一、根據下列名詞選擇一個最適合的答案:40%
1. (　　)Sleepers

2. (　　)Profile

3. (　　)Aperitif

4. (　　)Kitchen steward

5. (　　)Catering

6. (　　)Concierge

7. (　　)European plan

8. (　　)Mise en place

9. (　　)Folio

10. (　　)Due-outs

A. Part of the food and beverage division of hotel that is responsible for arranging and planning food and beverage functions for conventions and smaller hotel groups and local banquets booked by the sales department.

B. Guests who have paid for a room but did not sleep there.

C. A form that indicates that a charge has been made by a guest.

D. All meals are included in the cost of the room.

E. A fortified wine flavored with one or more herbs and spices, usually consumed before a meal.

F. A uniformed employee of the hotel, who has a separate desk in the lobby or on special concierge floors and answers questions, solves problems and performs the services if a private secretary for the hotel’s guests.

G. An accommodation-only rate that includes no meals.

H. French phase meaning” everything in its place”, state of overall preparedness, having all the necessary ingredients and cooking utensils at hand and ready to use at the moment work on a dish begins.

I. A running tabulation of the charges a guest has incurred from all the departments of the hotel.

J. Guests who are expected to check out.

K. The person in charge of nonfood activities in a restaurant including cleanup, sanitation, and linen and china supplies.

L. Data that show the preferences of regular clients or guests of a hotel. Demographics of the guest and characteristics, such as type of room and use of business facilities, are recorded for future reference.

M. A room that does not show on the room rack or computer as being available for occupancy, although it is available. This results in lost revenue for the hotel

N. The manager of all food preparation.

O. The reports that estimate the number of guests to occupy the hotel at a particular period.

二、根據飯店不同部門所提供的服務選擇一個最適合的答案30%
1. (    )Housekeeping

2. (    )Reservations 

3. (    )Operator 

4. (    )Bell service 

5. (    )Concierge 

6. (    )Restaurant 

7. (    )Beauty salon 

8. (    )Travel agent 

9. (    )Room service

10. (    )Engineering
A. I’d like to make a reservation for lunch.
B. I’d like to book a room for next week, please.
C. Can you send someone up to collect my bags?

D. Could I have some more soap?

E. Could you send me some sushi?

F. I’d like to book a return ticket to Sydney.

G. The air condition is out of order.

H. Can I have a wake up call for 7:00a.m.?

I. Could you recommend a gourmet French Restaurant?
J. I’d like to book an appointment for a manicure.

三、根據不同的活動內容選擇一個最適合的地點10%
1. (    )See a Japanese Kabuki play

2. (    )Buy a laptop computer

3.  (    )See a Van Gogh painting 

4.  (    )Go scuba diving

5.  (    )Eat dim sum

A. Seven Seas Chinese restaurant

B. First Class Language Center

C. South Asia Divers

D. Global Electronics

E. The Malay Cultural Center

F. Tokyo Institute of Drama

G. Jungle Trekking Activities 

H. National Art Gallery

四、根據下列客人的抱怨選擇一個最適合的回覆20%
1. (    )Excuse me, but the wine tastes a little bitter.
2. (    )Excuse me, but the salmon doesn’t taste right to me.

3. (    )Excuse me, but the tablecloth is a little dirty.

4. (    )Excuse me, but there’s a hair in my soup.

5. (    )Excuse me, but this isn’t what I ordered
6. (    )Excuse me, but there my soda is warm.

7. (    )Excuse me, but there is no sugar for my coffee.

8. (    )Excuse me, where is our food? We have been waiting for a long time. 

9. (    )Excuse me; the people at the nest table are a little noisy.
10. (    )I ordered a regular coffee, but I think this might be decaf.

A. I’m sorry. I’ll go and get you some.

B. I’m sorry. I’ll bring you a new glass.

C. I’m sorry. I’ll have you moved to a quieter table 

D. I’m sorry. I’ll ask the kitchen put a rush on your order.

E. I’m sorry. Let me get you a new bowl.

F. I’m sorry. Let me bring you a cup of regular

G. I’m sorry. I’ll get you a clean one.

H. I’m sorry. I’ll take it back to the chef.

I. I’m sorry. I’ll get you some ice.

J. I’m sorry. I’ll bring you a hot cup right away.

K. I’m sorry. I’ll be right back with the correct meal.

