in the guest.
Finally, | ask the bellhop 10 take the guest's bags to the

guests room.

Do you think that teamwork is important?

Yes. Teamwork is a big part of my job. | talk 10 the night
auditor every moming. She shares important guest

information with me. Sometimes guests have questions
about the city. So | tell them to speak to the concierge.
Other times, there are problems with the rooms. The
housekeepers and maintenance workers fix those

problems.

Vocabulary
\ g © Match the jobs (1-8) with the duties (A-H).

A a person who parks cars for guests

& Fl&ading | B a person who rents rooms to guests
N o P C a person who handles guests and financial
ek mlrﬁ hotel newsletter, and then rk Lol e
- ‘"efollowing statements ac na D a -
B . nts as true (T) or falge person who waits at the hotel entrance and

greets new guests

E =
: 4 person who fixes broken items in the hote!
a person who cleans the hotel

) ; G a person
{aT N T L '.- L RLvC ; . uEStE
@ ho # e wurkm.ﬁx Problems wi entertainment g about local

H aperson wh i m
n '
O carries bags to rooms for quests

: ' ~—Tom Ya orough re
-1 n@htmh l'ﬂnts TRD Quests.
. -.: . auditor's job ig 10 tell quests about
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@) a) Complete the word or phrase that is
similar in meaning to the underlined

part.
1 The act of working together with others helps

the hotel staff provide great service.
Peis LWk

2 Aliison amives at the hotel and goes to the front
desk torent ahotelroom. __e_k

3 The person who cleans hotel rooms cleaned

my room thismoming. h__s_k___er

b) Use the photographs on p 4 to present
the jobs available at a hotel.

@ g Listen and read the newsletter again. What
does an elevator operator probably do?

Listening

@ ﬁ Listen to an interview with the
employee of the month at the Royal Point
Hotel. Then choose the correct answers.
1 The interview is mostly about the employee's..

A opinions about his job.

B feelings about his co-workers.
C previous work experience.

D goals for the future.

2 What is his position at the hotel?
A front desk clerk B doorman
C bellhop D concierge

7] §¢ Listen again, and fill in the blanks.

Mn Huxley, what's your 1
about your job?
Every day is a new experience. |
meet new people and work with a
great 2
Oh, so your 3 —-
you do your job?
Yes. | work with the doorman and the
4

every day.

| see. Tell me, what's your goal as a

5 ?

My goal is to make the guests happy.
| think you're a great choice for

6 pdas
‘Congratulations.

e: Thank you. I'm very happy about it.

Employee:

help

Interviewer:

Employee:

lﬂtﬂﬂiﬁﬂ:

:
¢

-

-

opeaking low 3
@ With a partner, act out the roles s f'"”;m’

7; B
based on the dialogue from Task
who Student A and Student B are. Then

switch roles.

What's your favorite part of your job? |
Do your co-workers help you do your job?
What's your goal as a..?

Student A: You are an interviewer for a monthly
newsletter. Ask Student B questions to find out:

e what his or her job is

e which employees he or she works with

e what his or her goals are at work

Make up a name for the employee of the month.

Student B: You are a hotel employee. Answer
Student A's questions. Make up a job and a goal

for your job.

Writing
@) Use the conversation in Task 8 to fill out
an interview note sheet.

Interview Nc&tes}

What is the hotel employee’s position?

What hotel employees does he or she work

with?

What does the hotel employee like best about

the job?




New Emplo

-
7. ot s = vee
Seeye!, 77 Training Manug|

L r:rin | people from all over the world choose the Royal P
Why do

17 Because of our friendly atmusphere. How can you mag
i » Here are some tps:

uaﬁts EE! I . : ’
' re UEE " tl E: !. e

sroduce yourself. Begin your introduction with the phrase
intr ,,

; myself.
“Allow me 10 introduce s nio g
Address all guests as “si” or “maam.” The tlltle Mr” or “Mg
tollowed by the guests last name is also approprate.

+ Is a guest having irouble carrying his or her luggage? Offer to

take his or her bags. A guest may have additional baggage
Get I‘&ﬂdY' Ik II‘: in his or her car trunk. Don't forget to ask!
Before read the passage, ta r—-————— £
o about uTw questions. Vocabulary
. hrases
es people feel welcome during Match the words or ph
: mgﬁ? © (1-9) with these definitions (A-).

2
2 How do you make people feel welcome: R i

2 _ welcome

3 __ introduce yourself
HOﬂdiﬂg 4 __ address
@) Read the training manual for new employees, and 5 _title
then choose the correct answers.
= 6 _luggage
1 What is the main idea of the training manual? 7 _ take his/her bags
A how to weicome new hotel employees 8 __ additional baggage
B ways to make guests comfortable at the hotel 9 car trunk
... C steps to ntroducing people who don't know each other 3
g_ LUMHLW communication between employees A more or extra luggage
A N
s hmm of the following is true B to talk to someone
ot employess at the Royal Point Hotel? C the mood of a place
N (10 hotel D

- the bags that you take with
8 10 introduce themselves first. when you travel

#‘,ﬁ ning guests' addresses, a space in tha. I:)ac'.f: of a ca
S LS * 81s by their last names. that is for storing things
TR a word used before a perso
name to show respect
to help carry someone's belon
to make guests feel
T comfortable in a new place
o ﬁ!ﬁm =% _— I ta'“ M VOUr namea b

m m

I o



@) Complete the word or phrase that is

similar in meaning to the underlined part. Welcome to the Royal Poin!

: May | take your bags?
1 Give me permission to help you carry your m,dm”wcmmatmmm
DAgS. _I—-W m._
2 The guest takes a lot of bags on her trip. Student A: You are a doorman for the Royal
==l =< Point Hotel. Make Student B feel welcome at
J The doorman says his name to the guest. the hotel. Be eure 10:
It d. 6 Eees e introduce yourself
e offer to take his or her bags
© G Listen and read the passage again. e direct him or her to the front desk
What ways are appropriate to address Make up a name for yourself.
guests?

: ; Student B: You are a guest at the Royal Point
L'Stenlng Hotel. Respond to Student A’s statements and
(® & Listen to a conversation between a questions.

doorman and a guest. Then mark the Vi
following statements as true (T) or false (F). Writing
1 __ The guest's luggage is in her car trunk. @) Use the conversation in Task 8 to
2 __ The guest prefers to carry her own bags. complete a survey about hotel service.
3 _ The doorman checks in the guest at the
front desk.

€ © Listen again, then fill in the blanks.

Doorman: 1 to the Royal Point ~
Hotel!
Guest: Thank you. 'm 2 to be here. |
Doorman: And we're 3 YOU. ;I =

Allow me to introduce myself. My name |
is Roland Hayes. 'm the doorman.

Guest: It's nice to meet you, Mr. Hayes.
Doorman: If's nice to meet you, too. May |
4 ?
Guest: Sure. My luggage isinmy 5

'| Did the doorman offer to take your bags?

; 2 ka I"rnl the o ur:!aad viurd on't ! II Overall, what did you think Q‘f the d(mmrlt
uggage. In the meantime, w
vu?.lgcﬁack in at the 6 : 7 service? What umgoadaww

Guest: All right. Thank you very much.

e —

Speaking

O with a partner, act out the roles below,
based on the dialogue from Task 7. Decide

who Student A and Student B are. Then
switch roles.
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Get ready!

€ Before you read the passage,
talk about these questions.

Relax in the heated pool or work out in the fitness cent:
Want to check your email or surf the web? It's not a proble
WiFi Internet access is available throughout the hotel.

Feeling hungry? Visit our hotel restaurant. It is open from .'1:'
! to 10pm. Or use the vending machines and ice machin
when you want a snack or a cold drink. They are available anylr

1 What activities do hotels offer guests?
2 What places can you find inside a hotel?

Reading on every floor.
@ Read the brochure from a hotel, Need anything else? Ask the clerk at the front desk. He or she
and then choose the correct answers. || 2'Ways happy to help you!

1 What is the brochure mostly about?
A how the front desk clerk can help guests
B the different kinds of services the hotel offers Vﬁcabu' ary

C the kinds of equipment in the fitness center
D how to use the hotel'

e Put the phrases from the word bank
s Intemet service under the correct heading.

P \ Y
 PORBNOT s about he hoten WO d I ——
P o - ' - =

ﬁ ,.ﬁf_lﬂi'wﬁ-fdmmﬂ'll ways to spend free time. surt the web

Bk vending machine
5 T '-“t food options, o hotel ‘eslaurant  fitness center
1S open all nighy, Sck email  work out ice machine
Y e about the
% Drink fe18e Computer
Activitieg
g B

— .

b=




@ Complete the word or phrase that is Speakiﬂg
similar in meaning to the underlined part. With a partner, act out the roles below, o
1 George works hard all year long. On vacation, based on the dialogue from Task ?.T Dh:¢ e
he wants to spend time not working. _e _ _ _ who Student A and Student B are. n
2 Guests with laptop computers take advantage switch roles. e
of thFe wiraiglﬁﬁ Tummunigatign service. USE LANGUAGE SUCH AS: i_ r—g,fﬂﬁ
S 3 A5 = Bige i = '{_. -
| oripba hrJ = Where is the.. ? ’
rannie swims In the large hole filled with
warm water. _e _ _ e _ s i TN ot
Tum left at... .
© & Listen and read the passage again.
How many places in the hotel can you get
food from? Student A: You are a hotel guest, and you want
to find something in the hotel. Ask Student B

LiStening questions to find out:
e how to get to the place you want

e what is nearby
e what floor you need to go to

@ ¢¢ Listen to a conversation between a
hotel guest and an elevator operator.
Then choose the correct answers.

1 What is the guest looking for? Student B: You are an elevator operator.
A a vending machine Answer Student A's questions.

B the hotel restaurant
C the swimming pool -
D the fithess center w"tmg

@) Use the conversation in Task 8 to write

2 What will the guest probably do first’ directions for your friend in the hotel.

A go to the ground floor - v ik .- -
P S e 1 Hont oe e s s TRt s L O e il e i
C use the ice machine s

D visit the fithess center

f.; Meet me at the

6 ¢ Listen again, and fill in the blanks. oclock. To get there, take the

Guest: Excuse me, can you direct me ™ "~ elevator fo B yﬂ:ﬂg: i

1 Gy < um = QPSS e g
oin
Operator: Of course! First, take the elevator to the -Keep g g
is near the

2 . ~ The —

Guest: That's what | thought! Then what?

Operator: Go right as you leave the . See you soon!

3 : |

Guest: Do | pass the 4 ?

Operator: Yes, you do. And 5
down the hall. Turn right

again at the ice machine.

Guest: Oh, | think | took a 6
the last time.

: Perator: Just look for the fitness center. The
| swimming pool is not far from there.

h—__




Get ready! :
Before you read the pa_ssage, - I
talk about these questions. : I\ ; w“
4 |sit hard to travel with childre _ Gl '

Why? .

""" Family-Friendly Lodging

entertainment beyond your hotel oq,,
Visit our hotel restaurant. It hys .
children’s menu that satisfies pjg,

!

Our guest rooms are perfect for families. eaters. Or rent a stroller from the fro
Order kid-friendly movies on pay-per- desk and explore the nearby attracfip,
view. Watch the newest hit movies on Do mom and dad want a quiet eVenin
the TV in your room. And together? Let us do the babysitting €
remember, we provide With our professional Childear
cribs upon request. specialists and a fun playroom, Vo
What about dont have to worry.

Looking for a vacation that's fun for the
entire family? Visit the Royal Point Hotel,
where family vacations are easy.

o L
(
" Reading o
@ Read the text on a hotel ‘
, and then cho
m"““‘; ose the correct
1 :011:: the main idea of the website? Vocab I 1
10 Set up childcare af the hot ulary
|
B how to choose 3 kid-fri i
| Kid-friendly hote © Match th
~ C whythe hotet i € words and ph 5 :
% e m”"‘f‘“ B s v the definitione (AG) Phrases (1-7) with
| ,:r:"‘- e ds - playroom 5 crib
:“I 2 ; — kld'fﬂ&ﬁd'? E X bab’y'SIt
; — Childeare SPecialist 7 upon request
— Pay-per-view
: 4 Special bed for babies
SOmeth; :
C aplac Ing! that s done Or made for children
D a > " toys ang games
Pérson
. 5‘3-""‘151'(1*1In:L::‘:nlﬁ.:ﬂ"""rE NoW to take care of kids
D M
asks for it f Provided when someone

n



© Complete the sentences with words from
the word bank.

msﬂm B/ANK

stroller children’s menu picky

1 Michael is very and only eats
certain foods.
2 Put the baby in the when you

go outside.

3 The restaurant has many choices available on
its

@ & Listen and read the passage again.
What can guests do with their children at
the hotel?

Listening

@ & Listen to a conversation between a
front desk clerk and a guest. Then mark the
following statements as true (T) or false (F).

al
1 __ The parents want t0 take the kids to a show.
2 __ The childcare service is free of charge.

3 __Toys are provided for the children.

@ & Listen again, and fill in the blanks.

Clerk: Good afternoon, Mr. Clark. How can | cC
1 2

Guest: My wife and | want to go to a show
tonight. But we don't want 2

our kids.
Clerk: Well, we offer free 3
Guest: How does that work?

Clerk: You just leave your children in the
4 office. It's on the

second floor.
Guest: Is there anything for the kids to do there?
Clerk: Yes. There's a playroom with a lot of

Student A: You are a guest. You want 10 g0 out

for the evening without your children. Ask
Student B questions to find out about:

e hotel childcare

e what the kids get to do

e how much it costs

Make up somewhere you want to go.

Student B: You are a clerk at the front desk of
the hotel. Answer Student A's questions. Make

up a name for your guest.

Writing
Use the conversation in Task 8 to complete

the childcare release form. Make up a
number of children. Use today’'s date.

Ch

||
\

Qﬂice

Date:

Family name:

Number of children:

.
el g

Reason for seeking childcare:

5
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W
W
a
gefore you ré s -
o talk about these dqu k
1 Where do people put @

-

Reading

@ Read the pamphlet about a hotel's valet service, and

their cars at a hotel?

2 What gervices dg hc:teiaqﬂﬁer
to help guests with cars:

parking attendant

i tel is happy to offe
he Royal Point ho! fie
;li gues convenient valet parking

ts .
To use the service, follow these steps

nt of the hotel.

valuables out of the car.
10 one of the parking attendants. Just look fy
niforms.

g attendant gives You.

. Park your car in fro
. Be sure to take any
. Give your car keys

the employees in the blue U .
+ Take the valet ticket that the parkin .
. Know that your car i safe in our parking i

garage until you need it.

« To pick up your car, give the

t ' _m... »w . valet ticket to the
= parking garage parking attendant. Please
L pay at this time.

%

: ..

-

then mark the following statements as true (T) or
false (F).

1 __The hotel offers valet service for free.
2 _ The hotel advises guests to remove expensive items from

F -
r

,
-
¥ Yy |
=

2 mmmﬁm —— N a drawer

g h%wlﬁ A :

| ﬂm te Quest's gy iﬂfﬂga] IS very large and can ft
/ s Will Know he -lé-'an L: Y cars inside,
..... AR | aura (park

their cars.
: i L% M _ {) Choose the correct word or
— Guests ir valet tickets in order to pick up their cars. phrase in bold.
:ﬂcahulary 1 The parking attendant gives Mr.
Complete the : Wilson a (valet ticket / parking
sentences with words from the word bank. attendant) so that he can get hs
@E_ I on o ot
uniform park valuables convenient : GEﬂf_udE fi 1 foar koys,
g attendant  valet parkin - parking garage) to unlock her
s . g Car and turn the car on.
"_.;__i fl.!mﬂ - die a lof mF! 3 . A
- 2 The Wison Use the hotel, 0—__ a car downtown s PUts his car in the
, ———Man looking for .;wﬂ senvice because it is m E:;age SO it will be (valuable /
Cchaiisy s her jow Hﬂ!’khg space, ore €). He doesn't want anything

:ad 10 happen to his car.
he hotel's (uniform / parking

'KS / picks up) her

el =1 N



@ ¢¢ Listen and read the passage again.
What color clothes do parking attendants
wear?

Listening

{® & Listen to a conversation between a

hotel guest and a parking attendant. Then
choose the correct answers.

1 What does the hotel guest want?
A help finding her valuables
B for the attendant to park her car
C directions to the parking garage
D instructions for picking up her car

2 What item does the parking attendant need
from the guest?

A the valet ticket

B the parking fee
C the room number
D the car keys

@ & Listen again, and fill in the blanks.

Hotel Guest: Excuse me, do you work '8
here?

. Parking Attendant: Yes, ma'am. 'm a 1

Hotel Guest: Perfect! I'd like to use the
2 .

Parking Attendant: | can help you with that. May |
have your 3 ?

Hotel Guest: Sure, 4 .
Do you need anything else?

Parking Attendant: No, but please make sure to
remove any 5
from your car.

Hotel Guest: Of course. | have my purse
and cell phone with me.

Parking Attendant: Okay, here’s your 6

. You need that in
order to pick up your car.

Speaking

© With a partner, act out the roles below,
based on the dialogue from Task 7. Decide
who Student A and Student B are. Then
switch roles.

T e S — A -.:'.|='1'---"':

| naed'fa usa?he valet service.
May | have your car keys?
Do you need anything else?

Student A: You are a hotel guest, and you need
to use the valet service. Ask Student B
questions to find out:

e what items the parking attendant needs
e what you need to do before you leave your car
e how to pick up the car

Student B: You are a parking attendant at the
Royal Point Hotel. Answer Student A's questions.
Give Student A instructions for picking up his or
her car.

Writing

@ Use the pamphlet in Task 2 and the
conversation in Task 8 to complete the
valet ticket. Create some personal details.

Guest's name: _

Instructions to pick up car: .

Guest's room number: _ : =

1
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Get ready!
Before you read tt'fe passage,
about these questions.

talk

in a hotel room?

1 What items are usually
to have in a hotel

9 \What items do you like
room?

Reading
@ Read this brochure from a hotel,
and then choose the correct answers.
1 What is the main idea of the brochure?
A the availability of hotel rooms
B the reasons why guests choose luxury suites
C what items come in different hotel rooms

hairdryer

(iruning board

D erE guests can find different items in Vucabulary
their rooms
© Match the words and '
| : phrases (1-6) with
9 mg to the passage, what is NOT the definitions (A-F). e
in each 7

< room? 1 __suite 4 __ hair dryer

_B a bed 2 __ mini-bar 5 ron

C aliving room 3 __coffeemaker 6 __ deluxe

- D amini-bar
By A amachine that prepares a hot beverage

* B amach
T achine that
1S true about Clothes smn.mhg;-,t: ;:? {8 91 makes

F =T e o e
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@) Complete the sentences with words and
phrases from the word bank.

feel at home ironing board

luxury
dining room desk

living room

1 Kate pays extra to stay in a hotel
because she enjoys the extra services there.

2 The clean rooms and comfortable beds make
guests at the hotel,

3 The hotels asks that guests only eat at the table

in the , ot on the sofa or bed.
4 |sit at the to write postcards.
5 Use the when you get the

wrinkles out of your clothes.

6 Sara sits on the sofa and watches television in
the

© § Listen and read the passage again. How
many rooms are there in a luxury suite?

Listening

@ ¢ Listen to a conversation between a
booking agent and a guest. Then mark the
following statements as true (T) or false (F).
i1 __ The guest would like to book three rooms.

2 __ No luxury suites are available.

3 __The guest chooses to stay in the deluxe room.

[7] G Listen again, and fill in the blanks.

Agent: Thank you for calling the Royal Point £
Hotel 1 Department.
My name is Sam. How may | help you?

Guest: Hello. I'd like to 2 a room.

M We offer two room types: the deluxe
room and a 3 suite.

~ What's the difference between the
mm room and a suite?

or one, the suite is very large. In

3% :" ition to a bedroom, it has a kitchen,
ol "'"":':‘ e and dining room.

|'|-

it ]

'; :'. T
R
o
A
o
i
L
1 - )
S

Th i [ = P '.'-.-
r -*.1.-:._ o _' 1=

hﬁmﬁ 7

S0 6. But | think a 6
" .' : igh for me.

‘
|I

Speaking
© With a partner, act out the roles below,

based on the dialogue from Task 7. Decide
who Student A and Student B are. Then
switch roles.

Id like to book a room.
We offer two room types.

What's the difference between the deluxe room
and a suite?

Student A: You are a guest, and you would like
to book a hotel room. Ask Student B questions
to find out:

e the types of hotel rooms available
e the difference between the rooms

Student B: You are a booking agent at the
Royal Point Hotel. Answer Student A's questions.
Make up a name for yourself and what types of
rooms are available.

Writing
©) Use the picture below and the

conversation in Task 8 to complete the
feedback form. Make up a guest name.

Room type:
What did you like about your room? ——

o

i

What items were in your room? —




| Fill
Get ready! : L : rEE
© Before you read the zta_:lasg , :
jons.
talk about these que : 1
1 How do people rent hotel rooms!?
2 What questions do hotel employees 2
ask at chac:k-in? |
Reading oy I
Read this training g;:t::l ::rchnnsa o — I
hotel employees; an

'© guest about the
the correct answers. following informat;

* Preferred
¥ _ R
< What is the purpose of the documer 1 single

A to show employees how to look for Smick
room damage |

B to explain how guests make reservations

C to teach the steps of renting @ room to guests

. y.
D to explain how guests complete For Quests with

on:

istration forms A reservat .
g fofsizh:,:f quests aboyt m;nns,
2 What happens after employees collect the g information,.

damage deposit? 'rf;f;; or
A the guest retums the registration form Qe Al
B the guest receives a key to the room
C the employee asks for payment

D the employee finds an available room

reservation

3 According to the passage, what is NOT
true about guests with reservations?

A They fill out a registration form.
B They state the number of guests.
C They receive a room key.
D They pay a damage deposit.

Vocabulary |
€ Match the words (1-6) with the
definitions (A-F).
1 __double - N smoking
—fonsmoking 6 __ vacancy




Fill in the blanks with the correct words: Speaking

reservation number, registration form, walk-in, les below
; : With a partner, act out the ro ’

ROEE oo dommnmeEn @ h;sed t:n the élialugua from Task 7. Decide

who Student A and Student B are. Then

there are no rooms available. switch roles.

1 The hotel does not accept guests when

SR, PATICR Hiies oln) to stay at 2 USE LANGUAGE SUCH AS: PR
room at the Royal Point Hotel, : SEER N
3 Penny uses a to open the door of her Do yeybiaiast o '
O \
What name is the reservation under?

hotel room.
4 The guests left a stain on the carpet. The hotel Your reservation is for a.. room.

used the to pay for the cost of
Student A: You are an employee at the Royal

replacing the carpet.
5 Ms. Johnson tells the front desk clerk her Point Hotel. Ask Student B questions 10 find out:

. Then the front desk clerk finds the
details of Ms. Johnson's stay.

6 James wrote his home address and phone
number on the

e reservation information
Make up some room details

-

J—

Student B: You are a guest at the Royal Point
Hotel. Answer Student A's questions. Create
personal information about yourself.

@ ¢ Listen and read the passage again. How
many types of guests must hotel employees

deal with?

; : Writing
Listenlng @ Use the dialogue in Task 8 to fill out thi:
registration form.

¢ Listen to a conversation between a
hotel employee and a guest. Then mark the
following statements as true (T) or (F) false.

1 __ The man is a walk-in guest.
2 __ The man tells the employee his reservation
number.

3 __ The man wants a non-smoking room. Maria Smith
Guest Name: o S

0 ¢ Listen again, and fill In the blanks. 4 Walk-in

-} Reservation
double, smoking z

Employee: Welcome to the Royal Point Hotel. ¢ ‘
& How 1 you today? Room Type:
Guest: Hi. | want to 2 : Length of Stay: three nights :
- Employee: Do you have a(n) 3 2
~ Guest: Yes, | do. i .
| Employee: Okay. What name is the reservation Guest Name
Guest: ;dward Green. ; 2 Reservation 0 Wallch |

m"’ Allight, Mr. Green. Your reservation is for
! single 5 : room. And

_ Youre staying for two nights. Is that correct?
Guest: Yes, 6




© Before you read
the passage,
talk about these
guestions.

1 What jobs are
available in
restaurants?

2 Which jobin a
restaurant seems
most difficult?

Reading

@ Read the job posting for the Post Meridian
Restaurant, and then mark the following
statements as true (T) or (F) false.

1 __Servers give directions to bussers.

2 __Hosts and hostesses are assisted by servers.

3 _ Many employees bus tables on busy nights.

Vocabulary

€3 {liatET the words (1-5) with the definitions

1 __ busser

3 __hostess 5

— host
4 __head waiter
Ployee who greets
. Kes them 1o open tables
i PIOYE8 Who takes orders ang

The Post Meridian Restaurap

dedede ek

NOW HIRINGQGG

Are you friendly? Do you work well with ath.er. PEOPIe? The
the front-of-house team at the Post Meridian Restayrgy,
are currently hiring waitstaff. Servers are responsiple f,
following duties:

e working with the host or hostess 10 help customers to they e
¢ putting utensils and napkins on tables before customers 4,
e explaining the different dishes on the menu to customers

e taking food orders

e bringing orders to kitchen staff 74 ng L
e delivering food from the kitchen to customers 0\ b5
e helping bussers clear tables during busy shifts E'D.
o following directions from the head waiter

f

For more information, call Jim Paisley at 555-1907

o
——
T

@ Complete the word or phrase that is
similar in meaning to the underlined part.

1 After customers eat, an employee takes the

dirty plates away.
R S t_e e o

There are no tools that people use to eat food
on table five.

=k .1

'—1—-!

The customer has a question about one of th¢
meals listed on the meny.

LR

4
I}i’l: rzmmpa:n! ‘3*;55 Who work in the public area of
skills, rant have excellent communication

W :
eating. n_ neself while

6 Robert work
; S on th :

Oftwork s _j S e
? ThE rmﬂl P WL

9 eight-hour period



USE LANGUAGE SUCHAS: T Tl

@ § Listen and read the job posting again. T
What would someone who is interested in You work at another restaurant
the job do next? Yes. I'm a server at ...

Someltimes we need our waitstaff to ..

Listening

{® & Listen to a conversation between a
head waiter and a job applicant. Then
choose the correct answers.

Student A: You are a head waiter. You are
interviewing someone for a server position. Talk
to Student B about:

e current job e responsibilities

1 What is the conversation mostly about? |
e extra duties

Create personal details for you and the person
being interviewed

A the duties of Riley Café hostesses
B the responsibilities of a head waiter
C the woman's experience in restaurants

D the benefits of working at the Post Meridian Student B: You are interviewing for a server
position. Answer Student A's questions. Create a
place where you are currently employed.

—

—a

2 Why does the woman want a new job?
A She needs more shifts.
B She expects higher pay. Writing
C She wants more experience.
D She dislikes her current job.

© Use the interview in Task 8 to take notes
about an applicant.

@ & Listen again, and fill in the blanks.

Head Waiter: Hi, Rebecca. I'm Jim, the 1
. Thanks for coming.

Applicant: 2 . The Post Meridian
seems like a great place to work.

Head Waiter: It really is. So, you work at another
restaurant right now?

Applicant: Yes. Im a server at the Riley Cafe.

But | need 3

Head Waiter: Well, experience as a server is good.
What are your 4
there?

Applicant: |5 . deliver food
and set out napkins and utensils.

Head Waiter: | see. Sometimes we need our
waitstaff to help the hosts, too.

Applicant: 6 .| also have

experience as a hostess. Applicant Name: %
S ——————————————————————————— e —— e 5 ¥

Speaking

O with a partner, act out the roles below,
on the dialogue from Task 7. Decide Responsibilities there: 3

who Student A and Student B are. Then
roles,

— o
A —— iy

Applying for: E

Currently working at:

Other experience: o2g



¥

The Post

Meridian Restaurant Friday, Apy,
Jedck ek

 —

E SRS R Phone MOTES

size Person | —

e —

Get ready!

Before you read the passage, talk

e

| Reminders

number

283-1292 | Has child, needs
4 booster seat

B | ¢ {ﬁ_-[}ME Requested al fray,

T 2 |Gina Dearborm 3 seating ;

L e e I _gqj_.{]‘IEd Celebrating birthg,,

Jim McDonnell | 3 (provide free dess

4 —————— " 3g1.9642 | May have one ex

Kurt Channing guest: seal at tab

for 4

j_a;ﬁ_ﬂﬂ P _3153291 Seat in party room

e always check for open tables before booking
after cancellations _
: lsjgf?:-tft thr;zl:uc:ghairs before guests armve (when alpphcame}
|+ roview the details of the reservation before hanging up

about these gquestions.

1 What kind of restaurants require
reservations?

2 How do you make a reservation?

Reading

Vocabulary

€ Choose the correct meaning of the
underlined word or phrase.

@ Read the page from a restaurant log, and
then choose the correct answers.

1 What is the purpose of the document?

1 Janie rents a party room at her favorite

A teaching the steps of taking a reservation

B showing the booking details at a restaurant

C informing customers of available tables

D describing the restaurant’s seating policies
2 What is true about the restaurant?

| A It makes arrangements for young children,
B Ithas a limit of 10

g fee for cancelled reservations.

people per party,

restaurant to celebrate her birthday.
A aplace in a restaurant for special events

B a place where employees write details
about a period of time

C aplace where young children sit

The host informs me that there is no opening
at the restaurant ynii| 8pm.

A decision to not ¢
to do earlier

B ]
. availability or SPace at a place
Outdoor eating area

Dario places his go |
orders his food, SOn in the Dooster seat and

0 something you agreed

List




@) Choose the correct word or phrase to
complete each sentence.

1 The host shows the (log/party) to their table.
2 There is now a table available because of a
(booking/cancellation).

3 Ms. Rogers provides a (high chair/party room)
for the customer's baby:.

© © Listen and read the restaurant log
again. How many people are going to the
restaurant to eat that night?

Listening

@ §¢* Listen to a conversation between a
hostess and a restaurant patron. Then
mark the following statements as true (T)

or false (F).

1 __ There are no tables available before 8pm.
2 ___ Mr. Bilings requests a table for two.
3 __ The restaurant has chairs for children.

€@ & Listen again, and fill in the blanks.

Thank you for calling the Post
Meridian Restaurant. This is Natalie.

How can | help you?

Hostess:

Patron: Hi. I'd like to 1 a table
for tonight.
Hostess: Of course. May | have your 2 ,
Sir?
Patron: It's Mark Billings.
Hostess: Okay, Mr. Billings. | don't have any
3 until 8 o'clock. Is
that okay?
Patron: Yes, 4
Hostess: Great. How many people are in your
5 ?

Patron: Three - that's two adults and one

toddler. Do you provide 6
?

Yes, sir, wecan 7

Speaking

© With a partner, act out the roles below,

based on the dialogue from Task 7. Decide
who Student A and Student B are. Then
switch roles.

USE LANGUAGE SUCH AS:
I'd like to reserve a table.
| have an opening at 8 o'clock.
How many people are in your party?

Student A: You are an employee at a
restaurant. A customer wants to reserve a table.
Ask Student B questions to find out:

® nName

e number of people

Make up your personal details.

udent B: You are a restaurant customer. You
want to reserve a table. Answer Student As
questions. Create your requirements and
| personal details.

Writing
@ Use the conversation in Task 8 to complete
the reservation. Write reminders to the

person taking reservations at the restaurant.
Make up a phone number for the contact.

R —
20 ()
- —f-r ¢ 3
The Post Meridian Restaurant
kkkikk
| Time | Party | Contact m NOTES |
| | | size | Person | — |
11730 | 4 |Quentin Marsnal 23801921 |
|I RE ,

1 w‘ -:
| | 1 i |
= R | - 1 ' \
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¥ 'k Py Reading

" continental breakfast _ Read the document from a hotel restaurgy
and then choose the correct answers,

' ‘ .\ 1 What is the purpose of the document?

A providing hotel guests a morning mea|
B informing employees about meal optiong
C notifying hotel guests of nearby restauran

at the Royal Point Hotel

I ($10 for brunch upgrade) No: 247895 | D giving customers information about lunch
| I - Continental breakfast | prices
; pastry, toast, or bagels :
f :Fhmt on baya'ages [mludlng coffee, iLliGE, or tﬁa} ' 2 Accnrdlng to the {jﬂﬂumEﬂt, the CDﬂtiﬁEﬂtal
- - Buffet breakfast | breakfast..
| I % A la carte menu (25 imit) L ., A is not available after 11:30am.

; ¢ EW ﬁwisﬁgﬂ:;;:“m scrambl B is worth twenty-five dollars.

fried). "'E"u?:aﬂ e C includes scrambled eggs.

0 e Wos Doverty Room No: 35 Date: 3 JUNE | D does not come with drinks.
"] ® """t s probably true about Mr. Doherty?
 Please mw to the employee at the restaurant & A He decides to have Junch

- Nocashvalue Excludes gratuities | | "
e o e B He has to Pay a tip for the meal,

B =i &
SRS
R

E I:Ie drinks coffee with breakfast.
€ gives the Voucher to a front desk clerk

e
Pancak % ©0gs over eas

a8t scrampjeq Y pastry

eggs bagels

* 18 Carte 'Manu)l




9 MatE:;h the words (1-5) with the definitions
{A' .

1 __voucher 4
___ brunch
__refill

— buffet
3 __ gratuity

a paper that allows people to get items for free
money given as a reward for a service
a meal that's between breakfast and lunch

a meal in which guests serve themselves as
much as they want

E another serving of a drink

Q0 0P WN

@ § Listen and read the passage again.
How many types of breakfast are available?

Listening

( & Listen to a conversation between a
hostess and a customer. Then mark the
following statements as true (T) or false

(F).

1 __ Mr. Doherty gets his food from the buffet.

2 _ Mr. Doherty asks to see what his options are.

3 __ The woman takes the customers order.

@ & Listen again, and fill in the blanks.

Good morning, and welcome o
the Post Meridian Restaurant.

Good moming. | have a 1
. Here you go.

Thank you, Mr. Doherty.

| see there's a 2
where | get my food?

Actually, you have the 3
option.
What does that mean?

It means you choose exactly what
you want 4

Great. May | look at the 5 ?

Certainly. A server will be here to
6 shortly.

Hostess:

Customer:

Hostess:

Customer: . Is that

Hostess:

Customer:

Speaking

© With a partner, act out the roles below,
based on the dialogue from Task 7. Decide
who Student A and Student B are. Then
switch roles.

USE LANGUAGE SUCH AS: S
| have a breakfast voucher.

You have the.. option.
What does that mean?

Student A: You are an employee at the
restaurant. Talk to Student B about:

e what menu option he or she has
e how to order breakfast with that option
Make up details for Student B. Answer Student

B's questions. ]

Student B: You are a restaurant customer. Ask

questions about your breakfast.

Writing
© Use the passage in Task 2 and the

conversation in Task 8 to complete the
breakfast voucher.

ot the Royal Paint Hotel

Breakfast Voucher

10 for brunch upgrade)
I g Continental breakfast

e Includes ‘ .
o Free refills on beverages (including coffee.

l juice, or tea)

] Buffet breakfast o
l 3 A la carte menu ($25 finnit)

I e Choose from

No: 247896

l tions.
See menu for more Op
| Hours: 7:30 am to 11:30 am

Name: Room NO.: —

Date: 3 JUNE

l g this coupon
Please give tnis COL

I to the employee at the mstauiali\tzies
No cash value Excludes gratu
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€) Before you read the passage, talk aboy;
these questions.

1 What are some drinks at a bar?
2 What kind of drinks do you order?

Reading

@) Read the flyer from a bar, and then mark
the following statements as true (T) or

false (F).

1 __ The restaurant has a Happy Hour every da,

2 __ Bartenders check ID to see customers’ ages
3 __ Top shelf liquors are on sale during Hapoy

Hour.

Vocabulary

© Put the words and phrases in the word
bank under the correct heading.

Waf d T —

I:uclftail imported red well drink
white on tap house domestic
T
ﬁ?::i Types of Beverage
Beer With Liquor
S Ty
‘_---_-_-'-—-—__,
Lagr, T ey
e Complet
e th
Similar in by

Phrase that is
he underlineqd part.
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@ & Listen again, and fill in the blanks.

- Bartender: Good evening. What 1

~ Customer: I'm not sure if | feel like a 2

4 Janie and Marissa share a container of juice.
el . :

5 Rita shows the worker her card that shows her
identity and picture before buying alcohol. _ _

6 The team went to the bar during a time with
special pricing on alcoholic drinks to enjoy a

] e [ A R« S
7 The bar does not allow people under the legal
agetoenter. _i_o_s

g8 Tim asks to see the menu of wines available
before he orders. _ _n _

@ & Listen and read the flyer again. Which
drinks are excluded from happy hour

pricing?

Listen

O ¢ Listentoa conversation between a
bartender and a customer, and then
choose the correct answers.

1 What is the dialogue mostly about?
A what type of drink to order at a bar
B forms of acceptable identification
C the differences between red and white wine
D special pricing on certain drinks at the bar

2 What is probably true about the bar?
A It does not serve beer on tap.
B It doesn't have a happy hour.
C It is open until midnight.
D It sells single servings of wine.

»

or
a glass of wine. Can | see the wine list?
: Sure. We have red wine and white
wine 3
er: | think Il have a glass of the
4 .
der: Good choice. Can | see

to drink?

*"::.-:_1 ? . P ?

‘Sure, here you go.
: Thﬂﬂk you. Enjoy your wine.

Speaking

@ With a partner, act out the roles below, _
based on the dialogue from Task 7. Decide

who Student A and Student B are. Then
switch roles.

USE LANGUAGE SUCH AS:
What can | get you to drink?
'l have a
Can | see some ID?

Student A: You are a bartender. Student B is a
customer. Talk to Student B about:

e drink order
e types of drinks
e identification

J—

Student B: You are a customer, and you want to
order a drink. Ask about some drinks.

Writing

© Use the flyer and the pictures below to
complete the order that the bartender

receives from a large group of custome
Create details for the party.

‘ Number of drinks:

Type of drinks: .
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Get ready!

gefore you read the
o g;’:o:lﬂlk about these

2 What tasks must different

by Julie Redyiy

e service at the Post Meridian is grey

that th : |
Customers know happens behind the sceneg

But few people know what
Every moming, the head chef and the sous chgffhﬂsse
the day’s specials. Then they tglf thg butcher which meg;
they need. And they also give directions to prep cooks.

At 6 o'clock, the restaurant opens. Line cooks Iistraﬁ 1o the
caller to find out what foods to cook. On busy nights, ;

Readig _

swing cook helps the line cooks at different food stationg
_ : Finally, the pastry chef prepares desserts. Everyone in the
©) Read the article from a travel magazine, | Kitchen works together to make sure that customers have s
and then choose the correct answers.
great meal!
1 What is the main idea of the article?
A who creates the menu at the restaurant PRI RY oy,
B the people who work in the kitchen at a
v e Vocabulary
C what makes the kitchen staff at the € Match the job positions (1-8) with the

descriptions of the job (A-H).
1 __head chef 5

—_Swing cook
2 __sous chef 6 __ butcher
3 __prep cook 7 — pastry chef
4 __line cook 8 __caller
A

generally cooks

one type of -
SuCh as sauces type of food all night,

fish or vegetables

S
: ::;rrL Charge of g activities in the kitchen

uthars at more than One food station when
; COOkS need help
. ﬂh:lts Up large pigces of meat

PS the heaq chef iS |

head Chef is not there i

F tells the




Complete the word or phrase that is
similar in meaning to the underlined part.

1 Al of the fish is prepared at the fish place in a
kitchen where a specific type of food
jscooked. s_ _t_o_

2 The server described the restaurant's meals
that are only available on certain days to the
customers. — —e_Ii__s

4 Janie got a job as a dishwasher and learned
what happens in_the part that is not visible in
festaurants. — e —_nN_. ___ s_en

@ & Listen and read the article again. How
many different kitchen employees work in

the mornings?

Listening

@ & Listentoa conversation between a line
cook and a sous chef. Then mark the
following statements as true (T) or false (F).

{ __ The restaurant opened 15 minutes early.

9 _ The line cook is responsible for preparing
the special.

3 __ The line cook needs help from the swing
COOK.

© & Listen again, and fill in the blanks.

Sous Chef: How long until we 1 the
restaurant?
Line Cook: Itsa 2 .50 we

have fifteen minutes before opening.

Sous Chef: Is all the 3 done?
Line Cook: Yes, maam.

Sous Chef: What 4
tonight?

Line Cook: I'm in charge of the 5
Sous Chef: Excellent. Our 6

are you working

for tonight is

salmon.

Line Cook: So Il probably need some help. Is
there a 7 available
tonight?

., ﬁﬂll: Chef: Yes. And he's great with fish.

Speaking
@ With a partner, act out the roles below,

based on the dialogue from Task 7. Decide
who Student A and Student B are. Then
switch roles,

USE LANGUAGE LIKE:

Is all the prep work done?
I'm in charge of the fish station.
Qur special for tonight is...

Student A: You are a sous chef. Talk to Student
B about:

e when the restaurant opens.
e the days special
e if the food prep I1s done.

Student B: You are a line cook at the Post
Meridian Restaurant. Answer Student A's questions
and tell them what station you will work at.

Writing

© Use the article in Task 2 and

bY

" L -
1, Identify the night's _ {

* 2, Do the

‘*‘II
3. Ask the

the conversation in Task 8
to make a list of the kind
of duties that the line
cook needs to
complete before
the restaurant
opens.

__for help




A CHEF'S

e :I-v,

A O

y | chef’s knife

What are some tools that no chef can live
without? No kitchen is complete without a
cutting board, grater, vegetable peeler
and can opener. Chefs use these items before
they start cooking. And even small kitchens
haya spoons and whisks. These are for
mixing food. After food is done, chefs use
spatulas or ladles to serve food,

Hmhadursnmin'pm'cant tool? No
chef
enters a kitchen without knife roll. This

Readind

@) Read
then ch

1 What |

he article about chefs’ tools, ang
oose the correct answer.

s the main idea of the article?

A ways to care for cooking equipment

B the items that cooks commonly use

C the uses for different types of spoons
D how chefs prepare their tools

According to the passage, chefs' knives are
popular because they..

A are inexpensive.

B come with a knife roll.
C do many things.

D are easy to clean.

According to the passage, which of the

following items is NOT used to prepare food
before cooking?

A vegetable peeler C spatula
B knife D whisk

Vocabulary

3 Chnu_se the word or phrase closest in
meaning to the underlined part.

1 Helen uses the ki
: kitche n tool wi at sid
pick Up the with a flat side o0

plate, Plece of cake and set it on the

A spatula




© Match the words or phrases with the blanks.

1 ladle / spoon
A Ricky uses his

B The chef gets the
the soup.

to eat his cereal.

and serves

2 chef's knife / cutting board

A | crushed the garlic and cut it into small
pieces with my

B It damages the surface to cut directly on
the counter, so | always use a

3 can opener | knife roll
A Jack keeps his knife collection in his —— :
B Lisa opens the tuna can with a

4 whisk / grater
A Olivia uses the
B Sam cuts the cheese into small pieces
with a

to mix the eggs.

G Listen and read the article again.
Which utensils are used to combine

different types of food?

Listening

@ & Listentoa conversation between a line
cook and a dishwasher. Then mark the
following statements as true (T) or false (F).
1 __There are no clean spatulas in the kitchen.
2 __ The man gives the woman a grater.
3 __ The woman plans 10 wash the utensils.

@ G Listen again, and fill in the blanks.

Line Cook: Hi, Kevin. | need your help. &
Dishwasher: 1 . Kathy?

Line Cook: | need a spatula, but | think we're
2 clean ones.

Dishwasher: Yes, there's a 3 of them at
the sink. Do you need me 10 wash a

few for you?
| Line Cook: Yes, please. And can you wash the
| 4 for me, as well?

Dishwasher: Sure, [ll do that 5

' J-hlem Thanks a lot! Please leave the
at my station.

1
E-- '..,_":-'-.- L. ﬁ

Speaking

) With a partner, act out the roles below,
based on the dialogue from Task 7. Decide

who Student A and Student B are. Then
switch roles.

USE LANGUAGE SUCH AS:
| need your help.
| need a..
Do you want me to wasn them for you?

student A: You are a line cook. Tell Student B:
e what utensils you need
e where to put the clean utensils

student B: You are a dishwasner. Listen to
Student A and ask about:

e how you can help him or her ||
e where to put the clean utensils |

Writing
© Use the conversation in Task 8 to
complete the instructions from the line

cook to the dishwasher.

Dagr " |
| need your help. Please wash the following

utensils for me: /
4____/,./.
place the clean tools
Thanks for your help.

Best, — >




@&k 1Ll Kitchen Industries

THE FINEST FOOD SERVICE EQUIPMENT IN THE WoR.p,

John Gibson, Executive Chef,
Post Meridian Restaurant

Dear Mr. Gibson,

Thank you for your recent order. Based on your Drevioy
orders, I have put together a list of new products eFaT
may enjoy: N

’@Eﬁmw Milton Countertop Deep
_ * 45 cm griddie e 2 open burners e two fry baskets

. . J 1; | Bake It Oven Rack
® iemperature range 65°-260°C ® Fits 12 sheet pans

- g R, Mollier Stockpot
® stainless stee

JLFE-

Get ready!

€ Before you read the passage,
talk about these questions.

1 What tools do chefs use to cook?
2 What items are in kitchens?

sheet pan

T e S
L A _.\':' iy

A .
TR
g

Readin t our website for o |
g nizﬁf;rs.welbm& for other great deals. To order these
9 Read the letter from a supplier, and then . Please call one of gy sales remesentarr'vsei today
choose the correct answers. i o8

1 What is the purpose of the letter? —
A to list the delivery items

B to ident :
- R ity
‘ about new products
D to inform the customer about 5 o © Choose the correct word or

Phrase in bold.

1 The line cook lifted the (fry

basket / griddle) from the ho!

oll and took out the onion rings

Shelly makes a soup in the

(stockpot / oven rack).

Chef Madsen uses a(n)

(automatic timer / gas rangel

10 heat fooq

':ta‘hl'in OWns a (countertop /
ainless stee)) stockpot.

Dia : | -
4N combines the ingredient®

(5 &

Lis
6

S,

E



B

@) Complete the word or phrase that i
similar in meaning to the undnﬂlnn; part.

F 1 Allison fries Dﬂtatﬂﬂs In the machine that
E-.
K

s T
2 The pastry chaf arrangas the desserts on a
and puts it into

o —

the oven. sh.__t

3 Jared adjusts the part of a stove that creates

heat until the flame is very small,
o T o R

© & Listen and read the letter again. What job
does the person who wrote the letter do?

Listening

- (@ & Listen to a telephone conversation
: between an executive chef and a sales

representative. Then choose the correct
answers.
1 Why does the man call the woman?
A to inform her that he received her letter
B to ask about the price of a product
3 C to complain about a tool he purchased
' D to place an order for an item

2 What will the man probably do next?
A look for his credit card
B give his credit card number
C ask to pay with a check
D call Com Kitchen Industries again

e 9 Listen again, and fill in the blanks.
'S.R: Cor mhan Industries. This is Gillian -

ufi x.,q.,
,t.

Hell iﬁ- Watkins. This is John Gibson 1
_______Post Meridian Restaurant.

Mr. Gibson. How can | help

from your

Speaking

© with a partner, act out the roles below,
based on the dialogue from Task 7. Decide

who Student A and Student B are. Then
switch roles,

USE LANGUAGE SUCHAS:
This is .. from the .. | ?
How can | help you?

I'd like to order the ..

Student A: You are a sales executive at a kitchen
equipment company. Talk to Student B about:

® a product they want to order

e the features of that product

e when the company will send the product
Make up a delivery date.

Student B: You are an executive chef at a

restaurant. Tell student A what you would like to
order.

Writing

© Use the passage in Task 2 and the
conversation in Task 8 to complete the
order form. Use today’s date.
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ORDER FORM

Date:

Sales Representative:

Customer's Name:

Product:

Ship Date:

| ' Industries
fﬁ\{:om

~3E FINEST FOOD SERVICE EQUIPMENT IN THE




grate | shred

Reading
the prep list from a hotel restauran
:::t:hen rI:'nark the following statements
as true (T) or false (F).

. 4 __ The document shows cooks how to makg
& an omelet.
2 _ Omelets are part of the restaurants

June 17 breakfast menu.

@ Break'aSt SeWiCE 3 ___The food is not used as soon as it is

Food Prep List Menu item: Omelet Bar P
Vocabulary
Ingredients: 1. Peel and mince the onions
* 5 dozen eggs 2 Wash and chop the spinach € Match the words and phrases (1-9) with
:: : onions § Ssios lis Torhatoec the definitions (A-1).
o1ko Sech 4. Dice the red peppers L dil:-*ﬂ 6 __ prep list
» 1kg red peppers 5. Grate the cheese 2 — mince 7 __plastic wrap
400 g bacon 6. Slice the mushrooms 3 _julienne 8 __grate
¢ 400 g cheese Notes: Place all of the prepared items in 4 —-—'Ellca 9 __cooler
500 g mushrooms w and seal vith plastic wrap, S __ingredients
al of them on cant number
tvee and siore in the cooler : eut something into very small pieces
a
dishmmr that says how to get food ready fo
g & machine that keeps food cold
Cut so ina i ;
E fid math|ng INto strips like matchsticks
F a ﬁ;::m othing into small squares
G material that is yseq to cover food



Complete the word or phrase that is
similar in meaning to the underlined part.

1 The lettuce must be cut into large, uneven
DIBCES. C——-P -

2 Sara takes the skin off the carrot before
eating t. _ee_s

3 Oscar takes a block of cheese and makes

small, long strips of it. sh__ _s

@ ¢ Listen and read the prep list again.
Where should the food be placed before
going in the cooler?

Listening
¢ Listen to a conversation between a
sous chef and a prep cook. Then choose
the correct answers.
1 What is the conversation about?
A changing the menu
B preparing a dish
C looking for ingredients
D writing a prep list

9 What will the prep COOK do first?
A peel the cucumbers
B slice the tomatoes
C wash the ingredients
D julienne the tomatoes

@ & Listen again, and fill in the blanks.

~ Sous Chef: Jack, can you 1
| the salads on tonight's menu?

Prep Cook: Sure. What 2
| need?

Sous Chef: Lettuce, tomatoes and cucumbers.
Prep Cook: Okay. Do you want me to 3

the cucumbers?

do |

Sous Chef: Yes, But first, 4 all of the
A5 '_ ingredients.
p | ok: Wil do. 5 to
~ slice or julienne the tomatoes?

 >0us Chef: According to the 6

Speaking

@ With a partner, act out the roles below,
based on the dialogue from Task 7. Decide
who Student A and Student B are. Then

switch roles.
USE LANGUAGE SUCH AS:

Can you get started on the prep for the..?
What ingredients do | need?
Do you want me to.. the.. ?

Student A: You are a sous chef. Make up a
dish. Then tell Student B to prepare the
ingredients. Talk about:

e what ingredients are needed
e how to prepare each ingredient

Student B: You are a prep cook. Listen to
Student A's instructions. Ask questions about:

e what ingredients are needed
¢ how to prepare each ingredient |

Writing
© Use the prep list in Task 2 and the

conversation in Task 8 to complete the
prep list.

Date: ——

Service: ) Breakiast

Menu ltem:
Ingredients:

—] Lunch 7} Dinner

—

e —

Prep Instructions:

1
\T B A

The Post Neridian Restaurant
dekchkdk

al the Royal Poini Hotel




S mnenu and paid for separately ang N

AD
as part of & package Q. £
additional [ADJ-UZ] if something is additianal. t
address N-T-UE] To address gone is 10 talk tO them.
fresco, It i outdoors: %
. is to give him or her permission.

al fresco [ANUB] If an area i al

allow someone \ PHRASE-U2] To

assign [V-T-V1] To assign something 1S

atmosphere IN-UNCOUNT-U2] The &

tomatic timer [N-COUNT-UH] An &4
time has passed.

babysit [VVT-U4] o babysit someone is 10 take care of him oOf her becau

bagel [N-COUNT J10] A bagel is @ round piece of
baggage [N-UNGUUNT-UEl Baggage is 8 person's bag
bartender [N-COUNT-UTI] A bartender is a person whose jo
behind the scenes [ADJ -U12] If something happens behind the scen

bellnop [N-COUNT-U1] A bellhop is a person who carries a guest's bags to his 0
To book something is to make plans to do something or be somewhere at a certain time in the futue

g gomething.

of a place.

e that alerts people when & certain amount of

tomatic timer is a machi

se their parents are unavailable or byg,

bread with a2 hole in the middle.
s that contain personal belongings.
b it is to make and serve drinks in a bar.

es, it takes place in private and not in public

r her room.

book [VINT-UZ]
boost '
er seat [N-COUNT-U9] A booster seat is a tall seat that small children sit on to eat.

brunch [N-UNCOUNT-U1 |
0] Brunch is a meal between breakfast and lunch.
busser [N-COUNT-U8] A busser is a restaurant worker who takes away dirty pl
T vy plates from a table.
butcher [N-COU cher is a person whose job is to cut up or sell meat
-UiZ] A caller i iob i |
;EIH [N-COUNT r is a person whose job is to deliver the food orders to th
Bho o . e kitchen.
opener [N-COU ] A can opener is a tool that opens metal containe
rs of food.

canceliation [N-COUNT
-U9] A cancellation i
is i
RN 1 | the decision not to do something th
car key is a piece of metal g that you planned to do before.

W

that opens and starts a car

clee
cOC
cof

cO

CC

cHA




[N-COUNT-U6
coffeemaker I A coffeemaker is a machine that makes coffee

| breakfast [N-COUNT-U10)
A conti
g i 8 pastry. nental breakfast is a small meal that usually only includes coffee

by mixing other drinks together.

g Onvenient, it is useful or easy he ' n
Y cause il doas not wasie time or cause

cooler [N-COUNT-U15] A cooler is a machine that keeps food cold

ADJ-U14] A counte i i |
countertop [ ] rtop item is something that goes on the flat working surface in kitchens

NT-UH ' '
OUPONS [N-COU 0] A coupon is a piece of Paper that people use to get discounts on items
crib NGOUNT-LMI A crib is a special bed for small children and babies.
ing board [N-COUNT-U13] A cutting board is piece of wood, stone or plastic that is used to cut food on.

damage deposit [N-COUNT-U7] A damage deposit is the money hot
i« retumed to the guest if nothing in the room is damaged. y hotel guests must pay immediately at check-in. It

deep fryer [N-COUNT-U14] A deep fryer is a machine that cooks food in hot oil
deluxe [ADJ-US6] If something is deluxe, it is of good quality and costs a lot of money.
desk [N-COUNT-U6] A desk is a table with drawers that you sit at in order to work.

dice [V-T-U15] To dice something is to cut it into small squares.

| dining room [N-COUNT-U6] A dining room is a room where you eat meals.

|
f

dish {N@DUNT-UEI A dish is food that is part of a meal.
domestic beer [N-COUNT-UT1] A domestic beer is a beer that is made in the country in which it is servec.

doorman [N-COUNT-U1] A doorman is a person who greets guests at a hotel and carries their bags inside.

double [N-COUNT-U7] A double is a room with beds for two people.

‘eggs over easy [N-COUNT-U10] Eggs over easy is an egg dish. It includes eggs that are cooked on both sides
maperatut [N-COUNT-U1] An elevator operator is a
' Hﬂlﬁm [V PHRASE-US] To feel at home is to be comfortable and at ease in a place.

person who runs the elevator in a building.

r [N-COUNT-U3] A fitness center is 2 place that has exercise equipment.

= [N-COUNT-U10] Fried eggs are eggs that are cooked in oil.
ont desk clerk {N-GDUNT—LH] A front desk clerk is a person who checks in guests and assigns them to a hotel room.

t-of-house, it relates to or takes place in the public part of a restaurant.

et [N-COUNT-U14] A fry basket is a container that holds foods that are fried in a deep fryer.

_:' U14] A gas range is a type of stove that uses gas 10 create heat.
Uis] T m something is to make it into small and long sirps by using a special tocl



grater NCOUNT-LHEI A t e
OUNT-Ut4] A Hddle is @ fi2 i
e e e ir dryer IS device that dries hair bY blow! B i e
hair dryer [N-GGUNTJJE] A hair dry imited D oriod of time; often In the early € ; inks gy
happy hour (N-UNCOUNT-U Happy hour 152
cheaper than usua i arandie responsible for creating the meny,
(COUNT-Ut2] A head chef 81 charge of the "‘fﬂs
mdﬂ;gwnrdaﬁng supplies and rseeing the Oter WOHOr: B rizes tho wa
| OUNT-UB] A head waiter is @ restaurant worker who gives directions 10 g © Waitgpy
head waiter [N-C : - an swim |
heated pool [N-COUNT-U3] A heated pool is a larg® hole filled with warm water that you € n.
a
| sit in to eat.
high chair [N-COUNT-US) A high chair is @ tall seat that very young children S!
nd sits th :
host [N-COUNT-US] A restaurant host is a male restaurant WOrKer who greets customers and s em at availay
tables.
hostess [N-COUNT-U8] A restaurant hostess is a female restaurant worker who greets customers and sits them g
available tables.

hotel restaurant [N-COUNT-U3] A hotel restaurant is a place to eat inside a hotel.

house wine [N-COUNT-U11] A house wine is a cheap wine that is featured
the menu under its usual name.

housekeeper [N-COUNT-U1] A housekeeper is a person who cleans a home or building.

by a restaurant and that is not listed on

ice machine [N-COUNT-U3] An ice machine is a machine that makes Ice.
ID [N-COUNT-Ut1] An ID i
] is a document that proves your name, address and age. It often has a photograph on it
on it

imported beer [N-COUNT-UN i ‘
’ | -UTl] An imported beer is a beer that is made in a country other than th
served e one In which it

ingredient [N-COUNT-U15] An i ient i
3] An ingredient is one of the foods that is used to make
a meal.

IC

it



e

LCOUNT-U9] A log is a : :
log [N B o 9 book in which employees write the details of a period of time
.W -U2] Lugga . h '
N COUNTUB] A | ggage is a person's bags that contain his or her personal belongings.
juxury 1 3 uxury Is - ] |
something that is enjoyable or pleasant, but is not needed. It is often axpensive.

tenance worker [N-UNCOUNT-U1 '
main ] A maintenance worker is a person who fixes mechanical problems in a hotel.

mince [s,!..T-U15] To mince something is to cut it into very small pieces

mini-bar [N-COUNT-U6] A mini-bar is a small frid
‘or the snacks an A ihiike. idge in a hotel room with snacks and drinks inside. You have 10 pay

mixer [N-COUNT-U14] A mixer is a machine that combines different ingredients together.

napkin [N.GE}UNT-UE] A napkin is a piece of cloth that people use to clean themselves with while they eat.

auditor [N-COUNT-U1] A night auditor is a hotel worker wh
I'-Jigh’i auditors work at night. r who handles hotel guests and financial information.

non _smoking iAﬂJ-U?] If a room is non-smoking, guests are not allowed to smoke in there.
on tap [ADJ-Uﬂl If a beer is on tap, it is served in bulk from a big container using a faucet.

open burner [N-COUNT-U14] An open burner is a part of the stove that creates heat. The flame is visible with this
type of burner.

opening [N-COUNT-U9] An opening is an available time to do something.

oven [N-COUNT-U14] An oven is a cooker with a door that bakes or heats foods.

oven rack [N-COUNT-U14] An oven rack is an item that is on wheels and holds large baking pans.
pancakes [N-COUNT-U10] Pancakes are flat cakes cooked in a pan or over a grill.

park [VINT-U5] To park a car is to leave it in a certain place while it is not in use.

parking attendant [N-COUNT-US] A parking attendant is a person whose job is to help customers with parking.

parking garage [N-COUNT-U5] A parking garage is a place where cars are left for a certain period of time.

party [N-COUNT-US] A party is a group of people who are going to the same place or event, or doing the same activi

party room [N-COUNT-US] A party room is a private area in a restaurant for special events.

pastry [N-COUNT-U10] A pastry is sweet bread that is typically eaten for breakiast.
MM [N-COUNT-U9] A pastry chef is the person whose job is to make desserts in a restaurant.
[N-UNCOUNT-U4] Pay- -per-view is a method of biling people for movies they order to watch on televi

'* -T-U15] To peel something is to take the skin or covering off it.

‘.--"':: T‘Uﬁl To pick up something is 10 collect something from a certain place.

N Ilf someone is picky, he or she only likes certain things.
| _ . "Uﬂl A pitcher is a large container with a handie and spout that holds drinks.

NT-U15] Plastic wrap is thin material that is used to COVer food.

IN-COUNT-U4] A playroom is a place with 10y for kids to have fun.

. o
| e



A +~hem
orks i@ ke
i) A prep 0% o .
F'ﬂ*" cﬂﬂk [N-Coum ] p.,gl'ﬁ an ingred'lgnt mn ﬂTdET to use it in am I'E'Etﬂu'-
usually cook. aper that says how 10 pre 4 L]
prep list [T'J-GUUNTJJ‘iE] A prep list i @ P % o ade with grape gkins and is e rake onés
ine tha ! ;
red Winé [ﬂ.oolJNTel_nﬁ A red wine a winé ged 10 il up 8 OO iner holding a drink ,LE,ﬂ,-m.r.n::u“n-i
: f a liquid ne
i [N.QOUNT-lﬂﬂ] L s ﬂ docume t with infcﬂﬂaﬁﬂn apout 2 hotel guest and hjg title (N-C!
i 5 a i3 Oy
gisraton fom I o Aregsraten 7 oast I
ner hotel room |
n top S
relax [V--U3] To relax is 10 spend and enjoy time N o : .
: ot one mMakes go that @ coom or place 1S available, ugys gnifor™
< sorvation [N-COUNT-U71 2 reservation i & arrangem® by
at a hotel O restaurant ) upon re
‘eservation qumber m-GDLINT-UTI A reservation number is a sernes of umbers that 2 hotel uses to identify a queg utans'-"
room key [Nmum-u?] A room key is @0 instrument which opens and locks @ door o
safe [ADJ-US] If something is safe, it is fre from danger of harm. yalet
scrambled 8995 {NJCGUMT*LIW] gcrambled €ggs are eggs that are stirred betore they aré cooked. Jalet
server m-cDUNT-UE] A serveris @ restaurant worker who takes orders and brings food 10 customers. .
vale
sheet pan [N-GDUMT-LM] A sheet pan is & long, flat cooking container.
it [N-COUNT-USB] A shift s a perod of T it people work, often about eight OUS val
shred [V-T-U15] To shred ing | it :
8] something is to make it into small and long strips BY using a special tool. Ve
person. VE
Ve

single m-DDUNT-U?] A single is a room with a bed for one
slice [V-T-U15] To slice something is to cut it into flat pieces
v

smoking [AD '
[ADJ-UT] If a room IS smoking, guests are allowed to smoke in it
¥

sous chef [N-COUNT-U12] A sous chef has th
spatula IN-COUNT-U13]
e - ad chet
spatula is a kitchen tool that has a wide side. It is used to serve f :
e food.

e most authori
thority after the head chef and often assists the he

]

: poon has a hand
eating liquid foods like soup or <ol e
ceracl an transter small amounts of liquid. Used f
. Used for

stainless steel [ADJ-U1
4] Something tha
ng that is stainless steel is made of a hard, shi
, shiny metal

station [N-COU
N-COUNT-U12] A station i
tion is the
place where a chef makes a certain t
ype of food.




for (number) [N PHRASE-U9] A table for
mstaurﬂﬂt

1ake one's bags [V PHRASE-UZ2] To take one's bags is to carry someone's b
s bags for

t {
I'IUITIhEI‘ ri man
B'ble ) desc bes how ma y people will sit at a table at a

them,

~work [N-UNCOUNT-U1] Teamwork is t i
- he act of working together with other people in order to achieve a goal

N-COUNT -U2] A title is a word us :

title [ ed before a person's name to show respect.

joast [r-l-UHCﬂUNT‘m 0] Toast is a piece of bread that has been cooked so the outside is ¢ isp
rispy.

top shelf [ADJ-UT] If & bottle of alcohol is top shelf, it is of a high quality and is usually expensive

niform [NmUNT-UEI A uniform is a particular outfit that each member of a group wears

ypon req
i N _COUNT-UB] A utensil is a tool that people use to eat food.

uest [ADV PHRASE-U4] To do something upon request is to do it when someone asks.

vacancy IN-GCJUNFU?} A vacancy is an open or available room at a hotel.

[N.GOUNT-LHI A valet is a person who parks guests cars.

valet parking [N-UNGGUNT-*US] Valet parking is a service that involves parking a guests car for hirn or her.

valet ticket [N-COUNT-UE]
to which customer.

valuables [N-UNCOUNT _U5] Valuables are personal items that are worth a lot of money.

vegetable peeler [N-COUNT-U13] A veg
vending machine [N-COUNT-U3] A vending machine is a machine that
~ youcher [N-COUNT-U10] A voucher is a piece of paper that some businesses accept instead of money.

 waltstaff [N-UNCOUNT-U8] Waitstaff are restaurant workers wh
rson who does not call and arrange to have a room

A valet ticket is a piece of paper that lets a parking attendant know which car belongs

etable peeler is a tool that takes the skin off foods like potatoes or carrots.

sells snacks automatically.

o take orders and bring food to customers.

at a hotel before he

s  [ADJ-U7] A walk-in guest is a pe
. :-f- i@—'@lﬁ arrives.

||r'-

ake him or her feel comfortable in a new place.

-r 3
. -rr‘li ' :

=90 lcome o [V-T-U2] To welcome someone is to m
COUNT-UI1] A well drink is made from cheaper, unbranded liquors.

NT-U13] A whisk is a tool that has metal loops and mixes itemns together.

JNT-UT1] A white wine is a wine that is made without grape skins and is pal

e in color.
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Get ready!
) Before you read the

passage, talk about these questions.

el?
{ Do you always ceserve a room when you stay at a hot

2 What kinds of room

Reading

options do hotel guests have?

@) Read the text on a hotel website, and then choose the

correct answers.

1 What is the main purpose of this web page?

A to describe the hotel grounds and surrounding areas
B to help guests book a room at the hotel

C to inform guests of a reservation policy change
D to offer discounts to the customers

2 According to the website, the hotel...

A requires guests to confirm their reservation by phone.
B does not allow smoking in guest rooms.

C charges more money for traveling with children.

D off ' '
ers special pricing during certain times of the year.
3 Which of the following

18 NOT true of the hotel's reservation

cabul
VOCumplete the word Of _phrase
that is similar in meaning 10
the underlined part.

|||||

ary

4 Clarissa rented a type of room

fromn_whi h guests can see d
pﬁ;&jﬁﬁ@—ﬂ'@ﬂlﬁﬂ@ﬂl
because she enjoys looking al
flowers.

2 The hotel is nearly empty

because it is a time when few
people travel.

BESIDCC L. 880 .

3 Mr. Keller rents a room with a

small space to cook meals SO
he can prepare his own food
throughout the trip.

lemeh L1091

4 During the time when many

people travel, it can be hard 10
find a hotel room.

5 The P_:han family received a

special reduced rate because

they rented more than five
rooms.

6 Stephanie forgot her coupon

and t;ald to pay the full price &

ahotel room without any
discounts, e e

r-—-'-'-'.




s the words and phrases (1-6) with the definitions

_ ﬁ ..t to availabiity 4 _ upon arrival
sub) 5 __ special offer

6 __room preference

Lla
oL
k]

i —

. _eligble
1 -. : .« that is not always available
T;:.;*'T;:gyuu get somewhere
: ‘ tﬂhg qualified for something
: able to see the ocean

4epending on whether there is enough of something
; e kind Of room a customer wants

d read the passage again. What must you

@ Lister e at the hotel?

6 S0 get @ cheap rat

istening

L

¥ g hotel booking
~ the customer makes.

3 [ king-size bed

4 [ ocean view

conversation between a customer and
agent. Then (/ ) check the choices that

4 [ deluxe suite

- p [ double room
- f-a'éiﬁ Listen again, and fill in the blanks.

=T Good afternoon. You've reached the Royal
Kit Point Hotel. How may | help you?

stomer: Hi-Id like to 1 for the
month of July.
All right. 2 guests will be staying
~inthe room?
tomer: [l be traveling with my husband and three children.

et How many beds 3 — ——7

g Agent: Okay. There are double rooms 4
- 'ﬁ-— " available. Or if you want
. : -.'I S :.W. ynu Dﬂﬂ tB.kE a dG\‘UH.E su.itE-

..:-'-.”:::‘I I w m bm l’“

# the double
foom. Also, | want to use a

— _right now.

L
T e

Speaking
© With a partner, act out the
roles below, based on the
dialogue from Task 7. Decide
who Student A and Student B
are. Then swiitch roles.
USE LANGUAGE SUCH AS:
I'd like to make a reservation.
How many guests.. 7

There are.. rooms available.

Student A: You are a booking
agent. Help Student B reserve a
room. Ask questions to find out:

e how many people in the room
e how many beds
e what kind of room

=
student B: You are a hotel

customer. Answer Student A's

\ questions. Make up details for

your desired reservation.

Writing
Use the conversation in Tas!

8 to fill out the hotel
reservation form. Make up &

name for the guest.

e

- - - S — . — = =

ROO
RESERVATIC

Check-in date:
Check-out date:

Name: -
e e
Number of guests:

Number of rooms:
Room preferences:

—

Number/size of bed(s) —



Tt ' .' : at customers. To show Our
1 Point Hotel values 1ts repe )
The Fm,-tal_[lerIi plre*'*E"“ the exclusive Royal Point Hotel Loyalty
wwreciation, we piesv 7 o
Ill;g‘;;:ni IL:'nrqu benefits make your stay at any Royal FERS ERiciRete
rograim. LUy ’

LCARAE fit of guaranteed room availability and
. e nioht member. You add the bene
sach time you enjoy & night

partner airines, | ' ip level gives you
ice. The highest membership
e ::ﬂ ::n more benefits. Platinum members also eam 3

complimentary stay, plus early check-in.

As a member of our loyalty program, you know you are our most
important customer. Enroll today!

Reading O Match the words and phrases

) Read the brochure from a hotel, and then mark the (1-6) with the definitions (A-F).
following statements as true (T) or false (F). i ¥aviel

—enroll

— loyalty program
— turndown service

1. _ The loyalty program offers rewards to use at the airport. 2
3
4
5 _reward
6
A

2 _mem'-ecanhelplo*,fahymmbersgetmﬂra

3 Members at the highest level get a free night at the hotel.

— Quaranteed

a system that provides benefits

for people who use a service
often

an act that involves getting a

bed ready for guests to sieep in
before they arrive

t
: P8Come a member of a group
mm of achievement
thing given in return for

Qoo

mTm o0




Listen and read the broch
What do you need to become ‘:E an?.:in.
loyalty member?

Listaning

@ g Listen to a conversation between a
hotel guest and a front desk clerk. Then
answer the questions.

4 What does the front desk clerk offer the guest?
A a discount on her next visit
B a membership to the loyalty program
C a higher level of membership
p a special offer to upgrade her room

2 What will the woman probably do next?
A request room service
B book a room for a future date
¢ show the clerk her membership card
D joina reward program for return guests

e ¢ Listen again, and fill in the blanks.

Good morning, Ms. Jones. Did you have r

a good night?
' Guest:  Oh, yes! It was great. The 1
here is excellent.

You know, as a 2
member, you can get room service for free.

5

:]l Guest: Really? Does it cost me anything 3 —
g 7

No, the program is our way of thanking
you for staying at our hotel.

Guest Can you tell me more about it?

Clerk: Well, you start as a silver-level member. S0

you get 4
the tumdown service. When you get more

s ] | points, you can be a higher level member.
; W How do 1 5 ?

- Clerk:

T

Clerk: It pretty easy. Every time you check into

i g S, ﬂﬁﬁﬂ er aifines. When you fly with

1
¥ o

 Royal Jet you get points, t00.
~ That sounds really good; | travel a lot

[ T —
Ry 1T
| [

e

ke 1§
~ one of our hotels, you eam points. We even

Ic J?: r@:’lﬂ sign up? | can give you a

Speaking

© With a partner, act out the roles below,
based on the dialogue from Task 7. Decide
who Student A and Student B are. Then
switch roles.

USE LANGUAGE SUCH AS:
Does it cost me anything to join?
As a loyalty program member, ..
How do | eamn points?

Student A: You are a guest. You want to know
about the hotel's loyalty program. Ask Student B
guestions to find out:

e how to become a member
e what member benefits are
e how to earn points

Student B: You are a front desk clerk. Answer
Student A's questions. Make up a name for the

guest.

Writing
©) Use the brochure in Task 2 and the
conversation in Task 8 to create an

overview of one level of the loyalty
program that guests can join, including a

starting level of points.

Loyalty Program

el ————
-, IS

List of heneﬁt!-":'-/_g

e —

| ng tﬂ Eﬂr n ,p ﬂ'lﬂ'l TS
\ Total points: =
v.—

r‘—



qvailabilities at the

ou _ M|
1 3"‘;’#: talk abou' nformation you Will =
pa : tions. n
these aUes : ' Po
a confima’0 " | mber: i | request for an
rgservation ﬂ“ﬂrmatlﬂ nu ea gpeplﬂ 3
some ways 3 v of amv gg wauﬂhafﬂuﬂtrdﬂjm gwimming pool. Thus, the
tha

if you need o
ange for an early

information 18 incorrect, "
o ﬂggsl 000. We are looking

However,

forward to your S

tully, _
Eﬂ?ﬁn ngan. Booking Agent,

Vocabulary

Match the words and phré
with the blanks.

Readin . 3
. a hotel booking agent to a hotel 1 base rate / special request -

Read the email from .
0 guest, and then choose the correct answers. A Most guests are placed in _=.
standard rooms unless they

{ What is the purpose of the email? | make a for ¢
A to apologize for not being able to fulfill a special request different type of room.
B to ask the guest for more information about the B Darell paid twice the
reservation in order 10
C to inform the guest that some hotel features are not stay in a room with a ba ol
available 2 inquiry / confirmation numk .
D to make sure that the guest's reservation details are
b A Sam sent the company a{n)
. about the
2 The email advises the guest to contact the booking agent cost of replacing the carpet
': = in his home.
s to make anothe i
r reservation. B The letter included aln)
B the details of the reservation are wrong, which will help
g he phna to occupy the room before the check-in time. hotel employees find de :II’E;:-.
heis u‘h&wy with the service at the hotel. abmt Jani.E,E rEEEWEﬁQH- A
3 What is probably true about Mr, Wilson? 3 confirm / respond |

A Ms. Kelly took a long time 10
to the email because

she was very busy at work.
B Peter called the booking
v LANGR e E S b N Y L detalls of his racaraaticn.




Sot ;*f
g

the words or phrases that are

a cﬂmpfﬂtﬂ' |
gimilar in meaning to the underlined part.

wrote an email to Mr. Trager about the
questions he asked me earlier.
__.th ,_EF_..E'__ﬂ - F A

o worker responsible for making reservations.

2
Gally has to know all of the current room rates
(8] LY == | g

-

The housekeeper prepared the room for
people 10 aavin ——-U__hey
Leslie stays In 8 room that is next to the
_jac_ni

{ |

B e 1

glevator. —

n and read the email again. What

¢ Liste ;
ill for Mr. Wilson's stay be?

will the b

Listening

(6 G Listen to 3 conversation between a
hotel employee and a guest. Mark the
following statements as true (T) or false (F).

___Ms. Logan works at the front desk of the

hotel.
___Mr. Wilson changes his departure date.

___The woman Says she'll call back later with
the confirmation.

1

3

7] ¢ Listen again, and fill in the blanks.

Thank you for calling the Royal Point
Hotel 1 Department.

This is Ann Logan speaking.
Hello, Ms. Logan. This is Mark Wilson.

Agent:

Guest:
Agent:

Good moming, Mr. Wilson. How 2
you?

| received the 3

Guest:
this morming. Thank you.

Wonderfull Was all of the information corect?
Actually, | did find one problem.
What was it?

The 4 .
| can fix the reservation for you right now.

What date are you 9 ?

On March 26th.

Okay, Mr. Wilson. Ive made that change to
the departure date.

Will you send me a new confirmation?

Yes, Sir. 11 6 it to you right now.

Agent:
Guest:

is not right.

AL

Speaking

) With a partner, 8
based on the dia
who Student A and Stu

switch roles.
USE LANGUAGE SUCH AS:

e
Student A: You are a customer, Talk to E'H.:u:!uarf"l'ﬁj

1t 4,

ct out the roles below,
logue from Task 7. Decide
dent B are. Then

How can | assist you?
| did find one problem.
wWill you send me a confirmation?

B about:
e a problem with your hotel reservation

s how the new confirmation will be sent

: Make up a narme for yourself. x|

| Swudent B: You are a hotel employee. Listen 10
Student A's problem. Then come up with
solutions and answer his or her questions. Make
up a name for yourself.

Writing

© Imagine that you are a hotel booking

agent. Use the information from Task 8 and
the email in Task 2 to write a new
confirmation to a guest of the hotel (100-
120 words). Make sure 10 include the

following information:

— e — S ==

Arrival and departure dates

Room type

Rate

How to make changes
to the reservation
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Get ready!

out these g
€) Before you read the passage; talk ab make the b€ R

§ HousekeeP'™

| e
Al

s
—

guestions.

' room?
i1 What items need to be cleaned in @ hotel

- ?
2 What do housekeepers typically 4o

cleaning Gue

: i#t meel
ning of each shitt
At the begin Elgeadar (0 get ¥ oxf

includes information about:

o room assignments

e stay-overs and checkouts ki

o special requests, such as tow
and trash service

o VIP arivals or early arrivals

Always start with checkout rooms.
These rooms must be cleaned by
3pm. A full cleaning includes:

e cleaning the toilet, tub and sink
e changing the towels and sheets
e making the bed

e vacuuming the carpet
¢ emptying trash bins

towels

Reading

@) Read the employee manual for employees at a
hotel, and then choose the correct answers.

1 What is the manual mostly about?
A how to get a room assignment list
B a guide for hotel housekeepers
C different items found in hotel rooms
D steps for disinfecting a hotel room

2 What is true about housekeepers?
A M%Wfﬂrmhmmﬁmsinmmm
B They clean stay over rooms at the beginning of their shifts

C They give checkouts a more complete cleaning
than stay-overs.

D They knock before entering a room with a DND,

3 The team leader gives housekeepers all of t
following information EXCEPT.. 2

A which guests will stay another night.

B how many rooms to clean during a shift,

Cc wﬁmmdnnmwanttnbadismmed.
D memmmwﬂ.

st R[]Dms .fﬂr-yrff .“J"r-;'-r}.rf.?r‘_"ﬂw

Vocabulary |
€ Complete the sentences with

\Iﬂrg?d BANK

8 2 Gene prefers cleaning ——

o disinfecting all counters and

sufaces
e replacing toiletries

Stayover rooms typically involve the
following tasks:

e changing the towels

¢ making the beds

Always knock three times and
announce your arrival before
entering a room. Remember, do not
enter a room that has a Do Not

Disturb (DND) sign. Alert your
supenvisor if a guest has not
removed the DND by the end of

your shift.

words or phrases from the
word bank.

o

disinfects
sheets VIP

stay-over
trash bin

1 Alicia puts clean ____ on the béd

rooms because it only involves
a few tasks. -
The housekeeper made suré
the room was spotless beforé
o guest arrived.
Mark places the food
In the _ _ |
Ursula ____all of the surfact
in the ki‘tchen before she I',_
Eﬂﬂking‘ 3




| | check (V) the sentences that are true.

_A Harry washes his hands at the sink.

g Tery makes the bed before she goes to sleep every night.
A Pam dries her hair with a towel after her shower.
B
A

1

Richard takes a bath in the counter.

John takes toilets like a toothbrush and soap every
time he travels.

B Tom doesn't want a full cleaning in his room, so he
asks for towels and trash service.

4 _ A Bobby needs to use the bathroom, so he asks where
the restaurant’s toiletries are.

B Oscar vacuums the carpet because his son left
cookie crumbs everywhere.

9 & Listen and read the manual again. How many times
should a housekeeper knock before going into a room?

Listening
@ & Listen to the conversation between a housekeeper
and his team leader. Then answer the questions.

1 What is the housekeeper concerned about?
A He cannot work the following weekend.
B He cleaned more checkouts than stay-overs.
C He didn’t clean all of the rooms on his list.
D He entered a room with a DND on the door.

2 Why can we guess the housekeeper has a lot of work to do?
A Many guests have DND signs on their doors.
B Itis a busy time of the week.
C There aren't enough housekeepers working.

| D Many guests are staying more than one night.

L

@ © Listen again, and fill in the blanks.

'Tu&:mdaﬂmmi{evhHuwareyw? W B (}\

& H: Im doing well, thanks.

b ij.,; Are you 1 for the day?
H: m 1 ust finished the last 2 - on my list
5 + you very busy today?
: S I'Fﬁdaewan checkouts

busy on the weekends. Before | forget,

Speaking

@ With a partner, act out the

roles below, based on the

dialogue from Task 7. Decide
who Student A and Student B
are. Then swntch rnlas.

Ware ]rau vaur busy fnday‘? 9
Before | forget, | want to mention
something.

What is it?

Student A: You are a housekeeper
at a hotel. Tell Student B about:

e how many stay-overs you
cleaned

e how many checkouts you
cleaned

e whether any guests left a Do
Not Disturb sign up for your
entire shift

Student B: You are a team leader.
Listen to Student A and tell him or
her what to do next. Make up a
name for the housekeeper.

Writing

@ Imagine that you are a team

leader for a housekeeping
department at a hotel. Use the
information from Task 8 and
the employee manual in Task
2 to write a room assignment
list for a housekeeper on your
team.
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Get ready!

) Before you read the passage, talk about
these questions.

1 How do people learn about activities when
they travel?
2 What are some duties of a hotel concierge?

{ shopping district &

.yar-ynr/ S vint Fotel

Dear Guest,

My name is Richard, and | am the chief concierge at the
Royal Point Hotel. On behalf of the concierge department,
| would like to extend my warmest welcome.

QOur concierges are here to help you explore the local
attractions. Dont hesitate to approach any of the
members of my multi-lingual staff with any questions. You
can always find a concierge on duty at the concierge's
podium in the lobby.

We have insider information on many local businesses. For
exampie, we can point you toward the trendy shopping
district and recommend our favorite hotspots. Do you like
art? We can give you directions to the nearest museum
ana tell you about current exhibitions. Sports fans can
ieam about upcoming football matches at the local arena,

No matter what type of entertainment you seek. our
concierges can inform you about them. We hope that you
have a pleasant stay!

Sincerely,
Richard Zimmerman

a_
|

T A S TRSE TS

Readind |
etter from a concierge to the

(2, ::::t;h:fla hotel, and then choose the

correct answers.
{ What is the purpose of the concierge's lettery
A to give directions to places outside of the

hotel _
B to tell guests how to get tickets to Enﬂ-rts

matches |
C to describe how concierges can help hotel

guests ;
D to list the different places to find a concie g6

2 What is true about the concierges at the he of?
A They speak many different languages.
B They accompany guests on shopping {
C They are only available during certain hours
D They sell tickets to sport matches.

3 What can we infer about guests at the Royal
Point Hotel?

A They spend a lot of time shopping for clothes

B They often get lost on their way to the
local museum.

C They are typically in their 20s and 30s.

D They often have questions about leisure
activities. :

Vocabulary
© Check (v) the sentences that are tru

1 A There are pictures of trendy clothes if
the new fashion magazine. |
—B Teresa watched an exhibition at the
Movie theater. ¥
e ok

Kendra is on duty all day to uj'ii.‘
because she has the day off from \

Lls

—B The museu s
m has fror



ete the word or phrase that is similar in

Speaking
© With a partner, act out the

& meaning to the underlined part.

1 Mr. Willard finds the concierge behind the box-like stand with
O

tal sides. -

9 Sam and Penny watch a wrestling competition on television,
e

3 The athletes play a game in the

# Bill takas a trip to the

different items and purchases a new shlrt

EEEne -  d.Ss_r_c._

'@ G Listen and read the letter again. What kind of

roles below, based on the
dialogue from Task 7. Decide
who Student A and Student B

are. Than awltch ralﬂ.

Hﬂhuid mu be abfe ta gst
tickets to the.. 7
| can get tickets to..

| can speak to my contact at the...

mmpaiilluns can you see at the local arena?

¥ a s ;
- stemng
5 & Listen to a conversation between a concierge and

a hotel guest. Then mark the following statements as
true (T) or false (F).

Student A: You are a guest at
the Royal Point Hotel. Talk to
Student B about:

e an activity you want to do

e whether Student B can help
you get tickets for that event

1 _ The guest wants to change her theater tickets.
2 __The concierge knows an employee at the theater.
3 __Balcony seats are not close to the stage.

- @ G Listen again, and fill in the blanks.

Student B: You are a concierge
at the Royal Point Hotel. Talk to
Student A about:

e suggestions for activities
e how you can help him or her

Good evening, ma'am. How may |be 1 __

i
S

- M Would you be able to get two tickets to the theater
| tonicht?

B

Writing

© Imagine that you are a guest at

3e: | can certainly try. What type of show are you

-

, } o il
e f Vg e 4
= e P = H

il
II-

o T s R W

would be perfect. I've always
wanted to see Song of My Heart.

¢ | can get tickets to 4

a hotel. Use the information
from Task 8 to write a thank-
you note to a concierge at a
hotel (100-120 words). Make
mratntalkahmtllufnllowing:

’ﬁ"” - Song of My Heart. But | may only be able to get

Id really prefer something 5
lerge: Im afraid it's too late to get tickets in the other
: 'm'

uest: Wi ha 11 pay extra?

- VVE fﬁ!Wtﬂﬁ
mm#mwmmm




T We offer 24-

_ i) T SHUTTLE - from
E I b, #::Eri?rcall shuttle service t? tﬁgdairpﬂ”'
— =1 g8 the airport. When you EET}"{E will pick yOu
"‘.'_T'\ just call us. One of our nt to the hotel You
t shuttle to trave
departs at your

i take you directly t0
d will tak Fhis service 15
drivers

e

—e e

=

convenience an
the check-in counter.

complimentary- although

appreciate tips! .
ﬁ.IBLII: THAHSFEHTATIBH ;n?#:g
bus route #231 runs 10 and fro b
airport every half-hour. There B !
bus stop on Kent Street on
east side of the hotel. For more
detalls about the bus
schedule or fare, ask the
front desk. o
TAXIS - Taxis are avaliable |
anytime night or day and provide prw%te
transportation to and from the airport. Hail a
cab from the airport yourself, or ask the front
desk to arrange for a taxi pickup for you.

H‘M —————
Get ready!
&) Before you read the passage, -__——-\,f—"—'_"

X

talk about these questions. ' Vocabulary
1 How do people get to the airport from their hotels? 9 Match the words (1-8) with the
2 How do hotels help their guests go to the airport? definitions (A-H).
. S 6 _ check-in
Readin
g 2 __depart counter
@) Read the page from a hotel brochure, and then choose 3 _halacab 7 __bussiop
the correct answers. o
4 _run 8 __ on-call
1 What is the brochure mostly about? 5 _ taxi
A recent changes in the public transportation system
C information about the hotel's taxis and shuttle buses off and picks up passengers
D problems with the local transportation system B anareain an airport where 3
_ passengers receive their tickets
2 What is NOT true about transportation to the airport? for the plane

0

A The hotel provides a free shuttle service for guests, to be in service

E E': D Samie ‘:”hEﬂE“f?l' you call for them, D money a worker receives as @
crt.y bus doesn't take riders directly to the airport. réward for good service
D There is a bus stop near the hotel. E

a vehicle that transports !
3 What is probably true about guests who use taxicd drectly where you have to go
A They do not have extra money to wa}us_ 1o leave a location
B They might require taxi service Riae 1ot G to get the attention of a taxi-

C They need to make driver in order to ride in the
an exlra stop before the aimport vehicle “

“

14

available whenever a custome
féquests <



() Choose the word or phrase that is similar in meaning

to the underlined part.
1 James looks at the MMMM bo at pertaln

stops to see when the next bus arrives.

A bus schedule B taxi C tip
2 Claudia asked for change so she could have the exact amount

* ide in i icle.
A bus stop B driver C fare

- 3 That way a bus goes doesn't operate on Sundays.

B A tip B route C bus stop

- 4 Expensive hotels usually have their own vehicle that

5 rider fr rtai ti
A shuttle B fare C tip

© & Listen and read the brochure again. Which bus
should you catch to get to the airport?

Listening

{® § Listen to a conversation between a hotel employee
and a guest. Then mark the following statements as true

(T) or false (F).

1 __ The front desk clerk gives the woman a bus schedule.
2 __ The guest decides to take the hotel shuttle.
3 __ The price of the shuttle and the bus are similar.

€ & Listen again, and fill in the blanks.

‘ Clerk: Good evening, ma'am. How may | help you?

- Guest: Hello. | need to 1 to go to the
| airport tomorrow morning.

! Clerk:  Well, there are a number of options available.

Guest: 2 that there's a bus that goes to the
airport from here.
Clerk: That's right. The bus stop is on Kent Street.
Guest: How often 3 ?
Clerk: If | remember correctly, it runs every 4
from 8am to 8pm.

Guest: That's no good. My plane leaves at 7.
Clerk: You might be interested in our airport shuttle service. I
~ leaves whenever you want, and takes you straight to the

Pt counter at the airport.
Guest: How much does it cost?
-.“"'!E  Its free. Though tips are 5

Speaking

dialogue from Task 7. Decide
whuogtudant A and Student B

The bus runs every half hour.
If | remember correctly, -

Student A: You are a hotel

employee. Give Student B

suggestions about:

e the available transportation
services

e how you can help in locating
these services

Student B: You are the guest.
Pretend you need to get to the
airport. Tell Student A your travel
preferences and needs.

Writing

©) Imagine that you are a hotel
worker. Use the information
from Task 8 and the brochure
to write advice for guests who
need to go to the airport (100-
120 words). Make sure to

answer the following questions:
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Get ready!

€) Before you
read the
passage, talk
about these

guestions. 'Q;%_'L.
1 What kinds of ' ‘Q
emergencies Qt B Drepar odl As a gue

e

Reading

@) Read the poster in a hotel giving

16

can happen on
holiday”

What do you
do in case of
an emergency?

Please take a moment 10 read this

carefully. e
in case of fire, take tnese precautions:

o Rernain calm.

Pull the fire alarm
; Automatic sprinklers protect your room

l 4 | o Evacuate the buildin through the neares
! stairs. DO NOT take the elevators.

- o DO NOT retum to your room.

In case of an earthquake:

sprinkler

heavy furniture, like a desk.
e Stay away from windows. Watch out for
may fall from them and injure you.

instructions on what to do in case
of an emergency. Then choose the
correct answers.

and share important safety
information.

—

heavy furniture

1 What is the poster mostly about?
A
B what to do in case of an emergency
C
D ways to stay sate dunng a storm

where to go for help in case of fire

vﬂca " ulary

how to locate the exits in the hotel

2 Which is NOT true, according to the poster? (A-F).

A You should stay inside the building during — Seek protection 4
an earthquake. — sprinkler

B It is best to take the elevator if there is an
sikisontod — heavy furniture

C You can listen for announcements during

an emergency.

You should not go back to your room
during a fire.

O mP» ®ON=

D
a machine that

3 What should you stay awa - D it
y from ems in
earthquake? during an e a room
A §
2 5:; kiers C shelves E adevice that sprays water
- D loudspeakers F

m- | Q, | it is important 10
i Royal Point Hotel, it 1S IMPO

. knn;rmewha¥ to do in case of an emergency.

v -

1o find a safe place
& Curved doorway

Y

poster

and leave the area immediately.

from fire.
t exit. Always take the

e Stand under an arch. You can also seek protection under

tall shelves. ltems

During any emergency, always pay close attention to the
announcements from the loudspeakers. The Royal
Point Hotel has an intercom system in place,
We use this to communicate with our guests

elevator

© Match the words (1-6) with the definitions

__arch
9 __intercom
6 _ elevator

takes people up and #. {



| n Complete the sentences with
. words or phrases from the

~ precautions
- fire alarm
exits

earthquake

loudspeakers
evacuated

: .""'1 The ground started shaking
" during the

2 The voice coming from the

3 Alison followed the to
avoid getting hurt during the fire.

4 The people left the building
through the

5 | pulled the —__ because |
smelled smoke in the hallway.

6 The guests the hotel
because there was a fire.

L4 © § Listen and read the poster
' again. What should guests not
~ do if there is a fire?

]
| =
Nl =
_ =

8 & Listen to a conversation
~ between a hotel employee
~ and a hotel guest during a

~ fire. Then choose the correct
answers.

1 Which is true according to the
hotel employee?

A The fire is on the ground floor.

B The guest should use the
elevator.

C There are sprinklers in the
guest rooms.

D The fire is spreading quickly.

2 What is the guest worried about?
A He will get hurt in the fire.
B He will not find the exit in time.

C The fire will go to other parts
of the hotel.

D His belongings will get
damaged.

wamed that a fire had broken out.

© & Listen again, and fill in the blanks.

What's going on? What's that noise? ‘o b
That's the 1 sir. There's a small fire in the
hotel.

Fire? Oh my goodness! Where is it?

Its in a guest room on the 2 -

The third floor! That's near my room. All of my things will bum!
Sir, its very important that you 3
But what about my belongings?

There's a sprinkler system. It will protect your items if the fire
reaches your room.

What am | supposed to do now?

For now, we have to evacuate the building.

| don't understand. | thought you said it was just a small fire.
That's comrect. But were evacuating the building 4 .

| see. | guess | need to find the 5 then.

That's right. Just 6 down to the
ground level. Youll see the exit at the bottom of the stairs.

Speaking

© With a partner, act out the roles below, based on the

dialogue from Task 7. Decide who Student A and
Student B are. Then switch roles.

What's going on?
It's very important that you..
We have to..

Student A: You are an employee at the hotel. Tell Student B about:
e the type of emergency e what the guest should do

Student B: You are a guest at the hotel. Ask Student A about:
e details of the emergency e what you should do next

Writing

© Imagine you are a hotel employee. Use the information

from Task 8 to write an announcement for a hut?l
(100-120 words). Make sure to answer the following

questions:

e What is the emergency?
e What should guests do to protect themselves?

e What should guests NOT do?




Below is a summary of charges for your Stay

Guest: Samson, Oscar 3506 Utrecht Rd,

Dallas, TX 98100 USA

stay: Jan 06 - Jan 08
D;Eﬁnb;um Room number: 341
106  Room charge %ﬂg
1/06  Room service 250
106  Dining service charge 5.00
407  Room charge o 90.00

1/07  Long-distance

j (10 min @ B0/min) 800

~ Amount due at check-out: S2B00

mmhmwm\gﬂnmd
mmmmmmmmcm
credit card or personal check payments
mmmmm.m
mmmwmmmmm

Get ready!

© Before you read !
quastiuns.

he passage talk about these

need to do before they check out of a hoteh

do peoplé
e orget at hotels?

» What do people f

Reading

@ Read the hotel bill, and then cho
is the purpose of the document?

A to confirm the guest’s reservation at the hotel
B to inform the guest of the amount owed to the hotel

C to summarize the guests activities at the hotel
D to tell the guest how to make a reservation in the future

2 What is true about Mr. Samson?
A He paid for the room at check-in.
B He paid with a personal check.
C He ate in his hotel room.
D He lost his room keys.

ose the right answers,

1 What

3 What is probably true about guests who pay their bills afte
12pm?

A They get another copy of their bill.

B They pay with credit cards.
C They keep their room Keys.

D They have to pay extra money.

Vocabulary

&) Complete the s
the word bank.

Sr—
: W;E! I‘Ta BANK

records
Copy

entences with words or phrases fro

Personal check

service charge
room EEWI{:E g

bill direct

she orders Want to go to the hotel —
2 The University | ES
3 98Ch student, with informat i

i Adams Wrote g

The original sales r i to pay the bill. |

—-—--..______‘_jmtpt Was destroyed, but Bill had 8
S The com |

Pany has
6 The polic yict - >

accident,

tledtg ————— for after-hours @

T traffic away fro™



:
|

0 complete the word or phrase
that is similar in meaning to the

underlined part.

4 Susie has many phone
versations wi le wh
way. She has a lot of
family out of state. 0 _-_ _
B e e o — L URRIEE] et

5 Hector did not pay all he owes
and still has a leftover charge. _
Rl e W O

3 Mr. Thomson needed to pay his

il inalize all business with
the hotel before he left.
B e 8

4 Trish needed to leave early so
she asked for the paper with her
charges. — - | —

5 Beth didn't have cash, so she
paid with a piece of plastic that
is used to pay for items.

S g ¢

6 Mrs. Smith pays the company the
money she owes. _m___1 _U_

e el

@ © Listen and read the bill
again. How many ways can a
guest pay their bill?

Listening

{ G Listen to a conversation
between a hotel employee and
a guest, and then answer the
questions.

1 What problem does the man have?

A He didn't receive his room
service order.

B He doesn't understand an
item on his bill.

C He was charged too much for
his food.

D He didn't need to pay a
service charge.
What is true about Mr. Samson?

A He will stay at the hotel for
one more night.

B He didnit receive a copy of his bill
C He pays with a credit card.

D Heforgot to retum his room key.

@ & Listen again, and fill in the blanks.

Good morning, Mr. Samson. How may | help ‘Hﬂu'b

Desk Clerk:
Guest: Hello. | need to check out.
Desk Clerk: Okay. Did you already receive al
?
Guest: Yes, and | have a question about one of the
2
Desk Clerk: What's your question?
Guest: There's a dining 3 for
five dollars. What's that for?
Desk Clerk: Its a4 . That's
charged in addition to the cost of your food.
Guest: | see. In that case, Im ready to pay.
Desk Clerk: How will you be paying?
Guest: Justb my Mastercharge card.
Desk Clerk: Okay. That's taken care of. Thank you for

choosing the Royal Point Hotel!

Speaking

© With a partner, act out the roles below, based on the

dialogue from Task 7. Decide who Student A and
Student B are. Then switch roles.

USE LANGUAGE SUCH AS:
How may | help you?

What's your question?
How will you be paying?

T e :'1;' g -0 3 e ST T
: X -E;"I-‘I | e T - raea
Bl

i T el gy L
e SOk [ R -

student A: You are a guest at the Royal Point Hotel. Talk to
Student B about:

e a charge on your bil e method of payment

student B: You are a front desk clerk at the Royal Point Hotel.
Answer Student A's questions. Make up a name for your guest.

Writing
Use the conversation in Task 8 and the bill in Task 2 to

write about your stay at the Royal Point Hotel (100-120
words). Make sure to answer the following questions:

How did the front desk clerk help you?
o HO

, Did you enjoy Your stay?

s?
| on the summary of charge
& What was lnc!uded




Food Service World

Managing Customer Flow

Managing customer flow in restaurants ensures that
customers get the most out of their dining experience It

also allows restaurants to turn tables faster - whi
a greater profit Whch means

To improve customer flow at your restaurant

hire wisely. Your restaurant's host or haslésrgﬁalr?;r? to
person patrons see. He or she is responsible for r I;rat
guests, leaming their seating preferences ftable :]?tﬁ: ng
for example), and seating them. The host or hoste, ;‘;

advises t::ualnmafs of wait times. When hin
mmevdmmmhtaandmdw:agmdhn ,

Reading

@ Read the article from a trade magazine,

Vocabulary
€ Check (v) the sentences that are true.

Before you read the passage, talk aboy
these questions-
do restaurant workers say to greet

1 What
customers?
2 What problems can occur before a diner g

seated?

and then mark the following statements
as true (T) or false (F). -

1 __ Improving customer flow helps restaurant:
owners make more money.

2 __ The host or hostess plays an important r:-‘;
in managing customer flow. '

3 __ Paging systems alert restaurant patrons
about when their food is ready. |

1 _ A The server offered Ellen a comped
appetizer, so she didn't pay forit.

= B Harbdy made a good impression by
being rude to the employer.

Peter makes a phone call with a pagk

Htta_ makes reservations in advan *
avoid wait times. E

The restaurant patron greeted Lisa!
took her food order. :

:'ha OWner of the restaurant we
4 more tables in order to oam ai

Seats customer
Paging system

o T h\ﬂ"l Wil 'I,-_I-i':;.

gL,
. I:,"_.:

n !



3 Ellen sits at a
have their own chairs.

4 The lets customers know when the hostess is
ready to show them to their table.

5 Ms. Shaffer hopes that the techniques will help improve
at her restaurant.

g The server offers the group a dessert
they had to wait for a long time.

with her party, so none of them

because

¢ Listen and read the article again. How can a host
or hostess deal with frustrated customers?

Listening

& Listen to a conversation between a hostess and a
restaurant customer. Then answer the questions.

1 What are the speakers mostly talking about?
A making a reservation at the restaurant
B using the restaurant’s paging system
C changing the number of people in a party
D cancelling a dinner reservation

2 Why can't the hostess seat the man's group right away?
A He didn't make a reservation.
B He arrived earlier than expected.
C The restaurant is not open yet.
D The entire group is not there.

€@ © Listen again, and fill in the blanks.

About ten minutes. Is that okay?
Yes, that's fine.

And | just want to remind you that we can't 4
until everyone I8 here.

That's okay, [m sure my companions will be here

3 b B :
- Mostess: Perfect Here's a pager. Il 6 ——
28 ' '.;.r-! e h m

. Hostess: Good evening, sir. Welcome to the Post Meridian g™
| Restaurant. Do you have a reservation?
- Customer: Yes. It's 1 “Jackson”.
. Hostess: Here it is: Mr. Jackson, 2 2 sy
Customer: Actually, 'm expecting two more people. Is it possible
| to get a table for six?
-.' Hostess: Yes, but I'm afraid there would be a 3
‘Customer: How long will the wait be?

when your table

)

R T

= e I
= -y

g

] .,.,‘l;.'

Speaking

© With a partner, act out the
roles below, based on the
dialogue from Task 7. Decide
who Student A and Student B
are. Then switch roles.

USE LANGUAGE SUCH AS:
How long will it be? v
I'm afraid there would be a.. wait.
| just want to remind you that..

Student A: You are a patron at the
restaurant. Talk to Student B about:

e how long the wait is
e when your party will be seated
Make up details about your party.

Student B: You are a host or
hostess at a restaurant. Talk to
Student A about:

e how long the wait is

e the restaurant’s policies about
seating parties

Writing

© Imagine that you are a host or
hostess at a restaurant. Use
the information from Task 8
and the article in Task 2 to
write instructions for managing
customer flow (100-120 words).

Make sure to answer the
following questions:

What questions should you
ask new customers?

e What information do you
tell new customers?

e How can you help
customers who are

frustrated with long

wait times?




petizers

e Fried chicken strips,

served with a honey

mustard dipping sauce.
Baked potato skins, served with
any three of the following:
cheese, bacon, onions, beans,
lettuce.
Shrimp platter with cocktail
! sauce (serves two). :
' House salad with our signature :
dressing (low-fat and low-calorie *
'. option).

Get ready!

@ Before you read the passage,
talk about these questions.

1 What is your favorite food to
order from a menu?

2 What are some ways that food
is prepared?

i T

B

Reading

il 9 Read the lunch menu from a
restaurant, and then mark the

following statements as true
(T) or false (F).

1 _ The restaurant has menu
options for people on a diet.

2 __Customers are not allowed to

share meals at the
restaurant.

3 __The restaurant doesn't open
22 until dinner time.

All entrées are cook ‘
Entrees come with your choice of soup or salad.

Broiled salmon with rice and steamed broccoli
(low-fat and low-calorie option).
Meridian Burger, topped with melted cheese and a

spicy sauce, with a side of our award-winning o Chocolate B
fries. — with caramel s
Steak grilled to perfection, served . e Steaming hoté
with boiled potatoes and peas. ik oie 2 la m
Pork chops simmered in a
aweet and sour sauce, with e, 5""/ . Eﬁﬁpf?:g al
Half a roasted chicken, seasoned with herbs, with (low-fat op ,—“

a side of our salty potato chips.

t Meridian Restaurant

gk Rkl

The Pos

0 .

Desser

Vocabulary

© Match the words with the blanks.

1 steamed / baked

Mrs. Johnson the meatloaf in the oven.

James heated the water and the vegetables.
2 spicy / sweet

Sarah tuned red and her eyes watered because her fog
was very _____ |

Phillip put four spoonful
likes it
fried / roasted

Mfke the chicken for several ho
Gina ____ the fish in lots of
grill / simmer
| let the sauce

e

didn't start to bl for several minutes, making sure:

Dad liked to -
bR T because he preferred to cook outs

salty / sour =

§ of sugar in his coffee because

.

urs in the oven.
oll, to make it crispy.




|ete the word or phrase
that is similar in meaning to

the underlined part.

© O Listen again, and fill in the blanks.

Server: Hi- my name's Brittany and Il be your 1 ——— N
1 The couple ordered two small today. .
wghm—at—ﬁl@ Customer: Hi. | have a question about the 2
start of a meal : Server: What is it?
T8
--p® Customer: | see you have 3 - How are
2 We ate steak that was cooked those prepared?
v
Tm_engﬂ_tm&.ﬁl_ei_&'_tlﬂl S ainran . :
FRRELC S GRS IIThe pTiatn skins are baked, sir. 5
tompera er: : ;
3 Mom set the lar | : ‘ see. And are they very 4
: o § me! on the dining erver: No, but they are salty.
LS ) - Customer: Oh, | don't like 5 _I'd rather have
4 The chicken was prepared in a something 6 :
thick, cooked liquid and served Server: Then you might like the fried chicken strips.
overrfice. —a_—cC - Customer: Are those sweet?
5 The food tastes great because Server: Well. the chicken isn't sweet. But the dipping sauce
u it is only prepared when it i that comes with it is.
: ordered. Customer: That sounds fantastic. Thanks!
. k. d t. o_de.
' 6 | ate fish with peas for my main Speaking
dishof themeal _nt_e—
. @ With a partner, act out the roles below, based on the
g dialogue from Task 7. Decide who Student A and
|1 © @ Listen and read the ment Student B are. Then switch roles.
again. How many main dishes
- are available at the restaurant? USE LANGUAGE SUCH AS:
- i [ll be your server today. How are the .. prepared?
LIStEHIng Is it very .7
( & Listen to a conversation —
between a restaurant server student A: You are a customer at the Post Meridian
and a customer. Then answer Restaurant. Ask Student B about:
the questions. e how adish is prepared e what the dishes taste like
1 What is the conversation mostly Tell Student B the kinds of food you like, how you like it cooked, etc.
0 about? Make up a name for the Server.
A a descripti h ‘
?n:nu [ichioswods.on e student B: You are a server at the Post Meridian Restaurant.
Ly B . ’ , Answer Student A's questions. Then make a suggestion based
8 guile to prepanng 2 dish on the type of food he or she likes.
C a problem with the man's order
D a compliment about the meal Writing
2 Why doesn't the man want the ine that you are a food critic. Use the information
Imag y . KHonna
Potato skins? from the menu and Task 8 to write a magazine review
o 1P A He does not like baked foods. of the food you ate at the hotel restaurant (100-120

words). Make sure to answer the following questions:

| B He prefers dishes that are
_1'[5‘75 fried,
C He cannot eat spicy foods.

D He wants to eat something
v sweet.
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Take the Guesswork Out of Taking Orders

Servers who can remember everything a
six-top orders are sure to impress
customers. How can servers at your
restaurant accomplish this? By using a
notepad and the pivot point system. The
pivot point system Works by assigning each
seat at a table a number. Then the server
writes the order information next to the right
number. Never again will your servers have
to ask which guest ordered his steak rare,
medium rare or well done. All of the
information about the order is in the notes!

Another way your Servers can impress
customers is by double-checking the order.
Before the server leaves the table, he or she
should repeat the entire order (including any
special requests, like substitutions). This
helps the server catch mistakes before it's
too late. It also gives the customer an

opportunity to change his or her mind.

Get ready!

© Before you read the passage,
talk about these questions.

1 What questions do servers ask
when they take orders?
2 How can servers remember the

customer’
24 s order?

Reading

Read the article f
and then choosé

1 What is the article mostly about?

3 What can be inferred about restaurant servers?

Vocabulary

© Choose the correct m
phrase,

1 Ellen :
keeps a notepad with her to help her remember the ordé

rom a trade magazine,
the correct answers.

A what questions servers should ask customers

B how to know what a customer will order
C ways that servers carn impress customers
D what mistakes servers commonly make

What is good about the pivot point system?
A It allows customers to change their minds.
B It provides information about customers' seating preferencess
C It only requires a notepad in order to work effectively.
D It helps servers remember customers’ orders.

A They ask customers about how the food should be preparea
B They discourage customers from changing their orders..
C They repeat orders to kitchen staff to avoid confusion.

D They don't double-check orders when they use the piva
point system. '

eaning of the underlined word @

A a system th
at numbers each
: seat at a e
B atable with six Quests e

C a book with Papers to write on
The server is busy taki

A asking what the ¢
B making sure abo
C finding Problems

ustomers want to eat
ut what the customer said




0

' choose the correct word or phrase to complete each
2 mﬂﬂﬂﬂi

The restaurant's (guesswork / pivot point system) allows
servers to easily remember customer's orders.

2 (ina cooked the meat for a long time because she likes it
(rare | well done).

3 Alex asks the customers at the (six-top / substitution)
| what they want to drink.

G Listen and read the article again. In what two
ways can servers impress customers?

Listening

@ Listen to a conversation between a server and a
restaurant customer. Then answer the questions.

{1 What are the speakers mostly talking about?
A a problem with the food
B the availability of a certain dish
C what the customer wants for his meal
D how long it will take to prepare the meal

2 What does the customer decide 1o change?
A the way his entree Is cooked C the size of the entrée
B the appetizer order D the entrée dish

@ & Listen again, and fill in the blanks.

|
. Server: Good evening. My name is Shirley and Il be your ¢
11 server tonight. Can | get you started with 1 ——

?

Customer: Yes, I'd like to try the stuffed mushrooms.
Server: Perfect! Il be back with those in just a few moments.

Customer: Actually, f'm 2 my entrée
s 5 as well.
| Customer: I lie the steak, please.
'! ~Server: How would you 4 ?
~ Rare, medium rare or well done’?
\ Cus s e

: - Se er: Medium rare.. Okay. S0 you're starting with the
~ stuffed mushrooms. And then youlll move on to a

g i 3

1 — e
| A - s -

omer: Actually, | think Id like to have the 6
Bt vl 1 m of the stuffed mushrooms.

ot a problem. Those will be ready in a few moments.

Speaking

@ With a partner, act out the
roles below, based on the
dialogue from Task 7. Decide
who Student A and Student B
are. Then switch roles.

USE LANGUAGE SUCH AS:
What will you have?
So you're starting with...
And then youll move onto..

Student A: You are a server at
the Post Meridian Restaurant. Talk
to Student B about what he or
she will order for:

e an appetizer
e an entree

Make up a name for the server
and make sure to double check
the order.

Student B: You are a customer at
the Post Meridian Restaurant. Talk
to Student A about what you will
have for:

e an appetizer
e an entree
Then change a part of your order.

Writing

© Imagine you are a restaurant
server. Use the information
from Task 8 and the article in
Task 2 to write advice about
taking orders (100-120 words).
Make sure to talk about
the following:

e What tools/systems
do you use to help
you remember
orders?

e Why is it important
double-check
the table'’s orders?




Get ready!

€) Before you read the p
these questions.

{1 What are some ways to get food at a h
2 What are some good things about ordering

assage, talk about

otel?

Chicken sandwich  New York sias

he bad French toast -
tood to vour hotel room? What are t 4
tﬂmgs? / Pancakes with Syup_ House salad Vegetable g
, s | ience, the F{nyal Point Hotel offers 24

'3 ' For your conven %

ﬁ room service. To place an order, dial *U" on the mm

room service

attendant phone and ask for room service. A room service ¢

will take your order. Please note that delivery tirrm e
on the kltd'lﬂl'l IOEIi

Upnn detrvery ro0m service attendants provide platas
cutlery. When you sign for the food, please note rm: %
service charge includes a tip. However, guests are welcoms!
give an additional tip for excellent service. When you ﬁnﬁ». "
meal, put the tray on the cart D'l..l’lﬁlﬂe the door for colle

A latn-ntght deﬁvefy fee will apply for n:ders pfac:ad
midnlght.

WY
-

. [

Reading

@) Read the hotel’s room service menu, and then mark
the following statements as true (T) or false (F).
1 __Food delivery times vary.
2 __Itis necessary to tip the room service attendant.
3 __The hotel adds an extra charge to orders received after 12am

Vocabulary

€ Complete the sentences with the correct words or
phrases from the word bank.

.-——_'O r.
O ——
room service attendant signs for
late-night dialed in-room

1 Sara didn't want to leave her hotel rg
om t
ordered a meal from the —dining r*rnaer?uﬁﬂt =

2 Sammy picked up the telephone
an :
phone number, ; hs friend's

3 Laura gave the a tip

4 Keith returned to his room
to order room service.

5 Shelly the order and
delivering the food. hanks the empioyeg for

for the great servicg.
late and hag 10 pay g

—_fee

26



Listen and read the menu again. What two things

= to a conversation between a room servi
no ice
atten ant and a hotel guest. Then choose the correct

atte 4

wﬂ' ng to the dialogue, what does the room service
Mant’s job involve?

a A collecting the room service trays

B preparing room service orders
c collecting money from guests
D delivering room service orders

2 What question does the guest have about the receipt?
A why there's an additional charge on her bill
B how much she should give as a tip
. C where to sign for the meal

:E:&P how much extra she pays for late-night deliveries

-

again, and fill in the blanks.

JE =F . May | come in?

e

__*-?ﬂhara would you like me to put the tray?
ost: r"I‘hnalﬂ;'ra space 2

: Okay. Here's your 3 and napkin. Is

‘ﬂ there anything else | can do for you?

t: No, everything is fine, thanks.

H@uweli Could you please 4
?

&l& Um.. | see there's an extra fee on here.
9

1. r midnight, the hotel adds a 6
T to all deliveries.

. That makes sense. One more thing - what do | do
L _.'tha trav after | finish eating?
t ce it on the cart outside your door.
Someone will remove it for you.

nt: Good auaning, ma'am. | have 1j.ra.::-ur1 'S

Speaking

@ With a partner, act out the
roles below, based on the
dialogue from Task 7. Decide
who Student A and Student B
are. Then smtch rulas.

| have your room service ordef;,
There's an extra fee on here.

After midnight, the hotel adds a
late-night fee.

Student A: You are the guest.
Ask Student B questions about:

e the charges on the receipt
e where to leave the tray

Student B: You are the room
service attendant. Answer Student
A’s questions. Make sure he or
she understands the room service
system.

Writing

© Imagine that you ordered
room service at a hotel. Use
the conversation from Task 8
to write a review of the
hotel’s room service (100-120
words). Make sure to answer
the following questinns'

service ﬂﬂEi'ldﬁﬁfE
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i’l-.q \ - ;
' Vary cart

Readind

bus tray

[ osting from a hutel’_s
Jﬁ: tF;!en mark the following

website, aNC T e (T) or false (F).

gtatements @ "
The maitre d is a higher position than the
¥ panquet server.
Banquet servers fill out damage reports for
=

equipment. _
Emplo 3 Banquet servers have to be able to lift
| equipment.
The Pﬂ::ﬂmﬂdian Restaurant at the Royal Point Hotel
following them.
: Banquet Server lar
2 Tm :ha ::a:quat sarver @ reporting daraged Vﬂcabu v

' uet
will serve all food and drink at  equipment to the Bang

nager.
hotel functions. Manag S
Reports to: Banquet Required Too

' several

Manag i banquet server will p&e
p Bangit o 'ﬁ:nrl:ﬂ::'&'r1 to complete his O her
———e duties. These tools include:

hrase that is
mplete the word or p *
13) Ei;ilgf in meaning to the underlined part,

1 The banguet server placed the dirty dishes
into a large tray used for clearing tables.
e e =L Y

2 The banquet captain assigned Sarah lots of

small tasks in addition to her regular duties,
it - Ll o

: uet :
;fwﬁ?mﬁﬁglﬁ;ﬁ ir:;qmt ¢ toasters, microwaves, and

urns
Hotel have many duties. These coffeemakers urr
duties inciude: « beverage machines

e attending pre-meal o silverware, dishware, and

meetings with other glassware 3 Steven filled the container on wheels with
banquet staff members. s bus trays and Queen Mary MM withfood. _ _e __ _a_%
e serving guests during hotel  carts ootk
|

events and making sure they Qualifications: Eanqugrt
are comfortable. Servers must be able to lift at
e completing all assigned least fifty pounds. Previous
sidework. experience in food service is
e knowing what the liquor preferable.
liability laws are and

@) Choose the word that is closest in
meaning to the underlined part.

e e e e et
s - L - o il =

1 The person who leads a team of banquet

workers instructed the employees to bus
tables.

A banqguet server

C maitre d
B banquet captain

."-II [
ot R

| warm up my lunch in the hine for
food. ;

A coffee maker

B beverage machine
Preston placed the

C microwa

. set of forks, spoons.
| hi i - Knives used for eating on the table.
..'I' “. l '_'.:'F:_H'.-" :

t B ! *_‘_T:'I‘?;l )

A siververe B glassware  C dishwa

F e
aul mufﬂﬂ_a Eul:l. of coffea from the “

Get ready!

talk about these questions.

1 What events are hosted at hotelg?
2 mmhahﬁhw
28

I : maﬂl I'|"|Eﬁ 1 g
t”ﬂ Nnasiet
B um | c t-=;.-_

Suner\ﬁ#;t mﬂ"?ﬁen Rosie is in charge
A =hecial events at the hotel.

E.Lmona c # __.:-
? IGuor liability jays F



- - ——*n
-

£

. G Listen and read the job posting again. :

.3“, must a banquet server be physically Speakmg

able t0 do? @ With a partner, act out the roles below,

baitlseg on the dialogue from Task 7. Decide
in who Student A and Student B are. Then

Listen g T switch roles.

(v Listen to a conversation between a
@ - employee and a job candidate. USE LANGUAGE SUCH AS:

Then answer the following questions. Im here about the ... position.

| do have one question, though.

{ What is the conversation mainly about?
Make sure to mention that on your job application.

A the responsibilities of the position
B the need for training on the job

Student A: You are a job candidate. Talk to

¢ where to get a job application Student B about:
D ways to get experience in food service e the position you're interested in
9 What is NOT true about the woman? e a guestion you have about the job

e how to apply for the job
Make up some work experience in a restaurant.

A She has experience in food service.
B She wants to apply to be a banquet server.

g shnky barlaquet ERVEN 4TS feel Student B: You are an employee at the Post
D She read about the job on the Intemet. Meridian Restaurant. Answer Student A's

questions about the job.

@ @ Listen again, and fill in the blanks.
o A Writing

Candidate: Good moming. 'm here about the
e q y mﬁfiﬁg 9 Imagine that you are a banquet manager.

BT Use the conversation from Task 8 and the
- Employee: Okay - youll have to 2 job posting in Task 2 to describe the
— an application. duties of a banquet server for applicants

No problem. | do have one question, (100-120 words). Make sure to answer the
g though. following questions:
Sure - what is it?

Well, 3 says
experience is preferred. Does that
e mean experience as a banguet

What do banquet

(s ? R e wore (2 o How can someone -

TR appfyfﬂh"i‘hﬂjﬂb? it
SMployee:  Basically, we're looking for people Sod
~ who have worked in food service a e
. 1'_::'-'

date:  Food service.. like as a

']_ 65 e at a restaurant?
¥ Exactly. Do you have any
. experience waiting tables?

e

-

S Bt ©
'; :.; helpful. Make sure to mention
"at on your job application-




14 Food storag€

Reading _
ady! this poster from 2 restaurant kitche

o . 9 Read the correct answers,
© Before you read the passage, talk about and then choose ;
' ; of the poster”

these questions. hat laithe oUrPOSe e
1 What are the different places to store food I 1 & 4 foach workers about nutrition
- identi iled f
a kitchen? B to explain how to identify spoiled food

. ) : |
o What are some safety rules about storing oocs C to show where 10 place shelves in a kitchen

D to describé how to store food safely

According to the passage, which is NOT a rule
about food storage?

A use the “first in, first out” system for dry goods
B store poultry on the top shelf of the fridge :
C keep canned goods in the pantry

D store ready-to-eat foods in the fridge

Restaurant workers should always use older
food first to avoid...

A spending time on organization.
B running out of storage space.
C attracting bugs to the pantry.

e ture between 0 e el D using expired food.
. and 5 degrees Celsius. Coverand B [ =
~ |abel food properly. From top to
~  bottom, organize food on the fridge
. shelves in the following order: | l Vocabulary
: mj 25 i A i € Match the words and phrases (1-9) with

e the definitions (A-1).
¢ Seafood and eggs

=

o Beef and pork products S0 1 __spoilage

6 __ expiration date
2 __fridge 7 __preservation
3 __pantry 8 __set the temperail
4 _ walk-in freezer 9 __pork '
5 __seafood
A

a large, cooled room used for storing frozef
food ;

10 adjust how hot or cold something is ;.'

fn':fd products made from fish and other
animals that live in the sea |

& specific time after which food is no. a,_ii.

)

o

safe to eat

food Products made from pig meat

: z::ai::a for keeping food chilled, but
°NG Mined or unsafe to eat a2

the process of keeBing fand wate anddl

- o M m




, words or phrases with the blanks. Speakin .

J poultry @ With a
a!IErQiG {0 2 so she cannot eat chicken roles h:laﬂr:‘:lel;"ﬂ::; uﬂ:t ttl'lil':
S any oter VP i dialogue from Task 7. Decide
: he area raise Cows, so dishes who Student A and Student B

" - *ammﬁs iﬂ t
e very popular there. are. Then switch roles.

s dry goods | canned goods USE LANGUAGE SUCH AS:
: ‘{he is stocked with all different kinds of That must be the SRt ;
.. ,,me [J B,S'tal rice and Gereal. shfpm ent
hy uch as soup usually stay fresh |
b S t P y stay fresh for a long time. You can help put the food away.
3 onice/ ready-to-ea Can you do me a favor?
| ysually keep some foods to eat when | do
~ not have time 10 cookK. Y
T e : udent A: You are an executive
ally put drinks
.i“maurants il B to keep them chef at a restaurant. Give Student
¢ m‘ld- B instructions about:
: Sl e what type of food is in t
@ & Listen and read the poster again. How is it Shipm:r?t chts
“possib eep insects away from a pantry
W‘hh to keep y pantry? e how to properly store the food
L|E k E._ g Student B: You are a worker at a
99 Listen to a conversation between an executive restaurant. A food shipment arives.
chef and a prep worker at a restaurant. Then mark the Respond to Student B's instructions.

following statements as true (T) or false (F).

: .‘:Jﬁ‘:::;';;- < agn
. ‘l — The executive chef wants the worker to put the food away. Writing
. g _,mgshipment contains dry goods. © Imagine that you are executive
:ﬂB worker isn't familiar with the first in, first out system. chef at a restaurant. Use the
Al information from Task 8 and
0§ Listen again, and fill in the blanks. the poster in Task 2 to write
— I R e N instructions to a new worker
e . g » Lt I Etﬂl'E Iund
LUnet, there's : f the kitchen. “ on how to proper Y
g oo _a truck outside O ( (100-120 words). Make sure 10
be the 1 ' answer the following a

4 want me to 2 _the boxes?
No, someone else will unload them. But you Ca% heip
— b o N - e g atoedi

t uf = - mostly pasta-
ht? each area? e
— 10 What are a few wa
you start, can you do me & favor? sure food is
up the older items o the front of
w items in the back
irst in, first out’ syste™ v



- i | 's food supply.
Henﬂn:lj::re d tells me youll be ordering this weeks
“151?& are some pointers to help you.

need to determine how much

First, you sure to check : ole
taken Inuentgr%ht;:tu?’:}:ﬁﬁ par level to leUI’E out what tems weis

i . ordered.
olg 1NE q_Uﬂ“f“'e on or are out of. These items need to be re

Hee conlact A2 v ndors and asked about their packing clates

5 ' ‘ ice ant
gﬂﬁ?ﬁi:ﬁ{amgﬁau choose should give you quality serv )

food to order. Ive already

k the storeroom 10 VErly

Get ready!

products. : or. Be suige.
ﬂ Before you read the passage, ] Finally, try to obtain the best deal Euss:heleﬂ 312352 ;hgéﬁ;?y scheduledli i
talk about these questions. i to negotiate product standards and agree s to fit within our fooss

I Also, make sure to negotiate product price

1 Where do restaurants get their budget.
food supplies from? Jason Arnold, Executive Chef (WK: 158, FK: 7.37) rs
2 How do restaurant owners know when i R — i
A "'.:'.-E'.':!.'- B _;: sl ..-.:1.‘5_‘_-_-.._ T A TR i " i |
Reading Vocabulary
@) Read the restaurant inventory list and notes, and then 9 'fl'latch ‘the wurds‘ af‘fi phrases
choose the correct answers. (1-8) with the definitions (A-H).
1 According to the passage, what is the par level used for? ! —inventory > — distributor -
A verifying packing dates e quantity 6 __ storeroom
B negotiating with vendors 3 __food budget 7 __reorder
C contacting distributors 4 __par level 8 __ outof
D determining supply levels A a person or business that
2 Which of the following is John NOT responsible for? Provides restaurants with
A checking the storeroom Supplies i
B contacting a vendor B the maximum amount of money
C asking about packing dates 2 festaurant can spend on fﬂﬂ#‘?'
D negotiating product prices C a place where items are kept
. until they are needed
T;LTH you infer about Jason Amold? D alist of all the items in a business
ecides which distr; '
B He has mdarﬂﬁus;mmmr the restaurant yses. E 1o buy more of something 3
C He typically or the restaurant before. F the amount of food a restaurant
S m‘mcal d:'m't stay.mmin the restaurants food budget, should always have ﬂ"’a"a“".’ff_-
32 been an executive chef for g short time. E "ot having any more of corieiEy

the amount of something



o Te———

| ack (/) next to the response that answers the Speaking

ow the packing date for these eggs? 8 ‘:;'II?: bslartna;, act out the
y DoY¥ ; . ow, based on
L Yes, they were placed in containers on March 1st. dialogue fﬂ.';m Task 7 E:hu:Ida
% ves, they were in the storeroom near the steak. who Student A and Student B
/ . restaurant running low on lobster? 1o A0S Then switch roles.
. Q,.: ':-1_':_."1"55. there is plenty of lobster available. USE LANGUAGE SUC -i it Eﬂ
B 6, thero are only a fow of them et How much do you need?
e many vendors in town? :?w are you set for ..?
o Ak the : . hat delivery date would work
WERI: 't man 0
B No, there aren't many pe rj-le selling things. best for you?
~ 2 No, there aren't many exotic foods.
Listen and read the list and notes again. How Student A: You are a vendor. Ask
:= kilos of food n:ed to be ordered to get back to Student B questions to find out:
5 ed stock levels? e how much food the restaurant
: needs
Listen ng e if he or she is interested in a
;!'IJa:tan to a conversation between an executive special deal

' ‘and a vendor. Then mark the following Create details for you and your
~ statements as true (T ) or false (F). company.

5 1ﬂ_1he Post Meridian Restaurant is 5 kilograms under par for RGP Sl
g b : at the Post Meridian Restaurant.
"2 _The half-price deal is for orders of 10 kilograms or more of Order more food. Respond to

” ":'- - shrimp. Student A's questions.

? 3__1]1@ delivery date for the items is March 3rd.

@ © Listen again, and fill in the blanks. Writing
e | © Imagine that you are an
executive chef. Use the

conversation from Task 8 to

e

.
‘\"\.

_ ¢ you for calling Seaside Distribution. This is Beth. (
 Hi, Beth. This is Jason Amold from the Pos! Meridian -

Restaurar write a note for the Jﬂﬂmm
- T

.':"{"E_- o 4 month's food supply (100-120
to1 words). Make sure to answer

o problem. How much do you need?
Nell, we're about 5 kilograms 2 Kokl

Kile " of >ledr then. And how 3
f F'J' i = - g

the following questions:

for

-
s |, —
-_-—-I--‘—
—

. ¥ __ ghvimp. Why do you ask?
e | rder 10
deal on shrimp right now- O

g i

!
ng a
-
oy ..'_...
- 15

s«
&

. .

s 7
e

aa L ol
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Glossary

i#h ice cream.
i cprved wit
MG‘DUNT‘UEI Access IS the ability to Qﬂt he tWO things are next to e 3
access [N-U omething €1s€s y for a product or servicg

f something is adjacent 10 5
start of a meal.

s the total money th

adjacent [AD-U3] |
od that is eaten at e

[N-COUNT-UB] The amount due i

amount due
is a sma

appetizer [N-COUNT-U10] An appetizer
arch [N-COUNT-U7] An arch is a curved doorway. -t
arena [N-COUNT-U5] An arena [s 2 place where athletes piay e
bake [VIVT-U10] To bake is to use the dry heat of an oven to COO

' account or
balance [N-COUNT-U8] The balance is the amount of money left in an B o oo oo
banquet captain [N-COUNT-U13] A banquet captain is a person who works In

the banquet staff. . |
' rvices. He or she
banquet manager [N-COUNT-U13] A banquet manager is a person wWho works in food se
organizes an event and makes sure it runs smoothly.

banquet server [N-COUNT-U13] A banquet server is a person who works in food services.
and drink to guests and performs sidework.

base rate [N-COUNT-U3] The base rate is the standard cost.
beef [ADJ-U14] Beef products are food products made from the meat of cows.
beverage machines [N-COUNT-U13] Beverage machines are devices that dispense different kinds of drinks.

|| amount of fo

left owed on a Dbill.

He or she serves food

bill [N-COUNT-UB] A bill is a piece of paper that shows how much money is owed.
booking agent [N-COUNT-U3] A booking agent is a person who makes reservations.
booth [N-COUNT-U9] A booth is a type of seating that is comprised of a table and two benches.
broil [VINT-U10] To broil _is to cook food under direct, intense heat for a short time.
bus schedule [N-COUNT-U6] A bus schedule is a list of what times bus
bus stop [N-COUNT-US6] A bus stop is the location where a bus
bus trays [N-COUNT-U13] A bus tray is a large tray used for g
buzz [V-T-U9] To buzz is to make a low sound through vibrati
canned

goods [N-COUNT-U14] Canned goods are foods

©s operate throughout the day.

drops off and picks up passengers.
earing tables.
ons.

like soup and Vi
egetables which are stored |
ed in a can.
vers the floor.




o ’- te [V-T-U7] To evacuate a place is to leave it for safety

| wl 4 after an order has been placed.

- ustomer flow [N-UNCOUNT-US] Customer flow refers to

ey [N-UNCOUNT-U12] Cutlery is the knives, forks and spoons

T .

to order [ADJ- -U10] Something that is cooked to order is not

Pre-prepared or cooked in bulk, It is only

ﬁﬂd' card [N-COUNT-U8] A credit card is a plastic Card used to mak
gpender later. ® Payments. The money is taken from the

the rate and

are served at a business. efficiency with which customers arrive and

s that a person uses to eat food.
elivery time is the amount of time it takes for something to arrive.
t [V-I-U6] To depart is to leave

dial [Vl NT-U12] To dial a phone number is to press the buttons on a telephone in order to make a call
direct [V-T-U8] To direct a question is to ask it of someone in particular,
discount [N-COUNT-U1] A discount is a reduced price.

dishware [N-UNCOUNT-U13] Dishware are sets of plates.

dsinfect [V-T -U4] To disinfect something is to use chemicals to kill germs on its surfaces.

distibutor [N-COUNT-U15] A distributor is a person or business that provides restaurants with supplies.

Do Not Disturb sign (DND) [N-COUNT -U4] A do not disturb sign is a card that indicates that hotel guests do not
want hotel staff to enter the room.

double check [V PHRASE-U11] To double check something is to make sure it's correct.

ry goods [N-COUNT-U14] Dry goods include bread, cereal, and rice that do not need to be kept cold.
early check-in [N-UNCOUNT-U2] Early check-in is getting a hotel room before the normal check-in time.

earthquake [N-COUNT-U7] An earthquake happens when the ground moves.

~ elevator [N-COUNT-U7] An elevator is a machine that takes people up and down between the floors in a building.
-:m [ADJ-U1] If someone is el igible for something , he or she meets the conditions to participate in

something,

~ 8Ueh as a sale or an activity.

!3 E" WWT'UZ] To enroll in a service or club is to officially become a part of that group.

INWUNT-UIU] An entrée is the main dish of a meal that is usually biggest dish of the meal.

reasons.
a limited number of people.

- t for
Sive s exclusive is only mean
 [ADJ "U2] Something that s, like paintings o sculptures.

i fI“@ﬁUHT-US] An exhibition is a public display of art item
2 UT} QEemayss ¢ = the date on which food is no longer safe to eat.

' te [N-COUNT-U14] An expiration date is

| . oun 433} A fare is the amount of money needed t0 US® o

s ﬁLHz] o Honey that you pay for a sé )
N-CC -U?’] A fire alarm is an item that

-COUNT or UNCOUNT-U15] The foo e ﬂ

a public vehicle. |
orin order to do something.



fridge [NQOUNT-U“] A fridgeis ap

fry (VINT-U10] To fry something is 10 cook itin @

functions [NFGDUNT-mﬂl Functions are gvents. e el garden S
jew whe b
e iN-GDUNT-Uﬂ e e ges used for drinking.

ther glas
glassware IN-UNCOUNT-U13] Glassware are sets of cups and O

grill (VIVT-U10] To grill something is to cooK food over a firé.
guaranteed [ADJ 2] Something that 18 guaranteed IS pmrnlsed-
guesswork [N-UNCOUNT-U11] Guesswork is the act

enough information. d like a ride
hail a cab [V PHRASE-U6] To hail a cab is to indicate 10 8 taxi that you wou ' |
t are hard to move, like a desk.

heavy furniture [N-UNCOUNT-U7] Heavy furniture are +ems in @ room tha
high season [N-UNCOUNT-U1] The high season is when most people travel.
hotspot [N-COUNT-US] A hotspot is place that is very popular.

inquiry [N-COUNT-U3] An inquiry is a question.

in-room [ADJ-U12] If a service is in-room, it takes place in your hotel room. You do not have to leave your room in
order to receive this type of service.

insider [N-COUNT-U5] An insider has special information that is not available to everybody.

intercom [N-COUNT-U7] An intercom is a system used to communicate with a whole building.

t something because you do not hayg

inventory [N-COUNT-U15] To take inventory is to make a list of all the items in a place.

kitchen load [N-UNCOUNT-U12] A kitchen load refers to how busy a ki is and
ak
kitchen is trying to fill. y a kitchen is the number of orders the

kitchenette [N-COUNT-U1] A kitchenette is a small space in a hotel room used to prepare food

e s e T
ight [ADJ-U12] If something is late-night, it takes place after regular business hours. often after midniaht
level [N-COUNT-UZ2] A level is a measure of achievement, | &

liquor liability laws [N-COUNT-U13] Li '
' quor liability law -
responsible for the actions of customers. ¥ 1aWs are sets of rules that hold restaurants that sell liquor




] PR AL TR S mu‘tr-l]ngllal !s
T-U5] A museum is a place that disp

-U11] A notepad is a Collection of D

apers that yo
NCOUNT-U3] Occupancy i

UNT-Ui] The off season i IS when few D

HASE-UE] Being on duty is working or being "esponsible for 1
Y- ﬁ If something is served on ice, it is serveq with

asks at a job,
AD Ice to keap it cold,
i EPHEP PHRASE-U9] Something that is on the hoy

ASAL V-U15] To be out of something is to not haye anymore of jt.
-COUNT-U15] The packing date |

__ IS a date telling when a food item was packaged.
-UB] A pager is a device that

alerts people when a business is ready to serve them.

;_- [N-COUNT-U9] A paging system is a device that restaurants use to alert Customers that the
ness i ready to serve them.

IT-U14] A pantry is a storage room for dry foods.

-U15] The par level is the amount of food and supplies that a restaurant should always have available.
{T-U2] A partner is a company that shares business with another.

‘ -._ug] A patron is a customer at a business.

remember
ystem [N-COUNT-U11] A pivot point system is a system used at resttaazr'in; t:e hrfiﬁﬁs o
QUESI at a table remembers. It involves numbering each seat at a quickly

.. --'? xt to the correct number. o

. NT-U10] A platter is a big plate that is used for serving |

.-'.--:. g 2
: ;” 1 4.15] A podium is a box-like stand with tall sides that peop

Ut rk products are food products made from the meat of pigs.

fr and other birds.
food products made from chickens, turkeys ,
JFUU“W products are MR

the
ing held pefore an event. At these meetings,

et : rﬂ_mﬂﬂl mﬂaﬂ | + will be run.
' 5 mﬂjt?r:: ldgtgﬂs of an event dillpersn ing food safe and fresh
ation is the process of keep s
fﬂ JNT-U14] Preserv of something is the am

or UNCOUNT-Ute] The auanti &

stand behind sometimes.

keep
NT-U7] A precaution is an action you take to




Glossary

gisto purchase more of it.

is a person
o answer that person.

for doing something good

ain and again.

reorder [VT-U15] To reorder somethin
repeat customer [N-COUNT-U2] A repeat customer
respond [V--U3] To respond to something or somebody 1S t
reward [N-COUNT-U2] A reward is something given in retum
roast [VI/VT-U10] To roast something is to use the dry heat O
room preference [N-UNCOUNT-U1] A room preference Is the
room service [N-UNCOUNT-U8] Room service involves bringing fo

room service attendant [N-COUNT-U12] A room service attendant is the hot
drink order to your hotel room.

route [N-COUNT-U6] A route is the specific course that vehicles take while t

who uses a business a9

{ an oven 10 cook food.

kind of room & guest wants.

od and drinks 10 hotel rooms at the guest's requegy
ol employee who brings your food ang

hey are driving.

run [V-1-U6] To run is to travel.

running low [V PHRASE-U15] To be running low on something is to almost be ou
salty [ADJ-U10] If something is salty, it tastes of salt or has a lot of salt in it.
sauce [N-COUNT-U10] A sauce is a thick liquid served with food to give it flavor.
seafood [N-UNCOUNT-U14] Seafood is food that is made from fish and other animals that live in the water.

seat [V-T-U9] To seat someone is to show him or her to a seat in a business.

seek protection [V PHRASE -U7] To seek protection is to look for a safe place.

service charge [N-COUNT-UB] A service charge is money added to the price of a bill when a service is done for someone.
set the temperature [V-PHRASE-U14] To set the temperature is to adjust how hot or cold something is.

settle the account [V PHRASE] To settle the account is to pay the total amount owed.

sheet [N-COUNT-U4] A sheet is a piece of cloth that protects mattresses.

shopping district [N-COUNT-US] A shopping d
_ istrict |
different items, like clothes. : s @ part of a city where there are many places to buy

t of it.

sign for [V PHRASE-U12] To sign for something is to show that

name on a receipt. This si you h | '
receipt. This signature sometimes confirms that ave received an item or service, by writing your

you i
Will pay for the item or service you received.

at a temperature close to boiling.

= to
10p [N-COUNT-Utf] A six-top is & restaurant term that 1361 thei hands and clean ftems,



QT

stay-over IN-COUNT-U4] A stay-over refers to a room that has hotel guests who will remain another night.
steam [VIVT-U10] To steam something is to use the steam coming from a heated liquid to cook food
storeroom [N-COUNT-U15] A storeroom is a place where items such as food or equipment are kept until they are needed.

subject to availability [ADJ-U1] Something that is subject to availability can only be used or bought if there areé
sufficient amounts of the item left.

substitution [N-COUNT-U11] A substitution in a restaurant is a dish that customers request in place of what is
usually offered.

summary of charges [N-COUNT-U8] A summary of charges is a clear list of facts about all of the money owed on a bill
sweet [ADJ-U10] If something is sweet, it tastes of sugar or has a lot of sugar in it.

take an order [V PHRASE-U11] To take an order is to ask restaurant customers what they want to eat.

taxi [N-COUNT-U6] A taxi is a public vehicle, usually an automobile, that takes passengers to and from locations.
tip [N-COUNT-U6] A tip is the amount of money you give a service worker once they have completed a job for you.
toaster [N-COUNT-U13] A toaster is a machine used to toast bread.

toilet [N-COUNT-U4] A toilet is bowl-shaped container that is typically found in bathrooms.

toiletries [N-COUNT-U4] Toiletries are items like shampoo and soap that people use to keep themselves clean.
towels [N-COUNT-U4] Towels are pieces of cloth that people use to dry themselves with.

towels and trash service [N PHRASE-U4] Towels and trash service is a service that involves changing the towels
and emptying the trash in hotel rooms.

" trash bin IN-COUNT-U4] A trash bin is a container in which people throw away items.

tray [N-COUNT-U12] A tray is a flat piece of wood, plastic or metal, with raised edges, that a person holds in order
to carry things like plates or drinks.

frendy [ADJ-US] A person or business that is modern and fashionable can be considered trendy.
v tub [N-UNCOUN-U4] A tub is a large container that holds a lot of water and that people use to clean themselves in.

turn tables [V PHRASE-U9] To turn tables is the completion of service for a table of customers at a restaurant,
allowing the employees to prepare the table for a new set of customers.

turndown service [N-UNCOUNT-U2] Turndown service involves preparing a bed for a guest to sleep in, changing
5 the towels and other services.

I‘ upon arrival [ADV PHRASE-U1] To do something upon arrival is to do it just after getting to a place.
4 urn [N-COUNT-U13] An urn is a large and round container with a lid. It is used for serving coffee or other hot drinks.
vacuum [V-l or T-U4] To vacuum something is to use a machine to suck small pieces of dirt from it.
- vendors [N-COUNT-U15] Vendors are people who sell things.
4 VIP[N-COUNT-U4] A VIP is a “very important person’

F‘I wait time [N-UNCOUNT-U9] Wait time is the amount of time customers have to wait until the business is ready to
serve them.

- walk-in freezer [N-COUNT-U14] A walk-in freezer is a large, cooled room used for storing frozen food.

s

! well done [ADJ-UM1] If meat is well done, it is cooked until is grey or brown throughout and is warm.
i with reference to [PREP PHRASE -U3] If something is written with reference to something else, it is about something else.

f
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‘ Let the Royal Point Hotel be a part of your celebration. We offer a number of venyes tha
are ideal for hosting special events like weddings, anniversary parties or galas,

" y _'I 'l
3y - L '-;.- e
.

—
o’ Facillies e Reserve a block of rooms for yor Quests
» The Vivaldi Ballroom provides seating for up to  booking agents can help you with group gg
300 guests, e We have several contingency plans i Place ty
e The adjoining garden accommodates 50 guests. make sure your event does not get irr!errume{im
It's perfect for small weddings and parties! Food and Beverages
¢ Changing rooms are available for wedding ¢ We offer you the option of using our Caterin

parties, services at a discounted fee. or YOU are
Planning and SErLjr::ES welcome to contract an outside caterer
® P;an every detail of your function with the help e Choose between a cash bar Oor open harl
of our event coordinator. '
or. Our event your event. Please note, if you are proyidin

coordinators are very knowledgeable and will '
your own wine, we char
be able to refer to you reputable vendors, bottle. £ oo .r

including florists, tailors and decorators.

for

7 Get ready!

Vocabulary

€) Before you read the passage, talk about these

Juastione. © Put a check () if the

1 What special events do people have in hotels? sentence uses the underlined

2 What facilities do hotels have for special events? word or phrase correctly.
Heading 1 _ Penny h.ired an gutside

caterer instead of using the

@ Read the page from a hotel brochure, and then choose hotel services.

the correct answers.

2 __ The event coordinator
helped Hilary plan her
wedding.

1 What is the main idea of the brochure?
A what kind of rooms the hotel offers

B why the hotel is good for hosting functions 3 __ Guests dance in the
C the benefits of using outside caterers ballroom. _
D the duties of an event coordiator at  hote| 4 __ Dan paid for his drink at the
. . 5% n bar.
2 lisu:E u:t r:tei's T:atar:g sar:tca is good because,. 5 iﬂ.ﬁ__ﬁr.
provides free catering, — Typically, hotels only rent
B guests can have an open bar. blocks of rooms to singlé
C guests receive disco travel '
i mgh il alcoholic beverages, i elers. |
pricing for catering, — YVe have a contingency P2
3 What is probably true about the hot N case of rain. |
el? 1
A It pruwdas refunds for disrupteq events B Shelly asked her friends 10
B mmmmfmw' | be a part of her wedding
ch'duasnutprmm _ J Weddings, Darty. -
a D 1ts planning services are expengiye, 8 — Hany and Betty got mar®d

in front of their family at 1%
gala. '

5 A



Sy
ak
=

ete the word or phrase
t is similar in meaning to

~ the underlined part.

1

The couple had a beautiful
event during which people get
married. —-dd_——

The hotel offers facilities for th
wedding party to get ready in.

Bl ges=ED _m .4

Phillip pays for the services of a
phntographer to take pictures at
theevent. _—_n_ra_t_
The agent was responsible for
selling rooms to large groups. —
TR TR e S - A

The couple celebrated their 50th
day on which a special event
houted — — — 1V — 5 —_
The venue charges a sum of

money paid for bringing alcoholic
v P I TP

l © & Listen and read the passage
' again. What will the hotel do if
there is a problem at an event?

‘
i

Listening

© & Listen to a conversation
between a caller and an event
coordinator at the Royal Point
Hotel. Then answer the
questions.

1

What was the conversation
mostly about?

A the correct contingency plan

B the cost of hosting a wedding

C the hotel's wedding services

D the disadvantages of
outdoor weddings

What is the woman worried about?

A finding an affordable caterer
for the party

B having bad weather on the
wedding day

C locating a venue big enough
for her party

D contacting the wedding party
members

@ & Listen again, and fill in the blanks.

: 5
Coordinator: | don't think we'll have a problem accommodating (-
you. We do have a(n) 1 :
which offers beautiful views of Hourglass Lake.

Caller: That sounds perfect! But, | do have one 2
Coordinator: What is it?

Caller: Well, what if 3 on the day of our 4
? Everything would be ruined.
Coordinator: Actually, we create 5 for

all outdoor events. So even if the weather's bad,
the event can still continue.

Caller: What kind of contingency plans have been used in
the past?

Coordinator: Well, we can provide tents outdoors. And those
protect from 6 :
Caller: But .. what if the weather is really terrible?

Coordinator: Then we can move the 7 inside to the Vivaldi
Ballroom. It has views of all the gardens and the lake.

Caller: That seems like a good alternative. Thank you for
the information.

Speaking

© With a partner, act out the roles below, based on the
dialogue from Task 7. Then switch roles.

A P r s ==—m mayyo = g IR SR R T I  s a  F rey —,
e o IET a =] L 3 & ' ol ] ") 5 e
mm:: AS: : o L VA b s PN
.l ¥ - . " ok L | - -
2 — . - L =" ' fm ey & i = T ¥
ﬂ__.. : :— - - - L : - =t .'__'--.— —. . =

Im caﬂi‘nﬁ for information about.. | do have one concenn.
What kind of event are you hosting?

Student A: You are planning a special event. Talk to Student B
about:

e what event you are hosting e the type of venues available
e a concern you have about your event

student B: You are an event coordinator at the Royal Point
Hotel. Answer Student A's questions.

Writing
© You are a Royal Point Hotel event coordinator. Use
the brochure and the conversation to write an email

responding to an inquiry about hosting a special
event (100-120 words). Write about the following:

e Kind of venues available
e Number of people that can be seated




talk

Before you read tt:-e passage,
about these questions.

i _ =
1 What services does a business travele

need from a hotel?
What makes a hotel suita
3 conference?

ble for hosting

1"’ l""
T —

¥
5

Reading

'!_ @) Read the brochure and then choose the

correct answers.

center

travelers

1 What is the main idea of the passage?
A how to get access to the hotel's business

B the hotel facilities available for business

#

RPH NEWSLETTER . 1.

E 0 DONE . THE ROYAL POINT op

tce Away from i

way from the
o
i The Roya

E;fsenmﬁfﬁvfrw%nﬂias just for the
busy business fraveler.
24-Hour Business Center -
Need to send a report to youl home
office or get copies of an important
document? Then visit our business
center, which is equipped with the
following office equipment:
e computers e printers
e fax machines e photocopiers

Don't forget, Wi-Fi access is available
throughout the hotel, including the
pool area.

Conferences and

Workshops - Our brand-new

conference center is perfect for large
meetings. We have four large
conference rooms, each able to

]

Vocabulary

€ Complete the sentences with words and
phrases from the word bank.

(wolrld e

business center

accommodate 100 people. We ajgg
have twelve meeting rooms which
suitable for smaller events,

Our state-of-the-art equipment

includes: _ _
e video-conferencing e projectors
@ microphones

We also provide onsite technical
support to troubleshoot any
problems.

Corporate Retreats - Have
your next corporate retreat at the
Royal Point Hotel. We offer two
venues for private functions. Benefits
of hosting your retreat with us:

e Work with our event coordinator,
who will help plan all the details of
your retreat

e Breakfast, light lunch and
aftemoon tea for all attendees

conference room

C pricing for hosting conferences at the hotel

D getting technical support in the business
center

2 Some equipment allows people to..
A report a problem with the computers,
B host corporate retreats.
C send a document via fax.

D have a computer repaired.

3 What is probably true about corporate retreat
at the Royal Point Hotel?

ﬂmtﬂlﬂ;ﬂan:ahhw .

technical support attendees
troubleshoot workshop corporate retreat

1 Jason met many of his co-workers for the firé
time at the ]

2 The hotel can organize conferences for up i€
one hunﬂrad

3 Large business events are held in a

training
: Fax machines are in the e
The .
team is responsible !
'ing any technical problems.

? -
Iha Puter technician helped Mr. Smith




‘ the words and phrases (1-4) with
¥ the definitions (A-D).

ax machine 3 _venue

¥

__photocopier 4 __ state-of-the-art
a machine that only produces copies
a machine that sends documents

having the newest technology
a place where special events take place

o 0O W P N -

@ & Listen and read the brochure again.
How many people can the hotel’s
conference center accommodate?

Listening

(® & Listen to a conversation between a
business manager and a hotel employee.
Then, mark the statements as true (T) or
false (F).

1 __The conference room fits over 100 people.
2 __The woman needs video-conferencing.
3 __The hotel offers technical assistance.

‘@) & Listen again, and fill in the blanks.

1 is available?
| Employee: All of the conference rooms come
. equipped with 2
equipment.
: Does that mean that there are

3 available?
Employee: That's right. And we also have

equipment for 4 -

: | don't think we'll need that. We will,
however, need a 5 :
Can you supply one?

Yes, maam. Our staff will even set it
up before the conference starts.

r: Excellent. What sort of technical
assistance do you offer?

We have 6
that can help you resolve any

_ problems you may encounter.

“Sager:  Great. Thanks for the information. Il be in

Manager: That's perfect. And what kind of o

Speaking

© With a partner, act out the roles below,
based on the dialogue from Task 7. Then
switch roles.

USE LANGUAGE SUCH AS: . |
I'm organizing a conference for my company..
All of the conference rooms come equipped with
sound and video equipment.

What sort of technical assistance do you offer?

BRSe X L, 14/ (LA

Student A: You are a business manager who
wants to know about the hotel's conference
facilities. Ask Student B questions to find out:

e conference room size
e equipment provided
e |if technical support is available

Student B: You work for the Royal Point Hotel in
the Meetings and Events Department. Answer
Student A's questions.

Writing

© You are a meetings and events employee.
Use the brochure and the conversation to
write an email responding to an inquiry
about the facilities at the hotel for

business travelers (100-120 words). Make
sure to write about the following:

e Equipment in the business center
e Size of conference rooms

e Equipment and
services available

for conferences



Get ready!

€ Before you read
the passage, talk
about these
questions.

1 What are some
services that
hotels offer?

2 What items do
people need when
traveling?

: phone charger j
Reading

@ Listen, read the web page, and then mark
the following statements as true (T) or
false (F).

1 _There are a limited number of cots
available.

2 __Front desk employees pick up laundry bags.

3 __The hotel does not allow guests to stay in
rooms past 11am.

Vocabulary

© Choose the correct word or phrase to
complete each sentence.

1 Jenny felt cold so she r uested
— eq a (blanket /

3 Most hotels charge for :
guest services
(laundry service / wake-up calls) S

4 Mr. Brown dm with an -
pillow) for comfort. Xira (checkout /

O Match the words an -
d ph ’
the definitions (A-F). “Sinad i -

MO W > O a8

What extra ite

wehm:sm:r?piuuws. We also keep spares of
as

we have cots aval

r
*****

Guest Services

ms are gvailable?
extra items upon request, such

otten items like tﬂﬂthhmm
ki fjn'i:l other essentials. Additionally,

lable on a first come, first

many
phone chargers,

served basis: $15 each. |
How do the luggage storage and laundry

services work? ) il
rage allows you e

E;Q:x::jaggggg:a;?in g locked room during your

stay. To take advantage of our_same-day "flundl'b‘:.

service, please use the complimentary white

laundry bags in your room. Call the desk to |

schedule a pickup and ask for a complete list of

rates.

How do | get a wake-up call?

We offer wake-up calls seven days a week. 1o

request a call, please provide the desk with the
following details:

® name

e room number

e day and time to call

When is checkout time? Can | get a late
checkout?

Regular checkout time is anytime before 11:00.

However, we can make arrangements for a late
checkout.

Still have questions? Ask the front desk EF&'#--;
Remember, we're here to help!

— 8Xtra

— phone Charger

—first come, first served
— luggage storage

— late checkout

— essentia|

g :
hotel Service for keeping bags

in iti
E!:ﬂdltlﬂ-l'l to the Usual amount
an important item

available wh; aintain a cell phone's battéd

18 the supply lasts



i

%9 (¢ Listen and read the web-page again.

~  Which guest services does the hotel
~ charge for?

~ Listening

(@ & Listen to a conversation between a
¥ guest and a front desk clerk. Then mark
the following statements as true (T) or
false (F).

1 __ The hotel worker arranges a wake-up call
for the man.

59 __ The worker cannot provide the service at
the time the man originally asks for.

4 __ The man forgets his room number.

@ & Listen again, and fill in the blanks.

at the Royal Point Hotel.
This is Sarah speaking. How may |
assist you?

Guest: Good evening. | need a 2 -
tomorrow morning.

" Desk Clerk: Il gladly arrange that for you. | just
| need 3 -

_ Guest: Okay.
#  Desk Clerk: Your name, please?
1 Guest: It's Simon Brown.

Desk Clerk: What 4 are
| you in, Mr. Brown?

Guest: I'm in room 415.
Desk Clerk: Perfect. Now | just need to know
l"ﬁl11 when you'd like the wake-up call.
Guest: At5
please.

Desk Clerk: Okay, s0 your room number is 4-5-0
and you want the wake-up call at
5am. Is that correct?

Guest: No, my room number is 4-1-5.
Desk Clerk: | apologize. Il correct that
6 :
Guest: Great - thanks!
Desk Clerk: [ve scheduled your wake-up call IS
d there anything else | can assist you
f | with, Mr. Brown?
¢ Guest: Nope, that's all. Thanks for your help!

Desk Clerk: You've reached the 1 (_.

Speaking

@ With a partner, act out the roles below,
based on the dialogue from Task 7. Then
switch roles.

USE LANGUAGE SUCH AS:
[ need a...
What room number are you in?
At five o'clock sharp, please.

Student A: You are a front desk clerk responding
to a guest's request. Ask Student B questions 10
get these detalils:

e what service does he or she want
e the guest's name
e the guest's room number

Student B: You are a guest at the Royal Point
Hotel who makes a request. Answer Student As
questions. Make up a request and personal
details.

Writing
© You are a hotel worker. Use the web-page
and the conversation to write a leaflet

about guest services (100-120 words).
Make sure to talk about the following:

."“1
e g

[
‘#j
e What items the hotel -
can provide guesls

with

How guests can use
the hotel laundry
service

What information
guesls should

=

provide when b _
P k
requesting a service ﬁ" _\

B

)



To: Front Desk Staff
From: Laura Hindenberg,

Front Desk Manager

Date: April T7

Re: Reservation problems

We expect a significant increase in
occupancy at the hotel this summer.
This increase may lead to reservation
problems. Please review the protocol
for dealing with these problems:

Requested rooms may be unavailable
for several reasons. In some Cases,
the sales department oversells in
order to compensate for
cancellations and no-shows. Mix-
ups also occur when guests make
reservations through third parties.
Other times, it's simply a matter of
problems  with  the computer
reservation system (CRS). In any case,
we must try to keep the guest happy.

First, you should look for an availabie

ey L .

Reading

the correct answers.

2 Which is NOT a reason for reservation problems?
A selling more rooms than is available
B guests give incomrect information
C miscommunication with third parties
D reservation service problems "

3
\'ﬂmismnunabunguammmmamn
er

hotel?

A They get an upgrade 1o a better room type

B Their reservations were
C They do lost by the hotel, E arecord that has information
not have to pay the room about people waiti E
D Their charge. ‘ ple waiting for a
room was given to service
10 someonea
on the wait jist, F ahot :
a el that is affiliated to anotf

@) Read the memo to hotel employees, and then choose

1 What is the purpose of the document?
A to train employees on the computer system
B to show employees how to take reservations
C to review the handling of complaints
D to explain why prices increase in the summer

ion problems

talk about these questions,

u read the passage,
e hotel reservation process?

can arise during th .
| 2 What aré some ways that hotels solve
' problems? 4

€) Before yo
1 What problems

reservations

room to relocate the guest 0. Try tO
place the guest in the same room
type that he or she originally reserved.
When this is not possible, offer the
guest a free room upgrade.
If the hotel is overbooked, a room-
move will not be an option. Instead,
suggest that the guest stay at one of
our partner hotels. Inform him or her
that we will pay for the cost of their
room at another hotel. We will also
provide transportation 10 the partner
hotel. Finally, tell the guest that you
will place them on the wait list. That
way, he or she can be notiiied if there
are any cancellations and a room
becomes available.

| it —

| -5 =
. T ul ; -
W e -1,"!..',.-'
‘ ‘E ""ﬂ'_‘._'h el B2 =

- |
.

A

Vocabulary

3 Match the words and phrases
(1-7) with the definitions (A-G

1 _ mix-up 5 __partner hoté
2 __third party 6 __ CRS
3 _protocol 7 __ no-show
4 _ walit list

A

Efpﬂfﬁﬂnicumpanv that isn't oné
of the two main parties

the computerized system us
to make reservations

a Mistake caused by confusiof
the correct steps to follow

= e

4 person who doesn't arrive



" complete the word or phrase that is similar in
" meaning to the underlined part.

k. 4 Sales associates often sell more rooms than there are
' ﬂﬂilﬂhﬁ LS
) Jack was happy to get a better room than he originally
,. mﬂgﬁd ] PR - G o -

Tha front desk arranged a relocation to another room.
' o s R v Y -

-n-,g hotel upgraded my room to make up for their relocating
matoanuthar gles 1NN R | R

. o
L &
..r

) 'ﬂ Listen and read the memo again. What are the
cheapest ways for the hotel to deal with reservation
 problems?

istening

ﬁ Listen to a conversation between a guest and the
irnnt desk clerk. Then mark the following statements as

8 (T) or false (F).

— The guest received the wrong room because he made
the reservation through a travel website.

‘2 __ The front desk clerk will charge the man the rate for a
double room.

="

3 _ The guest and his children will stay in a suite at a partner hotel.

) G Llntan again, and fill in the box.

)C: Gco-:i evening, sir. How may | help you? 'S
ﬂ‘ | requested a 1 _but there's only one bed in my room.
DC: Lot me look up your reservation. May | have your name?

ﬁﬂl George Foster,

 Okay, Mr, Foster.. according to 2 , the
réservation was for a deluxe single room.

G: But my confirmation says “double’.
' Lt H‘fﬁ'ﬂ what happened - the website you used to book your
- foom forwarded us 3 :
:.5 s 'ﬂpolngha for the inconvenience, Mr. Foster. But | will try my
e PRet to 4 you.
g :i. :"%'-:*' 'Hll be charged the rates for a deluxe room?
; ™ Certainly not, The rate for a 5 will apply.
! : hmm any double rooms 6 1

fa

5“*" “‘“‘W with my children. Where will they sleep?
r N offer you an 7. to a suite. It has two beds
1 1he bedroom. Would that work?

"{-'*T;;:' at would be great! Thanks for your help.

Speaking

) with a partner, act out the
roles below, based on the
dialogue from Task 7. Then
switch roles.

USE LANGUAGE SUCH AS:
How may | assist you?

Will | be charged for ..?
| apologize for the inconvenience.

Student A: You are a hotel guest
and you have a reservation
problem. Talk to Student B about:

e the reservation problem you
are having

e the reason for the problem

e how he or she can help solve
your problem

Make up a name for yourself.

Student B: You are a front desk
clerk at a hotel. Listen to Student
A and offer solutions to his or her

problem.

Writing

© You are a front desk clerk.
Make up a name, then use the
conversation and the memo to
write a memo to your manager

about a reservation problem
(100-120 words). Write about:

e What problem the guest had
e Why the problem occurred
e What solution you offered”

11




$ BrOken' . "'"t - maintenance

{r

Get ready!

Eﬂfﬂrﬂ you I"Eﬂd t
talk about these Q

1 What problems can guestsl
encounter inside their hote

room?
2 How do hotel employees
solve these problems?

he passage,
uestions.

into the bedroom. Also, there was no hot

For Travelers,

; waler in the shower, so | had to take
REﬂdlng by Travelers 3 cold showers. The good thing is that the
from an Ih front desk upgraded me to a suite
@) Read the posts fro Your Guide to Hotels ©  because of these problems
et comment e o
Intern Worldtrekker88 | arrived at the hotel
board, and then choose The Royal Point Hotel: Traveler Reviews Eﬁ**a’: after an 18-hour flight
t answers. . Il I wanted to do was sleep byt | '
the correc o JourneyMand49  We had only one amved in my room, | noticed tﬁz‘; t}"r;.;? |
1 What is the passage ; Ta;ﬂ_ﬂ __problem in the room: Specks all over the bed sheets, They
i Aot e air cnnﬁ_rhu_nrﬁg gave out on our were bedbugs! | let reception Know and
mostly a&*:md day; it didn't even tum on, they promptly moved me to another
A the pros and cons mggg;ﬁﬂ J_'Ii‘rsi?tanance solved the room. The rest of our stay was smooth
of interational 5 : H:;;; salling.
veslo This is a beautif '
travel RRA Too bad | had SSJEL? irr:lf:gﬂﬂ? e only problem o

B problems that

probiems with the bathroom! The toilet that remote contro for
guests had at the

clogged on two occasions (once when o LV et change channels, | realized

OUr tWO-year-oid flushed il the batteries were running low. | called

hotel object down it), The waler overflowed ;gi;frﬂﬂr?atsﬁﬁ ¥ a?g ot some
- C why guests chose P in 10 minutes!
| to stay at the
' hotel E
v H I
D where the best rooms in the lar | Q
et Vocabulary -

wfor about the 9 Choose the correct word or phrase to complete
2 What can you infer

, sentence. i
hotel reviewers? :
A.-¥hey (i not ey, oy SinY. 1 Julie doesn' (give out / turn on) the lights during the day 10
B They are business travelers. save energy. 3
C They felt that the hotel staff 2 Max increases the television volume with the (remote
fixed problems quickly. control / battery).
D They would not stay at the 3 The sheets were washed in hot water to kill the (foreign 3
hotel in the future. objects / bedbugs), |
3 What is NOT true about the @ The tollet wil (clog / flush) if quests put paper towels in
Royal Point Hotel? 5 Aremote control needs (foreign objects / batteries) in
A It has workers that fix order to work
electrical problems. 8 '{T'l;:‘::t!ar Poured too much water in the glass and it
B It relocates guests when l overflowed) onto the table
i problems arise. ;
C It has television sets in the O ::trta check (v) if the sentence uses the underlined
. guest rooms. Correctly, :
+ D It offers free upgrades to all 1 -..'Nammﬂm‘ha o . "
| . f ioni i i 2 KL
| guests that have a problem, Joe 7 '® &l conditioning when it is hot outside: -

| ~=-HOIKer helped the guest check into the
the toley, " 1926ian abiects like food wrappers

iy T

nte

3 _ Bamy




A

.:___m flushes the sink to remove all of the dirt from its sPeaking

dy's TV gave out and he watched it all evening. 0 w:‘ﬂliprma;’ act out tthhﬂ
R i ro elow, based on the
. Hele r war te ! :
6 — .[B“ EREE 1T Water 30.30e. cossnt have to fake dialogue from Task 7. Then
1.:.jww : switch roles.
J Listen and read the page again. What was the USE LANGUAGE ¢
owest rating given to the hotel? Can vou tell me what the
e | problem is?
tening | ;
ot fll alert.. right away.
G Listen to a conversation between a guest and a | will need to..

-ont desk clerk. Then answer the questions.

1 What are the speakers mostly talking about?
- A tacting the housekeeping depart Suden i an s
Bl g : ping department and you have a problem in your
B what to do if something in the guest's room breaks room. Explain the problem to
C how the guest can repair the toilet Student B. Then talk to Student B
D solving a guest's problem about:
| ; e who will come to fix the problem
2 What is true about the housekeeping staff? e how long you need to wait for
A They can arrange room moves. them to arrive
~ B They clean overflows in fifteen minutes. e what you should do until then
._wc They will arrive to the man's room in a quarter of an hour. Make up some personal details.
~ D They deliver keys to hotel guests.

E Student B: You are a front desk
ﬂgﬂiﬂ, and fill in the blanks. clerk at a hotel. Listen to Student
e —— s TN A's problem. Then answer his or

Clerk:  You've reached the 1 : ‘o) her questions.
~ This is Lorraine speaking.
Hello, this is Mr. Park. I'm in room 586. B
What can | 2 M. Park? Writing
Im having a bit of, um, a problem. © You are a front desk clerk.
Can you tell me what the problem is? Use the posts in Task 2 and

- Guest: Well, the toilet in my room is 3 . E:tznr;sahm; i: ;ﬁ:ﬁn
 Cl s fm sorry to hear that. ll alert El a guest room (100-120 words).
& ghtaway. Make sure to talk about the

auest:  Great! following:
Clerk:  You said that youire in room 566, right?
Guest: That' right. Excuse me, but 5 —
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Get ready!

f ﬂ-ﬂmp main
sage, talk about in the hoSPI - perienc
p: oy iestiuns Asemﬂlﬂﬁ"-’ﬁs awundﬁfw‘ mmp]amts in &
these qu . P ; :
p E'#'EE volves hﬂnd"?}l follﬂ‘i'ﬂﬁg
1 What are some quests. | and officient M e complaints
complaints that hotel prﬂfEﬁfﬂ;? : to custo
ts may have? Wi g fast. you
vk | and resolve problem + offer a solution Uﬂ"fu et
2 How can hGFE Get Inform - You can oblem is. 1S guerd ey
employees fix | oow exacty what the p{m he g Jests ca
customer complaints? -bhors? Or Pe aps out of the 100
noisy neig and he or she s locked o explain wh
functiorfd ® itey ask the QUESt 2 % omain
the problem, PO rated, but reme ber
uest may be fru with anger. Be!

cigarette smnige_. you
up with a solution, make

inconvenience and let him or her know

-

Reading

@) Read the page from an employee handbook, and then
complete the summary with words from the word bank.

wo rgﬁﬂﬂr_ 4

tell solve problem effective

It is important for people working in the hospitality i
| pitality industry to
uncderstand complaints and handle them in aln) —__ way. Find

out what the is calmly and politely. Think of the best way to
the problemand _____ the guest that you are there to help.

Vocabulary

9 Match the words an
(A-F).
— professional

— abusive language
— Cigarette smoke

d phrases (1-6) with the definitions

——

4 __ solution

5 _ resolve

6 _ locked out
mpolite or unfriendly spesch
& way of solving a problem

mm O O o P> WN

: t that you will do everything you

on. -
bas'@ Eﬂh#xat ihe room smells like

m-move. Once you come

logize to the
s amﬂ?hat you are there to

For example, if & guest

guest for the
help.

Match the words with the
blanks.

1 noisy / rude
A The servers
pehavior hurt Sara's feelings

B It's too in

the restaurant to have a
conversation.

2 assure / complain

A Many guests _
that the smoke makes them
feel sick.

B The hosts —-

diners that the café is very
good.

3 neighbor / inconvenience

A The Garcias think that thelf
new is very

helpful and friendly.
B An accident can be a maidf
to

i

SOmeone.




ﬁ ¢ Listen and read the page again. What should an
~ — employee do when he or she understands the guest’s
problem?

Listening

% Listen to a conversation between a guest and a
~ front desk clerk. Then mark the following statements
~ as true (T) or false (F).

1 _ The guest complains about her noisy neighbors.

2 __ The guest will pay more for the new room.

3 _ A bellhop will bring the hotel guest the new key.

') & Listen again, and fill in the blanks.

| Desk Clerk: You've reached the front desk at the Royal ™
: Point Hotel. This is Donald.
_ Guest: Hi - this is Ms. Wilson in number 504.
‘Desk Clerk: Good evening, Ms. Wilson. Is there 1
' help you with?
| Guest: Well, | hope so. There's a real problem here.
. Desk Clerk: What exactly is the 2 ?
' Guest: The problem is that my room is right next to
3 and | can hear it running.
. Desk Clerk: | see. And you're having trouble getting to sleep?
Iii:* Guest: That's right. At this rate, I'll never 4
Z I
~ Desk Clerk: | do apologize for that. Could | offer you a
| 5 ?
/i Guest: Do you have one that's far away from the
o | elevator?
/l Desk Clerk: Yes, ma'am. | have one available further away
-ﬂ from the elevator on the fifth floor and another on
k | the sixth with a 6 :
| Guest: Would | be charged extra if | move into the room with
i 5 the mountain view?
/_ Desk Clerk: No, ma'am. The rate for your original room would
¥ apply. |
y ] Guest:  Well, okay. | guess Il take the room on the sixth
= floor.
4 Desk Clerk: Great. Il send 7 to help you
e move your luggage right away. He'll also have
your new key.
Guest: Thank you very much for your help.

You're welcome. | hope you enjoy the rest of your
stay with us. And please do not hesitate to contact
the front desk if you have any other problems.

=9

Speaking

€) With a partner, act out the
roles below based on the
dialogue from Task 7. Then

switch roles.
USE LANGUAGE SUCH AS:

Is there anything | can help
you with?

What exactly is the situation?
Would | be charged extra..?

Student A: You are a desk clerk at
the Royal Point Hotel, speaking to
a customer with a complaint about
his or her room. Ask Student B
questions about the problem and
try to resolve the problem by:

e asking what the problem is
e offering a solution

e apologizing and making
arrangements to solve the
problem

Student B: You are a guest at the
Royal Point Hotel and have
problems with your room. Answer
Student A's questions. Make up a
complaint and personal details.

Writing

© You were a hotel guest who
had a problem with your room
which was successfully
resolved. Write a letter to the
management to thank them for
the service (100-120 words).
Make sure to talk about
the following:

e What the problem was and
who you contacted _
e What solution the staff offered %
e If you were satisfied with
the solution 2




little,
caufion row

e Ynu a Iﬂf 'I'Jf
culi.:_':;uble later

m mind, we Offigy

Dear Guest, . uests
. ted to our stay.
t Hotel, we are commit = and happy
At the Royal Poi to ensure you have @ sa? m, remember to use both the

the following suggestions On your retu Dok
. always lock the door. knocks at your door, look through
UJE:S il:uﬁw:?ciﬂ;rfrdmt?g Seurity door chain. f an?c:"Sive out your room numoer, and wes

et ver

the peaphﬂle before openin It. UL{F ﬂpe-rﬁ!ﬁl:n?ers-
urge you not to share that information wit SH.-;;.wevE ¢ if you witness any suspicious
| i urity cameras. il are on duty around the
The hotel is monitored by E%EE syecuritv guards immediately. Theyd o o theft o] he
activity, report it to one of our from your vehicle after dark. njun

| ooft you o o riate authorities,
télggg caggu?rgtg;glaﬁﬁih? hec?tal stayﬁ who will promptly alert the approp

r i - room safe deposit boxes, which arg
ve vour valuables in the In-TO s
J? ﬁ%tﬁgﬁrgg ELarzIr célljet::{:;:;ﬁc :::bc;da of your choosing. Sh;ugje r?r?fegf d‘!é%ﬂ'j posse $go
missing, please check the lost and found at the gue

e Y

| Hotel safety

safe deposit box

7y Vocabulary
© Choose the correct word or phrase to
complete each sentence. 4
1 Maria's bracelet went missing and she checke
the (lost and found / suspicious activity). -
2 The (operator / security guard) directed the
3 The woman called the police to (report /
~ escort) a crime.

Get ready!

QBefnre you read the passage, }!
talk about these questions. |

1 How do people stay safe
in hotels?

2 What do travelers do when they |\ |
are in danger at a hotel? :

Reading

| @) Read the letter from a hotel to its guests,
1 and then choose the correct answers,

1 What is the letter about?

PR :
: gL T T, P s
gt _.;.l-.-\..-. e ol e | 1h
- - kT
s § el gl o o
. % TWhELS s v}
- - -
& 5y : s y
A L =T el
- =
r

A using a safe deposit box - ©© Choose the correct meaning of the
3 T A L ST e T e T
B keeping your vehicle safe - Hhueliinea worad or phre

C the level of crime at hotels
D recommended safety measures

2 The hotel does NOT advise guests to..
A use the dead bolt lock.
i B monitor the security cameras.
C report suspicious activity.
D use the safe deposit boxes,

3 What can be inferred about the hotel?

Allmmﬂstamtﬁmsmaihlamm
B It asks guests to stay in thei '
m yi ﬂ]ﬂmelfter
 has more securty guards than it neecs




G Listen and read the letter again. How

can
room door?

Listening
¢ Listen to

you check if it is safe to open your

a conversation between a

guest and a hotel security guard. Then
mark the following statements as true (T)

or false (F).

: { __The guest tells the guard about an incident
s in the garage.

ﬂ 2 __ A group of boys broke into the guest's car.

9 __ The guard is going to investigate the incident.

oo b

Hotel Guest:
- Security Guard:
5N '_ Hotel Guest:

Security Guard:
Hotel Guest:

Security Guard:
Hotel Guest:

.......
o

o ' :. Security Guard:
qr

Hotel Guest:

> ,' | Security Guard:
- Hotel Guest:

Y % Security Guard:
4" Hotel Guest:

;Mﬂty Guard:

'_ Hotel Guest:

Guard: [l check it out right nOW.

€ & Listen again, and fill in the blanks.

Excuse me.
How can | help you, ma'am?
Well, 1

, but | thought | should
report some suspicious activity.

What did you see?

| was in the parking garage and
there was a group of

2 there.
What were they doing?

I'm not sure. They were standing
next to a very expensive car.

Are you sure it wasn't their
3 7
| don't think it was. They didnt

get in. And one of the boys was
4 next to

the driver's side door.
Was he trying to 5 ?
It was hard to tell. But when they

saw me, they stepped away from
the car.

What happened then?

| 6
The whole situation made me
nervous.

You did the right thing. Thank you
for 7

You'll look into it?

Speaking

€) With a partner, act out the roles below,
based on the dialogue from Task 7. Then

switch roles.
USE LANGUAGE SUCH AS:

| thought | should report some suspicious
activity.

What did you see?
Was he trying to break in?

Student A: You are a hotel guest who wanis to
report suspicious activity. Tell Student B about:

e the suspicious activity
e where you saw the suspicious activity

Student B: You are a hotel security guard.
Listen to Student A and ask questions about:

e what suspicious activity he or she saw
e where the activity took place

Writing

€) You are a hotel
security guard. Use
the letter in Task 2
and the conversation
in Task 8 to write an
incident report
(100-120 words).
Make sure to talk

about the
following:

. What the guest g
saw y ?1
» Where the
incident 100K E
place .3
What action you %
K
too e
|

&



serial number

untersign

you their value in 10G2 g Since youll ne

¥ |
LIBERTY %ﬁﬁa checks serial number hacks youve cashed.
BANK | punbers to keep track of Weh €

Eﬁlﬁ'ﬂﬁlﬁ'ﬂﬁlﬁia

Get ready!

€) Before you read the passage, talk about these
questions.

1 What type of money do people use in your country? -
2 How do people get foreign money when they travel to other places?

Reading

@) Read the page from a hotel's website, and then @ s
) Complete the phrase thatis
mark the following as true (T) or false (F). similar in meaning to the

1 The hotel buys unused currency from guests. underlined part.

& _Front desk clerks can break bills of any value. 1 The bank offers a service for

trading money from different

| Ik - IS T
The money from the country
where | am now is the yuan.

el 6ot n.
The bank sells pieces of papet
that are used as money or
international travelers. "
eVl o'l oo

Alexa asked the clerk to Qiﬁ_
Smaller units of money in '
exchange for a larger unit

e




¢ Listen and read the text again. What is the
e maximum amount the hotel will give in change?

- - T
11111

Listen tu a conversation between a front desk
__.ﬂ and a hotel guest. Then answer the questions.
L=| What is the dialogue mostly about?

| A exchange rates for different currencies

.~ B the benefits of travelers checks

h "_' ¢ the importance of buy back policies

-f'f n the details of a currency exchange service

3

'_-:.?; can you infer about the guest?

. A He doesn't know where the bank is.

B He always carries traveler's checks.

ﬁ He has exchanged money before.
D He is visiting Europe for the first time.

' Listen again, and fill in the blanks.

5
.

' Hallu, sir. How may | help you today? C

Hi. Can | exchange some money here?
erk:  Yes, sir.
Excellent! | really 1 going all the
- way down to the bank.
lerk:  No, there's 2 for that. What type of

currency would you like to exchange?

| have dollars. And, of course, | want euros, What's the
3 these days, anyway?

Clerk: Its 0.73 euros 4 :
L Wow! The dollar was worth a lot more the last time I
visited Europe.

vlerk:  Those are the 5 ’
 though.

¢ ' | *ﬁlli understand. So, what kind of a commission do you
-~ take?

We have a ten percent commission.

Ihﬁl‘-s 6
s %, you should know that we dan’t buy back any
~ currer as much
~ Currency. So you should only exchange
ﬂs_you think you'll need. B
b Thats7 _ _Um, okay. | want to
~ xchange twa hundred dollars. z
' ':!*dliust naad you to fill out this form and then

Speaking

@ With a partner, act out the
roles below, based on the

dialogue from Task 7. Then
switch roles.

Can | exchangé'smna money
here?

What type of currency would you
like to exchange?

What kind of a commission do you
take?

Student A: You are a hotel guest
and you want to exchange money.
Ask Student B questions to find out:

e if the hotel offers a currency
exchange service

e what the exchange rate is
e what the commission rate is

Choose a currency you want to
exchange.

Student B: You are a front desk
clerk at the Royal Point Hotel.
Answer Student A's questions.

Writing

© You are a front desk clerk.
Use the webpage and the
conversation to write a leaflet
about the hotel’s financial
services (100-120 words).
Make sure to talk about the
following:

e What financial services
the hotel offers |

L] l‘vhﬂt the Exchanga rﬂtﬂ,-
the commission rate, and
tha buy-back p@wfﬂfﬁ




TR WL

sommelier

Q)
Get ready!

€) Before you read the passage, |
talk about these questions.

1 What kinds of foods do you
suggest to others?

2 Who helps people decide what
to eat or drink at restaurants?

Reading

@ Read the restaurant review from a
magazine, and then choose the correct

answers.
1 What is the purpose of the review?
A to crticize the restaurant’s poor customer
service

B 1o give information about the restaurant's
meals

, o ¥

o g Ml ;
P _._f, § ot

Vocabulary

@ Read the sentence and choose the correct
word.

1 The waiter (recommends / enlists) the salmon
10 you,

Ihe (house special / take) is prawns with oyster
saLce,

Tina cooks (wine pairings / classic dishes) like

C to praise the restaurant's convenient location roast chicken.

D to give instructions on how to make
several dishes

What is true about the smoked salmon dish?
A Itis created with game meat.

B Itis served as an appetizer,

C Itis a house special.

D Itis cooked with chestnuts,

What can we infer about Mr. A

shbury?
A He recommends wines

B He worked as a chef in the past

C Heis g fniend of the

reviewer
D

He travels across the Atlantic often

of all price ranges.

O Choose the word th
meaning

|

at is closest in
to the underlined part.
The traveler thes

: new foods prepared in the
style of a region

A connoisserire o
Noisseurs B Cuisines C takes

ave you tried the rest
that it is famous for?
A sOmMmeliar

H
aurant's unique meal

C game
B Signature dish

Paul is an Bx
wine with a
A

Pert at Matching a certain WEE—-QI-.
Rarticular dish

Making sUggestions

B
Wine Pairing C enlisting



T
r_r
4

and read the review again. How does it Speakin
By ":'u::nﬂﬁple who are experts on good food? D o
© With a partner, act out the

i1
| .l
-4 r"l'ti L.
rel
.'-II
B
i

o roles below, based on the
siel ing dialogue from Task 7. Then
o Listentoa conversation between a server and a switch roles.

U k following statem
customer. Then mark the TSNS 9o rue USE LANGUAGE SUCH AS:
() or false (F)

Would you like to hear
The customer ordered venison before.

e tonight's specials?
', The server says venison is a classic dish. May | suggest that you try the..
i The sommelier suggests pairing the venison with a Will there be anything else?

Cabemnet Sauvignon.

. 1

Student A: You are a restaurant

"-.7" % Listen again, and fill in the blanks. customer. Ask Student B questions
e to find out:
_-EENEI': Good evening and welcome to the Post P e what the restaurant's specials are

Meridian Restaurant. Would you like to hear

e what one of the specials tastes like
: tonight's i | e what wine goes best with a
~ Customer: Sure! . J particular dish
| gerver: Okay. First, we have a beef short rib. That's braised |
and served with a side of 1 — ; Student B: You are a restaqrant
Customer: Are there any other specials? server. Answer Student A's questions.
gerver: Yes, we also have 2 | The UET‘IilEﬂn e
is spice-crusted and served with & pumpkin puree. Writing
Customer: [ve never had venison before. How is it? 9 You are a writer for Fine
e gerver: Well, it tastes similar to some leaner cgts of beef. | Dining Quarterly. Use the
But the 3 is definitely distinct. review and the conversation
' ' i taurant review
- hoth sound fantastic. | don't know to write a res
S Customer: ;I?\"TW ;Zi?:y (100-120 words). Il'.:lak? sure to
' s i : Ik about the following:
0 Server: I you're a fan of classic dishes, the short rib wont ta

diﬁﬂppﬂint '3"1:'”1 Fine Dimng QOuarierly - Vot ¥l - [ssue # 3
Customer: It does sound delicious. But I'm 4

o« ‘ Fine Dining Quartery
ison? iew
Server: Then may | suggest that you try the ven! revié o
Customer: Okay, I'l go with the yenison. 1
| Em::‘- E " i | think youll bé
W pleased. Will there be anﬁhiﬁg EISIE" sir? Jid go wel
B with the venison? : iving that's
S - Server: Yes, our sommelief created a w:: s:;!r‘:"g#heet
’ﬁﬁ - sure to impress. He suggested ! from
: Cabemet Sauvignon. Its 2 6 —
California. AT that,
Customer: That sounds great. Il 7 ———

please.



|40 Problems in the dining f

Dear Ms Jones: f
| am a frequent patron 0
an exception.

| took a group of out-

' h
them of the quality of the
ua:ﬁ;“r?gt'r{:&d that her plate was dirty, sO the s

il ith an overcooked

ived, | was presented with &
Whﬁi? :-Tr?erzuluﬁagrg:dered fish. After twenty minutes, éir'lﬂt hﬁwm g
fé?ﬁn{ed with the cormect dish, only for me to discov

fish was underdone. 7 R
tisfied with thet
ition. two of my guests were not sa 0
lgnaedggﬁzlainad that her pork was burned and l:rédg?ésﬁ.?;; b
while another found his dish too salty gnd a'lrn{.jf ndehnuked.
fish was brought back a second time, it was still U it
| enclose the receipt for this meal, as | E:E?rl'lt:::artthhFein bl
back to compensate me boll :
zﬁrdnzlrsng r}t‘?:::?r the embarrassment of treating my guests 10 a

e if revisiting
As things stand, | do not see myse iting
your dir%ing establishment or recommending it

idi t and am
t Merician Restaurant
;gfﬂli?ﬁimem. However, last night was

rant and
: uests to your restau

ot g{gm, When we sat down, my
erver replaced It

to anyone else.

Sincerely,
John Sykes

Get ready!
€ Before you read the passage, talk about
these qguestions.

1 What kind of problems do people have in
restaurants?

2 What are some ways to complain about food?

Reading

@ Read the letter from a patron to a restaurant

manager, and then complete the summary
with words from the word bank.

v}'p'r'ﬂ_
undercooked refund regular
burned wrong too salty attached

John Sykes took some friends to the restaurant,
where he is a(n) customer. One of the
plates was dirty and the server brought Mr. Sykes
the food. The fish was —— 8ven after
it was sent back to the kitchen, Mr. Sykes' guests
were also unhappy with their dishes, which were

and .He the receipt to
e 0
letter because he wants ain) s

22

_F

oom

£

- & "=.-t-
= o B e
. [ AR R
Vocabulary

€ Match the words (1-6) with the definitions
(A-F).

1 __ overcook 4 __ complain
2 __underdone 5 __ out-of-town
3 __ underseasoned 6 __inedible

not fully cooked

to say that you are not satisfied
coming from a different place

to ruin by cooking for too long
tasting too unpleasant to eat
lacking sufficient herbs or Spices

m mooOoms

(4] Check. () the sentences that
underlined parts Correctly.

1 __ Mark left the food on t
and it Qumgc_:l.

= ﬁimem_e réplaced the broken dishes by
throwing them away.

3 _ Diego put sy

use the

he grill for too long

2

gar in his coffee, so it tasted

too salty. |
4 : L
~ Lauren €nclosed a photo of her children in
the letter
5 :
— Fred |sfalwa\_.rs late and today was no
lon
6 Emilys chi
" ICken was :
been ; dry because it had
¥ : Mmﬁ-d
8 20N that was stolen, |

— When someth;
forgotten

NG Is enclosed, it is lost and



i aten and read the letter again. Where were the
atron’s guests from?

Listen to a conversation between
wstomer and a server in the Post Meridian

or false (F).
Y The customers son likes the food.

__The server resolves the problem.
__Both of the desserts are complimentary.

. server: Yes, maam. What can | do for you?
. Customer: It's about our food.
Server: |s there a problem?

Customer: | asked for my steak to be prepared 1 -
and it's very underdone.

Server: ['m so sorry ma'am.

Customer: And my son has the 2 problem. His
chicken is overcooked. In fact, it's actually burned
on one side.

Server: [ll take the dishes 3
right away. There might be a slight
wait while we prepare fresh plates.
~ Customer: How long do you think that will be? We have
| theater tickets.
' Server: Maybe fifteen minutes, but I'll make sure your food
1 " isad
. Customer: Thank you.
. Server: | really am so sorry for the 5
t Perhaps while you're waiting you could look at tha

dessert menu. Any dessert you order will be on the
house.

Okay. That sounds good. We don't have much
6 though.

'l bring the dessert the second you finish your
7

I'd appreciate that.
No problem, ma'am.

- Customer: Excuse me. -~

Speaking

© with a partner, act out the
roles from the dialogue in
Task ? Than switch roles.

R T LT T

A ;__;i-};;,ﬂ

The ch;cken is overcoakad v

I'll take the dishes back to the
kitchen.

Sorry for the inconvenience.

Student A: You are a customer at

the Post Meridian Restaurant. Tell
Student B:

e what is wrong with the food
e that you have limited time

Student B: You are a server at
the Post Meridian Restaurant. Let
Student A know how you intend
to fix the problem.

Writing

© You are a restaurant manager.
Use the letter and the
conversation to write a report
about dealing with complaints.
(100-120 words). Make sure to
talk about the following:

e What type of complaints
customers might have

e When food should be sent
back to the kitchen

e How you make the

customer happy




&'

11 How will you pay? |

The Post Meridia
Restaurant

of payment, includiy
most methods
Restaurant acEEDLSheck s travelers checks and cashy

nal _ :
cards, PO i r meal if your party requie
t the beginning D ks after your o
Please notify your seVer a::.annc:t orovide separate Checks af .
2

: arties larger 1
separate checks, 35 V¥ hat it is mandatory for p larger 1§

' ity is automatically adde
has been p - ,to whicn an 18% gratﬂier automalos
o +v decide to share dishes, reme i
Should your party

1 6.
split plate charg o
\.f'u'phen you are ready to pay, a|?ﬂ ‘r’ﬁ:; .
Specify whether you are paying \ -
knows how to run the card. |f you ar
to bill to your room. .
We are vigilant in the battle against ide
ask customers to provide ID.
Thank you for your patronage. We hope

gxperience.

o Post Meridian
B . cdit cards, debit

er. who also acts as your ¢as
redit or debit card, so the Sei
st at the hotel, you are Weices

Get ready!

€) Before you read the passage,
talk about these questions.

ntity theft and our servers g

you have an enjoyable dining

1 What are different ways of paying
at a restaurant?

2 How do you prefer to pay for a
meal at a restaurant? Why?

geadmg Vocabulary
Read the page from a restaurant's website, : |
and then choose the correct answers. © Choose the word or phrase that is close

| in meaning to the underlined part.
1 What is the passage mainly about?

A rules for renting a party room : ;I'nh:;musgﬁmt Eﬂ;a;ked for the paper she '-'%'
B how to guard against identity theft A cashier C

C what to do if your check is inaccurate B method of i

D how to settle a bill in a restaurant 2 Sar : D. Pa}ffi'TEHt

| ah paid with a Riece of plastic that
2 Parties who want separate checks should.. transfers money from hey bank account.

A ask for them at the start of the meal. A debit carg C separate check
B wait for the server to offer them, B cashier |
c | ;

3 Whatis the server IKeiy 1o A separate checks

PaYS With & travelors g ;?D if a party of two B e C methods of pe me
A add an 18% gratuity 1o the by 4 The diners askeq for different bills.
B ask for proof of identity A separate checks ¢ methods of [
C refuse the method of B d
; payment ebit cards
D ask if the guests neeq Separate chegks S Michag| Waited until 3 work
rKer 0 accepis

24

Was available.
A debit

‘4 B cashier ¢ chel



5 "-’.t;- the sentences with the correct word/phrase:
)~ datory, sPiit plate charge, billed to, patronage, vigilant,
antity theft, runs the card.
s owner thanked the clients for their
| was punished for skipping the meeting.
committed by using Melanie’s credit card.
| paid a for sharing a meal.
o 5 The guard is _____and always watches for any suspicious activity.
Paul's room.
and prints a receipt.

6 The massage was
7 The server

e Lsen and read the text again. How much does
the restaurant charge for service?

istening

@ ¢ Listentoa conversation between a customer and

a waiter. Then mark the following statements as true

(T) or false (F).
{ __ The patron needs to provide a cash tip.

9 __ The party must pay on one check.
& 3 __ The customer knew about the separate check policy.

R TR || e T

Lo, SN

'. Listen again, and fill in the blanks.

. -‘_:. I.',-'_'-' T
| | Customer: Waiter? 1 ! C

~ Waiter: Here you go, maam.
Cus r: Thanks. | have a quick question.
~ Waiter: Go ahead.

§£1  onmycadordo | need to pay that with cash?
.- | There will be a line on the 3 where you
| s can add a tip. Cash is fine, too.

mer: Do you take Mastercharge?

: | want to pay with my credit card. Gan | put the 2 —

Wal We accept 4

ww that be all?

omer: Well, | notice there's only one check fo
| “B-H'sf friends wanted a 5. —
Waiter: Im very sorry ma'am, but it's OUr 6
B - only provide separate checks if you ask at the
~ beginning of the meal

r the four of

i - ¥

(0]

Speaking

@ With a partner, act out the
roles below, based on the
dialogue from Task 7. Then
switch roles.

USE LANGUAGE SUCH AS:
E : y b T L ot -.____1 "Fr”tl
Can | put the tip on my card?
We accept all major credit cards.

My friends wanted a separate check.

Student A: You are a restaurant

patron and you want to pay the
bill. Ask Student B questions abouit:

e how to pay for the tip
e separate checks

Student B: You are a waiter.
Answer Student A's questions
about:

e paying the tip

e the separate check policy

Writing

© You are a restaurant critic.
Use the web-page and the
conversation to write an

article about paying a
restaurant bill (100-120 words).

Make sure to talk about the
following:




Working together

Get ready! Em log

ee
tlight

€) Before you read the passage, talk about
these questions.

1 What are some common work duties in a hotel? Name: Isabel Hamiiton - Position: Caller
| 1 | v FIJ:I e F [t
2 What problems can occur if duties are not clearly known: What does your position involve? - Im the per
who coordinates the front and back of house
. hsElr\.'.E_l‘E p-un{.‘.h in the orders, and | ﬂarﬂlﬂﬂiE
Readmg c'nuking time and determine what dishes nec
@) Read the article from an employee newsletter, and then be prepared first. . -
mark the following as true (T) or false (F). Next | mr{}mumcﬁet at |rr-r n;na jon o th
: A kitchen staff and assign taﬁkg. Or example

1 _ The caller is responsible for firng food. oll the fine cooks when to fire or put out

2 __ Customers in the restaurant all get their food at the same tme. every dish.

3 __ Ms. Hamilton's organization skills help her do her job. What is your favorite aspectpf thg_j;-__,
am incredibly organized, and it's satisfyin
see my organizational skills translated in!

Vocabulary see My 0g

beautiful dishes that are completed on 1
What challenges does a caller
encounter? - Our policy at the restau

. - s that everybody at a table receives i
1 The server delivered the order and the chefs went to work. food at the same time. That means ev

&) Complete the word or phrase that is similar in meaning to the
underlined part.

vy Sy I, B aish has to be plated at the same tim
¢ When the steaks were ready, they were sent to the dining room. We cant accomplish that unless | time
. everything perfectly. If | make a mista
AT E _ everyone in the dining room and the
3 The hikers enjoyed the test of ability that climbing the steep mountain Kitchen is negatively affected.
provided.

Occasionally, a customer retums fooc
the kitchen when the server performs
4 Th; irme_ﬂetween aiving customers their food and asking if it is ;wr;?;;l tti: g‘:’;ﬂ:ﬁgﬂ Lgﬁ 4 ,[J b
salistactory is part of a servers i = - : : g
R rh!_ uﬂt s if':’b- venind schedule, particularly if we're
5% S e aiready in the weeds, When youTe a

caller, it's important to be quick-witted
0) Complete sentences with the words/phrases from the word bank il :

C_a__e_ge

plated time Cooking tim
: g
fired behind schedule

Phi[iﬂ held the stopwatch 50 th Could _ he n
h at he '
g ul the ry ners in the

2 My daughter refused to

| get out of bed, so w "
amved late to school, = e

——and

The chef — 8ach dish hims

elf 50 it logk
4 The line chef °d perfect.

- the salmon ' I -
e and waited four Minutes for jt
5 Ms. Tananka mis;i | |
judged the ‘ |

i s — for her casserole ang it 4

6 The builder ] 3
— with the architect t
8]
worked together effectively 1o build o
e A the new

26
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.

@ & Listen and read the article again.
= \What qualities are needed to be a
successful caller?

-
o«
i
]
[
%

jstening

@ & Listentoa conversation between a
restaurant caller and a line cook. Then
mark the following statements as true (T)

or false (F).
1 _ The caller tells the line cook how to prepare

the food.
2 A rush order is prepared before any other order.

3 _ Diners at table two were dissatisfied.

€ & Listen again, and fill in the blanks.

Caller: Okay, Paulo, I've got three steaks &
for 1

~ Line Cook: How should | cook those?

Caller: Two 2 . please.
Line Cook: What about the third one?
Caller: Rare. And 3 on the salt.

Line Cook: Okay, I'm on it. Itll be ready in twelve
minutes.
Caller: Wait a minute! 4 on
the steaks!
Line Cook: What's up?
Caller: We've got a3
table twelve.
Line Cook: What's the order?

Caller: One grilled salmon, cooked through,
with wild rice and steamed vegetables.

" Line Cook: Is there anything else?

Caller: Yes, we also need one pork special,
with 6
Start with the pork.

ne Cook: No problem. That order will 7T —
____in ten minutes.

for

8 to the chef.
Line Cook: Thanks. Im glad they fiked the food.

Caller: One last thing .. table two sends their

Speaking

© With a partner, act out the roles below,
based on the dialogue from Task 7. Then

switch roles.

USE LANGUAGE SUCH AS:
How should | cook those?
We've got a rush order for table..
Table two sends their compliments to the chef.

—

Student A: You are a caller at the Post Meridian
Restaurant. Tell Student B:

e how to prepare the food
e which order to cook first

Student B: You are a line cook at the Post
Meridian Restaurant. Talk to Student A about:

e the detalls of the order
e when the food will be ready

Writing
© You own a restaurant and need to hire a

caller. Use the article and the
conversation to write a job advertisement
(100-120 words). Make sure to talk about

the following:




T

13 Kitchen safety

Get ready!

© Betore you read the passage, talk abo
are potentially dangerous?

ut these questions.

{ What aspects of food preparation
2 How do you stay safe while working in the kitchen!

- - t of
following § mummnmgmmmmw
mmﬁﬁmmmmnmmmmmﬂm

astablishment upon inspection |
Food Guidelnes :

Stored mist be labeled with the iWMMMnM
‘mﬁmmﬁw clothing free of holes. They must wear

Spolled foods ﬁwd—mmmsiﬁmmmt
-wd‘mmwm slipsorbums.
. « Employees must maintain good

“ i ':

hygiene

.}t ’f} ‘F 1' -:-I:I ! '!‘:.

Kk bowe. ' to-oat |
-?I*mmamuﬁm:ﬂsmm mmmw %
NSOt o Employees are to wear oven mitts

fitted
» Al reingerators and freezers must be hat food items oF
ranges to allow for proper refngerabon. . ep o ees must wash hands after—===

. ..' ___..—""" 3 .
Heaal'ng g - :

@) Read the poster about restaurant health (_inspection ) ===
and safety, and then mark the following
statements as true (T) or false (F).

1 __ Workers must dress correctly to avoid bums.
2 __ Cooking utensils often harbor germs.
3 __ Aprons help prevent slipping accidents.

(" closed-toe shoe

G Check (v) the sente H'-___.-:-
use the underlined parts

Bt
TR

correctly.
Vocabulary 1 _The police officer il
€ Choose the correct word pairs to fill the blanks. John a gitation for bk

1 After the restaurant's ___ the health official gave it a __ for thEﬁ law.

saveral violations. 2 — Julia used a
A inspection - citation C guideline - haimet rﬁmuue the hot food
B health care violation - drainboard the stove. '.
3 __The chef wore an ap
2 S*,rlwa wears ___ to protect her feet and a __to keep her keep her hair in p
e S 4 __ 0Old kitchen sponges

A oven mitts - disposable glove harbor germs. g

B‘ WE = hmiﬂﬂﬁ 5 e Mﬂﬂi(‘.ﬂ *.I::"—'L:; .ﬂ I‘:

C closed-toe shoes - haimet spoiled milk.

3 Check the health __ to find out if you should wear 6 __ The restaurant requ

S o C guidelines : employees to wear
- oven mitt ; ve:
B aprons - haimets s drainboards in the!

2
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: _'f- sten and read the poster again. When must
_lovees wear oven mitts?

ng

sten to a conversation between a health official
rostaurant manager. Then answer the questions.

"'ng_ to the dialogue, what can the manager do to
wﬂnﬂ a citation?

Ar 'plar:a the drainbuards

ﬁalt the health department

-‘1 .mmndai the entire kitchen

at will the manager most likely do next?

L ask the official to re-inspect
| ask someone to install new drainboards

E pumhasa new kitchen sinks
,-, -kB complain about the official

[} Listan agaln, and fill in the blanks.

Official: Ms. Roderick? Do you have a moment? &
Manager: Of course, Mr. Stevens. Are you done with the health
inspection?

Official: Yes. I've just finished 1
| :
~ Manager: So, are we 2 ?
1 : Most everything seems fine. But there is one thing |

have to bring to your attention.

Uh oh. What is it?

: It's your drainboards.

: On the sinks? What exactly is the problem?

: Well, the 3
requires all sinks to have 4
drainboards.

: And our drainboards aren't the right size?

+ I'm afraid not,

: So what can we do to fix it?

: | know it's a hassle, but you'll have to install new
drainboards.

' | understand. How long do we have to install them?
* Il be returning to the restaurant for another
inspection in 5 :
: And as long as we install new drainboards, we won't
get a citation?

w%’ mﬂﬁ»u

. .': St

ri
=4 ¥
I

Speaking

@ With a partner, act out the
roles below, based on the
dialogue from Task 7. Then
switch roles.

USE LANGUAGE SUCH AS:
Are you done with the health
inspection?

What exactly is the problem?
What can we do to fix it?

Student A: You are a restaurant
manager. A health official has
found a problem with your
restaurant. Ask Student B
questions to find out:

e what the problem is

e what you can do to fix the
problem

e how much time you have to fix
the problem

Make up a name for the official.

Student B: You are a health
department official. Answer
Student A's questions. Make up a
name for the restaurant owner.

Writing
@ You are a health department

official. Use the conversation
to write a leaflet about health

and safety (100-120 words).
Talk about the following:

e Health and safety guidelines

e What happens if a restaurant
doesn't follow the guidelines

e How much time |
restaurants-have to fix a
health-or safety viqi_e_iﬁan




il - Beach, NY 11214

G'E't ready! 1010 Tulane e, an!'J"JFJ B i,
. i "' : iy | N
€ Before you read the passage, talk ¥ (718) 710-9802 " provided information to sl
about these questions. " gecure the position 0 i
norder touse MY 50 messages for guests &

AL

F'E:-: Lp-ar;a"iﬁur

-\.l..l.'.

o mes?
1 When do people need resun*lles. expertise 10 IMProve the level of management
2 What information do people include customer service arm:: teamw ° Gﬂrl;ﬂphﬂa‘j;:g?cwr':;
et thin the department Performed b: ik
i M ) " troubleshooting ﬂ; F‘E
Skills int » Oversaw and periormed Cie
" Fan:]tpgrcvgit:?:l;}gizf' duties like T;EI; sﬂm?rgé nf :
- :gt?ua speaker of English, processing anc ProoiTeatiiss
- e : h _ad
proficient in Spanisi Education
+ Excellent communicatior and Brooklyn Hospitality School &3
writing 5",""51 - tCﬂntinLJIT':? Eduﬂﬁztﬂ; ourse) &
» Self-motiva _ |
. gglrt mgﬁi independently or with ik
»- Communication
others
» 70 wpm typing speed Awards

Roval Point Hotel Associate of tf

Employment History .
Royal Point Hotel PBX Operator Month, January 2001 k

Worked directly under the PBX References By |
Supervisor et » Hank Billson, pervisor,
» Assisted 1hletsﬂzpemsr::r in training Royal Point H gtﬂl. g :
new associa se. Senior Lecturen
» Answered and directed extemal . gl’l?:}k?;ﬁquspﬂa o St il
and intemal calls using the
Phonesuite PBX switchboard 1

system

Vocabulary i

Reading ,
€) Read the résumé, and then choose the € Complete the sentences with words 0
correct answers. phrases from the word bank. 3
1 What is the purpose of the document? wO.r d T
A to show Mr. James' qualifications for a job - F_ e
R i ugratlilr:atm? clerical duties proficier
C to explain why Mr. James wants to leave SENGIGaRTd  cotisOf cond -
his iob oversees native PBX operators:
D to certify that Mr. James is retuming to |
school 1 Sheis in Chinese.
2 It ' "
2 What was one of his duties as PBX operator? Slates i the that ste

shoul '
A directing the supervisor ould be polite to all guests.

. 3 | have ; e
B providing references for co-workers my Spoken Engliﬁhlsinﬂe | was a chik
C sorti ' anguage. =
2 ITHI 4 The supervisor st
D responding to emails

installation of the new equipment.

3 "-:hat 18 NOT true about Mr. James? z direct =
:t:rs not worked anywhere besides the LE:EIH aﬁe i
- all phone calls,
B He j "
C He E B:;mm at the Royal Point Hote|, ! Beas responsible for
= : _tgd educational background, 8 Efﬂu réceived his scuba
§ i v
30 aning in Wﬂlﬂg V& school,




il -

.

L '!1

') .
"

(v) the response that
W‘“" the question.
1 What are your career objectives?
. A —lwantto become a
i manager.
- B | will finish the project

~ later today.

'3 Do you have any references?
A __Yes, | can answer and
direct calls.
B __Yes, they are listed on the
résume.

3 What is your employment history?
A _ | graduated from college
in 2001,

_ B __ | worked at a hotel for
: two years.

4 How many wpm can you type?

A __| can type 65 words per
minute.

B __| can type documents.

3 B ¢ Listen and read the résumeé
. again. How many jobs has Jeff
~ had?
Listening

e %ﬁ Listen to a conversation

' between an operator and a

# supervisor. Then answer the

- |1 Whatis the main idea of the
~ conversation?

:l why the operator is leaving
- C what information to include
' on a résume

c, ) how to be a supervisor

ade
5. .I e
e

'r

5

]
P -
T

A howtomanage a group of staff

@ © Listen again. Fill in the blanks.

Supervisor: About the 1
should 2 for it.

Operator: Really? | just don't know if my qualifications are strong
enough. And | haven't updated my résumé in ages.
Supervisor: I'd be happy to help you with your 3
What do you need to change?

Operator: Waell, the problem is that | don'thave alotof 4

. This is actually my first job.

Supervisor: That's okay. You've gained a lot of skills in this
position, haven't you?

Operator: | sure have. | leared how to use the PBX equipment
in just a few weeks. And | know all of the hotel's
5 about taking and directing calls.

Supervisor: There you go. You should mention all of that in your
résumé. Basically, show how this job has
6 you to be a supervisor.

job.., | think you r

Speaking
© With a partner, act out the roles below, based on the

dialogue from Task 7. Decide who Student A and

The problem is..
Yau’mgamdafatofmﬂshﬂﬂspaafthn,havaﬂynu?
You can use me as a reference.

Student A: You are a PBX operator applying for the job of
supervisor. Ask student B questions about what information to

put on your résume.

Student B: You are a PBX supervisor. Answer student B's
questions.

Writing
lleague is applying for a new job. Using the
:::1:: rém.?mé and the conversation, write an email

giving advice on how to update their résumé, Be sure
to talk about the following:

gy kg SRR A,

[
=k gl B



15 Job interviews

Success Magazing / Page 14

Job interviews can be stressfgl;
however, with the proper planning

and preparation, you can get the job.

Read these tips to help you survive
the interview and get a job offer!
Before the Interview
 Research the company and
~ prepare relevant questions.
~ Int swers appreciate when job
candidates demunstrate interest

your résumé nfﬁeﬂh*mscrmt&
and references from previous
employers.

» Plan responses to common
interview questions and practice
interviewing with a friend.

o Prepare for questions about your
salary expectations by finding out
how much employees in the
position you are applmgfnr are
typically paid.

During the Interview

¢ Make a good first i impression

amving on time for the interview.
Make sure to dress in clean and
professional attire. Hnall',r,ha |

polite and use the interviewer's

Interviewees should prc
axamples of how their pre :‘

experience relates to skills aa;fm .
~ for the new position, AFsc:- ba sur _

tﬂ-waﬂ.‘ ].“4_ J | Al i l.- |.

l.—'fi

L L
..'- ey
-

© Before you read the passage, talk about
these questions.
1 How do people prepare for a job interview?
2 What items do people bring to job interviews?

Reading

@ Read the article from a magazine, and

then mark the following statements as
true (T) or false (F).

1 _ A job candidate should ask about the
company during an interview.

= ]rrtew_iewees make a good impression by
dressing professionally for the interview,

3 A call-back is a typical way for job
candidates to follow up after an interview.

Vocabulary

€ Complete the sentences with words or
phrases from the word bank.

wﬂ'rd_

interview relevant

foll
salary owed up

interview ee

Magc
After the
Iif Tara was right for the p
Mr. Jones s paid a good

The | .
1 armved early and waited
until the Mmanager was ready, 5

Mr. George didnit wri
dn’t write his heigh
ok t on
application becayse e nu? the

by thanking his interviewer.

. Ms. Mills wasn't sure
osition.




job.

.- 3 attire / paperwork

B Ms. Jessup had to fill out some before she could
begin her new job.
k dhey 4 reference / call-back
A Traci received a —_ after the interview.
Nenewt B Jason asked Ms. Watson if he could list herasa —_on
: his job application.
HLHEEE' i
5 thank-you note / job offer
A Bob declined the ____ because he found a position at
another company.
1, an B Paige sent Mr. Trujilo a — for helping her complete the
ents & project.
© & Listen and read the article again. How should you
e | address the interviewer?
et | Listening
i _ : :
f_dﬂ- @ ¢ Listen to a conversation between an lr_\tawmwar
o and a job candidate. Then mark the following
L statements as true (T) or false (F).

)ﬂgﬂﬁ

{ transcript / résumé
A Mary's — lists her professional background.
g Steve requested a ____ from his university.

2 interviewer / job candidate
A The — was impressed by Ms. Jones and offered her the

O G Listen again, and fill in the blanks.

Candidate: Well, I'm currently working as an assistant hotel ¢

| manager, but 'm |
Interviewer: Okay. According to you

ooking to 1

for

/

§ m That's correct.
i Interviewer: And what would you ian

it
!ﬁf

B Mr. Cruz decides to interview the ____.

A The dress code requires professional .

1 __The man wants a job as a manager.
2 _ The man has never worked in the hotel business before.

3 _ The man helps train new employees at his current job.

r résumé, youve 2
five years, right?

() Choose the correct words/phrases to go in the blanks.

.

__for new hotel

Speaking

) With a partner, act out the
roles below, based on the
dialogue from Task 7. Then
switch roles.

USE LANGUAGE SUCH AS:
Why are you interested in
working as.. 7
I'm currently working as a...

What would you say has been your
greatest accomplishment?

Student A: You are an interviewer
at the Royal Point Hotel. Ask
Student B questions about:

e work experience
e relevant job skills
e future goals

Student B: You are a job
candidate in an interview.
Respond to Student A's questions.

Writing

© You are an interviewer. Use
the article and the
conversation to write an
article giving advice on how
to prepare for an interview
(100-120 words). Make sure to
talk about the following:




Glossary

rude gpeech. |
os cold air inside buildings.

event happened in previous years,

over the front part of your body to keep from 3

Abusive language is impolite and
tioning is a systém that produc

e day on which an important

abusive language [N PHRASE-UE]

air conditioning [N-UNCOUNT-US] Air condi

anniversary [N-COUNT-U1] An anniversary is th

apron [N-COUNT-U13] An apron is a piece of clothing that you wear
getting dirty while cooking.

assure [V-T-U6] To assure someone of something i 10 give inf

attendee [N-COUNT-U2] An attendee is a person who goes to a

attire [N-UNCOUNT-U15] Attire is the clothes that people wear, es

ballroom [N-COUNT-U1] A ballroom is a large room used for events

battery [N-COUNT-US] A battery contains energy and can be used to

bedbug [N-COUNT-US] A bedbug is a small insect found in bedding and mattresses.

behind schedule [ADJ-U12] If something is behind schedule, it is not on time.

bill to [V PHRASE-U11] To bill to is charge a specific account for a transaction.

blanket [N-COUNT-U3] A blanket is a piece of cloth used to keep people warm and as a bed covering.

block of rooms [N-UNCOUNT-U1] A block of rooms is a number of rooms in one section of the hotel for one group of
people. i
break [V-T-U8] To break a bill is to give someone many smaller bills in exchange for one large bill of equal value.

ormation in an honest and comforting way.

n event.
pecially for formal events.

and dancing.
power electronic devices.

bumn [VI/ VT-U10] To burn food is to ruin it by cooking it for too long. Burned food is usually black.

business center [N-COUNT-UZ] A business center is a room that contains office equipment, such as computers
and printers. Many hotels have business centers.

buy-back policy [N PHRASE-UB] A buy-back policy is a set of rules that d ‘ instituti
‘ etermine whether or not an instit
will buy an item back from the person it was sold to. e

cal—:d: [N-GUUMT-lHﬁ]L A cgll-hanh }s a phone call made by an employer to a potential employee. The call-back
es place after an interview and involves getting more information from the job candidate k

canceliation [N-COUNT-U4] A cancellation is the decision not to do something that you planned on doing

cash bar [N-COUNT-U1] A cash bar is a bar that requires people to pay for their drinks

cashier [N-COUNT-U11] A cashier is the person whose job it is to accept payment and give change
" 1 a |
Caution [N-UNCOUNT-U7] Caution is careful and unhurried behavior that helps People avoid risk or

certification [N-COUNT-U14] Certification is an offici PRIgS.
for & specific sidl. " official document that shows a level of achisvement or qualification
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closed-toe shoe [N-COUNT-U13] A closed-toe shoe is a shoe that completely covers a person’s toes.

code of conduct [N-UNCOUNT-U14] A code of conduct is a set of rules followed by employees at a company
cold shower [N PHRASE-US] A cold shower is a way to clean yourself without hot water.
commission [N-COUNT-UB] A commission is a fee for a service.

compensate [V--U4] To compensate for something is to make up for something by doing something else.

complain [V-1-U10] To complain is to say that you are not pleased or satisfied with someone or something.

complaint [N-COUNT-U6] A complaint is when someone says that a service is not acceptable.

sonference room [N-COUNT-U2] A conference room is a room where a large meeting takes place.

mn@;ﬁﬁur [N-_GDUNT—UQ] A connoisseur is a person who knows a lot about something and can ofier meaningful
criticism of it.

contingency plan [N-COUNT-U1] A contingency plan is a procedure that says what do to in case an event does
not happen as planned.

contract [VI/VT-U1] To contract someone is to pay for his or her services for a short amount of time.

cooking time [N-COUNT-U12] A cooking time is the amount of time it takes to cook a specific dish or type of food.

-;J coordinate [VI/VT-U12] To coordinate is to organize an activity or job so that those involved in it work together.

cork fee [N-COUNT-U1] A cork fee is an amount that some venues charge for each bottle that is not purchased
directly from the venue.

corporate retreat [N-COUNT-U2] A corporate retreat is an event held by a company that helps employees to get
to know each other.

% oot [N-COUNT-U3] A cot is a small, easily moveable bed for babies.

countersign [V-T-U8] To countersign something is to sign something that already has a signature.
is a system used by hotels to book rooms.

CRS [N-COUNT-U4] CRS stands for “computer reservation system’. It

| cuisine [N-UNCOUNT-US] Cuisine is food in the style of a particular place or culture.

currency exchange [N-UNGDUNT—UB] Currency exchange is the business of trading maoney from one country for

| the money of another country.
: dead bolt lock [N-COUNT-U7] A dead bolt lock is a strong type of

debit card [N-COUNT-UT1] A debit card is a small piece of plas
account to the account of the person being paid.

¢ - disposable glove [N-COUNT-U13] A disposable glove is a protect
lﬁér pose [V-T-U13] To dispose of something is to throw it away.
drainboard [N-COUNT-U13] A drainboard is & board that is typically next to

drain into the sink.

; I{ employment history [N-COUNT-U14] An employme . %
f ;’}l enclose [V-T-U10] To enclose something is 10 send something In addition to a letter.
: enlist [V-T-U9] To enlist someone is to ask them for help.

g 8scort [V-T-U7] To escort someone is to go somewhere with & person in order to protect him or her.

.f-'? &ssentja IN-COUNT-U3] An essential is a commonly used item such as soap. .
&vent coordinator [N-COUNT U1] An event coordinator is the person responsible for planning special events.
or

lock that is used to make doors secure against intruders.
tic that is used to transfer money from a bank

ive hand covering that can be thrown away after use.

a sink. It is elevated to allow water to

nt history details a person’s past work experience and background.




Glossary

PBX operator [N-COUNT-U14] A PBX operator is a person who works with a PBX system. P :
peephole [N-COUNT-U7] A peephole is a small hole in a door or wall that a person can 'ﬂﬂ" through to E'EE 'S outs
phone charger [N-COUNT-U3] A phone charger is a device that restores the energy in 2 cell phone's battery, |
photocopier [N-COUNT-U2] A photocopier is a machine that produces exact copies of a document.
pick-up [N PHRASE-U3] A pick-up is an arranged time for someone to collect something from an agreed |
pilow [N-COUNT-U3] A pillow is an object stuffed with soft materials that people place their heads on while they Siee
plate [V-T-U12] To plate food is to arrange it on a plate before serving it.

- is associated
professional [ADJ-U6] If someone is professional, he or she appears or behaves in a way that i1s
having special skills or education.

proficient [ADJ-U14] If someone is proficient, he or she is very skilled in a certain task.

T _'j-‘

protocol [N-UNCOUNT-U4] Protocol is the correct steps to follow in a certain process.
punch in [PHRASAL V-U12] To punch in an order is to deliver an order to the kitchen.
put out [PHRASAL V-U12] To put out a dish is to send food that is ready out to customers in the restaurant.
quick-witted [ADJ-U12] If someone is quick-witted, he or she is alert, sharp and intelligent.
recommend [V-T-U9] To recommend something is to tell someone what they should do.

reference [N-COUNT-U14] A reference is a written statement about an individual usually from a previous emg
or teacher,

relevant [ADJ-U15] If something is relevant, it is important and relates to the topic being discussed.

remote control [N-COUNT-U5] A remote control is a small device that lets you control an electrical applia ﬁ
far away. :

replace [V-T-U10] To replace is to remove someone or something and to put a new person or object in their lac
report [VIVT-U7] To report something is to tell someone about an event that has happened.
resolve [V-T-UB] To resolve something is to find a solution to a problem.

resumé [N-COUNT-U15] A résumé is a record of a person's education, work experience, job skills, and other
personal information.

room-move [N-COUNT-U4] A room-move is the relocation of a guest to another room in a hotel.

rude [ADJ-6] If someone is rude, he or she is impolite.

un the card [V PHRASE-UT1] To run the card is to put a credit or debit card through a machine that charges the
safe deposit box [N-COUNT-U7] A safe deposit box is a small, secure box used for storing valuable be
salary [N-COUNT-U15] A salary s the amount a person is paid for a particular job, gng

security door chain [N-COUNT-U7] A security door chain is a met ' . 4
ks | al chain that prevents intruders from fo

~COUNT- | job it i
seu;fryqu.?mm ou UT]Auanurltyguardnsaparsnnmmﬂmmprutactmmmw
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UNT-U3] A spare is an extra of an item.

spare [N-CO
sl plate charge [N-COUNT-UT1] A split plate charge is a fee paid for dividin
more than one person.

gtate-of-tha'ﬂn [ADJ-U2] If something is state-of-the-art, it is modem and updated
suspicious activity [N-UNCOUNT-U7] Suspicious activity is any activity

g one dish in a restaurant between

that seems to be dan ;
| . gerous, wrong or illegal.
switchboard [N-COUNT-U14] A switchboard is a machine that allows manual control of telephone

1ake [N-UNCOUNT-U9] A take is a particular way of doing something.

lines.

1echnical support [N-UNCOUNT-U2] Technical support is a service that helps solve
technology, particularly with computers. P problems that occur

with
thank-you note [N-COUNT-U15] A thank-you note is a note that expresses gratitude to a person for something
theft [N-COUNT-U7] A theft is the crime of taking something that does not belong to you without permission

third party [N-COUNT-U4] A third party is a person or business that helps customers receive goods and services
from another company.

time [V-T-U12] To time something is to arrange or plan something so that it happens at a specific time.
too salty [ADJ-U10] If something is too salty, it tastes of or contains an excessive amount of salt.
toothbrush [N-COUNT-U3] A toothbrush is a small brush used to clean teeth.

transcript [N-COUNT-U15] A transcript is an official record from an educational institution that shows a student’s
coursework and grades.

raveler's checks [N-COUNT-UB] Traveler's checks are paper that can be used as money or exchanged for local currency.
troubleshoot [VI/VT-U2] To troubleshoot something is to find out why something does not work properly.
tumn on/off [V PHRASE-U5] To turn something on or off is to either provide or take away an electrical appliance's power.

two-minute check [N-COUNT-U12] A two-minute check is the amount of time a server waits after giving customers
their food before making sure that they are satisfied with their dishes.

undercook [V-T-U10] To undercook something is to fail to cook food for a sufficient amount of time.
underdone [ADJ-U10] If food is underdone, it is not fully cooked.

underseasoned [ADJ-U10] If food is underseasoned, it is lacking flavor from salt, pepper or other spices.
upgrade [N-COUNT-U4] An upgrade is an improvement on an item.

venue [N-COUNT-U2] A venue is a location or building where an event takes place.

vigilant [ADJ-U11] If someone is vigilant, he or she is watchful and looks for signs of danger.

wait list [N-COUNT-U4] A wait list is a record of people who are currently awaiting goods or services.

Wake-up call [N-COUNT-U3] A wake-up call is a phone call that wakes hotel guests at a pre-arranged time.

Wedding [N-COUNT-U1] A wedding is a ceremony during which people get married.
ng.

Wedding party [N-COUNT-U1] A wedding party is a group of people who participate in a weddi
ith a particular dish.

Wine pairing [N-UNCOUNT-U9] Wine pairing is the process of matching a certain type of wine w
"orkshop [N-COUNT-U2] A workshop is a gathering of people to discuss or leam about a topic

o [N‘UNCDUNT»UM] Wpm is an abbreviation for words per minute. It refers 10 the number of
tan type per minute.

or activity.
words a person
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