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Preface

前　言

为满足广大酒店服务业从业人员及出行者的英语口语水平要求，在考察了诸多酒店服务场景之后，我们编写了《酒店服务业英语，看这本就够》一书。该书针对从事酒店服务业的语言环境和当今日益增长的英语语言水平要求发展趋势，从易学、实用的角度出发，为酒店服务业从业人员及出行者量身打造一本行业英语口语交流宝典，无论你是酒店服务业的从业人员还是出行途中酒店住宿的旅客，学习这一本书，保证你能听得懂，说的出，酒店服务商旅出行交流无障碍。

该书的编排由浅入深，思路清晰，从最实用、最基本的词汇着手，丰富学习者的语言基础，继而由词成句，由句及篇，本着学必致用的原则步步深入、学以致用。

本书包含了前台服务、客房服务、餐饮服务台、康乐中心、商务中心五大部分，每一部分又根据不同的场景分若干单元。每单元分“Key Words——脱贫词汇”、“Key Sentences——从普通到优秀必背黄金句”、“Warm up ——Situation Dialogues（情景会话）”三大主题部分和“知识加油站”一个附加部分。其中主题部分从酒店各个部门的场景出发，酒店场景全部囊括在内。

“Key Words”列举出相关语境下的实用词汇，并予以分门别类，让学者一目了然，轻松记忆。

“Key Sentences”列举出相关主题下的各种常用表达方式，所选句型准确规范、易懂实用，学习轻松，并能让学者展开思维，举一反三，表达随心所欲。

“Warm up----Situation Dialogues”精选两到三篇常用对话，从不同角度层面设计语境，让学者可以通过最贴近实际的场景会话，体会说话者的真切氛围，融入其中，天天练习，必能达到脱口而出的境界。

“知识加油站”以该单元话题的语境为基础，增加一些相关知识背景，让学者对相关文化有所深入了解，拓宽学习者的知识层面也增添了学习的乐趣。真正实现了轻松、快乐学习。
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Front Office Service

前台服务
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 Key Words——脱贫词库

酒店房型，按不同的标准有以下几种划分：

1．按设施及规格
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2．按级别
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3．特殊房型
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4．按朝向
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 Key Sentences——从普通到优秀必备黄金句

1．提供帮助


1．
 How can I help you, please?

我能帮您什么忙呢？


2．
 May I help you, please?

要我帮忙吗？


3．
 Is there anything I can do for you, sir / madam?

有什么需要帮忙的，先生／女士？

2．预订房间


1．
 Are there any rooms available?

还有空房吗？


2．
 I'd like to book a double room for Tuesday next week.

我想订一个双人房间，下周二用。


3．
 Do you have one single room for two nights?

我想订两个晚上的单人房一间，行吗？


4．
 I need a room for Thursday.

我星期四要一个房间。


5．
 I want / would like to reserve a room from 5th April to 9th April.

我想订一个从4月5号到4月9号的房间。


6．
 I'd like to book a single room with bath from the afternoon of October 4th to the morning of October 10th.

我想订一个带浴室的单人房间，10月4日下午到10月10日上午。


7．
 By the way, I'd like a quiet room away from the street if that is possible.

顺便说一下，如有可能我想要一个不临街的安静房间。

3．房间和房价的介绍


1．
 We have many types of rooms, such as…

我们有许多不同类型的房间，例如……


2．
 What kind of room do you want to reserve?

你想订哪种类型的房间？


3．
 What rate do you prefer?

你想要哪种价位的？


4．
 We can give / offer you 30% off / 30% discount at weekends.

周末我们房价打7折。


5．
 We will give / offer you 20% off / 20% discount for the group reservation.

团体预订我们优惠20％。


6．
 A single room is 60 dollars per night, a 10% tax and a 10% service charge extra.

单人间每晚60美元，另外还要加算10％的税金和10％的服务费。


7．
 A double room with a front view is 140 dollars per night, one with a rear view is 115 dollars per night.

临街的双人房每晚140美元，而背街的双人房每晚115美元。


8．
 What's the price difference?

房价有何差别？


9．
 What services come with that?

这个价格包含哪些服务项目呢？

4．确认预订


1．
 For how long will you stay in our hotel?

你要在我们酒店呆多长时间呢？


2．
 We still have rooms available which meet your requirements.

我们还有符合你们需要的空房。


3．
 In whose name will you reserve?

您以谁的名义预订？


4．
 I will confirm your reservation information.

我将确认您的预订信息。


5．
 We look forward to your arrival / your coming / seeing you soon.

我们期待您的光临。

5．房间满员时


1．
 I am sorry. No rooms are available.

抱歉，没有空房。


2．
 All the standard rooms have been booked on the day you planned to come.

你打算来的那天，所有的标准间都被订完了。


3．
 This is the busiest season. I'm very sorry, but could you call us again on this weekend? We may have a cancellation.

现在是旺季，非常抱歉，但是能不能请您这个周末再打电话过来，可能会有人取消预订。


4．
 I am sorry, but all the rooms are occupied for the next week.

很抱歉，下星期所有的客房已满。


5．
 I am afraid we are fully booked for all types of rooms on that night. It's peak season now.

恐怕那天晚上各种类型的房间都预订满了。现在是旺季。

6．变更预订


6．
 Sorry, due to..., I have to cancel the reservation made in your hotel.

对不起，因为……我不得不取消在贵宾馆的预订。


7．
 I want / would like to change my reservation information.

我想更改我的预订信息。


8．
 I'd like to cancel a reservation.

我要取消一项预订。


9．
 I want / would like to extend it for two more nights.

我想再延长两个晚上。
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 Warm Up——Situation Dialogues

一、客房预订（本地）

C＝Clerk （前台职员）　G＝Guest （宾客）


C:
 Good morning. This is room reservation. May I help you, sir?

早上好，这是客房预订部，能为您效劳吗？


G:
 Well, I'd like to reserve a room.

噢，我想预订一个房间。




C:
 Thank you, sir. Which date would that be?

谢谢您，要订哪天的？


G:
 From October 15 to 17.

从10月15日到17日。




C:
 How many nights will you be staying?

要住几晚呢？


G:
 Three nights.

3个晚上。




C:
 How many guests are there in your party?

你们一共有多少位客人呢？


G:
 Only my wife and I.

只有我太太和我。




C:
 What kind of room would you prefer, a double or a twin room?

你喜欢什么样的房间，是一张双人床的还是两张单人床的房间呢？


G:
 A twin room, please.

我要一间两张单人床的房间。




C:
 Could you hold the line, please? I'll check if there's a room available for those days. Thank you for waiting, Sir. We have a twin at HK$1000 and HK$1500. Which one would you prefer?

请别挂断好吗？我要查查那几天有没有空房。先生，让您久等了，我们有港币1000元和1500元的两张单人床的房间，您喜欢哪一间呢？


G:
 What's the difference?

房间有何差别？




C:
 A room with a front view is HK$1500 per night, one with a rear view is HK$1000 per night.

临街的房间每晚港币1500元，而背街的房间每晚港币1000元。


G:
 We will take the one at HK$1500.

我们要订1500元港币的房间。




C:
 Certainly, Sir. May I have your name and initials, please?

好的，先生，请告诉我您贵姓及名字的第一个字母好吗？


G:
 Yes, it's Carruthers T. E.

好的，我叫凯鲁瑟斯·T.E.。


C:
 Can you tell me how to spell that, please?

请告诉我怎么拼好吗？


G:
 C, A, double R, U, T, H, E, R, S.

C, A，两个R, U, T, H, E, R, S。




C:
 Mr. Carruthers. May I have your phone number, please?

凯鲁瑟斯先生，请给我您的电话号码好吗？


G:
 Yes, the number is 06-321-2345.

好的，号码是06-321-2345。




C:
 06-321-2345. Is this your home phone number?

06-321-2345。这是您家里的电话号码吗？


G:
 Yes, it is.

是的。




C:
 What time do you expect to arrive, Sir?

先生，您预计什么时候抵达？


G:
 Oh, around 5 p.m. I suppose.

嗯，我想是下午5点左右吧。




C:
 I'd like to confirm your reservation. A twin room for Mr. and Mrs. Carruthers at HK $1500 per night for nights from October 15 to 17. We look forward to serving you.

我要再确定一下您的预订。凯鲁瑟斯夫妇要一间两个单人床的双人房间，每晚1500元港币，从10月15日到17日三晚。期待能为您服务。

二、团体预订

C＝Clerk （前台职员）　G＝Guest（宾客）


C:
 Good afternoon, reservation. May I help you?

下午好，客房预订部。能为您效劳吗？


G:
 Good afternoon. I'm calling from ABC Company. I'd like to know if you have rooms available for the nights from May 5th to May 10th. We are going to have business conference.

下午好，我是ABC公司的。请问5月5日到5月10日期间你们酒店有空房间吗？我们要开个业务会议。




C:
 May I ask how many people will be in your party?

请问有多少位客人？


G:
 16 persons.

一共16人。




C:
 What kind of room would you like?

您要订何种客房呢？


G:
 Double rooms with twin beds.

要有两张床位的双人房。




C:
 A moment please, Sir. Yes, I can confirm 8 rooms for those days.

请稍等，先生。我可以确认我们在那段时间有8套客房。


G:
 Thank you. Is there a special rate for group reservation?

谢谢！请问对团体预订有优惠吗？




C:
 Yes, there is a 10 percent discount.

是的，可以打九折。


G:
 That is fine.

很好。




C:
 By the way, how will you be settling the account, please?

顺便问一下，您打算如何支付？


G:
 The company will cover all the expenses and we'll send you a cheque soon.

公司将支付所有费用。我们很快寄送你们支票。




C:
 Thank you, Sir! Anything else?

谢谢您，先生！还有其他需要吗？


G:
 Have you got a meeting room for 16 persons?

你们有容纳16人的会议室吗？




C:
 Yes, Sir. We have a very nice meeting room for that. Shall I keep it for you for that period?

是的，先生。我们酒店正好有这么一个会议室。这期间要给您保留吗？


G:
 That's great. Thank you and goodbye.

太好了，谢谢，再见。




C:
 We look forward to your arrival. Goodbye.

恭候您的光临。再见。

三、客房预订（海外）

C＝Clerk （前台职员）　G＝Guest（宾客）


C:
 May I have your airline and flight number, please?

请告诉我您搭乘的航空公司以及航班号码好吗？


G:
 Pan American Flight 666 departing from New York on May 8.

5月8日由纽约起飞的泛美666次班机。




C:
 May I know your arrival time at Beijing International Airport, sir?

先生，能告诉我您抵达北京国际机场的时间吗？


G:
 Yea, it's 3 p.m. local time.

是当地时间下午3点。




C:
 You will be arriving at 3 p.m. local time on May 9 on Pan American Flight 666 from New York?

您将搭乘由纽约起飞的泛美666次班机，于5月9日本地时间下午3点到达？


G:
 That's it.

就是这样。




C:
 Where can we contact you in Hong Kong?

在香港我们可以通过哪个单位与您联系？


G:
 Well, care of my Hong Kong agent, Lihua Trading Company. The phone number is (06) 2036851.

哦，可以由我的香港代理商丽华贸易公司转告我。电话号码是(06) 2036851。




C:
 Thank you, Sir. We look forward to serving you. Have a safe trip.

谢谢您，先生。我们期待能为您服务。祝您旅途平安。

知识加油站



用英语预订房间的小技巧

你能用英语订酒店房间吗？知道如何预订客房服务吗？掌握如下酒店英语指南让你的假期更充实。

Check-in desk

客人到达酒店后登记入住的地方。也是付账单及check-out（离开酒店）的地方。

Reservation

如果没有reservation，你可以问Do you have any rooms available for tonight? 以找出是否有合适的房间。

Single or double room

在大多数的酒店你都可以选择不同类型的房间，例如double room （双人房），single room （单人房）或是suite （一套相互连接的客房）。接待小姐会这样问你的喜好What kind of room would you prefer?

Facilities

为了客人住得方便舒服而提供的设施，就像健身房、游泳池或美容院。

Services

类似于facilities，但是由人提供的服务。洗衣服是laundry service，照看孩子是babysitting service。

Restaurant or room service

大多数的酒店都有catering facilities 提供食物和饮料，例如restaurant （提供三餐），bar （主要提供饮料）或是room service（三餐可以送到你的房间）。

Room features

为了客人的方便在每间客房提供的服务。例如想要小吃和饮料，就可以使用mini-bar，要打国际电话就用International direct dial telephone。

Business Center

许多酒店还向商务人士提供business center, 帮助复印、发传真、发电子邮件和其他的商业服务。

Airport transfer

这种服务是指酒店提供的从机场往返酒店的交通工具。酒店还可能提供shuttle service（班车服务）带客人去中心购物区或游览名胜。

Accommodation

酒店的accommodation（食宿）种类有很多。年轻一点的有预算的游客可以住youth hostel，而B and B's （Bed and Breakfasts）在家中提供住宿和三餐。如果要找豪华的有许多设施的酒店，那可以选resort或five-star hotel。
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 Key Words——脱贫词库

1．门厅设施
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2．服务人员
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 Key Sentences——从普通到优秀必备黄金句

1．接待来宾


1．
 Welcome to World Trade Hotel. I'm..., what should I call you, please?

欢迎光临国贸大饭店。我是……，请问我该怎么称呼您呢？


2．
 Good morning / afternoon / evening, Sir / Madam. What can I do for you?

先生／女士，你好！请问我能为您做点什么？


3．
 My name is..., is there anything else I can do for you, just let me know.

我叫……，如果需要我为您做些什么，请告诉我。


4．
 If you have any problems, please feel free to contact us.

如果你有任何需要，请随时联系我们。


5．
 Have you make a reservation? / Have you booked the room? / Are you the vip?

请问有预订吗？/请问您是会员吗？


6．
 What kind of room would you like?

请问您需要什么类型的房间？


7．
 Sorry, I don't quite understand.

对不起，我不是很明白。


8．
 I'm afraid we've fully booked for that time.

抱歉，我们那个时段已给订满了。


9．
 It's the hot / peak / busy season, you know?

这是酒店业的旺季。


10．
 Excuse me, How to spell it, please?

打扰一下，您能拼写一下您的名字吗？


11．
 We can only keep your table / room till …

我们只能保留您的房间到……

2．指路


1．
 Let me show you to your room, this way please.

让我带您到房间，这边请。


2．
 Walk straight ahead.

一直往前走。


3．
 Turn left / right.

往左／右转。


4．
 Go upstairs / downstairs.

上／下楼。


5．
 Take the lift to the third floor.

乘电梯到三楼。


6．
 The lifts are in the lobby near the main entrance.

电梯间在大厅靠大门处。


7．
 The bellman will show you the way to the banquet hall.

大堂服务员将领您去宴会厅。


8．
 There is a washroom at the end of the corridor.

洗手间在走廊尽头。


9．
 The post and cable service is opposite the bar.

邮电所在酒吧对面。


10．
 The bank is next to the shop.

银行在小卖部隔壁。
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 Warm Up——Situation Dialogues

一、预订客房

C＝Clerk （前台职员）　G＝Guest （宾客）


C:
 Good afternoon. Can I help you?

下午好，我能为您提供什么帮助吗？


G:
 Yes, I'd like to book a single room for Sunday next week.

在下周日我想预订一个单人间。




C:
 That's fine, sir. A single room for Sunday, November12th.

好的，先生。11月12日（周日），一个单人间。


G:
 What is the rate, please?

请问价格如何？




C:
 The current rate is $120 per night.

120美元每晚。


G:
 OK. I'll take it.

好的，我预订了。




C:
 Very good. Could you tell me your name, sir, please?

好的，请问先生您的名字？


G:
 Yes, it is Smith.

史密斯。




C:
 How long will you be staying?

请问您打算住几天？


G:
 I'll be leaving Monday morning.

我准备周一早上离开。




C:
 Thank you very much, and we look forward to seeing you next Sunday.

谢谢您的预订，期望下周日能见到您。


G:
 Good. That's all settled then. Goodbye.

恩，那一切搞定了，再见。




C:
 Goodbye.

再见。

二、入住酒店

C＝Clerk （前台职员）　G＝Guest （宾客）


C:
 Good afternoon. Can I help you?

下午好，我能为您提供什么帮助吗？


G:
 Yes, I'd like to check in and I have had a reservation before.

我之前已经预订了，现在想要入住贵酒店。




C:
 Certainly. Can I have the name, please?

当然可以，能告诉我您的姓名吗？


G:
 My name is Smith.

史密斯。




C:
 Ok, your room is 505 on the fifth floor. Follow me, please.

好的。您的房间号码是五层的505号房。请跟我走吧。


G:
 This is your room. How do you find it?

这是您的房间，您觉得怎样？




C:
 Oh, I like it very much.

嗯，我很喜欢。


G:
 I hope you will enjoy your stay in Hangzhou.

希望您在杭州过的愉快。




C:
 Sure I will. By the way, How about breakfast in your hotel?

我会的。顺便问一下，酒店的早餐是怎样安排的？


G:
 Breakfast is served between 6:30 a.m. and 9 a.m.. If there's nothing else, I think I must leave now.

早餐是早晨6点30到9点，那如果没有其他事情，我就下去了。




C:
 Thank you for all you have done.

谢谢你。


G:
 It's my pleasure.

这是我的荣幸。

知识加油站



1．酒店服务英语中，最常用的一般疑问句句型有：

(1) May I...?“我可以……吗？”，用于自己想做什么事情的时候。如：

May I know your name, please? 请问贵姓？

May I have your check-out time, please?

请问您什么时候结账退宿？

(2) Could you...?“您可以……吗？”，用于对客人提出请求的时候。如：

Could you fill out the form, please? 请您填写这张表格好吗？

Could you hold the line, please? 请不要挂断电话好吗？

(3) Would you...?“您愿意……吗？”，用于询问客人意愿。如：

Would you like tea or coffee? 您要茶还是咖啡？

Would you mind (doing something)? 您介意……吗？

(4) Shall I...?“要我……吗？”，用于给客人提供意见或服务的情况。如：

Shall I call a bellman? 要我叫服务员来吗？

Shall I bring you a knife and fork? 要我拿一副刀叉来吗？

2．在服务英语中，应尽量避免使用俚语。因为俚语是地方性的语言，未必人人明白，而且给人不庄重的感觉，似乎过于随意。例如不要说“OK”，“Yeah”, 而用“Certainly”，“Very well, Sir.”等。如果要表示不同意对方的观点，或者要拒绝对方，最好不要直接说“NO”，而用“I'm afraid that...”。如：

I'm afraid we are fully booked for next week.

恐怕我们下周预订满了。

I'm afraid that we can't hold your room without an advanced deposit. 由于您没有预付押金，我们恐怕不能保留您的房间。

3．若听不明白客人的英语，可以礼貌地请对方再说一次，如：“I beg your pardon.”，“Pardon me?”，“Sorry, I don't understand. Could you please repeat that?”，而不要假装明白。若不肯定对方的意思，可与客人确认自己的理解：“Do you mean that...”若实在不明白，可以求助于英语较好的人，如：

Just a moment, please. I'll get you the GRO.

（请您等一会儿，我去给您找顾客关系代表来。）
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 Key Words——脱贫词库

1．接待用语
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2．相关材料
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 Key Sentences——从普通到优秀必备黄金句

1．接待


1．
 Welcome to our hotel.

欢迎光临。


2．
 So you have got altogether four pieces of baggage?

您一共带了4件行李，是不是？


3．
 Let me have a check again.

让我再看一下。


4．
 The Reception Desk is straight ahead.

接待处就在前面。


5．
 After you, please.

你先请。


6．
 Please have a seat for a while. I'll help you with the check-in procedure.

请在那边稍坐一会儿，我将会为您办理入住手续。

2．办理入住手续


1．
 Would you please give me your passport or ID card and credit card? I'll help you to fill in the form.

请把您的护照或身份证以及信用卡交给我，我帮您填表格。


2．
 How many nights will you stay this time?

这次入住您会住多少天？


3．
 Which room would you like? we have these kinds of rooms...

您是要哪种房间？我们有以下种类的房间……


4．
 Excuse me, Sir / Madam. How would you like to pay the deposit, cash or credit card (together or separately)?

先生／女士，不好意思，打搅一下。请问您是要怎么付押金？付现金还是刷卡（分开付还是一起付）呢？


5．
 Here is your room key and the breakfast coupon. Would you please sign here?

这是您的房卡和早餐券。请您在这里签个名好吗？


6．
 Here are your passport and the credit card. You can go up to the room now. I hope you enjoy your stay with us.

这是您的护照和信用卡。现在您可以去房间了。希望您在这里住得愉快。

[image: alt]
 Warm Up——Situation Dialogues

一、已预订房间

C＝Clerk （前台职员）　G＝Guest（宾客）


C:
 Good morning, sir. Welcome to our hotel. May I help you?

早上好，先生。欢迎光临。我能为您做点什么吗？


G:
 Yes. I booked a room one week ago.

是的，我一周前订过一个房间。




C:
 May I have your name please, sir?

请问您的名字，先生？


G:
 John Smith.

约翰·史密斯。




C:
 Just a moment, sir. While I look through out list. Yes, We do have a reservation for you, Mr. Smith. A city view single room with bath. You've paid 2000 Yuan RMB as a deposit. Is that correct?

稍等，先生。我看一下我们的订单。是的，我们有一个您的订单，史密斯先生。一个带浴室的城市全景房。您已经支付了2000元的订金。对吗？


G:
 That's it.

是的。




C:
 Would you please fill in this registration card, sir?

请您填一下这张登记单好吗？


G:
 Sure. Here you are. I think I've filled in everything correctly.

好的。给。我认为我都填好了。




C:
 Let me see…Name, address, nationality, forwarding address, passport number, signature and date of departure. Oh, here, sir. You forget to fill in the date of departure. May I fill it in for you? You are leaving on…

我来看一下……姓名，地址，国籍，转寄地址，护照号码，签名和离店日期。哦，这儿，先生。您忘记填写您的离店日期了。我帮您填上好吗？您将在……离店？


G:
 October 24.

10月24号。




C:
 May I see your passport, please? Thank you, sir. Now everything is in order. Your room number is 1107. It's on the 11th floor and your room rate is 500 RMB per night. Here is your key card with all the information on your booking, the hotel services and the hotel rules and regulations on it. Please make sure that you have it with you all the time. You need to show it when you sign for your meals and drinks in the restaurants and the bars.

请问我能看一下您的护照吗？谢谢您先生。现在一切都好了。您的房间号码是1107。在11层，您的房费是每晚500元人民币。这儿是您的钥匙卡，上面有您的一切订房信息，宾馆服务项目和宾馆的规定。请您随身携带。当您在餐厅吃饭或者酒吧饮酒签单的时候您需要出示它。


G:
 Yes, I'll keep it with care, thank you.

好的，我会小心携带的，谢谢。




C:
 I hope you enjoy your stay with us.

希望您在我们这儿住得开心。

二、预订房间

C＝Clerk （前台职员）　G＝Guest（宾客）


C:
 Good morning, madam. Can I help you?

早上好，夫人。有什么可以帮您的吗？


G:
 Good morning, I want a single room, please.

早上好。我想要一间单人房。




C:
 Have you made a reservation?

您提前预订了吗？


G:
 No, I haven't.

没有，我没有预订。




C:
 How long do you want to stay?

您要住多久呢？


G:
 Three days.

三天。




C:
 I'll see what we have, madam. Oh, yes. I can offer you a room on the eighth floor.

我看一下我们还有什么样的房间，夫人。哦，我们可以提供一间第八层的房间。


G:
 Fine.

好的。




C:
 May I see your passport?

我能看一下您的护照吗？


G:
 Of course. Here you are.

当然。给你。




C:
 Thank you. Madam. Could you fill in this form, please?

谢谢您，夫人。请您填一下这张表格好吗？


G:
 Yes. Here it is.

好的，填好了。




C:
 Thank you, here is your key. It's Room 808 on the eighth floor.

谢谢，给您房间的钥匙。8层808房间。


G:
 Thank you very much. Good night.

非常感谢。晚安。

知识加油站



精品酒店

在酒店业，随着个性消费理念的发展，消费者已经越来越不满足于千篇一律的连锁酒店了，精品酒店正成为酒店行业的新军。精品酒店的客人想要的不只是有一张舒服的床这么简单，他们希望酒店本身新奇有趣。

跟传统的标准化酒店不同，精品酒店（boutique hotel），也叫生活时尚酒店（lifestyle hotel）或设计师酒店（designer hotel），内设各种不同等级的奢侈设施。精品酒店的布置通常独特亲切，给旅客探究当地文化的机会。

精品酒店的设计一般个性十足，文化气息浓。同时，精品酒店规模小，客房少，因此可能实现一对一的管家式服务（butler service），这也是部分高级精品酒店价格昂贵的原因所在。这种酒店面向的群体一般都是年龄在25-55岁之间的中高收入人群（middle to upper income people）。
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 Key Words——脱贫词库

1．登记材料
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2．个人信息
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3．房间用品
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 Key Sentences——从普通到优秀必备黄金句

1．信息登记


1．
 Could you fill in this form, please?

请填写这份表格。


2．
 Could you sign your name, please?

请签上您的姓名。


3．
 Give me your passport, please. We need it for registration.

请把护照给我，我们登记时需要。


4．
 Have you got any identification?

你有任何有效的身份证明吗？


5．
 Would you please complete this registration form?

请您填写这张登记表，好吗？


6．
 What's your occupation, please?

请问您的职业？


7．
 What's your nationality, please?

请问您的国籍？


8．
 What's your address in your native country, please?

请问您在本国的住址？


9．
 May I see your passport, please?

请把护照给我。

2．房间安排


1．
 Your room number is 246 on the second floor.

您的房间是二楼的246室。


2．
 Number 246 is an air-conditioned room with a private bath.

246号是带空调和浴室的房间。


3．
 Here's your key card.

这是您的钥匙牌。


4．
 Here's your key to Room 246.

这是您246号房间的钥匙。


5．
 I'll get the porter to take your luggage up.

我会叫行李员把您的行李搬上去。


6．
 The porter here will take your luggage and show you the way.

这里的行李员会为您提行李，并为您带路。
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 Warm Up——Situation Dialogues

一、预订后入住

R＝Receptionist （接待员）　G＝Guest （宾客）


R:
 Good afternoon, Can I help you?

下午好，我能为您提供什么帮助吗？


G:
 Yes, I'd like to check in and I have had a reservation before.

我之前已经预订了，现在想要入住贵酒店。




R:
 Certainly. Can I have the name, please?

当然可以，能告诉我姓名吗？


G:
 My name is White.

怀特。




R:
 Ok, your room is 203 on the second floor. Follow me, please.

好的。您的房间号码是二层的203间。跟我走吧。


R:
 This is your room. How do you find it?

这是您的房间，您觉得怎样？


G:
 Oh, I like it very much.

嗯，我很喜欢。




R:
 I hope you will enjoy your stay in Hongkong.

希望您在香港过得愉快。


G:
 Sure I will. By the way, When can I have breakfast?

我会的。顺便问一下，几点可以吃早餐。




R:
 Breakfast is served between 6:30 a.m. and 9:00 a.m..

早餐是早晨6点30到9点。


G:
 Thank you.

谢谢。




R:
 It's my pleasure.

这是我的荣幸。

二、登记入住

R＝Receptionist （接待员）　G＝Guest （宾客）


G:
 I want a double room with a bath. How much do you charge for a day?

我想订一个带浴室的双人间。每天的房价是多少呢？


R:
 It is a hundred yuan a day including heating fee but excluding service charge.

每天100元，包括取暖费但不包括服务费。




G:
 It's quite reasonable.

价格挺合理。


R:
 How long do you intend to stay in our hotel?

请问您要住多久？




G:
 I shall leave in a fortnight (half a month).

我要住两周（半个月）。


R:
 Have you got through with the check-in procedure?

您已经办好入住手续了吗？




G:
 Oh, yes, I'm going to fill in the form of registration right now. Can I book a single room for my friend beforehand as he will arrive in Shanghai tomorrow morning?

是的，我现在正要填入住登记表。我能提前为我朋友订一个单人间吗？他明天上午就要到上海了。


R:
 Sure. Here is the form for reservations. Would you mind filling in this form and pay a hundred yuan in advance for him?

当然可以了，这是预订表格。请您为他填写一下，您还要为他提前预交100元押金。




G:
 All right. This is one hundred yuan to pay for my reservation.

好的。给你预订房间的100元。


R:
 Thank you. This is a receipt for advance payment. Please keep it.

谢谢。这是押金收据。请您收好。

知识加油站



英语国家人们相互间的称呼

英语国家人们相互间的称呼，和我国的习惯相差很大，值得我们研究一下，以免在交往接触中使用不当。

对于几个或更多的成年男子，可尊称他们为gentlemen，意为“先生们”。对于一位不知名的男子，可称为gentleman或sir，但不宜单独用mister称呼他，因为这是小孩子或较低微的人的口吻。对于已知其姓氏的男子，可在他的姓（family name）前冠以Mr.，如Mr. Smith，但不要在他的名前冠以Mr. 比如说Gregory Wood和Milo Weaver两个人.在初认识时可互称Mr. Weaver和Mr. Wood，在比较熟识后，可互称对方的名（first name），即Gregory（或Greg）和Milo.

按英语国家的习惯，妇女结婚后都使用丈夫的姓。一个已婚妇女的全名是以自己的first name加上丈夫的family name。比如说Jane Brown与Greg Wood结婚后，她便成为Jane Wood，而Jane Brown便成为她“未嫁时的名字”（maiden name），很少使用。她在未嫁时被称为Miss Brown，嫁后便被称为Mrs.Wood。Mrs. 从不脱离姓名单独使用。对于熟悉的人，不论婚前婚后都只称名（first name）就可以。

Jane和Greg在一起可称为the Woods，意为”伍德两口子”。由于妇女结婚后有改随夫姓的问题，故当一个女子说：“I would rather not change my name now”她的意思是还不想结婚。一般情况下，夫妻互相以名字相称，互称darling、dear、dearie的也不少，还有夫称妻为honey或sweet heart的。在对第三者谈自己的丈夫或妻子时，视和第三者熟悉的程度，可以说Mr.Wood (Mrs. Wood)、My husband (My wife)或Greg (Jane)，前两种说法比较正式，用于较不熟悉的人。如果妻子对丈夫忽然严肃地叫Mr. Wood，或甚至说My dear Mr. Wood，这就说明她生气了，或者她要认真地谈清什么问题.气氛就比较紧张了。

父母常以爱称来叫自己的孩子，亲友互相称呼其孩子时也一样。这有如我国孩子的小名，但这种爱称是有规律的。如John—Johnny—Jack, William—Will—Bill, Robert—Bob, Ronald—Ron, Reginald—Reggie—Reg, Simon—Sim, Samuel—Sam, Margaret—Mag, Patricia—Pat, Judith—Judy, Elizabeth—Lizzy—Liz等等。孩子很小时，称父母为Daddy、Mummy，到稍大，改为Dad和Mum(Mom)。再大时，也有改口叫Father、Mother的。过去有用Papa、Mama的，现在较少了。

同辈孩子间一般是互相直呼其名，并用爱称，不像我国，弟妹不能称兄姐之名，或互相在名下缀以“哥、姐、弟、妹”之类，更没有用排行来代替人名的。英语中的big brother只有“哥哥”的意思，不是说排行第一。

孩子称呼别的孩子的父母，一般客气地称为Mr. Wood、Mrs.Wood等等。如很熟悉时，可学自己父母的样称呼Jane、Greg，尤其是孩子已长大而叔叔阿姨还不显老时，更是如此。两家关系极密切，交往年代又较长远时，称Uncle Greg、Aunt Jane的可能性也存在。

美国有个习惯，就是年纪稍大的男子称年轻的男子为son，以表示亲切。这常见于长辈与晚辈，职务上高一级与低一级者（如军队里、铁路上等），以及老手与新手之间。有时不免有点“倚老卖老”的味道，但决无骂人之意，因为在英语国家.并不以当人家老子为占便宜。

最后，我国那种“王工程师”、“李书记”、“刘老师”的说法，不能直译成英语。只有医生以及有军衔的人，可以说Doctor Thurber, Colonel Bates等。此外，也有President Ford、Senator Wagner、Mayor Phillips、Professor Hood等，以示尊敬。
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 Key Words——脱贫词库

1．部门成员
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2．部门机构
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3．部门设施
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 Key Sentences——从普通到优秀必备黄金句

1．取送行李


1．
 Are these your baggage?

这些是您的行李吗？


2．
 Is this everything, sir?

这是全部东西吗，先生？


3．
 May I take them for you? / Let me help you with your luggage.

我来帮您拿好吗？ / 让我来帮您拿行李吧。


4．
 I hope I'm not disturbing you.

我希望没有打扰您。


5．
 Just a moment, madam. I'll bring them to you right away.

等一会儿，夫人。我马上送来。


6．
 The bellboy will show you to your room, sir.

先生，行李员会送您到房间的。


7．
 You may leave your luggage in the concierge.

您可以把行李放在礼宾部。


8．
 Would you like to check your luggage here?

您要在这里寄存行李吗？


9．
 Don't worry, your luggage will be sent up at once.

别担心，您的行李很快就会送上去的。


10．
 When you check out, please call 6849 and we'll help you with your luggage immediately.

如果您要退房，请致电6849，我们将马上帮您运送行李。


11．
 I'll send the luggage up by another lift.

我乘另一部电梯把行李送上去。


12．
 Do you mind if I put your luggage here?

我把您的行李放在这里好吗？

2．安排房间


1．
 Please sign your name here.

请您在这里签名。


2．
 Here is your room key.

给您房间钥匙。


3．
 This way, please.

这边请。


4．
 After you, please. / You first, please.

你先请。


5．
 Here we are, sir, room 1101.

先生，1101房到了。

3．提供服务


1．
 May I know your room number? / What's your room number, please?

您能告诉我您的房间号吗？


2．
 May I have a look at your room card?

我可以看一下您的房卡吗？


3．
 Would you like me to call a taxi for you?

你需要我为你叫一辆出租车吗？


4．
 It's about 20 minutes by taxi from here to the airport.

从这里到机场大概需要20分钟。


5．
 I'm sorry to have kept you waiting for such a long time.

对不起让你久等了。


6．
 Would you please tell me your phone number?

您能告诉我您的电话号码吗？


7．
 Is there anything else I can do for you?

还有什么事我能帮您做吗？


8．
 I see what you mean.

我了解你的意思。
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 Warm Up——Situation Dialogues

一、客人在门口时

D＝Doorman （门童）　G＝Guest （宾客）


D:
 Good evening, sir. Welcome to our hotel.

晚上好。欢迎光临！


G:
 Good evening.

晚上好。




D:
 Excuse me, sir. So you have got altogether four pieces of luggage?

对不起，先生，您一共带了4件行李是吗？


G:
 Yes.

是的。




D:
 Ok. Leave it to me, sir. I'll take care of your luggage.

好的，让我帮您拿吧，我会照看好行李的。


G:
 Thank you.

谢谢。




D:
 Not at all. The Reception Desk is straight ahead. This way, please.

不客气，先生。总台就在前面，这边请。

二、带领客人到房间

B＝Bellboy （行李员）　G＝Guest （宾客）


B:
 Is this everything, sir?

这是全部的行李吗，先生？


G:
 Yes, that's everything.

是的。




B:
 Ok, May I have a look at your room card?

能不能让我看下您的房卡？


G:
 Oh, yes. It's 1101.

噢，好的。我住1101房。




B:
 I see. Now please follow me. I'll show you to your room.

好的。请跟我来，现在我带您去您的房间。


G:
 Where is the western restaurant?

西餐厅在哪呢？




B:
 Oh, it's on the first floor. Get out the lift and turn right, sir.

在一楼，先生。出电梯右转就到了。


G:
 When will it open?

什么时候开呢？




B:
 The service time is 10:00 a.m. To 10:00 p.m..

营业时间是早上10点到晚上10点。


G:
 OK.

好。




B:
 Here we are, sir. Room 1101. Let me help you open the door.

我们到了先生，1101房。让我帮您开门吧。

三、门开后

B＝Bellboy （行李员）　G＝Guest （宾客）


B:
 You first, sir. Do you mind if I put your luggage here?

您先请先生，我把您的行李放在这里好吗？


G:
 It's OK, Thank you very much.

好的，非常感谢。




B:
 That's my job. How do you like this room?

这是我们工作。房间如何呢先生？


G:
 It's very cozy. I like it very much.

非常舒适，我很喜欢。




B:
 Right, is there anything else I can do for you?

还有其他需要吗？


G:
 No, Thank you.

没了，谢谢。




B:
 OK, good night.

不客气。晚安。

知识加油站



酒店礼宾待客服务的十条黄金准则

1．整洁的仪容仪表 / Look Neat and Well Groomed

专业的服务从员工的仪表开始。整洁的服饰、仪表，这正表示酒店重视宾客、提供专业化的服务。

2．给宾客直接的关注 / Give the Guest Immediate Attention

给宾客直接的关注。在某种情况下，你可能不能立即接待宾客，但绝对不要对客人不理不睬，因为这会令人感觉其不受重视。在这种情况下，可以用通过打招呼、眼神或者其他方式让客人知道你暂时不能接待他。这样可以消除客人因为等待而产生的不愉快。

3．良好的精神面貌 / Good Mental Outlook

不要展示缺乏信心的精神面貌。这会直接影响到其他员工的精神面貌，同样的，这也会令宾客感觉你并不尊敬他，而导致宾客认为酒店的服务水准并不专业。所以，良好的精神面貌在工作中对酒店员工和宾客都起着很大的作用。

4．给客人真挚和微笑的问候 / Great the Guest Warmly and With a Smile

给客人真挚和微笑的问候，这正取决于你的面部表情和眼睛。向宾客问候时，有动作但却一言不发，会令宾客感到不自在或者认为你根本不重视他；若无面部表情，则更可能会令宾客感到自己不受欢迎。相反的，若能做到给宾客一个真挚和微笑的问候，可以让宾客感觉到温馨和周到。

5．仔细聆听 / Listen Carefully

在和宾客交谈的过程中，仔细的聆听。这不但可以使你准确地明白客人的意思，更能够了解客人的心情，从而提供更加优质的服务。

6．保持眼神接触 / Maintain Eye Contact

在和宾客交谈的过程中，保持和宾客的眼神接触，这不但有助于沟通，更能够使客人感觉到你诚心想帮助他，这样即使最后无法满足宾客要求，他也不会太在意。

7．使用宾客姓氏 / Use the Guest's Lost Name

通过各种方式知道客人的姓名后，不要再称呼先生或女士，可加上客人的姓氏。因为宾客总是乐意接受你使用其姓氏称呼，这样可以使宾客感觉自己受到关注。

8．保护宾客隐私 / Protect the Guest's Privacy

总是谨慎的谈及宾客各种信息，在未得到客人允许的情况下，是绝对不允许泄漏宾客的个人信息的。因为这可能给客人带来各种各样的麻烦，甚至可能会间接或直接导致客人的损失。

9．总是提供额外帮助 / Always Offer Additional Assistance

在满足宾客的需求后，总是询问是否还需要其他帮助。这更够使客人感觉你很乐意为其服务。

10．总是设法满足宾客要求 / Always Try to Satisfy the Guest's Requests

当宾客提出酒店无法满足的要求（不触犯法律或涉及各种道德问题并存在可能性满足的要求）时，不要直接拒绝宾客，应先尽可能地帮助客人。即使最终无法满足客人，也可让宾客感受到酒店已在尽力地帮助他了。
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 Key Words——脱贫词库

1．场所
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2．信息
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3．娱乐内容
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 Key Sentences——从普通到优秀必备黄金句

1．娱乐问讯


1．
 Is there any place in the hotel where we can amuse ourselves?

酒店里有娱乐场所吗？


2．
 If you want to take a walk, you can go to the garden.

如果您想散步，可以去花园。


3．
 There is a recreation center on the ground floor.

在一楼有个娱乐中心。


4．
 You can play billiards, table tennis, bridge, and go bowling.

您可以去打台球、乒乓球、桥牌和保龄球。


5．
 Is there a place where we can listen to some music?

有听音乐的地方吗？


6．
 There is a music teahouse where you can enjoy both classical music and modern music, while having some Chinese tea or other soft drinks.

有个音乐茶座，您可以一边欣赏古典音乐和现代音乐，一边品尝中国茶和软饮料。


7．
 Would you please tell me the daily service hours of the dining room?

请告诉我餐厅每天的服务时间，好吗？


8．
 From 7:00 a.m. till 10:00 p.m..

从早上七点一直到晚上十点。


9．
 When will the bar and cafe open?

酒吧和咖啡馆什么时间开放？


10．
 From 3:00 p.m. till midnight.

从下午三点到午夜。


11．
 Does the guest house offer any other service?

宾馆里还有哪些服务项目？


12．
 We have a beauty parlor, a laundry, a store, post and fax services, a newspaper stand, a billiard, table tennis, video games and so on.

我们有美容院、洗衣房、商店、邮电服务、报刊供应柜、弹子房、乒乓球和电子游戏等。

2．服务问讯


1．
 Where can I have my laundry done?

请问我去哪里洗衣服呢？


2．
 I'm looking for a man whose name is John.

我在寻找一位叫约翰的男士。


3．
 Could you tell me his room number, please?

请问他的房间号码是多少？


4．
 By the way, please show me where the lift is?

顺便请告诉我电梯在什么地方？


5．
 I need some information about touring Hangzhou.

我想了解关于游览杭州的信息。


6．
 There are two trains going to Hangzhou every morning, No.49 and No.79.

每天早晨有两列火车到杭州，49次列车和79次列车。


7．
 What time does this train leave?

这列火车什么时间发车？


8．
 Could you get me two tickets for tomorrow?

你能否卖给我两张明天的车票？


9．
 I'm looking for a friend, Mr.Brown. Could you tell me if he is in the hotel?

我在找一位朋友，布朗先生。你能告诉我他是不是住在这个饭店吗？
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 Warm Up——Situation Dialogues

一、信息问讯

R＝Receptionist （接待员）　G＝Guest （宾客）


G:
 Is there any place in the hotel where we can amuse ourselves?

旅馆里有什么娱乐场所吗？


R:
 If you want to take a walk, you can go to the garden.

如果你想散步，可以去花园。




G:
 That sounds good. But is there the only place to go?

听起来不错，是唯一的去处吗？


R:
 No, sir. There is a recreation centre on the ground floor. You can play billiards, table tennis, bridge, and go bowling.

不，先生。在一楼有一个娱乐中心，你可以打台球、乒乓球、桥牌和保龄球。




G:
 Is there a place where we can listen to some music?

有一个我们可以听一些音乐的地方吗？


R:
 Yes, sir. There is a music teahouse where you can enjoy both classical music and modern music, while having some Chinese tea or other soft drinks.

是的，先生。有一个音乐茶座，您可以在那里一边欣赏古典音乐和现代音乐，一边品中国茶或喝软饮料。




G:
 Oh, great! Thank you very much.

哦，太好了！非常感谢你。


R:
 It's a pleasure.

不客气。

二、酒店信息介绍

R＝Receptionist （接待员）　G＝Guest （宾客）


G:
 Would you please tell me the daily service hours of the dining room?

您能告诉我餐厅每天的服务时间吗？


R:
 Certainly. From 7:00 a. m. till 10:00 p.m..

当然可以。从早上7点到晚上10点。




G:
 When will the bar and cafe open?

酒吧和咖啡厅什么时候营业呢？


R:
 From 3:00 p.m. till midnight.

从下午3点一直到午夜。




G:
 Does the guest house offer any other service?

宾馆还提供其他服务吗？


R:
 Oh, we have a barber shop, a laundry, a store, post services, a newspaper stand, a billiard, table tennis, video games and so on.

哦，我们有美容院、干洗店、商店、邮电服务、报刊供应柜、弹子房、乒乓球和电子游戏等。




G:
 It's jolly good!

真的很不错。


R:
 You may have your shopping and amusements there.

您可以在那儿购物娱乐。




G:
 Thank you for your concern. Can I get a tourist map in the hotel?

谢谢你，在宾馆我能买到游览地图吗？


R:
 Yes, you may go to the lobby and buy it from the newspaper stand there. With the map, you can find your way around.

可以，你可以去走廊那儿的报刊亭买一份。有了地图您就可以熟悉周围的路了。




G:
 Good. And where can I have my laundry done?

好。那我去哪里洗衣服呢？


R:
 There's a plastic bag in the bathroom. Just put your laundry in it. It will be picked up after I make the bed every morning. Here is the room key.

洗漱间有个塑料袋，您只要把您要洗的衣物放在里面就行了。每天整理完床铺后我就会把它们取走。这是您房间的钥匙。




G:
 Should I keep the key with me?

我要随身带着钥匙吗？


R:
 At the service counter, there are attendants on duty all day. Please leave the key with the service counter when you go out.

我们服务台每天都有服务生值班。您外出的时候可以把房间钥匙留在服务台。




G:
 Yes, I know. Thanks.

好，我知道了。谢谢。


R:
 And then, you might keep your valuables: diamonds, necklace, earrings, etc., in the vault of the guest house.

另外，您可以把您的贵重物品如钻石、项链、耳环等存在客房的保险柜。




G:
 You offer very good service in this guest house. Thank you a lot.

你们提供了很好的客房服务，非常感谢。


R:
 Thank you, Mr. Taylor. I hope you enjoy staying here. In the meantime, the hot water supply in this guest house is from 6:00 a.m. to 12:00 p.m.

谢谢，泰勒先生。我希望您在这儿过的愉快，另外客房开水供应时间是早上6点至晚上12点。




G:
 Oh, that sounds good. I feel like taking a bath right now. I'm used to having a bath at 9 o'clock every morning.

哦，那很不错。我现在想冲个澡。我习惯早上九点钟的时候冲澡。


R:
 If you please. In the bathroom, everything has already been prepared, such as toilet soaps, towels, bathing towels, bathrobes, slippers, toilet paper, shampoo, combs, brushes, shavers, and bathing caps.

请吧，浴室里所有洗浴用品都准备好了，如肥皂、毛巾、浴巾、浴衣、拖鞋、手纸、洗发液、梳子、牙刷、剃须刀和浴帽。




G:
 Thank you for your information.

谢谢你提供的信息。

知识加油站



酒店前厅部问讯处操作流程

1．岗位职责

负责客人的问询，查询处理客人信件物品，接待访客留言，掌管客房钥匙。

2．服务项目和设备

（1）服务：问询、咨询、代客联络、代客订餐、找人会客、代言留言、钥匙保管、邮件处理等。

（2）设备：世界地图、中国地图、航空交通图、世界各国主要城市时刻表、电脑查询机、钥匙保管架、电话号码簿、客史档案架、名片册、卡片盒。

3．业务要求

（1）能流利使用一门以上外语进行服务接待，回答询问。

（2）熟悉酒店服务设施及特色；掌握当地主要餐馆、康乐场所和购物中心的营业时间、交通情况、电话号码；掌握酒店附近银行、邮局、教堂、医院的情况；了解飞机航班、车次的到离时间；懂得公共关系学的基础知识。

（3）熟悉酒店各项规章制度、涉外政策与法规，主要客源及历史、地理及风土人情，掌握酒店房价结构、房间种类及位置、住客情况与保密规定。

（4）懂得外事接待礼仪礼节，对客人提出的各种问题能给予圆满的回答和处理，具有较强的口头表达能力。

（5）熟悉当地各级政府机关、社会团体、外事机构的办公地点和电话号码。

4．工作内容

咨询；查询；代客留言；钥匙的分发、保管、遗失处理；住店客人邮件处理。
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 Key Words——脱贫词库

1．抱怨环境
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2．抱怨饭菜
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3．处理抱怨
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 Key Sentences——从普通到优秀必备黄金句

1．抱怨事情


1．
 I'm afraid it just isn't good enough.

恐怕这不够好。


2．
 It's not what I had in mind.

我想要的不是这个。


3．
 It's not what I hoped for.

我期待的不是这样的。


4．
 That leaves a lot to be desired.

太不让人满意了。


5．
 That doesn't quite suit me.

那不太适合我。


6．
 I've just checked in and have found some problems.

我刚刚才住进来，就已经发现一些问题。


7．
 It seems there are no towels.

好像没有毛巾。


8．
 Sorry to trouble you, but I don't think this fish is fresh. It actually tastes a bit off.

很抱歉麻烦你，不过这条鱼好像不新鲜。实际上尝起来都有点变味了。


9．
 I'd just like to return it.

我只想把它退了。


10．
 I've lost a shirt.

我丢了一件衬衫。


11．
 I expected something better.

我所期望的比这要好。


12．
 It's a far cry from what I expected.

这离我想要的差远了。


13．
 I am not getting what I bargained for.

当时说好的可不是这个样子。

2．处理投诉


1．
 What's the problem, sir? Can I be of assistance?

先生，出了什么问题？我能为您做些什么？


2．
 This is quite unusual. I will look into it.

这不太寻常，我会调查此事的。


3．
 I will get you another one.

我再去给您重端一份上来。


4．
 I will have them prepare another one. Would you like some drinks while waiting?

我去让他们重做一份，您要不要边喝饮料边等？


5．
 Shall I have the dish cooked again?

要不要我去把这道菜再重做一遍？


6．
 I will talk to the chef and see what he can do.

我去和厨师长商量一下，看看他是否能给予补救。


7．
 I'm terrible sorry. I can give you something else if you'd like. That will be on the house, of course.

非常抱歉，如果您愿意，我可以给您上点别的菜，这当然是本店免费赠送的。


8．
 Would you like to try something else? with our compliments, of course.

您要不要吃点别的什么，这当然是餐厅的一点敬意。


9．
 I will see about your order. Would you like some appetizer while waiting?

我会去看看您点的菜做得怎么样了，您要不要先吃点开胃的东西？


10．
 I'm sorry, sir. Please excuse her. We are very busy today.

对不起，先生，请您原谅她，我们今天实在太忙了。


11．
 I am sorry, sir. We are short of hands today. Would you please have a drink first.

先生，对不起，我们今天人手少，您是不是先喝点什么？


12．
 I'm sure everything will be right next time you come.

相信您下次来时一切都会使您称心如意。


13．
 I'm sorry to hear it. please be assured that we will look into the matter.

很抱歉听您这么说，请相信我们一定会调查此事。


14．
 How about a delicious dessert then, with our compliments?

那么，给你送一份美味的甜点，如何？当然是免费的。


15．
 I have every confidence in our chef. Just give us another chance, and you will find this restaurant really lives up to its name.

我对我们的厨师有信心，请再给我们一次机会，您会发现我们餐厅确实是名副其实。


16．
 I'm sorry, sir, but I can't turn up the heat because we have had several complaints that it's too warm in here. How about putting on your jacket?

对不起，先生，我不能把温度调高，因为已经有好几人抱怨说太热了，穿上夹克，行吗？


17．
 Perhaps you'd like to sit over there in the corner? There's less draught.

也许您愿意坐到那边的角落里，那里风小些。
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 Warm Up——Situation Dialogues

一、抱怨饭菜

W＝Waiter （服务员）　G＝Guest （宾客）


W:
 Is anything wrong with your food this evening, Miss?

小姐，今晚您的饭菜有什么问题吗？


G:
 Sorry to trouble you, but I don't think this fish is fresh. It actually tastes a bit off.

很抱歉麻烦你，不过这条鱼好像不新鲜。实际上尝起来都有点变味了。




W:
 Sorry, Miss. I'll replace it immediately. Can I get you another drink while you wait?

对不起，小姐。我马上换一份吧。在您等待的时候再来点儿喝的吗？


G:
 No, please don't do that. I'd just like to return it.

不用了，不必麻烦了。我只想把这菜退了。




W:
 I'm sorry, Miss, but I'm afraid we can't do that. But you may order something else instead. I would love to suggest the steak. It's the house specialty and quite tasty.

很抱歉，小姐，这恐怕不行。不过您可以另点一道别的菜。我想向您推荐牛排。是我们的特色菜，非常好吃。


G:
 OK, then please bring me the steak medium-rare. Thank you.

好的，给我来一份四分熟的牛排，谢谢。




W:
 OK, Miss. I hope you enjoy the rest of your dinner.

好的，小姐，希望您接下来用餐愉快。

二、洗衣丢失

R＝Reception （接待员）　G＝Guest （宾客）


R:
 Reception, may I help you?

前台接待，请问您有什么事吗？


G:
 Yes. I've lost a shirt. I sent three shirts today to the laundry and only two came back.

是的，我丢失了一件衬衫。今天共送洗了三件衬衫，只送还了两件。




R:
 What's your room number, please?

请问您的房间号？


G:
 3208.

3208。




R:
 Let me check with the laundry. I'll call you back shortly.

让我和洗衣房核对一下，一会儿再给您打电话。


G:
 Hello?

喂，你好？




R:
 This is Reception. Your missing shirt will be delivered tomorrow. A housekeeper is on his way up to your room right now, with an IOU slip for the missing piece of laundry. We're sorry for the inconvenience.

我是前台接待员。您丢失的衬衫明天给您送去。马上会有一名客房服务员带着欠衣单去您的房间。很抱歉给您带来不便。

三、洗衣费用算错

C＝Clerk （店员）　G＝Guest （宾客）


C:
 Here are the copies of your laundry bills.

这是您的洗衣账单。


G:
 Let me see. I think this one is wrong. I didn't wash three pairs of pants, I only washed one.

让我看看。我认为这项是错的，我没有洗过三条裤子，只洗过一条裤子。




C:
 May I see? Well, it has your signature on it, sir. I'm afraid we have to accept this as the record.

能让我看一下吗？嗯，先生，账单上有您的签字。对不起，我们不得不以您的签字为准。


G:
 I guess you're right, I did sign them all. I just can't believe it's so expensive! (sighs)

我想你是对的，我确实签了字。我只是不相信费用会这么贵！（叹气）




C:
 Would you like to pay now?

您要不要现在付款？


G:
 Okay. What's the total?

好的。总共是多少？

知识加油站



酒店如何做好顾客抱怨管理

顾客的投诉和抱怨，是顾客对酒店提供的设施、设备、项目及员工的服务等各方面表示不满而提出的批评、抱怨或申诉。其表现途径有：电话、书面、当面。酒店顾客抱怨管理的目的和宗旨在于：如何减少顾客的投诉，如何将因顾客投诉而造成的危害减少到最低程度，最终使其对投诉的处理感到满意，甚至通过投诉管理增加顾客对酒店的忠诚度。

1．对顾客抱怨应有正确的认识

（1）抱怨是福。虽然投诉并不令人愉快，但顾客的投诉可以帮助酒店管理者发现自身服务及管理的问题与不足，了解自身与市场的差距，找到改进和提高服务质量的途径。

（2）以诚相待。应理解顾客的心情、同情顾客的处境、努力识别和满足他们的需求、站在顾客的立场上满怀诚意地帮助顾客解决问题。

（3）有则改之，无则加勉。虽然顾客并不总是正确的，但把“正确”让给顾客往往是必要的，也是值得的。

2．如何预防和减少顾客抱怨的发生

（1）加强服务质量管理。良好的服务质量管理，有助于管理者和员工正确、全面地理解酒店服务质量的本质、内涵和内在联系，树立现代服务意识与质量观念、明确服务质量管理的目标。

（2）提高员工的素质。用符合顾客需要的服务来提高其满意程度，可以有效地减少顾客投诉的发生。

（3）加强店客沟通，创建良好的客户关系。良好的店客沟通，能传递酒店专业化及积极主动的形象。保持酒店与顾客的良好关系，将直接影响到顾客对酒店服务质量的肯定与评价。

（4）建立客史档案。建立客史档案能预知顾客的需求，有助于酒店做好有针对性的促销和服务工作，有利于与顾客建立良好、稳定的关系。

（5）迅速做好投诉补救。迅速做好投诉补救不仅可以表达酒店对顾客的重视，同时可以减少顾客在等待中支出的时间成本和因等待产生的不满。投诉实际是一次使不满意的顾客重新评价酒店服务质量的有效机会。迅速、及时地处理顾客投诉，做好投诉补救是消除顾客不满、赢得顾客的重要保证。
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 Key Words——脱贫词库

1．寄存物品
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2．物品特性
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 Key Sentences——从普通到优秀必备黄金句

1．寄存请求


1．
 I'd like to leave this with you.

我想把这个先存您这儿。


2．
 Can I leave my luggage here?

请问我可以把行李存在酒店里吗？


3．
 When does the cloakroom close?

行李寄存处什么时候关？


4．
 I want to deposit my case in the check room

我想把箱子放在行李寄存处。


5．
 Where can I deposit my baggage?

哪里能寄存行李？


6．
 Do you want to check luggage?

您想寄存行李吗？


7．
 Will you deposit your luggage?

您要不要寄存行李？


8．
 I would like to have a safety box.

我想要个保险柜。


9．
 Can I rent a safety deposit box?

我能在此租个保险柜吗？


10．
 Can I deposit valuables here?

我能寄存贵重物品吗？


11．
 I'd like to leave this bag with you.

我想把这个包寄存在这里。

2．回复寄存


1．
 We do have a storage service.

我们是有寄存服务的。


2．
 Is there anything valuable or fragile in your bag?

您袋子里有什么宝贵的或易碎的东西吗？


3．
 Here is your tag 33.

这是您的33号标签。


4．
 This cloakroom is open until 9:00 p.m.

这个行李寄存处是开放到下午9点。


5．
 Then shall we arrange the bellboy to pick up your luggage at 9:00?

那么我们安排服务生9点来取行李可以吗？


6．
 We'll collect your luggage at 9:00 tomorrow. Would you then come to the Front Desk to get your storage receipt, please?

我们明早9点来取行李，然后麻烦您到服务台来取收据。


7．
 Sorry, there is no baggage deposit office in the hotel.

对不起，我们宾馆没有行李寄存处。


8．
 Certainly, sir. Please go through the formalities.

当然可以，先生。请您办一下寄存手续。


9．
 Keep the luggage check card, and for drawing, please show the second half of this card.

请保存好行李寄存卡，当您来取回行李时，请出示这张卡的下半联。


10．
 How many pieces of luggage do you have?

请问您一共有几件行李？


11．
 You may pick up your bags from the Bell Captain's Desk.

您可以到行李部取您的包。


12．
 Could you please come down to the Bell Captain's Desk with your claim tag to pick up your bags, sir?

先生，请您拿着行李牌到行李部来取您的包。


13．
 This is your claim tag, sir. We'll keep your luggage at the Bell Captain's Desk. Could you pick it up there, please?

这是您的行李寄存卡，先生。我们将把您的行李寄存在行李部，请您到那里取行李，好吗？
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 Warm Up——Situation Dialogues

一、入住寄存

S＝Staff （员工）　G＝Guest （宾客）


G:
 I'd like to leave this with you.

我想把这个存您这。


S:
 Certainly, ma'am. Is there anything valuable or fragile in your bag?

好的，太太。你袋子里有什么宝贵的或易碎的东西吗？




G:
 No.

没有。


S:
 Thank you. Here is your tag 33.

谢谢，这是你的33号号码牌。




G:
 When does the cloakroom close?

行李寄存处什么时候关？


S:
 This cloakroom is open until 9:00 p. m.

这种行李寄存处是开放到下午9点。




G:
 Oh, dear! I won't be back until about 10:30 tonight. Where can I pick up my bag?

天啦，我直到晚上10点半左右才回来。我到哪里去拿我的包？


S:
 We will transfer your bag to the Lobby Floor Cloakroom. You may collect it there, ma'am.

我们将把您的包放到大厅的行李寄存处。您可以到那儿去取，太太。




G:
 I see. Thanks a lot.

我明白了，非常感谢。


S:
 You're welcome!

不用谢！

二、退房寄存

S＝Staff （员工）　G＝Guest （宾客）


S:
 Front Desk. May I help you?

服务台，能为您效劳吗？


G:
 I'm going to check out tomorrow, but will be back in a week's time. Can I leave my luggage here?

我会在明天退房，但一星期后会回来，我可以把行李存在酒店里吗？




S:
 Yes, sure. We do have a storage service. When will you check out tomorrow?

当然可以，先生，我们是有寄存服务的，请问您明天什么时候退房？


G:
 About nine-thirty in the morning.

大约早上9:30吧。




S:
 Then shall we arrange the bellboy to pick up your luggage at 9:00?

那么我们安排服务生9点来取行李可以吗？


G:
 Sure.

可以。




S:
 May I have your room number, please?

请告诉我您的房间号码，好吗？


G:
 1218.

1218。




S:
 1218. We'll collect your luggage at 9:00 tomorrow. Would you then come to the Front Desk to get your storage receipt, please?

1218．我们明早9点来取行李，然后麻烦您之后到服务台来取收据。


G:
 Thank you very much, bye!

谢谢，再见。




S:
 You're welcome. Goodbye.

不用客气，再见。

知识加油站



关于付小费的风俗习惯

中国：传统上没有小费。然而，为外国游客服务的酒店服务生可以收取小费。例如导游和代驾人员。

日本：日本一般没有给小费的习俗，在普通的休闲餐厅通常也没人给小费，由于这通常被认为是不礼貌的，这意味着服务生必须支付额外的费用才能保证他们做应该做的工作。

韩国：给小费不是韩国的风俗，也从没人去给小费。

印度：历来很少有或没有小费。

马来西亚：通常没有小费的风俗。

菲律宾：通常没有小费，除非顾客想对提供的服务表达感激之情。

新加坡：在新加坡也不要求付小费，然而餐厅通常会在销售税及当地的商品和服务税前会收取10％的服务费。然而，大多数餐馆员工从未收到此服务费。

酒吧：一般不会有小费，但有时客人会在账单旁留下一些钱。

宾馆：服务费通常都包含着账单中，但行李生可能偶尔会收到一些小费。

餐馆：10％的服务费通常包含在了客人的账单中，但是这部分钱很少会落到服务员手中。

服务员：已经接收了必得的10％的服务费，偶尔还可以接收一些额外的小费。
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 Key Words——脱贫词库

1．退房
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2．费用支付
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 Key Sentences——从普通到优秀必备黄金句

1．店员提醒


1．
 I'm afraid you'll have to vacate your room by 11.

恐怕要请您在11点以前搬出房间了。


2．
 Are you checking out today, Mr. Smith?

史密斯先生，您今天可以结帐吗？


3．
 Would you like to vacate your room now?

您现在要退房吗？


4．
 Your bill totals $665.

您的账单合计665美元。


5．
 That makes a total of $665.

总计是665美元。


6．
 That comes to $665 altogether.

共计665美元。


7．
 Here is your bill. Would you please check it?

这是您的账单，请您过目。


8．
 That charge is for drinks taken from the mini-bar.

那笔钱是您从房间冰箱里取用饮料的费用。


9．
 Your overseas telephone call is included in the bill.

您的国际长途电话费用包括在这个账单里。


10．
 The service charge is included in this bill.

这个账单包括报务费。


11．
 How would you like to settle your bill?

您准备怎样付账？


12．
 In what form will payment be made?

您准备以何种方式付账。


13．
 Are you going to pay in cash or by credit card?

您准备用现金还是信用卡付款？


14．
 We accept the following credit cards, ….

我们接受下列信用卡……


15．
 I'm sorry, we don't accept personal checks.

对不起，我们不收个人支票。


16．
 Would you like to sign for it, sir?

先生，请问您愿意签单吗？


17．
 How would you like to pay your bill, sir?

先生，请问您想怎样付账？


18．
 Would you like to put it on your hotel bill?

您准备将这笔费用记到您饭店的总账上吗？


19．
 Could you sign your name and room number here, please?

请您在这签上您的姓名和房号。


20．
 I need your signature and room number, please.

我需要您的签名和房号。


21．
 May I also have your room number, please?

请把您的房号也告诉我好吗？


22．
 All the bills are subject to 10% service charge, sir.

先生，所有的账单都需要另加10％的服务费。


23．
 Sorry, you can't sign the bill here, cash only, please.

对不起，我们这里不能签单，请付现款。


24．
 Thank you, we don't accept tips.

谢谢，我们这里不收小费。


25．
 Excuse me, we forgot to make out the bill for yesterday, would you please pay it now?

对不起，我们昨天忘了跟您结账，您现在付钱可以吗？


26．
 Thank you, and here's your change.

谢谢，这是找您的钱。

2．客户请求


1．
 Can I have my bill, please?

我可以结账吗？


2．
 What's this for?

这是什么？


3．
 Do you accept traveler's check?

你们收旅行支票吗？


4．
 Hello, this is Mr. Lister in room 3406. I'll be leaving early tomorrow morning. So I'd like to come down sometime today to settle my bill.

你好，我是3406房间的李斯特先生。我准备明天一早离开这里，所以我想今天下楼结账。


5．
 I have no cash on me. May I pay by check?

我没带现款，我可以用支票付款吗？


6．
 Can I check out ahead of time?

我能提前退房吗？
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 Warm Up——Situation Dialogues

一、信用卡支付

S＝Staff （员工）　G＝Guest （宾客）


S:
 Good morning, sir. May I help you?

早上好，先生，我能为您提供什么帮助吗？


G:
 I'd like to pay my bill now.

我想现在结账。




S:
 Your name and room number, please?

请问您的名字和房号？


G:
 Smith, Room 505.

史密斯，505房间。




S:
 Have you used any hotel service?

请问您是否使用过酒店的服务设施？


G:
 Yes, I just had breakfast at the dining room, but I didn't use any services.

我刚在餐厅吃过早餐，其他没有了。




S:
 OK. This is your bill, a total of 260 US dollars.

好的，这是您的账单，一共260美元。


G:
 Can I pay by credit card?

我能用信用卡支付吗？




S:
 Certainly. May I have your card, please?

当然，请给我您的信用卡。


G:
 Here you are.

给您。




S:
 Please sign your name here.

请签一下名。


G:
 OK. Here you are.

好的，给您。




S:
 Here's your receipt. Welcome you to come again.

这是您的发票，欢迎再一次光临。


G:
 Thank you very much.

谢谢。

二、现金支付

S＝Staff （员工）　G＝Guest （宾客）


S:
 Good morning, sir. May I help you?

早上好先生，需要我帮忙吗？


G:
 Good morning, I'm leaving today. May I settle my hotel bill now?

早上好，今天我要离开。我现在想把在酒店的账单付了可以吗？




S:
 Your name and your Room number, please?

请告诉我您的名字和房间号好吗？


G:
 Jack Burns in Room 9102.

杰克·伯恩斯，9102室。




S:
 Did you have your breakfast?

您吃过酒店提供的早餐吗？


G:
 Yes.

是的。




S:
 Have you used any facilities since then?

那您曾使用过酒店设施吗？


G:
 No.

没有。




S:
 Just a moment, please. I'm preparing your bill... Sorry to have kept you waiting. Here is your bill, RMB 1550 Yuan in all, including 10% service charge. Please check it.

请等一下。我准备下您的账单……对不起，让您久等了。这是您的账单，人民币1550元，包括10％的服务费。请核查。


G:
 That's right.

对的。




S:
 You have paid a deposit of RMB 2000 Yuan, haven't you?

你已支付2000元押金，对吗？


G:
 Yes. Here is the receipt.

是的，这是收据。




S:
 Thank you. Here is the invoice and your change. Have a check. please.

谢谢你，这是发票和零钱，请检查。


G:
 It's quite all right. Thank you.

相当不错，谢谢你。




S:
 You're welcome.

不用谢。

知识加油站



国际惯例——12点退房

中午12点结账退房是酒店行业内通用的国际惯例，超过中午12点结账，就要按第二天计费或加收房费。为此很多消费者感到不满。因为如果住宿不满24小时也要中午12点结账，并且按一天收费，这对消费者来说显然不公平。而且午餐时间一般是11点半到12点半，结账时间正好卡在中间，这让很多客人不得不拎着行李就餐。

在美国，位于纽约时代广场附近的威斯汀酒店、威灵顿酒店，以及不远处的巴克莱洲际酒店，其入住时间均为下午3点，而结账时间无一例外均为中午12点。中间的空档期则是打扫、整理房间的时间，如果12点不退房，一般要另交半天房费。

在英国伦敦，惯例是下午2点入住，中午12点结账，入住时间略微提前，但结账时间依然是雷打不动的12点。位于伦敦的肯圣盾广场假日酒店和索菲特圣詹姆士酒店如果12点不退房，则要适当收费；伦敦斯马特卡姆登旅馆的规定是，延迟退房需多交10英镑，大约相当于半天房费。

澳大利亚不仅在地理位置上距欧美很远，在旅馆的规矩上也不太一样。在悉尼，入住时间一般为下午2点，而结账时间竟然是上午10点或11点，比12点更加“苛刻”。在悉尼中心商务区的悉尼达令港诺福特饭店和假日旅馆等都是如此规定，如果到点不退房，就要另交半天房租。悉尼米纳尔花园酒店规定，最晚早10点结账，如果房间另有预订，则10点必须拎包走人，如果没有预订，则可以最晚6点结账，但需要支付半天房费。
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Part 2

Housekeeping Service

客房服务
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 Key Words——脱贫词库

1．客房设施
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2．服务类型
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 Key Sentences——从普通到优秀必备黄金句

1．提供服务


1．
 Tenth floor service desk, what can I do for you?

这是10楼服务台，有什么可以帮您？


2．
 May I show you to your room please, sir?

先生，我可以领您到您的房间吗？


3．
 Welcome you to our hotel, sir. Have a wash, please.

欢迎您来到我们饭店，请盥洗。


4．
 If you want an attendant, please push the bell.

如果您需要服务员，请按电铃。


5．
 I am glad to serve you.

很高兴为您服务。


6．
 I am an attendant on this floor, what can I do for you?

我是楼层服务员，我能为您做什么？


7．
 Do you want hot water and cold water now?

您现在需要热水和冷水吗？


8．
 This is the light switch and that is the temperature adjuster, sir.

先生，这是电灯开关，那是温度调节器。


9．
 There are closed-circuit television programs from 8pm to 2am every day.

每天晚上8点到次日2点播放饭店闭路电视节目。


10．
 Your room number is 8705. Let me show you up there.

您的房号是8705，我领您去。


11．
 Let me tell you something about the service in our hotel.

我简单向您介绍一下饭店提供的服务。


12．
 Let me help you with your luggage.

我来帮您提行李。


13．
 If you need anything, please push this button and call the service or just dial 8100, that's the Housekeeping Service Centre.

如果您需要服务，请按电铃叫房间服务或拨电话8100，那是客房服务中心。


14．
 We will send the tea to the room when the visitors come.

您的客人来访时，我们会送茶水进房间的。


15．
 If you want to have your shoes polished, please put them outside the door.

如果您希望我们帮您擦皮鞋，请将鞋放在门外。

2．要求&回应服务


1．
 Would you please give me some envelopes and writing paper?

请给我一些信封和信纸，好吗？


2．
 Just a moment please. I'll bring you some soon.

请稍等，我马上给您拿来。


3．
 I felt a bit cold when I slept. Please get me a blanket.

我入睡时感觉有些冷，请给我一条毛毯。


4．
 The soap in the toilet is used up. Would you please give me a new one?

卫生间的香皂用完了。请给我再添一块新的好吗？


5．
 I'll send it up to your room, just one moment please.

我马上送到您的房间来，请稍等。


6．
 Good morning, Housekeeping Service Centre. What can I do for you?

早上好，客房服务中心，我能为您做什么？


7．
 The room light is too dim, please get me a brighter one.

房间灯光太暗，可否换一个亮灯泡。


8．
 Some of my friends will come and see me this afternoon. Could you please bring me some more tea cups and chairs?

今天下午有几个朋友要来看我，请给我送些杯子和椅子好吗？


9．
 I will send them at once.

我马上就送来。


10．
 I'm leaving for Shanghai today and will be back in two days, can this room be kept for me?

我今天要到上海去，两天后回来，这间房可以保留给我吗？


11．
 Certainly, but you will have to pay for it as usual.

可以，不过您在这期间要照付房费。


12．
 If someone asks for me, please tell him that I will be back after 10 o'clock.

如果有人来找我，请告诉他我10点后回来。


13．
 I will leave a note for him, please give it to him.

我留下一张纸条请转交给他。


14．
 Is there anything I can do for you before you leave?

在您离开之前有什么我能为您做的吗？


15．
 Please wake me up at 5 o'clock tomorrow morning.

请在明天早晨5点叫醒我。


16．
 I am looking for room 606.

请问606房间怎么走？


17．
 It's at the end of this corridor, sir.

先生，房间在走廊的尽头。


18．
 We would like to go shopping. But my baby is just asleep now, can you look after my baby for me?

我们想出去购物，现在我们的孩子睡着了，你能代我们照看吗？


19．
 I'm sorry sir. I am afraid that I can't take the responsibility, but we do have baby-sitter service.

对不起先生，恐怕我不能胜任，但我们可以提供照看婴儿的服务。


20．
 Please dial 8 for the Housekeeping Department. They will arrange a baby-sitter for you.

你可以拨8与客房服务中心联系，他们会为您安排照看婴儿服务。


21．
 Do you know how much it will cost?

你能告诉我如何收费吗？


22．
 It is 50 Yuan per hour for baby-sitter service.

照看婴儿服务每小时收费50元。


23．
 Do you have an iron and ironing board that I can borrow?

我可以借用一下你们的电熨斗和烫衣板吗？


24．
 Yes, sir. I will send someone up with them right away. Your room number, please?

好的先生，我马上派人给您送来，请问您的房号？


25．
 I have a hair dryer, but I can't plug it into the socket.

我有一个吹风机，但插座不好用。


26．
 Would you please show me your hair dryer?

让我看看你的吹风机好吗？


27．
 Your hair dryer is 110v which is different from Beijing's. Let me bring you a transformer.

先生，您的电吹风用的是110伏的电压，与北京电压不匹配，我给您拿一个变压器吧。


28．
 May I refill your mini-bar?

我可以补充您的小酒吧吗？


29．
 Shall I pay you now for what I have drunk?

我需要现在支付我喝的饮料钱吗？


30．
 No, sir. We have charged it to your room already.

不，先生。我们已将其记入您的房费中了。

3．结账


1．
 Any comments and suggestions are warmly welcome.

请您多提宝贵意见。


2．
 I will be checking out around noon. Where can I pay the bill?

我中午要结账离店，在哪里付账？


3．
 Please settle your bills at the Front Office Cashier's, it's on the first floor.

请在前台收银处结账，它在一楼。


4．
 You can pay in the lobby on the ground floor. Welcome to come here again, goodbye!

您到大厅一楼付账，欢迎您下次再来，再见！


5．
 Can I pay you directly in cash?

我可以付现金给您吗？


6．
 Sorry, we are not allowed to accept cash.

对不起，我们无权接受现金付账。

[image: alt]
 Warm Up——Situation Dialogues

一、叫醒服务

S＝Staff （员工）　G＝Guest （宾客）


S:
 Room Service. Can I help you?

客房服务部，请问有什么可以帮您的吗？


G:
 Yes. This is Jimmy in room 102. I'd like a wake-up call tomorrow morning.

是的。我是102房的吉米，我想要一个明天早上的叫醒服务。




S:
 What time, sir?

几点，先生？


G:
 7:00 a.m.

早上7:00。




S:
 We'll take care of it, sir.

我们会叫你的，先生。


G:
 Thank you.

谢谢。




S:
 Oh, sir, we also have a computer wake-up service.

哦，先生，我们还有一个电脑叫醒服务。


G:
 Oh?

哦？




S:
 You can dial 6 first and then 0700 for the time. There must be five digits in the final number.

你可以先拨6然后拨0700定时。也就是你最后一共拨5个号码。


G:
 60700. I see.

60700。我明白了。




S:
 That's it, sir. Our computer will record the time and your room number.

真是如此，先生。我们的电脑会记下你的叫醒时间和房号。


G:
 That's great. Thankyou.

太棒了。谢谢。




S:
 You're welcome, sir. Have a good sleep.

不客气，先生。晚安。

二、打扫房间

S＝Staff （员工）　G＝Guest （宾客）


G:
 Hello.

您好。


S:
 Hello. Housekeeping. May I clean your room now, sir?

您好。客房部服务部。我现在可以为您打扫房间吗，先生？




G:
 I am tired out at the moment.

我现在有点累。


S:
 What time would it be convenient, sir?

那什么时间方便呢，先生？




G:
 Let me see. Er…Could you clean the room while I am out for lunch?

我想一想。嗯……您能在我吃午饭的时候来打扫吗？


S:
 When will you go out for lunch, sir?

您什么时候去吃午饭呢，先生？




G:
 About 11:30.

大约11:30


S:
 Oh, sorry, sir. I'm afraid no cleaning can be done between 11:30 a.m and 2:30 p.m., sir.

哦，不好意思，先生。我们在上午11:30至下午2:30不提供清扫房间的服务。




G:
 Oh, I see. Could you come between 3:30 p.m. and 4:30 p.m.?

哦，我明白了。那你下午3:30至4:30能来吗？


S:
 I guess so.

我想可以的。




G:
 OK. I'll put the room cleaning sign on my door knob before I go out in the afternoon.

好的。我将在我下午外出前把清扫房间的标志牌放在我门把手上。


S:
 Yes, sir. We will come and clean your room, then.

好的，先生。我们会在那是来为您打扫房间的先生。




G:
 Thank you, very much.

非常感谢。


S:
 You're welcome. And I'm sorry to have disturbed you, sir.

不客气。很抱歉打扰您，先生。




G:
 That's all right. Good-bye.

不客气。再见。


S:
 Bye.

再见。

三、洗衣服务

S＝Staff （员工）　G＝Guest （宾客）


S:
 Good morning. Housekeeping. May I help you?

上午好，客房部。有什么可以帮您的吗？


G:
 Yes. I have some shirts to be washed.

是的我有几件衬衫要洗。




S:
 When do you need them, sir?

请问您什么时候需要呢，先生？


G:
 Not straight away.

不着急。




S:
 Will tomorrow morning be all right?

那明天上午好吗？


G:
 That will be fine. But I have a suit that I would like be pressed as soon as possible.

好的。但我还有一件西服希望能尽快熨烫一下。




S:
 If you are in a hurry we have a two-hour quick service. But there is an extra charge of 50% for it.

如果你着急的话我们有两小时内的加急服务。但那要收50％的额外加价。


G:
 That's fine. And there is also a stain on my suit. Could you remove it?

好的。上面还有一个污渍，能去除吗？




S:
 What kind of stain is it, sir?

什么样的污渍呢，先生？


G:
 I spilled some milk on it.

我不小心撒上面一些牛奶。




S:
 We will do our best to remove the stain but we cannot guarantee the result.

我们会尽力去除污渍的，但我们并不能保证结果。


G:
 OK, thank you.

好，谢谢。




S:
 OK, sir, we will send a room maid to collect your laundry. Your suit will be charged as an express service. And we will deliver it this morning around 9:00.

好的，先生，我们将派服务生去取你要洗的衣物。你的西服会按快速服务收费。我们明天上午9∶00左右将给您送回去。


G:
 That's fine.

很好。




S:
 Your room number, please?

请问您的房间号，先生？


G:
 Room 1120. Thank you.

1120房间。谢谢




S:
 You're welcome.

不客气。

知识加油站



星级酒店的划分

酒店开业一年后可申请星级，经星级评定机构评定批复后，可以享有五年有效的星级及其标志使用权。开业不足一年的酒店可以申请预备星级，有效期一年。

星级分为五个等级，即一星级、二星级、三星级、四星级、五星级（含白金五星级）。最低为一星级，最高为白金五星级。星级越高，表示旅游酒店的档次越高。预备星级作为星级的补充，其等级与星级相同。

星级以镀金五角星为符号，用一颗五角星表示一星级（onestar），两颗五角星表示二星级（two-star），三颗五角星表示三星级（three-star），四颗五角星表示四星级（four-star），五颗五角星表示五星级（five-star），五颗白金五角星表示白金五星级（platinum five-star standard）。

一星级酒店要有适应所在地气候的采暖、制冷设备；16小时供应热水；至少有15间（套）可供出租的客房；客房、卫生间每天要全面整理一次，隔日或应客人要求更换床单、被单及枕套，并做到每客必换；能够用英语提供服务。

二星级酒店在上述基础上（下同）还需要有叫醒服务；18小时供应热水；至少有20间（套）可供出租的客房；有可拨通或使用预付费电信卡拨打国际、国内长途的电话；有彩色电视机；每日或应客人要求更换床单、被单及枕套；提供洗衣服务；应客人要求提供送餐服务；4层（含4层）以上的楼房有客用电梯。

三星级酒店需设专职行李员，有专用行李车，18小时为客人提供行李服务；有小件行李存放处；提供信用卡结算服务；至少有30间（套）可供出租的客房；电视频道不少于16个；24小时提供热水、饮用水，免费提供茶叶或咖啡，70％客房有小冰箱；提供留言和叫醒服务；提供衣装湿洗、干洗和熨烫服务；提供擦鞋服务；服务人员有专门的更衣室、公共卫生间、浴室、餐厅、宿舍等设施。

四星级酒店需要有中央空调（别墅式度假酒店除外）；有背景音乐系统；18小时提供外币兑换服务；至少有40间（套）可供出租的客房；70％客房的面积（不含卫生间）不小于20平方米；提供国际互联网接入服务；卫生间有电话副机、吹风机；客房内设微型酒吧；餐厅餐具按中西餐习惯成套配置、无破损；3层以上建筑物有数量充足的高质量客用电梯，轿厢装修高雅；代购交通、影剧、参观等票务；提供市内观光服务；能用普通话和英语提供服务，必要时能用第二种外国语提供服务。

五星级酒店除内部装修豪华外，要求70％客房面积（不含卫生间和走廊）不小于20平方米；至少有40间（套）可供出租的客房；室内满铺高级地毯，或用优质木地板或其他高档材料装饰；每个客房配备微型保险柜；有紧急救助室。

白金五星级酒店要求具有两年以上五星级酒店资格；地理位置处于城市中心商务区或繁华地带，交通极其便利；建筑主题鲜明，外观造型独具一格，有助于所在地建立旅游目的地形象；内部功能布局及装修装饰能与所在地历史、文化、自然环境相结合，恰到好处地表现和烘托其主题氛围；除有富丽堂皇的门廊及入口外，酒店整体氛围极其豪华气派；各类设施配备齐全，品质一流；有酒店内主要区域温湿度自动控制系统；有位置合理、功能齐全、品味高雅、装饰华丽的行政楼层专用服务区，至少对行政楼层提供24小时管家式服务；并且在以下项目中至少具备5项：

a. 普通客房面积不小于36平方米；

b. 有布局合理、装饰豪华、格调高雅、符合国际标准的高级西餐厅，可提供正规的西式正餐和宴会；

c. 有位置合理、装饰高雅、气氛浓郁的独立封闭式酒吧；

d. 有净高不小于5米、至少容纳500人的宴会厅；

e. 国际认知度极高，平均每间可供出租客房收入连续三年居于所在地同星级酒店前列；

f. 有规模壮观、构思独特、布局科学、装潢典雅、出类拔萃的专项配套设施。
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 Key Words——脱贫词库

1．接线员用语
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2．客户咨询
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 Key Sentences——从普通到优秀必备黄金句

1．电话找人


1．
 Could you put me through to Room 618, please?

是的，请问能帮我接通618房间吗？


2．
 I'd like to speak with Mr. Bramley.

我想和布拉姆雷先生通话。


3．
 Is this the Holiday Hotel?

请问是假期大酒店吗？

2．打错电话


1．
 I'm sorry I have the wrong number.

抱歉我打错电话了。


2．
 Is this 02-2718-5398?

这里是02-2718-5398吗？


3．
 Sorry to have bothered you.

很抱歉打扰你了。


4．
 I'm sorry. I think I must have dialed the wrong number.

很抱歉。我想我一定是打错电话了。


5．
 Could I check the number? Is it 2211-5588?

我可以核对一下电话号码吗？是不是2211-5588？

3．要求转分机


1．
 May I have extension two-one-one?

可以帮我转分机211吗？


2．
 Can I have extension two-one-one, please?

能帮我转分机211吗？


3．
 May I speak to David, extension two-one-one?

我可以找211分机的大卫吗？


4．
 Extension two-one-one, please.

请转211。


5．
 Please connect me with extension two-one-one.

请帮我转分机211。


6．
 Could you put me through to the personnel department, please?

请帮我接人事部好吗？

4．信息咨询


1．
 Could you try again?

请再试一次好吗？


2．
 Could you page him for me?

请帮我广播叫他好吗？


3．
 Is this a paid call?

这是已付费电话吗？


4．
 I'd like to make an international call.

我想打一通国际电话。


5．
 Could you tell me the rates for calls to the US?

能不能告诉我打电话到美国的费用呢？

5．接线员回复


1．
 May I have your name? / Would you give me your name?

请问您贵姓？


2．
 How to spell the guest's name please?

请拼出客人的名字，好吗？


3．
 I'm very sorry. I can't hear clearly. Could you call it again?

对不起，因线路问题我听不清楚您说话，请重新打一次好吗？


4．
 Would you tell me where the guest comes from?

能告诉我客人是哪里人吗？


5．
 Would you tell me which company the guest is from?

能告诉我客人是哪间公司的吗？


6．
 I'm sorry. We can't find the guest name on our hotel list.

对不起，我们在酒店的名单上找不到客人的名字。


7．
 Would you mind connecting the line to reception to check it?

介意我把电话转接到接待处让他们为您查一下吗？


8．
 I will check it for you again. Just a moment please.

我再帮您查一下，请稍等。


9．
 I am sorry to have kept you waiting.

很抱歉，让您久等了。


10．
 Could you repeat what you said? / I beg your pardon?

请您重复一遍您说的，好吗？


11．
 I'm afraid there is no reply from Room 510.

510号房没人接电话。


12．
 Would you like to leave a message?

您要留言吗？


13．
 It's collect.

这是接听人付费的电话。
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一、外线电话的处理

O＝Operator （接线员）　G＝Guest （宾客）


G:
 Is this the Queen Hotel?

请问是皇后大酒店吗？


O:
 Speaking. (Yes, it is.) May I help you?

是的，请讲。有什么可帮您的吗？




G:
 Yes. Could you put me through to Room 618, please?

是的，请问能帮我接通618房间吗？


O:
 Certainly, sir. Just a moment, please.

当然，先生，请稍等。

二、客房没有人回应时

O＝Operator （接线员）　G＝Guest （宾客）


G:
 I'd like to speak with Mr. Bramley.

我想和布拉姆雷先生通话。


O:
 Is he a hotel guest, sir?

请问他是这儿的房客吗，先生？




G:
 Yes.

是的


O:
 How do you spell his name, please?

请您拼一下他的名字，好吗？




G:
 B, R, A, M, L, E, Y.

B, R, A, M, L, E, Y.


O:
 Just a moment, please. I'll check for you… Thank you for waiting, sir. Mr. Bramley is staying in Room 518. I'll connect you. (after a short while) I am sorry, sir. I'm afraid there's no reply from Room 518, sir.

请稍等。我帮您查一下……让你您久等了，布拉姆雷先生住在我们酒店518房间，我马上给您接通。（一会儿后）不好意思先生，518房间没人应答。




G:
 Could you try again?

你能再试一下吗？


O:
 Certainly, sir. Just a moment, please… Thank you for waiting. I'm afraid there is still no reply. Would you like to leave a message?

当然可以，请稍等……让您久等了先生。还是没人接听电话。您愿意留言吗？




G:
 Yes, I'll do that.

好的。


O:
 I'll connect you with the Message Desk. Just a moment, please.

我帮您接通留言处。请稍等。

三、广播呼叫客人

O＝Operator （接线员）　G＝Guest （宾客）


G:
 Is this the Holiday Hotel?

请问是假期大酒店吗？


O:
 Speaking. May I help you?

请讲。我能为您做什么呢？




G:
 Yes. Could you put me through to Mr. Hilton in Room 568, please?

是的，能给我接通568房间的希尔顿先生吗？


O:
 Certainly, sir… Thank you for waiting, sir. I'm afraid there is no reply from Room 568. Would you like to leave a message?

当然可以，先生……让您久等了，先生。但是恐怕568房间没有人。您愿意留言吗？




G:
 Well, I'm sure he's in the hotel. Could you page him for me?

哦，我肯定他在酒店里。你能为我播音找他吗？


O:
 Certainly, sir. Where do you think he will be?

可以，先生。您认为他会在哪里呢？




G:
 He's probably having lunch. Could you page the restaurant, please?

也许去吃午饭了吧。您能在餐厅里播报找他吗？


O:
 Do you know which restaurant he is likely to be in?

那您知道他会去哪家餐厅吗？




G:
 I've no idea.

不知道。


O:
 I'm afraid we can only page the public places.

那恐怕只能发公共播报了。




G:
 Fine. Do that then, please!

好的，那就赶紧播报吧。


O:
 May I have his full name?

请问他的全名？




G:
 Tom Hilton.

汤姆·希尔顿。


O:
 Mr. Tom Hilton. Thank you, sir. Could you hold the line, please? Paging Mr. Tom Hilton, Paging Mr. Tom Hilton. Please pick up the nearest House phone for Operator No. 8. Thank you.

汤姆·希尔顿先生。请您接听电话好吗？汤姆·希尔顿先生请去最近的电话间接听8号接线员的电话，谢谢。

知识加油站



酒店常用电话英语的应对

1．接电话

接电话时不可以简单地回答“Hello”，而应报上自己的公司或所属单位的名称。例如：

Hello, this is Information Desk. 您好，这里是问询处。

Information Desk speaking. May I help you? 问询处，请问您需要什么服务吗？

2．打错电话

如果是外线打错时，可以回答：

I am afraid you have the wrong number. 不好意思，您打错电话了。

This is the LI JIA Hotel, 2234-1156. 这里是丽嘉酒店，电话是2234-1156。

如果是总线转接内线时，可以回答：

This is Room Reservations. I'll transfer your call to Restaurant Reservations.

这里是客房预约处，我帮您转接到餐厅预约柜台。

I am afraid this is a direct line. We cannot transfer your call to the Chinese Restaurant. Could you dial 2234-1156, please.

不好意思，这是直接电话。我们无法为您转接中式餐厅。请您改拨2234-1156好吗？

3．负责的工作人员不在

I am afraid Mr. Lin is out at the moment. He should be back around 5 p.m.

不好意思，林先生现在外出。他应该会在下午5点左右回来。

I am afraid Mr. Hao is on another line. Could you hold the line, please?

不好意思，郝先生正在讲电话。请您在线上稍侯好吗？

I'll tell him to call you back when he returns. 他回来时，我会请他回电。

May I have your name and phone number, please? 请告诉我您的姓名和电话，好吗？

4．会话结束

结束电话中的对话时，不可以简单说“bye-bye”，要更礼貌周到。例如：

Thank you for calling. 感谢您的来电。

You are welcome, sir. 先生，不客气。

We look forward to hearing from you. 我们静候您的佳音。

Please contact me if you have any further questions. 如果您有任何其他问题，请和我联络。
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1．洗衣服务
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2．洗衣纠纷
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1．洗衣服务介绍


1．
 If there's anything for the laundry, just leave it in the laundry bag in your room.

如果您有衣物要送洗衣房，只要把它放在您的房里的洗衣袋里就行了。


2．
 Washing handed in by 9:30 a.m., will be returned to you before 5:30 p.m. on the same day

早上9:30以前送去洗的衣服，当天下午5:30以前能送回来。


3．
 If we receive your laundry before 3 p.m., we will get it back to you by noon the next day.

如果您的衣服是下午3点送洗的，我们将在第二天中午前把您的衣服送回给您。


4．
 Will you please fill in this laundry sheet?

你将这张洗衣单填写一下好吗？


5．
 What color do you want your coat dyed into?

您想将你的大衣染成什么颜色？


6．
 The laundry rate chart is contained in the stationery folder in your dresser's drawer, sir.

洗衣价目表放在您梳妆台抽屉的文具夹里，先生。


7．
 If you have some laundry to be washed, just leave it in the laundry bag. The laundry bag is hung behind the bathroom door.

如果您有衣服要洗，请放在洗衣袋里，洗衣袋在浴室门的后面挂着。


8．
 We have a special 4-hour laundry service.

我们有4小时特别洗衣服务。


9．
 If you are in a hurry, we have a two-hour quick service.

如果您很急，我们有2个小时加急服务。


10．
 We will deliver your laundry within 4 hours at 50% extra charge.

我们在4小时之内将衣服送给您，并加收50％费用。


11．
 Is this for washing, madam?

女士，这是要洗的衣服吗？


12．
 Is this for dry cleaning, sir?

先生，这衣服要干洗吗？


13．
 When do you need them back?

您想什么时候返回？

2．客户要求及回应


1．
 You mustn't wash the silk shirt in the machine.

你不能在洗衣机里洗真丝衬衫。


2．
 You must do it by hand.

你必须用手洗。


3．
 I'd like to know about your laundry service hours.

是的，我想了解你们的洗衣服务时间。


4．
 Would you please send someone to room 502 to pick up some laundry for me?

您可以派人到502房间来取一下我的送洗衣服吗？


5．
 Yes, sir. The room maid will be there in a few minutes.

好的，先生，服务员过几分钟就到您的房间来。


6．
 I have some shirts to be washed.

我有一些衬衫要洗。


7．
 When do you need them, sir?

您什么时候需要取回，先生？


8．
 Will tomorrow morning be all right?

明天早上送给您，行吗？


9．
 That'll be fine, but I have a suit that I would like to be pressed before 7:00 this evening.

可以，不过我有一套衣服想在今晚7点前烫好。


10．
 I am sorry. It won't be possible.

对不起，恐怕不行。


11．
 Housekeeping, may I come in? … can I help you?

客房服务，我可以进来吗？……有什么可以帮您的吗？


12．
 The laundry form is in the drawer of the writing desk.

洗衣单放在写字台的抽屉里。


13．
 Do you want these shirts starched, sir?

您想要这些衬衣上浆吗，先生？


14．
 I'd like this sweater to be washed by hand in cold water, it might shrink otherwise.

这件毛衣要放在冷水中用手洗，否则它会缩水的。


15．
 By hand in cold water, I understand.

用冷水手洗，我明白了。


16．
 Could you send someone to pick up my laundry, please?

您能派人来取一下我的送洗衣服吗？


17．
 Certainly, madam. But I'm afraid it's too late for today's laundry. We can deliver it tomorrow around 4:00 p.m..

当然可以，太太，不过恐怕今天洗衣太晚了，我们可以明天下午4点前送回来。


18．
 May I know your room number, please?

请告诉我您的房号，好吗？


19．
 Could you leave your laundry on the bed, if you are going out, sir?

如果您要外出，先生，请您把送洗的衣服放在床上好吗？


20．
 I'd like this garment dry-cleaned, please.

我想把这件衣服干洗一下。


21．
 We don't have the facilities and we cannot take responsibility for any damage.

我们没有这方面的设施，而且我们对任何损坏不负责任。


22．
 I'm sorry we couldn't help you, madam.

非常抱歉，我们帮不了您。


23．
 Do you have a mending service for clothes?

你们有织补衣服服务吗？


24．
 I'm sorry, sir. We can mend a seam but not a hole.

对不起，先生，我们可以补裂缝，但不能补洞。


25．
 There is a stain on this jacket. I'd like it removed before it's dry-cleaned.

这件夹克上有污迹，我想在干洗前先去掉它。


26．
 What kind of stain is it, sir?

是哪种污迹，先生？


27．
 I spilled some sauce on it.

我把酱油洒在上面了。


28．
 We will do our best to remove the stain but we cannot guarantee the result.

我们将尽力去掉这块污迹，但我们不能保证肯定可以去掉。


29．
 For laundry service, please dial 101 and you will get the house keeping.

需要洗衣时，请拨101，那是客房部。


30．
 There is an extra charge of 50% for quick service.

快洗服务要额外加收50％费用。


31．
 There is a hole in this coat, please mend it for me.

衣服上有一个洞，请代为织补一下。


32．
 I don't think it will look nice after mending, because the hole is too big.

这个洞比较大，织补后不一定能好看。


33．
 Your coat has been mended, is it all right?

您的衣服已织补好了，您看是否满意？


34．
 It's very well done, indeed, thank you.

织补得很好，谢谢。


35．
 There is a button missing on my coat, can you sew on a button for me?

我掉了一个扣子，你能帮我配一个吗？
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一、解释干洗服务

R＝Room Attendant （客房服务员）　G＝Guest （宾客）


R:
 Excuse me. Do you have any laundry? The laundry man is here to collect it.

打扰。请问您有要洗的衣物吗？洗衣房员工来取要洗的衣物。


G:
 No, not now, thank you.

没有，现在没有。谢谢。




R:
 If you have any, please just leave it in the laundry bag behind the bathroom door. The laundry man comes over to collect it every morning.

如果有的话，请把它留在浴室门后的洗衣袋里。洗衣房的员工每天早上会过来把它取走。


G:
 Thank you.

谢谢。




R:
 Please tell us or notify in the list whether you need your clothes ironed, washed, dry-cleaned or mended and also what time you want to get them back.

请告诉我们或者列个清单告知我们你是否想要你的衣物熨烫、水洗、干洗或者修补及你想取回的时间。


G:
 I see. What if there is any laundry damage? I wonder if your hotel has a policy on dealing with it.

明白。如果洗衣造成损坏怎么办？我想知道你们是否有完整的处理规则？




R:
 In such a case, the hotel should certainly pay for it. The indemnity shall not exceed ten times the laundry.

如果出现这种情况，当然宾馆会赔偿。但赔偿不能高于洗衣费用的十倍。


G:
 That sounds quite reasonable. I hope there's no damage at all.

听起来挺合理。我还是希望不会造成损坏。




R:
 Don't worry, sir. The Laundry Department has wide experience in their work.

不用担心，先生。我们的洗衣部很专业并且经验丰富。


G:
 All right. Thank you for your information.

好的。谢谢你提供的信息。




R:
 Not at all.

不客气。

二、要求洗衣服务

R＝Room Attendant （客房服务员）　G＝Guest （宾客）


R:
 Can I help you?

我能帮助你吗？


G:
 Yes. I have some laundry to be done.

是的。我有一些衣服要洗。




R:
 Certainly, sir. Could you fill out the laundry form, please?

当然可以，先生。您能填写一下洗衣单吗？


G:
 May I use your pen?

我可以用你的钢笔吗？




R:
 Sure. Here you are.

当然。给你。


G:
 Thanks. Oh, I don't want these shirts starched.

谢谢。哦，这些衬衫不需要上浆。




R:
 No starch. I understand, sir.

不上浆。我明白，先生。


G:
 And also I'd like this sweater to be washed by hand in cold water. It might shrink otherwise.

另外这件毛衣要用冷水手洗。否则的话它可能会缩水。




R:
 By hand in cold water, I see.

用冷水手洗，我明白了。


G:
 When will they be ready?

什么时候能洗好？




R:
 We will deliver them tomorrow evening around 6.

我们将在明天晚上6点左右交付。


G:
 Fine, thanks.

很好，谢谢。

三、要求快洗服务

R＝Room Attendant （客房服务员）　G＝Guest （宾客）


R:
 What can I do for you?

请问有什么可以帮您的吗？


G:
 Could you send someone up for my laundry, please? Room608, Hilton.

请派人来取我要洗的衣物，好吗？608房间，希尔顿。




R:
 Certainly, Mrs Hilton. A valet will be up in a few minutes.

当然可以，希尔顿太太。我们的服务生马上就会过去。


G:
 Good. I also have a silk dress which I don't think is color-fast. Will the color run in the wash?

好。我还有一件我认为不会褪色的丝绸衣服。洗的时候不会褪色吧？




R:
 We'll dry clean the dress. Then the color won't run.

我们会干洗这条裙子，所以不会褪色。


G:
 You're sure? Good! And the lining of my husband's jacket has come unstitched. It might tear over further while washing.

你确定？太好了。另外我丈夫夹克的衬里没有缝好。可能会在洗的时候翻出来。




R:
 Don't worry, madam. We'll stitch it before washing.

别担心。女士。我们会在洗之前把衬里缝好。


G:
 That's fine. Now, when can I have my laundry back?

那太好了。我何时能取回洗的衣服呢？




R:
 Usually it takes about two days to have laundry done. But would you like express service or same-day?

通常是要两天的时间。不过您是要快洗服务还是当日取？


G:
 What is the difference in price?

在价格上有何不同？




R:
 We charge 50% more for express, but it only takes 3 hours.

快洗服务我们会加收50％的费用，但只需3个小时就洗好了。


G:
 And for same-day, will I get the dress and skirt back this evening?

如果当日取，今天晚上能取回礼服和裙子吗？




R:
 Yes, madam. All deliveries will be made before six o'clock.

是的。女士。六点之前都会送到。


G:
 I'll have express then.那我就要快洗服务吧。

知识加油站



酒店洗衣服务标准

收取客衣

在规定时间以前将洗衣从房间取出。

如客人未填写洗衣单，不要收洗。将洗衣单放在洗衣袋上，留下服务通知单提醒客人如果需要洗衣服务，请与房务中心联系；客人口头交代或房务中心通知收洗时，可以收洗。挂在门口的洗衣要填写房号。

检查登记

交洗的客衣应检查是否有破损或是否物品遗留在袋外。

要与洗衣单所填写客人姓名、房号、件数、日期、时间进行核对，并做好登记。

集中放在指定地点，在规定时间点交给洗衣房。

快洗或有特殊洗涤要求的衣物在洗衣单上做上标记，与洗衣房交代清楚。

送还洗衣

洗衣房送回的洗衣应与登记本仔细核对，点清件数。

送衣进房时，按进房程序进房。

交洗的客衣如有损毁或客人投诉，查明情况，妥善处理。
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1．一日三餐
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2．食物类别
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1．订餐服务说明


1．
 Breakfast is served from 7:30 to10:00 A.M. Lunch and dinner are served from 11:00 AM to 11:00 P.M.

早餐供应时间是早上7:30至上午10:00。午饭和晚饭时间是从上午11:00至晚上11:00。


2．
 Room service is available 24 hours a day.

我们提供全天24小时的叫餐服务。


3．
 You may dial 8 then ask for room service.

你可以拨8要求送餐服务。


4．
 Room Service, may help you?

送餐服务，有什么可以帮您的吗？


5．
 There is another service charge for 15% for room service.

送餐服务要收15％的加价。


6．
 It will take 20 minutes to prepare for your lunch.

您的午餐需要20分钟时间准备。

2．客户需求


1．
 Would you please bring me some breakfast?

请为我送来一份早餐，好吗？


2．
 It's my wife's birthday today, I'd like to order a cake.

今天是我太太的生日，我想订一个蛋糕。


3．
 Can I have my breakfast brought to the room?

可以将早餐送到房间吗？


4．
 Of course. What would you like to have?

当然可以，您想吃些什么？


5．
 Some porridge, fried eggs and some toast with jam and butter.

一些麦片粥，煎鸡蛋，一份烤面包和果酱、黄油。

3．询问客人喜好


1．
 Which kind of juice would you prefer, grape fruit juice or orange?

你想要那种果汁，葡萄汁还是橙汁？


2．
 When shall I send the cake to your room?

什么时候将蛋糕给您送进房间？


3．
 Shall I pour you some coffee now?

我可以为您倒一杯咖啡吗？


4．
 Is there anything else that you want?

您还需要点别的什么吗？


5．
 At what time would you like your breakfast?

您希望什么时候把您的早餐送来？


6．
 A Continental breakfast or American breakfast?

是要欧式早餐还是美式早餐？


7．
 With coffee or tea?

需要咖啡还是茶？


8．
 For how many people, please?

请问要几个人的送餐？


9．
 Would you like to have something else besides the Continental breakfast?

除了欧式早餐，你还想要点别的吗？


10．
 How many eggs and how would you like them done?

您要几个鸡蛋？怎么料理？


11．
 What do you want to drink, tea or coffee?

您想喝点什么？茶还是咖啡？


12．
 Could you bring me a glass of milk and a boiled egg?

你能给我拿一杯牛奶和一个煮鸡蛋吗？


13．
 Do you want to pay cash or sign the bill?

您想付现金还是记账？


14．
 Please sign your name and room number on the bill.

请您把您的姓名和房号签在账单上。


15．
 We have different sizes, 7 inches, 9 inches and 11 inches, which do you prefer?

我们有不同尺寸的蛋糕，有7英寸的、9英寸的和11英寸的，你想要那一种？

4．核对菜单


1．
 Please sign your name and room number here on the bill.

请在账单上签上你的名字和房间号。


2．
 My name is Smith. I'm in room 425.

我叫史密斯，我住425房间。


3．
 I'd like to order two tuna sandwiches and a large pot of coffee.

我想要两份金枪鱼三明治和一大壶咖啡。


4．
 And would you please bring them to my room as soon as possible?

请你们尽快送到我的房间。


5．
 So it's two tuna sandwiches and a large pot of coffee?

您想要的是两份金枪鱼三明治和一大壶咖啡，对吗？


6．
 Is that all, sir?

就这些吗？


7．
 Just plain coffee will do.

纯咖啡就行了。


8．
 OK, no sugar, no cream, straight coffee and very black.

行，不要糖，不要奶油，清咖啡而且浓浓的。


9．
 I'll bring them to you right away.

我马上就给您送去。


10．
 Room service, may I come in?

我是送餐的，我可以进来吗？


11．
 Just put them on the table over there.

放在那边桌子上就行了。


12．
 The sandwiches are 8 yuan each and coffee is 5.5 yuan.

三明治每份8元，咖啡5元5角。


13．
 Would you please bring me some breakfast?

请为我送来一份早餐，好吗？


14．
 I will bring it up right away.

我马上把它送上来。


15．
 Good morning, here is the Continental breakfast you ordered.

早上好，这是您点的欧式早餐。


16．
 Would you please sign the bill?

请您在账单上签名好吗？


17．
 Thank you, enjoy your breakfast please, goodbye.

谢谢，请慢用，再见。


18．
 It won't take long to prepare for your breakfast.

您的早餐不会用太长时间准备。


19．
 I would like some lunch now.

我想现在进午餐。


20．
 It is room service here.

这是送餐服务。


21．
 Your food and drinks will be sent up in a few minutes.

您要的食品和饮料过几分钟就会送上去。


22．
 It will be up right away.

马上送上去。


23．
 I will send someone up with your breakfast immediately.

我马上叫人把您的早餐送上来。


24．
 I am sorry, we don't start serving lunch until 11 a.m..

对不起，我们要上午11点菜开始提供午餐服务。


25．
 The room service menu is on the back of the door

送餐服务菜单挂在门后。
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 Warm Up——Situation Dialogues

一、送餐服务（早餐）

R＝Room Attendant （客房服务员）　G＝Guest （宾客）


R:
 Good morning, room service. May I help you?

早上好，客房服务。我可以帮你吗？


G:
 I'd like to have breakfast in my room.

我想订份早餐送到我房间来。




R:
 Certainly, Sir. We offer two types of breakfast, American and Continental. Which one would you prefer?

当然可以，先生。我们提供两种类型的早餐，美式的和欧式的。您喜欢哪一个？


G:
 What does Continental breakfast have?

欧式早餐有什么？




R:
 Peeled oranges, toast with butter, coffee or tea.

已经剥皮的橙子，烤面包和黄油，咖啡或茶。


G:
 That would be fine, I will take it. I'd like a white coffee with two sugars, please.

可以，我要来一份。请为我送一份加牛奶的咖啡和两块糖。




R:
 I see. May I have your name and room number, please

我明白。请问您的名字和房间号？


G:
 Sure, It's Jackson Black in room 1506.

当然，这是杰克逊·布莱克，1506房间。




R:
 Let me confirm your order. Mr. Jackson Black in room 1506, Continental breakfast, white coffee with two sugars. Is that right?

让我确认你的订单。杰克逊·布莱克，1506房间，欧式早餐，牛奶咖啡和两块糖。对吗？


G:
 Exactly.

对的。




R:
 Your order will be ready soon. Thank you for calling.

您的订单很快就好了。谢谢您打电话来。

二、送餐服务（晚餐）

R＝Room Attendant （客房服务员）　G＝Guest （宾客）


G:
 I'd like you to bring me some food.

我希望你能给我送一些食物到我房间里来。


R:
 Just name it, sir.

好的，请讲，先生。




G:
 Please send up a bottle of champagne, lobster tail, and filet mignon, medium rare.

请送一瓶香槟，龙虾仁，菲力牛排，四分熟。


R:
 Regrettably, we're currently out of filet mignon. May I suggest the porterhouse instead?

遗憾的是，我们目前没有菲力牛排。请问大脊骨牛排呢？




G:
 Sure, I love porterhouse, too.

当然，我也爱大脊骨牛排。


R:
 Would you be interested in chocolate-covered strawberries with the champagne?

你觉得巧克力草莓配香槟怎么样？




G:
 I'd love to, but I'm allergic to strawberries.

我很想要，但是我对草莓过敏。


R:
 Okay, no strawberries tonight. The items will be charged to your amenities account.

好吧，今晚就不吃草莓。菜单账目将记在你的账户上。




G:
 Go right ahead.

请便。


R:
 Our staff will bring you your order in as short a time as possible.

我们的服务员将尽快把你点的菜送过去。

知识加油站



送餐服务

1．早餐

客人想在房间用早餐或喝饮料，一般是向客房服务员订餐或直接用电话向饮食部订餐。所点的食物和饮料由服务员直接送到房间。其服务程序和方法是：

（1）客人订早餐。客房应配备“客房用餐点菜单”，列出主要供应品种，供客人挑选。服务员在介绍酒店服务项目时应特别说明。

（2）问清客人需求和时间。不管客人是向饮食部还是客房服务员订餐，都要问清客人需要什么食物或饮料，烹饪制作有何要求等。防止同一食品烹饪制作方式不同引起客人不满。

（3）按照客人要求的开饭时间，提前做好准备。如客人所需要的菜点较少时，可用托盘；食物较多时，用餐车推送。若同一楼层有几位客人同时用早餐，就要准备好餐车和各种餐具。

（4）厨房准备好食品饮料后，服务员用餐车或托盘将客人的食品装好，记下食品价格和客人的楼层和房号。装车时凡是几位客人同时在房间用早餐，一定要分开装，同时加盖，注意保温。

（5）将早餐送入客房，若用托盘，盘上要垫布巾，托平稳。一般用左手托着，右手相扶，以防翻倒。这样用右手开门也较方便。若用餐车，推车时应特别细心，防止因地毯松动、地面不平或上下电梯时倒出。

（6）早餐送到房间，用右手敲门，待客人允许后再进入房间，并说：“先生（小组），您要的早餐已经准备好了，请问您想在房间什么地方用早餐？”然后请客人用餐。

（7）客人用餐后所剩下的食物和餐具不能留在客房内。通常在l小时后由服务员征得客人的同意后去收拾。收拾餐具时注意更换烟缸、玻璃杯。擦拭客人弄脏的东西，保持房间清洁、整齐、优雅。

（8）同客人结账。客房用餐一般加收30％～50％的服务费。服务员要事先根据客人用餐的品种、价格算好账，请客人付款，收款员要唱收唱支。执行一次性收款服务的酒店，则请客人出示房卡，在账单上签字。客房用餐收到的账款要连同账单一起及时送到柜台收款处。

（9）餐具收出后，属于客房部门的餐具要洗净、消毒、擦拭，放回楼层工作间。属于饮食部门的餐茶具要及时送还，不得留在楼层。

2．正餐

客人在房间用正餐的情况是很少的，但也有客人因某些原因在客房用午餐或晚餐。其服务程序和方法同早餐服务基本相同，但需要注意以下方面：

（1）客人在房间用正餐，如果是全餐服务的话，需提前1～2小时订餐。服务员要事先了解客人所订的食品和饮料，开餐前准备好餐具、餐巾或餐纸，用餐车连同第一道菜汤及面包送到房间。这时要做好铺台服务，根据用餐人数铺台，擦好餐桌、摆好餐具、餐巾或餐纸。

（2）客人用餐时，若无要求，服务员须退出房间，1～1.5小时后，再来照看。若客人要求提供桌面服务，服务员可留下给客人斟酒派菜，按照餐厅服务方法提供服务。

（3）客人用餐1～1.5小时左右，送上点心、水果或冰淇淋。食品和饮料的品种数量都根据客人订餐而定。

（4）最后给客人送咖啡或红茶。过20分钟左右，服务员到客房收拾餐桌，同时整理房间，保持清洁整齐。

（5）正餐服务的账单，一般在收拾整理房间后征求客人意见，向客人表示感谢，然后出示，请客人过目付款或签字。账单和账款要及时送到餐厅收款处。

（6）客房冰箱饮料服务项目。客房冰箱放置饮料后，同时在冰箱上要放置饮料签单和开瓶器。客人日常自己取用饮料，并将饮料名称及瓶数记在签单上签字。服务员每天检查冰箱和签单，及时补充箱内饮料，并将客房饮料签单送到柜台出纳处打入账卡，出纳员签名，以便客人离店时统一记账。若客人付现款，要另填账单，服务员签字收款。但必须注意及时将现金送到柜台收款处，防止跑账、漏账。提供客房送餐服务时，客人若直接用客房冰箱的饮料，客房饮料签单和客房用餐的食物账单必须分开，防止混淆。
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 Key Words——脱贫词库

1．物品设施
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2．反应问题
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3．客服回应
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 Key Sentences——从普通到优秀必备黄金句

1．客户反应问题


1．
 The light in the room is too dim. Please get me a brighter one.

房间的灯太暗了，请给我换一个亮点的。


2．
 I feel cold, maybe I got a cold.

我觉得很冷，也许我感冒了。


3．
 The water tap drips all night long. I can hardly sleep.

水龙头的水滴了一整夜，我几乎一夜没睡。


4．
 The toilet is stopped up.

马桶堵住了。


5．
 There is something wrong with the shower.

喷头坏了。


6．
 There is no water in the water closet, would you please have it repaired?

马桶没有水，请修理一下好吗？


7．
 I can't fall asleep because the tap is dripping.

水龙头滴水，吵得我无法入睡。

2．问题回应


1．
 Good evening. Did you ring for service? What can I do for you?

晚上好。您打电话要求服务了吗？我能为您做些什么？


2．
 Do you mind if I move your things?

您介意我挪动一下您的东西吗？


3．
 If your need any other things, please let us know.

如果您需要其他什么东西，请与我们联系。


4．
 Excuse me, what can I do for you?

打扰了，我能为您做什么？


5．
 Here is the blanket, and hot water too. Anything else I can do for you?

这是给您的毛毯，还有开水，您还需要我为您做点什么吗？


6．
 Housekeeping. Can I help you?

客房部，我可以帮您吗？


7．
 We will send someone to repair it immediately.

我们马上派人来修。


8．
 Room Maintenance. May I come in?

客房维修，我可以进来吗？


9．
 What's wrong with the toilet?

马桶怎么了？


10．
 Let me see. The toilet is clogged.

让我看看，马桶堵了。


11．
 It's all right now. you may try it.

现在好了，您可以试试。


12．
 I will be back soon with a new part.

我马上去拿个新零件回来。


13．
 Did you call for service, sir?

先生，您叫服务了吗？


14．
 I am very sorry about the noise, sir. We will look into it.

对不起先生，噪声吵到您了，我们马上调查是怎么回事。


15．
 What's the matter, sir?

怎么了，先生？


16．
 What's wrong with the toilet?

卫生间出什么毛病了？


17．
 What is the trouble? Anything needs repairing?

怎么了，有什么需要维修的吗？


18．
 I will fix it for you.

我来修理。


19．
 I will do it right away.

我马上就为您做。


20．
 I will bring it right away.

我马上给您拿来。


21．
 I will take care of it personally.

我会亲自解决这件事的。


22．
 We will bring the replacement immediately.

我们马上给您换一个。


23．
 It is hard to get a similar one.

很难再找到和这一样的了。


24．
 I am sorry, we can't fix it today.

对不起，我们几天修不了。


25．
 Would you mind changing a room? The toilet is hard to repair today.

您换个房间好吗？卫生间今天修不好了。


26．
 Since the water pipes are being repaired, cold water is not available from 9:00 a.m. to 4:00 p.m.

由于水管维修，上午9点至下午4点没有冷水供应。


27．
 Sorry for the inconvenience. We do hope you enjoy your stay here.

抱歉，给您带来不便，真心希望您住店愉快。


28．
 Wait a moment, please. I will inform the Engineering Department to send someone to repair it.

请稍等，我马上通知工程部来人修理。
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 Warm Up——Situation Dialogues

一、修理厕所

M＝Maintainer（维修工）　G＝Guest （宾客）


M:
 Housekeeping. Can I help you?

客房部。请问有什么可以帮您吗？


G:
 Yes, there seems to be something wrong with the toilet.

是的，抽水马桶好像坏了。




M:
 We'll send someone to repair it immediately. What's your room number, please?

我们会马上派人来修的。请问您的房间号码是？


G:
 1287.

1287。




M:
 May I come in?

我可以进来吗？


G:
 Come in.

进来。




M:
 What's the trouble?

怎么回事？


G:
 The toilet doesn't flush.

抽水马桶不冲水了。




M:
 Let me see. Oh, it's clogged…It's all right now. You may try it.

让我看看。哦，堵住了…现在没事了。你也可以试一试。


G:
 Yes, it's working now. Thank you.

是的，现在好了。谢谢你！




M:
 You're welcome. Anything else?

不客气。还有别的事吗？


G:
 The water tap drips all night long. I can hardly sleep.

水龙头滴了一整夜。我几乎一夜没睡。




M:
 I'm very sorry, sir. Some part needs to be replaced. I will be back soon.

非常抱歉，先生。有个零件要换了。我很快就回来。

二、借备用钥匙

S＝Staff（员工）　G＝Guest （宾客）


G:
 I've locked myself out of the room. May I borrow a duplicate key?

我把自己锁在房间外。我可以借一把备用的钥匙吗？


S:
 Don't worry, Mr. Bell. I'll open the door for you.

别担心，贝尔先生。我来为你开门。




G:
 Thank you very much. Sometimes I'm quite absent-minded.

非常感谢。有时我很心不在焉的。


S:
 It doesn't matter, Mr. Bell. What else can I do for you?

没关系，贝尔先生。还有什么我可以帮你的吗？




G:
 Ah, I'm afraid there's something wrong with the TV. The picture is wobbly.

啊，电视貌似有毛病了。画面很不稳定，摇摇晃晃的。


S:
 I'm sorry. May I have a look at it?

很抱歉。我可以看一下吗？




G:
 Here it is.

请看，这儿呢。


S:
 I'll send for an electrician from the maintenance department. We can have it repaired. Please wait just a few minutes, Mr. Bell.

我给您从维护部门请电工。我们一定会把它修好的。请稍等几分钟，贝尔先生。

三、修理电视

E＝Electrician（电工）　G＝Guest （宾客）


E:
 May I come in?

我可以进来吗？


G:
 How do you do?

你好？




E:
 How do you do? The TV set is not working well. Is that right, Mr. Bell?

你好？这台电视机坏了。对吗，贝尔先生？


G:
 No, it isn't.

是的，电视效果很差。




E:
 Let me have a look. Mr Bell, everything is OK now.

让我看一看。贝尔先生，现在一切都好了。


G:
 What efficiency! Thanks a lot. This is for you.

效率真高！多谢了。这是给你的。




E:
 Oh, no. We don't accept tips, but thank you, anyway. We wish you a nice stay with us, Mr. Bell.

哦，不。我们不收小费，但是无论如何谢谢你。我们希望您在我们这儿住得开心愉快，贝尔先生。

知识加油站



餐桌礼仪

不少人在吃西餐时，都会担心“失礼”。其实，所谓餐桌礼仪是为了让餐膳可以不受阻碍和破坏，而得以顺利流畅地进行的实用守则。谨记“整齐、清洁和保持安静”三项原则便可无往而不利。

1．当你应邀赴宴时，相比饮食，你对同桌进餐的人和餐桌上的谈话，大概要更感兴趣。因此进餐时，应该尽可能地少一些声响，少一些动作。

2．女主人拿起餐巾时，你也就可以拿起你的餐巾，放在腿上。有时餐巾中包有一只小面包；如果是那样的话就把它取出，放在旁边的小碟上。

3．餐巾如果很大，就叠放在腿上；如果很小，就全部打开。千万别将餐巾别在领上或背心上，也不要在手中乱揉。可以用餐巾的一角擦去嘴上或手指上的油渍或脏物。千万别用它来擦刀叉或碗碟。

4．正餐通常从汤开始。在你座前最大的一把匙就是汤匙，它就在你的右边的盘子旁边。不要错用放在桌子中间的那把匙子，因为那可能是取蔬菜或果酱用的。

5．在女主人拿起她的匙或叉以前，客人不得食用任何一道菜。女主人通常要等到每位客人都拿到菜后才开始。她不会像中国习惯那样，请你先吃。当她拿起匙或叉时，那就意味着大家也可以那样做了。

6．如果有鱼这道菜的话，它多半在汤以后送上，桌上可能有鱼的一把专用叉子，它也可能与吃肉的叉子相似，通常要小一些，放在肉叉的外侧离盘较远的一侧。

7．通常在鱼上桌之前，鱼骨早就剔净了，如果你吃的那块鱼还有刺的话，你可以用右手拿刀，把刺拨开。

8．如果嘴里有刺，就应悄悄地，尽可能不引起注意地用手指将它取出，放在盘子边沿上，别放在桌上，或扔在地下。
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1．日常用品
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2．服务类型
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 Key Sentences——从普通到优秀必备黄金句

1．日常生活服务


1．
 We also offer wheelchair and walking stick. Please contact the Luggage Room if you need.

饭店备有轮椅和拐杖，如需使用请与行李房联系。


2．
 We offer free-of-charge delivery service and left-luggage service in our hotel.

我们为您提供店内免费运送或寄存行李服务。


3．
 Shopping Center is located in the lobby. It offers local specialties, tourism products, artwork, articles for daily use, soft drinks and food, etc.

购物中心位于饭店大堂东侧，为您提供地方特色产品、旅游产品、艺术品、日常用品、饮料、食品等。


4．
 You may polish your shoes in the lobby.

你可以在大厅擦鞋。


5．
 Each room provide shoe-shine cloth. Please put your shoes into the basket in the cabinet or contact Housekeeping if you need.

每间客房都配有擦鞋布。如需要擦鞋服务，请将鞋放入房间衣柜鞋篮内或与客房中心联系。


6．
 We are very glad to provide fresh flower service for you.

我们非常乐意为您安排鲜花服务。


7．
 Please contact the Concierge if you need a car, the service is available for 24 hours.

如需预订出租车，请与礼宾部联系，24小时接受预订。


8．
 We have the parking area. Please park your car as shown.

饭店拥有停车场。请按指定车位停放车辆。


9．
 We are not responsible for any damage if you hinder the path, fighting-fire and security etc.

有碍车道畅通、消防、安全等的车辆，如有损坏饭店不予负责。


10．
 Please inform our guard if your car need special care. We will make some notes and be care for the car.

如需特别监管的车辆，请告知在场保安员。我们将会记录，妥加看护。


11．
 Please don't leave your valuables in the car. If you have ones, please place them in the safe deposit box of the Front Desk in the lobby.

请勿将贵重财物放在车内，住店宾客可将贵重物品交饭店寄存处寄存。


12．
 We provide fast check-in, check-out service for the executive floor guests.

我们为行政楼层的客人提供快速入住和退房服务。


13．
 We will serve you the whole day. Please contact housekeeping center for assistance.

客房中心24小时为您服务，如有需要请与客房中心联系。


14．
 Hang "Make up Room" signboard at the door knob or call housekeeping, and then we'll clean your room as soon as possible.

您若需要服务员为您清理房间，请将“清理房间”牌挂于门外或与客房中心联系，我们会尽快为您清理。


15．
 We have the turn-down service for you every day, please contact housekeeping center.

酒店每日为您提供夜床服务。如果需要请与客房部联系。


16．
 Contact with reception desk for extra bed in the room if you need.

酒店为您提供加床服务。如果需要请与总台联系。


17．
 The water from the tap in the bathroom can be drunk directly. You may use the electronic kettle to boil the water. Please contact housekeeping for assistance.

客房卫生间的直饮水是可以直接饮用的。我们建议使用电水壶煮沸后再饮用。如有需要请与客房中心联系。


18．
 There is a hair dryer in the room for you.

客房内备有电吹风可供您使用。


19．
 We prepare the ice cube for you in the housekeeping. Please contact us if you need.

客房中心可以为您提供冰块，如有需要请与我们联系。


20．
 There are iron and iron board in housekeeping center. Please contact us for assistance. Please take care of yourself.

客房中心备有电熨斗和烫衣板。如有需要请与我们联系。使用时，请注意安全。


21．
 Each room provides remote-control color TV with satellite & cable channels. If you want to know the program arrangement, check playbill please.

酒店所有客房均有遥控彩色电视，提供卫星、有线电视频道。您可以翻阅节目单查询节目安排。


22．
 Our hotel specially prepares non-smoking floor on the 8th floor for the guests who don't smoke.

酒店为不吸烟的宾客特别准备了无烟楼层（8楼），为您提供清新的住宿环境。


23．
 For any assistance, please contact housekeeping center or front desk.

如果需要服务，请与客房中心或总服务台联系。

2．商务办公服务


1．
 Please dial "6" to contact with the operator and confirm your wake-up time.

请拨“6”与总机接线员联系，确定叫醒时间。


2．
 We provide you with the comprehensive secretarial service, such as typewriting in Chinese or in English, fax and copying service, e-mail service, purchasing ticket, mailing, etc.

酒店为您提供全面的秘书服务：中英文打字、传真复印、收发电子邮件、订票、邮寄等。


3．
 There are 8 various specification conference rooms that can hold 10 to 200 persons on the 8th floor. If you need, please contact the marketing & sales department.

酒店八层拥有可接待10-200人的各种规格会议室8个。如有需要请与市场营销部联系。


4．
 If you have things lost, please contact housekeeping. We will keep the lost things for 3 months. Perishable goods will be kept 3 days. We are entitled to deal with them beyond the deadline.

如有物品遗失，请与客房中心联系。遗失物品将保留三个月，易变质物品保留三天。在上述期限内无人认领的物品，酒店将会自行处理。


5．
 If any emergency happens, please contact housekeeping center or front desk.

如遇紧急情况请联系客房中心或总服务台。

3．电话网络服务


1．
 Every room is equipped with the direct international and domestic dialing system. If you want to make a long distance call, please check the <Telephone Directory> or dial "6" for help.

每个房间都配备长途直拨国际和国内电话系统。如要拨打长途电话，可先参阅《电话服务指南》或拨“6”请总机接线员协助。


2．
 The guest rooms have fixed with broadband access and wireless internet also. You can get on the internet in your room for free.

酒店客房为您提供无线及宽带免费上网服务。


3．
 You have to pay for the calls you dialed. So please pay attention especially when you make a long distance call.

拨打长途电话时，请小心拨号，因为所有拨通电话均收费。


4．
 If you'd like to keep the room number secret and avoid being disturbed by telephone, please press the key of "DND" on the wall and contact the Operator by "6".

如果您不想被打扰，请按房间取电处“请勿打扰”键，并可拨“6”与总机接线员联系。


5．
 If you want to dial to the room, please dial the room number directly. To make a call to: Room No.1288. Dial 1288 directly.

宾馆内通话请直接拨打房间号码。例如拨打1288房，请直接拨打号码1288。


6．
 Please dial "0" first. After you have heard the dialing tone, dial the number you want.

先拨“0”接通外线，听到拨号音后，接着拨打您所需要的电话号码。


7．
 Service charge is needed for the this service.

此项服务需加服务费。
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 Warm Up——Situation Dialogues

一、开夜床服务

R＝Room Attendant （客房服务员）　G＝Guest （宾客）


R:
 Good evening, madam and sir. May I do the turn down service for you now?

晚上好，夫人和先生，请问我可以为你们进行开夜床服务了吗？


G:
 Oh, thank you. But you see, we have invited some friends over. We're going to have a small party here in the room. Could you come back in three hours?

噢，谢谢你。但是我们邀请了一些朋友过来聚聚。我们将在这房间开一个小派对。你能在三个小时后再来吗？




R:
 Certainly, madam. I'll let the overnight staff know. They will come then.

当然可以，夫人。我会转告夜班服务员知道。他们那时候会再来。


G:
 That's fine. Well, our friends seem to be a little late. Would you please tidy up a bit in the bathroom? I've just taken a bath and it is quite a mess now. Besides, please bring us a bottle of boiled water. We'd treat our guests with typical Chinese tea.

好的。嗯，我们的朋友可能要晚些时候才到。你能整理一下浴室吗？我刚洗了澡，那儿乱糟糟的。此外，请给我们带瓶开水来。我们想用中国茶招待我们的客人。




R:
 Yes, madam. I'll bring in some fresh towels together with the drinking water.

是的，夫人。我会带一些干净的毛巾和饮用水来。


G:
 OK.

好吧。




R:
 It's growing dark. Would you like me to draw the curtains for you, sir and madam?

天黑下来了。我要为您拉上窗帘吗，先生，夫人？


G:
 Why not? That would be so cozy.

为什么不呢？那将会很舒适。




R:
 May I turn on the lights for you?

需要我为您开灯吗？


G:
 Yes, please. I'd like to do some reading while waiting.

是的，请。我想边读书边等待。




R:
 Yes, sir. Is there anything I can do for you?

是的，先生。还有什么我可以帮您的吗？


G:
 No more. Thank you very much.

没了。非常感谢。




R:
 I'm always at your service. Goodbye, sir and madam, and do have a very pleasant evening.

我随时为您服务。再见，先生，夫人，祝你们今晚过得愉快。

二、要求物品

R＝Room Attendant （客房服务员）　G＝Guest （宾客）


G:
 Hi, I'm in room 505.

你好。我是住在505房间的客人。


R:
 Yes, Can I help you?

你好。你有什么事？




G:
 Can I request some items to be brought up?

我能不能请你拿些东西上来？


R:
 Of course you can. This is room service.

当然可以。这是我们的房间服务。




G:
 I would like to request some bandages.

我想要一些绷带。


R:
 No problem. I'll come up in about five minutes.

没问题。我大概五分钟之后上来。




G:
 Could you also bring me some extra drinking water?

你能不能再给我拿一些饮用水上来？


R:
 Okay. I'll bring a roll of bandages along with some water for you.

好的。我会带一卷绷带和水给你。




G:
 Sorry, but I will also need a shaver.

不好意思，我还需要一个刮胡刀。


R:
 Sure. Is there anything else you need me to bring up to your room?

好的。你还需要我带什么东西到你的房间吗？




G:
 That is all, thank you. Please hurry, I cut my finger.

就这些了。谢谢你。麻烦你快点。我把手割伤了。

三、电话要求服务

O＝Operator （接线员）　G＝Guest （宾客）


O:
 Room service. How may I help you?

客房服务。我可以怎样帮助你？


G:
 Good evening. This is room 678. I'm Bob Black.

晚上好。这是678号房。我是鲍勃·布莱克。




O:
 Yes, sir?

是的，先生？


G:
 I wonder if you could do me a favor.

我想知道你是否可以帮我一个忙。




O:
 I'll be happy to, if I can, Mr. Black.

我很乐意，如果我可以，布莱克先生。


G:
 Can you please give me a wake-up call at six, tomorrow morning?

明天早上六点请给我一个叫醒电话好吗？




O:
 I certainly can.

我当然可以。


G:
 Thank you. Do you provide breakfast that early?

谢谢你。你们可以那么早提供早餐吗？




O:
 Yes, sir. You can have your breakfast either in your room or at the breakfast buffet.

是的，先生。你可以在你的房间或在自助餐厅吃早餐。


G:
 Good. Another thing, I need an extra blanket for the night.

好的。另一件事，我需要一个额外的毯子过夜。




O:
 That's no problem, Mr. Black. I'll send one up right away.

没问题，布莱克先生。我将立刻给您送。

知识加油站



国际知名的酒店管理集团及旗下酒店一览

国际知名的酒店管理集团在世界各地都经营着知名的豪华酒店，现在就给大家介绍一下比较有名的酒店管理集团。

希尔顿酒店集团公司（Hilton Hotels Corporation）

旗下主要品牌：希尔顿（Hilton Hotel），港丽（Conrad Hotel），斯堪的克（Scandic），双树（Double Tree），大使套房酒店（Embassy Suite），家木套房酒店（Homewood Suite），哈里逊会议中心（Harrison Conference Center），庭园旅馆（Garden Inn），汉普顿旅馆（Hampton Inn And Suites），希尔顿度假俱乐部（Hilton Grand Vacations Club）等。

洲际国际酒店集团（International Hotels Group）

旗下主要品牌：洲际（International），皇冠（Crowne Plaza），假日（Holiday Inn）等。

万豪国际酒店集团公司（Marriott International, Inc. Hotels）

旗下主要品牌：万豪（Marriott Hotels$Resorts），J.W.万豪（J.W.Marriott Hotels$Resorts），万丽（Renaissance Hotels&Resorts），万怡（Courtyard），万豪费尔费得（Fairfield Inn），万豪春丘（Springhill Suites），万豪度假俱乐部（Marriott Vacation Club）等。

喜达屋国际酒店集团（Starwood Hotels & Resorts Worldwide）

旗下主要品牌：瑞吉斯（St.Regis），至尊精选（The Luxury Collection），喜来登（Sheraton），威斯汀（Westin），福朋（Four Points）等。

香格里拉酒店集团（Shangri-La Hotels and Resorts）

旗下主要品牌：香格里拉大酒店（Shangri-Hotel）等。
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 Key Words——脱贫词库

1．饭店专业名词
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2．餐位预订
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3．菜品推荐
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 Key Sentences——从普通到优秀必备黄金句

1．服务员用语


1．
 Restaurant, may I help you?

您好，餐厅，我可以帮您吗？


2．
 Our Chinese Restaurant opens at 7:00 a.m. and closes at midnight.

我们中餐厅在早上7点开门，午夜关门。


3．
 I'd like to reserve a table for two, please.

我想预订一张两人桌。


4．
 May I have your name and telephone number, please?

请问您的姓名和电话。


5．
 We open at 5:30 p.m., and we take last orders at 10:00 p.m..

我们下午5:30开门，接受点菜最后的时间是10点。


6．
 What time would you like your table, sir?

先生，请问您想订什么时候的用餐？


7．
 Fine, I'll reserve a tale for two at 8 p.m., sir. May I have your name and room number, please?

好的，先生，我将为您预订晚8点的两人餐桌，请问您的姓名和房号？


8．
 How many people are there in your party?

你们一共几个人？


9．
 Who's the reservation for?

您为谁预订？


10．
 We look forward to having you with us soon.

我们期待您尽早光临。


11．
 I'm sorry, the restaurant's full.

对不起，我们餐厅预订已满。


12．
 I'm sorry, we are not open on Mondays.

对不起，我们餐厅在星期一不营业。


13．
 We are open from 5:00 p.m. until 10:00 p.m. for dinner.

我们晚餐的开餐时间是下午5点到晚10点。


14．
 We open 24 hours in the coffee shop.

我们咖啡厅24小时营业。


15．
 I'm sorry, there aren't any table left for 7:00 p.m. tonight, but we can give you a table at 8:30 p.m.. Would you like wait till then?

对不起，今晚7点餐厅的预订已满了，不过我们可以在晚8:30给您安排一张餐桌，您是否愿意等到那时？


16．
 We have already received many bookings and though cannot guarantee anything, please be assured that we'll try our best, Mr. Davis, I hope you'll understand.

我们已经接到了许多预订，尽管我不能向您保证什么，但请相信我会尽力帮您，戴维斯先生，希望您能理解。


17．
 What kind of dishes do you like?

您喜欢什么菜？


18．
 How much would you like to pay for each person?

您打算每个人的进餐标准是多少？


19．
 There are levels of 30 Yuan, 50 Yuan, 80 Yuan per person, excluding drinks. Which one would you prefer?

有每人30元、50元、80元的标准，不含酒水，您想订哪种？

2．宾客订餐


1．
 I'm going to invite some friends to dinner tonight, how should I order my feast?

我今晚要请几个朋友来进餐，我该怎么开餐？


2．
 I'd like to make a reservation for tonight.

我想预订今晚的座位。


3．
 A table for two this evening at 8:30 for Mr. Frank.

弗兰克先生，今晚8点30分，一张两个人的桌位。


4．
 I would like to book a table for four for next Wednesday, December 23.

我想订一张四人桌，12月23日也就是下星期三。


5．
 Please book it under the name of Mr.Watson.

请以华生先生的名义订餐。


6．
 I'd like to reserve a table for dinner.

我想预订一个桌位用餐。


7．
 Any chance of table by window?

有没有可能订靠近窗子的桌位？


8．
 We'd like to sit in the nonsmoking area.

我们想要坐在非吸烟区。


9．
 We'd like a smoking table.

我们想要吸烟区的桌位。


10．
 I'd like a quiet corner, if possible.

我想要安静的角落，如果可能的话。


11．
 What are the prices here?

这里都有哪几种价格？
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 Warm Up——Situation Dialogues

一、未预订餐位

W＝Waiter （服务员）　G＝Guest （宾客）


W:
 Good evening, gentlemen. Have you made a reservation?

晚上好，先生们，请问您有预订吗？


G:
 No. I'm afraid we haven't.

恐怕没有。




W:
 Never mind, sir. A table for two? This way, please.

没关系，先生。是两位吗？请这边走。


G:
 Can we sit here by the window?

我们可以坐这个靠窗的位置吗？




W:
 I'm sorry. Sir. The table has been reserved. There is a sign on it. I'll seat you anther table.

不好意思，先生，这个位置已被预订了，这里是有标志。我给您找另一张桌子吧。


G:
 OK, thanks.

好的，谢谢。




W:
 Would you like to have a drink first?

先来点喝的怎么样？


G:
 Yes. We'll have two beers.

好的，先来两杯啤酒吧。




W:
 Two beers. Certainly, sir.

当然可以，先生。


G:
 Can we have the menu, please?

请拿菜单给我们。




W:
 Here's the menu, Sir. I'll be back to take your order in minute.

菜单在这里，先生。我稍后再来取您的点菜单。

二、已预订餐位

W＝Waiter （服务员）　G＝Guest （宾客）


W:
 Good evening, madam and sir. Welcome to the Queen Restaurant. May I help you?

先生，女士，晚上好。欢迎来到皇后餐厅，有什么可以帮您的吗？


G:
 Yes, please.

是的。




W:
 Do you have a reservation?

请问您有预订吗？


G:
 Yes, I reserved a table for two yesterday afternoon, in the name of Mr. White.

是的，我昨天下午以怀特先生的名义预订了一张桌。




W:
 Just a moment, please. I'll have a look at our reservation book. Oh, yes, Mr. white. We're expecting you. We have a window seat reserved for you. This way please. Will this table be fine?

请稍候，我查一下我们的预订记录。哦，是的，怀特先生，我们恭候您的光临。我们给您留了一张靠窗的桌子，请这边走。这张桌子可以吗？


G:
 That's OK.

可以。




W:
 Please take a seat. Here is the menu. I'll take your order a moment later. Would you like to have a drink first? Two beers?

请坐。这是菜单。我一会儿为您点菜。先来点喝的怎么样？两杯啤酒吗？


G:
 All right. Thank you.

好的，谢谢。




W:
 You are welcome. It's our pleasure to serve you.

不用谢。能为您服务是我们的荣幸。

知识加油站



英语中的人名

1．A cup of Joe

一杯咖啡。A cup of Joe也就是a cup of coffee。这个说法是从纽约一家公司Martinson's Coffee的Joe Martinson的名字得来的，据说当时临近街区都弥漫着咖啡的芳香，所以人们都称咖啡为a cup of Joe。

2．average Joe

平常人，普通人。Average意思是“平均的，一般水平的”，而Joe又是一个极其常见的名字，所以人们就用average Joe来表示很普通的一个人。

3．not know Jack about

对某事一无所知。如：I don't know jack about fishing意思就是I don't know anything about fishing（我对钓鱼一无所知）。而I don't know Jack的意思就是“我什么也不知道”。关于Jack，还有两个常见的句子。Do you know jack shit? 意思就是问别人，“你知不知道什么叫无知？在美国的口语中，jack shit 算是一句粗话，意思是什么也没有。

4．a plain Jane

长相不起眼，外貌平凡的女人。这里的plain是“不惹人注目的，朴素的”，而Jane是一般女人名，plain与Jane押韵。如：I wonder why a handsome man like Jeff married such a plain Jane.我很奇怪像杰夫这样出色的男子怎么与一个不怎么起眼的姑娘结婚。

5．No way, Jose

“不可能的荷西”，常用于熟人之间拒绝做某事。Jose并不表示叫这个名的人，而是跟way押韵。这种说法始于20世纪60年代美国乡村。

6．Jack of all trades

万事通。一般指杂而不精，也就是我们平时所说的“三脚猫”。Jack of all trades and master of none.门门精通，样样稀松。

7．Uncle Sam

美国。它源自1812-1814年间美英战争时期的一个历史传说。相传在纽约州的特洛伊城（Troy）有位年长的肉类加工商，名叫山缪尔·威尔逊（Samuel Wilson）。他勤劳、诚实、能干，很有威信，人们亲切地叫他山姆大叔（Uncle Sam）。他也是一位爱国者，与父兄曾参加过美国独立战争。在1812年的美英战争中，他的工厂与政府签了一份为军队生产桶装牛肉的合同，美国政府每当收到他交来的经其亲自检验合格的牛肉，就将肉装入特制的木桶，并在桶上盖上US的记号。由于Uncle Sam的首字母是US，而美国（The United States）的缩写也是U.S.，于是人们便把这两个名称合二为一了。当地的人们就把“山姆大叔”当成美国的绰号，并逐渐流传开来。

8．John Bull

在政治漫画里，代表美国的总是又高又瘦的Uncle Sam（山姆大叔）；代表英国的则是面色红润的、胖胖的John Bull（约翰牛）。John Bull这个名字是怎么来的呢？英国人和狗的关系非常密切，特别是斗牛犬（bulldog），所以，十八世纪初，作家兼御医Dr. Arbuthnot写了一本《约翰牛传》（The History of John Bull），主张英、法和平相处，书中主角的名字就叫作John Bull，作者用他来代表英国。从此以后，John Bull成了英国和典型英国人的代名词。

9．Romance

说起romance，你一定会浮想联翩，这是一个年轻男女们都很喜欢的字眼，你知道这个字是怎么来的吗？说起来romance和罗马有关。古罗马人用的是拉丁文，后来拉丁文渐渐消失，演变为意大利语、法语、西班牙语、葡萄牙语、罗马尼亚语等，这些语言总称为Romance languages（罗曼斯语）。中世纪的时候，武士闯荡江湖赢得美人芳心这类的故事多数是用罗曼斯语写的，其中法文用的最多。所以，这一类故事就叫作romances。法国人的“浪漫”世界闻名，大概也与此有关吧。

10．Mermaid

mermaid就是传说中的美人鱼，有人类的头和身体，但是长着一条鱼的尾巴。很多人都是从安徒生的童话中认识了那个纯洁、美丽、善良的小美人鱼。今天，小美人鱼的雕像已经成为丹麦首都哥本哈根的著名旅游景点，同时也已成为丹麦的象征。mermaid这个词由两部分构成，mer和maid，这两个词都是从古英语中来的，分别为mere（海洋）和mayde（少女）。早在安徒生之前，就已经有了人鱼的传说，不过那时侯人们心目中的美人鱼虽然同样有着超凡的美貌和魔力，但她会诱惑经过的海员而使航船触礁毁灭，人们称之为siren（海妖）。mermaid还有一个相对应的merman，用来表示男性人鱼。其实，“人鱼”的原型是海牛，一种大型的哺乳类水生动物，生活在温暖的浅水水域，以水下植物为生。雄性海牛称为dugong，雌性海牛称为manatee。每当雌性海牛怀抱小海牛浮出水面哺乳，远远望去，便如同一位慈祥的母亲怀抱孩子浮游在水面上。
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 Key Words——脱贫词库

1．接待用语
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2．推荐饮料
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 Key Sentences——从普通到优秀必备黄金句

1．迎接已预订的客人


1．
 Do you have a reservation?

请问您有预订吗？


2．
 May I have your name, please?

请问您贵姓？


3．
 We are expecting you.

我们正恭候您的光临。


4．
 I'm afraid the table you reserved is not ready yet.

恐怕您预订的餐位还没有准备好。


5．
 I'm afraid that we let another guest sit at your table since you did not arrive at the reserved time.

因为您没有按照预订的时间来，所以我们将座位给另一位客人了。


6．
 Would you mind waiting until it is free or would you prefer another table?

您介意等会儿吗，或者您去另外一桌好吗？

2．迎接未预订的客人


1．
 We can seat you very soon.

我们很快就会安排您入座。


2．
 It may take about 15 minutes.

可能需要15分钟才有空位。


3．
 Could you wait for another 5 minutes, please?

您再等5分钟好吗？


4．
 Could you wait in line until a table is free, please?

请您排队等空位好吗？


5．
 I'm sorry to have kept you waiting.

很抱歉让您久等了。


6．
 I'm afraid this table is reserved for 7 p.m.

这张餐台已经预订了7点的时间段。

3．引领入座


1．
 How many persons, please?

一共几位呢？


2．
 Where would you prefer to sit?

您喜欢坐在哪里？


3．
 I'll show you to your table.

我来为您领位。


4．
 Is this table fine? / How about this table?

这张桌可以吗？


5．
 A waiter / waitress will come soon to take your order.

服务员很快会来为您写菜单。


6．
 Do you have a meal / breakfast voucher?

您有餐券／早餐券吗？


7．
 Please follow me, sir / madam.

请跟我来，先生／女士


8．
 This way please, sir / madam.

请这边走，先生／女士


9．
 Please mind your steps, sir / madam.

请留意脚下，先生／女士


10．
 I am sorry, sir / madam. We do not have a free table now. Would you like to have a drink in the bar(lounge)? We shall call you as soon as possible.

对不起，先生／女士。我们现在没有空餐桌，请您在酒吧（大堂）稍等一下，好吗？一有空桌，我们会立即通知您。


11．
 Is this table fine with you, sir / madam?

请问您对这张餐桌满意吗，先生／女士？


12．
 Here is the menu for you, sir / madam.

这是菜单，先生／女士


13．
 If you need any help, please call me.

如果您在用餐时有什么问题，请告诉我。


14．
 I am sorry, sir / madam. Would you care to follow me to another table?

对不起，先生／女士，请随我去另一张餐桌。


15．
 Which would you prefer, here by the window or near the door?

您是愿意靠窗坐呢，还是靠门坐？


16．
 I am sorry, sir / madam. All the tables by the window are occupied.

对不起，先生／女士，所有靠窗的餐桌都满了。

4．餐桌安排


1．
 I'm afraid we can't seat you at the same table.

恐怕没办法让您们坐同一桌。


2．
 Would you mind sitting separately?

您们是否介意分开坐？


3．
 Would you like a high chair for your child?

要不要给您的孩子拿一张高椅呢？


4．
 I'm afraid that table is reserved, sir.

恐怕那张桌子已经有人预订了。


5．
 Would you mind sharing a table?

您介意和别人同桌吗？


6．
 Some other guests wish to join this table.

别的客人想跟您共享这张桌子。


7．
 Would you mind moving over a little?

您介意移过去一点吗？


8．
 Another guest wishes to sit at the counter. Could you move down one seat, please?

另外一位客人想坐在柜台边。您可以挪过去一点儿吗？


9．
 Excuse me, sir, but may I pass?

抱歉，先生，我可以从这儿过去吗？


10．
 Could you move your chair closer to the table, please?

您可以把椅子拉近桌子一些吗？

5．推荐饮料


1．
 May I suggest Tsingtao Beer with your meal? It goes well with it.

我可以向您推荐青岛啤酒配餐吗？它非常适合。


2．
 I suggest mineral water if you would like something refreshing.

如果您需要一些清新的饮料，我向您推荐矿泉水。


3．
 Would you care for something to drink before your meal?

您在用餐前要喝饮料吗？


4．
 Would you like to see the drink / wine list?

您是否要看饮料单／酒单？


5．
 Would you care for a liqueur or brandy?

您喝利口酒还是白兰地？


6．
 Would you care for an aperitif?

您是否要喝一些开胃酒？


7．
 What kind of wine do you prefer?

请问您是喝哪种葡萄酒？


8．
 We have a special drink promotion this evening. May I suggest the Five Star Beer?

今晚我们的饮料有促销活动，五星啤酒怎么样？


9．
 We have excellent Chinese red wine which I can recommend.

我们可以向您推荐口感优质的中国红葡萄酒。

[image: alt]
 Warm Up——Situation Dialogues

一、迎客服务

W＝Waitress （女服务员）　G＝Guest （宾客）


W:
 Good evening, sir. Welcome to the Kingdom Restaurant. How many persons, please?

晚上好，先生。欢迎到金都餐厅。请问有几位？


G:
 A table for two, please.

一个两人的餐桌。




W:
 Certainly, sir. How about the table by the window? You may enjoy the beautiful seaview outside.

当然可以，先生，靠窗户的桌子怎么样？你可以享受美丽的海景。


G:
 Fine, thanks.

好，谢谢。




W:
 This way, please.

这边请。

二、餐厅满员

W＝Waitress （女服务员）　G＝Guest （宾客）


W:
 Do you have a reservation, sir?

请问您订位了吗？先生？


G:
 No, I am afraid we don't.

没有。




W:
 I'm sorry. The restaurant is full now. You have to wait for about half an hour. Would you mind having a drink at the lounge until a table is available?

很抱歉，餐厅已经满员了。大约要等30分钟才会有空桌。你们介意在休息室喝点东西直至有空桌吗？


G:
 No, thanks. We'll come back later. May I reserve a table for two?

不用了，谢谢。我们等一会儿再来。请替我们预订一张两人桌，可以吗？




W:
 Yes, of course. May I have your name, sir?

当然可以。请问先生贵姓？


G:
 Bruce. By the way. Can we have a table by the window?

布鲁斯。顺便问下，我们可以要一张靠近窗口的桌子吗？




W:
 We'll try to arrange it but I can't guarantee, sir.

我们会尽量安排，但不能保证，先生。


G:
 That's fine. (Half an hour later, the couple comes back.)

我们明白了。（半小时后，布鲁斯夫妇回来了。）




W:
 Your table is ready, sir. Please step this way.

你们的桌子已经准备好了，先生，太太。请往这边走。

三、餐桌安排

W＝Waier （服务员）　G＝Guest （宾客）


W:
 Good evening, sir.

晚上好，先生。


G:
 Good evening. A table for two, please.

晚上好。一张两人的餐桌。




W:
 Yes, sir. This way, please.

是的，先生。这边请。


G:
 Thank you.

谢谢。




W:
 Take a seat, please. Here are the menus. I will come around to take your orders a moment later.

请坐。这是菜单。等会我来取您的订单。


G:
 Thank you.

谢谢。




W:
 Excuse me, sir. Are you ready to order?

打扰了，先生，准备点菜吗？


G:
 Yes. I will take mushroom soup, tuna salad and roast beef.

是的。我要蘑菇汤、金枪鱼沙拉和烤牛肉。




W:
 Yes, sir. Do you wish to take anything else?

是的，先生。你还想再要点别的吗？


G:
 No, thank you.

不，谢谢你。




W:
 I will bring the dishes straight away.

我马上把您点的菜送过来。


W:
 (a moment later) Here is your mushroom soup, tuna salad and roast beef. Enjoy yourself.

（过了一会儿）这是您的蘑菇汤、金枪鱼沙拉和烤牛肉。请慢用。


G:
 OK. Thank you.

好的。谢谢你！

知识加油站



餐厅迎宾守则

1．岗位职责

站在餐厅大门两侧迎接客人入店，帮助安排座位，仪态端庄大方，面带微笑，见到客人进店须致以热情问候，并用“欢迎光临”“你好”等礼貌用语。客人离店时，要同样热情地欢送客人，并使用“谢谢光临”“欢迎下次光临”等礼貌用语。

2．迎宾岗位要求

（1）站立时抬头、挺胸、收腹，两手交叉至前。行走时脚向前迈步，步伐均匀，速度要快，手臂自然摆动。帮客人指引位置时手臂伸直，手指自然并拢，掌心向上，以肘关节为轴指向目标，声音要亲切、温和、音量适中。

（2）微笑服务和礼貌用语。微笑服务实际就是饭店员工有较高的礼貌修养，时刻保持良好的工作情绪。微笑服务是最基本的服务态度中，是良好服务态度的重要外在表现形式。微笑给人一种亲切、和蔼、礼貌、热情的感觉，加上适当的敬语会使人感到宽慰。

礼貌是文明行为的起码要求，是人与人之间在交往接触中相互表示尊重和友好的行为规范。礼貌用语有您好、欢迎光临、对不起、打扰了、实在很报歉、请、谢谢、请原谅、别客气、欢迎下次光临等。

（3）记住老顾客。对经常来店的顾客应了解客人的姓氏，以便称呼。记住老顾客的外貌、爱好和特殊要求，和老顾客成为朋友，可以防止顾客流失，给餐厅带来新客源，也减少了投诉。

（4）协助和补充服务员的工作。在作好本职工作的同时，门迎有必要帮助服务员接单、收台、送餐。

3．工作程序和标准

（1）提前十五分钟到岗，按要求整理好仪容仪表，配齐工作五宝（圆珠笔、开瓶器、打火机、抹布、工号牌），准时参加班前例会。

（2）搞好岗前卫生，包括玻璃大门、空气幕、门口阶梯、门外植物、门外广告牌、门口空调、地毯。

（3）客人进门，要主动引导客人去收银台点单，并使用礼貌用语“欢迎光临，请到吧台点单”等。给客人指引方向时手臂伸直，手自然并拢，手掌向上，从肘关节为轴指向目标，声音要亲切、温和切勿说话生硬、冷淡、机械化。

（4）当餐厅没有座位时，客人进入店内，先向客人致以歉意，并向客人解释，请客人先到吧台点单，一有空位便马上帮客人安排，然后与各区域领班、主管联系，为客人安排座位。

（5）如果需要客人搭桌或要移动位置时，应向客人道歉，请求客人能谅解帮助，征得客人同意后方可安排搭桌或移位，并向客人致歉，将移位客人食品按原有座位顺序移入，如果客人不愿意要说“对不起，打扰了”。
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 Key Words——脱贫词库

1．点菜
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2．菜品
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3．烹饪手段
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4．口味偏好
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 Key Sentences——从普通到优秀必备黄金句

1．询问是否可以开始点菜


1．
 Here is the menu, sir. The waiter will be here to take your order.

这是我们的菜单，先生。我们的服务员等会会过来给您点菜。


2．
 Please take your time. I'll be back to take your order.

请慢慢选择，我一会儿来为您点菜。


3．
 Excuse me, sir. May I take your order now?

打扰一下，先生。请问现在可以给您点菜了吗？


4．
 Are you ready to order, sir?

您准备好点菜了吗，先生？


5．
 Are you ready to order or you need another minute?

请问您是准备好点菜了还是需要再等一会儿呢？

2．询问客人的饮食禁忌、喜好及特殊需要


1．
 Would you like to have table d'hote, or a la carte?

您选择套餐还是点餐呢？


2．
 We have both buffet-style and a la carte dishes, which would you prefer?

我们有自助式和点菜式，您喜欢哪一种？


3．
 Why not try our buffet dinner?

为什么不尝一下我们的自助晚餐呢？


4．
 How would you like your steak?

您的牛排要几分熟呢？


5．
 Would you like your fried eggs sunny-side up?

您点的煎蛋是不是单面煎？


6．
 Which sauce would you like for the steak?

请问您的牛排上面浇什么汁呢？


7．
 Is there anything you can't eat?

请问您有什么忌口的吗？


8．
 Are you allergic to any particular food, sir?

先生，请问您对某些食物过敏吗？


9．
 It will stimulate the appetite.

它能刺激您的胃口。


10．
 Are you on a special diet?

您对饮食有什么特别要求吗？


11．
 Would you like your crabs steamed or fried with ginger and spring onion?

您要的蟹是清蒸还是姜葱炒？


12．
 We serve Cantonese, Sichuan, Shanghai and Beijing cuisines, which cuisine would you prefer?

我们有粤菜、川菜、沪菜和京菜，您喜欢哪一种呢？


13．
 We offer special menus for different diets.

我们有特殊食谱，可以满足不同的饮食需要。


14．
 We have a wide range of vegetarian dishes for your choice.

我们有很多素菜可供您选择。


15．
 Which flavor would you prefer, sweet or chili?

您更喜欢哪种口味，甜的还是辣的？


16．
 Maybe Cantonese cuisine will suit you.

也许粤菜会和您的口味。


17．
 Would you like large or small portions?

请问您是要大份的还是小份的？


18．
 Would you like to put it on your hotel bill?

您希望记在您酒店的账单上吗？


19．
 I'm on a diet.

我在节食。


20．
 I'd like something light / crisp / sour / sweet for dinner.

晚饭我想吃点清淡香脆的／酸的／甜的。


21．
 We are not used to spicy food. Please don't put any chili in the meal.

我们不喜欢吃辛辣食品，请不要在我们的菜里面放辣椒。


22．
 What do Chinese people usually have on their birthday?

中国人过生日的时候一般都吃什么？


23．
 Please add some pepper to the soup.

请在汤里加点胡椒粉。
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 Warm Up——Situation Dialogues

一、中餐点餐

W＝Waier （服务员）　G＝Guest （宾客）


W:
 Good evening, madam and sir. Do you have a reservation?

晚上好，先生，女士，请问有预订吗？


G:
 Yes, I'm Mr. Johnson.

我是约翰逊。




W:
 This way, please, Mr. Johnson. Here is your table. Is this all right?

这边请，约翰逊先生。这是你的座位，这里可以吗？


G:
 Thank you. It's nice, indeed.

谢谢，非常好。




W:
 My pleasure. Here's the menu. (After a while) Are you ready to order now, madam and sir?

不客气，这是菜单。（一会儿后）你们准备好点菜了吗？先生，女士。


G:
 No, we are still looking at the menu. You see, this is our first trip to China. Will you recommend us some Chinese dishes?

还没，我们还在看菜单呢。这是我们第一次来中国，你可以给我们推荐一些中国菜吗？




W:
 How much would you spend?

你大概消费多少钱呢？


G:
 I don't care about money. I'd like to have some good dishes of Chinese characteristics.

钱不是问题，我想要一些好吃的有中国特色的菜。




W:
 Yes, sir. Would you like shrimps with tomato, fried prawns, Peking Duck, sweet and sour boneless pork, red-cooked eggplant, steamed mandarin fish and fish balls soup? Six dishes and one soup, is that all right?

好的，先生，你想要茄汁虾仁、油焖大虾，北京烤鸭，咕噜肉，红烧茄子、清蒸桂花鱼和鱼丸汤，六菜一汤，可以吗？


G:
 It sounds very nice, thank you. We'll take them all.

听起来不错，谢谢。我们全要了。




W:
 Would you like something to drink?

需要点些饮料吗？


G:
 Yes, two beers and two orange juice, please.

要的，两听啤酒和一杯橙汁。




W:
 (After some time) Is everything all right?

（一段时间后）菜肴还可口吗？


G:
 It's delicious.

非常美味。




W:
 Would you like anything else?

还要些别的吗？


G:
 Yes. I think we'll have some desserts now. Could you tell us what you've got?

是的，我们现在想要一些甜点，可以告诉我们你们都有哪些甜点吗？




W:
 We have pancake, pie, pudding, ice-cream, fruit…

我们有煎饼、派、布丁、冰淇淋、水果……


G:
 Two apple pies and two pancakes. And what flovours of ice-cream do you have?

两个苹果派、两个煎薄饼，你们的冰淇淋都有什么口味的？




W:
 We have ice-cream of all flavors such as vanilla, red bean double flavor, and pineapple sundaes.

冰淇淋有香草味，红豆味，复合口味，波萝圣代。


G:
 Please bring us two vanilla ice-creams and two pineapple sundaes.

请给我们两个香草冰淇淋和两个菠萝圣代.




W:
 Would you like some fruit?

需要一些水果吗？


G:
 Have you got fresh lychees?

你们有新鲜的荔枝吗？




W:
 I am sorry, but it is out of season now. May I suggest fresh pineapples?

很抱歉，但现在过季了，我建议新鲜的菠萝可以吗？


G:
 No, thanks.

不用，谢谢。




W:
 All right, I'll be back soon.

好的，马上就来。

二、西餐点餐

W＝Waier （服务员）　G＝Guest （宾客）


A:
 Hi. Welcome to Heavenly Pies. May I take your order?

你好。欢迎来到馅饼天堂。我可以为您点菜了吗？


B:
 Uh...yes. I'd like the chicken fried steak.

嗯……是的。我要一份炸鸡排。




A:
 Okay. Would you like fries, bread, or rice with your meal?

好的。你喜欢炸薯条、面包还是米饭配你的餐呢？


B:
 Umm. I'll take the rice.

嗯。我要米饭。




A:
 Would you care for anything to drink?

你想喝点什么吗？


B:
 Yeah. I'll take a medium Sprite.

是的。我要一个中雪碧。




A:
 I'm sorry. We only have large or small.

对不起。我们只有大或小。


B:
 Well, in that case, uh, I'll have a small Sprite.

嗯，这样的话，我就要一个小的雪碧。




A:
 Okay. A small Sprite. And what kind of dressing would you like with your salad? It comes with the fried steak.

好的。一个小雪碧。那么您的煎牛排想要哪种调料的沙拉？


B:
 What dressings do you have?

你们有什么酱？




A:
 We have French, Italian, blue cheese, and ranch.

我们有法国，意大利，蓝奶酪，和牧场。


B:
 Oh! Ranch, please.

哦！牧场。




A:
 Would you like anything else?

您还想要什么吗？


B:
 Well, I'd like to see your pie menu. That's the main reason why I like to dine here.

嗯，我想看你们的派菜单。这就是为什么我喜欢在这里进餐的原因。




A:
 Oh, I'm so sorry, but we aren't serving pies today.

哦，我很抱歉，但是我们今天不提供派。


B:
 Huh?

嗯？




A:
 Well, you see, Dave, our baker, slipped on a banana peel back in our kitchen two days ago, and injured his back. He'll be out for at least two weeks. In the meantime, we're serving ice cream sundaes instead. Sorry.

嗯，戴夫，我们的面包师，两天前在厨房的时候踩在香蕉皮上滑倒了，摔伤了背。他至少要休养两周。与此同时，我们提供圣代冰淇淋代替。对不起。


B:
 Wow. I'm sorry to hear that. I hope he gets better soon.

哇。我很抱歉听到这个消息。我希望他能很快好起来。

知识加油站



牛排的生熟度


近生牛排（blue）：
 正反两面在高温铁板上各加热30～60秒，目的是锁住牛排内湿润度，使外部肉质和内部生肉产生口感差，外层便于挂汁，内层生肉保持原始肉味，再者视觉效果不会像吃生肉那么难接受。



一分熟牛排（rare）：
 牛排内部为血红色且内部各处保持一定温度，同时有生熟两部分。



三分熟牛排（medium rare）：
 大部分肉接受热量渗透传至中心，但还未产生大变化，切开后上下两侧熟肉棕色，向中心处转为粉色再然后中心为鲜肉色，伴随刀切有血渗出。（新鲜牛肉和较厚牛排这种层次才会明显，冷冻牛肉和薄肉排很难达到这种效果）



五分熟牛排（medium）：
 牛排内部区域粉红可见且夹杂着熟肉的浅灰和棕褐色，整个牛排温度口感均衡。



七分熟牛排（medium well）：
 牛排内部主要为浅灰棕褐色，夹杂着少量粉红色，质感偏厚重，有咀嚼感。



全熟牛排（well done）：
 牛排通体为熟肉褐色，牛肉整体已经烹熟，口感厚重。
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 Key Words——脱贫词库

1．菜品
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2．抱怨和回复
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 Key Sentences——从普通到优秀必备黄金句

1．催促上菜


1．
 Where are our dishes?

我们的菜怎么还没来啊？


2．
 We are starving. Would you please hurry up?

我们都快饿死了，能快点儿吗？


3．
 Have you forgotten my order?

你们忘了我点的菜了吧？


4．
 Excuse me, I ordered a tuna salad half an hour ago. Is it ready?

打扰一下，我半小时前点了金枪鱼沙拉，请问好了吗？


5．
 I'm impatient with being kept waiting.

我已经等得不耐烦了。


6．
 Will it be ready in ten minutes?

十分钟之内能做好吗？


7．
 How much longer will I have to wait?

我还要等多久？


8．
 My order still hasn't come. Why does it take so long?

我的菜还没上。怎么这么长时间啊？

2．上菜


1．
 Here is the fried beef with green pepper and onion.

这是青椒洋葱炒牛肉。


2．
 It's coming.

菜这就来。


3．
 It's sweet and sour pork.

这是糖醋肉。


4．
 I'm afraid there is a mistake.I ordered a sweet and sour fish.

恐怕弄错了，我要的是糖醋鱼。


5．
 Excuse me, sir.I ordered the hairy crab, but you gave me the green crab.

对不起，先生。我点的是毛蟹，而你给我的是青蟹。


6．
 I'll get you the head-waiter.

我去请主管来。


7．
 I do apologize for giving you the wrong dish.

给您上错了菜，实在抱歉。


8．
 I'll change it for you immediately.

我马上给您换。


9．
 I'm afraid I don't have enough time to wait for the dish.

恐怕我没有足够的时间等这道菜。


10．
 I shall ask the Room Service to serve you a snack at 7:30 tonight, and you'll have your favorite hairy crab.

今晚七点半我请客房服务部给您奉送一份夜宵，到时会有您喜欢吃的毛蟹。


11．
 And now please try the green crab if you don't mind.

您如果不介意的话，不妨尝尝这种青蟹。


12．
 Please take your time and enjoy yourself.

请慢用，祝您用餐愉快。

[image: alt]
 Warm Up——Situation Dialogues

一、抱怨上菜速度

W＝Waier （服务员）　G＝Guest （宾客）


G:
 Excuse me?

打扰一下？


W:
 Yes, miss, what can I do for you?

是的，小姐，有什么需要我帮忙的吗？




G:
 I ordered my dish about half an hour ago, but it hasn't arrived yet.

我半小时前点了菜，但是到现在还没上。


W:
 I am sorry for that. I'm going to check with the chef right now.

非常抱歉，我马上去跟主厨催一下。


W:
 Miss, I just checked with the kitchen and they said your order will be coming right up next. Oh, here it comes.

我刚刚跟厨房确认过了，他们说您点的菜马上就好。看，这就来了。




G:
 Thank you.

谢谢。


W:
 Miss, I'm very sorry for the delay. Please enjoy this free glass of wine for the inconvenience. Again, I'm terribly sorry to make you wait so long.

小姐，非常抱歉上菜晚了，请接受这杯免费的葡萄酒以弥补我们给您造成的不便。再次向您表示歉意，让您久等了。




G:
 It doesn't matter.

没关系。

二、服务员上错菜

W＝Waier （服务员）　G＝Guest （宾客）


W:
 Here is the fried beef with green pepper and onion.

这是胡椒洋葱炒牛肉。


G:
 Mm, It looks good. And I have ordered another dish—plain fried shrimps.

嗯，看起来不错。我还点了另外一道菜——清炒虾仁。




W:
 It's coming.

马上来。


G:
 What is this?

这是什么？




W:
 It's sweet and sour pork.

这是糖醋肉。


G:
 I'm afraid there is a mistake. I ordered a sweet and sour fish.

恐怕弄错了吧。我点的是一份糖醋鱼。




W:
 I'm sorry, sir. I got it wrong. Will you keep the sweet and sour pork, or should I get the sweet and sour fish for you?

对不起，先生。我弄错了。你愿意留下这份糖醋肉吗，或者我给您换成糖醋鱼呢？


G:
 That's all right. I'll take it anyway.

没关系。我就要这份吧。




W:
 Thank you very much.

非常感谢你。

三、上错菜后的补偿

W＝Waiter （服务员）　HW＝head Waiter （领班）　G＝Guest （宾客）


G:
 Excuse me, sir. I ordered the hairy crab but you gave me the green crab.

对不起，先生。我点的是毛蟹，但你们上的是青蟹。


W:
 I'm sorry, sir. I'll get you the head-waiter.

对不起，先生。我给您叫领班过来。




HW:
 I'm awfully sorry. There must have been some mistake. I do apologize for giving you the wrong dish. I'll change it immediately for you. The crab will take 15 minutes to prepare. Would you take some complimentary drink while waiting?

非常抱歉。一定是误会了。我向您道歉，给您上错了菜。我马上给您换。毛蟹将需要15分钟的时间准备。您愿意在等待的时候来杯免费的饮料吗？


G:
 I'm afraid I don't have enough time to wait for the next crab. I have an appointment at 7:00 in my room. Now it's 6:45.

恐怕我没有足够的时间等待毛蟹。我7点钟在房间有客人要见。现在已经6:45了。




HW:
 Oh, you are staying at our hotel. Mr.

哦，原来你是住在我们酒店的……


G:
 Bell, Henry Bell.

贝尔，亨利·贝尔。




HW:
 Room…?

房间……？


G:
 Room 908.

908房间。




HW:
 Oh, Mr. Bell, I shall ask the Room Service to serve you a snack at 9:30 tonight, and you'll have your favorite hairy crab. It's all on the house. And now please try the green crab if you don't mind. We'll cross the green crab off the bill.

哦，贝尔先生，我会让客房服务部在今晚9:30为您奉送一份夜宵，到时会有您喜欢的毛蟹。免费赠送。如果您不介意现在请尝尝青蟹。我们也将把青蟹的价格从账单上划去。


G:
 That's good. Thank you.

那很好。谢谢你！




HW:
 Thank you for telling us, Mr. Bell. I assure you it won't happen again. Please take your time and enjoy yourself. And I hope you have a good time at our hotel.

谢谢你告诉我们，贝尔先生。我向你保证这种事不会再发生了。请慢用。我希望您在我们酒店过得愉快。

知识加油站



在美国餐厅点菜

与服务员交谈

第一次去某家餐厅吃饭，虽然餐厅可能已经列出了菜品及价格的清单，但如果你对选择的菜品有任何困惑，都可以同服务员确定一些更多细节。大多数餐厅都有训练有素的员工为你介绍菜单的相关菜品。第一次在某家餐厅就餐时，可以询问服务员目前最流行的菜是什么，或者哪道菜是厨师的招牌菜。

吃你喜欢的东西

在餐厅吃饭时不要强迫自己遵守常规“路线”或者为某些秩序感到有压力。想吃什么应该因你的心情而定。一般情况下，开胃菜要比主菜更能引起人的食欲。

逐个击破

如果你面对的是套餐，即一个主食及几个不同的开胃菜，你一定要进行不同的选择。菜单的选项上几乎总是有鸡肉、鱼肉、羊肉和牛肉，因此，你只要先确认开胃菜后再想一想你还能对哪种主食胃口大开就行。

开门见山

如果你正在节食，对某些食物过敏或是素食主义者，你应该让服务员知道，以便调整你点的菜品。

一种百搭的酒

你大可不必为每个就餐流程选择不同的葡萄酒。尽量选择能够搭配你所吃的所有食物的酒。
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1．账单清算
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2．结账付款
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 Key Sentences——从普通到优秀必备黄金句

1．结账买单


1．
 Could you bring me the check, please?

能把账单给我吗？


2．
 I'd like to settle my bill, please.

请给我结账。


3．
 Waiter, check please.

服务员，买单。


4．
 Could / May I have the check, please?

我能结账吗？


5．
 We'd like the bill please

请拿账单来。


6．
 I'd like to go over the bill myself.

我想自己看一下账单。


7．
 OK, I'll be with you right away.

好吧，我马上过来。


8．
 Here's the check / bill.

这是账单。


9．
 The total for your breakfast is $10.3.

你们早餐总共是10.3美元。


10．
 What does this amount to?

总共多少钱？


11．
 Could you check it?

你可以核实一下吗？


12．
 I'm afraid there is a mistake on the bill. You added the wine twice.

恐怕这个账单有点问题，你们把酒钱多加了一次。


13．
 Are you sure it's the right bill for our table?

你确定这是我们桌的账单对吗？


14．
 It's more than we've order.

这比我们点的要多。


15．
 There's 10% service charge included.

有10％的服务费包括在内。


16．
 How would you like to pay your bill?

你们想怎么结账？


17．
 Do you want one bill or separate bills?

你们是一起结账还是分开结账？


18．
 Do I pay you or the cashier?

是付给你还是到柜台付？


19．
 Both are OK. You may choose.

两种都可以，你可以随便选。


20．
 Will this be cash or by card?

你是现金还是刷卡？


21．
 I'll pay in cash.

我付现金。


22．
 Can I pay for the bill by credit card?

我可以用信用卡付账吗？


23．
 Please pay the bill at the cashier's desk / register.

请到柜台付款。


24．
 I'll pay it when you are ready.

你算好了我就过去交款。


25．
 It includs the tip in the check.

账单包含小费。


26．
 Would you mind signing your name here?

你介意在这儿签名吗？


27．
 I'm sorry, sir. We don't accept this card.

对不起，先生，我们不接受这种卡。


28．
 Sorry, sir. The system is down for the time being.

对不起，先生，系统暂时故障。


29．
 Would you mind paying in cash?

您不介意支付现金吧？


30．
 Do you have the receipt?

有收据吗？


31．
 May I have a receipt?

我可以开张收据吗？


32．
 Here's your receipt.

这是你的收据。


33．
 You gave me the wrong change.

你找错零钱了。


34．
 Have you got some change?

你有零钱吗？


35．
 No, I don't have small change.

抱歉，我没有零钱。


36．
 Sorry, I can't break that.

对不起，我找不开。


37．
 Keep the change.

不用找了。


38．
 Here is your tip.

这是给你的小费。


39．
 Thanks, but we don't accept tip in our hotel.

谢谢，不过我们饭店是不收小费的。

2．请客买单


1．
 Let me pay the bill today.

让我今天来付账吧。


2．
 Let me get this.

让我来付账。


3．
 It's on me.

我来请客。


4．
 It's my treat today.

今天我请客。


5．
 I'll take care of the bill.

我来付账单。


6．
 I'll treat you.

我来请你。


7．
 I'll get this one.

这个我来付账。


8．
 I've got this one.

这个我来付账。


9．
 I'll get the check.

我来付账。


10．
 I'll buy it.

我来买单。


11．
 Don't worry about this!

不用担心（我来付）！


12．
 This is my round.

这回轮到我来付账了。


13．
 You get the next one.

下次你来请吧。


14．
 No, let me pay this time.

不，这次我来付。


15．
 This is on me, I insist.

我一定要付。


16．
 If you insist but next time it's my treat.

既然你非要坚持，那下次我请。


17．
 Be my guest.

你是我的客人呀。


18．
 I think you got it last time.

我想上次就是你付的吧。


19．
 It's my pleasure.

这是我的荣幸。

3．各自买单


1．
 Well, let's compromise, and make it Dutch.

好吧，让我妥协一下，各付各的吧。


2．
 I think we should go Dutch.

我认为我们应该各付各的账。


3．
 Shall we split the check?

我们来分账吧？


4．
 Let's go fifty-fifty on the dinner check.

让我们五五分摊这晚饭账单吧。


5．
 We'd like to pay separately.

我们要分开结账。


6．
 Yes, I prefer to go Dutch when I'm on dates.

是的，我在约会时比较喜欢各付各的账。


7．
 Let's go Dutch.

让我们各付各的账。
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 Warm Up——Situation Dialogues

一、结账抱怨价格

W＝Waier （服务员）　G＝Guest （宾客）


G:
 Hey, waiter! Could I have the bill, please?

嘿，服务员，请把账单给我好吗？


W:
 Of course! Here you are!

好的，给。




G:
 Thanks.

谢谢。


W:
 Do you have any questions?

您有什么疑问吗？




G:
 Yes, I don't think the number is right.

是的，我不认为这个数字是对的。


W:
 Let me check! Sir, I think the number has no problem.

我查查，先生，我想这个数字没问题。




G:
 But I don't think such a common dinner should cost me so much!

但是我不认为一顿普通的餐点要这么贵。


W:
 I think so, but the red wine you had is very expensive!

是的，但是您喝的红酒很贵。




G:
 How come!

怎么会这样。


W:
 I don't know. Would you like to pay your bill?

我不知道，您要付账了吗？

二、结账打包

W＝Waier （服务员）　G＝Guest （宾客）


W:
 Are you through with your meal?

你们吃完了吗？


G:
 Yes, we are. Could we have the check, please?

吃完了。请拿账单来。




W:
 Here is your check, 108 dollars in all. I can take care of it here when you're ready.

给您，一共108元。如果你们要付账，我可以帮你们拿去结账。


G:
 Do you accept check?

你们收支票吗？




W:
 No, I'm sorry we don't. We accept credit cards and cash.

对不起，我们不收。我们只收信用卡和现金。


G:
 Well, I'll pay in cash. Here's 120 dollars. Please keep the change.

我付现金结账。这是120美元，剩下的做小费。




W:
 Thank you, I will be right back.

谢谢你，我马上就回来。


G:
 Oh, please wait for a minute. I want to go with the food left.

请稍等一会。我想把剩下的食物带走。




W:
 I see. I will bring some to-go boxes for you.

我明白。我会为您拿一个打包盒。


G:
 Thank you.

谢谢。

知识加油站



美国的酒文化

Legal Drinking Age

在美国买任何酒精饮料，都是要检查顾客年龄的。美国的法律规定，不满21岁购买和饮用酒精饮料是非法的。如果商家卖给21岁以下的顾客酒精饮料，一旦被查出，很可能会被吊销营业执照，店主还有可能会吃官司，后果很严重。美俚语里“I WAS CARDED”，就是指购买者被要求出示身份证，确认年龄在21岁以上。所以在美国，即使去听音乐会，如果有卖酒精饮料的话，场地组织人也会负责检查消费者的年龄。你也许会问，如果我21岁了，买酒给不到21岁的朋友喝也犯法么？从美国法律的角度来讲，如果你明知是要买给UNDERAGE（21岁以下）的人，就是明知故犯，同样也是要受处罚的。中国很长时间都没有对饮酒年龄进行限制，在2006年终于出台18岁以上购买酒精饮料的规定，但是法律却没有对LEGAL DRINKING AGE有很明确的规定。

Liquor

英语里“酒”这个词有很多种表达方式，如果用英文表达喝酒的话，可以说Have a drink。这里drink一般表示含酒精的饮料。中国人经常提到和饮用的白酒实际上是烈性酒（hard liquor，简称liquor）的一种，酒精浓度在20％以上。美国各个州对hard liquor销售的法律不尽相同。比如在俄勒冈州和明尼苏达州，大型超市里只能买到啤酒，烈性酒只有在专门的Liquor Store里才能买到。Liquor Store营业的时间是有严格规定的。比如在明州，所有的Liquor Store周日都是不开门的，周一到周六必须在晚上8点前关门，但在密歇根州，超市里既可以买到啤酒也可以买到烈性酒，在和明州相邻的威斯康星州，Liquor Store会开到周日下午2点。liquor种类很多：比较常见的有Rum, Gin, Tequila, Vodka, Whiskey。这些烈性酒和果汁或碳酸饮料调兑就是我们常说的鸡尾酒。

Social Drinking

美国社交中，虽然不是无酒不欢，但酒精饮料无疑很普遍。比如Wine and Cheese，就是以葡萄酒，奶酪，水果为主的一种社交聚会。在一些学术会议的休息间隙，会有OPEN BAR（免费酒吧）和CASH BAR（收费酒吧）。其实就是一个酒吧侍者把房间一角作为吧台，为大家提供酒精饮料。这种社交场合里，有时会有花生，椒盐酥饼，爆米花等snack，有时还会有finger food，就是直接用手拿着吃的小吃，比如香肠卷，熏鱼片，烤鸡翅等。虽然听起来用手拿着吃的东西很不体面，但在这样的场合，一边喝酒，一边拿着小吃，一边聊天的情况很普遍。而且大多时候，大家都是站着，一来是节约地方，二来也是方便大家走动。

Alcoholics Anonymous（AA）

在美国，因对酒精的依赖而产生的酗酒者（alcoholics）并不少见。非官方的数据是6％的美国人口酗酒。但同时，美国也有一套比较完善的帮助酗酒者戒酒的体系。Alcoholics Anonymous（AA）是一个对酗酒者提供免费帮助的非盈利性机构，这一组织最近在北京和上海也有分支。这一组织主要是为有相似经验的酗酒者提供一个安全的互相讨论、倾听和帮助的场所。AA在很多电视节目中出现过，所以大多数美国人都对此不陌生。
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 Key Words——脱贫词库

1．水疗设施和手段

[image: alt]


2．水疗作用和感受
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 Key Sentences——从普通到优秀必备黄金句

1．水疗推广介绍


1．
 Welcome to our hot spa, where you can enjoy the pleasant feeling soft as a breeze and light as a cloud.

欢迎光临本温泉浴场，您可享受到如微风一样轻盈，似彩云一般温柔的愉悦。


2．
 A trip to Budapest would not be complete without taking a soak at one of the many fancy bathhouses, pools, or spas around the city.

到布达佩斯，没泡过城里别致的澡堂、池子或温泉浴场，这趟旅行就不算完美。


3．
 Entrance costs 198 yuan, covering hot spring bathing, medical spring bathing, sauna, shower, surfing, swimming, and evening performance.

门票是198元，包括温泉浴、医药温泉、桑拿、沐浴、冲浪和游泳，还有晚上的表演。


4．
 The takegawara bathhouse is best known for sand baths.

竹瓦温泉澡堂是以沙浴而驰名国外。


5．
 In Japan, the traditional form of balneotherapy is hot water springs water bathing; in Europe, mineral bathing.

在日本，浴疗法的传统形式是用热的温泉水沐浴；在欧洲，是矿物沐浴。


6．
 The Yunessun also offers baths of coffee, tea and Japanese sake.

温泉胜地还向游客提供咖啡浴、茶浴及日本米酒浴。


7．
 A hot spring bath gives you an experience of super lightness and super enjoyment.

洗温泉浴，感受到的是超级的轻柔和超级的享受。


8．
 While listening to relaxing music, you can enjoy its hot spring water without having to walk out in cold winter or hot summer.

不管是严冬还是酷暑，不出家门就可以听听音乐，享受温泉浴。


9．
 If one bathes in it, no soap is needed and many diseases will be cured. That is why the spring is flatteringly called the "magic spring."

入浴不用肥皂，又可治病，所以这个温泉享有“灵泉”的美誉。


10．
 The spa was built in Roman times around hot mineral springs.

该温泉是在罗马时代在热矿泉附近修建起来的。

2．服务项目介绍


1．
 Good evening, sir / madam! Welcome to our Spa Center!

先生／小姐，晚上好！欢迎光临！


2．
 How many people do you have? And when would you expect to arrive, sir / madam?

请问先生／小姐几个人？大概几点到？


3．
 Here is the price list.

这是我们的价格单。


4．
 We have sauna and it makes you feel better. Sauna is good for your health.

我们有桑拿，桑拿浴能使你感觉更好，对你的健康有好处。


5．
 Hotel guests will have 50% discount of sauna in men's area.

住店客人桑拿享受5折优惠，仅限男宾区。


6．
 We have dry sauna and wet sauna.

我们有干蒸和湿蒸。


7．
 The massages vary foot massage to body massage and cost you from 68 yuan to1680 yuan.

按摩有足底和全身保健按摩，价钱从68元到1680元不等。


8．
 We offer special price for our members. For all the items, there is 20% discount.

我们对会员提供八折优惠。


9．
 This way, please. This is our Spa Center.

这边请，这是我们的水疗中心。


10．
 Our business hours are from noon to 12:00 p.m..

我们的营业时间是中午12:00到晚上12:00。


11．
 The massage here is wonderful.

我们这里的按摩很棒的。


12．
 Good evening, sir! We have Thai or Chinese massage and foot massage and so on.

先生，您好！我们这里有泰式按摩和中式按摩，足疗等。


13．
 We have hot mineral springs here, and our professional masseuse will give you an excellent massage accompanied by soft music, your tiredness and stress will disappear right away.

我们这里有温泉，伴随着轻柔的音乐，专业按摩师将给您做一个非常好的按摩，使您很快消除疲劳，缓解压力。


14．
 The masseur can go to your room for you to do massage.

按摩师可以到您房间去给您做按摩。


15．
 The masseur will be here at your service soon.

按摩师马上就来为您服务。


16．
 Sir, would you like to extend the service time?

先生，您要加时吗？


17．
 He isn't available now, would you mind arranging another one for you?

他现在已经在为别的客人按摩了，能不能帮您安排另一位？


18．
 Which TV channel would you prefer?

请问需要看哪个电视节目？


19．
 Would you like something to drink?

请问需要喝点什么饮料？


20．
 Sorry to have kept you waiting. Please enjoy your tea.

对不起，让您久等了，请用茶。


21．
 You can put 160 yuan on your house bill and pay 360 yuan in cash.

您可以转房账160元，再付现金360元。

[image: alt]
 Warm Up——Situation Dialogues

一、办卡做水疗

S＝Staff （员工）　G＝Guest （宾客）


S:
 Hello, can I help you?

您好，请问您需要什么服务？


G:
 Yes, I'd like to get a spa treatment. How much do you charge here?

我想做水疗。你们这儿怎么收费？




S:
 100 RMB for once. But if you buy a card for 10 times, we only charge you 800.

一次一百。如果办一张十次的卡，只收八百。


G:
 Ok. I'll go for that card.

那我办一张卡吧。




S:
 Please register here first.

好的，请您先登记一下。

二、推荐做水疗

S＝Staff （员工）　G＝Guest （宾客）


G:
 I don't feel so well. My whole body aches!

我觉得不太对劲，全身酸痛！


S:
 Oh... I know just the thing, you need to go have a SPA.

真的啊……我知道了，你需要去做个水疗了。




G:
 Is there a SPA center in the hotel?

我们宾馆有吗？


S:
 Yes. It is on the 10th floor.

是的。在十楼。




G:
 How does it work? Do I have to soak with other people?

效果怎么样呢？必须和别人一起泡吗？


S:
 You can rent your own room or go to the group pool. There are both public and private facilities

你可以选择租私人房间或者洗大众浴池。有公共的，也有私人的设施。




G:
 Which is better?

哪一种比较好呢？


S:
 Well, the public facilities, of course, are cheaper, but the private ones tend to be nicer and cleaner. I guarantee you'll feel like a new man afterwards!

这个嘛……公共浴池当然比较便宜，但是私人的房间雅致多了，也干净多了。我保证你泡完温泉一定会感觉脱胎换骨！




G:
 OK. I'll rent a private room.

好的。我要个私人间。

知识加油站



SPA

走在大街上总能看到各种各样的spa广告和招牌。大家可能大概知道spa这个词肯定跟身体护理和保健有关。但它背后真正的意思你知道吗？

Spa指水疗，凡是与spa相关的地方（包括温泉度假村）一般都提供各种各样的身体保健项目。

spa这个词来源于比利时一个叫spa的小镇，这个小镇在罗马时代就存在了，当时叫做Aquae Spadanae，有时也被误当作拉丁文的spargere，即“抛洒、滋润”的意思。这个小镇的泉水因为有治疗功效而为人所知。

1626年，English Spa这样的说法首次出现。到了1777年，spa小镇已经声名远扬，以致于任何有温泉且能驱除疾病的地方都取名叫做spa。不过，人们在没有温泉的地方开设保健中心并取名叫spa却是1960年的事情了。自那以后，spa开始遍地开花。到了1974年，你可以在自家浴缸里泡个热水澡，并称之为spa。

spa可以愉悦身心，为内心囤积的压力找到一个出口，令人的身、心、灵达到和谐与平衡的享受。现代的spa的种类关键是水资源及水设备的不同，常见的有桶浴、湿蒸、干蒸、淋浴及水力按摩浴等，也常常选用矿物质、海底泥、花草萃取物、植物精油等来改善水质作用于人体。spa主要具有美容美颜、放松身体、舒缓身心、健康皮肤、治疗疾病等功效。

spa有不同的主题诉求，有的偏重放松、舒缓、排毒的疗程；有的以健美瘦身为重点；还有的重芳香精油、海洋活水或纯草本疗法等。但无论是哪种类型的spa，都脱离不了满足客人听觉（疗效音乐）、嗅觉（天然花草薰香）、视觉（自然景观）、味觉（健康餐饮）、触觉（按摩呵护）和思考（内心放松）等6种愉悦感官的基本需求。
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 Key Words——脱贫词库

1．酒吧点酒
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2．搭讪聊天
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 Key Sentences——从普通到优秀必备黄金句

1．酒吧点酒


1．
 An aperitif or some white wine?

一份开胃酒还是一些白葡萄酒？


2．
 A Sunrise beer.

一杯日出啤酒。


3．
 How about our special cocktail?

尝尝我们的特制鸡尾酒怎么样？


4．
 Do you serve soft drinks?

你们有不含酒精的饮料吗？


5．
 But how about a non-alcoholic cocktail?

不过，尝尝不含酒精的鸡尾酒怎么样？


6．
 It sounds interesting. I'll take that.

听起来不错，我就要这个了。


7．
 Let's try the draught.

让我们尝尝罐装的啤酒吧。


8．
 What can I make for you tonight?

今晚给您来点儿什么？


9．
 I'll have a Scotch Whisky.

给我来一杯苏格兰威士忌。


10．
 Give me a Chivas Regal.

给我来一杯皇家芝华士。


11．
 And how would you like your Scotch, straight or on the rock?

您要的苏格兰威士忌要放冰块吗？


12．
 Now how much do I owe you?

我该付您多少钱？


13．
 You can hold the payment of the bill until you decide to leave if you like.

您可以等到要走的时候再付账。


14．
 OK, here is 45 yuan, and you can keep the change.

好，给你45元。找的钱你可以留下。


15．
 That's very kind of you. But there is no tipping here.

谢谢您的好意，先生。但是在我们这儿不收小费。

2．酒吧搭讪


1．
 Mind if I join you?

介意我加入你（们）吗？


2．
 Can I buy you a drink?

我可以请你喝一杯吗？


3．
 Are you expecting your friends? / Are you waiting for someone?

你在等朋友吗？/ 你在等人吗？


4．
 Do you have a lighter? / Can I ask for a light? / Got a light?

你有打火机吗？/ 可以借个火吗？/ 有火吗？


5．
 Do you need someone to talk to?

你需要找个人聊聊吗？


6．
 What are you drinking? Is it good?

你在喝什么？好喝吗？


7．
 Is this seat taken?

这个位子有人坐吗？


8．
 Care to dance with me?

可以跟我跳支舞吗？


9．
 May I have the pleasure of sitting next to you?

我有荣幸坐你旁边吗？


10．
 Do you come here often?

你常来吗？
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 Warm Up——Situation Dialogues

一、多人一起去酒吧

B＝Bartender（酒保）　G＝Guest （宾客）


B:
 What may I offer you, ladies and gentlemen?

我能为你们提供什么，女士们，先生们？


G1:
 I don't know what I want. I'm not really a drinker.

我也不知道我想要什么。我不太会喝酒。




B:
 An aperitif or some white wine?

那么开胃酒或一些白葡萄酒如何？


G:
 Um… a Sunrise beer.

嗯…一个日出啤酒。




B:
 I don't believe we know that one. How about our special cocktail?

好像我们没有这种酒。尝点我们的特制鸡尾酒如何？


G1:
 That sounds good. How about you, Sally?

听起来不错。莎莉，你呢？


G2:
 I don't drink at all. Do you serve soft drinks?

我不喝酒的。你们有不含酒精的饮料吗？




B:
 Of course, Miss. But how about a non-alcoholic cocktail?

当然，小姐。来一个不含酒精的鸡尾酒如何？


G2:
 It sounds interesting. I'll take that.

这听起来不错。我就来这个吧。




B:
 What would you like to drink, gentleman?

您想要喝点什么，先生？


G3:
 Well, none of that stuff they're drinking, eh John?

嗯，他们点的都不喝，是吗，约翰？


G4:
 No, Tom. We'll have the usual beer, I suppose?

是的，汤姆。我觉得我们还是喝普通啤酒吧？


G3:
 Yes, I'm very thirsty.

好的，我很渴。




B:
 Any special brand, sir?

有指定的牌子吗，先生？


G4:
 What about your local brew?I hear it's good.

你们当地的啤酒怎么样？我听说不错。




B:
 It is Five Star beer. Bottled or draught?

五星啤酒。您们要瓶装还罐装？


G3:
 Let's try the draught.

我们试试罐装的吧。




B:
 Fine. One special cocktail and one non-alcoholic cocktail for the lady and two draught Five Star Beer.

好。一杯特制的鸡尾酒，女士的一杯无酒精的鸡尾酒和两杯罐装五星啤酒。


G3:
 Could we have some snacks?

可以给我们来些小吃吗？




B:
 Certainly, I'll get a fresh supply.

当然，我会给您们带来一份最新鲜的。

二、美国人来到中国酒吧

B＝Bartender （酒保）　G＝Guest （宾客）


B:
 Good evening, sir! What can I make for you tonight?

晚上好，先生。今晚我能为你做些什么？


G:
 I'll have a Whisky.

我想要杯威士忌。




B:
 We have Chivas Regal, Old Parr, Johnnie Walker Black and Red Labels, Cutty Sark and Queen Anne. Which would you like?

我们有皇家芝华士、老伯威、尊尼获加黑牌和红牌、顺风和安妮皇后。你要哪一样？


G:
 Give me a Chivas Regal.

皇家芝华士。




B:
 Royal Salute or 12 years?

皇家礼炮还是12年？


G:
 Royal Salute.

皇家礼炮。




B:
 One Chivas Regal Royal Salute. And How would you like your Scotch, straight or on the rock?

一杯芝华士皇家礼炮。您想要纯的还是加冰块？


G:
 With iced water.

加冰水。




B:
 Here you are, sir. Whisky with iced water.

给你，先生。加冰水的威士忌。


G:
 Thank you. Now how much do I owe you?

谢谢。我该付多少钱？




B:
 The Chivas Regal Royal Salute is 40 yuan plus 10% service charge. So the total is 44 yuan. You can hold the payment of the bill until you decide to leave if you like.

芝华士皇家礼炮是40元加上10％服务费，所以一共是44元。你可以等到要离开时再付账。


G:
 Really? In American bars you pay drink by drink as you get it.

真的吗？在美国的酒吧，你喝一杯就要付一杯的钱。




B:
 But isn't that too much of trouble?

但那不是太麻烦了吗？


G:
 Well, yes, it is. But then it is much safer. You see, American bars can be very crowded and it is very hard to keep an eye on everyone. Besides you can never know what may happen when people drink too much.

嗯，确实，但也比较保险。美国的酒吧会很拥挤，很难注意到每一位顾客。另外你永远无法知道当人们喝得太多的时候会发生什么事。




B:
 I see. But we've never had any experience of a guest sneaking out on us without paying his bill or a situation where the guest is unable to pay his bill or refuses to pay his bill.

我明白了。但是我们从来没有遇到过任何一个客人不支付账单或是付不起账、拒绝付账的情况。


G:
 Well, the way I see it, you've been pushing your luck and you've been lucky so far. That's all ok, here is 45 yuan and you can keep the change.

好吧，在我看来你一直在赌运气，并且你一直都很幸运。就是这样。这里是45元，不用找了。




B:
 That's very kind of you, sir. But there is no tipping in China. And here is the change.

谢谢您，先生。但是在中国没有小费的。这是您的找零。


G:
 I'm sorry. I didn't know that. You see, I just got in town a few hours ago from Japan. No tipping? That's good. But just for curiosity's sake, how can you survive without tips?

很抱歉。我不知道。我几小时前刚从日本来到这里。没有小费吗？那很好。但只是出于好奇的问一句，没有小费你是怎么生存的呢？




B:
 Just as everybody else. You see, we are paid the same monthly wage as everybody else in the hotel.

和其他人一样。我们和其他在酒店工作的人一样，每月都领取相同的工资。


G:
 I see. The reason I was wondering whether you could make a living without taking tips is that in my country, bartenders are paid a much lower basic hourly pay than people in non-tipping positions. They expect the tips from the customers to make up the difference. If they don't get enough tips they won't be able to make a living.

我明白了。我想知道你不收小费是如何谋生的原因是因为在我们国家，没机会获得小费的服务生的基本工资要低得多。他们希望能从顾客的小费那里得补偿。如果没有足够的小费，他们就没法生存下去。




B:
 And do they usually get enough tips?

那么他们都能得到足够的小费吗？


G:
 Yes, they do most of the time. They generally make pretty good money.

是的，大多数时候都能。他们通常能得到很可观的小费。



知识加油站



酒吧服务员工作流程

1．18:50—19:00准时参加班前例会

（1）按要求着装、化妆，整理好个人仪容仪表。

（2）带齐工作用具（笔、打火机、开瓶器、手表、日记本、夹子、手写单等），认真听从会议内容及工作安排，并做好记录及时交纳罚单。

2．19:00—20:00班前准备工作

（1）把自己所负责包房的抽风打开，空调调至适当温度，灯光调至迎客状态。

（2）打扫卫生范围：地面、台面、音响、电脑、电视机、沙发后面及下面、墙角、垃圾桶、房门等。

（3）洗手间卫生：洗手盆、地面无水渍，垃圾桶清理好套上垃圾袋，马桶无污渍，墙边、镜子擦干净，纸巾洗手液放好。

（4）及时领取营业用具（杯、分酒器等），按要求摆台，台面摆上烟盅、纸巾盒、手机架、牙签盅、酒水牌、酒杯等，摆放整齐，成图案状。

（5）检查房间台面、地面卫生是否符合公司要求，用品用具是否准备齐全及设施设备、灯光是否能正常运作，如有发现问题及时上报经理跟进处理。

3．20:00—营业结束

（1）礼貌热情迎宾

按规定站位，注意仪容仪表，精神状态。迎接客人后迅速打开房门，请客人入坐，然后轻轻关上房门。

（2）提供服务

①客人入坐后，服务员开始2分钟服务，开电视将灯光调至到客状态，倒礼貌茶。（如果房间有看房DJ，由看房DJ完成）

②填好房间工作报告，消费卡上开台。

③送开房物品进门时，需先敲门，并礼貌询问，得到允许后再推门进入。为客人提供服务时，也要先询问，得到客人同意后，才能继续动作。

④接到客人的点单内容，要及时在消费卡上下卡。
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 Key Words——脱贫词库

1．健身设施
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2．健身手续办理
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 Key Sentences——从普通到优秀必备黄金句

1．询问顾客


1．
 Good morning / afternoon / evening, sir / madam / miss. Welcome to Health Club.

早上好／下午好／晚上好，先生／女士／小姐，欢迎光临俱乐部。


2．
 Are you going to swim or body-fit?

请问您是来游泳还是健身呢？


3．
 Are you the guest of our hotel, sir?

请问您是住在酒店的客人吗？


4．
 Could you please show us your room card / member card to register?

请出示您的房卡／会员卡登记一下好吗？


5．
 Could you please sign your name here?

请您在这里签名好吗？


6．
 Do you need the safe-deposit service?

您需要贵重物品保存服务吗？

2．服务项目介绍


1．
 This is the key to the locker, please keep it well. Locker room is over there. Lady's is in the right and gentlemen's is in the left.

这是您的更衣柜钥匙，请妥善保管，男更衣室在左边，女更衣室在右边。


2．
 The swimming pool and the equipment are free for our hotel guests.

我们这里的住店宾客可免费使用游泳池和健身设施。


3．
 You can enjoy yourself here from 7:30 a.m. to 24:00 p.m..

我们的营业时间是早上7:30至凌晨24:00时。


4．
 We supply the bath towel, shampoo, bath foam for free.

我们这里提供免费的浴巾、洗发液、沐浴液。


5．
 We supply service to our hotel guests and club members and their friends only.

我们这里只接待酒店房客和会员及他们的朋友。


6．
 How much is the member card?

请问您这里会员卡是多少钱？


7．
 The member card only for gym or for swim is 700 for 30 times and available in 3 months. The member card for both gym and swim is 900 for 30 times and available in 3 months.

办理健身会员卡或游泳健身卡30次700元有效期为三个月；办理健身和游泳会员卡900元30次有效期三个月。


8．
 We have a warm massage pool. The temperature is 36oC

我们有一个温水按摩池，水温是摄氏36度。


9．
 The depth of the big pool is 1.4 m

大池水深都是1.4米。


10．
 Could you tell me the temperature of the water and the depth of the pool?

请问水的温度是多少度？泳池水深是多少米？


11．
 Excuse me, I'm afraid you cannot go in to the swimming pool while wearing the hard sole shoes. Slippers are allowed.

对不起，您不能穿硬底鞋进入泳池，穿拖鞋才可以进入泳池。


12．
 Could you tell me how much is the bathing suit / bathing trunks?

请问泳裤／泳衣卖多少钱一件？


13．
 The price is different bathing suit is 85 yuan and bathing trunks are 100 yuan.

泳衣、泳裤有不同的价格，泳衣有85元一件，泳裤100元一条。


14．
 How much is the Sun Oil?

请问防晒油卖多少钱一瓶？


15．
 How much is the swimming glasses?

请问游泳镜售价多少钱？

[image: alt]
 Warm Up——Situation Dialogues

一、老会员健身

S＝Staff （员工）　G＝Guest （宾客）


A:
 Good morning. Welcome to Health Club. Are you going to swim or body-fit, Sir?

早上好。欢迎来到健康俱乐部。您是游泳还是健身？


B:
 I'm going to swim, may be do some body-fit then

我要游泳，可能也会健身。




A:
 Are you our hotel guest, Sir?

先生，您是宾馆的客人吗？


B:
 No, but I'm the club member

不，但我是俱乐部会员。




A:
 Could you show us your member card that we can register for you.

您能出示下会员卡方便我们登记吗？


B:
 Here you are.

给你。




A:
 Thank you.

谢谢。您能在这签名吗？


B:
 Ok.

好的。




A:
 Thank you. I wish you have a good time here.

谢谢。祝您玩得愉快。

二、新会员入会

S＝Staff （员工）　G＝Guest （宾客）


S:
 Good afternoon, Sir.

先生，下午好。


G:
 Good afternoon. I want to be the member of Health Club. Could you tell me the details?

下午好。我想成为健康俱乐部的会员。你能给我讲下细节吗？




S:
 OK, we have 3 kind of cards, one is only for swimming, one is only for body-fitting and the other is for both. The card only for swimming or fitting is 700 for 30 times and available in 3 months, and the card for both is 900 for 30 time and available in 3 months too.

好的，我们有三种卡。一种是只能游泳的，一种是只能健身的，还有一种是二者均可的。只能用于游泳或健身的是700元30次3个月内有效。通卡是900元30次3个月有效。


G:
 I see. What about the water temperature and depth of the pool.

明白了，泳池的水温和水深如何？




S:
 We have a warm massage pool, and the temperature is 36oC. The depth of the big pool is 1. 4 meter. Would you like me to show you our club?

我们有一个温水按摩池，温度是摄氏36oC。水深是1.4米。我带您看下俱乐部怎样？


G:
 OK, thank you.

好的，谢谢。




S:
 This way, please.

请这边走。

知识加油站



健身六个常识误区

流汗越多，消耗的脂肪越多

这个错误的观点鼓励人们在极热的环境下运动，或者穿好几层衣服或者穿橡胶或塑料减肥服，希望通过流汗将脂肪排出。不幸的是，排出去的是水而不是脂肪。

作为一种燃料能源，脂肪只是在运动时才消耗。而且并不是在运动初始阶段就能奏效。当你开始运动时，你消耗的是碳水化合物，或者糖类。平缓进行有氧运动大约20分钟才会由消耗糖类向消耗脂肪过渡。有氧运动就是有节奏的、持续的活动。它需要耗氧并且锻炼像手臂和腿部的大块肌肉。例如骑自行车、跳绳、步行、慢跑、跳舞和游泳。所以说，要消耗脂肪，至少要运动40分钟。

如果你停止锻炼，你的肌肉将变成脂肪

如果你减少运动量，并且继续吃相同或更多的食物，你过去努力锻炼而减去的脂肪很可能会卷土重来。然而，这并不是因为你的肌肉变成了脂肪。肌肉可能萎缩或失去弹性，但是它们不能变成脂肪。肌肉就是肌肉，脂肪就是脂肪。

锻炼增加食欲

对于持续进行了1个小时或者更长时间的剧烈运动的人来说确实如此。然而，不到1个小时的平缓运动很可能在1至2个小时内减少你的食欲。

通常锻炼总会降低血糖，在开始锻炼前你最好先吃点东西做准备。然而，如果你的血糖量高于250毫克／分升，锻炼会使你的血糖量升得更高。

每周10分钟的锻炼，你就能变得健康

这种说法和类似的观点很普遍，但不正确。健康之路无捷径。要想变得健康需要锻炼，通常的规则是每周进行3次，每次20分钟的有氧运动。坚持是关键。如果你错过了一、二天，不要通过加倍的运动来弥补，这样做反而你会受到伤害。

不劳则无获

有些人倾向过度锻炼达到更快的效果，然而这样做可能造成伤害或引起肌肉疼痛。最佳的方式就是缓慢地开始锻炼，然后逐渐增加运动量。

开始锻炼时，先用一刻钟的时间进行伸展运动，然后进行30到40分钟的步行或步行加慢跑，最后以10分钟的伸展运动结束。以这样的方式开始运动就会有个良好的开端，不会感到疼痛，也不会受到伤害。

用电疗代替锻炼

电疗可能有助于肌肉收缩，稍微变得结实，但是这种疗法不能代替锻炼，也不能帮助你减肥。如果你想减少脂肪，必须要做有氧运动。
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 Key Words——脱贫词库

1．理发

[image: alt]


2．美容
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 Key Sentences——从普通到优秀必备黄金句

1．理发


1．
 How would you like your hair done / cut, madam / sir?

女士／先生，您要做什么发型？


2．
 Would you like a perm / cold wave, madam?

女士，您要电／冷烫头发吗？


3．
 I'd like a perm.

我要电烫头发。


4．
 I want the same hair style.

我还要原来的发型。


5．
 I'd like a new hair style.

我想做个新发型。


6．
 Please have my hair dyed black.

请把我的头发染成黑色的。


7．
 You want a haircut and shave, don't you?

您想理发、修面，对吗？


8．
 Do you need to trim your beard / moustache?

您要修一下胡须／唇须吗？


9．
 You'd better have some hairspray.

您最好喷点发胶。


10．
 How much do you want me to cut off?

您的头发要剪掉多少？


11．
 How does it look?

看上去怎么样？


12．
 What color are you thinking about?

您想把头发染成什么颜色？


13．
 Shall I shave your outline?

我来给您刮脸，好吗？


14．
 Please turn your head to the right.

请把头往右转。


15．
 Don't move so much.

不要老是动。


16．
 I'd like to have my hair cut.

我想理个发。


17．
 How do you want it?

您想理什么式样的？


18．
 Just a trim, and cut the sides fairly short, but not so much at the back.

修剪一下就行了。两边剪短些，但后面不要剪得太多。


19．
 Nothing off the top?

顶上不要剪吗？


20．
 Well, a little off the top.

嗯，稍微剪一点。


21．
 Would you like a shave or shampoo?

您要不要修面或洗头？


22．
 I want a haircut and a shave, please.

我想理发和修面。


23．
 Well, could you cut a little more off the temple?

好，能不能把两边鬓角再剪短些？


24．
 Is that satisfactory?

您看这样满意吗？

2．美容


1．
 Anything else I can do for you?

还要我为您做些什么吗？


2．
 I want a facial care.

我想做面部美容。


3．
 Most facials start with a thorough cleansing.

面部美容大都是先彻底清洁面部皮肤。


4．
 I'll take the half-hour facial with make-up.

我要做半小时美容外加化妆。


5．
 Give me a face massage, and manicure my nails.

请给我按摩一下脸部，修一修指甲。

[image: alt]
 Warm Up——Situation Dialogues

一、女士理发

H＝Hairdresser （理发师）　G＝Guest （宾客）


H:
 Miss, what can I do for you?

小姐，有什么可以为您效劳的吗？


G:
 I want to restyle my hair.

我想要改变我的发型。




H:
 Here's an album of the latest hairstyles. Do you want to have a look?

这里有一本最新的发型集。你要不要看看？


G:
 Yes, thank you…I want my hair like this.

好啊，谢谢……我想要和这个一样的发型。




H:
 Good taste. It quite fits your face.

好品味。这个很适合你的脸型。


G:
 By the way, I also want to have my hair dyed in brown. What do you think?

顺便问一下，我想要把我的头发染成棕色，你觉得怎样啊？




H:
 It's outdated. How about blonde highlights?

那过时了。挑染成金黄色怎么样啊？


G:
 It sounds great.

听起来很不错。




H:
 Can I do it now?

我现在可以做了吗？


G:
 OK, just do it.

好的，现在就做。

二、男士理发

B＝Barber （理发师）　G＝Guest （宾客）


B:
 Good morning. Take a seat, please.

早上好。请坐。


G:
 Thank you. I want a haircut and a shave, please.

谢谢。我想理发和修面。




B:
 Very well, and how would you like your haircut, sir?

好的，您喜欢什么发型？


G:
 Just a trim, and cut the sides fairly short, but not so much at the back.

稍微修一下，两边多剪短些，但后面不要剪太多。




B:
 Nothing off the top?

上面不剪吗？


G:
 Well, a little off the top.

哦，上面少剪点。




B:
 How about the front?

前面呢？


G:
 Leave the front as it is.

前面不要剪了，保留原来的样子。




B:
 OK. Do you want me to trim your moustache?

好的。要我为您修剪一下唇须吗？


G:
 Yes, please.

是的，请。




B:
 Now have a look, please. Is it all right?

现在请您看看。这样可以吗？


G:
 Well, could you cut a little more off the temple?

嗯，太阳穴这儿可以再剪短些吗？




B:
 All right. Is that satisfactory?

好的。您看这样满意吗？


G:
 Yes, thanks. And I'd like a shampoo, please.

是的，谢谢。我想洗头。




B:
 Yes, sir. (After giving the guest a shampoo) Now shall I put on some hair oil or some tonic water?

是的，先生。给客人洗头后要我喷上一些发油或一些奎宁水吗？


G:
 Both please.

两者都要。




B:
 Anything else I can do for you?

还有其他需要吗？


G:
 No, thank you. How much in total?

没有，谢谢。一共多少钱？




B:
 That will be fifty yuan.

五十元。


G:
 Here you are.

给你。




B:
 Thank you, sir.

谢谢你，先生。

三、女士美容

B＝Beautician （美容师）　G＝Guest （客人）


B:
 Good afternoon, ma'am. What can I do for you?

下午好，女士。我能为你做什么？


G:
 Good afternoon. I want a facial care. But this is the first time I've come here, so can you tell me how you do it?

下午好。我想要做面部护理。但这是我第一次来这里，所以能告诉我您是怎么做的吗？




B:
 Sure. Most facials start with a thorough cleansing. Then we usually use a toner to invigorate the skin, followed by exfoliation treatment—a peeling mask that removes the dead cells that makes the skin look dull. After that, we'll massage your face and neck with oil or cream to improve the circulation and relieve the tension, followed by a mask to moisturize and soften the skin.

当然可以。面部美容大都是先彻底清洁。然后我们通常使用爽肤水对皮肤活血，其次是剥离治疗，用一张剥皮面膜，去掉使皮肤看起来有些呆滞的死细胞。这以后，我们将用精油或乳液按摩你的脸和脖子以改善循环，缓解紧张，然后是一张滋润和软化皮肤的面膜。


G:
 That's exactly what I want. How long does it take?

那正是我想要的。要花多久时间？




B:
 There are half-hour and one hour treatments. The half hour facial costs 68 yuan and the one hour costs 98 yuan. If you want a make-up, another 58 yuan will do.

有半小时和一个小时的治疗。半小时的68元，一小时的98元。如果你想要化妆，另加58元。


G:
 I'll take the half-hour facial with make-up.

我要半个小时的面部护理加化妆。

知识加油站



干性皮肤的保养

如果你是干性皮肤，那么精心呵护皮肤就是你的头等大事了。从轻度干性到中度干裂，干性皮肤也分为好多种。对于轻度干性皮肤来说，日常基本保湿，就可以改善皮肤的状况。尽量不要使用热水或自来水洗脸，因为自来水中的沉淀物会沉淀在脸上。矿泉水是清洁脸部的最好选择，还能给皮肤补充营养。洁面后，用干毛巾轻轻拍打脸部，直至变干。另一种防止皮肤过干的方法就是，使用含有中性pH的洁面乳。

日间保湿是保持肌肤富有光彩的关键性步骤。洁面后，轻轻拍打保湿乳液。在眼部，喉咙以及面颊处涂抹保湿乳液。

睡觉之前，必须做的事情就是洗脸，拍保湿水。从颈部到额头，轻轻拍打5分钟直至肌肤充分吸收水分。睡前的保湿护理会让你的肌肤整晚锁住水分，第二天一早醒来，你就会发现皮肤柔嫩光滑。

牛奶浴会让你的肌肤变得光滑柔软又富有弹性。每周一次的牛奶浴有助于改善你的肌肤。250g的牛奶，半茶匙杏仁油，再来两滴喜欢的芳香精油，会让你有惊喜的收获。

油性皮肤的保养

油性皮肤保养的关键是保持皮肤的清洁。每周使用一次磨砂膏以进行更深层的清洁，以免过多的皮脂，汗液堵住毛孔。

洁面后，可拍以收敛性化妆水，以抑制油脂的分泌，尽量不用油性化妆品。每周可做一次薰面、按摩、面膜，彻底清洁皮肤毛孔，改善皮肤的血液循环，调整皮肤的生理功能。

外出时可戴遮阳帽、遮阳伞、墨镜，以免紫外线刺伤皮肤和眼睛。也可在面部、手臂涂抹清爽型的防晒霜、防晒油等，以减轻紫外线照射，防止皮肤被晒黑。

在饮食方面也要注意，应以清淡为宜，多吃蔬菜、水果、多喝水，少吃油腻食物和刺激性食品，不喝浓咖啡或过量的酒，以减轻皮肤油脂分泌旺盛。
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Part 5

Business Center

商务中心



Unit 25　Secretarial Service 文秘服务　[image: alt]
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 Key Words——脱贫词库

1．称呼用语
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2．礼貌用语
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 Key Sentences——从普通到优秀必备黄金句

1．打招呼


1．
 Good morning, sir / madam

早上好，先生／女士。


2．
 Good afternoon, ladies and gentlemen.

下午好，女士们，先生们。


3．
 Good evening, Miss Price.

晚上好，普莱丝小姐。


4．
 How are you today?

你今天好吗？


5．
 I'm quite well, thank you.

我很好，谢谢你。


6．
 It's good to see you again, sir / madam.

再次见到你真高兴，先生／女士。


7．
 Nice to meet you, sir.

见到你真高兴，先生。


8．
 Are you Mrs. Best?

你是贝丝特夫人吗？


9．
 You must be professor Ford.

你一定是福特教授。


10．
 May I know your name, sir / madam?

我可以知道你的名字吗？先生／女士。


11．
 Here's a letter for you, Dr. White.

怀特医生，这儿有你的一封信。


12．
 You're wanted on the phone, Captain Smith.

史密斯船长，有你的电话。


13．
 Welcome to our hotel, Miss Henry.

欢迎来到我们酒店，享利小姐。


14．
 May I be of service to you, Mr. Baker?

我能为你服务吗，贝克先生？


15．
 Can I help you, Miss Blake?

我能帮你吗？布雷克小姐？


16．
 Would you take the seat, young lady?

请坐，小姐。

2．自我介绍


1．
 I'm Henry. I'm from Golden Hotel. I'm here to meet you.

我叫享利，来自金色大酒店，我是来接您的。


2．
 My name is Irene, I'm an attendant of the Housekeeping Department.

我的名字是艾琳，我是客房服务部服务员。


3．
 I'm the receptionist here, welcome to our hotel.

我是这儿的接待员，欢迎来到我们酒店。


4．
 Reservations, May I help you?

预订部，我能帮你吗？


5．
 Room service, May I come in?

送餐服务，我可以进来吗？

3．主动提出帮助


1．
 May I help you? / Can I help you?

我能帮您吗？


2．
 What can I do for you?

我能为你做什么？


3．
 May I take your bag for you?

我可以帮您拿手提包吗？


4．
 May I help you with your suitcase?

我能帮您拿行李箱吗？


5．
 Would you like me to call a taxi for you?

你需要我为您叫一辆出租车吗？

4．感谢及应答


1．
 Thank you very much.

非常感谢。


2．
 Thanks for the trouble.

麻烦你了。


3．
 It's very kind of you?

你真是太好了。


4．
 No, thanks.

不用了，谢谢！


5．
 You're welcome.

不客气。


6．
 Not at all.

不用谢。


7．
 That's all right.

没关系。


8．
 Don't mention it.

别提了。


9．
 It's my pleasure.

这是我的荣幸。

5．表示欢迎


1．
 Welcome, sir / madam.

欢迎光临，先生／女士。


2．
 Welcome to our hotel, sir / madam.

欢迎光临我们酒店，先生／女士。


3．
 Welcome to our western restaurant.

欢迎来我们西餐厅。


4．
 We're glad to have you here.

我们很高兴你光临。


5．
 I'm always at your service, sir / madam.

随时为你效劳，先生／女士。

6．道歉及应答


1．
 I'm sorry, sir / madam.

对不起，先生／女士。


2．
 I'm very sorry.

非常抱歉。


3．
 I'm sorry to trouble you.

对不起打扰你了。


4．
 I'm sorry to have taken so much of your time.

对不起占用你太多时间了。


5．
 I'm sorry to have kept you waiting.

对不起让你久等。


6．
 Excuse me for interrupting you.

原谅我打扰你了。


7．
 I hope you'll forgive me.

我希望你能原谅我。


8．
 It doesn't matter.

没关系。


9．
 It's nothing.

没什么。


10．
 Never mind.

别放在心上。


11．
 Don't bother about that.

别再想它。


12．
 Don't worry about it.

别担心。


13．
 Don't apologize. It was my fault.

别道歉，这是我的错。

7．良好祝愿


1．
 Have a good time!

祝你们玩得愉快！


2．
 Have a nice evening!

祝你晚上愉快。


3．
 Happy Birthday!

生日快乐。


4．
 Merry Christmas!

圣诞快乐。


5．
 May you succeed.

祝你成功。

8．业务洽谈


1．
 I will send you some brochures, if you are interested.

如果您有兴趣的话，我可以寄给您一些介绍产品的小册子。


2．
 Can you suggest an alternative?

能否告知您其他方便时间？


3．
 As an alternative I wish to propose May 3rd.

另一个方便时间是5月3日。


4．
 If you are interested, we may consider selecting you as our partner.

如果贵公司感兴趣，我们可以考虑选择你们作为我们的合作伙伴。


5．
 I see. But aren't these prices for your domestic customers?

我明白了。但是这些价格难道不是提供给国内顾客的吗？


6．
 Prices depend on volume. How much quantity do you forecast to sell in the first year?

价格会因数量而有所不同，贵公司预计在第一年销售多少数量呢？

9．分别再见


1．
 Goodbye and good luck.

再见，祝你好运。


2．
 Hope you'll have a nice trip.

祝你旅途愉快。


3．
 Wish you a pleasant journey.

祝你旅途愉快。


4．
 Bon voyage.

一帆风顺。


5．
 Hope to see you again.

希望再次见到你。


6．
 See you Tomorrow.

明天见。

[image: alt]
 Warm Up——Situation Dialogues

一、接听顾客咨询电话

S＝Staff （员工）　G＝Guest （宾客）


S:
 Great Wall Hotel. May I help you?

长城饭店。有什么需要帮忙的吗？


G:
 I'm calling from the U.S.A and I want some information before making a reservation.

我从美国打的电话。我想在预订房间前先了解一下情况。




S:
 Yes, madam. How can I help you?

是的，夫人，我能为您做什么呢？


G:
 The first thing I want to know is how far the hotel is from the airport.

第一，我想知道从机场到酒店要多久。




S:
 Only fifteen minutes' drive.

只需要15分钟的车程。


G:
 Do you have a conference room?

你们有会议室吗？




S:
 We have a conference hall that seats four hundred. We also have six meeting rooms which seat fifteen persons each.

我们有一个可以容纳400人的会场，还有能容纳15人的会议室6间。


G:
 So you must have a business center.

所以，你们肯定是有商务中心的。




S:
 Yes, madam. The business center offers twenty-four-hour service. We can provide secretarial and translation services, and we of course have fax and telex.

是的，夫人，我们的商务中心提供全天24小时服务。我们可以提供秘书、翻译服务，我们当然也有传真和电传。


G:
 What do you charge for double and single rooms?

你们的单人间和双人间分别怎么收费的？




S:
 Single rooms are RMB 320 Yuan per day while double rooms are only RMB 480 Yuan.

单人间320元，双人间一天480元。


G:
 That sounds very reasonable. Well, I'll have to talk to my boss before making reservations.

听起来似乎很合理。好吧，我得和老板商量商量再决定。




S:
 Do you need any further information, madam?

夫人，你还需要什么其他信息吗？


G:
 Ah, yes. Is there a boutique in the hotel?

啊，是的，酒店里有精品店吗？




S:
 Yes, madam. In fact, we have a shopping center with fashion boutiques, a souvenir shop and a supermarket.

是的，夫人，事实上，我们这有时装精品店、礼品店和一个超市。


G:
 Thank you for all the information.

谢谢您的所有信息。




S:
 Thank you for calling the Great Wall Hotel.

感谢您致电长城大酒店。

二、给顾客办理登记手续

S＝Staff （员工）　G＝Guest （宾客）


S:
 Please go through the registration procedure. Here, please fill out this card.

请办理注册登记手续。请填写这张卡片。


G:
 Oh, the hotel is so beautiful! It's very impressive. I guess it's a joint venture, isn't it?

哦，酒店是如此美丽，令人印象深刻。我想这是一个合资企业，不是吗？




S:
 You are right. In fact, this hotel is considered one of the best here. There are some twenty five-star hotels like this in Beijing.

没错。事实上，这个酒店被认为是这里最好的。北京有二十多家这样的五星级酒店。


G:
 Is this hotel a joint venture business with American company?

这个酒店是与美国公司合作的合资企业吗？




S:
 No. It's a Sino-French investment. One thing is obvious. No matter where you go in our country today, you can see all these star hotels everywhere. I guess they're all part of basic construction resulting from the reform and opening up policy.

没有。这是一个中法合资。有一件事是显而易见的。现在在我们国家，无论走到哪里，你都能看见这些星级酒店。我觉得它们都是改革开放政策实施后产生的一部分基础建设。



知识加油站



secretary都是秘书吗？

说起办公室里的secretary，可能我们的第一反应都是秘书，不过下面这个句子要注意了：

"I chose the tall secretary where mother sat so often writing letters by a sunny window."

翻译这句话时要格外小心，否则就会把tall secretary译成“高个子秘书”，岂不闹出笑话？

其实secretary在这里是一种书写的桌子，一般上面还附有一个小书架，所以全话的意思是：

我选择了那个高大的写字桌，过去每逢阳光明媚的日子，妈妈常坐在窗前的桌旁写信。





secretary的意思还有很多，除了常见的“秘书”之外，还表示“书记”，如中共中央总书记的英文是the General Secretary of the Central Committee of the Communist Party of China，

省委书记是Secretary of a provincial Party Committee，书记处是secretariat，它是secretary的变体。秘书长的顺序正好和总书记相反，是Secretary General，如联合国秘书长是the Secretary General of the United Nations。

还有许多职务从中文字面看并没有“秘书”字样，但英语仍需用secretary，如美国国务卿（the Secretary of State）、财政部长（the Secretary of Treasury）、教育部长（the Secretary of Education）、国防部长（the Secretary of Defense）等。
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 Key Words——脱贫词库

1．参与会议人员及设备
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2．会议内容
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 Key Sentences——从普通到优秀必备黄金句

1．会议准备


1．
 We're going to have a two-day conference here next week.

下周我们要在这里召开一个两天的会议。


2．
 We'd like to book some facilities and personnel for it.

我想为之订一些设备和相关服务人员。


3．
 We need a simultaneous interpreter for Monday, and a consecutive interpreter for Tuesday.

我们周一需要一个同声传译员，周二需要一个交替传译员。


4．
 Do you need any messengers?

您需要信使吗？


5．
 Your signature and telephone number here, please.

请在这儿签名并留下您的电话号码。


6．
 Everything will be ready by Saturday afternoon.

周六下午的时候一切都将准备好了。


7．
 Will you come and check it?

您要不要来查验一下？


8．
 If there is anything I can do, please let me know.

如果有什么需要我做的，请直接告诉我。

2．宣布会议开始


1．
 Good morning / afternoon, everyone.

大家上午好（下午好）。


2．
 If we are all here, let's get started / start the meeting / start.

如果人员到齐了的话，咱们就开始会议。

3．致欢迎词


1．
 Please join me in welcoming (name of participant).

大家一起欢迎（参加者姓名）。


2．
 We're pleased to welcome (name of participant).

我们很高兴的欢迎（参加者姓名）。


3．
 I'd like to extend a warm welcome to (name of participant).

热烈欢迎（参加者姓名）。


4．
 It's a pleasure to welcome (name of participant).

非常荣幸的欢迎（参加者姓名）。


5．
 I'd like to introduce (name of participant).

我想要介绍（参加者姓名）。

4．阐明议题


1．
 We're here today to...

今天我们在这里……


2．
 I'd like to make sure that we...

我想确定……


3．
 Our main aim today is to...

今天的主要目标是……


4．
 I've called this meeting in order to...

我召开这次会议是为了……

5．宣读上次会议记要


1．
 To begin with I'd like to quickly go through the minutes of our last meeting.

在会议开始之前我想要快速的回顾一下上次会议的记录。


2．
 First, let's go over the report from the last meeting, which was held on (date).

首先，让我们回顾一下（几月几号）会议的报告。


3．
 Here are the minutes from our last meeting, which was on (date).

这是我们（几月几号）会议的记录。

6．询问近期动态


1．
 Jack, can you tell us how the XYZ project is progressing?

杰克，你能告诉我们XYZ项目的进展情况吗？


2．
 Jack, how is the XYZ project coming along?

杰克，XYZ项目进展怎样？


3．
 John, have you completed the report on the new accounting package?

杰克，你完成新的会计软件包的报告了吗？


4．
 Has everyone received a copy of the Tate Foundation report on current marketing trends?

每个人都收到了泰特基金会关于当前营销趋势报告的副本了吗？

7．介绍议程


1．
 Have you all received a copy of the agenda?

都拿到议程副本了吗？


2．
 There are X items on the agenda. First, ...second, ...third, ...lastly, ...

议程上有X项目，首先……其次……再次……最后……


3．
 Shall we take the points in this order?

我们要按此顺序记录要点吗？

8．分配会议角色


1．
 (name of participant) has agreed to take the minutes.

（参加者姓名）已经同意做会议记录了。


2．
 (name of participant), would you mind taking the minutes?

（参加者姓名）你介意做会议记录吗？


3．
 (name of participant) has kindly agreed to give us a report on...

（参加者姓名）已经同意给我们做一个关于……的报告了。


4．
 (name of participant) will lead point 1, (name of participant)point 2, and (name of participant) point 3.

（参加者姓名）指挥要点1，（参加者姓名）指挥要点2，（参加者姓名）指挥要点3.


5．
 (name of participant), would you mind taking notes today?

（参加者姓名）你介意今天做记录吗？

9．就会议程序达成一致


1．
 Let's make sure we finish by...

让我们确保在……之前完成。


2．
 I'd suggest we...

我提议我们……


3．
 There will be five minutes for each item.

每一项有五分钟时间。


4．
 We'll have to keep each item to 15 minutes. Otherwise we'll never get through.

我们必须把每一项限制到15分钟，否则我们永远完成不了。

10．宣布散会


1．
 The meeting is finished. We'll see each other next time.

会议结束，下次再见！


2．
 The meeting is closed.

会议结束了。


3．
 I declare the meeting closed.

我宣布会议结束。

[image: alt]
 Warm Up——Situation Dialogues

一、住店客人租会议室

S＝Staff （员工）　G＝Guest （旅客）


S:
 Good morning, Ms. Lee, how can I help you?

早上好，李女士，我能帮你吗？


G:
 Yes. Would you please find a room for our business meeting?

是的。你能找一个供我们召开商务会议的房间吗？




S:
 Certainly. How many people do you have?

当然。你们有多少人？


G:
 About six.

大约6人。




S:
 That's fine. We have a conference room on executive floor, which can seat up to 8 people. Would you like to have a look?

没关系。我们在行政楼层有一个会议室，可容纳8人。你愿意看看吗？


G:
 Yes, please.

是的，请。




S:
 This room can seat up to 8 people and we offer tea free of charge for your meeting. For you are staying in executive floor, you can use the meeting room two hours complimentary per day.

这个房间可以容纳多达8人，我们为您的会议提供免费的茶。因为您住在行政楼层，您每天可以免费使用会议室两小时。


G:
 That's great.

那真是太好了。




S:
 When will you use it, Ms. Lee?

您要什么时候用呢，李女士？


G:
 Um, We'll start the meeting at 8 o'clock tomorrow morning.

哦，我们将在明天早上8点开始会议。




S:
 May I know how long will you use the meeting room?

我可以知道你用多长时间的会议室吗？


G:
 About 4 hours, and how much does it cost for the extra hours?

大约4小时，额外时间收费多少钱？




S:
 The charge for the extra 2 hours is RMB200, Ms. Lee.

额外的2个小时费用是300元，李女士。


G:
 That's fine.

好的。




S:
 And do you need any other facilities for the meeting, like projector or white broad?

你还要任何其他设施吗，如投影仪或白板？


G:
 No, thanks.

不，谢谢。




S:
 Ms. Lee, we'll arrange the meeting room for you. The meeting time is 8:00 to 12:00 tomorrow morning. We'll offer complimentary tea for your meeting, and the room rental is RMB200 after discount.

李女士，我们会为你安排会议室。会议时间是明天上午8:00～12:00。我们将为你的会议提供免费茶水，房间的租金打折后是300元。


G:
 That's right. Thank you.

没错。谢谢你！




S:
 You are welcome.

不客气。


G:
 Goodbye.

再见。




S:
 Goodbye and have a nice day

再见，祝过的愉快。

二、非住店客人租会议室

S＝Staff （员工）　G＝Guest （旅客）


G:
 I'd like to arrange a meeting for some business. Do you have a conference room we could use?

我想举行一商务会议，有这样的会议室吗？


S:
 Certainly, Sir. We have a conference room for ten people at $150 an hour or a larger room for twenty people for $250 an hour.

当然，先生。我们有可以容纳10人的会议室，每小时150美元，还有可以容纳20人的大一点的房间，每小时250美元。




G:
 I'd prefer the smaller room. Can I book it for tomorrow morning at 11 a.m.?

我还是喜欢小一点的房间，我能预订一个明天上午11点的小房间吗？


S:
 Yes. that would be fine.

行，那样可以。

知识加油站



成功组织会议的六项黄金法则

黄金法则一：运行高效的会议，做好的会议参与者。

这是会议管理的最基本的金科玉律。运行一个高效的会议，或者做一个好的会议参与者——都是为他人着想。所有其他会议管理流程的黄金法则都要遵从这个原则。

黄金法则二：做好准备，确保所有的参与者也做好准备。

在会议前的一天分发会议议程，确保每个人都有获得相关背景材料。参与者有义务审查议程和背景材料并在抵达会议前做好相关准备。如果会议组织者没有提供足够的信息，参与者应该主动询问。没有人应该在到达会议时还不知道他们为什么来这里、来这里是做什么的。

如果没有列入议程，组织者应该自己慎重考虑一下是否真的需要一个会议。

黄金法则三：坚持一个时间表。

要准时开会，准时结束（或甚至更早）。准时开始需要有纪律的组织者和参与者。迟到是对所有准时到达的人的不尊重。但如果所有参与者知道组织者将准时启动会议，那么他们一定尽可能地准时到达。

及时完成也至关重要。如果每个人都同意，会议将持续一个小时，会议一分钟也不应该比这更长。当然，会议议程切合实际情况也很重要。如果只需要20分钟就能完成会议目的，会议应该在20分钟后结束。任何延长都是浪费大家的时间。

会议安排的时间也很重要。在不方便的时间安排会议（例如法定工作时间以外）可能会产生非常消极的士气。突发事件是一个组织者必须要考虑的会增加会议时间的事实，但常规会议应该安排合理的时间以方便参与者。

黄金法则四：不要岔开话题。

大多数组织都至少有一个人总喜欢在会议期间讲故事。不论他是是组织者还是参与者之一，所有会议参加者都有责任引导会议返回到实质性议程项目。不应因一个人的走题而牺牲所有人的时间，当然，这也是团队精神的重要元素。同时，讲故事可以是非常有用的，如果它是作为一个教学范例被使用的话。然而，如果会议明显跑题的话，还是需要有人将之引回正题。

黄金法则五：不要召开不必要的会议。

仔细评估需要多久举行一次常规会议。例如，如果你有日常员工会议，会议的效率如何？会议的频率还能低点吗？或者，也许会议能随便找个地方开几分钟就完事呢？员工会议是办公室沟通的重要的载体，但重要的是要找到有效利用时间和良好沟通的平衡。

黄金法则六：总结会议时要明确下一步计划及负责人。

如果会上做出任何决定（即使这个决定是“研究问题更”）会议组织者都应该清楚地总结处下一步计划以及负责人。如果组织者未能做到这一点，那么参与者需要发言，要求澄清下一个步骤。这是至关重要的。如果会议结束，而没有负责人完成会议制定的计划，那么这次会议只是浪费大家的时间而已。

这些简单的规则能使会议更有效率。实施他们并不容易，因为他们需要准备和纪律，但是这样做可以使组织效率产生一个巨大的变化。
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 Key Words——脱贫词库

1．火车票
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2．机票
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 Key Sentences——从普通到优秀必备黄金句

1．火车票预订


1．
 I want to buy two single-way tickets to Shanghai, please.

我要买两张去上海的单程车票。


2．
 What time does it reach Shanghai?

何时可以抵达上海？


3．
 Do I have to make a reconfirmation?

我还要再确认吗？


4．
 Is there any earlier one?

还有更早一点的吗？


5．
 Could you tell me my reservation number, please?

请你告诉我我的预订号码，好吗？


6．
 I would like a non-smoking seat.

我想要无烟区的座位。


7．
 I'd like to reserve a sleeper to Chicago.

我要预订去芝加哥的卧铺。


8．
 Is it necessary to change?

需要换车吗？


9．
 Which day's ticket would you like?

你要哪天的票？


10．
 Which seats would you like?

你要什么位置？


11．
 First class or economy class?

头等舱还是经济舱？


12．
 Are the seats together?

座位是要连在一起吗？


13．
 Which train would you like to take?

你想坐哪次车？


14．
 I'd like to take train K20.

我想坐K20次列车。


15．
 Hard berth tickets are not available now.

硬卧票已经卖完了。


16．
 How about a soft berth ticket?

软卧怎么样？


17．
 A lower berth ticket, please.

我要一张下铺票。


18．
 Can I book a ticket on the internet?

我可以网络订票吗？

2．飞机票预订


1．
 Could you change my flight date from London to Tokyo?

请你改签一下从伦敦到东京的班机日期好吗？


2．
 May I reconfirm my flight?

我可以再确认我的班机吗？


3．
 Are they all non-reserved seats?

他们全都是不预订的座位吗？


4．
 Do I have to reserve a seat?

我一定要预订座位吗？


5．
 May I see a timetable?

我可以看时刻表吗？


6．
 How long will I have to wait?

我要等多久呢？


7．
 Do you have any other flights?

你们有其他航班吗？


8．
 When would you like to leave?

你准备什么时候启程？


9．
 Can I reconfirm by phone?

我能电话再确认吗？


10．
 Where can I make a reservation?

我到哪里可以预订？


11．
 Is this a daily flight?

这趟航班每天都有吗？


12．
 Is there a non-stop flight to London?

有直达伦敦的航班吗？


13．
 One way or a round trip ticket?

单程票还是双程票？


14．
 Where do I pick up the ticket?

我到什么地方拿机票？


15．
 There are no seats available on the flight leaving at 16:15.

在16点15分起飞的航班，座位票已经售完。


16．
 How long is the ticket valid?

这车票的有效期是多久？


17．
 I'd like to sit in the front of the plane.

我想坐在飞机的前部。
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 Warm Up——Situation Dialogues

一、订飞机票

C＝Clerk of Ticket Service Center （票务中心职员）　G＝Guest （宾客）


C:
 Good afternoon. What can I do for you?

下午好，有什么能为你效劳的吗？


G:
 Is there any flight to Beijing on July, 4th

7月4日有飞往北京的班机吗？




C:
 Let me see. Yes, there are two flights. One is 8 o'clock in the morning, the other is 5 o'clock in the afternoon.

让我看一下，有两趟班机。一趟在上午8点，另一趟在下午5点。


G:
 I'd like to book a 8 a.m. flight.

我想订一张早上8点的班机。




C:
 Ok. May I have your passport, please?

好的，能把您的护照给我吗？


G:
 Here you are.

给你。




C:
 All right. First class or economy class?

好的，是头等舱还是经济舱？


G:
 Economy class.

经济舱。




C:
 And a window seat or an aisle seat?

座位是靠近窗户的还是靠近通道的？


G:
 A window seat, please. How much is it, please?

靠近窗户的，请问多少钱？




C:
 1680 yuan.

1680元。

二、订火车票

C＝Clerk of Ticket Service Center （票务中心职员）　G＝Guest （宾客）


G:
 I'd like to book two tickets to Hong Kong this afternoon. The express train, please.

我想订两张下午去香港的车票。请给我订特快列车。


C:
 Certainly. Here is the timetable. Which train would you like to take?

好的。这是时刻表，您想订哪个车次的？




G:
 T815, please.

T815次.


C:
 T815 at 19:11…very well. The unit price is HK$190, so two tickets will cost you HK$380.

19点11分的T815次……好的。单价是港币190元，两张票一共是380元。




G:
 How much is that in US dollar?

是多少美元？


C:
 Today's exchange rate is 1US dollar to HKD6.8; so that's US$55.88.

今天的汇率是1美元换6.8港元，也就是55.88美元。

知识加油站



购买国际机票时注意事项

随着国际间的交往频繁，往来于各国之间的人们也是日益增多，大家在购买国际机票的时候，会遇到各种各样的问题，在购买国际机票的时候，应注意以下几点：

1．如何选择航空公司

飞往一个城市，往往有很多选择，直飞或从其他城市转飞，购买国际机票最好选择直飞的航班，这样可以节约时间，减少起降的次数以及转换飞机所带来的不便。

2．如何进行价格选择

如果是自费旅游并且时间已经订好，则可以选择在价格上比较优惠的机票。对于因公出国的商务乘客来讲，选择价格最优惠的机票有时会带来一些不便，因为越便宜的机票相对而言限制也就越多。有的机票不能签转，有的不能改期或者改期要收取费用，有的不能退票，这些对于商务乘客就不合适了。另一方面，最优惠的机票在积累里程方面也有很多限制，有的特价舱位积累的里程相对较少或者就不能积累里程，而经常飞行的乘客在积累了大量的飞行里程之后是可以进行升舱或得到免费机票的。

3．国际机票种类（一般有4种）

年票：有效期为一年。在一年内乘坐该航空公司同一航班有效。年票可以退，退票一般扣票价的10％～20％。

月票：有效期为30天或45天。在30或45天内乘机有效。在有效期内可退，退票当然扣得也比较多。

团队票：一般对象是旅行社团队。团队票一般在指定时间航班有效，不可改签或退票。

包机票：一般机构或旅行社包下的航班或部分机位。指定日期航班有效，一般不能改签或退票。

4．国际机票价格

在同等级舱位里，年票是最为昂贵的，其次是月票，较为廉价的是团队票。一般团队票是票面价的3-5折。包机票的价格不定，起伏很大。

国际机票价格，还取决于它的舱位，头等舱自然是最贵的，其次是商务舱位，再次是经济舱位。

国际机票来回价格，折扣也很大，有的甚至与单程机票几乎是一样的。
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 Key Words——脱贫词库

1．购买商品
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2．商品描述
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 Key Sentences——从普通到优秀必备黄金句

1．售货用语


1．
 Good morning, sir. What can I do for you?

早上好，先生，有什么我能帮您的吗？


2．
 Are you being attended to?

有人接待您了吗？


3．
 This style is very popular now.

这个款式现在很流行。


4．
 What brand do you want?

你想要什么牌子？


5．
 You look very nice in that dress.

你穿上那条裙子显得很漂亮。


6．
 The scarf goes very well with the coat.

这条围巾配这件外套很合适。


7．
 They are all there on the shelf.

它们都在那边的那个货架上。


8．
 I'm sorry they're sold out.

对不起，它们都卖完了。


9．
 I regret to say they are out of stock at the moment.

很遗憾眼下缺货。


10．
 Shall I wrap it up for you?

我给你包一下吧。


11．
 Thank you for shopping at our store.

感谢您光临我店购物。


12．
 It is sold by the yard.

这个按码记价出售。


13．
 Sorry, it's out of stock.

对不起，卖完了。


14．
 What size and color do you take, sir? How about this pair?

先生，您穿几号的鞋，要什么颜色？这双怎么样？


15．
 How about this color and this size? How do you like this pair?

这种颜色、尺寸怎么样？您看这双怎么样？


16．
 Here is your change, sir, thank you and here is your receipt.

这是找您的钱，先生，谢谢，这是您的收据。


17．
 We are open from 9 a.m. to 9 p.m. every Monday to Saturday.

我们每周一到每周六从早上9点营业至晚上9点。


18．
 It's my pleasure, good-bye. Have a nice day.

很乐意为您效劳，再见。祝您愉快。


19．
 Everything is 50% off.

所有的东西卖半价。


20．
 It's on sale today.

今天大甩卖。

2．顾客咨询


1．
 They are having a big sale.

他们正在打折。


2．
 Is there a discount?

能打折吗？


3．
 Is that a new dress?

那是新到的服装吗？


4．
 Only 5 yuan for this T-shirt.

这件T恤才卖5块钱。


5．
 I need size 8.

我想要8码的。


6．
 I'll take it.

这个我要了。


7．
 Take this elevator to the 4th floor.

乘这部电梯上4楼。


8．
 I love the perfume you are wearing.

我喜欢你用的那香水的味道。


9．
 My feet are wide.

我的脚太宽了。


10．
 I'd like to try these on please, in a size 6 and a half.

我想试试这个，给我拿6.5码的吧。


11．
 I need a wallet.

我想买一个钱包。


12．
 How much is it?

多少钱？


13．
 what's the size?

尺码多大？
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 Warm Up——Situation Dialogues

一、普通商场购物

C＝Clerk （店员）　G＝Guest （宾客）


C:
 May I help you, ma'am?

我能帮您吗，夫人？


G:
 Yes, thank you. I'd like to buy a blouse.

是的，谢谢你。我想买一件衬衫。




C:
 What color are you looking for?

你想找什么颜色？


G:
 I need something to go with a brown skirt.

我需要一件能和棕色裙子搭配的。




C:
 Here's a pretty green one.

这件绿色的是不是很漂亮？


G:
 But it has long sleeves. I'd like a short-sleeved blouse with a high neck, if you have one.

但它是长袖。如果你们有的话，我想要一个短袖高领上衣。




C:
 We have this one in yellow. What size do you take?

我们有一款黄色的。你穿什么尺寸的？


G:
 Thirty-four. Do you have that one in my size?

34。你有我的尺寸吗？




C:
 Yes, here it is.

是的，给您。


G:
 How much is it?

多少钱？




C:
 It costs 8 pounds.

8镑。


G:
 Oh, my God. That's too expensive for me. Do you have anything like it for less?

噢，天哪。对我来说太贵了。你有像这样的更便宜的吗？




C:
 I'm afraid not.

恐怕没有。


G:
 Well, I think I'll look around some more. But I may come back for this one. Thank you.

嗯，我再去别的店看看。但是我可能回来买这件。谢谢你！




C:
 You are welcome.

不客气。

二、直销折扣店购物

C＝Cashier （出纳）　G＝Guest （宾客）


G1:
 This place is great. I'm surprised they have so much.

这个地方真棒，居然有这么多的东西。


G2:
 Yes, but it takes a while to find things. It's not organized as carefully as a regular store.

是的，但找东西有点麻烦。它的东西摆放不像普通商场那么有秩序。




G1:
 I never shopped in an outlet before. We don't have any in my hometown. Why do they call it an "outlet"?

我以前从没在奥特莱斯购物过。在我们家乡没有这么样的商场。它们为什么被称为“奥特莱斯”呢？


G2:
 Sometimes a clothes company makes too many of one item. They can't sell it all in their regular stores. So they send the overstock to an outlet. That's why they call it an "outlet".

有时候一家公司生产太多同一款式的衣服，他们在常规商店卖不完它们。所以他们把积压的库存送到一个直销折扣店里。英语的“直销折扣店”的音译就是“奥特莱斯”。




G1:
 And they have faulty products here too.

他们把有缺陷的产品也放在这里。


G2:
 Yes. A "faulty product" may be a shirt that has some problem. Or a pair of pants that is ripped a little. Sometimes the fault is very small. So it's a good deal to buy it. Sometimes, if you have a needle and thread, you can fix it yourself.

是的。一个“问题产品”可能是一件有问题的衬衫，或一条有破洞的裤子。有时候毛病是非常小的，所以购买它是一个很好的交易。有时候，只要你有针线，你自己就可以修理它。




G1:
 I like to sew, so that's easy for me. I think it's really a good deal. Some of these shirts have only one tiny mistake on them.

我喜欢缝纫，所以这对我来说太容易了。我认为这很划算。这些衬衫只有一个小瑕疵。


G2:
 I know. So it's a good idea to shop in an outlet sometimes. You can save a lot of money.

我知道。所以去直销折扣店购物是一个好主意。你可以省下一大笔钱。




G1:
 That's great for me. Now that Steve and I have the baby, we want to save as much as we can.

那真是太适合我了。现在史蒂夫和我有孩子了，我们要尽可能多的节省。


C:
 Cash or credit, Ma'am?

现金还是信用卡，夫人？




G1:
 Credit.

信用卡。


C:
 Wow! How many of those sweatshirts are you buying?

哇！你要买多少件外套呀？




G1:
 I have six here.

六件。


C:
 Six? Why do you need so many?

6件？你为什么买这么多呢？




G1:
 They're such a good deal. I'm buying one for Steve, one for his brother Rick, one for my dad, two for my sisters, and one for me.

它们很实惠。我买一件给史蒂夫，一件给他弟弟瑞克，一件给我爸爸，两件给我的姐妹，一件给我自己。


C:
 You really know how to use an outlet store!

你真会利用一个直销折扣店！




G1:
 I ought to make the most of it while I'm here, don't you think?

既然来了就应该充分利用它，你不觉得吗？


C:
 Sure. You're smart.

当然。你真聪明。

知识加油站



在美国逛商场不得不会的句子

在世界商业中心——美国购衣可是一件惬意的事，尤其对于MM，语言交流本身就是一种购买的乐趣。下面短短的几句常用语会令初到异域的你不至于在第五大街显得过于局促和无助。

1．I'm just browsing. （我只是随便看看。）

当你走进商店，营业员通常都会走过来问你“May I help you?”（需要帮忙吗？）或是“Are you looking for something?”（你想买什么衣服？）如果你只是随便看看，不妨客气地说“I'm just browsing.”或“I'm just looking.”这样你就可以在商店里随便逛了。如果你要找某种衣服，如毛衣，你就可以说，“I'm looking for a sweater. Could you help me?”（我想买一件毛衣，你能告诉我在哪里吗？）或是“Do you have any sweater?”（你们卖毛衣吗？）

2．May I try this on? （我能试试这件吗？）

如果想知道自己看中的衣服能不能试穿，可以问营业员“May I try this on?”（我能试试这件吗？）当然，在美国，大部分衣服都是可以试穿的，所以也可以问营业员“Where is the fitting room?”（试衣间在哪里？）有时进试衣间前，有人会在门口问你“How many?”这时你只要告诉她你拿了几件衣服就可以了。比如拿了两件，你回答：“Two”就可以了。这时候，她会给你一块上面写着2的牌子，进去之前，你只要把这个牌子挂在门上就可以了。

3．I like this tank top.It goes with my baggy jeans. （我喜欢这件背心，它很配我的宽松牛仔裤。）

tank top就是背心。有一种男生穿的纯白背心，美国人把它戏称为“wife-beater”。因为他们觉得穿这种背心的人通常有结实的肌肉，回家后喜欢打老婆。“baggy”是“宽松”的意思，如男生穿的宽松短裤就叫“baggy pants”。而我们熟悉的直筒牛仔裤是“straight jeans”。

4．Could you help me pick up a dress? （你能帮我挑一件礼服吗？）

在正式场合，每位女士几乎都有一套正式礼服（dress），特别是那种低胸（low cut）连身裙（evening gown）。有时可以用“dressy”来强调这件礼服很漂亮很时髦，如“Her dressy dress really caught my eyes.”（我的目光被她漂亮的礼服所吸引。）而“dress up”则是指作正式的穿着打扮，男女都可用，也就是女生穿礼服、男生穿西装打领带。

5．I just want to buy some off-the-rack clothes. （我只想随便买一些现成的衣服。）

“rack”指的是衣架，所以“off-the-rack”指的是那种由工厂大量制造的成衣，通常指很普通、不是特别好的衣服。例如在某夜市买来的地摊货，就可以说“It's just something off-the-rack.”（只是件普通的衣服啦！）相比较而言，“custom-made”或“tailor-made”指的是“定做的”。如，“I need to get a custom-made tuxedo for my wedding.”（我要为婚礼去定做一件燕尾服。）

6．This shirt is very stylish and not very expensive. （这件衬衫又时髦又不贵。）

“good-looking”就是“好看”，“stylish”则是“时髦”，可以用“good-looking”和“stylish”来称赞某件衣服。另外，也可以用“becoming”，指“合身又好看”。

7．I don't think this one will fit me.（我觉得这件衣服不合身。）

买衣服时看到一件自己中意的衣服，却偏偏没有合适的尺寸，可以说“It's not my size.”或“It won't fit me.”（大小不合适）。有些商店挂着“alteration”的招牌，则是指可以提供修改衣服的服务。

8．Your clothes don't match.（你的衣服不太配。）

这句话指的是衣服不配，可能是颜色不配，也可能是样式不配。当然，外国人的审美观和我们中国人不大一样，营业员说这句话，你可不必太把它当回事。

9．Let me ring that up for you.（可以结账了吗？）

“买单”的讲法一般是“check out”。通常，选好了衣服就可以拿到收银台（cash register）跟店员说，“I want to check out.”有些营业员喜欢用“ring up”，同样也是“结账”的意思，因为在开收款机的时候通常会有ring的一声。有时候店员看到你拿着衣服走过来，她会主动跟你说“Let me ring that up for you.”你可以回答“OK. Go ahead and ring it up for me.”（好，那就帮我结账吧！）
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 Key Words——脱贫词库

1．兑换流程
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2．货币汇率
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 Key Sentences——从普通到优秀必备黄金句

1．货币兑换窗口人员用语


1．
 Please tell me how much you want to change.

请告诉我你要换多少。


2．
 How much of the remittance do you want to convert into Japanese yen?

你要把多少汇款换成日元？


3．
 What kind of currency do you want?

要哪种货币？


4．
 What's it you wish to change?

你有什么要换的？


5．
 What kind of currency do you want to change?

要换哪种货币？


6．
 In what denominations?

要什么面值的？


7．
 Please tell me what note you want?

请告诉我要什么钞票？


8．
 Will seven tens be all right?

7张10元的可以吗？


9．
 Is it in traveler's checks?

换旅行支票吗？


10．
 I'd like to know how I shall give it to you?

我想知道如何付钱给你？


11．
 How would you like it?

你要什么面额的？


12．
 Would you kindly sign the exchange form, giving your name and address?

请在兑换单上签字，写下你的姓名和地址，好吗？


13．
 OK. What would you like to change?

你想兑换成什么货币？


14．
 Here it is, some Korean won, Swiss francs, American dollars and a few Danish krone.

这些就是：一些韩元，瑞士法郎，美元和一些丹麦克朗。


15．
 Please tell me how much you want to change?

请告诉我你要换多少？


16．
 We offer exchanges of many kinds of currencies.

我们提供多种币种的兑换服务。


17．
 Today's rate for cash purchase is 612.40RMB for100 U.S. banknotes.

今天的现钞买入价是100美元兑换612.40元人民币。


18．
 According to today's rate, you can have 19,860 Yuan. By the way, keep your exchange memo safe. You may convert the unused RMB back into foreign currency when you leave China.

根据今天的汇率，你可以兑换到人民币19860元。请保管好你的兑换单，离开中国时你可以把未用完的人民币兑换回外币。

2．客户询问


1．
 Can you change me some money, please?

能否请给我兑换一些钱？


2．
 I'd like to know if you could change this money back into U.S. dollars for me.

我想知道能否把这笔钱兑换成美元。


3．
 Would you please give me seven five-pound notes, four pound notes and four ten-shilling notes, and the rest in small change.

请你给我7张5镑纸币，4张1镑纸币，4张10先令纸币，剩下的要零票。


4．
 Would you mind giving me the six pence in coppers?

劳驾给我6便士的铜币。


5．
 I'd like to know if you could change this money back into U.S. dollars for me?

我想知道能否把这笔兑回成美元？


6．
 Could you change theseKorean won for me?

能给我兑换这些韩元吗？


7．
 Can you give me 100 dollars in Swiss francs?

能否给我100美元的瑞士法郎？


8．
 I'd like to convert the full amount of the remittance into U.S. dollars.

我想把全部汇款换成美元。


9．
 I'd like some coins for this note.

我想把这张纸币换成硬币。


10．
 I'd like to break this 50 dollar note.

我想把这张50美元纸币换开。


11．
 Five twenties and ten singles, please.

请给我5张20元和10张1元的。


12．
 I need 300 dollars in 100-dollar checks.

我要300美元票面为100美元的支票。


13．
 I hope you'll give me ten traveler's checks of 100 dollars each.

我希望给我10张面额为100美元的旅行支票。


14．
 Could you give me some small notes?

给我一些小票好吗？


15．
 Could you tell me what today's exchange rate for U.S. dollars is?

请问今天美元的汇率是多少？


16．
 Dollar in cash is equivalent to 6.12 Chinese yuan.

1美元兑换6.12元人民币。


17．
 All right, I want to change 10000 Yuan.

行，我想换1万元人民币。


18．
 What is today's rate for cash?

今天现钞的买入价是多少？
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 Warm Up——Situation Dialogues

一、兑换业务咨询

C＝Clerk （店员）　G＝Guest （宾客）


C:
 May I help you?

您需要什么服务吗？


G:
 Yes. Do you exchange foreign money here?

是的。请问你们这儿兑换外币吗？




C:
 Yes. Our bank is authorized to deal with the foreign exchange business.

是。我行经授权可以办理外汇业务。


G:
 What kinds of currencies do you change?

贵行兑换哪几种货币？




C:
 Nowadays, we can change three currencies, US dollars, Japanese Yen and HK dollars.

目前我们只能兑换三种货币，美元、日元和港币。


G:
 Could you tell me what today's exchange rate for US dollars is?

您能告诉我今天的美元汇率是多少吗？




C:
 The buying rate is 612.44 RMB for 100 US dollars.

银行买价是100美元换612.44元人民币。


G:
 I want to change some US dollars to cover my expenses here.

我想换一些美元来支付我的费用。




C:
 Please go to Counter No. 2. That's the foreign exchange counter. It's over there.

请到2号柜台，外汇柜台办理。就在那边。


G:
 Thank you.

谢谢。

二、美元兑换人民币

C＝Clerk （店员）　G＝Guest （宾客）


G:
 Excuse me. Can I buy Chinese yuan with American dollars?

请问我可以用美元兑换人民币吗？


C:
 Certainly. What's the amount you want to change?

当然可以。您要换多少？




G:
 200 US dollars.

200美元。


C:
 Please fill in the exchange memo and show me your passport.

请填写兑换单，出示您的护照。




G:
 Is that all right?

这样行吗？


C:
 Well. Remember to sign your name on the memo.

噢。别忘了在兑换单上签名。




G:
 Here you are.

给您。


C:
 Here is the money, and also your passport and exchange memo. Please check it.

给您钱，还有护照和兑换单。请核点一下。




G:
 It's right.

没错。


C:
 By the way, keep your exchange memo safe. You may convert the unused RMB back into foreign currency when you leave China.

顺便提一下，保管好您的兑换单，离开中国时您可以把未用完的人民币兑换回外币。




G:
 I see. Thanks for the information.

我明白了。谢谢您提醒。


C:
 Not at all.

不客气。

三、人民币兑换美元

C＝Clerk （店员）　G＝Guest （宾客）


C:
 What can I do for you?

您想办理什么业务？


G:
 Yes. I'd like to change some US dollars. What's today's rate of US dollars to RMB?

我想兑换一些美元。今天美元兑人民币的汇率是多少？




C:
 It's 612.44 RMB per hundred US dollars. How much would you like to change?

100美元兑612.44元人民币。您要兑换多少？


G:
 200 US dollars total.

总共200美元。




C:
 Please fill out the exchange form.

请填写兑换单。


G:
 All right.

好的。




C:
 Would you mind showing me your passport?

让我看一下您的护照好吗？


G:
 Here it is.

给您。




C:
 Please wait a moment. I will do it for you as soon as possible.

请稍候，我尽快为您办理。

知识加油站



货币兑换

如果你到国外去旅行，你需要把本国的货币兑换成所去国家的货币。你可以到银行或旅行社去兑换货币。无论你走到哪里，兑换货币都会使你接触到国际融资活动。

几个世纪以前，金币由于本身具有价值而作为货币使用。今天，纸币出现，黄金不再作为货币使用。各国使用本国的货币，比如，英镑、马克、比索、里拉、美元、法郎、元等。如果，持有一国货币的人想购买以另一国货币标价的商品，他就必须把一种货币兑换成另一种货币。国际金融涉及到各国货币之间的兑换汇率问题。决定国际货币兑换的比率是国际银行业面临的最复杂的问题之一。国际金融还涉及到以外汇汇率为基础的货币体系问题。
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 Key Words——脱贫词库

1．紧急通报
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2．紧急事件
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3．相关用品
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 Key Sentences——从普通到优秀必备黄金句

1．意外事故


1．
 May I have your attention please, this is emergency. The hotel is on fire now. Please leave your room immediately and follow the emergency exit door. Please leave the building immediately. Thank you for your cooperation.

紧急事故，请注意，酒店发生火灾，请立刻离开房间，从紧急出口撤离。请立刻离开酒店，谢谢您的合作。


2．
 Ladies and gentlemen attention please. There is a small fire in the hotel, but it is already under control, so please remain calm. For your safety, please follow me to the lobby by the emergency exit, please leave your luggage behind and don't use the elevator, thank you for your cooperation.

女士们先生们请注意，酒店发生了一场小火灾，但火势已经得到控制，请各位保持冷静。为了您的安全起见，请随我由紧急出口到大堂，请勿携带任何行李也不要使用电梯，多谢您的合作。


3．
 My wife has sliped in the bathroom. She can't stand up.

我太太在浴室滑倒了，她没法站起来。


4．
 My husband has fainted.

我先生晕倒了。


5．
 My nose / face / leg / hand is bleeding.

我的鼻子／脸／腿／手在流血。


6．
 I have a terrible headache / stomache / toothache.

我头／胃／牙疼的厉害。


7．
 It's painful.

很痛。


8．
 That's hurt.

那里受伤了。


9．
 Please don't move, your rib might be broken.

请别动，您的肋骨可能骨折了。


10．
 I'll get help immediately, please don't move him.

我立刻找人来帮忙，请别动他。


11．
 I'll call the doctor / ambulance.

我去叫医生／救护车。


12．
 Help is on the way, ma'am.

很快就会有人来帮忙了，女士。


13．
 Everything will be alright.

一切都会好起来的。


14．
 Don't worry, leave it to me.

别担心，有我呢，包在我身上。


15．
 Do you need some Aspirine / painkiller / sleepingpill / bandage / plaster / absorbent cotton?

您是否需要一些阿斯匹林／止疼片／安眠药／绷带／胶布／消毒棉呢？


16．
 Are you feeling better now?

您感觉好些了吗？

2．客人遗失物品


1．
 My bag was stolen, and my passport was in it.

我的包被偷了，护照还在里面呢。


2．
 I am sorry to hear that, Sir.

我们对此深表遗憾，先生。


3．
 Would you tell us when and where you last saw it?

您能告诉我们最后见到它是在什么时候什么地方呢？


4．
 Could you describe it, please?

您能不能描述一下它是什么样子的？


5．
 Shall I call the police for you, Sir?

我为您报警好吗，先生？


6．
 Is that all you can do?

你们能做的就只有这些吗？


7．
 Get me a manager, I want to speak to him right now.

我要见你们的经理，我要求马上见他。


8．
 I am afraid we had warned you to mind your valuables, sir, and if you excuse me, I'll find our duty manager for you.

很抱歉，我们已经提醒过您注意您的贵重物品，先生。如果您允许的话，我去为您叫值班经理来。
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 Warm Up——Situation Dialogues

一、紧急求助

S＝Staff （员工）　G＝Guest （旅客）


G:
 I have a bad stomachache, maybe I had too much seafood.

我肚子痛得厉害，可能是我吃了太多的海鲜食品。


S:
 Shall I call a doctor for you?

要不要为您叫一个医生？




G:
 Yes, please do it and make it quick.

好的，请快点叫医生来。


S:
 By the way, sir, may I have your room number, please?

对了，先生，请问您的房间号码？




G:
 Room 1569.

1569房间。


S:
 I see sir, before the doctor's arrival, is there anything I can do for you?

我明白了，先生，在医生到来前，有什么我可以为您做的吗？




G:
 No, thanks.

没有，谢谢。

二、在急诊室

D＝Doctor（医生）　G＝Guest （旅客）


D:
 Can you tell me where it hurts?

您能告诉我哪儿痛吗？


G:
 I am so glad they called you. It feels like something is really wrong with my stomach!

我很高兴他们给你打电话。感觉就像我的胃出了毛病！




D:
 Does it hurt when I push here?

我按这里时疼吗？


G:
 It's mostly on my right side. Right here!

主要是我的右边疼得厉害。就是这里！




D:
 Have you been feeling this way for a while?

你有这种感觉有一段时间了吗？


G:
 I started feeling kind of sick last night after dinner, but this morning the pain got really bad!

昨晚晚饭后我开始觉得有点恶心，但是今早开始疼得厉害了！




D:
 Have you eaten anything unusual lately?

最近是不是吃了什么不常吃的东西？


G:
 No, not that I remember.

没有，我不记得。




D:
 We are going to take you to an emergency room right now.

现在我们要带您到急诊室。


G:
 I will feel better when I know what the problem is. Thank you.

当我知道是什么问题时，我会感觉好点。谢谢你！

知识加油站



急救

如果你看见有人晕倒，而你又了解一些急救措施，那很可能会挽救一条生命。通常人们什么都不做，因为他们认为自己的做法可能会害死病人。但是学习些简单的急救措施你就可以救死扶伤了。

首先，你需要通过挤压他们脖子和肩膀之间的皮肤，并大声呼喊来确定他们是无意识了，还是睡着了或者喝醉了。如果没有回应的话，你需要确定他们是死了还是仅仅晕过去了，虽然有时很难分辨清楚。

如果没有明显的脉搏和心脏跳动，那就是没有生命迹象了。此时要立刻叫救护车并开始心脏救援以保持充了氧气的血液在大脑和心脏之间流通。把一只手放在他们的前额慢慢地把头向后倾，同时抬高下颚以确保呼吸顺畅。把手交叉相扣，按住胸腔中心部分上上下下不停地按，直到救护车到达。保持一分钟一百次的频率。你这样做不会伤害到他们，但却能挽救一条生命。




附录

酒店组织结构表（各部门职位名称）
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酒店常见告示

公共区域 Public Area

公共区域请勿吸烟 Public Area No Smoking

观光电梯 Sightseeing Lift

洗手间 Toilet（Gentlemen / Ladies）

茶水房 Watering Room

灭火箱 Fire Extinguisher

安全出口 Exit

一区客房电梯 Guest Elevator to Block 1

二区客房电梯 Guest Elevator to Block 2

三区客房电梯 Guest Elevator to Block 3

一区客房Guest Rooms in Block 1
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