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. Meet our staff

Get ready!

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

1 What kinds of jobs are available in hotels?
2 What do hotel employees do? _';;af,”f‘"’ =

N (S

S r—

[ ' r
L) .
maintenance [| =
worker 1

‘§

Reading B

@ Read the hotel newsletter, and then mark
the following statements as true (T) or false

(F).
1 __Tom Yarborough rents rooms to guests.
2 __The night auditor's job is to tell guests about

the city.

3 __The maintenance workers fix problems with
the hotel rooms.
i

2

&)

Y .
PR

od 3
o ront desk clerk
= 1

)
; 1

e )

Tom Yarborough - Front Desk Clerk

What do you do on a regular day at work?

| work with the doorman, valet and elevator operator to
make guests feel welcome. Then | check in the guest.
Finally, | ask the bellhop to take the guest’s bags to the
guest's room.

Do you think that teamwork /s imporiant?

Yes. Teamwork is a big part of my job. | talk to the night
auditor every morning. She shares important guest
information with me. Sometimes guests have questions
about the city. So | tell them to speak to the concierge.
Other times, there are problems with the rooms. The
housekeepers and maintenance workers fix those
problems.

Vocabulary
@ Match the jobs (1-8) with the duties (A-H).

A a person who parks cars for guests
B a person who rents rooms to guests

C a person who handles guests and financial
matters at night

D a person who waits at the hotel entrance and
greets new guests

E a person who fixes broken items in the hotel

-

a person who cleans the hotel

a person who tells hotel guests about local
entertainment

H a person who carries bags to rooms for guests

@




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

1 The act of working together with others helps
the hotel staff provide great service.
t___w__k

2 Allison arrives at the hotel and goes to the front
desktorenta hotelroom. __e_k __

3 The persen who cleans hotel rooms cleaned
my room this mormning. h__s_k___er

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

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

Listening

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

A opinions about his job.

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

D goals for the future.

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

@ §b Listen again, and fill in the blanks

Interviewer: Mr. Huxley, what's your 1
about your job?
Employee: Every day is a new experience. |
meet new people and work with a
great 2
Interviewer: Oh,soyour3 _ - help
you do your job?
Employee: Yes. | work with the doorman and the

p)

4
every day.

Interview: | see. Tell me, what's your goal as a
5 ?

Employee: My goal is to make the guests happy.

Interview: | think you're a great choice for
6 A
Congratulations.

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

W

Speaking

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

USE LANGUAGE SUCH AS:
What's your favorite part of your job?
Do your co-workers help you do your job?
What's your goal as a..?

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

e what his or her job is

e which employees he or she works with

e what his or her goals are at work

Make up a name for the employee of the month.

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

Writing

@) Use the conversation in Task 8 to fill out
\ an interview note sheet.
| \\Enterview Notes )

What is the hotel employee's position?

What hotel employees does he or she work

with?

What does the hotel employee like best about

the job?
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New Employee

Sl vl LI
“7iZ Training Manual

Welcoming Our Guests

Why do people from all over the world choose the Royal Point

Hotel? Because of our friendly atmosphere. How can you make

guests feel welcome? Here are some tips:

« Greet new guests with a friendly “welcome”. Also, be sure to
introduce yourself. Begin your introduction with the phrase,
“Allow me to introduce myself”

» Address all guests as “si’ or “maam.” The title “Mr” or “Ms.
followed by the guest’s last name is also appropriate.

* |s a guest having trouble carrying his or her luggage? Offer to

Get ready! take his or her bags. A guest may have additional baggage
in his or her car trunk. Don't forget to ask!

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

" Vocabulary

1 What makes people feel welcome during @ Match th d h
aic e words or phrases

b L (1-9) with these definitions (A-)
2 How do you make people feel welcome? ¢
1 _ atmosphere
2 _ welcome
Reading 3 _ introduce yourself
i 4 __ address
9 Read the training manual for new employees, and 5t
then choose the correct answers. —AHE
6 _ luggage
1 What is the main idea of the training manual? 7 _ take hishier bags
A how to welcome new hotel employees 8 _a dditional baggage
B ways to make guests comfortable at the hotel 9 H_car i i
C steps to introducing people who don't know each other =5
D how to improve communication between employees A more or extra luggage
: ) B to talk to someone
2 According to the passage, which of the following is true C e Tiiced 6t & olace
! about employees at the Royal Point Hotel? P _
| D the bags that you take with you
! A They rarely speak to hotel guests. e
B They allow guests to introduce themselves first. :
. . E a space in the back of a car
C They are responsible for learning guests’ addresses. that is for storing things
D They sometimes refer to guests by their last names. F a word used before a person's

name to show respect
G to help camry someone's belongings
H to make guests feel

3 What is probably true about guests?
A They stay at the same hotel each time they travel.
B They use their car trunks to store extra bags. i
i i comfortable in a new place
C They don't share their first names with employees.
: | tell someone your name when
D They pay employees to carry their luggage. you meet them

(=)




@ Complete the word or phrase that is

similar in meaning to the underlined part.

1 Give me permission to help you carry your
bags. _.l__w m_

2 The guest takes a lot of bags on her trip.
l__g__e

3 The doorman says his name to the guest.
([P, - SO  J% ; JPSRECHESSR ; IR0 |

@ @ Listen and read the passage again.
What ways are appropriate to address
guests?

Listening

@ @ Listen to a conversation between a
doorman and a guest. Then mark the

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

1 _ The guest's luggage is in her car trunk.

2 __ The guest prefers to carry her own bags.

3 __The doorman checks in the guest at the
front desk.

@ © Listen again, then fill in the blanks.

Doorman: 1 to the Royal Point ~
Hotell
Guest: Thank you. 'm 2 to be here.
Doorman: And we're 3 =l you.

Allow me to introduce myself. My name |

is Roland Hayes. I'm the doorman.
It's nice to meet you, Mr. Hayes.
It's nice to meet you, too. May |

4 7

Sure. My luggage isinmy 5 _____

Guest:
Doorman:

Guest:

Okay. I'm happy to unload your
luggage. In the meantime, why don't
you check in at the 6

All right. Thank you very much.

Doorman:

Guest:

Spé-akng

@ With a partner, act out the roles below,

based on the dialogue from Task 7. Decide

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

USE LANGUAGE SUCH AS:
Welcome to the Royal Point Hoftel!
May [ take your bags?
Why don't you check in at the front desk?

Student A: You are a doorman for the Royal
Point Hotel. Make Student B feel welcome at
the hotel. Be sure to:

e introduce yourself

e offer to take his or her bags

e direct him or her to the front desk
Make up a name for yourself.

Student B: You are a guest at the Royal Point
Hotel. Respond to Student A’s statements and
questions.

Writing
@) Use the conversation in Task 8 to
complete a survey about hotel service.

How’s Our Service‘-’

I How did the doorman welcome you to the hotel?

Did the doorman offer to take your bags?

Overall, what did you think of the doorman’s
service? What was good aboul it?




(ice machine )

vending machine

A hotel restaurant

«
-
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B W Welcome to the Royal Point Hotel. '
2> YW e offer more than just a place to sleep.

Get ready!

L tBaTLOe:le:g':tuﬂ';z:: th:eg siiasge, e8| Relax in the heated pool or work out in the fitness center.
q i & Want to check your email or surf the web? It's not a problem-

1 What activities do hotels offer guests? | WiFi Internet access is available throughout the hotel.
2 What places can you find inside a hotel? | Feeling hungry? Visit our hotel restaurant. It is open from 7am

| to 10pm. Or use the vending machines and ice machines
when you want a snack or a cold drink. They are available anytime

Read II'Ig ~on every floor.
: 5 :
9 Read the brochure from a hotel, Need anything else? Ask the clerk at the front desk. He or she is
always happy to help youl!

and then choose the correct answers.
1 What is the brochure mostly about? N
A how the front desk clerk can help guests Vi : —

. . . ocabulary
B the different kinds of services the hotel offers

C the kinds of equipment in the fitness center © Put the phrases from the word bank
under the correct heading.

D how to use the hotel's Internet service
@}7 BANK
2 Which is NOT true about the hotel? —
A There is Internet in the guest rooms. surf the web  vending machine
B It offers different ways to spend free time. hotel restaurant fitne§s center
C Guests have difierent food options. check email ~ work out  ice machine
D The restaurant is open all night.

3 What is probably true about the fitness center? Fo;:nind E::;?;;Z Gomputen
A It is open 24 hours a day.
B It has an area to do work.
C It has a vending machine inside.
D It has Internet access available inside. e




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

1 George works hard all year long. On vacation,
he wants to spend time not working. _e _ _ _

2 Guests with laptop computers take advantage
of the wireless communication service.

i B [ S
3 Frannie swims in the large hole filled with
warm water. _e __e _ ) A

@ G Listen and read the passage again.
How many places in the hotel can you get
food from?

Listening

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

1 What is the guest looking for?
A a vending machine
B the hotel restaurant
C the swimming pool
D the fitness center

2 What will the guest probably do first?
A go to the ground floor
B pass the front desk
C use the ice machine
D visit the fitness center

@ & Listen again, and fill in the blanks.

Guest: Excuse me, can you direct me '
= 2
Operator:  Of course! First, take the elevator to the
2 .
Guest: That's what | thought! Then what?

Operator: Go right as you leave the
3

Guest: Dolpassthed 9

Operator: Yes, youdo. And5
down the hall. Turn right
again at the ice machine.
Guest: Oh, | think | took a 6 J
the last time. i

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

Speaking

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

USE LANGUAGE SUCH AS:
Where is the.. ?
Take the elevator.
Turn left at... .

Student A: You are a hotel guest, and you want
to find something in the hotel. Ask Student B
questions to find out;

e how to get to the place you want
e what is nearby
e what floor you need to go to

Student B: You are an elevator operator.
Answer Student A’'s questions.

Writing
© Use the conversation in Task 8 to write
directions for your friend in the hotel.

~Hi,
Meet me at the

at
o'clock. To get there, take the |
. When you get there, &

elevator to
B and go past the
&
. Keep going
TRe is near the '

See you soon!
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Get ready!
@ Beiore you read the passage,

lodging

TE

talk about these questions.

1 |Is it hard to travel with children?
Why?

2 What activities do families
do on vacation?

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

Our guest rooms are perfect for families.
Order kid-friendly movies on pay-per-
view. Watch the newest hit movies on
the TV in your room. And
remember, we provide
cribs upon request.

What about

L =8

| babysitting |

) Family-Friendly Lodging

entertainment beyond your hotel room?
Visit our hotel restaurant. It has a
children’s menu that satisfies picky
eaters. Or rent a stroller from the front
desk and explore the nearby attractions.

Do mom and dad want a quiet evening
together? Let us do the babysitting.
With our professional childcare
specialists and a fun playroom, you

Reading

@ Read the text on a hotel
website, and then choose the correct
answers.

1 What is the main idea of the website?
A how to set up childcare at the hotel
B how to choose a kid-friendly hotel
C why the hotel is good for guests with children
D

ways to make family vacations less
expensive

2 Which of the following is NOT true?
A The hotel offers a babysitting service.
B Guests have access to movies in rooms.
C All guest rooms come with cribs.
D Kids have a place to play at the hotel.

3 According to the passage, what is special
about the hotel's restaurant?

A |t has toys.

B |t features a playroom.

C It offers meals for children.

D It has televisions for kids to watch.

don't have to woarry.

s R

., - A

Vocabulary

@ Match the words and phrases (1-7) with
the definitions (A-G).

1 _ playroom 5 _crb

2 __ kid-friendly 6 __ babysit

3 __ childcare specialist 7 __upon request

4 __ pay-per-view

A a special bed for babies

B something that is done or made for children

C a place with toys and games

D a person who knows how to take care of kids

E something done or provided when someone
asks for it

F a system of biling for movies that people
watch on TV

G to take care of children when the parents are
away




@ Complete the sentences with words from
the word bank.

Q [ale | Bank

stroller

picky

children’s menu

1 Michael is very and only eats

certain foods.

2 Put the baby in the
go outside.

when you

3 The restaurant has many choices available on
its

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

Listening

@ © Listen to a conversation between a
front desk clerk and a guest. Then mark the

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

1 __ The parents want to take the kids to a show.

2 __ The chidcare service is free of charge.

3 __Toys are provided for the children.

@ © Listen again, and fill in the blanks.

Clerk: Good afternoon, Mr. Clark. How can | o

1 ?

My wife and | want to go to a show
tonight. But we don't want 2 __
our kids.

Well, we offer free 3
How does that work?

You just leave your children in the

4 office. It's on the
second floor.

Is there anything for the kids to do there?
Yes. There’s a playroom with a lot of

5

Good! The babysitting 6
sounds perfect!

Guest:

Clerk:
Guest:
Clerk:

Guest:
Clerk:

Guest:

gy

Speaking

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

USE LANGUAGE SUCH AS:
How can | help you?
How does that work?
it's on the... floor.

Student A: You are a guest. You want to go out
for the evening without your children. Ask
Student B questions to find out about:

e hotel childcare

e what the kids get to do

e how much it costs

Make up somewhere you want to go.

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

up a name for your guest.

Writing
&) Use the conversation in Task 8 to complete

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

Childcare
Office

Date:

Family name:

Number of children:

Reason for seeking childcare:

1

1




[valuablos J

Get ready!
Before you read the passage, A
talk about these questions. ~ oag r

A4 A £
1 Where do people put i L car keys
their cars at a hotel? )

2 What services do hotels offer
to help guests with cars?

parking attendant

. The Royal Point hotel is happy to oifer
all guests convenient valet parking.
@ To use the service, follow these steps:

« Park your car in front of the hotel.

s Be sure to take any valuables out of the car.

= Give your car keys to one of the parking attendants. Just look for
the employees in the blue uniforms.

» Take the valet ticket that the parking attendant gives you.

» Know that your car is safe in our parking :
garage until you need it. * s o
« To pick up your car, give the i
valet ticket to the =

parking attendant. Please T e ¥ \"‘ y |
pay at this time. TSl f ~
Reading

@ Read the pamphlet about a hotel’s valet service, and
then mark the following statements as true (T) or
" false (F).

1 __The hotel offers valet service for free.

2 __The hotel advises guests to remove expensive items from
their cars. @ Choose the correct word or

3 __Guests need their valet tickets in order to pick up their cars. phrase in bold.

1 The parking attendant gives Mr.

Vocabuiary Wilson a (valet ticket / parking

&) Complete the sentences with words from the word bank. atantant) 50 i i
car back easily when he returns.

ﬂﬂgmm(_ 2 Gertrude uses the (car keys /
el " ] parking garage) to unlock her
uniform park valuables convenient carant fi e aub ai

parking attendant valet parking & JE i o e

garage so it will be (valuable /
1 There are not a lot of places to a car downtown. safe). He doesn't want anything

2 The Wilsons use the hotel's valet service because it is mare bad to happen to his car.
than looking for a parking space.

3 Mrs. Peters puts her jewelry and other
where nobody else can find them.

4 The hotel's (uniform / parking
garage) is very large and can fit
many cars inside.

in a drawer

4 The took the car keys and parked the guest's car. ;
. ; 5 Laura (parks / picks up) her
5 Allen wears a to work so people will know he is an & for e valst service
employee. G, Ay '

and leaves.

6 James uses instead of driving around for a parking space.

—
N




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

wear?

Listening

@® @ Listen to a conversation between a
hotel guest and a parking attendant. Then
choose the correct answers.

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

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

A the valet ticket
B the parking fee
C the room number
D the car keys

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

Hotel Guest:
Parking Attendant:
Hotel Guesi:
Parking Attendant:
Hotel Guest:

Parking Attendant:

Hotel Guest:

Parking Attendant:

Excuse me, do you work '8
here?

Yes, ma'am. 'm a 1

Perfect! I'd like to use the
2

| can help you with that. May |
have your 3 ?
Sure, 4 :
Do you need anything else?
No, but please make sure to
remove any 5

from your car,

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

Okay, here's your 6
. Youneedthatin
order to pick up your car.

Speaking

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

USE LANGUAGE SUCH AS:
I need to use the valet service.
May | have your car keys?
Do you need anything else?

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

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

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

Writing

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

VALET
TICKET

Guest's name:

Guest's room number:

Instructions to pick up car:
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Get ready!

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

',1 1 What items are usually in a hotel room?
2 What items do you like to have in a hotel
room?
Reading

@ Read this brochure from a hotel,
and then choose the correct answers.

1 What is the main idea of the brochure?
A the availability of hotel rooms

B the reasons why guests choose luxury suites

C what items come in different hotel rooms

D where guests can find different items in
their rooms

2 According to the passage, what is NOT
included in each room?

A a hairdryer
B a bed

C a living room
D a mini-bar

3 According to the passage, what is true about
the suites at the hotel?

A They include three beds.
B They have four separate rooms.

C There are as many suites as deluxe rooms.

D There are suites that don't have kitchens.

3 The guest room

The Royal Paint Hotel
has the perfect room for you.

int Hotel, we offer everything'a
ﬁo:}:r: ‘t?rs;avief:r":eeds. Stay with us and you feel
at home.
Rooms and Suites
The Royal Point Hotel offers| 180 deluxe:rooms

and 20 [uxury suites. '
« Qur deluxerooms include one king or two

double beds. ook
o @Qur fuxury suites include a bedroon, & living

room, a dining room and a kitchen.
Al of the rooms at the Royal Point Hotel include
the following:

« desk

« mini-bar

. coffee maker

A Home away from Home (722

« hair dryer

aird

(rairaryer Y&

- jron and ironing board

-

Vocabulary

@ Match the words and phrases (1-6) with
the definitions (A-F).

___suite 4 __ hair dryer
___ mini-bar 5 __iron
6 __ deluxe

a machine that prepares a hot beverage

a machine that gets very hot and makes
clothes smooth and flat

several rooms that are connected
high-quality and expensive

E a small fridge in a hotel room with snacks and
drinks inside

F a machine that blows hot air

1
2
3 __ coffeemaker
A
B

o 0




@ Complete the sentences with words and
phrases from the word bank.

@gﬂc_jﬁﬁ_

feel at home ironing board luxury
dining room desk living room

1 Kate paysextratostayina____ hotel
because she enjoys the extra services there.

2 The clean rooms and comfortable beds make

guests ______ at the hotel.

3 The hotels asks that guests only eat at the table
inthe | not on the sofa or bed.

4 |sitatthe ___ to write postcards.

5 Usethe ____ when you get the

wrinkles out of your clothes.

6 Sara sits on the sofa and watches television in
the

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

Listening

® @ Listen to a conversation between a
booking agent and a guest. Then mark the
following statements as true (T) or false (F).

1 __The guest would like to book three rooms.

2 __No luxury suites are available.
3 __The guest chooses to stay in the deluxe room.

@ © Listen again, and fill in the blanks.

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

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

Agent: We offer two room types: the deluxe
roomandad3 __ suite.

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

Agent: For one, the suite is very large. In
addition to a bedroom, it has a kitchen,
4 and dining room.

Guest: But is it more 5 ?
Agent: Yes, it is.

Guest: It sounds nice. But | think a 6
is enough for me.

=

L’ /?jryr(/ Svint ~Fotel =

]
B
[

%

|
}
i
e ) What items were in your room? ——————— ‘\

Speaking

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

USE LANGUAGE SUCH AS:
I'd like to book a room.
We offer two room types.

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

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

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

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

Writing

©) Use the picture below and the
conversation in Task 8 to complete the
feedback form. Make up a guest name.

B,
)

: ?

k]

&

Guest Name:

Room type:
What did you like about your room?

& )

& J
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Get ready!
@ Before you read the passage,

Reading
@ Read this training guide for

Vocabulary ,
@ Match the words (1-6) with the

[ Checking in

§ B —

‘ 1“1‘“,\\&

talk about these questions.

1 How do people rent hotel rooms?

2 What questions do hotel employees
ask at check-in?

hotel employees, and then choose
the correct answers.
1 What is the purpose of the document?

A to show employees how to look for
room damage

B to explain how guests make reservations * Length of Sty

C to teach the steps of renting a room to guests ¢ Se the i”fOFmatiOH

D to explain how guests complete e Vacancy, {0/ook
registration forms

2 \What happens after employees collect the
damage deposit?
A the guest returns the registration form
B the guest receives a key to the room
C the employee asks for payment
D the employee finds an available room

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

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

definitions (A-F).

___double 4 __ smoking
—_ non-smokKing 5 __ vacancy

__single 6 __ assign - \ |

to give a guest a room '
a room with a bed for one person -y

a room with beds for two people
a room where smoking is not okay
a room where smoking is okay

an available room

Mmoo W wNn -




@ Fill in the blanks with the correct words:
reservation number, registration form, walk-in,
room key, damage deposit, reservation.

1 The hotel does not accept
there are no rooms available.
2 Mr. Formiga makes a(n)
room at the Royal Point Hotel,

3 Penny uses a
hotel room.

4 The guests left a stain on the carpet. The hotel
used the to pay for the cost of
replacing the carpet.

5 Ms. Johnson tells the front desk clerk her

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

6 James wrote his home address and phone
number on the

guests when

to stay at a

to open the door of her

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

Listening

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

1 _ The man is a walk-in guest.

2 __ The man tells the employee his reservation
number.

3 _ The man wants a non-smoking room.

@ © Listen again, and fill in the blanks.

Employee: Welcome to the Royal Point Hotel. ©

How 1 Pt you today? 1
Guest: Hi. | want to 2 pimn
Employee: Do you have a(n) 3 ? :
Guest: Yes, | do. ‘
Employee: Okay. What name is the reservation i
g =t TR !

Guest: Edward Green.
Employee: All right, Mr. Green. Your reservation is for a J
single 5 - room. And
you're staying for two nights. Is that correct? |

Guest: Yes, 6 - 1

Speaking

@ With a partner, act out the roles below,

based on the dialogue from Task 7. Decide

who Student A and Student B are. Then
switch roles.
USE LANGUAGE SUCH AS:
Do you have a reservation?
What name is the reservation under?
Your reservation is for a.. room.

Student A: You are an employee at the Royal
Point Hotel. Ask Student B questions to find out:

e reservation information
Make up some room details

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

Writing

@ Use the dialogue in Task 8 to fill out this
registration form.

Guest Registration

Maria Smith

Guest Name:

01 Reservation ¥ Walk-in

double, smoking

Room Type:

three nights
Length of Stay: g
Guest Name:
O Reservation 0 Walk-in

Hoomilype: o

Length of Stay: ———————— |
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' Meet the restaurant staff

Get Ready!

@ Before you read |3
the passage, I J.L: - ‘ ,

talk about these ] '
'

questions. | ;
server

1 What jobs are
available in
restauranis?
Which job in a
restaurant seems
most difficult?

L8

"’t‘. ':‘-. ’l; j

e e e

] |

The Post Meridian Restaurant

Fehkdkik
NOW HIRING

fr\}re fyou friendly? Do you work well with other people? Then join
e front-of-house team at the Post Meridian Restaurant. We

are currently hiring waitstaff. Serve ;
following duties: I'S are responsible for the

o wotrlfing with tl:]G host or hostess to help customers to their seats
@ putting utensils and napkins on tables before customers arrive

e explaining the different dishes on the 0
o taking food orders customers

e bringing orders to kitchen staff

e delivering food from the kitchen to customers

o helping bussers clear tables during busy shifts
o following directions from the head waiter

v

il

e,

For more information, call Jim Paisley at 555-1907.

B ————

Reading

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

1 __ Servers give directions to bussers.
2 __ Hosts and hostesses are assisted by servers.
3 __ Many employees bus tables on busy nights.

Vocabulary

@ Match the words (1-5) with the definitions
(A-E).

1 __busser 3 __hostess 5 __ host
2 __server 4 __head waiter
A a female restaurant employee who greets

customers and takes them to open tables

a restaurant employee who takes orders and
delivers food

a restaurant employee who takes used plates
and glasses from tables

a male restaurant employee who greets
customers and takes them to open tables

a restaurant employee who gives directions to
and organizes all wait staff

LW -

et
" ”ﬁ_’_.__a_m.,,w i "
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@ Complete the word or phrase that is
similar in meaning to the underlined part.

1 After customers eat, an employee takes the

dirty plates away.

_____ t_e [ o

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

N ] [

The customer has a question about one of the
meals listed on the menu.

di==sg=

The employees who work in the public area of
the restaurant have excellent communication
skills.

([ it ey e e A

Danielle wipes her mouth with her piece of
cloth that is used to clean oneself while
gating. n_ —k _ _

Robert works on the morning eight-hour period
of work. s _i_ _

The restaurant is hiring more people who take
food orders and deliver meals.

Wi =S = e




@ @ Listen and read the job posting again.
What would someone who is interested in

the job do next?

Listening

@ © Listen to a conversation between a
head waiter and a job applicant. Then
choose the correct answers.

1 What is the conversation mostly about?
A the duties of Riley Café hostesses
B the responsibilities of a head waiter
C the woman's experience in restaurants

D the benefits of working at the Post Meridian

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

@ @ Listen again, and fill in the blanks.

Head Waiter: Hi, Rebecca. I'm Jim, the 1 '
. Thanks for coming.
Applicant: 2 ___ . The Post Meridian
seems like a great place to work.
Head Waiter: |t really is. So, you work at another
restaurant right now?
Applicant: Yes. I'm a server at the Riley Café.
But | need 3
Head Waiter: Well, experience as a server is good.
What are your 4
there?
Applicant: 15 , deliver food
and set out napkins and utensils.
Head Waiter: | see. Sometimes we need our
waitstafi to help the hosts, too.

Applicant: 6 .| also have
experience as a hostess.

Speaking

@ with a partner, act out the roles below,

based on the dialogue from Task 7. Decide

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

USE LANGUAGE SUCH AS:
You work at another restaurant now?

Yes. Im a server at ...
Sometimes we need our waitstaff to ..

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

e current job
o exira duties

Create personal details for you and the person
being interviewed

e .responsibilities

Student B: You are interviewing for a server

place where you are currently employed.

position. Answer Student A's questions. Create a

Writing

@) Use the interview in Task 8 to take notes

about an applicant.

Applicant Name:

Applying for:

Currently working at:

Responsibilities there:

Other experience:

9




8 table for two N W
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=2& The Post Meridian Restaurant Friday, April 2nd

Feddelokk

Time| Party | Contact Phone NOTES
size | Person number

1|6:00| 4 | Jason Ginsburg| 383-1292 | Has child, needs
hooster seat

2600 2 Gina Dearborn | 316-0442 | Requested al fresco
seating

3| 615 | 2 | JimMcDonnell | 380-0124 | Celebrating birthday
(provide free dessert)

4| 615 8 Kurt Channing | 381-9642 | May have one extra

“ guest: seat at table
for 4

Get ready! 5| 630 opening
6| 630 | 10 Jean Dorton 316-8291 | Seat in party room “2
@ Before you read the passage, talk Bomindars
about these questions. o always check for open tables before booking
o update the log after cancellations
1 What kind of restaurants require o set out high chairs before guests arrive (when applicable)

reservations? o review the details of the reservation before hanging up

2 How do you make a reservation?

Reading Vocabulary

@) Read the page from a restaurant log, and @) Choose the correct meaning of the
then choose the correct answers. underlined word or phrase.
1 What is the purpose of the document? 1 Janie rents a party room at her favorite

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

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

C a place where young children sit

A teaching the steps of taking a reservation
B showing the booking details at a restaurant
C informing customers of available tables

D describing the restaurant’s seating policies

2 What is true about the restaurant? j : .
2 The host informs me that there is no opening

A |t makes arrangements for young children. at the restaurant until 8pm.

B It has a limit of 10 people per party. A decision to not do something you agreed
C It does not provide outdoor seating. to do earlier

D It charges a fee for cancelled reservations. B availability or space at a place

3 According to the document, which is NOT true G suldeareaing srea

about the restaurant customers? 3 Dario places his son in the booster seat and

A One of them is having a birthday. orders his food.

B They have reservations before 7 o'clock. A tall chair that small children sit in to eat

C One of them is not sure about the party size. B group of people who visit a restaurant

D They are arriving within ten minutes of C private part of a restaurant where groups
each other. meet for parties

N
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@ Choose the correct word or phrase to
complete each senience.
1 The host shows the (log/party) to their table.

2 There is now a table available because of a
(booking/cancellation).

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

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

Listening

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

1 __There are no tables available before 8pm.
2 __ Mr. Billings requests a iable for two.
3 __The restaurant has chairs for children.

@ © Listen again, and fill in the blanks.

Hostess: Thank you for calling the Post
Meridian Restaurant. This is Natalie.
How can | help you?
Patron: Hi. I'd like to 1 a table
for tonight.
Hostess: Of course. May | have your 2 =
sir?
Patron: |t's Mark Billings.
Hostess: Okay, Mr. Billings. | don't have any
3 until 8 o'clock. Is
that okay?
Patron: Yes, 4
Hostess: Great. How many people are in your
5. 4%

Three - that's two adults and one

toddler. Do you provide 6
?

Patron:

Yes, sir, we can 7

Hostess:

Speaking

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

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

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

e name
e number of people
Make up your personal details.

Student B: You are a restaurani customer. You
want to reserve a table. Answer Student A's
questions. Create your requirements and
personal details.

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

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

e
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The Post Meridian Restaurant
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Time Party— éc_:ntaét Phor;)e NOTES
s:ze Person nurmber ’b.l .
1|730 hall | 380-1921 | table by
1/730 | 4 Quentin Mars it
2
Reminders:
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Restaurant

at the Royal Point Hotel

1

Reading

9 Read the document from a hotel restaurant,
and then choose the correct answers.

\

What is the purpose of the document?
A providing hotel guests a morning meal
B informing employees about meal options

I Breakfast Voucher i I C nFJt-|fy|ng hotel gugsts of nlearby restaurants
($10 for brunch upgrade) No: i D giving customers information about lunch
{1 Continental breakfast gt l prices
o Includes a pastry, toast, or bag : .
l o Free refills on beverages (including coffes, juice, of tea) ! 2 Q;c;irfcéj‘i;g to the document, the continental
a Buffet breakfast y S :
l & A la carte menu ($25 limit) = l A !s not available after 11:30am.
o Choose from pancakes, eggs (over easy, scrambie i B is worth twenty-five dollars.
l or fried). See menu for more options. { C includes scrambled eggs.
Hours: 7:30 am to 11:30 am | D does not come with drinks.
Date: 3 JUNE
I Name: Wes Doherty  Room W k315 ociate) I 3 What is probably true about Mr. Doherty?
| ey Carol Baker (front dest 258 = < S rantils A He decides to have lunch
Please give this coupon to the emglovet:ailtt*::;es B B Hohas to pay a tip for the meal.
No.castvalue e JI C He drinks coffee with breakfast.
D He gives the voucher to a front desk clerk.
Vocabulary

Get ready!

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

pancakes

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

‘@/@E@Fﬂm_

fried eggs eggs over easy pastry

toast scrambled eggs bagels

1 What do people in your country eat in the
morming?

Continental Breakfast

A la carte Menu

ltems ltems

2 What foods do people eat in the morning in

other countries?




@ Match the words (1-5) with the definitions
(A-E).

1 __voucher 4 ___ buffet

__brunch 5 __gratuity

—refill

money given as a reward for a service
a meal that's between breakfast and lunch

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

another serving of a drink

2
3
A a paper that allows people to get items for free
B
C
D

m

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

Listening

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

(F).

1 __Mr. Doherty gets his food from the buffet.
2 __ Mr. Doherty asks to see what his options are.
3 __The woman takes the customers order.

@ © Listen again, and fill in the blanks.

Hostess: Good mormning, and welcome to
the Post Meridian Restaurant.
Good morning. | have a 1

. Here you go.
Thank you, Mr. Doherty.
| see there's a 2
where | get my food?
Actually, you havethe 3 ____
option.

What does that mean?

Customer:

Hostess:

Customer: . Is that

Hostess:

Customer:

Hostess: [t means you choose exactly what
you want 4 :
Great. May | look atthe 5 7
Certainly. A server will be here to

shortly.

Customer:
Hostess:

Speaking

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

USE LANGUAGE SUCH AS:

! have a breakfast voucher.
You have the.. option.
What does that mean?

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

e what menu option he or she has
e how to order breakiast with that option

Make up details for Student B. Answer Student
B’s questions.

Student B: You are a restaurant customer. Ask
guestions about your breakfast.

Writing

© Use the passage in Task 2 and the
conversation in Task 8 to complete the
breakfast voucher.

7t the Rayal Point Hotel ©)

Breakfast Voucher

($10 for brunch upgrade) No: 247896
[0 Continental breakfast

e Includes : : .
o Free refills on beverages (including coffee,
juice, or tea)
[0 Buffet breakfast 2
0 A la carte menu ($25 limit)
g e Choose from

D See menu for more options.
| Hours: 7:30 am to 11:30 am

Room No:; —_ Date: 3 JUNE

gy~ J _m__m_,r-m_m-_m_

q Name:
H i ee— =
Please give this coupon

taurant
to the employee at the res ni
No cash value  Excludes gratuities

Lﬁ.ﬁ,__r—l—
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11 At the bar

|
|
<

paily 5am fo 7pM

ap are half-price:
free.

ont

ic beers .
omestic et the HHicd

tchers of beeh

white wine on our wine list

o S

 and cocktails

£ {mported and d
Einish two P

Get hall off

A well drink

se 0 She“ “quors.

s not apply 100Ut \0
minors

" Get ready! W

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

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

Reading

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

false (F).
1 __ The restaurant has a Happy Hour every day.
2 __ Bartenders check ID to see customers' ages.
3 __ Top shelf liguors are on sale during Happy
Hour.
Vocabulary

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

cocktail imported red well drink
white ontap house domestic
Types of Types of Beverage

Wine Beer With Liquor

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

1 Paul orders the best and most expensive
liguoratthebar. _o_ s_el_

2 The bar has several beers that come in and
are served from a large container. o _ t _p

3 The worker at a place that serves alcohol
took our drink order. —a__e_de _




4 Janie and Marissa share a container of juice.
ey 1 el
5 Rita shows the worker her card that shows her

identity and picture before buying alcohol.

6 The team went to the bar during a time with
special pricing on alcoholic drinks to enjoy a
dink,. h___y _o_r

7 The bar does not allow people under the legal
agetoenter. _i_o0_5s

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

@ © Listen and read the flyer again. Which
drinks are excluded from happy hour
pricing?

Listen

@ @ Listen to a conversation between a
bartender and a customer, and then
choose the correct answers.

1 What is the dialogue mostly about?
A what type of drink to order at a bar
B forms of acceptable identification

C the differences between red and white wine
D special pricing on certain drinks at the bar

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

@ & Listen again, and fill in the blanks.

Good evening. What1
to drink?

I'm not sure if | feel like a 2 or
a glass of wine. Can | see the wine list?

Sure. We have red wine and white
wine 3

| think I'l have a glass of the
4

Good choice. Can | see
e ? ‘
Sure, here you go. -
Thank you. Enjoy your wine.

Bartender: ~

Customer:

Bartender:

Customer:

Bartender:

Customer:
Bartender:
Customer: 6

Speaking

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

USE LANGUAGE SUCH AS:
What can | get you to drink?

I'll have a
Can | see some ID?

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

e drink order
e types of drinks
e identification

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

Writing
Q Use the flyer and the pictures below to
complete the order that the bartender

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

Party Name:

Number of drinks:

Type of drinks:




Get ready!

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

1 Who works in a restaurant
kitchen?

2 What tasks must different
employees do?

Readiﬁg :

@ Read the article from a travel magazine,
and then choose the correct answers.

1 What is the main idea of the article?
A who creates the menu at the restaurant

B the people who work in the kitchen at a
restaurant

C what makes the kitchen staff at the
restaurant special

D the most important customer service
positions at a restaurant

2 According to the article, what is true about the
restaurant?

A It has breakfast and lunch service.
B It offers a special dish every night.
C lts butcher and prep cooks do similar work.
D Its chefs also serve food in the restaurant.

3 Which of the following is NOT true about the head
chef?

A They work with the sous chef on a dalily basis.

B They influence what foods the restaurant
serves.

C They give instructions to the butcher.
D They are responsible for preparing dessert.

N
)]

by JilielRedkin

Customers know that the service at the Post Meridian is great.
But few people know what happens behind the scenes.

Every morning, the head chef and the sous chef choose
the day's specials. Then they tell the buicher which meats
they need. And they also give directions to prep cooks.

At 6 o'clock, the restaurant opens. Line cooks listen to the
caller to find out what foods to cook. On busy nights, a
swing cook helps the line cooks at different food stations.
Finally, the pastry chef prepares desserts. Everyone in the
kitchen works together to make sure that customers have a
great meall

Vocabulary

@ Match the job positions (1-8) with the
descriptions of the job (A-H).

1 __head chef 5 ___swing cook

2 __sous chef 6 __buicher

3 __prep cook 7 __pastry chef

4 __line cook 8 __caller

A generally cooks one type of food all night,

such as sauces, fish or vegetables
is in charge of all activities in the kitchen

works at more than one food station when
other cooks need help

D cuts up large pieces of meat

E helps the head chef and is in charge if the
head chef is not there

F tells the kitchen staff what food customers
ordered

G makes desserts
prepares food before the restaurant opens

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

1 All of the fish is prepared at the fish place in a

kitchen where a specific type of food

iscooked. s__t_o_
2 The server described the restaurant's meals

that are only available on certain days to the
customers. _ _e _i__s

3 Janie got a job as a dishwasher and learned
what happens in the part that is not visible in
restaurants. _e__n_ ___ s_en__

@ © Listen and read the article again. How
many different kitchen employees work in
the mornings?

Listening

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

1 __The restaurant opened 15 minutes early.

2 ___The line cook is responsible for preparing
the special.

3 __The line cook needs help from the swing
cook.

@ © Listen again, and fill in the blanks.

Sous Chef: How longuntiwe1___ the
restaurant?

Line Cook: Itf'sa 2 S— , SO we
have fifteen minutes before opening.

Sous Chef: Is all the 3 done?

Line Cook: Yes, ma'am.

Sous Chef: What4 _____ are you working

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

for tonight is

salmon.

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

Sous Chef: Yes. And he's great with fish.

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

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

USE LANGUAGE LIKE:
Is all the prep work done?
I'm in charge of the fish station.
Our special for tonight is...

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

o when the restaurant opens.
o the day's special
e if the food prep is done.

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

Writing

© Use the article in Task 2 and
the conversation in Task 8
to make a list of the kind
of duiies that the line
cook needs to
complete before

the restaurant

opens.

Station

1. Identify the night's i

2. Do the

3. Ask the : s ___for help

27




' Utensils

al

any

2
i

/
(spatula)
/ -

vegetable peel

(2

A CHEF’S
TOOLS

chef’s knife

&

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

What is a chefs most important tool? No chef
enters a kitchen without a knife roll. This
contains all of the knives a chef needs during a
restaurant service. The most important knife in
that set is a chef’s knife. Many cooks like
using one of these knives because it can
perform a number of tasks.

Get ready!

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

1 What items do people use to prepare food?
2 What can you do with a chef's knife?

Reading

9 Read the article about chefs’ iools, and

Can OPener Jemmn

e —

then choose the correct answer.

1 What is the main idea of the article?
A ways to care for cooking equipment
B the items that cooks commonly use
C the uses for different types of spoons
D how chefs prepare their tools

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

A are inexpensive.

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

D are easy to clean.

3 According to the passage, which of the
following items is NOT used to prepare food
before cooking?

A vegetable peeler C spatula
B knife D whisk

Vocabulary

@ Choose the word or phrase closest in

meaning to the underlined part.

1 Helen uses the kitchen tool with a flat side to
pick up the piece of cake and set it on the
plate.

A spatula B ladle
C whisk

2 Roger chops the fruit on a piece of wood
used to cut foods on.

A can opener B knife roll
C cutling board

3 Paulina takes the skin off of the carrots by

using a kitchen tool that strips the outside of
foads ofi.

A vegetable peeler B spoon
C grater




0 Match the words or phrases with the blanks.

1 ladle / spoon
A Ricky uses his

B The chef gets the
the soup.

to eat his cereal
and serves

2 chef’s knife / cutting board
A | crushed the garlic and cut it into small
pieces with my

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

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

4 whisk / grater
A Olivia uses the to mix the eggs.

B Sam cuts the cheese into small pieces
with a

@ © Listen and read the article again.
Which utensils are used to combine
different types of food?

Listening

@® © Listen to a conversation between a line
cook and a dishwasher. Then mark the
following statements as true (T) or false (F).

1 __ There are no clean spatulas in the kitchen.
2 __ The man gives the woman a grater.
3 __The woman plans to wash the utensils.

@ & Listen again, and fill in the blanks.

Line Cook: Hi, Kevin. | need your help. '
Dishwasher: 1 , Kathy?
Line Cook: | need a spatula, but | think we're
2 clean ones.

Yes, there’'s a 3 of them at
the sink. Do you need me to wash a
few for you?

Yes, please. And can you wash the
4__ = forme, as well?

Sure, I'l do that 5

Thanks a lot! Please leave the
6 at my station.

Dishwasher:

Line Cook:

Dishwasher:
Line Cook:

Dishwasher: No problem.

Speaking

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

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

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

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

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

Writing
©) Use the conversation in Task 8 to

complete the instructions from the line
cook to the dishwasher.

The Post Meridian Restaurant \{

fekkkk®

Dear
| need your help. Please W
utensils for me:

Place the clean fopls BT

ash the following

Thanks for your help.

Best =




Get ready!

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

may enjoy:

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

Chasey Oven

(Sheet pan )

\ ) - ® automatic
. Mix-

Reading —

e Read the leiter from a supplier, and then
choose the correct answers.

Sincerely,

1 What is the purpose of the letter?
A to list the delivery items
B to identify problems with an order
C to tell the customer about new products
D to inform the customer about a sale

2 Customers place an order by...
A sending an order form to the director of sales.
B contacting the company’s sales representatives.
C calling the executive chef of the restaurant.
D visiting the company's website on the Internet.

3 According to the letter, what is probably true about Mr. Gibson?
A He has never purchased anything from Com Kitchen
Industries.
B He does not own a commercial gas range.
C He is responsible for purchasing kitchen equipment.
D He is a sales representative for the Post Meridian Restaurant.
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John Gibson, Executive Chef,
Post Metidian Restaurant

Dear Mr. Gibson,

Thank you for your n
orders, | have put to

Fire It Up Gas Range
¢ 45 cm griddle e 2 open bumers

~ ® temperature range 65'-260°C
timer

| Mixer

"~ Visit our website for othe
products, please call one of our sales representatives today!

Kitchen Industries
THE FINEST FOOD SERVICE EQUIPMENT I THE WORLD!

June 13

ecent order. Based on your i ,
_ _ previous ;
gether a list of new products that you

Milton Countertop Deep Fryer
o two fry baskets

Bake It Oven Rack

e Fits 12 sheet pans

Mallier Stockpot

e stainless steg|

i
f
great deals. To order these

Gillian Watkins, Director of Sales, Com Kitchen Industries

Vocabulary

@ Choose the correct word or
phrase in bold.

1

The line cook lifted the (fry
basket / griddle) from the hot
oil and took out the onion rings.
Shelly makes a soup in the
(stockpot / oven rack).

Chef Madsen uses a(n)
(automatic timer / gas range)
to heat food.

Kevin owns a (counteriop /
stainless steel) stockpot.
Diane combines the ingredients
by putting them in the (oven /
mixer).




f.
e

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

1 Allison fries potatoes in the machine that
cooks foodinhotoil. d___ f__e_

2 The pastry chef arranges the desseris on a
large. flat cooking container and puts it into
theoven. sh__t ___

3 Jared adjusts the part of a siove that creates
heat until the flame is very small.
SRS T TP

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

Listening

@ © Listen to a telephone conversation
between an executive chef and a sales
representative. Then choose the correct
answers.

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

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

6 §¢ Listen again, and fill in the blanks.

S. R: Com Kitchen Industries. This is Gillian
Watkins.

E. C.: Hello, Ms. Watkins. This is John Gibson 1

Post Meridian Restaurant.

S. R: Good afternoon, Mr. Gibson. How can | help
you?

E.C. |received 2 __
company yesterday.

S.R.: Areyouinterestedin3
for any of those products?

E. C.: Yes, Id like to order the Mix-a-Lot4 .
S.R:..5 . | just need a credit
card number to place the order.

E.C.: Oh, | don't have my card. Ill 6
and call again.

from your

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

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

USE LANGUAGE SUCH AS:
This is .. from the ..
How can I help you?
I'd like to order the ..

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

e a product they want to order

e the features of that product

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

Student B: You are an executive chef at a
restaurant. Tell student A what you would like to
order,

Writing

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

Sales Representative:

Customer’s Name: _  ——————

Product: - — —— ————————" 5 5"
Ship Date:

§ESTTEN Kitchen Industries

THE FINEST FOOD SERVICE EQUIPMENT IN THE WORLD!
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15 Food preparation

| s

‘ grate / shred

Reading

@ Read the prep list from a hotel restaurant,
and then mark the following statements
as true (T) or false (F).

1 ___ The document shows cooks how to make
an omelet.
2 __ Omelets are part of the restaurant’s

breakfast menu.

@ BreakfaSt ser"ice 3 ___The food is not used as soon as it is

Food Prep List Menu ltem: Omelet Bar prepared.
Vocabular
Ingredients: 1. Peel and mince the onions y
o 5 dozen eggs 2 \Wash andlchop the s nach ® I\:attc:‘hfthe word(sA E:;ld phrases (1-9) with
i the definitions (A-l).
e 1 kg onions 3. Julienne the tomatoes
° .1l Eg spinach 4. Dice the red peppers 12 - dI?B 6 prep.hst
e 1 kg tomatoes & Giateths thagss i 'mlince 7 __ plastic wrap
e 1 kg red peppers s Sllce th fie 3 __julienne 8 __ grate
. e oms
e 400 g bacon s 4 __ slice 9 __ cooler
| e 400 g cheese Notes: Place all of the prepared items in 5 __ingredients
%00 g mushrooms separate bowls and seal with plastic wrap.
650 g garlic Then place all of them on cart number A cut something into very small pieces
i tie e e I fig edolers B a paper that says how to get food ready for a
dish
: C a machine that keeps food cold
Get readV! D cut something into strips like matchsticks
@ Before you read the passage, talk about E cut something into small squares
these questions. F a thin material that is used to cover food
1 What do people do to food before it's G shred something into small strips
cooked? H the foods that go in a dish
1

2 What foods require a lot of preparation? cut something into flat pieces
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@ Complete the word or phrase that is

similar in meaning to the underlined part.

1 The lettuce must be cut into large. uneven
pieces. C__p___

2 Sara takes the skin off the carrot before
eatingitt _ee_s

3 Oscar takes a block of cheese and makes
small, long strips of it. sh___s

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

Listening

@ & Listen to a conversation between a
sous chef and a prep cook. Then choose
the correct answers.

1 What is the conversation about?
A changing the menu
B preparing a dish
C looking for ingredients
D writing a prep list

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

@ © Listen again, and fill in the blanks.

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

Prep Cook: Sure. What 2 do |
need?

Sous Chef: Lettuce, tomatoes and cucumbers.

Prep Cook: Okay. Do you want me to 3
the cucumbers?

Sous Chef: Yes.But first; 4 __ all of the
ingredients.
Prep Cook: Will do. 5 . to

slice or julienne the tomatoes?
Sous Chef: According to the 6
you need to slice them.

Prep.Cook: That's what | thought. I'l do that right
away.

Speaking

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

' USE LANGUAGE SUCH AS:
Can you get started on the prep for the..?
What ingredients do | need?
Do you want me to.. the.. 7

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

e what ingredients are needed
e how to prepare each ingredient

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

e what ingredients are needed
e how to prepare each ingredient

Writing
@) Use the prep list in Task 2 and the

conversation in Task 8 to complete the
prep list.

Date:
Service: 1 Breakfast O Lunch
Menu litem: IS S~ — o
Ingredients: B S S
" . e e
I — e "

Prep Instructions:

1 Dinner

3 /
The Post Meridian Restaurant

Jekdik

al the Royal Point Hotel
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4 la carte [ADV PHRASE-U10] If something is & la carte, it is offered from a menu and paid for separately and not
as part of a package.

additional [ADJ-U2] If something is additional, it is more or extra.

address [V-T-U2] To address someone is to talk to them.

al fresco [ADJ-U9] If an area is al fresco, it is outdoors.

allow someone [V PHRASE-U2] To allow someone to do something is to give him or her permission.
assign [V-T-U1] To assign something is to make someone responsible for doing something.
atmosphere [N-UNCOUNT-U2] The atmosphere is the mood of a place.

automatic timer [N-COUNT-U14] An automatic timer is a machine that alerts people when a certain amount of
time has passed.

babysit [VI/VT-U4] To babysit someone is to take care of him or her because their parents are unavailable or busy.
bagel [N-COUNT-U10] A bagel is a round piece of bread with a hole in the middle.

baggage [N-UNCOUNT-U2] Baggage is a person’s bags that contain personal belongings.

bartender [N-COUNT-U11] A bartender is a person whose job it is to make and serve drinks in a bar.

behind the scenes [ADJ -U12] If something happens behind the scenes, it takes place in private and not in public.
bellhop [N-COUNT-U1] A bellhop is a person who carries a guest's bags to his or her room.

book [VI/VT-U9] To book something is to make plans to do something or be somewnhere at a certain time in the future.
booster seat [N-COUNT-US] A booster seat is a tall seat that small children sit on to eat.

brunch [N-UNCOUNT-U10] Brunch is a meal between breakfast and lunch.

busser [N-COUNT-UB] A busser is a restaurant worker who takes away dirty plates from a table.

butcher [N-COUNT-U12] A butcher is a person whose job is to cut up or sell meat.

caller [N-COUNT-U12] A caller is a person whose job is to deliver the food orders to the kitchen.

can opener [N-COUNT-U13] A can opener is a tool that opens metal containers of food.

cancellation [N-COUNT-U9] A cancellation is the decision not to do something that you planned to do before.

car key [N-COUNT-U5] A car key is a piece of metal that opens and starts a car.

car trunk [N-UNCOUNT-U2] A car trunk is a space in the back of a car used to store baggage and other personal
belongings.

check email [V PHRASE-U3] To check email is to see if you have electronic mail.

check in [PHRASAL V-U1] To check in is to tell the front desk clerk your name so that he or she can assign you to
a room.

chefs knife [N-COUNT-U13] A chef's knife is a large knife with a broad blade that is used to do many tasks in the kiichen.
childcare specialist [N-COUNT-U4] A childcare specialist is a person that knows how to take care of kids.
children’s menu [N-COUNT-U4] A children’s menu is a list of meals that are intended for kids.

chop [V-T-U15] To chop something is to cut it into big, uneven pieces.




clear a table [V PHRASE-U8] To clear a tahle is to take away the dirty plates from a table after people eat.

cocktail [N-COUNT-U11] A cocktail is an alcoholic drink that is made by mixing other drinks together,
coffeemaker [N-COUNT-U6] A coffeemaker is a machine that makes coffee.

continental breakfast [N-COUNT-U10] A continental breakfast is a small meal that usually only includes coffee,
juice, and a pastry.

convenient [ADJ-US] If something is convenient, it is useful or easy because it does not waste time or cause
problems.

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

countertop [ADJ-U14] A countertop item is something that goes on the flat working surface in kitchens.
coupons [N-COUNT-U10] A coupon is a piece of paper that people use to get discounts on items.

crib [N-COUNT-U4] A crib is a special bed for small children and babies.

cutting board [N-COUNT-U13] A cutting board is piece of wood, stone or plastic that is used to cut food on.

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

deep fryer [N-COUNT-U14] A deep fryer is a machine that cooks food in hot oil.

deluxe [ADJ-U6] If something is deluxe, it is of good quality and costs a lot of money.

desk [N-COUNT-U6] A desk is a table with drawers that you sit at in order to work.

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

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

dish [N-COUNT-U8] A dish is food that is part of a meal.

domestic beer [N-COUNT-U11] A domestic beer is a beer that is made in the country in which it is served.
doorman [N-COUNT-U1] A doorman is a person who greets guests at a hotel and carries their bags inside.
double [N-COUNT-U7] A double is a room with beds for two people.

eggs over easy [N-COUNT-U10] Eggs over easy is an egg dish. It includes eggs that are cooked on both sides
with the yolk intact.

elevator operator [N-COUNT-U1] An elevator operator is a person who runs the elevator in a building.

feel at home [V PHRASE-U6] To feel at home is to be comfortable and at ease in a place.

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

fried eggs [N-COUNT-U10] Fried eggs are eggs that are cooked in oil.

front desk clerk [N-COUNT-U1] A front desk clerk is a person who checks in guests and assigns them to a hotel room.
front-of-house [ADJ-U8] If something is front-of-house, it relates to or takes place in the public part of a restaurant.

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

gas range [N-COUNT-U14] A gas range is a type of stove that uses gas to create heat.

grate [V-T-U15] To grate something is to make it into small and long strips by using a special tool.

AJ
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Glossary

grater [N-COUNT-U13] A grater is a tool that cuts items into thin strips.
griddle [N-COUNT-U14] A griddle is a flat, metal surface that gets hot and is used to cook food.
hair dryer [N-COUNT-U6] A hair dryer is a device that dries hair by blowing warm air onto it.

happy hour [N-UNCOUNT-U11] Happy hour is a limited period of time, often in the early evening, when drinks are
cheaper than usual.

head chef [N-COUNT-U12] A head chef is in charge of the kitchen and is responsible for creating the menu,
cooking, ordering supplies and overseeing the other workers.

head waiter [N-COUNT-U8] A head waiter is a restaurant worker who gives directions to and organizes the waitstaff.
heated pool [N-COUNT-U3] A heated pool is a large hole filled with warm water that you can swim in.
high chair [N-COUNT-U9] A high chair is a tall seat that very young children sit in to eat.

host [N-COUNT-US8] A restaurant host is a male restaurant worker who greets customers and sits them at available
tables.

hostess [N-COUNT-UB] A restaurant hostess is a female restaurant worker who greets customers and sits them at
available tables.

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

house wine [N-COUNT-U11] A house wine is a cheap wine that is featured by a restaurant and that is not listed on
the menu under its usual name.

housekeeper [N-COUNT-U1] A housekeeper is a person who cleans a home or building.
ice machine [N-COUNT-U3] An ice machine is a machine that makes ice.
ID [N-COUNT-U11] An ID is a document that proves your name, address and age. It often has a photograph on it.

imported beer [N-COUNT-U11] An imported beer is a beer that is made in a country other than the one in which it
is served.

ingredient [N-COUNT-U15] An ingredient is one of the foods that is used o make a meal.
introduce yourself [V PHRASE-U2] To introduce yourself is to tell your name to someone you don't know.
iron [N-COUNT-UB] An iron is a device with a heated surface, used to make clothes smooth and flat.

ironing board [N-COUNT-U6] An ironing board is the narrow table on which clothes are placed when they are
being ironed.

julienne [V-T-U15] To julienne something is to cut it into strips like matchsticks.
kid-friendly [ADJ-U4] If something is kid-friendly, it is made or done just for children.
knife roll [N-COUNT-U13] A knife roll is a case that holds different types of knives.

lacle [N-COUNT-U13] A ladle is a large spoon that is used to serve liquid foods, like soup.

line cook [N-COUNT-U12] A line cook works at one food station, preparing and cooking one part of a meal or a
specific type of food. The sous chef is usually the line cook's boss.

living room [N-COUNT-U6] A living room is the main room in a house or apartment that is used for entertaining,
relaxing and watching TV.




log [N-COUNT-U9] A log is a book in which employees write the details of a period of time.

luggage [N-UNCOUNT-U2] Luggage is a person’s bags that contain his or her personal belongings.

luxury [N-COUNT-UB] A luxury is something that is enjoyable or pleasant, but is not needed. It is often expensive.
maintenance worker [N-UNCOUNT-U1] A maintenance worker is a person who fixes mechanical problems in a hotel.
mince [V-T-U15] To mince something is to cut it into very small pieces.

mini-bar [N-COUNT-U6] A mini-bar is a small fridge in a hotel room with snacks and drinks inside. You have to pay
for the snacks and drinks.

mixer [N-COUNT-U14] A mixer is a machine that combines different ingredients together.
napkin [N-COUNT-U8] A napkin is a piece of cloth that people use to clean themselves with while they eat.

night auditor [N-COUNT-U1] A night auditor is a hotel worker who handles hotel guests and financial information.
Night auditors work at night.

non-smaoking [ADJ-U7] If a room is non-smoking, guests are not allowed to smoke in there.
on tap [ADJ-U] If a beer is on tap, it is served in bulk from a big container using a faucet.

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

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

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

oven rack [N-COUNT-U14] An oven rack is an item that is on wheels and holds large baking pans.

pancakes [N-COUNT-U10] Pancakes are flat cakes cooked in a pan or over a grill

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

parking attendant [N-COUNT-U5] A parking attendant is a person whose job is to help customers with parking.
parking garage [N-COUNT-U5] A parking garage is a place where cars are left for a certain period of time.

party [N-COUNT-U9] A party is a group of people who are going fo the same place or event, or daoing the same activity.
party room [N-COUNT-U9] A party room is a privaie area in a restaurant for special events.

pastry [N-COUNT-U10] A pastry is sweet bread that is typically eaten for breakfast.

pastry chef [N-COUNT-U9] A pastry chef is the person whose job is to make desserts in a restaurant.

pay-per-view [N-UNCOUNT-U4] Pay-per-view is a method of biling people for movies they order to watch on television.
peel [V-T-U15] To peel something is to take the skin or covering off it.

pick up [V-T-U5] To pick up something is to collect something from a certain place.

picky [ADJ-U4] If someone is picky, he or she only likes certain things.

pitcher [N-COUNT-U11] A pitcher is a large container with a handle and spout that holds drinks.

plastic wrap [N-UNCOUNT-U15] Plastic wrap is thin material that is used to cover food.

playroom [N-COUNT-U4] A playroom is a place with toys for kids to have fun.
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prep cook [N-COUNT-U1Z] A prep cook works in a kitchen, preparing food to be cooked. A prep cook does not
usually cook.

prep list [N-COUNT-U15] A prep list is a paper that says how to prepare an ingredient in order to use it in a meal.
red wine [N-COUNT-U11] A red wine is a wine that has been made with grape skins and is red.
refill [N-COUNT-U10] A refill is an amount of a liquid needed to fill up a container holding a drink.

registration form [N-COUNT-U7] A registration form is a document with information about a hotel guest and his or
her hotel raom.

relax [V--U3] To relax is to spend and enjoy time not working.

reservation [N-COUNT-U7] A reservation is an arrangement one makes so that a room or place is available, usually
at a hotel or restaurant.

reservation number [N-COUNT-U7] A reservation number is a series of numbers that a hotel uses to identify a guest.
room key [N-COUNT-U7] A room key is an instrument which opens and locks a door.

safe [ADJ-US] If something is safe, it is free from danger or harm.

scrambled eggs [N-COUNT-U10] Scrambled eggs are eggs that are stirred before they are cooked.

server [N-COUNT-UB] A server is a restaurant worker who takes orders and brings food to customers.

sheet pan [N-COUNT-U14] A sheet pan is a long, flat cooking container.

shift [N-COUNT-UB8] A shift is a period of time that people work, often about eight hours.

shred [V-T-U15] To shred something is to make it into small and long strips by using a special tool.

single [N-COUNT-U7] A single is a room with a bed for one person.

slice [V-T-U15] To slice something is to cut it into flat pieces

smoking [ADJ-U7] If a room is smoking, guests are allowed to smoke in it.

sous chef [N-COUNT-U12] A sous chef has the most authority after the head chef and often assists the head chef.
spatula [N-COUNT-U13] A spatula is a kitchen tool that has a wide side. It is used to serve food.

special [N-COUNT-U12] A special is a dish that chefs make for a limited period of time.

spoon [N-COUNT-U13] A spoon has a handle and a round part that can transfer small amounts of liquid. Used for
eating liquid foods like soup or cereal.

stainless steel [ADJ-U14] Something that is stainless steel is made of a hard, shiny metal

station [N-COUNT-U12] A station is the place where a chef makes a certain type of food.

stockpot [N-COUNT-U14] A stockpot is a large container used to cook liquids.

stroller [N-COUNT-U4] A stroller is a special seat with wheels used to move small children and babies in.
suite [N-COUNT-UB] A suite is made up of several rooms that are connected.

surf the web [V PHRASE-U3] To surf the web is to look up different subjects on the Internet.

swing cook [N-COUNT-U12] A swing cook works in more than one area of a kitchen, helping wherever he or she is
needed.




table for (number) [N PHRASE-U9] A table for (number) describes how many people will sit at a table at a
restaurant.

take one's bags [V PHRASE-U2] To take one’s bags is to carry someone'’s bags for them.

teamwork [N-UNCOUNT-U1] Teamwork is the act of working together with other people in order to achieve a goal,
title [N-COUNT-UZ2] A title is a word used before a person's name to show respect.

toast [N-UNCOUNT-U10] Toast is a piece of bread that has been cooked so the outside is crispy.

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

uniform [N-COUNT-US] A uniform is a particular outfit that each member of a group wears.

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

utensil [N-COUNT-U8] A utensil is a tool that people use to eat food.

vacancy [N-COUNT-U7] A vacancy is an open or available room at a hotel.

valet [N-COUNT-U1] A valet is a person who parks guests’ cars.

valet parking [N-UNCOUNT-US] Valet parking is a service that involves parking a guest's car for him or her.

valet ticket [N-COUNT-U5] A valet ticket is a piece of paper that lets a parking attendant know which car belongs
to which customer.

valuables [N-UNCOUNT-U5] Valuables are personal items that are worth a lot of money.

vegetable peeler [N-COUNT-U13] A vegetable peeler is a tool that takes the skin off foods like potatoes or carrots.
vending machine [N-COUNT-U3] A vending machine is a machine that sells snacks automatically.

voucher [N-COUNT-U10] A voucher is a piece of paper that some businesses accept instead of money.

waitstaff [N-UNCOUNT-US8] Waitstaff are restaurant workers who take orders and bring food to customers.

walk-in [ADJ-U7] A walk-in guest is a person who does not call and arrange to have a room at a hotel before he
or she arrives.

welcome [V-T-U2] To welcome someone is to make him or her feel comfortable in a new place.
well drink [N-COUNT-U11] A well drink is made from cheaper, unbranded liquors.
whisk [N-COUNT-U13] A whisk is a tool that has metal loops and mixes items together.

white wine [N-COUNT-U11] A white wine is a wine that is made without grape skins and is pale in color.
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:.. Q;i_- e Reservatlons HEWS i llWiﬂll ABOUT us | MEMBERS | GCOMTACTS

Welcome to the Royal Point Hotel’s online reservation system. This websile -
makes reserving the perfect room quick and easy.

Rlease note!that during'the highiseason, room
preferences will be subject to'availability:

Now!that yelve chesen your room, pleasetell
us what kind'of bed you prefer:

Two! doublelbeds — Kingrsized ——

Based on/the selectionsiyou have made, we
estimate the room rate. If you are eligible for
discounts or special offers, notify the front
desk upon arrival. Lower rates may be
availablelduring the' off-season:

Galculated rack rate:
$ _ per night; total $ e

Reservation Basics
Select your dates:
Check-in

Check-out

Number of reems: =

Number ofiguests: Adults:——
Reservation Details

The Royal Point Hotel offers a variety: of
different rooms. Select your praferences:
Garden view __ Ocean view
Deluxe suite (includes kitchenette) —
Smoking/Non-smoklng =

Children —

ocean view

Vocabulary

€ Complete the word or phrase
that is similar in meaning to

Get ready! the underlined part.

@ Before you read the passage, talk about these questions. 1 Clarissa rented a type of room
from which guests can see a
place where plants grow
because she enjoys looking at

1 Do you always reserve a room when you stay at a hotel?
2 What kinds of room options do hotel guests have?

. flowers.
Readmg _a__e_ _ie_ room
9 Read the text on a hotel website, and then choose the 2 The hotel is nearly empty
correct answers. because it is a time when few
people travel.
1 What is the main purpose of this web page? f 5 alo

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

C toinform guests of a reservation policy change

D to offer discounts to the customers

According to the website, the hotel...

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

C charges more money for traveling with children.

D offers special pricing during certain times of the year.

Which of the following is NOT true of the hotel's reservation
system?

A 1t lets guests book rooms through the Internet.

B It shows the approximate price of the room.

C It provides the room rate for discounted rooms.

D It allows guests to express a room preference.

Mr. Keller rents a room with a
small space to cook meals so
he can prepare his own food
throughout the trip.

[Crmms A s SR

During the time when many
people travel, it can be hard to
find a hotel room.

S

The Khan family received a
special reduced rate because
they rented more than five

rooms.
(6] (0} e — =

Stephanie forgot her coupon
and had to pay the full price of

a hotel room without any
discounis. — _ck r




@ Match the words and phrases (1-6) with the definitions
(A-F).
1 __ subject to availability 4 __ upon arrival

__ocean view 5 __special offer

__eligible 6 __room preference

pricing that is not always available

when you get somewhere

to be qualified for something

being able to see the ocean

depending on whether there is enough of something

mmoQoOW>» N

the kind of room a customer wants

@ ¢ Listen and read the passage again. What must you
do to get a cheap rate at the hotel?

Listening

@ & Listen to a conversation between a cusiomer and
a hotel booking agent. Then (/) check the choices that
the customer makes.

1 [ deluxe suite 3 [ king-size bed
2 [ double room 4 [ ocean view

@ © Listen again, and fill in the blanks.

Booking Agent: Good afternoon. You've reached the Royal
Point Hotel. How may | help you?

Customer: Hi- I'd like to 1 - for the
month of July.

Booking Agent: All right. 2

guests will be staying

in the room?
Customer: [l be traveling with my husband and three children.
Booking Agent: Excellent. How many beds 3 ?

Customer: Well, at least two.
Booking Agent: Okay. There are double rooms 4
available. Or if you want
more space, you can take a deluxe suite.
Customer: That sounds good, but ['ll
5 the double
room. Also, | want to use a
coupon for a discount.
Booking Ageni: Very well. We'll charge you the
6 right now.
Customer: When will | get the discount?
Booking Agent: You'l receive the discount when you
check in. Just remember to give your coupon to the
clerk at the desk.

Speaking

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

USE LANGUAGE SUCH AS:

I'd like to make a reservation.
How many guests... ?
There are.. rooms available.

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

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

Student B: You are a hotel
customer. Answer Student A's
guestions. Make up details for
your desired reservation.

Writing
©) Use the conversation in Task
8 to fill out the hotel

reservation form. Make up a
name for the guest.

Check-in date:
Check-out date:

Name:

Number of guests:
Number of rooms:

Room preferences:

Numbet/size of bed(s):




Get ready!

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

1 Why do people like certain hotels?

2 What kinds of deals do hotels offer
to guests?

—

The Royal Point Hotel values its repeat customers. To show our

@ LO al Pro ram appreciation, we present the exclusive Royal Point Hotel Loyalty

y g Program. Loyalty benefits make your stay/at any Royal Point Hotel better.
T e e e

As a loyalty member, you gain points each time you enjoy a night member. You add the benefit of guaranteed room availability and

in one of our hotels. And when you travel with partner airlines, free room service. The highest membership level gives you

your points add up. The more points you eam, the greater your access to even more benefits. Platinum members also earn a
rewards. complimentary stay, plus early check-in.

Loyalty members enjoy many benefits. Silver-level members love  As a member of our loyalty program, you know you are our most
our turndown service, Double your points and become a Gold  important customer, Enroll today!

o)

Heading @ Match the words and phrases
1-6) with the definitions (A-F).
@ Read the brochure from a hotel, and then mark the Lo dsfinitions (A-F)
following statements as true (T) or false (F). 1 _level
1 __ The loyalty program offers rewards to use at the airport. 2 —enroll
2 __ Traveling by airplane can help loyalty members get more 3 _loyalty program
benefits. 4 __ turndown service
3 __ Members at the highest level get a free night at the hotel. 5 _reward
6 _ guaranteed
Vocablﬂﬂary A a system that provides benefits
@) Fill in the blanks with the correct words: exclusive, early for people who use a service
check-in, complimentary, partner, repeat customer, access. often
1 Ms. Clark travels frequently and is a at the hotel. B.an;act thay IVOVER RN !
: e bed ready for guests to sleep in
2 Only very important people are allowed in this restaurant. before they arrive
3 She didn’t have to pay for the meal because it was C promised
4 Guests earn points by flying with the hotel's airline. D to become a member of a group
5 This key card gives guests to all the hotel entrances. E a measure of achievement
6 Greg arranged a(n) at his hotel because his flight F something given in return for
arriVEd at 7in the mOming. dOIng Something goOd
| S |




@ & Listen and read the brochure again.
What do you need to become a Gold
loyalty member?

Listening

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

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

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

@ © Listen again, and fill in the blanks.

Clerk: Good morning, Ms. Jones. Did you have o
a good night?

Guest: Oh, yes! It was great. The 1
here is excellent.

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

Guest: Really? Does it cost me anything 3 ___
?

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

Guest: Can you tell me more about it?
Clerk:  Well, you start as a silver-level member. So

you get 4 , like "

the tumdown service. When you get more
points, you can be a higher level member.

Guest: Howdol5 ?

Clerk: It's pretty easy. Every time you check into
one of our hotels, you eam points. We even
have partner airlines. When you fly with
Royal Jet you get points, too.

Guest: That sounds really good; | travel a lot

6 .
Clerk:  Would you like to sign up? | can give you a
7 card right now.

Guest: Yes, | think that'd be great!

Speaking

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

- USE LANGUAGE SUCH AS:

Does it cost me anything to join?
As a loyalty program member, ...
How do | earn poinis?

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

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

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

Writing

© Use the brochure in Task 2 and the
conversation in Task 8 to create an
overview of one level of the loyalty
program that guests can join, including a
starting level of points.

Loyalty Program

Level:

List of benefits:

How to earn points: —————————

Total points: ———




Get ready!

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

1 What is the purpose of
a confirmation of
reservation?

2 What are some ways

that hotel guests
confirm reservations?

@ Read the email from a hotel booking agent to a hotel
guest, and then choose the correct answers.

1 What is the purpose of the email?
A to apologize for not being able to fulfill a special request
B to ask the guest for more information about the

reservation

C to inform the guest that some hotel features are not

available

D to make sure that the guest's reservation details are

correct

nroylpoinlhotels.com
To: V‘VJWilsodirectemail.com

ject: Hesrain irmation

Dear Mr. Wilson,
| am writing in reference to your inquiry about guest room availabilities at the
Royal Point Hotel. | am pleased to say that we were able to reserve a room for
you for the dates you requested. Below, please find the information you will
need in order to check in:

Confirmation number: G10232
Date of arrival: March 23 Date of departure: March 25

The base rate is $99 per night. However, you made a special request for an

. Upgrade to a room that is adjacent to the outdoor swimming pool. Thus, the

cost will be $109 per night.
The room will be ready for occupancy at 2 pm. However, if you need to occupy

- the room before that, please contact the front desk to arrange for an early check-in.

Please review the information carefully. If any of the information is incorrect,
please respond to this email or call me at 1-800-555-9000. We are looking
forward fo your stay with us.

Respectiully,
Mrs. Ann Logan, Booking Agent, Royal Point Hotel

Vocabulary
@ Match the words and phrases
with the blanks.

1 base rate / special request
A Most guests are placed in
standard rooms unless they
makea___ fora
different type of room.

B Darrell paid twice the
in order to
stay in a room with a balcony.

2 inquiry / confirmation number
A Sam sent the company a(n)

about the
2 The email advises the guest to contact the booking agent cost of replacing the carpet
if... in his home.
A he needs to make another reservation. B The letter included a(n)
, which will help

B the details of the reservation are wrong.
C he plans to occupy the room before the check-in time.
D he is unhappy with the service at the hotel. 3

hotel employees find details
about Janig's reservation.

confirm / respond

3 What is probably true about Mr. Wilson? A Ms. Kelly took a long time to

A He has stayed at the Royal Point Hotel before.

B He will arrive before 2pm on March 23rd.

C He is willing to pay more in order to be near the pool.
D He has not contacted Ms. Logan in the past.

to the email because
she was very busy at work.
B Peter called the booking

aneniiio SRS S th e
details of his reservation,




@) Complete the words or phrases that are
similar in meaning to the underlined part.

1 | wrote an email to Mr. Trager about the
questions he asked me earlier.
—-th _e_e__nc_. __

2 As a worker responsible for making reservations,
Sally has to know all of the current room rates.
B0l T ey H ot

3 The housekeeper prepared the room for
peoplefostayinn. ___u__ncy

4 |eslie stays in a room that is next io the
elevator. _ _jac_nt

@ © Listen and read the email again. What
will the bill for Mr. Wilson’s stay be?

Listening

@® © Listen to a conversation between a
hotel employee and a guest. Mark the
following statements as true (T) or false (F).

1 __Ms. Logan works at the front desk of the
hotel.

2 __ Mr. Wilson changes his departure date.

3 __The woman says she'll call back later with

the confirmation.

@ & Listen again, and fill in the blanks.

Agent: Thank you for calling the Royal Point
Hotel 1 Department.
This is Ann Logan speaking.

Guest: Hello, Ms. Logan. This is Mark Wilson.

Agent: Good morning, Mr. Wilson. How 2
ot S e N

Guest: | received the 3

this mormning. Thank you.
Agent:  Wonderfull Was all of the information correct?
Guest: Actually, | did find one problem.

Agent: What was it?

Guest: The 4 - is not right.
Agent: | can fix the reservation for you right now.
What date areyou5 7

Guest: On March 26th.

Agent: Okay, Mr. Wilson. I've made that change to
the departure date.

Guesi:  Will you send me a new confirmation?
Agent:  Yes, Si. Tl 6 it to you right now.

Speaking

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

USE LANGUAGE SUCH AS:
How can | assist you?
{ did find one problem.
Will you send me a confirmation?

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

e a problem with your hotel reservation
e how the new confirmation will be sent
Make up a name for yourself.

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

Writing

@) Imagine that you are a hotel booking
agent. Use the information from Task 8 and
the email in Task 2 to write a new
confirmation to a guest of the hotel (100-
120 words). Make sure to include the
following information: :

Arrival and departure dates
Room type
Rate

How to make changes
to the reservation

® @ @ ®




Get ready!

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

1 What items need to be cleaned in a hotel room?
2 What do housekeepers typically do?

Cleaning Guest Rooms Royal Print Fotet

At the beginning of each shift, meet e disinfecting all counters and

with your team leader to get your

room assignment list. This list

includes information about;

@ room assignments

o stay-overs and checkouts

e special requests, such as towels
and trash service

e VIP arrivals or early arrivals

surfaces
e replacing toiletries

Stayover rooms typically involve the
following tasks:

e changing the towels

e making the beds

Always knock three times and

- announce your arrival before
Always start with checkout rooms. entering a room. Remember, do not

These rooms must be cleaned by enter a room that has a Do Not

3pm. A full cleaning includes: :
e cleaning the toilet, tub and sink SDL:;;IJEO(P? : ;j’ ;g? hﬁ‘fﬁc}&;w

e changing the towels and sheets removed the DND by the end of
e making the bed :
i your shift.
e vacuuming the carpet ks
e emptying trash bins T

- T -~

Reading

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

@) Complete the sentences with
words or phrases from the
word bank.

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

Ol e —
stay-over disinfecis

2 What is true about housekeepers? trash bin sheeis VIP

A They are responsible for reporting broken items in guest rooms.

B They clean stay over rooms at the beginning of their shifts.

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

D They knock before entering a room with a DND.

1 Alicia puts clean on the bed.
2 Gene prefers cleaning

Q rooms because it only involves
a few tasks.

3 The housekeeper made sure
the room was spotless before
the guest arrived.

4 Mark places the food wrappers
in the

5 Ursula all of the surfaces
in the kitchen before she starts
cooking.

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

A which guests will stay another night.

B how many rooms to clean during a shift.
C which guests do not want to be disturbed.
D what special services some guests want.

?{ vacuum the carpet

o




@ Check (v) the sentences that are true.
1 _ A Harry washes his hands at the sink.

— B Temy makes the bed before she goes to sleep every night.

2 __ A Pam dries her hair with a towel after her shower.
— B Richard takes a bath in the counter.

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

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

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

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

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

Listening

§¢ Listen to the conversation between a housekeeper
and his team leader. Then answer the questions.
1 What is the housekeeper concerned about?
A He cannot work the following weekend.
B He cleaned more checkouts than stay-overs.
C He didn't clean all of the rooms on his list.
D He entered a room with a DND on the door.

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

@ © Listen again, and fill in the blanks.

T. L: Good afternoon, Kevin. How are you?
H: I'm doing well, thanks,

T.L: Areyoul for the day?
H: Yes. | just finished the last 2 - on my list.
T. L: Great. Were you very busy today?
H: Yes, | had seven checkouts.
T. L: Wow! That's 3 , Isnt it?
H: Yes.. but we're always busy on the weekends. Before | forget,

Iwanttod ___ something.
T.L.: Sure - what is it?

The guests in 245 have had a 5
should | do?

T. L: Since your shift is about over, 6
— . The guests may request cleaning service
later. But Il take care of it.

H: Okay. | guess that 'm done then. Il see you tomorrow.

x

up all morning. What

Speaking

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

USE LANGUAGE LIKE:

Were you very busy today?

Before | forget, | want to mention
something.

What is it?

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

e how many stay-overs you
cleaned

e how many checkouts you
cleaned

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

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

Writing

© Imagine that you are a team
leader for a housekeeping
department at a hotel. Use the
information from Task 8 and
the employee manual in Task
2 to write a room assignment
list for a housekeeper on your
team.

5]

) T WY RITE ABOUT
-/ MAKE SURE TO WRITE ABOUT

)  THE FOLLOWING:

_ e How many stay-overs and

/ checkouts ,

) e Special requests for certain
rooms

) What the housekeeper

=3 should do if there Is @ Do

Not Disturb sign?

{
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Concierge

Get ready!

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

1 How do people learn about activities when
they travel?

2 What are some duties of a hotel concierge?

A=k e B

{ museum

-,%q;m:/) Spird Foctel

Dear Guest,

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

Our concierges are here to help you explore the local
attractions. Don't hesitate to approach any of the
members of my multi-lingual staff with any questions. You

can always find a concierge on duty at the concierge's |

podium in the lobby.

We have insider information on many local businesses. For  §

example, we can point you toward the trendy shopping

district and recommend our favorite hotspots. Do you like
art? We can give you directions to the nearest museum |

and tell you about current exhibitions. Sports fans can
learn about upcoming football matches at the local arena.

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

Sincerely,
Richard Zimmerman

Reading

@) Read the letter from a concierge to the
guests of a hotel, and then choose the
correct answers.

1 What is the purpose of the concierge's letter?

A to give directions to places outside of the
hotel

B to tell guests how to get tickets to sports
matches

C to describe how concierges can help hotel
guests

D to list the different places to find a concierge

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

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

A They spend a lot of time shopping for clothes.

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

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

D They often have guestions about leisure
activities.

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

1 _A

There are pictures of trendy clothes in
the new fashion magazine.

Teresa watched an exhibition at the
movie theater.

Kendra is on duty all day tomorrow
because she has the day off from work.
The museum has many items from old
cultures.

The coffee shop is a hotspot and it's
always busy.

The multi-lingual teacher doesn't know
another language besides English.

Mr. Duke is new to town so he has a lot
of insider information about local activities.
James reads a travel guide to find out
about the local attractions.




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

1 Mr. Willard finds the concierge behind the box-like stand with
tall sides. —o_ _u_

2 Sam and Penny watch a wrestling competition on television.

—at__
3 The athletes play a game in the place for playing sports.
—_——e_a

4 Bill takes a trip to the part of the city where you can buy
different items and purchases a new shirt.
e PP A B e

@ © Listen and read the letter again. What kind of
competitions can you see at the local arena?

Listening

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

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

@ © Listen again, and fill in the blanks.

Concierge: Good evening, ma'am. How may [be1 ____ F'a
2
Guest: Would you be able to get two tickeis to the theater
tonight?

Concierge: | can certainly try. What type of show are you
2 =

Guest: A3 would be perfect. I've always
wanted to see Song of My Heart.

Concierge: | can get tickets to 4 of
Song of My Heart. But | may only be able to get
balcony seats.

Guest: Id really prefer something 5

Concierge: I'm afraid it's too late to get tickets in the other
sections.

Guest: What if | pay extra?

Concierge: Well, | can speak to 6 at the
theater and see if there's anything else available.

Guest: | would really appreciate that.

Concierge: [l call your room within the next hour with information

about the show. What's your room number?
Guest: I'min 204.
Concierge: Thank you, maam. | hope that | can assist you.

Speaking

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

USE LANGUAGE SUCH AS:

Would you be able fo get
tickets to the.. 7

I can get tickets to..
| can speak to my contact at the...

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

e an activity you want to do

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

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

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

Writing

@ Imagine that you are a guest at
a hotel. Use the information
from Task 8 to write a thank-
you note to a concierge at a
hotel (100-120 words). Make
sure to talk about the following:

| T =

o What activity the concierge
helped you arrange

e How the concierge helped
you do that activity
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Alrpurt Transportatmn

'.2

& 'AIRPORT SHUTTLE - We offer 24-
it‘ hour. on-call shuttle service to and fram
the airpert. When you arrive at the airport,
i just call us: @ne ofiour drivers will pick you
A upiand bring you straight toithe hotel. You
can also use the ajrport shuttle to travel
M o the airport. Our shuttle departsiat your
convenience and will take youldirectly to
the check-in/ counter. This senvice s
complimentary-although drivers
appreciate tips!

PUBLIC TRANSPORTATION - City
bus route #231 runs to and fromithe
\ airpori every half-heur. There is a
'\ bus stop on Kent Street on the
east side of the hotel. For more
™\ details about the bus
B\ schedule or fare, ask the
==\ front desk.

TAXIS - Taxis are available
anytime. night or day'and provide private
transportation tol and from the airpert. Hail a
cab from the airport yourself, or ask the front
desk tolarrange for a taxi pickup for you.

Get ready!

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

Vocabulary

€ Match the words (1-8) with the
definitions (A-H).

1 How do people get to the airport from their hotels?
2 How do hotels help their guests go to the airport?

# 1 _tip 6 _ check-in
Readmg 2 __ depart counter
@ Read the page from a hotel brochure, and then choose 3 _halacab 7 _ busstop

the correct answers. 4 _rmn 8 _ on-call
1 What is the brochure mostly about? 5 _taxi
A recent changes in the public transportation system A the location where a bus drops

B what transportation options are available to hotel guests off and picks up passengers
C information about the hotel's taxis and shuttle buses B an area in an airport where

D problems with the local transportation system passengers receive their tickets
for the plane

2 What is NOT true about transportation to the airport? Glie boln=cnice

A The hotel provides a free shuttle service for guests. o e e
B Taxis are available whenever you call for them. reward for good service

C The city bus doesn' take riders directly to the airport. E a vehicle that transports you
D There is a bus stop near the hotel. directly where you have to go
to leave a location

G to get the attention of a taxi

o

m

3 What is probably true about guests who use taxis?

A They do not have extra money to spend.

B They might require taxi service after hours.

C They need to make an exira stop before the airport.

D They have the best knowledge of airport transportation.

driver in order to ride in the
vehicle

H available whenever a customer
requesis




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

1 James looks at the list of what time buses will be at certain
stops to see when the next bus arrives.

A bus schedule B taxi C tip

2 Claudia asked for change so she could have the exact amount

it costs to ride in a public vehicle.

A bus stop B driver C fare
3 That way a bus goes doesn't operate on Sundays.
A tip B route C bus stop

4 Expensive hotels usually have their own vehicle that
transports riders to_and from certain locations.
A shuttle B fare C tip

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

Listening

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

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

@ © Listen again, and fill in the blanks.

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

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

Clerl:  Well, there are a number of options available.

Guest: 2 __ that there’s a bus that goes to the
airport from here.

Clerk: That's right. The bus stop is on Kent Sirest.

Guest: How often 3 18— ?

Clerk: If | remember comrectly, it runsevery 4
from 8am to 8pm.

Guest: That's no good. My plane leaves at 7.

Clerk: You might be interested in our airport shuttle service. It
leaves whenever you want, and takes you straight to the
check-in counter at the airport.

Guest: How much does it cost?

Clerk: It's free. Though tips are 5

Guest: Idlike to 6 the service for tomorrow
morning at 5am.

Clerk: Certainly. The driver will be waiting for you!

Speaking

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

USE LANGUAGE SUCH AS:
How may | help you?
The bus runs every half hour.
If | remember correctly, ...

Student A: You are a hotel
employee. Give Student B
suggestions aboui:

e the available transportation
services

e how you can help in locating
these services

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

Writing

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

e What transportation
services do the hotel
and the city provide?

e What are the pros and
cons of the different
types of transportation?"

e How can you heip
travelers find the
type of transportation
they choose?

answer the following questions:

o et
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Get ready!

0 Before you
read the
passage, talk
about these

questions.

1 What kinds of
emergencies -
can happen on - Be prepared! As a guest at
holiday? - the Royal Point FHotel, it is important to

2 What do you know what to dolin case of aniemergency.
i ; . Please take a'moment to read this paster
QUNLCASE.0 carefully:

an emergency? In'case! of fire, take these precautions:

e Remain calm.
e Pull the fire alarm and'leave the area immediately.
Automatic sprinklers protect your reom from fire:
f / e Evacuate the building through the nearest exit. Alwaysitake the
stairs. DO'NOT take the elevators.

o DOINOT retum to'your roem:

Inicase ofi aniearthquake:
e Stand under aniarch. You can also seek: protection under:
heavy furniture, like a desk:
o Stay away from windews. Watch out for tall shelves. ltems
may. fallifrom them! andiinjure you.

: Duringlany: emergency; always|pay.close attention to the
Readmg announcements fremithe! loudspeakers. The Royal

- . Point Hotel has an'intercom system in place.
e Bead th? poster in a hotel giving Weuseithis to:cemmunicate! with eur guests
instructions on what to do in case and sharelimportant safety

| of an emergency. Then choose the information
correct answers.

1 What is the poster mostly about?
A where to go for help in case of fire
B what to do in case of an emergency
C how to locate the exits in the hotel

D ways to stay safe during a storm @ Match the words (1-6) with the definitions
(A-F).
2 Which is NOT true, according to the poster? §
A You should stay inside the building during 1= Seeiqpiotechon 4= o
an ear‘thquake_ 2 _Sprlnkier 5 __intercom
B It is best to take the elevator if there is an 3 _ heavy fumiture 6 _ elevator
Sneency. A to find a safe place
C You can listen for announcements during
B a curved doorway
an emergency.
C a machine that takes people up and down to

D You should not go back to your room ditterartilanrs

during a fire.
D items in a room that are hard to move, like a
3 What should you stay away from during an desk
earthquake? E a device that sprays water
A sprinklers C shelves F a system used to communicate with a whole
B stairs D loudspeakers building

16




@ Complete the sentences with
words or phrases from the
word bank.

precautions earthquake
fire alarm loudspeakers
exits evacuated

1 The ground started shaking

during the
2 The voice coming from the

wamed that a fire had broken out.

3 Alison followed the

fo

avoid getting hurt during the fire.

4 The people left the building
through the ___.

5 | pulled the

because |

smelled smoke in the hallway.

6 The guests

the hotel

because there was a fire.

@ @ Listen and read the poster
again. What should guests not
do if there is a fire?

Listening

@ @ Listen to a conversation
between a hotel employee
and a hotel guest during a
fire. Then choose the correct
answers.

1 Which is true according to the
hotel employeg?

A
B

c

D

The fire is on the ground floor.

The guest should use the
elevator.

There are sprinklers in the
guest rooms.

The fire is spreading quickly.

2 What is the guest worried about?

A
B
Cc

He will get hurt in the fire.
He will not find the exit in time.

The fire will go to other parts
of the hotel.

His belongings will get
damaged.

@

G:
E:
G:
E:
G:
E:

@

6 Listen again, and fill in the blanks.

What's going on? What's that noise?

That's the 1
hotel.

Fire? Oh my goodness! Where is it?

, ir. There's a small fire in the

It's in a guest room on the 2 . :
The third floor! That's near my room. All of my things will burn! l
Sir, its very important that you 3 i
But what about my belongings?

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

What am | supposed to do now?

For now, we have to evacuate the building.

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

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

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

Speaking

(8

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

USE LANGUAGE SUCH AsS:

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

Student A: You are an employee at the hotel. Tell Student B about:

e the type of emergency e what the guest should do

Student B: You are a guest at the hotel. Ask Student A about:

e details of the emergency e what you should do next

Writing

9

Imagine you are a hotel employee. Use the information
from Task 8 to write an announcement for a hotel
(100-120 words). Make sure to answer the following
questions:

@
@
@

What is the emergency?
What should guests do to protect themselves?
What should guests NOT do?

17




Guest Copy

D)

Thank you for staying at the
Sooyal Svind ~Fotel -
Below is a summary of charges for your stay.
Guest  Samson, Oscar 3506 Utrecht Rd,
Dallas, TX 98100 USA

Dates of stay: Jan 06 - Jan 08
Guest number; 14021 Room numbe: '
Date  Descrif arges

Date Descripon O
1766 ¢ E&Em charge 90.00
1/06  Room service 25,00
1/06  Dining service charge 5.00
1/07  Room charge 90.00
-distance calls
e I(i%nr%ir? icz; 80/min) 8.00
~ Amount due at check-out: $2600

Please settle the account by paying the total
balance at the front desk at check-out. Cash,
credit card or personal check payments
accepted. To avoid additional charges, please
pay the balance and return the room keys by

noon. Keep this copy of the hill for your
records. Direct any guestions to the front desk
clerk. We hope you enjoyed your stay; come
back and see us again soon!

i Get ready!

' 0 Before you read the passage, talk about these
questions.

1 What do people need to do before they check out of a hotel?
2 What do people forget at hotels?

Reading

@ Read the hotel bill, and then choose the right answers.

1 What is the purpose of the document?
A to confirm the guest's reservation at the hotel
B to inform the guest of the amount owed to the hotel
C to summarize the guest’s activities at the hotel
D to tell the guest how to make a reservation in the future

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

3 What is probably true about guests who pay their bills after
12pm?
A They get another copy of their bill.
B They pay with credit cards.
C They keep their room keys.
D They have to pay extra money.

Vocabulary

€) Complete the sentences with words or phrases from
the word bank.

@@&@hﬂm_

records personal check service charge
copy room service bill direct

1 Susan does not want to go to the hotel restaurant to eat, so
she orders

2 The university keeps
about each student.

3 Mr. Adams wrote a
4 The original sales receipt was destroyed, but Bill had a

with information

to pay the bill.

for after-hours service.
traffic away from the

5 The company has a

6 The police tried to
accident.

7 John studied the

to determine how much to pay.




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

1

6

Susie has many phone
conversations with people who
are far away. She has a lot of
family out of state. _o_ _-_ _
AT IEION, - KON S

Hector did not pay all he owes
and still has a leftover charge. _
sl My Wi @

Mr. Thomson needed to pay his
bill and finalize all business with
the hotel before he left,
S____8 __ € _Coc__
Trish needed to leave early so
she asked for the paper with her
charges. _ _ | _

Beth didn't have cash, so she
paid with a piece of plastic that
is used to pay for items.
_r_d__
Mrs. Smith pays the company the
money she owes. _m___t _u_

ST,

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

Listening

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

1

What problem does the man have?

A He didn't receive his room
service order.

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

C He was charged too much for
his food.

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

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

B He didn't receive a copy of his bill.
C He pays with a credit card.
D He forgot to retum his room key.

@ © Listen again, and fill in the blanks.

Desk Clerk:  Good morning, Mr. Samson. How may | help you?
Guest: Hello. | need to check out. r
Desk Clerk: Okay. Did you already receive a 1 e
2
Guest: Yes, and | have a question about one of the
2 :
Desk Clerk: What's your question?
Guest: There's a dining 3 for
five dollars. What's that for?
Desk Clerk: Itsaé . That's
charged in addition to the cost of your food.
Guest: | see. In that case, 'm ready to pay.
Desk Clerk: How will you be paying?
Guest: Just5 — ____my Mastercharge card.
Desk Clerk: Okay. That's taken care of. Thank you for
choosing the Royal Point Hotel!
——
Speaking

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

USE LANGUAGE SUCH AS:
How may | help you?
What's your question?
How will you be paying?

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

e a charge on your bill

e method of payment

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

Writing

@) Use the conversation in Task 8 and the bill in Task 2 to
write about your stay at the Royal Point Hotel (100-120
words). Make sure to answer the following questions:

il » How did the front des
e Did you enjoy your sl

[ ]

What was included on 1

sk clerlk help you?

ay?

e
he summalry of charge




Get ready!

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

1 What do restaurant workers say to greet
customers?

2 What problems can occur before a diner is
seated?

Food Service World

Managing Customer Flow

Managing customer flow in restaurants ensures that
customers get the most out of their dining experience. It
also allows restaurants to turn tables faster - which means
a greater profit,

To improve customer flow at your restaurant, make sure to
hire wisely. Your restaurant's host or hostess is the first
person patrons see. He or she is responsible for gresting
guests, leaming their seating preferences (table or booth,
for example), and seating them. The host or hostess also
advises customers of wait times. When hiring, choose
someone who is polite and makes a good impression.

You should also hire somecne who can handle problems at
the front of the restaurant. For example, long wait times
frustrate patrons. In this case, the host or hostess may offer
the customer a comped appetizer or a drink on the house.
The host or hostess should also be familiar with paging
systems (these systems use pagers which buzz or light up
when the patron's table is ready). e

,—-ﬁ‘—"-‘ww T

Reading

@ Read the article from a trade magazine,
and then mark the following statements
as true (T) or false (F).

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

2 __ The host or hostess plays an important role
in managing customer flow.

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

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

June

1 __ A The server offered Ellen a comped
appetizer, so she didn't pay for it.
__ B Randy made a good impression by
being rude to the employer.

2 __ A Peter makes a phone call with a pager.

.t B Rita makes reservations in advance to
avoid wait times.

3 _ A The restaurant patron greeted Lisa and
took her food order.

_ B The owner of the restaurant wants to
turn more tables in order to earn a profit.

. @ Complete the sentences with the correct
‘ words or phrases from the word bank.

L 0
‘.

buzzes booth seats cusiomer flow
on the house paging sysiem

1 The hostess Mr. Wilson at a table

near a window.

2 The alarm clock
to wake up.

when it is time

B e e IR, pe




3 Elensitsata____ with her party, so none of them
have their own chairs.

4 The —____ lets customers know when the hostess is
ready to show them to their table.
5 Ms. Shaffer hopes that the techniques will help improve
at her restaurant.

6 The server offersthe groupadessert ____ because
they had to wait for a long time.

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

: Listening
: @ & Listen to a conversation between a hostess and a
restaurant customer. Then answer the questions.
1 What are the speakers mostly talking about?
A making a reservation at the restaurant
B using the restaurant's paging system
C changing the number of people in a party
D cancelling a dinner reservation

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

@ & Listen again, and fill in the blanks.

Hostess: Good evening, sir. Welcome to the Post Meridian
Restaurant. Do you have a reservation?

Customer: Yes.Its1___ “Jackson’.
Hostess: Here it is: Mr. Jackson, 2

Customer: Actually, 'm expecting two more people. Is it possible
to get a table for six?

Hostess: Yes, but I'm afraid there would be a 3

Customer: How long will the wait be?
Hostess: About ten minutes. Is that okay?
Customer: Yes, that's fine.

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

Customer: That's okay. I'm sure my companions will be here
B -

Hostess: Perfect! Here's a pager. It1l 6
is ready.
Customer: Thank you for your help.

when your table

Speaking
@ With a partner, act out the

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

USE LANGUAGE SUCH AS:

How long will it be?
I'm afraid there would be a... wait.
| just want to remind you that..

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

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

Student B: You are a host or

hostess at a restaurant. Talk to

Student A about;

e how long the wait is

e the restaurant's policies about
seating parties

following questions:

Writing

@) Imagine that you are a host or

hostess at a restaurant. Use
the information from Task 8
and the article in Task 2 to
write instructions for managing
customer flow (100-120 words).
Make sure to answer the

What questions should you
ask new customers?

What information do you
tell new customers?
How can you help
customers who are &
frustrated with long
wait times?




10 | Explaining the menu

e B

=
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i e

Entrées

All entrées are cooked to order.
Entrees come with your choice of soup or salad.

B
e Fried chicken strips,
served with a honey i e
mustard dipping sauce. :
Baked potato skins, served with

any three of the following: o
cheese, bacon, onions, beans,
lettuce. i
e Shrimp platter with cocktail
sauce (serves two). i e

e House salad with our signature i
dressing (low-fat and low-calorie :
option).

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

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

2 What are some ways that food
is prepared?

Reading

@ Read the lunch menu from a
restaurant, and then mark the
following statements as true
(T) or false (F).

1 __The restaurant has menu
options for people on a diet.

2 __Customers are not allowed to
share meals at the
restaurant.

3 __The restaurant doesn't open
until dinner time.

22

Broiled salmon with rice and steamed broccoli
(low-fat and low-calorie option).

Meridian Burger, topped with melted cheese and a
spicy sauce, with a side of our award-winning
fries. :
Steak grilled to perfection, served
with boiled potatoes and peas.
Pork chops simmered in a
sweet and sour sauce, with rice.
Half a roasted chicken, seasoned with herbs, with
a side of our salty potato chips.

e Chocolate brownie
with caramel sauce.
: @ Sieaming hot apple
= pie a la mode.
! e Raspberry sorbet,

with fresh berries
(low-fat option).

as

s VRS

Vocabulary
@ Match the words with the blanks.

1 steamed / baked
Mrs. Johnson
James heated the water and

2 spicy [ sweet

Sarah turned red and her eyes watered because her food
was very

Phillip put four spoonfuls of sugar in his coffee because he
likes it
3 fried / roasted
Mike the chicken for several hours in the oven.
Gina the fish in lots of oil, to make it crispy.
4 grill / simmer

| let the sauce
didn't start to boil.

Dad liked to
over a fire.

5 salty / sour
| put some leman juice into the water because | lke

Jenny felt thirsty because she ate a lot of

the meatloaf in the oven.
the vegetables.

for several minutes, making sure that it

because he preferred to cook outside,

foods.
beef jerky.

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

The cauple ordered two small
dishes which are eaten at the
start of a3 meal.
——_pe_i__rs

We ate steak that was cooked
for a short time at very hot
temperature. _ _oi_e_

Mom set the large plate used
for serving food on the dining
table. _l_t_e_

The chicken was prepared in a
thick. cooked liquid and served
overrice. _a_c¢_

The food tastes great because

it is only prepared when it is

ordered.

G ki, b o_de_
| ate fish with peas for my main
dishofthemeal. _nt_é_

@ @ Listen and read the menu
again. How many main dishes
are available at the restaurant?

Listening

® @ Listen to a conversation
between a restaurant server
and a customer. Then answer
the questions.

1 What is the conversation mostly

about?

A a description of foods on the
menu

B a guide to preparing a dish
C a problem with the man's order
D a compliment about the meal

Why doesn't the man want the
potato skins?

A He does not like baked foods,.

B He prefers dishes that are
fried.

C He cannot eat spicy foods.

D He wants to eat something
sweet.

@ © Listen again, and fill in the blanks.

Server: Hi- my name’s Brittany and Il be your 1
today.

Customer: Hi. | have a question about the 2
Server: What is it?

Customer: | see you have 3
those prepared?

Server: The potato skins are baked, sir.
Customer: |see. And are theyvery4 2
Server: No, but they are salty.

Customer: Oh, | don't like 5
something 6

Server: Then you might like the fried chicken strips.
Customer: Are those sweet?

Server: Well, the chicken isn't sweet. But the dipping sauce

that comes with it is.
Customer: That sounds fantastic. Thanks!

Speaking

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

USE LANGUAGE SUCH AS:
Il be your server today.
Is it very ..?

How are the .. prepared?

. How are

. I'd rather have

Student A: You are a customer at the Post Meridian
Restaurant. Ask Student B about:

e how a dish is prepared

Make up a name for the server.

e what the dishes taste like
Tell Student B the kinds of food you like, how you like it cooked, etc.

Student B: You are a server at the Post Meridian Restaurant.

on the type of food he or she likes.

Answer Student A's questions. Then make a suggestion based

Writing

@ Imagine that you are a food critic. Use the information
from the menu and Task 8 to write a magazine review

of the food you ate at the hotel restaurant (100-120

MAGAZINE FOOD REVIEW.

® How was the food prepared?
e How did the food taste?
e What did you think of the service?

words). Make sure to answer the following questions:
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Write it
| Take the Guesswork Out o Taking Orders §

.....
e

il
Hesraurant Owner Drgest

Jown!

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

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

Get ready!

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

1 What questions do servers ask
when they take orders?

2 How can servers remember the
customer's order?

August

Reading

@ Read the article from a trade magazine,
and then choose the correct answers.

s
\ 5
y

. i

1 What is the article mostly about?

A what questions servers should ask customers
B how to know what a customer will order

C ways that servers can impress customers

D what mistakes servers commonly make

What is good about the pivot point system?

A It allows customers to change their minds.

B It provides information about customers’ seating preferences.
C It only requires a notepad in order to work effectively.

D It helps servers remember customers' orders.

What can be inferred about restaurant servers?

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

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

Vocabulary

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

Ellen keeps a notepad with her to help her remember the orders.
A a system that numbers each seat at a table

B a table with six guests

C a book with papers to write on

The server is busy taking orders.

A asking what the customers want to eat

B making sure about what the customer said
C finding problems

Sara orders her hamburger medium rare.

A cooked so the middle part is warm and grey

B cooked so the middle part is warm and slightly red
C cooked so the middle part is cold and very red




G Choose the correct word or phrase to complete each

senience.
1 The restaurant’s (guesswork / pivot poini system) allows
servers to easily remember customer's orders.

2 Gina cooked the meat for a long time because she likes it
(rare / well done).

3 Alex asks the customers at the (six-top / substitution)
what they want to drink.

@ & Listen and read the article again. In what two
ways can servers impress customers?

Listening
@® & Listen to a conversation between a server and a
restaurant customer. Then answer the questions.
1 What are the speakers mostly talking about?
A a problem with the food
B the availability of a certain dish
C what the customer wants for his meal
D how long it will take to prepare the meal

2 What does the customer decide to change?
A the way his entrée is cooked C the size of the entrée
B the appetizer order D the entrée dish

@ & Listen again, and fill in the blanks.

Server: Good evening. My name is Shirley and [l be your
server tonight. Can | get you started with 1

?
Customer: Yes, I'd like to try the stuffed mushrooms.
Server: Perfect! Il be back with those in just a few moments.

Customer: Actually, I'm 2 = my entrée
as well.

Server: Okay. What 3 ?
Customer: Id like the steak, please.
Server: How would you 4 ?
Rare, medium rare or well done?
Cusiomer: 5_____ s fine.
Server: Medium rare.. Okay. So you're starting with the
stuffed mushrooms. And then you'll move on to a
medium-rare steak.

Customer: Actually, | think I'd like to have the 6
instead of the stuffed mushrooms.

Server: Not a problem. Those will be ready in a few moments.

Customer: Thanks very much.

e What tools/systems

e Why is it important

Speaking

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

USE LANGUAGE SUCH AS:
What will you have?
So you're stariing with...
And then youll move onto...

Siudent A: You are a server at
the Post Meridian Restaurant. Talk
to Student B about what he or
she will order for:

e an appetizer
e an entrée

Make up a name for the server
and make sure to double check
the order.

Student B: You are a customer at
the Post Meridian Restaurant. Talk
to Student A about what you will
have for:

e an appetizer
e an entrée
Then change a part of your order.

Writing

€) Imagine you are a restaurant
server. Use the information
from Task 8 and the article in
Task 2 to write advice about
taking orders (100-120 words).
Make sure to talk about
the following:

do you use to help
you remember
orders?

to double-check
the table’s orders? )




12 Room service
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Get ready!

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

i . =

1 What are some ways to get food at a hotel?  Breakfast - $7 Lunch - $f2 IR 575
2 What are some goed things about ordering FM b_e;r;ies s Bur e e
food to your hotel room? What are the bad ‘ger Srebeales
things? French toast Chicken sandwich  New York steak

7 Panqakg_§tm({t‘h syrup [-‘lgqs:_e_lsg!ad Vegetable pasta

1 For your convenience, the Royal Point Hotel offers 24-hour
room service. To place an order, dial “0" on the hotel room
~ Phone and ask for room service. A room service attendant
. Wwill take your order. Please note that delivery times depend
on the kitchen load.

Upon delivery, room service attendants provide plates and
cuti.ery. When you sign for the food, please note that our
service charge includes a tip. However, guests are welcome to
give an additional tip for excellent service. When you finish your
_pjeal, put the tray on the cart outside the door for collection,

A_Iate-night delivery fee will 'appiy for orders placed after
midnight.

e T room service
g : attendant
e _!- J _ ‘ : ‘ i

- TEMPRAT S

@ Read the hotel's room service menu, and then mark
the following statements as true (T) or false (F).

1 __Food delivery times vary.
2 __ltis necessary to tip the room service attendant.
3 __The hotel adds an extra charge to orders received after 12am.

Vocabulary

&) Complete the sentences with the correct words or
phrases from the word bank.

maﬂ BANK: -

room service attendant
late-night dialed in-room

1 Sara didn't want to leave her hotel room to eat, so she
ordered a meal from the dining menu.

2 Sammy picked up the telephone and
phone number.

3 Laura gave the a tip for the great service.

4 Keith returned to his room late and had to pay a
to order room service.

5 Shelly the order and thanks the employee for
delivering the food.

B S 0t . s s 0 g i

his friend's

{
¢
§
}
£
:

fee
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Attendant: Very well. Could you please 4

Attendant: Just place it on the cart outside your door.

Listening

(@ @ Listen to a conversation between a room service
attendant and a hotel guest. Then choose the correct
answers.

1 According to the dialogue, what does the room service

attendant’s job involve?

A collecting the room service trays
B preparing room service orders

C collecting money from guests

D delivering room service orders

What question does the guest have about the receipt?
A why there's an additional charge on her bill

B how much she should give as a tip

C where to sign for the meal

D how much extra she pays for late-night deliveries

@ © Listen again, and fill in the blanks.

Attendant: Good evening, ma'am. | have your 1

. May | come in?

Guest: Yes, of course.

Attendant: Where would you like me to put the tray?

@ @ Listen and read the menu again. What two things
do servers bring with a food delivery?

C

Guest: There's space 2

Attendant: Okay.Here'syour3 ____ and napkin. Is

there anything else | can do for you?
Guest: No, everything is fine, thanks.

?

Guest: Sure. Um.. | see there’s an exira fee on here.
5 ?

Attendant: After midnight, the hotel adds a 6 -

to all deliveries.

Guest: That makes sense. One more thing - what do | do

with the tray after | finish eating?

Someone will remove it for you.

Guest: Great. Have a good night!

Speaking

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

USE LANGUAGE SUCH AS:
| have your room service order.

There’s an exira fee on here.

After midnight, the hotel adds a
late-night fee.

Siudent A: You are the guest.
Ask Student B questions about:

e the charges on the receipt
e where to leave the tray

Student B: You are the room
service attendant. Answer Student
A's questions. Make sure he or
she understands the room service
system.

Writing

©) Imagine that you ordered
room service at a hotel. Use
the conversation from Task 8
to write a review of the
hotel’'s room service (100-120
words). Make sure to answer
the following questions:

e What did you think of the room
service attendant’s attitude?

e What fees were charged for
the service?

e What kind of instructions did the
room service attendant give?
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@ Read the job posting from a hotel’s
website, and then mark the following
statements as true (T) or false (F).

1 __ The maitre d' is a higher position than the
banquet server.

2 __ Banquet servers fill out damage reports for ,

¥ : equipment.
Employer: ’ _ 3 __ Banquet servers have to be able to lift
The Post Meridian Restaurant at e Royal Point Hotel equipment.
Job Title: Banquet Server  following them.
| Purpose: The banquet server @ reporting damaged Vocabul ary
| wil serve all food and drink at  equipment to the Banquet .
| hotel functions. Manager. @ Complete the word or phrase that is
| Reports to: Banguet Required Tools: The | similar in meaning to the underlined part.
W Manager, Banquet Captain, banquet server will use several , :
| Maitre D' tools to complete his or her 1 The banquet server placed the dirty dishes
duties. These tools include: into a large tray used for clearing tables.
Primary Duties: Banquet : p
servers for the Royal Point e toasters, microwaves, an [ RPN
Hotel have many duties. These b mhams 2 The banquet captain assigned Sarah lots of
AR MRS o beverage machines small tasks in addition to her regular duties.
o attending pre-meal o silverware, dishware, and S
meetings with other glassware

3 Steven filled the container on wheels with
several shelves with food. _ _e __ _a__
[ Y

@ Choose the word that is closest in

banquet staff members. o bus trays and Queen Mary ‘

'J e serving guests during hotel carts

ing sure the
avans af';'gt;”b?g' g ¥ Qualifications: Banquet
e G ‘ Servers must be able to fift at

o completing all assigned |gast fifty pounds. Previous. meaning to the underlined part.
sidework. experience in food service is
o knowing what the liquor preferable. 1 The person who leads a team of banguet

liability laws are and workers instructed the employees to bus

tables.
A banquet server C maitre d
B banquet captain

\\\".l\m

SN Py

| 2 |warm up my lunch in the machine for heating
-

= food.

== A coffee maker C microwave

BN

B beverage machine

3 Preston placed the set of forks. spoons. and
knives used for eating on the table.

A silverware B glassware  C dishware

/4 Paul poured a cup of coffee from the large
round container with a lid.

A pre-meal meeting C toaster
B umn

Get ready!

@ Before you read the passage,

talk about these questions. 5 As banquet manager, Rosie is in charge of

supervising special events at the hotel,
A functions C bus trays
B liquor liability laws

1 What events are hosted at hotels?
2 What workers help at the events?




@ © Listen and read the job posting again.
What must a banquet server be physically
able to do?

Listening

@ © Listen to a conversation between a
restaurant employee and a job candidate.
Then answer the following questions.
1 What is the conversation mainly about?

A the responsibilities of the position

B the need for training on the job

C where to get a job application

D ways to get experience in food service

2 What is NOT true about the woman?
A She has experience in food service.

B She wants to apply to be a banquet server.
C She worked as a banquet server in the past.

D She read about the job on the Internet.
@ & Listen again, and fill in the blanks.

Candidate: Good morning. I'm here about the (™
1 position.

Employee: Okay-vyoullhaveto2

an application.

Candidate: No problem. | do have one question,
though.

Employee: Sure - what is it?

Candidate: Well, 3 says
experience is preferred. Does that
mean experience as a banquet
server?

Employee: No, not necessarily.

Candidate: Oh, good. I've never worked in
4 .

Employee: Basically, we're looking for people
who have worked in food service

before.
Candidate: Food service.. like as a
5___ atarestaurant?

Employee: Exactly. Do you have any
experience waiting tables?

Candidate: 6 ,

Employee: That's helpful. Make sure to mention &

that on your job application.
Candidate:  Thanks, | will.

Speaking

@ With a partner, act out the roles below,

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

USE LANGUAGE SUCH AS:

f'm here about the .. position.
I do have one question, though.
Make sure to mention that on your job application.

Student A: You are a job candidate. Talk to
Student B about:

e the position you're interested in

e a question you have about the job

o how to apply for the job

Make up some work experience in a restaurant.

Student B: You are an employee at the Post
Meridian Restaurant. Answer Student A's
questions about the job.

Writing

©) Imagine that you are a banquet manager.

Use the conversation from Task 8 and the
job posting in Task 2 to describe the
duties of a banquet server for applicants
(100-120 words). Make sure to answer the
following questions:

What do banquet
servers do?

How can someone
apply for the job?




Get ready!

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

1 What are the different places to store food in
a kitchen?

2 What are some safety rules about storing food?

Proper storage
is important to the
preservation of food. Good
storage prevents dangerous
food spoilage. Read the following
food safety rules for the fridge,
pantry, and walk-in freezer:

Fridge '
‘temperature between 0

and 5 degrees Celsius. Cover and

label food properly. From top to

bottom, organize food on the fridge
- shelves in the following order:

e Cooked and ready-io-eat foods

e Fresh fruit and vegetables

e Seafood and eggs

e Beef and pork products

e Poultry products

Pantry

se ntry to store dry goods
such as bread, pasta, and canned
goods. Keep the pantry clean and
dry to avoid attracting insects. And
 remember to use the “first in, first
out” system. That means that you
always use the oldest food first.
That way, you use all food before
the expiration date.

Walk=in freezer

ore different frozen goods
separately. Stock clean ice bags
for drinks served on ice. Label and
date all food.

Read'ing

@ Read this poster from a restaurant kitchen,
and then choose the correct answers.
1 What is the purpose of the poster?
A to teach workers about nutrition
B to explain how to identify spoiled food
C to show where to place shelves in a kitchen
D to describe how to store food safely

2 According to the passage, which is NOT a rule
about food storage?

,é% A use the *first in, first out” system for dry goods
B store pouliry on the top shelf of the fridge
C keep canned goods in the pantry

D store ready-to-eat foods in the fridge

3 Restaurant workers should always use older
food first to avoid...

A spending time on organization.
B running out of storage space.
C attracting bugs to the pantry.
D using expired food.

Vocabulary

@ Match the words and phrases (1-9) with
the definitions (A-I).

6 __ expiration date
— preservation

1 __spoilage
2 __fridge 7
3 __pantry 8 __set the temperature
4 __ walk-in freezer 9 __ pork

5 __seafood

A

a large, cooled room used for storing frozen
food

B to adjust how hot or cold something is

C food products made from fish and other
animals that live in the sea

D a specific time after which food is no longer
safe to eat

E food products made from pig meat

F a place for keeping food chilled, but not frozen
G a storage room with shelves for dry foods

H being ruined or unsafe fo eat

I the process of keeping food safe and fresh




@ Match the words or phrases with the blanks. Speaking

1 beef / pouliry @ With a partner, act out the
Leslie is allergic to —________ so she cannot eat chicken roles below, based on the

dialogue from Task 7. Decide

or any other type of hird.
who Student A and Student B

Many families in the area raise cows,so ____ dishes ;

are very popular there. are. Then switch roles.
2 dry goods / canned goods USE LANGUAGE SUCH AS:

The pantry is stocked with all different kindsof That must be the food

like pasta, rice and cereal. shipment.

such as soup usually stay fresh for a long time. You can help put the food away.

3 onice [ ready-to-eat Can you do me a favor?

|usually keepsome ____ foods to eat when | do

Mot have Timsito cook: Student A: You are an executive

Restaurants usually put drinks ___ {0 keep them chef at a restaurant. Give Student
cold. B instructions about:
| . L. e what type of food is in the
@ ¢¢ Listen and read the poster again. How is it shipment
: ; 4
possible to keep insecis away from a pantry? o Fioi e piEpaHy: St the fiea
LlStenmg Siudent B: You are a worker at a
6 ¢ Listen to a conversation between an executive restaurant. A food shipment arrives.
chef and a prep worker at a restaurant. Then mark the Respond to Student B's instructions.

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

1 __ The executive chef wants the worker to put the food away. Writing
2 __The shipment contains dry goods.

3 __The worker isn't familiar with the first in, first out system. @ Imagine that you are executive

chef at a restaurant. Use the
information from Task 8 and

@ © Listen again, and fill in the blanks. the poster in Task 2 to write
- instructions to a new worker
Worker: Chef, there's a truck outside of the kitchen, ' on how to properly store food
Chef: That must be the 1 : ' (100-120 words). Make sure to
Worker: Doyouwantmeto2__ the boxes? answer the following
Chef: No, someone else will unload them. But you can help , queflgs
3 away. :
Worker: I'd be happy to help. e Where is food stored in
Chef: Thisisashipmentofd _____ - mostly pasia- the kitchen?
and canned food. e How is food stored in
Worker: All of that goesinthe 5 right? each area?

o What are a few ways
to make sure food is
stored safely?

Chef: That's right. When you start, can you do me a favor?
Worker: Sure - what is it?
Chef: Make sure to move up the older items to the front of
the shelf. And put the new items in the back.
Worker: No problem. | used the 'first in, first out” system at my
old job, too.
Chef: Good. That helps us use the food before it 6




19 Ordering food supplies

The Post Meridian Restaurant !
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tlem | Quantity | Par Level

|

i

|
Steak ‘QEKQ 30kg I
|

i

{

|

I

|

- .! : é

: E; e Potatoes | 16kg 20kg
N e =N e =

| % Rice 20kg 20kg

4
.-. %

[nventory ML b

Hello John,
The maitre d' tells me you'l be ordering this week's food supply.

o = First, you need to determine how muc .
?5‘- taken inventory, but make sure o check the storeroom to verify

“. the quantities. Then use the par level to figure out what items we're
running low on or are out of. These items need to be reordered.

Next, contact one of our vendors. l've already checked the
for these vendors and asked about their packing dates.

Here are some pointers 10 help you. l
h food to order. I've already |
|

Get ready! Vol & e cferences
@ So any distributor you choose should give you quality service and :
o Before you read the passage products.
talk about these questions, j Finally, try to obtain the best deal possible from the vendor, Be sure |
£ to negotiate product standards and agree upon a delivery schedule. j
otiate product prices to fit within our food

1 Where do restaurants get their i ﬁ{lsgégake sure to neg
ﬂ 4

food supplies from?
Jason Amold, Executive Chef (WK: 158, FK: 7.37) l

2 How do restaurant owners know when
they need more supplies? U et R e, =R E g
Rea = R s B IR e seee R— q
ding Vocabulary

@ Match the words and phrases

@ Read th i i
e restaurant inventory list and notes, and then (1-8) with
-8) with the definitions (A-H)

choose the correct answers.

1 __inventory 5 __distributor
__quantity 6 __ storeroom
__food budget 7 __reorder

1 According to the passage, what is the par level used for?
2
3
4 __ par level 8 __outof
A

A verifying packing dates
B negotiating with vendors
C contacting distributors
D determining supply levels 4 per b

son or business that
provides restaurants with

2 i AT
iu’hm: of the following is John NOT responsible for?
checking the storeroom ' supplies
B contacting a vendor B the maximum amount of money
C asking about packing dates . a restaurant ca‘n spend on food
D negotiating product prices aiplace where iterms;arciept
until they are needed

D alist of all the items in a business

3 What can you infer about Jason Amold?
E to buy more of something

A He i i istri
decides which distributor the restaurant uses.
F the amount of food a re
staurant

B H
e has ordered food for the restaurant before. hould al
should always have available

C He typicall § ithi
= ypically doesn't stay within the restaurant's food budget. G i
e has been an executive chef for a short time i 1 I SRS

<L

the amount of something
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@ Put a check (v) next to the response that answers the
question.

1 Do you know the packing date for these eggs?
A _ Yes, they were placed in containers on March 1st,
B _ Yes, they were in the storeroom near the steak.

2 s the restaurant running low on lobster?
A _ Yes, there is plenty of lobster available.
B _ Yes, there are only a few of them left.

3 Are there many vendors in town?
A _ No, there aren't many people selling things.
B _ No, there aren't many exotic foods.

@ & Listen and read the list and notes again. How
many kilos of food need to be ordered to get back to
desired stock levels?

Listening

@ @ Listen to a conversation between an executive
chef and a vendor. Then mark the following
statements as irue (T) or false (F).

1 _ The Post Meridian Restaurant is 5 kilograms under par for
shrimp.

2 __ The half-price deal is for orders of 10 kilograms or more of
shrimp.

3 _ The delivery date for the items is March 3rd.

@ © Listen again, and fill in the blanks.

Vendor:  Thank you for calling Seaside Distribution. This is Beth. s

Chef: Hi, Beth. This is Jason Armold from the Post Meridian
Restaurant.

Vendor:  Oh, hi Jason. How can | help you?
Chef: Ineedtol
Vendor:  No problem. How much do you need?
Chef:  Well, were about 5 kilograms 2 ;
Vendor: 5 kilos of steak, then. And how 3 for

shrimp?
Chef: Wehaved4 _ _ shrimp. Why do you ask?

Vendor: We're offering a deal on shrimp right now. Order 10
kilograms or more and get it 5 ARSI
Chef: That's a good deal. Il take 20 kilos of shrimp. | can use
it in a steak and shrimp special at the restaurant.
Vendor:  Okay. Now, what 6 would work
best for you? We can deliver the items to your
restaurant on March 3rd or March 13th.
Chef: March 3rd would be great. Thank you.

e What delivery date would

Speaking
@ with a partner, act out the

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

USE LANGUAGE SUCH AS:
How much do you need?
How are you set for .7

What delivery date would work
best for you?

Student A: You are a vendor. Ask
Student B questions to find out:

e how much food the restaurant
needs

e if he or she is interested in a
special deal

Create details for you and your
company.

Student B: You are an employee
at the Post Meridian Restaurant.
Order more food. Respond to
Student A’s questions.

Writing

(9] Imagine that you are an

executive chef. Use the
conversation from Task 8 to
write a note for the restaurant
employee ordering this
month’s food supply (100-120
words). Make sure to answer
the following questions:

e What items is the
restaurant running low on?

e How much food does the
restaurant need?

be best?
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3 la mode [ADJ-U10] If something is a la mode, it is served with ice cream.
access [N-UNCOUNT-U2] Access is the ability to get or use something.
adjacent [AD-U3] If something is adjacent to something else, the two things are next to each other.

amount due [N-COUNT-U8] The amount due is the total money that a person must pay for a product or service.

appetizer [N-COUNT-U10] An appetizer is a small amount of food that is eaten at the start of a meal.
arch [N-COUNT-U7] An arch is a curved doorway.

arena [N-COUNT-U5] An arena is a place where athletes play sports.

bake [VI/VT-U10] To bake is to use the dry heat of an oven to cook food.

balance [N-COUNT-U8] The balance is the amount of money left in an account or left owed on a bill.

banquet captain [N-COUNT-U13] A banquet captain is a person who works in food services. He or she supervises
the banquet staff.

banquet manager [N-COUNT-U13] A banquet manager is a person who works in food services. He or she
organizes an event and makes sure it runs smoothly.

banquet server [N-COUNT-U13] A banquet server is a person who works in food services. He or she serves food
and drink to guests and performs sidework.

base rate [N-COUNT-U3] The base rate is the standard cost.

beef [ADJ-U14] Beef products are food products made from the meat of cows.

beverage machines [N-COUNT-U13] Beverage machines are devices that dispense different kinds of drinks.
bill [N-COUNT-UB8] A hill is a piece of paper that shows how much money is owed.

booking agent [N-COUNT-U3] A booking agent is a person who makes reservations.

booth [N-COUNT-U9] A booth is a type of seating that is comprised of a table and two benches.

broil [VI/VT-U10] To broil is to cook food under direct, intense heat for a short time.

bus schedule [N-COUNT-U6] A bus schedule is a list of what times buses operate throughout the day.

bus stop [N-COUNT-UE] A bus stop is the location where a bus drops off and picks up passengers.

bus trays [N-COUNT-U13] A bus tray is a large tray used for clearing tables.

buzz [V-T-U9] To buzz is to make a low sound through vibrations.

canned goods [N-COUNT-U14] Canned goods are foods like soup and vegetables which are stored in a can.
carpet [N-COUNT -U4] A carpet is soft material that covers the floor.

cart [N-COUNT-U12] A cart is a big container on wheels, that a person pushes. It is used for carrying items.

catch a mistake [V PHRASE-U11] To catch a mistake is to find a problem with something.

check-in counter [N-COUNT-UB] A gate is the area at the front of the airport where passengers check in for their flights.

coffee maker [N-COUNT-U13] A coffee maker is a machine used to make coffee.
comped [ADJ-U8] Something that is comped is provided for free from a business.
complimentary [ADJ -U2] Something that is complimentary is free.

confirm [V-l or T-U3] To confirm is to check if something is correct and true.

confirmation number [N-COUNT-U3] A confirmation number is a series of numbers that proves that a reservation
has been made.




cooked to order [ADJ-U10] Something that is cooked to order is not pre-prepared or cooked in bulk. It is only
cooked after an order has been placed.

copy [N-COUNT-UB] A copy is something that is made to look exactly like an original.

counter [N-COUNT-U4] Counters are surfaces commonly found in kitchens and bathrooms which people can set
items on.

credit card [N-COUNT-U8] A credit card is a plastic card used to make payments. The money is taken from the
spender later.

customer flow [N-UNCOUNT-US] Customer flow refers to the rate and efficiency with which customers arrive and
are served at a business.

cutlery [N-UNCOUNT-U12] Cutlery is the knives, forks and spoons that a person uses to eat food.
delivery time [N-COUNT-U12] A delivery time is the amount of time it takes for something to arrive.
depart [V-I-UB] To depart is to leave

dial [VI /VT-U12] To dial a phone number is to press the buttons on a telephone in order to make a call.
direct [V-T-U8] To direct a question is to ask it of someone in particular.

discount [N-COUNT-U1] A discount is a reduced price.

dishware [N-UNCOUNT-U13] Dishware are sets of plates.

disinfect [V-T -U4] To disinfect something is to use chemicals to kill germs on its surfaces.

distributor [N-COUNT-U15] A distributor is a person or business that provides restaurants with supplies.

Do Not Disturb sign (DND) [N-COUNT -U4] A do not disturb sign is a card that indicates that hotel guests do not
want hotel staff to enter the room.

double check [V PHRASE-U11] To double check something is to make sure it's correct.

dry goods [N-COUNT-U14] Dry goods include bread, cereal, and rice that do not need to be kept cold.

early check-in [N-UNCOUNT-U2] Early check-in is getting a hotel room before the normal check-in time.
earthquake [N-COUNT-U7] An earthquake happens when the ground moves.

elevator [N-COUNT-U7] An elevator is a machine that takes people up and down between the floors in a building.

eligible [ADJ-U1] If someone is eligible for something , he or she meets the conditions to participate in something,
such as a sale or an activity.

enroll [VI/VT-U2] To enroll in a service or club is to officially become a part of that group.

entrée [N-COUNT-U10] An entrée is the main dish of a meal that is usually biggest dish of the meal.
evacuate [V-T-U7] To evacuate a place is to leave it for safety reasons.

exclusive [ADJ -U2] Something that is exclusive is only meant for a limited number of people.
exhibition [N-COUNT-US] An exhibition is a public display of art items, like paintings or sculptures.
exit [N-COUNT-U7] An exit is a way out of a building.

expiration date [N-COUNT-U14] An expiration date is the date on which food is no longer safe to eat.
fare [N-COUNT-U6] A fare is the amount of money needed to use a public vehicle.

fee [N-COUNT-U12] A fee is a sum of money that you pay for a service, or in order to do something.
fire alarm [N-COUNT-U7] A fire alarm is an item that makes a loud noise if there is a fire.

food budget [N-COUNT or UNCOUNT-U15] The food budget is the maximum amount of money that a restaurant
can spend on food.

w
N
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fridge [N-COUNT-U14] A fridge is a place used to keep food cold.

fry [VI/VT-U10] To fry something is to cook it in either hot fat or hot oil.

functions [N-COUNT-U13] Functions are events.

garden view [N-COUNT-U1] A room has a garden view when one can see a garden from it.
glassware [N-UNCOUNT-U13] Glassware are sets of cups and other glasses used for drinking.
grill [VI/VT-U10] To grill something is to cook food over a fire.

guaranteed [ADJ -U2] Something that is guaranteed is promised.

guesswork [N-UNCOUNT-U1] Guesswork is the act of making a guess about something because you do not have
enough information.

hail a cab [V PHRASE-U6] To hail a cab is to indicate to a taxi that you would like a ride.

heavy furniture [N-UNCOUNT-U7] Heavy furniture are items in a room that are hard to move, like a desk.
high season [N-UNCOUNT-U1] The high season is when most people travel.

hotspot [N-COUNT-U5] A hotspot is place that is very popular.

inquiry [N-COUNT-U3] An inquiry is a question.

in-room [ADJ-U12] If a service is in-room, it takes place in your hotel room. You do not have to leave your room in
order to receive this type of service.

insider [N-COUNT-U5] An insider has special information that is not available to everybody.
intercom [N-COUNT-U7] An intercom is a system used to communicate with a whole building.
inventory [N-COUNT-U15] To take inventory is to make a list of all the items in a place.

kitchen load [N-UNCOUNT-U12] A kitchen load refers to how busy a kitchen is and the number of orders the
kitchen is trying to fill.

kitchenette [N-COUNT-U1] A kitchenette is a small space in a hotel room used to prepare food.
late-night [ADJ-U12] If something is late-night, it takes place after regular business hours, often after midnight.
level [N-COUNT-U2] A level is a measure of achievement.

liquor liability laws [N-COUNT-U13] Liquor liability laws are sets of rules that hold restaurants that sell liquor
responsible for the actions of customers.

long-distance call [N-COUNT-U8] A long-distance call is a phone conversation made from one place to another
place a long way away, usually to a different state or country.

loudspeaker [N-COUNT-U7] A loudspeaker is a device that plays sounds over a large area to give people
important information.

loyalty program [N-COUNT-U2] A loyalty program gives benefits to people who use a service often.
maitre d' [N-COUNT-U13] A maitire d'is the person who is in charge of a restaurant.

make a bed [V PHRASE-U4] To make a bed is to put the sheets and covers back on the bed after someone
sleeps in it.

make a good impression [V PHRASE-U9] To make a good impression is to behave in a way that makes others
think well of you and your business.

match [N-COUNT-U5] A match is a competition between two athletes or two teams.
medium rare [ADJ-U11] If meat is medium rare, it is cooked until it is slightly red inside and warm.

microwave [N-COUNT-U13] A microwave is a machine used for heating food.




multi-ingual [ADJ-U5] Someone who is multi-lingual is able to speak two or more languages.

museum [N-COUNT-U5] A museum is a place that displays history, science, and art objects.

notepad [N-COUNT-U11] A notepad is a collection of papers that you can write on.

occupancy [N-UNCOUNT-U3] Occupancy is a person’s use of a room during a trip.

ocean view [N-COUNT-U1] A room has an ocean view when one can see the ocean from it.

off season [N-UNCOUNT-U1] The off season is when few people travel.

on duty [PREP PHRASE-U5] Being on duty is working or being responsible for tasks at a job.

on ice [ADJ-U14] If something is served on ice, it is served with ice to keep it cold.

on the house [PREP PHRASE-U9] Something that is on the house is provided for free from a business.
on-call [ADJ-U6] If a person is on-call, he or she is to be available to work when needed.

out of [PHRASAL V-U15] To be out of something is to not have anymore of it.

packing date [N-COUNT-U15] The packing date is a date teling when a food item was packaged.
pager [N-COUNT-U9] A pager is a device that alerts people when a business is ready to serve them.

paging system [N-COUNT-U9] A paging system is a device that restaurants use to alert customers that the
business is ready to serve them.

pantry [N-COUNT-U14] A pantry is a storage room for dry foods.

par level [N-COUNT-U15] The par level is the amount of food and supplies that a restaurant should always have available.
partner [N-COUNT-U2] A pariner is a company that shares business with another.

patron [N-COUNT-U9] A patron is a customer at a business.

personal check [N-COUNT-US8] A personal check is a printed piece of paper used to make a payment. The money
is taken from the account later.

pivot point system [N-COUNT-U11] A pivot point system is a system used at restaurants to help servers remember
what each guest at a table remembers. It involves numbering each seat at a table, so servers can quickly write
the order next to the correct number.

platter [N-COUNT-U10] A platter is a big plate that is used for serving food.

podium [N-COUNT-U5] A podium is a box-like stand with tall sides that people stand behind sometimes.
pork [ADJ-U14] Pork products are food products made from the meat of pigs.

poultry [ADJ-U14] Poultry products are food products made from chickens, turkeys , and other birds.
precaution [N-COUNT-U7] A precaution is an action you take to keep bad things from happening.

pre-meal meeting [N-COUNT-U13] A pre-meal meeting is a gathering held before an event. At these meetings, the
banquet staff talks about the details of an event and how it will be run.

preservation [N-UNCOUNT-U14] Preservation is the process of keeping food safe and fresh.
quantity [N-COUNT or UNCOUNT-U15] The quantity of something is the amount.

Queen Mary cart [N-COUNT-U13] A Queen-Mary cart is a cart with several shelves. It is used to move food or
dishes from one place to another.

rack rate [N-COUNT-U1] The rack rate is the cost of a hotel room before discounts are given.
rare [ADJ-U11] If meat is rare, it is cooked for a short amount of time so that it is very red inside and slightly warm.
ready-to-eat [ADJ-U14] If a food is ready-to-eat, it does not require any cooking or preparation to eat.

records [N-COUNT/UNCOUNT-U8] Records are pieces of information that are kept in case they are needed later.
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reorder [VT-U15] To reorder something is to purchase more of it.

repeat customer [N-COUNT-UZ] A repeat customer is a person who uses a business again and again.

respond [V-I-U3] To respond to something or somebody is to answer that person.

reward [N-COUNT-U2] A reward is something given in return for doing something good.

roast [VI/VT-U10] To roast something is to use the dry heat of an oven to cook food.

room preference [N-UNCOUNT-U1] A room preference is the kind of room a guest wants.

room service [N-UNCOUNT-U8] Room service invalves bringing food and drinks to hotel rooms at the guest's request.

room service attendant [N-COUNT-U12] A room service attendant is the hotel employee who brings your food and
drink order to your hotel room.

route [N-COUNT-UB] A route is the specific course that vehicles take while they are driving.

run [V-I-U6] To run is to travel.

running low [V PHRASE-U15] To be running low on something is to almost be out of it.

salty [ADJ-U10] If something is salty, it tastes of salt or has a lot of salt in it.

sauce [N-COUNT-U10] A sauce is a thick liquid served with food to give it flavor.

seafood [N-UNCOUNT-U14] Seafood is food that is made from fish and other animals that live in the water.
seat [V-T-U9] To seat someone is to show him or her to a seat in a business.

seek protection [V PHRASE -U7] To seek protection is to look for a safe place.

service charge [N-COUNT-UB] A service charge is money added to the price of a bill when a service is done for someone.
set the temperature [V-PHRASE-U14] To set the temperature is fo adjust how hot or cold something is.
settle the account [V PHRASE] To settle the account is to pay the total amount owed.

sheet [N-COUNT-U4] A sheet is a piece of cloth that protects matiresses.

shopping district [N-COUNT-U5] A shopping district is a part of a city where there are many places to buy
different items, like clothes.

shuttle [N-COUNT-U6] A shuttle is a private vehicle, usually a van, that takes passengers to and from locations.
sidework [N-UNCOUNT-U13] Sidework is any small task done in addition to a person's regular job duties.

sign for [V PHRASE-U12] To sign for something is to show that you have received an item or service, by writing your
name on a receipt. This signature sometimes confirms that you will pay for the item or service you received.

silverware [N-UNCOUNT-U13] Silverware are sets of forks, spoons, and knives used for eating.
simmer [V-] or T-U10] To simmer something is to cook food slowly, at a temperature close to boiling.
sink [N-COUNT -U4] A sink is a bowl-shaped item that people use to wash their hands and clean items.

six-top [N-COUNT-UT1] A six-top is a restaurant term that refers to the number of guests at a table. For example, a
six-top is a table with six guests. A four-top is a table with four guests, etc.

sour [ADJ-U10] If something is sour, it has a sharp, acidic taste.

special offer [N-COUNT-U1] A special offer is a lower price on an item, usually for a limited time.

special request [N-COUNT-U3] A special request is the act of asking for a different or unusual thing.

spicy [ADJ-U10] If something is spicy, it tastes strong and hot. It may produce a burning sensation in the mouth.
spoilage [N-UNCOUNT-U14] Spoilage is the condition of food that is ruined and unsafe to eat.

sprinkler [N-COUNT-U7] A sprinkler is a safety device that sprays water in a building in the event of a fire.




stay-over [N-COUNT-U4] A stay-over refers to a room that has hotel guests who will remain another night.

steam [VI/VT-U10] To steam something is to use the steam coming from a heated liquid to cook food.
storeroom [N-COUNT-U15] A storeroom is a place where items such as food or equipment are kept until they are needed.

subject to availability [ADJ-U1] Something that is subject to availabil ity can only be used or bought if there are
sufficient amounts of the item left.

substitution [N-COUNT-U11] A substitution in a restaurant is a dish that customers request in place of what is
usually offered.

summary of charges [N-COUNT-UB] A summary of charges is a clear list of facts about all of the money owed on a bill.
sweet [ADJ-U10] If something is sweet, it tastes of sugar or has a lot of sugar in it.

take an order [V PHRASE-U1] To take an order is to ask restaurant customers what they want to eat.

taxi [N-COUNT-U6] A taxi is a public vehicle, usually an automobile, that takes passengers to and from locations.
tip [N-COUNT-UB] A tip is the amount of money you give a service worker once they have completed a job for you.
toaster [N-COUNT-U13] A toaster is a machine used to toast bread.

toilet [N-COUNT-U4] A toilet is bowl-shaped container that is typically found in bathrooms.

toiletries [N-COUNT-U4] Toiletries are items like shampoo and soap that people use to keep themselves clean.
towels [N-COUNT-U4] Towels are pieces of cloth that people use to dry themselves with.

towels and trash service [N PHRASE-U4] Towels and trash service is a service that involves changing the towels
and emptying the trash in hotel rooms.

trash bin [N-COUNT-U4] A trash bin is a container in which people throw away items.

tray [N-COUNT-U12] A tray is a flat piece of wood, plastic or metal, with raised edges, that a person holds in order
to carry things like plates or drinks.

trendy [ADJ-U5] A person or business that is modern and fashionable can be considered trendy.
tub [N-UNCOUN-U4] A tub is a large container that holds a lot of water and that people use to clean themselves in.

turn tables [V PHRASE-U9] To turn tables is the completion of service for a table of customers at a restaurant,
allowing the employees to prepare the table for a new set of customers.

turndown service [N-UNCOUNT-U2] Turndown setvice involves preparing a bed for a guest to sleep in, changing
the towels and other services.

upon arrival [ADY PHRASE-U1] To do something upon arrival is to do it just after getting to a place.

urn [N-COUNT-U13] An urn is a large and round container with a lid. It is used for serving coffee or other hot drinks.
vacuum [V-I or T-U4] To vacuum something is to use a machine to suck small pieces of dirt from it.

vendors [N-COUNT-U15] Vendors are people who sell things.

VIP [N-COUNT-U4] A VIP is a “very important person’”.

wait time [N-UNCOUNT-U9] Wait time is the amount of time customers have to wait until the business is ready to
serve them.

walk-in freezer [N-COUNT-U14] A walk-in freezer is a large, cooled room used for storing frozen food.
well done [ADJ-UM1] If meat is well done, it is cooked until is grey or brown throughout and is warm.

with reference to [PREP PHRASE -U3] If something is written with reference to something else, it is about something else.







