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® TPM (Total Productivity Management)
® TQM (Total Quality Management)
®  ATUIATDAUTBINTINUNANAR
A A Y
®  ATUIATDITOINTANAUNY
® STUVTDAUBUULINONTINNHANAN

® 54 eWalsLaANTMNAITIIUY

Step 3: MSANBUINANNMNNNIZA
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o matamsswluiteud vy
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®  misasANuEniU MY
o msaiuiguavmaslylumsvau
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® Train The Trainer
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® Modern Information System (MIS)
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® JIUAITUITM
® Walk Rally

® English Cam for kids
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1. AIC Tourism Development Center

ANHUZNISIADUIN:
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v o a I
o msiarumugsnauazAniamilulyle
1 i a a J
® mseusuHuTEdANIOlNd
o MIypuINMBIANLIZINA
= A ] 9 1 [ J d’ d' d' d' 9
o inseuredoyaiaunumsnouneIdus Mne1vos

feeiAnfe: Dr. Carol Cross, DirectorAsociacin Intibucana de Comunicacin

U

Barrio Lempira de Intibuca, Frente ADELCasa Amarilla, Contiguo a la cooperativa mixta de
COMIXCILIntibuca, Intibuca,, Honduras 011-504-783-0199 caminolenca@yahoogroups.com

EnglishMastery@yahoogroups.com FunSpanish@yahoogroups.com donateboots@soccermastery.org

2. Bob Brown: Service Solutions

U li' 2
nangasnidlasusu:

% \J o

vangasganudusalunusamms (The Restaurant Success Program)

Part 1: Concept Clarification & Development

Part 2: Restaurant Manager’s Tools and Systems Writing Workshop
Part 3: Romancing Food and Wine for Sales Success

Part 4: The Seven Ways Successful Servers Sell Seminar

Part 5: Presentation and Coaching for Star Performance

HangAIaANNE U391 UIUUSNIAIUKTN (The Front Office Success Program)

Part 1: Assessment
Part 2: Manager’s Tools and Systems Writing Workshop
Part 3: Service Excellence for Lifetime Loyalty

Part 4: Presentation and Coaching for Star Performance

nangasganiudalua1un3n1510901113 (The In Room Dining Excellence Program)
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Part 1: Restaurant Manager’s Tools and Systems Writing Workshop
Part 2: Building the Sales Cockpit
Part 3: The Seven Ways Successful Servers Sell Seminar

Part 4: Presentation and Coaching for Star Performance

[y o d
mngchygmgjmmm!%«iflumﬁmw"lm (Wine Keys To Sales Success Seminar)

® Benefits of Selling Wine
® Wine Demystification
® The Five Key Elements

® The Ten Strategies for Selling Bottled Wine

Nogfinne: 21544 Inman Park Place, Ashburn, Virginia, USA. 20147 Tel: 703-726-9020

U

E-Mail: bob@bobbrownss.com

3. d'Orleans Hospitality Training

o Aa
T‘iaﬂg’ﬂiﬂ!ﬂﬂﬁﬂﬁﬁl:

mazé’iﬁ — N3IANS (Leadership - Management)

® Team Building (without ropes)

® (Coaching Peak Performance

® Value Your Workforce and Guest Diversity
® Does More Money Mean Motivation?

® Empowerment: Letting Go

M35VIBUALNITAAIA (Sales and Marketing)

® Ready! Set! Sell!

® One Room Night at a Time

® (Off-Season Packaging

® Negotiate the Win/Win Relationship
® Breaks with Flair and Personality

® Prospecting for the Golden Guest in an Upscale Market

A a Y o . 0
NMIADAIT — NIIVINITANAI (Communication - Customer Service)
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® The (Un)Spoken Word

® The Written Word

® Exceptional Customer Service
® Working with Difficult People

® Telephone Etiquette: The First Impression
v d
NINNNINUBEY (Human Resources)

® Finders, Keepers! (Recruiting & Retention)

® Harassment in the Workplace - Not Acceptable!
® Train-the-Trainer: The Path to Consistency

® Appraisals for Performance Excellence

® TIPS (Alcohol Awareness)

M3NaIUAANa (Personal Development)

® The Proper Casual Wardrobe (What's Business Casual?)
® Put Your Oxygen Mask on First (Stress Management)
® Self Esteem and Motivation
flogAnde: 7001 St. Andrews #317 Columbia, South Carolina, USA. 29212 Tel: 866.456.3305

Fax: 803.781.4824

4. FHRALI Institute of Hospitality Management

I v A 9 o 9 a a ~
Augonniunaeumumstansaugaanssuusns laeasluilszmadune Tagauiny

' g v A ]
FHRAI %0137 the Federation of Hotel & Restaurant Associations of India HaNau1¥ANI 3,400 9D
Y a ¥ 9 o A o ‘:91 Y
YsZNoUMINMUGATIMNITNLIMI  NITsausy  Sormmsmidszmg  ieauninaniuiiazld

@ . I
15emetienins1n Ecole hoteliere de Lausanne (EHL), Switzerland @11 153i3 suaoumaarums
1 a J 4 yo/ 1 [

Tsausuurausnved Tanlulsemaaiasesians HonaniigasIuieny Indira Gandhi National Open

University IGNOU) TumsuouifSyanniesdumsouiion (B. A. (Tourism) degree) THuAGIS o
o da
nangasiitlaeusa:

1. MANgATMIUIMINNMUATIHNTINUIMIUIINA 4 ) (International Hospitality

Administration)


http://www.hoteletraining.com/tips.htm
http://www.columbiasouthcarolina.com/
http://www.fhraiinstitute.com/
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2. HANGATMIVIMTNUATIUIUIYIA 4 1) (International Culinary Administration)
3. nangasdsgmaiietiag 1 Inedumsdfianmsmediulsasy

Y
4. iangas 3 A MnUKINeNae Sikkim 99]}11!@.@?(11’?ﬂﬁiiJ‘UiﬂﬁLm%ﬂTiﬁ]ﬂﬂﬁ\ﬂumﬂﬁ (B.Sc.

in Hospitality and catering Management from Sikkim Manipal University)

‘ﬁf)gi?lﬂﬁa: FHRALI Institute of Hospitality Management Plot No. 45, Knowledge Park III, Greater Noida-

201 306 INDIA Tel: 0120-2323626-30, Fax: 0120-2323631

5. Hospitality Training and Management

ANHULNMTIADUIN:

A o A oy . ) A yd g
1. 3Jmﬁﬂmiammmummﬂugmﬂﬂa (Distance Learning) HUagn13l58U3NIIY (Home
Study) Tusumsdans 1sausuuazinning
2. Tinsev18luMIIABUIUIINAY Professional Development Institute of Tourism (PDIT) Liag

American Hotel & Lodging Educational Institute (AHLA)

Sagiszasn:

Y @ @ A = Yy YA ¥ A Ao <
1. daousuaznangasna Inanaznangasnannsaisoui lanthurieihan ey

1 @ A 9 C4 o ) [ 9 A Ay o Y
aIUA !W@ﬁi1\‘]ﬂjgﬁﬂﬂ1§mﬂﬂli‘vn\ﬂut’ﬁﬂjlluﬂljﬂu‘lu‘ﬂ'ﬂﬂﬂu‘ﬂﬁ@\iﬂ15ﬂ$ﬂ131u1uﬂ1u

QATINNTINNDAUNE)
A o 9 @ A 9 Y 9 o o o YA o Y
2. WoNAIANNY NnEy WIRAI 1 ToMaAuN NN URNIIUAIUNS
1 d' [ Y] Y] 9 d' o 1 o ] d' 49! Y [
neung luszauminanu Wivihnu enanngdumiangauluszaumsians
1 Y @ A A o a 3 A
3. uiumsta TUsunsumssusuRLNAITIUAINNMYNA  LagaITaNanaAaIngILum

gouiulunNuFINIYNT
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o Aa
T‘iaﬂg’ﬂiﬂ!ﬂﬂﬁﬂﬁﬁl:

1. UYszmAlelasNAEIRNIZ NI (Departmental Specialization Certificates) IAOUIUAIUMS
Tsausurazaaaa s IuuaAazumun 19U NMIIAMTHOIND  MTIANIT 1TILTHUIUIIE  MTHAL
o 4 o A A o I 9 I o A
NSUOINTUYBE NITANTOINITUALIATOIAN MITAMIAaIaLazMsvie Wuau  Jundngasni

Y ]
sreznmduNIMangasoun munzdwsuiinteu JUfReu vaziinion  Teegaduiiaun
ANEZUAUMATIALAZNIAILAN/MIIANT

2. sgmatieasrhol §Uamsgaa1nIsuUINg  (Hospitality Operations  Certificates)

dyl 9

[ Y [ é@' =2 FY a A Y =) Bldy kY a a
ﬁaﬂﬁ@Suuﬂluualiﬂuigﬂﬂﬂaﬁﬂmhll]ﬁ)LlEN!ﬁNGU’ENﬂﬁ]fﬂi‘l/l@i’NfﬂﬁJﬂ’NZJEW“L@”I‘L!@HH‘E‘iﬂ‘U‘Uiﬂﬁ

£l q

uazauAImsfasumlasaniwesdns sazszuuny 1y wangasdmSumsauiivaudmiss

s v A A 2 v " Ao 9 v Y Y W
do3n Iermstazingosan Wuau daulvysziiive lumsousy 8-10 Wirvedeny
3. UsemalefninsIan1sgAaINITuUINS  (Hospitality Management) IMAIZd 1431
] Yo v 9 &9 Yy ¢ " o A
gsznoums diamsuaziimihanuidesmsldesanscnunsoudsiu ldluaaagaamnssuusms

Tagszoznarlumseusumagiidelumsousuazlinndeangquusn
naanthvisng:
4 = o -5

niEeu winaw Wanihau geams uazihvesnoms

NogAaca: P. O. Box 278, Suite 2 - 141 Memorial Avenue Parksville, British Columbia, CANADA,

VOP-2G4 Tel: 250-248-2010 ... Fax 250-248-9413

6. Hotel and Catering Training Company (HCTC)

U lﬂ'Q
nangasndlasusu:
a A a J [ a
e antmmmenansuazanuilasansludugaainnisuinig (Licensing and Security)
e INHZNNAUGATHNTINUTNS (Hospitality Skills)
o I A = a .
o mswanluanuiluieenlugnamnssuiing (Professional Development)
o Msisziliunug (Assessment Knowledge)

= k) =) A
o msdnousunA U Tulagensaund (T Training)


http://www.hctc.co.uk/content-280
http://www.hctc.co.uk/content-720
http://www.hctc.co.uk/content-279
http://www.hctc.co.uk/content-839
http://www.hctc.co.uk/content-839
http://www.hctc.co.uk/content-92
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Y1 o v o Y A o g = v ~ o :
G]E]Qg’JW]‘LH]%‘WGM“LHﬂ’J1M§1ﬂ1ﬂﬂ]1m%1u1‘q‘lﬂ1u1ﬂ UAZIUDAUIINITANHULAIVTUIIUIDITUIINLUYAN

A A o Y] 1 dy
NIIVNDNUVADIUU HCTC LUNIU

Negfnne: London 3-4 Picton Place London W1U 1BJ Tel: 0800 731 8199 Newecastle 13 Riverside
Studios Amethyst Rd Newcastle Business Park Newcastle NE4 7YL Tel: 0800 731 8199
Manchester 24 Winders Way Salford University Business Park Salford Manchester M6 6AR

Tel: 0800 731 8199

7. HSA International Worldwide

LY =]
(amuugmalvlﬂamumm‘mﬁ HSA)
o aa
ﬁaﬂgmmﬂﬂamu:

® AUDINI uamﬂ%mﬁu (On-Site Training - Food & Beverage Essentials)
® MuMIMBLATMINAA (On-Site Training - Group Sales Essentials)

® MUMIUIMITIAMSI (On-Site Training - Management Essentials)

®  AUMANAMIUTMT (On-Site Training - Service Essentials)

J 1
° ﬁ'mﬂaqm $11N¢] (On-Site Training — Strategic Essentials)

ﬁ@ijaﬂﬁ’ﬁ: ao’“l‘lofﬂﬂuclﬁﬂj: HSA International Worldwide Headquarters 5975 West Sunrise Boulevard,
Suite 211 Sunrise, FL USA 33313 TEL 954.792.5557 FAX 954.792.5537 éinaiuluveaewandailn:
HSA International - Asia/Pacific Regional Office 61 Robinson Road 17th Floor, Robinson Centre

Singapore 068893 SINGAPORE Tel: (65) 6278 9501

8. IHTTI, School of Hotel Management

(53538umMdAMS153u5N THTTI)

)y Aa
wangmmﬂﬂ@mu:



149

1Y = Y d' a [ a a = = a oA
‘Viaﬂ@:@]iﬂ1iﬂjﬂﬁl"UﬁllmLlll‘]J‘ﬂﬂh"]JTVIﬁlm%immi‘ljiﬂi]ﬂﬁ“ﬂiﬂﬁ tagiaIuveImsnilfiia
£
a1 159053 (Practical Training Component) aane lUTl
1. MuUMIABUTUEIUHT (Front office)
2. Muuuimsdeyana (Human resources)
3. auauUssaudninan (Administration)
9 19 .
4. AUNUUNIY (Housekeeping)
) a FY .
5. AMUUINTYNA (Guest services)
6. MUBIMITLALIATOIAN (Food & beverage)
7. MUMITNLLAZMITAAA (Sales & marketing)
8. ﬂﬁi‘i’ﬂmiiwu%’am (Information systems)
9. ﬁ'mmﬁﬁtuﬁuaxmiﬁu (Accounting & finance)
10. ﬁ1umﬁi‘i}ﬂmiﬂi$iju (Convention management)

11. ﬁ’mcﬁanﬁwgquazsﬁn (Maintenance & engineering)

NegAnne: IHTTI, School of Hotel Management Avenue de la Gare 15-17 CH-2000 Neuchatel,

Y

Switzerland Tel: +41 32 720 8050 Fax: +41 32 720 8055

9. Maryland Hospitality Education Foundation

ANHULNSINDUIN:
Y

3 o Y Bld' 1] a [ [l o
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NegfAana: 6301 Hillside Court - Columbia, Maryland 21046 - 800.874.1313 Fax: 410.290.6882 website:

www.mhef.org

10. The Professional Development Institute of Tourism

o Aa
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Parksville, British Columbia, CANADA, VOP-2G4 Tel: 250-248-2010 Fax: 250-248-9413

11. The SNC Destination Inc.

o Aa
‘Hﬁﬂgﬂi‘i’l!ﬂﬂ@ﬂiﬂl:

= a oa A A g @
- ﬂ?il?]ﬂ’f)ﬂil]‘l];]ﬂﬁﬂﬁﬂ?iﬁ'@ﬁﬁ‘ﬂ!ﬁﬂuﬂﬁNﬁiJWfﬂL!'J@lu‘ﬁiﬁJ
- AEHANNEIUIEHNIAUTTINAIMTURAAIHNITNUINS
~ o [ a [
- ﬂ"limifJﬁJﬂ"Iif‘ﬂﬂi‘]Jﬂﬁmu‘VlNll‘]J@N‘]Ji&‘ﬂﬂ
- ﬂ"lif]”].liﬂJQ@]ﬁ"lWﬂﬁillﬂ?iﬂ%ﬂﬁuﬂxﬂ”li@%}ﬂu%ﬂ

- MIRUTUANUNAEMUMITUING
ﬁﬂgjaﬂﬁ@: SNC Destinations, Inc. 11110 W Oakland Park Blvd. PMB# 347 Sunrise, FLL 33351 Tel: 954
748-6895 Fax: 954 748-6895 Skype: simone954 Email: info@sncdestinations.com Training and

Consulting: training@thesncgroup.com

12. Touchstone Training Resources L.L.C.

o Aa
T‘iaﬂg’ﬂiﬂ!ﬂﬂﬁﬂﬁﬁl:

[

MIUTMINU0 IS dmFudsamsiwe s Adnousuminau gauaduemis

LAZISVDIFINIS WO INTS
‘ﬁ’e)gi?lﬂﬁii’): Email: manuals@touchstonetraining.com

13. Vatel, International Business School for Hotel & Tourism (France)

(5938uMsUIMIMsIsamsutazmMsneuigIINna)

nangasnidaeusiaeu:


mailto:manuals@touchstonetraining.com

152

U = %

a d
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Bachelor's Degree in International Hotel Management (Hotel School: Nimes)

YEAR 1: 1 academic semester + 1 paid internship semester

Management I, Marketing I, Human Resources I, Computer Systems I, Enterprise Economy, Working
Methodology, Professional Culture, Personal Grooming & Behavior, Nutrition & Food Hygiene, French
Wines, Enterprises Discovery, Professional Development, French language, French Communication I,
English Communication I, Training Initiation, Food & Beverage Environment, Hotel Environment,

Management Application, Food & Beverage Training

YEAR 2: 1 academic semester + 1 paid internship semester

Management II, Marketing II, Human Resources II, Computer Systems II, Hospitality Law, Business Law,
International Tourism Economy, Economics, Hospitality Information, Engineering, Nutrition,
Wines of the world, Professional Development, English Communication II, French Communication II,

Hotel & Food & Beverage Training
YEAR 3: 1 academic semester + 1 paid internship semester

Management I1I, Hospitality Sales, Tourismology, Enterprise creation, Human Resources Management II1,
Computer Systems III,Project Management, Intercultural Management, Trainee Assessment, Trainee
Report, Hospitality Study Cases, Marketing III, European Knowledge, European Tourism Economy,
Negotiation  skills, English = Communication III, French Communication, Dissertation,

Hotel and Food & Beverage Training.

(Y [ a d
2. szavifSayanin msdamslsausuuninand JsaSoumsisasy: i)
Master's Degree in International Hotel Management (Hotel School: Nimes)

FOUNDATION YEAR: 1 academic semester + 1 paid internship semester

Management I, Marketing, Human Resources I, Computer Systems, World Tourism Economics, Nutrition,
World wines and Beverages, Personal Grooming & behavior, Intercultural Management, English
communication, French culture and Communication I, Food & Beverage Environment, Hotel

Environment, Hotel and F&B Practice, Practical Management in Food & Beverages.

FINAL YEAR: 1 academic semester + 1 paid internship semester
Management II, Financial Management, Business Law, Hospitality Law, Enterprise creation, Management

Information Systems, Human Resources II, Marketing and Sales, Project Management, Travel and


http://www.vatel.fr/v_ang/instituts/nimes_ang.php
http://www.vatel.fr/v_ang/instituts/nimes_ang.php
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Tourism, European Tourism Economics, Tourismology, French communication II, Enterprise Strategy,

Dissertation.

NegAnne: Management International Development Office: 122 rue Nollet 75017 Paris — France

U

Tel: + 33 (0)1 4226 7883 Fax : +33 (0)1 4226 7882 E-mail: international@vatel.fr
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Date/Month/Year Title Name of instructor
Day 1 English for service staff — Greetings / Dr. Sutat
9.00-10.30 Response to the requests
10.30-12.00 Dealing with complaints Aj.Suppamas

LUNCH
13.00 - 16.00 Giving and getting information Aj.Suppamas
Day 2
9.00-12.00 Numbers / Useful Expressions (Different Aj.Lakkana
sections)
LUNCH
13.00 - 16.00 Telephone Technique Asst. Prof. Siripen
Day 3 Service Skills/ Dr. Pimrawee
9.00-12.00 Sharing experinces (Workshop)
LUNCH
13.00 - 16.00 Ways of improving your English/ Service Dr.Pimrawee
mind
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Useful expression and numbers

Please mark (X) on which is the correct answer for each question.

11. T have lived here 1997.

A. ago B. since C. for D. in
12. He's listening to music

A. yesterday B. last week C. now D. next week
13. What is today’s date?

A. Today is June 7, 2008. B. Today is 7 June, 2008

C. Today is 2008, 7, June D. Today is 7/2008, June

14. Which is the best choice for the formal useful expression?

A. Let’s spell your name. B. Can you spell your name?

C. Please spell your name. D. Could you spell the name, please?
15.Have ......ccovvvvnnnnnn. in our hotel sir, madam

A. a present stay B. anice day

C. a pleasant stay D. a pressure stay

Dealing with Complaint

16. I'm sorry to have but you need to find a job.
a. to say this b. to tell this
c. say this d. tell this

17. I'm sorry , but this steak is not satisfactory.
a. to answer you b. to ask you

c. to bother you d. to distract you
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18. to telephone Dan to invite him to the party.
a. Maybe forgetting b. Maybe you forgot
c. Maybe forget d. Maybe you forget
19. I think you to bring our wine.
a. might forgotten b. can't have forgotten
c. might forget d. might have forgotten
20. There may have been about what I wanted.
a. a understand b. a misunderstanding
c. an understanding d. a bad understanding
21. A: T haven’t got the consignment that [ ordered yet.
B:

a. Hold on. I’ll transfer you through the president.
b. Can you wait a moment?
c. I’m sorry. Let me check it a few minutes.

d. ’m sorry but it’s not my business.

22. A:

B: It doesn’t matter.

a. I do apologize for the mistake happened.
b. Why don’t you send the goods to me?

c. How can you do this to me?

d. I think it’s your responsibility to deal with my problem.
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(For 8 —10)
a. [ really appreciate that.
b. I’'m calling from Good Drink Place.
c. give me the refund
d. return the damaged glasses back to me

A: Hello. 23 I bought 10 dozens of crystal glasses

from your shop. But when I got, some of them were cracked.
B: I’'m sorry to hear that. May I have your name, please?
A: I’'m Tina Jones.

B: Could you please 24 then I’ll send the new ones

to you.

A: OK. Thank you. 25

B: You’re very welcome

Asking and giving information

26. Could you when the next bus leaves?
a. tell me b. say me
c. tell to me d. know me
27. Could you tell me where ?
a. the local gym is b. is the local gym
c. is the local gym located d. the local gym
28.1’d if he has understood the question.
a. like know b. liking to know
c. like knowing d. like to know
29.Could you we should be there?
a. find along b. find along when

c. find out when d. find when



30.’'m

31.

32.

33.

34.

35.

I’'m

when the tour begins.

a. interesting about b. interesting to

c. interested about d. interested in

information about tours in this town.
a. looking after b. looking to
c. looking for d. looking in
A:

B: I like playing tennis.

a. Where do you live?

c. Where do you go on holiday? d. What do you do in your spare time?

A:

B: I’'m a plumber.

a. What do you do in your spare time?
b. What kind of work do you do?

¢. When were you born?

d. Where are you from?

A: Excuse me,

B: You can go to Krung Thai Bank next to the hotel.

a. Can I exchange some money?
b. May I borrow your money?
c.  Where can I exchange some money?

d. How can I exchange some money?

A: Hello. Do you know when

b. When is your birthday?

B: At 11 o’clock sharp, sir.
a. the movie starts

c. the movie plays

b. the movie start

d. the movie play
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Please fill the correct answer in the blank (write in this page)

36. In the word ‘service’ each letter has its meaning,
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