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LISTENING CHALLENGE 50

CAM 17 - TEST 4 - PART 2 - Listening
Questions 11-14
Choose the correct letter, A, B or C.

11. Many hotel managers are unaware that their staff often leave because of
A. a lack of training

B. long hours

C. low pay

12. What is the impact of high staff turnover on managers?
A. an increased workload

B. low morale

C. an inability to meet targets

13. What mistake should managers always avoid?

A. failing to treat staff equally

B. reorganising shifts without warning

C. neglecting to have enough staff during busy periods

14. What unexpected benefit did Dunwich Hotel notice after improving staff retention rates?
A. a fall in customer complaints

B. an increase in loyalty club membership

C. arise in spending per customer

Questions 15-20
Write the correct letter, A, B or C, next to Questions 15-20.

Which way of reducing staff turnover was used in each of the following hotels?

Ways of reducing staff turnover

A. improving relationships and teamwork
B. offering incentives and financial benefits
C. providing career opportunities

Question Hotel Question Hotel
15 The Sun Club 18 Pentlow Hotels
16 The Portland 19 Green Planet
17 Bluewater Hotels 20 The Amesbury
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ANSWER KEY

11.A
12. A
13.A
14.C
15.A
16.C
17.B
18.C
19.B
20. A

DICH SONG NGU TRANSCRIPT

Vi nhiéu ngudi trong sé cac ban hém nay da
lam viéc trong nganh khach san mét thai
gian, t6i chac rang cac ban da ting trai qua
van dé ty lé nhan vién nghi viéc cao tai khach
san ctia minh.

As many of you here today have worked in the
hotel industry for some time, I'm sure you have
experienced the problem of high staff turnover in
your hotels.

Mbi khach san déu phu thudc vao déi ngii
nhan vién trung thanh va cé kinh nghiém,
nhitng ngudi dam bao moi thi van hanh tron
tru.

Every hotel relies on having loyal and
experienced members of staff who make sure
that everything runs smoothly.

NE&u nhan vién lién tuc thay doi, diéu do sé
khi€n moi viéc tréd nén kho khan cho tat ca moi
ngudi.

Nhung tai sao nhan vién lai thudng xuyén nghi
viéc & nhiéu khach san nhu vay?

If staff are constantly changing, it can make life
difficult for everyone.

But why do staff leave frequently in many hotels?

Di nhién, nhiéu cong viéc trong khach san,
chéng han nhu don dep, la lao dong ky nang
thap va khéng dugc tra lucng cao.

Of course, many hotel jobs, such as cleaning,
are low-skilled and are not well-paid.

Nhiéu nha quan ly cho rang chinh diéu nay
va thai gian lam viéc dai la nguyén nhan
chinh cua tinh trang nghi viéc cao — nhung
diéu ho khéng nhan ra la thiéu dao tao trong
nhiéu céng viéc khach san mdi la yéu to rat
Ién.

A lot of managers think it's this and the long
hours that are the main causes of high staff
turnover - but what they don't realise is that it's
the lack of training in many hotel jobs which is
a huge factor.

So, what kind of problems does a high turnover Vay ty Ié thay d6i nhan su cao géy ra nhiing
of staff cause? van dé gi?

Well, having to recruit new staff all the time can Viéc phai lién tuc tuyén nhén vién
be very time-consuming, and managers may have m@i rat tén thdgi gian, va cac nha quan ly cé
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to cover some duties while waiting for new staff
to arrive.

thé phai ddm nhén thém mét sé nhiém
vu trong khi chd nhan vién méi dén.

This means they don't have time to think
about less immediate problems such as how
to improve their service.

biéu nay cé nghia la ho khong con thai gian
dé suy nghi vé nhitng van dé khéng qua cap
bach, chdng han nhu cach cai thién chat
lugng dich vu.

When staff leave, it can also severely affect the
colleagues they leave behind.

Khi nhan vién nghi viéc, diéu dé cling c6
thé anh huéng nghiém trong dén nhiing
dong nghiép 4 lai.

It has a negative effect on remaining staff, who
may start to feel that they too should be thinking
about leaving.

biéu nay tao ra tac dong tiéu cuc dén nhiing
nhan vién con lai, khién ho bat dau nghi rang
minh cling nén can nhac nghi viéc.

So, what can be done to change this situation?

Vay c6 thé lam gi dé€ thay déi tinh trang nay?

Firstly, managers should stop making basic
errorswhich leave their staff feeling upset and
resentful.

Trudc hét, cac nha quan ly nén ngling mac
nhiing sai lam cg ban khién nhan vién cam
thay kho chiu va bat man.

When organising shifts, for example, make sure
you never give certain staff preferential
treatment.

Vi du, khi sap xép ca lam viéc, hdy dam bao
rang ban khéng bao gid danh su wu ai dac
biét cho mo6t s6 nhan vién nhat dinh.

All staff should be given some choice about when
they work, and everyone should have to work
some evening and weekend shifts.

Tat ca nhan vién nén dugc cho mot s6 quyén
lua chon vé thdgi gian lam viéc, va moi ngudi
déu phai lam mét so ca toi va cudi tuan.

If you treat staff fairly, they'll be more likely
to step in and help when extra staff are needed.

Néu ban déi xt véi nhan vién ¢éng bang, ho
sé san sang chi ddng hé trg han khi can
thém nguai.

Keeping staff happy has other tangible
benefits for the business.

Gilr cho nhan vién hai long con mang lai
nhiing Igi ich hiru hinh khac cho doanh
nghiép.

Take the Dunwich Hotel as an example.

Lay khach san Dunwich lam vi du.

It had been experiencing a problem with staff
complaints and in order to deal with this, invested
in staff training and improved staff conditions.

Khach san nay tung gap van dé vé khiéu nai
cua nhan viénva dé giai quyét, ho da dau tu
vao dao tao nhan vién va cai thién diéu kién
lam viéc.

Not only did the level of complaints fall, but they
also noticed a significant increase in the amount
each customer spent during their stay.

Khéng nhitng sé lugng khi€u nai giam xuéng,
ma ho con nhan thdy mirc tang dang ké trong
s8 tién moi khach hang chi tiéu trong thai gian
luu tra.

They have now introduced a customer loyalty
schemewhich is going really well.

Hién tai, ho da trién khai mét chuong trinh
khach hang than thiét va chuong trinh nay
dang hoat dong rat hiéu qua.

Now I'd like to look at some ways you can reduce
staff turnover in your hotels, and I'll do this by

Bay gid to6i mudn xem xét mét s cach gilp cac

ban giam ty lé nghi viéc ciia nhan vién tai
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giving some examples of hotels where |'ve done
some training recently.

khach san, thdng qua mét vai vi du ti nhirng
khach san ngi toi da thuyc hién dao tao gan
day.

The Sun Club received feedback which showed
that staff thought managers didn’t value their
opinions.

Sun Club nhan dugc phan héi cho thdy nhan
vién cam thay cac nha quan ly khong coi trong
y kién cua ho.

They weren’t made to feel they were partners who
were contributing to the success of the business
as a whole.

Ho khong cam thay minh la d6i tac, nhiing
ngudi déng gop vao thanh cong chung cla
doanh nghiép.

This situation has changed.

Tinh trang nay hién da thay déi.

Junior staff at all levels are regularly invited to
meetings where their ideas are welcomed.

Nhan vién cap thap & moi cap bac déu
dudc thuong xuyén mai tham du cac cuéc
hop, ndi y tudng cla ho dugc dén nhan.

A year ago, The Portland recognised the need
to invest in staff retention.

M6t ndm trudce, The Portland nhan ra su can
thiét phai dau tu vao viéc giir chan nhan
vién.

Their first step was to introduce a scheme
for recognising talent amongst their employees.

Budc dau tién cta ho la trién khai mét chuong
trinh ghi nhan nhan tai trong déi ngli nhan
vién.

The hope is that organising training for individuals
with management potential will encourage them
to stay with the business.

Hy vong rang viéc té chiic dao tao cho nhiing
ca nhan c6 tiém nang quan ly sé khuyén
khich ho gan bé lau dai véi doanh nghiép.

At Bluewater, managers decided to recognise
50 high achievers from across the company'’s
huge hotel chain.

Tai Bluewater, cac nha quan ly quyét dinh vinh
danh 50 nhéan vién cé thanh tich xuat

sac trén toan hé théng khach san I6n cta cong
ty.

As a reward, they're sent on an all-expenses-paid
trip abroad every year.

Phan thuéng la mot chuyén du lich nudc
ngoai bao tron chi phi méi nam.

Fun is an important element in the trips, but
there's also the opportunity to learn something
useful.

Yéu t6 vui chgi rat quan trong trong cac
chuyén di, nhung dong thai cling cé co
hoi hoc hoi nhirng diéu hiru ich.

This year's trip included a visit to a brewery, where
staff learned about the new beer that would be
served in the hotel.

Chuyén di nam nay bao géom chuyén tham
guan mot xudng bia, ndi nhan vién dugc tim
hi€u vé loai bia mai sé dugc phuc vu tai khach
san.

Pentlow Hotels identified that retention of junior
reception staff was an issue.

Pentlow Hotels xac dinh rang viéc giir chan
nhan vién lé tan cap thap la mot van dé.

In order to encourage them to see that working in
a hotel could be worthwhile and rewarding, with
good prospects, they introduced a management
programme.

D€ khuyén khich ho nhan thay lam viéc trong

khach san c6 thé dang gia va cé Igi, v3i trién
vong t6t, ho da gidi thieu mét chuang trinh

quan ly.
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Nhitng nhan vién nay dugc giao trach nhiém
bd sung va c6 cc héi lam viéc & nhiéu vi tri
khac nhau trong khach san.

employer.

Green Planet wanted to be seen as a caring

Green Planet mudon dugc nhin nhan la mot nha
tuyén dung quan tdm dén nhan vién.

childcare.

To make life easier for staff, many of whom
had childcare responsibilities, the hotel
began issuing vouchers to help cover the cost of

DE gilp cudc séng clia nhan vién dé dang hon,
nhiéu ngudi trong s6 ho c6 trach nhiém cham
s6c¢ con cai, khach san bat dau phat phiéu ho
trg nham chi tra chi phi tréng treé.

Louise Marsh at The Amesbury has one of the
best staff retention rates in the business.

Louise Marsh tai The Amesbury cé mot trong
nhiing ty lé gitr chan nhan vién t6t nhat
trong nganh.

Since she joined the company, she has made
a huge effort to achieve this by creating a co-
operative and supportive environment.

Ké tir khi gia nhap cong ty, ba da né luc
rat I6n dé dat dugc diéu nay bang cach tao ra
moét méi trudng hgp tac va ho tro.

For her, the staff are part of a large
family where everyone is valued.

Vi ba, nhan vién la mét phan cua dai gia
dinh, nci moi ngugi déu dudgc tran trong.

OK, now I'd like to ...

Bugc réi, bay gig toi muon...

VOCABULARY LIST

Word / Phrase | _IPA (UK)_| _POS _| Meaning (VN)

staff turnover /sta:f 't3:navva/ noun v Ie7 nhAan vien empl'oyee staff retention
phrase nghi viéc attrition
, ' noun nhan vién trung committed :
loyal staff /'b1al sta:f/ ohrase thanh employees disloyal staff
experienced staff | /1k'sp1arianst sta:f/ noun n'han VIteIACO skilled workers inexperienced
phrase kinh nghiém staff
. 1 verb van hanh tron operate
run smoothly /ran ‘smu:6li/ phrase tru efficiently run poorly
low-skilled / 1av ‘skild/ adjective it k§ nang éunskilled skilled
well-paid / wel "perd/ adjective f:c?c tra luong highly paid poorly paid
. noun thai gian lam
long hours /lon ‘avez/ A s extended hours short hours
phrase viéc dai
lack of training /leek ov 'trernmy noun sy thiéu dao msgfﬂaent adgquate
phrase tao training training
, . noun e e s . .
huge factor /hju:dz 'faekta/ ohrase yéu té rat I6n major factor minor factor
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These staff were given additional
responsibilities and the chance to work in various
roles in the hotel.




Next Level English

Take your English to the next level with IELTS teachers 8.0+

Website:
Fanpage/Youtube: Next Level English
Group: Hoc IELTS 8.0+ cung Hanna

nextlevelenglish.vn

Phone: 0869.354.255 (Zalo — Nhuhao)

| Word / Phrase | __IPA(UK)_| _POS_| Meaning (VN)

. . . verb tuyén nhan vién .
recruit new staff | /ri'kru:t nju: sta:f/ A hire employees lay off staff
phrase mdi
. . /'taim I tén nhiéu thai . .
time-consuming . adjective . lengthy time-saving
ken sju:min/ gian
. : s erb dam nhan thém
cover duties / kave 'dju:tiz/ ver A take over tasks -
phrase nhiém vu
) ) . . verb cai thién dich ) )
Improve service /im pru:v s3:vis/ enhance service worsen service
phrase VU
. . . noun tac dong tiéu . .
negative effect  /'negativ 1'fekt/ NG adverse impact positive effect
phrase cuc
. . . noun x. . fundamental
basic errors /'beisik ‘eraz/ [6i cd ban . —
phrase mistakes
feel resentful /fi:l r1'zentfol/ verb ca[n thay bat feel bitter feel satisfied
phrase man
. . . verb sap xép ca lam :
organise shifts  /'>:ganaiz [ifts/ p P schedule shifts -
phrase viéc
preferential l/lprefa renfal noun SL:J’AU’U ai dac favoritism fair treatment
treatment tri:tmant/ phrase biét
verb doi xtr cong
treat staff fairly  /tri:t sta:f ‘feali/ hiee bang véi nhan  be impartial discriminate
P vién
tangible benefits / teendzabl k=), lgi ich hru hinh concrete intangible
9 ‘bentfits/ phrase i benefits benefits
. . noun khiéu nai cla .
staff complaints  /sta:f kem'pleints/ ! IA ! .;I ! grievances -
phrase nhan vién
. . . chuong trinh
customer loyalty /'kastema 'b1alti  .noun khach %éng loyalty B
h ki: h A ebix
scheme ski:m/ phrase than thiét programme
value opinions  /'veelju: 8'pinjanz/ verb coi trong y kién respect views ignore
P Ju-e piny phrase N9y P opinions
. ‘rekagnaiz verb hi nhan nhan . . -
recognise talent / g g\' ) identify ability overlook talent
teelent/ phrase tai
management / 'maenidzmant noun tiém nang quan leadership B
potential pa'tenfal/ phrase ly potential
. . g ngudi cé thanh
high achievers i /har a'tfi:vaz/ noun tigh c;o top performers | low performers
., /.2l 1k'spensiz — —
all-expenses-paid :)Iexd/ P adjective  bao tron chi phi fully funded self-funded
worthwhile and  /'w3:6wail and adjective dang gia va cé - .
. . . fulfilling pointless
rewarding rt wa.din/ phrase lgi
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| Word / Phrase | __IPA(UK)_| _POS_| Meaning (VN)

L noun trién vong nghé career .
career prospects :/ka'ria 'prospekts/ n gng . dead-end job
phrase nghiép opportunities
additional /a'd1fanl noun trach nhiém bé .
N . . extra duties -
responsibilities  r1 sponsa bilitiz/  phrase sung
nha tuyén dung . .
. . \ noun R . _ isupportive uncaring
caring employer :/'kearin im'pldis/ quan tam nhan
phrase n employer employer
vién
. : trach nhiém .
childcare /'tfa1ldkea noun N parenting
I . . cham séc con . -
responsibilities  r1 sponsa bilitiz/  phrase Chi duties
. e verb hat phi€éu hé provide
issue vouchers  /'1fu: 'vautfaz/ phatp P -
phrase tro vouchers
staff retention . noun ty 1é gilr chan .
/sta:f ri'tenfn rert/ Y N 9 . retention level turnover rate
rate phrase nhan vién
supportive /sa'potiv noun mdi trudng hd encouraging  hostile
environment In'varranmant/ phrase tro workplace environment
everyone is /' evriwan 1z moi ngudi déu .
. clause 5 appreciated neglected
valued veelju:d/ dudc tran trong PP 9
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