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Chapter 1 Front OfficeUnit 1 Room ReservationUnit 2 The Doorman and PorterUnit 3 ReceptionUnit 4
Check-inUnit 5 Information DeskUnit 6 Deposit GoodsUnit 7 Mail and InformationUnit 8 Exchanging
MoneyUnit 9 The SwitchboardUnit 10 Check-outChapter 2 Housekeeping DepartmentUnit 1 Recognizing the
GuestsUnit 2 HousekeepingUnit 3 Laundry ServiceUnit 4 Meals ServiceUnit 5 Chamber CleaningUnit 6
Maintenance ServiceUnit 7 Wake-up ServiceUnit 8 Special RequestsChapter 3 Business DepartmentUnit 1 Party
BookingUnit 2 Secretarial ServiceUnit 3 Conference ServiceUnit 4 Travel ServiceChapter 4 Food and Beverage
DepartmentUnit 1 Table ReservationUnit 2 ConductingUnit 3 Order ServiceUnit 4 Bar ServiceUnit 5 Chinese
FoodUnit 6 Western FoodUnit 7 Paying the BillChapter 5 Shopping ArcadeUnit | Jewelry and Crafts
DepartmentUnit 2 Garments ShopUnit 3 Medicine and Health FoodChapter 6 RecreationUnit 1 Health
CenterUnit 2 Sauna CenterUnit 3 Hair and FacialUnit 4 In the NightclubChapter 7 ComplaintsUnit 1
House-keeping ComplaintsUnit 2 Beverage Complaints
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00 O AO Good evening! Welcome to the Great Wall Hotel. What can | do for youl sir?00 [0 BO Yes[ | have a
reservation with you.[O [0 AD May | have your name[d please?] (I B Im called Tom Smith.[0 [0 A YesO Mr.
Smith. Youve made a reserva- tion. May | have a look at your passport[] please?] [ B[O Here youare.[] [T A

[0 Would you please fill out the registration form? O B.Here itis. Is it all right?0] O A.Yes[ thanks. How are you
going to pay[ in cash or by credit card?] [ B[ Could | poy with travelers checks?] [ A.Sure. Here is the key to
Room 823 and the key card. The bellman will show you the way.(] [0 B .Thanks. By the way[d whats the rate for a
night?0 O A..The rate is 400 yuan for a night.[] [0 B[J Thats not too expensive. Good-bye.[] [0 ALJ Good-bye.[]
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