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Abstract

To share the mutual satisfaction of both message senders and receivers proves to be a goal in effective
communication with politeness strategies in hospitality business. This paper aims at studying
politeness levels of communicative strategies in English usage and expression for hospitality
business. The analysis reveals Japanese ESP leamers seem to have some difficulties in expressing
appropriate situations due to complex politeness strategies including verbal, psychological politeness

as well as logical politeness.

Keywords : EGP ESP FAXE# U F 4 HEE first-order politeness second-order politeness
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I BUSHIK

HERHE & L TDXEEEIZ English for General Purposes (EGP) & English for Specific Purposes
(ESP) iz KB &h 3. ESP i English for Occupational/Vocational/Professional Purposes (EOP/EVP/
EPP) & English for Academic Purposes (EAP) Iz ¥E& v, EAP 3% D%k 7c 2 T EAsHEM:
2ET3h, FREEET 321k > T, ‘CommonCore’ %7 § % English for General Academic
Purposes (EGAP) & ‘Subject-Specific’ 7 English for Specific Academic Purposes (ESAP) 2%y
&N, EGAP BRFI B 3 2FLBERERETH D, ESAP IXFE - RFBEOEFIREE
HBLERIND (HHE - 2004).

EGP & iz ESP 2 #RNIC KEOHKERH - BEF IR E ICES LI AU LBEEIGEEZOR
BEZRDLNTRY, FEOFFRRALLEFERNT v TOHNO TS { ORFETHY A
honTw3EEXL2H, ZOWMH ANSOEBRIERTHS. ESP ORFHBERETOEM
RIBIL T, FA (2004) 1ZBAPEHLS DEIZAS 2 B L BAIRAE 2 RO 2 42 NRICEM
WEICBIF 2V I NAFEET, BROBSVOPIKIE, R CREREE, TOEIC/TOEFL,
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HEDUL, FEEE, MR, EVRRAEETHIEHEL TS, $7-, REKBEEFRL
DEIBBDTHoIERLH L ORI T 3 EEDRZIRISGONB T L LY F—va
v, —MHESREE, TOEIC/TOEFL, EYR2AI54 54 v, EVRRAFILL—val, F4
R=—FTHoLHBEL TS, ZOoHELSR SR EGAP L ESAPD=—X, Thbb%
{ DEEDEER, BRI, RBRICERT2ESPHER2 L OBEL LEFLTU2EEXE
J.

ESPic % English for business, English for hospitality industry, English for tour guides, English for
English teaching, English for air traffic control 7z £’ 7z ¥ KFREIC & - TRRA BREEIHFEET 5 25,
ZOBRROFBIETELOMBME H2BELNBT RO LERARMOMEEAZLEL LT
PRTHZ. bbrHA, ETOEENHEHI/REOENE D> TED, ZoFEliz—RY
RENDLHIRFEDRELRZENANLELRANVDOERZD2PEEL TR EEZ NS, HEEE
BHHICL > TIZESP OFRABEA 2 Z L 3SR EL O - & - LW ER2H B &
THY, RV NVDOEELFECL > TIESP KB B, v o — 77747&%%ﬁ%
BREELVEHREE RS,

KRS )T 14 % (English for hospitality industry) (3R A%V F 4 EEEICEE L - HEC
B, EELE 5 BAD 5 English for business D—> L X %, WAED ¥ P % 2 %EE (English
for business) |3 EIRREEBIER, ¥, 2T L—vay, e—=FF4 vy, 22— AV I
Bb3EELECH-TBY, RAVI VT4 HKEBRIRACI VT4 EBE, Thbb, 571
i ETEREL 7 — F¥—EXFICRME L 72 EF%EEE %2 % 5 . (Miller, Walker and Drummond, 2002)

ESP O DEFIRZEXZE (EOP/EVP/EPP) DI N B KRS U T 4 HEICBIT 2B
F1X, FEECLoTHEH KBREDTIAEY YT 4 2% 3HTCORBRLRTIGEET 3
CEBEBILSVEVLIEELEE X, HEOHELBBRLNE»SHBD 5 2 LT TH
5ZL%2EX5L, EGP THERA L —RSENH L ESP ICHEL SN2 HRAROMEEM DS
SVFEFEOPFT, RL-RfTbhBHAHBEIEV. Thbb, AVF—57F4 Tk
Far—va BEMLOESPHELERLT, KWAEBTHELEDNS.

CDFRAEIVTFAREDA VI =TT 4T hvFar—yaVBRLEELERZ LD
BOW, AL a=F—vaviiBIBAvE—VOELFLZIFIBIIHRZORLA, T
ERE, A4 P2 ABMTHS. a2y —va icBREELFELLRVBD (VA F v —
PHEAORKETHZHOMD FIRRENZURDaI I 2=y —vav) &, SELAVS
AIanF—LavhdHs EERPRHLEYRIRII a2y —va v iT5 LOICRER,
ERPAVAIXERBICEAL THRERITITETWEY, S0, FAEFYF 4 EEDL v
Y—=F 0T 4Ty Fa2r—2arREDHESENEDLICEENKIA P2 ALK LEHE
TH0END L THET 5.
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I REOKRZAMRXAFER

D “polite” DEEIFRIXT T VIEDBEDT “politus” T “polished” "I N7z OB
%D, 75 RETH “poli” 13BhF “polir” (topolish DE) DBEENFTH 5. “poli” ¥
V2 EBOEHER (police) ®3CHH (politizmos) 7z LIz HERL, XBHEZB@ELCARBOBEDZ
HHEIRCHSRHN 2R L CELLEBDNS, 75V ATIEESA P2 ROBEVWEZ 2P0 L
L7ZeBIETE LI VX — R SBEOHRE - M OER L), HiLEET, SFEITTIE
HEZEFE “standard English” DEIZ, “courtesy” fLBIEHEL LT~ F—xF 7 v ORI E,
2EBORXANERLD, AHOBVERTODE L5/ DY, “first-order politeness” T4 1 D
RIA4 PFRR) LEEENS.

“Second-order politeness” "55 2 D F 5 4 F % X 1 Lakoff (1975) ® Leech (1980) iz & 2 & @A
R ANDXNFEDEEZ S T DI, TH b, Brownand Levinson (1978) iz & 3 & “acomplex
system for softening face-threatening acts (FTA)” "FTA 2f16 P2 EAEH, Lt EBXNh 3. o
a2y —varitBIBRIA P A ARFOMEEMERICARARGERE LTD “Face” O
XX Goffman (1967) DF|HPEFEFEMICH 5N 2 “being embarrassed or humiliated, or losing
face” SIEL, FTA THHOELOfT A LLTE 20X A b2 ABSEBEHROER &
2o fz. “Face” WCIIHRER AR THRFOMAKGEZIN/ZL BWEALRERET 3 “negative
face” L, FADPROMARCEENDILEALRRIT S “positive face” 23H 3. T D “negative
face” 1T LTI Ba KR I A 3 RAEBEHS “negative politeness” TH b, HFEDFERPL HOR
Wiz RT3 DIHFELRERT 28EETH 5. “positive face” IZR L TITHNBESA P2 X
ERERHS “positive politeness” TH D, HFORIANSNIZ W ELEI SFLZETDORVEL &
LTI AN S DT, “face-threatening acts” 2 R/NRIC & L 2EMT[RELBRETH 5. (Brown
and Levinson, 1987)

Sifianou (1992) XX IA FF A2 &KV —BWLZBEE L LT, "aiazyr—varyOolEHE
FEPHECHRTE 22 AT 2 2MMMiE & ABLTw3. (Watts, 2003)

ZDEIERIA F2ROBRE, Fl180 '\HoBFET 2H&BE - BlRFRRLCX B
ZRtEENL T2, Bl o, 2RO "AHaia=r—vavoivd—5rvay
(HHEEA) KB 2MRO{E, LHSEROBRIB->TETRB LR LS.

I HFOBBIELBEELBIIZIRIA MNRARR

REZ (1998) 12, SR X 3 EFOWBRRICIIEEN, RER, LEH, HREM,
FORBRY, EMEAY, WL, SN, EEN, HBENLRESHZLLTVE. JOoETERR,
AKEDOE S EENERC L 2BERRIC>VTEET 3.
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) HEZODDETHICE ) RESCHHEES (euphemism)

EE BTl “eat” X “drink” % “have” XX “take” TRIHL 2D, “die” % “pass away”
Iz, “give” % “offer” % “extend” 1T, “reject” % “decline” iZ, “buy” % “purchase” 7z & TFH
WL Z 2RI, BOROEEN, BN, MOuBRREBEMS T ELEI FEEOSARL
FRHRLUTOIRTTERELEA LS. 51, “oldpeople” % “senior citizens”, “underdeveloped
countries” % “developing countries” %2 £ L b D IcRET 22 L bR LERAV AR/ O LEX
N5,

2) B HERTECS ) EEORBRFAOFT CRLFHAEEOS WRETH L, —RH
RO & 5 i3 TEELOVICHEIRS.

v “Please comment on that.”

v “Would you comment on that?”

Y Y¢v “Perhaps you could comment on that.”

YeYevede “I wonder if you would care to comment on that.”

RIERBERE

REOBERRIEEFCOTR TR, BRERBECHELRAT2HETHS. 0
REFTETEA vy —Y0RYFIE, RIFOLEBOEREL 2 2141 - XL - RENER
EERBICANT, BRT 34y -V OREERBHICEE L LT hiTh o0, WEAICE
R L0WBERT L3072, hiZBBNEBENREZFUCHRACE > TR
YEFLITHIRATH . MENBERAGEFOPLHZN -7 ), #HET 2 L EICH%
BEThs HFERZ—MESOBAZFROBECES S HOCHEBEOREIB L, L
Vo, Wib - FHRT BB, BE¥WZ0r0BEEAFAT I LICAEANS, HFEO LD
ZREBAZMD DD T, ZOFEEMALTILICLD THREBEIRERE i3,

IDERNBERR

BB %R TEE “glad, sorry, pleasure, afraid” Z A VHFOLELZEL THENZLEFHELRD
 EERBRT 3 EEICEE LKA,

RENHERR

ANCPZERT IR, HFPEINT2EXBEE L CRRLZBEBROKRHEEZ LD, A»H
B fTRERI L JICRFHBERAL D, NCEREL T L BILIHRORRL 2R
BH$3. 0L LA BOERRABICEBOBEHRLOHTETVS, 554 OHERK
BE, R, BHALicEoTES, A2 3Bk R ORERBERRTH 3

ERNHERE - ERNEERE

BERFER I IERRATOMFOMER - Z2 5 - OfF - FliE - IH L E 2B L - RE
THEIRT, 2THEBNBRERTALEX 2. 23 2=/ —¥ 3 VTR FIHZ N S “youattitude”
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% “you-centered approach” bMHFEZHILER L T3 HTHFEAOEBER LS X2 5. BHEN
PEBIPIEIE RV L DB LY, ALTbH 3. —RICAEAAN L REEREHRS L,
HEADT »EBERDGS L, (72, BEALT X VA ARKARS LEEADSIERH
REVBBEHITHI L b TwRS, L, BoWeTsLE BRAIERCNT 2EE
SOBHSTEEBLT "BHEALbOTTY, LRI ZRFAT 2 KB 2/ 55, EEERIZ
HMFEPZNZERCHATETHAILED I LEMBORREZREBICHIME 552585 .
CORTEBIREN L Y b L ARBWRAGBI L EETHLER 3.

HBNBERE - BRNBERR

MFDOIE - i - BR - BEOFLZ L 2EWHAT 32KE ie. 'm sure 7 & & 2 ITHWFAIC
b, EENLZRIBEIC e Ithink, Pmnotsure 2% 72 b, (REER L2 ITBRHOETICE S,

EFNHERE - MENSERE

HRWICERTEENER L WA 2 L, BRW - BHNIcE L EBENEETH 2. Bk
BTk, HFEOLRILEATE M { D “What’s your name?”, “Where is the Post Office?” |3 E
#T, “Maylask your name?”, “Could you tell me where the Post Office is?” IZfENFEHE L =X 3.

IV RAEZ YT EETHFAMCRBIRS A FRXRARBEDOHHT

BIETHARZEIIC, 94 P RAOE&IE, £1ED TA\HOBEET 223 - kS
AOXBHE - ZRHL2ERE T3 Badrd, E2FHD "ABasasr—rarvofvry—

|

7 vary (MEMER) cBI2HEORE,, Thbd, a3a=r—varco—Hlk
BRER - THTRALL, BEVKHRTERETAEESHR THEREs+EECLTETL
3.

CDET, FRAES VT4 EELLTTFXRA MBHIW TV BHIX2ET, 20K54 +
FARBEDWT 2. DWOERELT, 1) FAEF VT4 HEEF B TEEER, ¢
DY FarL—vaVBEIPELVLERUTWEY, 2) #FHFICLoT#L LY Fax—a
YIZBTBERIA PRAARBIEMY. 3) MR IA PR ARHERZIETFECL>THEHLVLOD,
DIMEERL, SBEOESPHBIRITAIL2ANLT 3,

SHRHRT ¥ X b : FIRST CLASS—English for Tourism Book One

FIRST CLASS—English for Tourism Book Two

Fr TABIX D7 X R b D [Politeness Strategies] ICHBHOFIXDOFTHEAELSI Y F 4 - Y
A ADHGTHEDLNZ b D (HF30HRK) 2ER L. vFaz—varllTild, Fof
(attendant, receptionist, front desk clerk, server) &% (guest, customer) DRI TRbH I 2HR -
JBE R EORFEREEZ (A) BEOBAEHREZER35E, B) FOEMIKIGET 2854, (€
FICNT 2 BEROFH - REOFA, O3EECTET S, XHOEBEIA L 2 28KBoOL
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SAEET. L] (%) BETEENRECREESA FAROBERATOLRY, 20
SRTE LV (&) OELEEEFCELTURL2 (k) U3 (Gek%k) Ofl
X%, HIETHALZAEOMBRROBEE I, @®SEN, @HEN OLEN ORE
W, ORK, ©=BW OBHAN, O®FHEW, OEEN OMBENERHLLT, Lo
REZEATVI RS9, ZOMELERMICRRL .

(A) Asking, Inquiring for personal information of guests, Checking customers satisfaction

—EOBEAREESRIBE—

BOLET - B - FA - R - RE - BEELR 28R 5VFarx—varilT, 1~10
DEIXDHETA FRALVRV 2 L 3ORBFIC® OFEPEME TEICT 5758 L © OfFHER
CE~NOBBRE2MHES L, B3RO DEBWERRESMFELONTWSE I LU L
fo. THIRECBRBZRIE LTRYARDERTH 3.

~ﬁh®%ﬁb&mf®@ﬁ§%%ﬁk®@R%W%ﬁ@af;bﬁﬁ%b%xﬁ%%t
JFTwaple LTk, #FIXs) #diFensd. X, #fIX6) »5610) KRhRohsdkdic, EOD
ELOREEBRLD, HAORBEELSTHHEBL 705D 3K, ORUSHES LIt
COQOMBNEREMAVE LIV EIA PR RAMED LB LHAL T,

1) Asking names

% What’s your name?

‘What’s your telephone number?

What’s your name,please?
e Y P AE

Can I have your telephone number?

May I have your name, please?
Yc¥¢¥ | Could I ask for your telephone number, please? AEJ
Could you tell me your telephone number, please?

2) Inquiring about a forgotten name

Who are you?

AS

What’s your name again?
DA Can you tell me your name, please? AE
Y% ¥¢ | I'm sorry. Could I ask for your name again, please? AFJ

3) Asking someone to spell something

YAS Spell your name, please.

YAQAS Could you spell your name, please? A

Y+ | Excuse me, would you mind spelling your name, please? | AEJ
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4) Asking about preference

AS Do you want smoking or non-smoking?
RARAS Would you like smoking or non-smoking? A
Y ¥¢% | Would you care for smoking or non-smoking? A

5) Asking about completion

% Is that all?
Is that everything?

S Will that be all, sir/ma’am? D
Would you like anything else, sir/ma’am? ADE

Jedesk Is there anything else I can get for you, sir/ma’am? DEJ
Will there be anything else for you today, sir/ma’am? DEJ

6 ) Asking for the identity of a caller

% Who'’s this?

Who'’s calling?

Who'’s this, please? A
St P

Who's calling, please? A

May I know who’s on the line, please? Al
fetete | D , P

May I ask who’s calling, please? Al

7) Asking for a decision

e Which one?
PARAS Which one would you like? AE
Yec ¥ | Have you decided which one you’d like? ABEJ

8 ) Checking understanding of directions

w Got it?
RAQAY Have you got that? I
Yo ¥ | Were you able to get all of that? J

9) Checking that an enquiry is complete

Y Is that all?

YA Will that be all for you? E

Y ¥ ¥ | Is there anything else I can do for you? EJ

21
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10) Checking customer satisfaction

* Okay, sir/ma’am?
DA e Is everything all right, sir/ma’am? DJ
Ye¥r ¥ | Is everything to your satisfaction, sir/ma’am? DEJ

(B) Responding to customer’s questions, Giving information —&2DHEMICIEE T SBE—

B 115520 (FIX13%ERL) ¥, EMOBFOIFIEHEMINL T, ROBVEMTE
AlD, BOLEIGELEVERT 3 Far—varThsd, IDVFar—vavT
BOOEPEGETEICT2HELY S, FANCORBENRRSNECRS I EHEBAL
fz. HHIXO® OREHERFEF T2 FICMe oW T2 L, kb EFEWICHHAT 2 LRE
THHRI LGRS, TROLRICFEEOLND THAHFOEMPHEMEZERNCEANL TER
ERICEZDHBAPC, BVH-6EBETH S 5HERD, FOREHICHEHRKEZR L LENTERE 2
EZon3 k5 BEEVPEIA PRARA LRV E ETB7:DICRBETHB I EHPHEAL 72,

11) Responding to customer’s questions about places

Up one floor.
Where’s the restaurant? DA ¢ P
Second floor.
Is there a restaurant in this hotel?
Can you tell me where the restaurant is? S Yes, it’s on the second floor, next to the B
Can you tell me the way to the business center.

restaurant?

I wonder if you could tell me how to .
Yes, sir/ma’am. It’s on the second floor,

Y ¥ ¥% | next to the business center.The elevators | BD
are right around the corner.

get to the restaurant.
Could you please tell me where the

restaurant is?

12) Responding to customer’ s questions about times

What time does the bus leave? Vg At 7:00

Can you tell me what time the bus leaves? .
. Yo v It leaves at 7:00, sir/ma’am. D
Do you know what time the bus leaves?

Could you tell me what time the bus
y Yes, certainly, sir/ma’am. The bus leaves

Yok ¥ | at 7:00. ABED
Would you like to reserve a seat?

leaves, please?
Do you happen to know what time the
bus leaves?
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13) Asking someone on the phone to wait
K- AL d, BO~NEOBOLTRLL EDBEIINT 2ROIETH 5.
Hold on. * I’ll connect you.
Just one moment, please. PAQAe Just a moment. I’ll transfer your call.
Just a moment please, sir/ma’am.
Could you hold the line for a moment, please .
lease? Y | I'll transfer your call to the appropriate | ABD
ease?
P department.
14) Showing interest
Y Uh-huh.
. . PAQAS Oh, that’s nice to hear. C
We really like the city.
Oh, really? I’m glad to hear that.
Fedoe yo mead’ BCDE
What parts have you visited so far?
15) Relaying messages
)AS Call Mr. Brooks.
Are there any messages for me? PAgAd Mr. Brooks wants you to call him. E
Y Yc¥¢ | Mr. Brooks would like you to return his call. | AE
16) Acknowledging requests
AS OK.
Can I have the dressing on the side? PAQAe Yes, ma’am. D
Ye¥cv% | Yes, certainly, ma’am. Dressing on the side. | ADG
17) Making and turning down requests
Can I have some room service? > Sorry, the kitchen is closed. F
Could I have some room service, please? | Y% I’m sorry, but the kitchen is closed now. | F
Would it be possible to get some I’m sorry, sir, but I’m afraid the kitchen
. p g room Sesese | 1Ty, sir, bu i CDF
service, please? is closed now.
18) Asking for help and responding
Can you give me a hand? w Sure. What is it?
Could you help me with something? PAQAS Certainly. How can I help you? A
Would you mind helping me with
owe you ping me W Y ¥¢% | Of course. How may I be of assistance? | CEJ

something?
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19) Expressing itineraries

Where are we going after lunch? * To the Cultural Center.
Excuse me. Do you know where we’re e We’re going to the Cultural Center I
going after lunch? after lunch.

We’re going to be visiting the Cultural
Excuse me. Could I ask you where Center. There’s a large museum of
Y N & BE

we’re going after lunch? cultural history there, and we’ll also be
show-ing you a video presentation.

20) Expressing locations in a city

How far is the museum from here? * Five minutes by taxi.
Excuse me. Could you tell me how far St It’s only five minutes from here by C
the museum is from here? taxi.

It’s pretty close. It takes about five
Y ¥¢¥ | minutes from here by taxi. The taxi | BC
stand is right over there.

Excuse me. Would you mind telling me
how far the museum is from here?

(C) Expressing —&ICH T DIERDEA - REDIBS—

BIX2120 5 30I3RRT ¥ 2 M REOEMPEMPHR S W TR WEIXTH 3. SRR
FaI—vavRBOTEDK S ICHYENRR LS RO EXT A PR R LOVEICZET
TH3, ¥Fax—vavik, 1) i badnews 2EIT38EE, 2) &I neutral news % &1
BEAD2VFar—LavitpETE S,

1) ZIC bad-news ’é%l‘f%%ﬁ

* FEPWETHo7D, BLAMECHEPEOThDOSFar—2arTid, BloiL
THLRAZVILA2KRATEZL2HMBEZ0T, LRV (%) OEEEITATO
DIEPMERHRD “Sorry” %&tr. LL 2 () DRIV (Kh%k) DEIXOHBE
DRBENICREATIILBRODONT VS, ZORBEHNREIL X 3N TH b BT
Y, IR IA FRAFRZ EF B0, FIX21E20L L3 (ek%k) D&
I TBLEA Lo bREELBIBAMEDORTEEZL k52 ®, (fAbhfho
bOEBLELLELE D) B0, RERE2RALHEFOBEL2EENERT Lt
HEOMROXE2EHETRRAP LV RVES A P2 2AEREIA T OINHAL /.

¥ AFEERICHETIHN23L24DVFar—arvDEALABKEOLEIZEKFZ
5ORBVELRL LD, RIA MPARZ2 LT 22010, LRIV2DX5ICEDELE
DERBE, 51, LUV 31X you-attitude ZHEOHFEAOHEO P EEOEE 2R 2 T
REDEND 5,
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* HIBEEREIBIBFAXNSDOCF2rx—arTi}d, HEENRETRERZL, OoM
BHRREAAVBRIENEIDETA P2 RGRR LT 2D BILOOD TP B,

¥ HE -RIBhZVIE2EZIBHAX6BEORRLEZIZLYy bA—FBEZZWI
LERIEBRIBVF 2T —ayT, LRIV ELVRLV2BRITENEWI L E2LENICES
BICEBRLTw32, LRLV3 TRELDENRELZES, RENCEAZAEN, XvT,
D H — F 2o T 355D % you-attitude 2 A D TREBHRRTREX R H 320 5»
REILBRTVAI LB,

2) ZEIC neutral news &7 3188

FIX27R30D & 5 iTHFLOBEHRE 5 X 2B BTSN T 5 goodwill 25X % 2 LV E
ETh5. BERHEICEBRL youattitude 23AD THBHRRSBLETH DI LBTH 5. kT,
LREOER (neutral news) % BWIEH (good news) ICE X % & 5 RERSHIX28D LRV 3
ENTH, B34 FPFALRVEZ EFT0BR T EBNgh 5.

21) Expressing unavailability

Sorry, we’re full c

" It’s totally booked Tuesday. DI
I’m sorry, sir/ma’am. We’re full tonight.
I’m sorry, sit/ma’am. The flight on Tuesday is completel

S ITy, ght on Tuesday pletely | |
booked.
I’m sorry, sir/ma’am. There are no rooms available tonight,

Jedese but we do have rooms available tomorrow. BCDGJ
There are no seats available on the Tuesday flight. I can | BEJ
put you on the waiting list if you’d like.

22) Expressing unavailability of items

A We don’t have any more.

Yok Sorry, sir. We’re all out right now. CD

Jedese Sorry, sir. We’re all out just now. Could I suggest something ABCD

else?
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23) Expressing apology or inconvenience

% I’m sorry sir/ma’am.
I’m really sorry, sit/ma’am.
I’m truly sorry for this inconvenience, sir/ma’am.
fote Yo , oo o CG
I’m terribly sorry for any inconvenience, sir/ma’am.
Jedese Please accept my deepest apology, sir/ma’am. AEG
Please accept my humble apology, sir/ma’am. AEFG
24) Apologizing
I’'m sorry.
oy %
I’m very sorry.
I’m really sorry.
[ reatly Sony x% |C
I’'m so sorry.
Please accept my sincere apology.
pt my pology. Ahs | E
Please accept my deepest apology.
25) Telling someone that something is not permitted
This is a no-smoking area. *
Sorry, smoking is not allowed here. PARAS C
I’m sorry, I must ask you not to smoke here, please. K | ACI
26) Refusing a credit card politely
% Sorry. We don’t take that card.
Sorry. Your credit card was rejected.
RAQAS I’m sorry, sir/ma’am. We don’t take that card here. D
I’m terribly sorry, sir/ma’am. That card isn’t accepted
Ye¥c ¥ | here. (’m having a little trouble with this card) BCDE
Do you have another card you’d like to use?
27) Expressing good-bye to guests
% Come again.
Thanks for coming.
Please come again soon.
fede gam 2 _ , A
Thank you for coming. We enjoyed having you.
We look forward to serving you again in the near future.
fotete ng you 22! . EJ
We hope that you’ve enjoyed your time here with us.
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28) Making recommendations

PA¢ Try the Newbury Hotel.

YAQAS I would recommend the Newbury Hotel. A
Y ¥ ¥ | May I recommend the Newbury Hotel? 1It’s excellent. | BJ

29) Explaining that you are busy

One moment, please. *

One moment, please. I’ll be right with you. . PAQAS B

Excuse me, sir/ma’am. Please give me a moment and I'll

Y ¥ | BDE
be right with you.

30) Expressing services offered

If you need anything, call the front desk.
Call if you have any question.

AS

s If there’s anything you need, please call the front desk. Al

Please call us if you have any questions.

If there’s anything we can do to make your stay more

Sedede comfortable, please don’t hesitate to call upon us. AE)

Please feel free to contact us at any time if you have any

questions.

V KRRAEYYTAEBRBRICRZ VY FaI—yavBEOHSE

ESP L LTDHRRAEY YT 4 HEOFEFEICL->T, BLOHKELFaT—v a VITHEIG
L, 54 2 20HETH»2 Ao azr—varodvéy—52vay (HEER)
BT AHEORE,, Thbb, 332y —varyTO—HANLZEERE - T8TEERL,
BEVICHETERE T 2 EERR - THRALBAHET L, THRBOFFE L > TR
HLwLEbh3,

COZLBHETHNLEZEIA FPRR - LRIV2 (k) 256K A4 FPRALRV3 (%
Yotr) ~OBAFTICET 5 EEN - BN - ERHR I 2 AREOEENL, 25T, #wE
MRRTOBELRHPRE, SLRBARERTT IR LEORDVEET LORIHKI L > F 2
I— a VRS THREOSEHICL o TRREMDb o TORVERRTH 2 AICFERT
BLEEIEZS.
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ERAIRETH 5. HIX21D & 51T TSorry, we'refully &\ 5 BOEBNEROXH %2 'T'msorry,
sit/ma’am. There are no rooms available tonight; D & 5 IZEBRNICRERTEERXIAL PR ALR
VBT 7T 2DOTEEDEGPFE I FATHHEBIAHETHS. RIZEIA FPRALRIV3
WBATT 5 7- 9121k [We do have rooms available tomorrow] % [I can put you on the waiting list if
yowdlike] 2 ERICEI B THAI v Far—v a v FHIBHEICRS, ZOVFaz—va
YFREAZED B ICBERHOYFar— a VEROBESKETH S, REEBHOY 2 2
L—va VEEREORERE, HEAAETEC L TRHAECHH LERELZ I3 BE2E
TS T EDPEFNLERIA PR ALV E EOXEBHETH 5.

VI #5eR

SEFRRAES VT 4 EETELNIEERRE AR 2=y —varof vy —-5rva
YIEBIAMEBOREEENE LRI A P A RAOBEL SRS LIBER, £54 2%
VANV BT B0 ONEREEEE LTROZ EHHEAL /2.

1, SWENCHBET L, TECEDONBI > -HHOEL &, EXRICHKTETHS

SEMEFRL, SERERERICEIBIL.

2, BOEH (bad news) X 35HEOHMIEL LT, LENREBK LI, REXER
RRTBZL. 7, ERPEILFHL E2EX 2GARERNER IR  HENER
ZHWB L.

3. BBOBE (neutralnews) % RWEH (goodnews) IZEX 2 MEEBUETH D 2D
WREIINT 2HE (goodwill) 2HRFT 2 LB ERLVDET A 2 2AEIEE LT
HETHHI L,

FIRBRBE D ESPEFHEHIC L > Tix, PHRLANVDE T A b 5 AMB&IX EGP %8 L HERICfT
ZiE, ¥/, EGPOFICESP DY Far—vary2B0ADIE, BELFEEICE VX R 2EE
RITCHRETHZL, PEY IOV Fax—vaVilEIBEETHOERTETH 255, Lk
BMURVORS A P AR L Tk, KERRELOSENL TR B -HE»EEN
50T, WENICHET S LOEFEHAAEFEICL 5T, BRI bR ARER
BERAVIMNERDBZET, EEESIA FPRALVRVOZRO O OHREH S F o — ay
BENPELOI LML, 2o E L ORIIEREES & FARES, & 5 BANICHE
MIcRET 2N EBILEN D2 LERERIEX .

SEOMAETIIHNLET 23 ROE3HE MHREIA P2 ARBRIFFTECL-THLYL
Dh) OBREFHELZ LD TH2. F1HE "vAEF VY 7 1 HEEFICBLTEHER,
EDvFax—va vBEIBELVLELTWS, LE2HE MEFEELoTH#HLLY
Fax—arYBIFBEEIA PR ARBEMD, I ESPEFE~NOT7Vr— b -HEROHA
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