Lesson Nine

Checking Out结账离店
Background：

Hotels are often involved in business affairs. A hotel is a building for public accommodation that furnishes lodging and usually provides meals, beverages, and many personal services. Hotels often provide entertainment, rooms for meetings, banquets, or balls; shops of various kinds; commodious lobbies; and cafes, bars, and restaurants. Commercial hotels, resort hotels, residential hotels and motels have been developed fast to cater to the varied needs of today’s traveling public. At the same time, hotel chains have established  themselves as the dominant force in the industry. 

I. Learning objectives:

  In this unit, students will learn
1. how to do the work of “checking out” successfully

2. how to be a qualified front-desk employee
3. how to introduce Chinese medicine and health to guests
II. Pre-class activities---lead-in dialogue

Case study：
Such  Service Words
（ This is happening in lunch time between a Chinese waitress and an old guest from Taiwan with an empty bowl before the old man.）

The waitress: 您好，先生！
The old man: How do you do！

The waitress: 请问老先生，您还要饭吗？
The old man: Girl, I’m over 70 yeras this year.I can earn my own living so I haven’t   begged for food for a whole year.
The waitress: 那先生您完了吗？
The old man:  What ? I’m hale and hearty. I’ll not die at once. 
The waitress: 先生，您错了。
The old man: Am I wrong? Why? Yes, I am wrong. I shouldn’t be in this hotel！ 

Questions:
1. Can you describe the old man’s feeling?

2. Do you think the waitress is rude? 

3. If you were the waitress,what would you serve the old man?

译文：
如此服务用语
在某地一家饭店餐厅的午餐时间，来自台湾的旅游团在此用餐，当服务员发现一位70多岁的老人面前是空饭碗时，就轻步走上前，柔声说道：“请问老先生，您还要饭吗？”那位先生摇了摇头。服务员又问道：“那先生您完了吗？”只见那位老先生冷冷一笑，说：“小姐，我今年70多岁了，自食其力，这辈子还没落到要饭吃的地步，怎么会要饭呢？我的身体还硬朗着呢，不会一下子完的。”由此可见，由于服务员用词不合语法，不和规范，不注意对方的年龄，尽管出于好心，却在无意中伤害了客人，这不能怪客人的敏感和多疑。
III．In-class learning 
Part A    Dialogue 

Checking Out结账离店
A：Good morning. I would like to pay the bill.

B：I’ll be right with you. Mr. House…Have you made any long distance calls, please?

A：Yes. Last night to Rome.

B：How would you like to take care of it?

A：Can I pay my bill with a traveler’s check?

B：I’m sorry, sir. We only accept RMB or a credit card.

A：That being the case, I’ll pay with American Express.

B：Of course, sir. If you would just check the additional charges and sign, that will be everything.

A：Everything seems to be in order.

B：Here is your receipt. We hope you will stay with us again.

A：Thanks a lot .
B：you’re welcome.
Notes:
1. pay the bill 算账，付钱

2. traveler’s check 旅行支票

3. long distance call 长途电话

4. That being the case=in that case 如果是那样的话

5. in order 正常

译文：

A：上午好，我要结账。
B：好的，您请稍等，豪斯先生……请问您打过长途电话没有？
A：是的，昨天晚上往罗马打过一次。
B：您想怎么付费？
A：我可以用旅行支票付费吗？
B：对不起，先生。我们只接受人民币和信用卡。
A：既然这样，我就用美国运通卡付账吧。
B：没问题，先生，您只要确认一下额外的费用，然后再签个名就行了。
A：一切似乎都很顺利。
B：这是您的收据。希望您再次光临。
A：非常感谢。
B：不客气。
Part B    Text 
Hotel Front Desk Etiquette 
The first impression a guest receives of a hotel during registration is extremely important in setting the tone for hospitality and establishing a continuing business relationship. The guest who is warmly welcomed with a sincere greeting will respond positively to the hotel as a whole.
Every hotel has written policies regarding cancellations, checking in and out, minimum stays, payment, etc. Every hotel has a standard set of check-in hours and procedures for check-in outside of standard hours. Be familiar with these policies and duties.In addition to his or her direct duties, a hotel front desk employee has to know how to describe services offered at the hotel, room types and their advantages. Provides information about places of interest and sights and events around the area. The employee should be familiar with the hotel management structure and all hotel staff functions. Make guests know environmental, personal hygiene, electric safety, fire safety, etc，is very important. Each guest rooms have books with a list of policies, rules, emergency procedures, local information, and more. 

Checking In and Out
Guest checkout can be a time of confusion, short tempers, and long lines, a test of patience of both the guest and the cashier. Think of the last time you checked out of a hotel. How did it go? Was the cashier courteous and hospitable? If not, were you angry because of his or her indifference? Always remember what it is like to be a guest. Your god！This simple approach will serve you well throughout your career in the hospitality industry. 

The following general skills are required for the employee:  

· proactiveness

· team and individual work

· self-control

· communication in foreign languages

· confidentiality 

· patience

loyalty
New words:

1. etiquette  ['etiket] n. 礼节，礼仪；规矩 
Etiquette is not the same in all situations.



礼节在所有的场合并不是相同的。

Business Etiquette: What should you say in your introductions?



商务礼仪：介绍别人时应该说些什么?
2. registration [,redʒis'treiʃən] n. 登记,注册

Please fill out this registration card.



请填写这份住房登记卡。

The intimidated party shall make the application within one year since the day of marriage registration.



受胁迫的一方撤销婚姻的请求，应当自结婚登记之日起一年内提出。
3.extremely [iks'tri:mli] ad. 极其,非常

The army is an extremely complex organism .



军队是一个极其复杂的组织。
The extremely arid desert climate is the best preserver of murals.



极端干燥的沙漠气候是壁画的最好保存者。
4. set the tone定调子

An early goal could really set the tone for the rest of the match.



一个早的目标可以真的组对于比赛的其它部分的明暗。

His obvious boredom at the entire proceedings set the tone for what promised to be a remarkably cheerless Christmas dinner.



他在整个晚宴过程中流露出明显的厌烦情绪，构成了圣诞晚宴那枯燥无味的基调。
5.hospitality [,hɔspi'tæləti] n. (对客人的)友好款待，热情招待；殷勤，好客

Thank you for your hospitality.



感谢你们的盛情款待。
6.positively ['pɔzətivli] adv. 肯定地；明确地；断然地

Think and speak about yourself positively.



积极地思考和谈论你自己。
In fact, it is literally impossible to really think positively about a particular situation, as long as you hold a negative concept of self.



事实上，确切地说它是不可能真正肯定地考虑到一个特殊的情形，一旦你据有了一个否定的自我概念。

7. regarding [ri'gɑ:diŋ] prep. 关于,至于
 I had nothing to say regarding this matter.



对于这件事我无话可说。

Please explain what this is regarding.



请说明一下是有关何事。
8. cancellation [kænsə'leiʃən] n. 取消
And it also supports Echo cancellation and noise suppression.



另外还有支援回因取消以及杂讯抑制。

Tom picked them up this afternoon. Someone had just phoned in a last minute cancellation.



今天下午汤姆才弄到的票。在最后一刻刚好有人打电话来退票。
9.be familiar with 某人对……熟悉
10.environmental [in,vaiərən'mentl] a. 环境的
  Introduces the origin, development of environmental monitoring and the role in the environmental protection work.



主要介绍环境监测的由来、发展及其在环境保护工作中的作用。

Author. Environmental Right: the Basic Research of Environmental Law, Publishing House of Peking University, 2005 edition.



《环境权：环境法学的基础研究》，北京大学出版社，2005年版，第一作者。
11.hygiene ['haidʒi:n]  a. (hygienic) n. 卫生

Hospitals must have high standards of hygiene.



医院必须有较高的卫生标准。

People should wash regularly to ensure personal hygiene.



人们应经常洗澡以保证个人卫生。
12.emergency [i'mə:dʒnsi] a. 紧急的n. 紧急情况,突发事件

  Do you require the emergency equipment?



你需要紧急救援设备吗？

I hope we shall all hang together in this emergency.



我希望，在这样紧急关头，我们要团结一致。

13.confusion [kən'fju:ʒən] n. 混乱,混淆

I cry, to all this confusion.



我哭泣了，深深地陷入混乱…

The conference adjourned in confusion .



会议在混乱中闭会。

14.courteous ['kə:tjəs]  a. 有礼貌的
The general manager was quietly courteous to everyone on his staff.



总经理对手下的职员总是温文尔雅，彬彬有礼。

Enterprises adhere to the "quality first, the customer first, reasonable prices, courteous service" principle, welcome the new Old customers throughout the visit!



本企业坚持以“质量第一，顾客至上，价格合理，服务周到”为原则，欢迎广大新老客户光临惠顾！

15.hospitable ['hɔspitəbl] a. 好客的

Tianjin hospitable greetings to the world!



好客的天津人向世界问候！

We always assume that villagers in remote places are friendly and hospitable.



我们总认为，偏僻地方的村民是友好的、好客的。

16.indifference [in'difərəns] n. 不关心；不感兴趣；冷漠，冷淡，无动于衷；不在乎，不计较(常与to， towards连用)；中立；不偏不倚

   It shows an unattractive indifference to your employer and to your job.



它表明你对雇主和你的工作的态度冷漠，不感兴趣。

The best revenge is not hate, but indifference from the heart, the effort of doing a irrelevant to hate people?



最佳的报复不是仇恨，而是从心的冷淡，干嘛花力气去恨一个不相干的人呢？
译文：
前台礼仪
客人在登记时对旅馆的第一印象是非常重要的，热情的态度可以建立持续的也无关系。受到宾馆真诚且热烈欢迎的客人会给予旅馆极大的肯定。

    每个旅馆关于取消预订、入电、离店、最短逗留期、付账，等，都有明文规定。每个旅馆都有登记入店的时间标准和时间标准之外所需要的程序。一定要熟悉这些政策和职责。除了他（她）的直接职责之外，前台的工作人员也得明白怎样描述旅馆的服务项目、房间类型及其优点，向客人提供本地区附近的一些旅游景点。工作人员还得熟悉旅馆的管理结构和旅馆职工的工作职能。让客人了解环境卫生、个人卫生、用电安全、防火知识等，都非常重要。每个客人的房间都有册子说明一些事项、制度、紧急事项的处理程序、当地信息等。

入店和离店

客人结账离店是一件繁琐的事情，易使人急躁，程序漫长，是对客人和服务员耐心程度的考验。想想你结账离店的时刻？是怎么进行的？服务员礼貌吗？热情吗？如果答案是否的话，你是否因为他（她）的冷漠而生气？一定要记住什么是客人什么是。就是你的上帝！这个简单的方法可以使你在酒店业干的非常出色！

下列是工作人必须坚持的原则：

积极

团队合作 个别作业

克己

懂得外语交流

保密

耐心

衷心

IV．Treasure house    Medicine and Health 医药和健康
Text 
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Introduction to TCM

With a history of 2000 to 3000 years, Traditional Chinese Medicine (TCM) has formed a unique system to diagnose and cure illness. The TCM approach is fundamentally different from that of Western medicine. In TCM, the understanding of the human body is based on the holistic understanding of the universe as described in Daoism, and the treatment of illness is based primarily on the diagnosis and differentiation of syndromes.
The TCM approach treats zang--fu organs as the core of the human body. Tissue and organs are connected through a network of channels and blood vessels inside human body. Qi (or Chi) acts as some kind of carrier of information that is expressed externally through jingluo system. Pathologically, a dysfunction of the zang-fu organs may be reflected on the body surface through the network, and meanwhile, diseases of body surface tissues may also affect their related zang or fu organs.Affected zang or fu organs may also influence each other through internal connections. Traditional Chinese medicine treatment starts with the analysis of the entire system, then focuses on the correction of pathological changes through readjusting the functions of the zang-fu organs.

Evaluation of a syndrome not only includes the cause, mechanism, location, and nature of the disease, but also the confrontation between the pathogenic factor and body resistance. Treatment is not based only on the symptoms, but differentiation of syndromes. Therefore, those with an identical disease may be treated in different ways, and on the other hand, different diseases may result in the same syndrome and are treated in similar ways.

The clinical diagnosis and treatment in Traditional Chinese Medicine are mainly based on the yin-yang and five elements theories. These theories apply the phenomena and laws of nature to the study of the physiological activities and pathological changes of the human body and its interrelationships. The typical TCM therapies include acupuncture, herbal medicine, and qigong exercises. With acupuncture , treatment is accomplished by stimulating certain areas of the external body. Herbal medicine acts on zang-fu organs internally, while qigong tries to restore the orderly information flow inside the network through the regulation of Qi.

These therapies appear very different in approach yet they all share the same underlying sets of assumptions and insights in the nature of the human body and its place in the universe. Some scientists describe the treatment of diseases through herbal medication , acupuncture , and qigong as an "information therapy".

New words:

1.unique [ju:'ni:k] a. 独一无二的，唯一的

2.diagnose ['daiəgnəuz] v. 诊断

3.fundamentally [fʌndə'mentəli] adv. 根本地  基础地

4.universe ['ju:nivə:s] n. 宇宙  领域

5.Daoism ['dauizəm] n. 道教

6.differentiation [,difə,renʃi'eiʃən] n. 分化  变异

7.syndrome ['sindrəum] n. 综合症

8.vessel  ['vesl] n. 血管

9.externally [eks'tə:nəli]  adv.  外部地  从外面

10.pathologically [,pæθə'lɔdʒikəli] adv. 病理地  从病理上 

11. pathological changes  病变

12.tissues ['tisju:] n. 组织

13. pathogenic factor [,pæθə'dʒenik  'fæktə] ] 致病因素

14. interrelationships [,intəri'leiʃənʃip; ,intəri'leiʃnʃip] 相互关系 

15.confrontation [,kɔnfrʌn'teiʃən]  n. 对抗   面对

16. therapy ['θerəpi]  n. 疗法  治疗  

17.identical [ai'dentikəl] n. 相同的食物   a.  相同的   同一的

18.acupuncture ['ækjupʌŋktʃə(r)] n. 针刺   针刺疗法

19.assumption [ə'sʌmpʃən] n. 假想  假定

译文：             中医介绍 
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With a history of 2000 to 3000 years, Traditional Chinese Medicine (TCM) has formed a unique system to diagnose and cure illness.    凭借多年历史2000〜3000，传统中医药（中医）已形成一个独特的系统诊断和治疗疾病。 The TCM approach is fundamentally different from that of Western medicine. 中医中药的方法是根本不同的西方从那个。 In TCM, the understanding of the human body is based on the holistic understanding of the universe as described in Daoism, and the treatment of illness is based primarily on the diagnosis and differentiation of syndromes. 在中医，对身体的认识，人类是在道教的基础上全面理解宇宙中所描述的，并对症治疗的主要依据是综合征的诊断和分化。 

The TCM approach treats zang--fu organs as the core of the human body.    中医方法治疗脏腑-人体的脏腑为核心的。 Tissue and organs are connected through a network of channels and blood vessels inside human body. 组织和器官通过一个连接车身网络和渠道，在人的血管。 Qi (or Chi) acts as some kind of carrier of information that is expressed externally through jingluo system. 齐（或卡）作为种的一些信息载体，是表达通过经络系统的外部。 Pathologically, a dysfunction of the zang-fu organs may be reflected on the body surface through the network, and meanwhile, diseases of body surface tissues may also affect their related zang or fu organs. 病理上，一个器官功能障碍的脏腑可能会反映在体表，通过网络，同时，组织的疾病，身体表面也可能会影响他们的相关脏腑或脏腑。 Affected zang or fu organs may also influence each other through internal connections. Traditional Chinese medicine treatment starts with the analysis of the entire system, then focuses on the correction of pathological changes through readjusting the functions of the zang-fu organs. 受影响的脏腑或脏腑也可能影响，通过内部相互连接。中药治疗开始了系统的分析了整个，然后更改修正重点病理通过调整脏腑功能的藏族-。 

Evaluation of a syndrome not only includes the cause, mechanism, location, and nature of the disease, but also the confrontation between the pathogenic factor and body resistance. Treatment is not based only on the symptoms, but differentiation of syndromes. Therefore, those with an identical disease may be treated in different ways, and on the other hand, different diseases may result in the same syndrome and are treated in similar ways.    综合征性评估，不仅包括事业，机制，地点，和疾病的性质，而且抵抗致病因素之间的对抗和身体。治疗不只是基于症状，但辨证的。因此，那些相同的疾病可能是在不同的治疗方式，另一方面，不同的疾病可能导致相同的症状和治疗方法是相似的。 

The clinical diagnosis and treatment in Traditional Chinese Medicine are mainly based on the yin-yang and five elements theories.    医学的临床诊断和治疗主要是根据传统中的阴阳和五行的理论。 These theories apply the phenomena and laws of nature to the study of the physiological activities and pathological changes of the human body and its interrelationships. 这些理论适用的法律现象的性质和相互关系的研究生理活动和病理变化及其对人类的身体。 The typical TCM therapies include acupuncture, herbal medicine, and qigong exercises. 典型的中医疗法包括针灸，中草药，和气功练习。 With acupuncture , treatment is accomplished by stimulating certain areas of the external body. 随着针灸 ，治疗是通过外部刺激身体的某些地区的。 Herbal medicine acts on zang-fu organs internally, while qigong tries to restore the orderly information flow inside the network through the regulation of Qi. 福器官作用于草药藏在内部，而气功试图恢复网络的规管齐通过内部信息的有序流动。 These therapies appear very different in approach yet they all share the same underlying sets of assumptions and insights in the nature of the human body and its place in the universe. 这些疗法似乎非常不同的方式但他们都有着相同的底层在宇宙中套性质的假设和见解的地方，在人类的身体及其。 Some scientists describe the treatment of diseases through herbal medication , acupuncture , and qigong as an "information therapy". 一些科学家描述了通过治疗疾病的中药药物 ， 针灸 ，和气功的“信息疗法”。 

V. Exercises：
I）. Decide whether the following statements are True or False.

 1. Warm attitude of the employees of the hotel can help establish long relationship with guests. 
 2. Every hotel is free about checking-in or checking-out without any written policies.
 3. The employees are god because the guests must ask for help from them.
 4. The employee in front desk is just doing something about reception.
 5. Team is not important for hotel work.
Answer: 1 T  2 F  3 F  4 F   5 F
II）. Translation

1. The TCM approach is fundamentally different from that of Western medicine.
2. The TCM approach treats zang--fu organs as the core of the human body
3. Evaluation of a syndrome not only includes the cause, mechanism, location, and nature of the disease, but also the confrontation between the pathogenic factor and body resistance.
4. The clinical diagnosis and treatment in Traditional Chinese Medicine are mainly based on the yin-yang and five elements theories.
5. Some scientists describe the treatment of diseases through herbal medication , acupuncture , and qigong as an "information therapy".
Answer：
1.中医中药的方法是根本不同的西方从那个。
2. 中医方法治疗脏腑-人体的脏腑为核心的。
3. 综合征性评估，不仅包括事业，机制，地点，和疾病的性质，而且抵抗致病因素之间的对抗和身体。
4. 医学的临床诊断和治疗主要是根据传统中的阴阳和五行的理论。
5. 一些科学家描述了通过治疗疾病的中药药物 ， 针灸 ，和气功的“信息疗法”。
III）. Group discussion.

1.Show how to serve the guests as employees in front desk between two groups.
2.Which medicine do you think is better, Chinese medicine or Western medicine.
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