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This book is intended for anyone who wants to enter the hospitality industry, so it can be used by a wide This book is intended for anyone who wants to enter the hospitality industry, so it can be used by a wide
range of learners. Until now, textbooks that specifically showed how to express manners and hospitality in range of learners. Until now, textbooks that specifically showed how to express manners and hospitality in
Japanese were not The textbook were not narrow enough in scope. Therefore, we created this book to present |Japanese were not-Ftetextbookwere ot narrow enough in scope. Therefore, we created this book to
to-understand concrete ples and Japanese exp \s that show what omotenashi is and how present easy-to-understand concrete examples and Japanese expressions that show what omotenashi is
staff members use omotenashi expressions. and how staff members use omotenashi expressions.
p2 Cultural notes also include information on Japanese manners, Japanese attitudes and perspectives on Cultural Notes also include information on Japanese manners, Japanese attitudes and perspectives on
cross-cultural communications so learners other than those wishing to enter the customer service industry in  [cross-cultural communications so learners other than those wishing to enter the customer service industry in
the future will plenty to study and learn. There aren’t many complicated grammar items used in hospitality the future will also have plenty to study and learn. There are not many complicated grammar items used in
settings, and the vocabulary is selected from vocabulary that we believe is often used in the hospitality hospitality settings, and the vocabulary is selected from words that we believe are often used in the
industry. We hope that learners will be able to understand and operate in Japanese-style customer service and | hospitality industry. We hope that learners will be able to understand and operate in Japanese-style
Japanese culture. customer service and Japanese culture.
p4 A - WESRE  |Usage guide-Polite Speech Simplified Chart Usage guide Honorific Simplified Chart
T Expressions Facial Expressions
p5 {EEE Listening Listening Closely
X : . § Omotenashi Japanese refers to understanding the seven concepts of ningenkankei kouchiku (building
Omotenashi Japanese refers to understanding the seven concepts of ningenkankei kouchiku (building . o X i o
. . N iy o interpersonal relationships), kokorokubari (thoughtfulness), aite wo omou kokoro (being mindful of others),
interpersonal relationships), kokorokubari (thoughtfulness), aite wo omou kokoro (being mindful of others), | _ v ) )
N ) B ) ) ; jinsoku na outai (quick response), yorisou kokoro (closeness), juunan na outai (fl exible response) and
jinsoku na taiou (quick response), yorisou kokoro (closeness), juunan na taiyou (fl exible response) and ) o ) ) )
i i i . ~|seijitsu na kokoro (honesty) and communicating while having mastered the art of expressing these concepts
seijitsu na kokoro (honesty) and communicating while having mastered the art of expressing these concepts in | )
in Japanese.
Japanese. . . . L - - . s
X . . o o o i . Ningenkankei kouchiku (building interpersonal relationships): Communicating to build strong relationships
Ningenkankei kouchiku (building interpersonal relationships): Communicating to build strong relationships X
v with customers
p7 1 with customers . . . PR
) . o Kokorokubari (thoughtfulness): Acting with the customer in mind
Kokorokubari (thoughtfulness): Acting with the customer in mind o X . i
A o - v Aite wo omou kokoro (being mindful of others): Being compassionate and sympathetic toward the
Aite wo omou kokoro (being mindful of others): Being compassionate and sympathetic toward the customer "
customer
Jinsoku na taiou (quick response): Responding quickly and correctly § i .
’ ’ S o Jinsoku na outai (quick response): Responding quickly and correctly
Yorisou kokoro (closeness): Getting close to and sympathizing with the customer's feelings X X N ) X
. ) ) ) ) i ) Yorisou kokoro (closeness): Getting close to and sympathizing with the customer's feelings
Juunan na taiou (fl exible response): Responding fl exibly with alternative proposals and ideas § o X i
) o Juunan na outaui (fl exible response): Responding fl exibly with alternative prop and ideas
Seijitsu na kokoro (honesty): Respond honestly and with understanding, without falsehoods N N )
Seijitsu na kokoro (honesty): Responding honestly and with understanding, without falsehoods
p7  2(1) 0 Ainiku, d arimasen. 0 Ainiku, manshitsu de gozaimasen.
p7  2(2) Omataseshimashita. Ainiku, kono shouhin ga gozaimasen. Moushiwake gozaimasen. Omataseitashimashita. Ainiku, kono shouhin wa zaiko ga
p7 2(3) Omataseitashimashita. Ainiku, honjitsu no yoyaku ha ippai desu. Moushiwake arimasen. Omataseitashimashita. Ainiku, honjitsu no yoyaku wa ippai de gozaimasu. Moushiwake gozaimasen.
7 BEOS Each semantic function is further explained in the "Let's take a look" section, but be sure to review them all Each semantic function is further explained in the "2 T % L & 5 (Let's Take a Look)" section, but be sure
p7 BEOIT
together. to review them all together.
In this book, you will learn what Japanese omotenashi is like and also learn sentence patterns and meanings |  In this book, you will learn what Japanese omotenashi is like and also learn sentence patterns and
1 in cultural notes and conversational sentences from a functional perspective. First, before studying the meanings in "Cultural Notes" and "Let's Take a Look" from a functional perspective. First, before studying
P conversation, think about the theme of the section and then learn the lesson in the context of the given the conversation, think about the theme of the section and then learn the lesson in the context of the given
situation. situation.
Structure
pl3 There are eight chapters in total, each of which is divided into a Section 1 and Section 2. Each section is laid  [There are eight chapters in total, each of which is divided into @ Section 1 and Section 2. Each section is laid
out as follows: out as follows:
Here's the point!: Understand each sentence pattern and semantic function. The omotenashi phrases that Here's the point!: Understand each sentence pattern and semantic function. The omotenashi phrases that
p13 you will learn in that chapter are marked with a&. Omotenashi phrases are phrases that are often used in you will learn in that chapter are marked with =& . Omotenashi phrases are phrases that are often used in
customer service settings. customer service settings.
pl8 FJIDFE (V-masu word step of masu form) (¥=mastword stem of verb masu form)
pl8 THENEA (71—

ToBFE) o [¥5] &
Lot

(V-suru suru verb (group Il verb) form with suru removed)

(¥=suru suru verb (group Il verb) form with 3 % removed)

pl8 HWMHERRF

Honorifc simplified chart

Honorific Simplified Chart

p2l £svav2
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In this book, you will learn omotenashi no kokoro (the heart of omotenashi), ningenkankei kouchiku (building

hips), kokorokubari (thoughtfulness), aite wo omou kokoro (being mindful of others),

In this book, you will learn omotenashi no kokoro (the heart of omotenashi), ningenkankei kouchiku
(building interpersonal relationships), kokorokubari (thoughtfulness), aite wo omou kokoro (being mindful of

interpersonal
p22 jinsoku na taiou (quick response), yorisou kokoro (closeness), juunan na taiyou (flexible response) and seijitsu|others), jinsoku na outai (quick response), yorisou kokoro (closeness), juunan na outai (flexible response)
na kokoro (honesty) in that order. Learn how to express the heart of omotenashi in words and the and seijitsu na kokoro (honesty) in that order. Learn how to express the heart of omotenashi in words and
methodology behind omotenashi phrases. the methodology behind omotenashi phrases.
€yvav2 BLE yvav2 BLE
[E5Z2Tw-< ) BEBTLIEEVELR, | [E3vpYp e TEVELE, |
p28 Bowing “Please enjoy your stay.” Bowing “Thank you very much. "
(B=) 71L9518A, /BFFhE, " FIXIE, "
Cuii chao “Quy khach thong tha a.” Cui chao “Cam on quy khach. "
Hyoujou (facial expressions) are equally as important as first impressions. Rather than only putting on a Hyoujou (facial expressions) are equally as important as first impressions. Rather than only putting on a
ot smile when assisting customers, part of omotenashi is regularly maintaining a gentle expression that says, "l [smile when assisting customers, part of omotenashi is regularly maintaining a gentle expression that says, "I
can assist you at any time". Also, be aware that your facial expression can be seen from a distance when can assist you at any time". Also, be aware that your facial expression can be seen-fromradistance-when
bowing. Try to always be mindful of you facial expressions. bowing or from ditance. Try to always be mindful of you facial expressions.
p56 RTHELLSD REL TP TBEBRSFLRZy 7HELTLET] REL TN P TREy 7EBBREENELTVLET)
p59 T VREEORT IRTIEVETS, TV RAEORTIRTIEVEY,
p68 F/S—hdZ &lf  |Department Vocabulary Department store Vocabulary
p76 £ av2
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Going One Step Further “I can confirm it, if you would like."

Going One Step Further  If you'd like, | can check.”

In Section 1, we learned what to do to provide accurate guidance in accordance with customers' requests. In
Section 2, we will learn how to progress to the point where you will be able to sense how the customer feels
and respond in a way that pleases them without them having to ever explicityly state their requests. This
includes, for example, going beyond simply doing things like recomending a restaurant to the customer, and
instead taking things one step further by calling a restaurant for a customer to see if it is crowded or making
reservations for them, even if unprompted by the customer. It is this degree of action that is known as Ippo
Susunda Taiou (going one step further).

In Section 1, we learned what to do to provide accurate guidance in accordance with customers' requests.
In Section 2, we will learn how to progress to the point where you will be able to sense how the customer
feels and respond in a way that pleases them without them having to ever explicitly state their requests. This
includes, for example, going beyond simply doing things like recommending a restaurant to the customer, and
instead taking things one step further by calling a restaurant for a customer to see if it is crowded or making
reservations for them, even if unprompted by the customer. It is this degree of action that is known as Ippo
Susunda Outai (going one step further).
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Listening “Is there something | can help you with?”

Listening Closely “Is there something | can help you with?"

p102

Keichou (listening closely) means listening to what someone is saying, not with your ear, but with your heart.
Opening your ears to what someone has to say rather than doing all of the talking yourself can help you get
closer to that person. Just taking it upon yourself to do something is not omotenashi. Listening is another form
of omotenashi. Here, you will learn the omotenashi of how to receive someone.

Keichou (listening closely) means listening to what someone is saying, not with your ear, but with your
heart. Opening your ears to what someone has to say rather than doing all of the talking yourself can help
you get closer to that person. Just taking it upon yourself to do something is not omotenashi. Listening

closely is another form of omotenashi. Here, you will learn the omotenashi of how to receive someone.
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Listening to Complaints “I apologize terribly for having troubled you.”

Listening to Complaints “We are very sorry to have inconvenienced you.”
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Alternate Suggestions “We can arrange a semi-double room. Would that be okay?"

Alternate Suggestions “We can offer you a semi-double room. What would you prefer?”

What you may consider to be the best form of omotenashi is not always the best for your customers. That is
why you should offer a variety of options to meet the needs of your customers. The best kind of omotenashi is

What you may consider to be the best form of omotenashi is not always the best for your customers. That
is why you should offer a variety of options to meet the needs of your customers. The best kind of

124
P that which the customer chooses on their own. Therefore, it is essential to acquire a wide range of knowledge [omotenashi is that which the customer chooses on their own. Therefore, it is essential to acquire a wide
and information so that you are able to provide different kinds of annai (guidance). range of knowledge and information so that you are able to provide different kinds of teian (suggestions).
There are many types of apologies. The word 9% % A, in particular is often used in daily life. This word There are many types of apologies. The word 9" £ A in particular is often used in daily life. This word
has many meanings and is not only used when apologizing, but also when thanking someone, making a has many meanings and is not only used when apologizing, but also when thanking someone, making a
request and when calling for someone. It is used to apologize when someone has had something request and when calling for someone. It is necessary to apologize when someone has had something
p140 displeasurable or troublesome happen, even if it is not directly your fault. You will likely find yourself displeasurable or troublesome happen, even if it is not directly your fault. You will likely find yourself
apologizing to a customer at some point when working in hospitality. However, the customer is not always apologizing to a customer at some point when working in hospitality. However, the customer is not always
right. Even in such times, you must still apologize for the fact that the customer has been inconvenienced. And |right. Even in such times, you must still apologize for the fact that the customer has been inconvenienced.
you must also show appreciation for them taking the time to express their opinion to you. And you must also show appreciation for them taking the time to express their opinion to you.
pls3 #1EQ Staff member: Thank you very much. [bows slightly] Il carry it for you to the door. Staff member: Thank you very much. [bows slightly] I'l carry it feryorrto the door for you.
. . [Conversation 1: A staff member and a customer are talking in the lobby of a Japanese-style inn]
[Conversation 1: A staff member and a customer are talking in the lobby of a Japanese-style inn] n ) ) )
. ) ) ) Staff member: Hello. [smiling] My name is Tanaka, and I'll be in charge of your room, Mr./Ms. Kobayashi. |
Staff member: Hello. [smiling] My name is Tanaka, and Il be in charge of your room, Ms. Kobayashi. Ilook | **
[sle]
forward to assisting you. -
. forward to assisting you.
Customer: Oh, I'm Kobayashi. Thank you for your help. . v
. ) ) Customer: Oh, I'm Kobayashi. Thank you for your help.
Staff member: Please let me know anytime if there is anything you do not understand. S A )
) : Staff member: Please let me know anytime if there is anything you do not understand.
Y ou can also reach me anytime by calling the front desk. ) ’
. You can also reach me anytime by calling the front desk.
pl54 52RO Customer: Okay.
- ) Customer: Okay.
[Conversation 2: A customer has come to the reception desk] . .
[Conversation 2: A customer has come to the reception desk]
Staff member: Welcome.
Staff member: Welcome. [smiling]
Customer: | have a reservation under the name Yamanaka.
A Customer: My name is Hayashi, and I'm here to meet with Mr./Ms. Yamanaka
Staff member: Please wait one moment.
) Staff member: Please wait one moment.
[the staff member makes an internal call] X
. . . § [the staff member makes an internal call]
We will be with you in a moment, so please wait over there. ) )
He/She will be with you in a moment, so please wait over there.
plst 28D RS DRI, AR RDKIE, [55]
plsd %2 B0 Nhan vién: Kinh chao quy khach. Nhan vién: Kinh chao quy khach. [Tuoi cusil
[Talking to a customer at a check-in counter at the airport] [Talking to a customer at a check-in counter at the airport]
Staff member: [smiling] Good morning. [bowing while smiling] Please show me your passport. Staff member: [smiling] Good morning. [bowing while smiling] May | have your passport please.
Customer: Okay. [shows passport] Customer: Okay. [shows passport]
Staff member: Thank you. Ms. Tanaka, will you be checking any luggage? Staff member: Thank you. Mr./Ms. Tanaka, will you be checking any luggage?
Customer: No. Customer: No.
pl55 2@ : ) . i i i
Staff member: Okay. Your seat is 35 A, a window seat. Here is your passport. Staff member: Okay. Your seat is 35 A, a window seat. Here is your passport.
[shows the customer her boarding pass] This is your boarding pass. Your boarding gate is 61 [folds one hand |[shows the customer his/her boarding pass] This is your boarding pass. Your boarding gate is 61 [gestures
over the other], and boarding begins at 9:25. to the boarding pass], and boarding begins at 9:25.
[staff m ember hands the customer her boarding pass] Thank you very much. [smiles] Have a good trip. [bows | [staff m ember hands the customer his/her boarding pass] Thank you very much. [smiles] Have a good trip.
while smiling] [bows while smiling]
) , [Conversation 1: A staff member and a customer are talking at a department store]
[Conversation 1: A staff member and a customer are talking at a department store]
Staff member: Welcome.
Staff member: Welcome. )
) Customer: Excuse me, where is your bathroom?
Customer: Excuse me, where is your bathroom? o - )
. L N Staff member: [points in the direction] It's right that way.
Staff member: [points in the direction] (The bathroom is) Right over there.
. ) ) Customer: | see. Thank you.
pl56 538D [Conversation 2: A staff member and a customer are talking at a hotel] ) _
[Conversation 2: A customer and a staff member are talking at a hotel]
Customer: Umm, does this hotel have a pool. )
} R ) Customer: Umm, does this hotel have a pool?
Staff member: Yes, we do. The pool is on B of the main building. Please use this elevator. Once you get off A o )
A ) A A Staff member: Yes, we do. The pool is on B1 of the main building. Please use this elevator. Once you get off
the elevator, keep going straight. The pool entrance is on the left side. ) , ) :
the elevator, keep going straight. The pool entrance is on the left side.
Customer: Ah, | see.
Customer: Ah, | see.
) ) [After check-in at a hotel, a bellhop shows a customer to their room]
[After check-in at a hotel, a bell hop shows a customer to their room]
Staff member: Well then, I'll show you to your room. Customer: Okay, thank you.
Staff member: Well then, I'll show you to your room. Customer: Okay, thank you. )
- Staff member: This way, please. [leads the way]
Staff member: This way, please. [leads the way] )
e ) [they get on the elevator] Your room is on the tenth floor.
pl57 % 3HD [they get on the elevator] Your room is on the tenth floor. o - . . -
. ) . . [they get off the elevator] [points in the direction] Right this way. [they walk for a bit and arrive in front of the
[they get off the elevator] [points in the direction] Right this way. This is your room. Please go ahead.
room] This is your room. Please go ahead.
Customer: Thank you.
) Customer: Thank you.
Staff member: Please relax and enjoy your stay. [bows] I'll be leaving now. [bows] )
Staff member: Please relax and enjoy your stay. [bows] I'll be leaving now. [bows]
p157 3K RER : TRS, THFHRE. BREET. RBER : TES, TFFHE.  [85] BREET. [BWH)
o ] Staff member: If you're heading to the park, then there is a set meal restaurant and a soba restaurant along
pl58 4RO Staff member: If you're heading to the park, then there is a set meal restaurant and a soba restaurant. N
e way.
pl58 %480 Staff member: Enjoy your walk. Staff member: Enjoy your walk. [bows]
p158 4 RO RER : migE. RHR :migE. [BR)
pl58 %480 Nhan vién: Quy khéach di vui vé a. Nhan vién: Quy khéach di vui vé a. [cui chao)
pl60 55D Staff member: We've been waiting for you Ms. Yamamoto. Staff member: We've been waiting for you Mr./Ms. Yamamoto.
151 B580 Staff member: Ms. Sakai. And your number is 035-0687-5342. Okay. We'll look into it and contact you as soon [Staff member: Mr./Ms. Sakai. And your number is 035-0687-5342. Okay. We'll look into it and contact you as|
# 93 wr2)
P as we can. s00N as we can.
151 B580 Nhan vién: Cé Sakai a. S dién thoai la 035-0687-5342 diing khong a. Toi hiéu rai. Bay gi toi sé kiém tra ngay |Nhan vien: Ong / Ba Sakai a. S6 dién thoai la 035-0687-5342 ding khong a. Toi hiéu rai. Bay gie toi sé kiém
# 93 wr2)
’ va 58 goi dien lai a. tra ngay va sé goi dién lai a.
[A customer and a staff member are talking in the lobby of a hotel] [A customer and a staff member are talking in the lobby of a hotel]
Staff member: Ms. Tanaka, how was your meal? Staff member: Mr./Ms. Tanaka, how was your meal?
Customer: Well, it was--- Customer: Well, it was---
Staff member: Was something wrong? Staff member: Is there something | can help you with?
pl62 56 RD Customer: T he food was okay, but the people sitting next to me were really loud, and the service was Customer: T he food was okay, but the people sitting next to me were really loud, and the service was
terrible. terrible.
Staff member: Is that s0? I'm very sorry about that. If you don't mind, could you tell me more? Staff member: s that s0? I'm very sorry about that. If you don't mind, could you tell me more?
Customer: The staff had bad attitudes and they took forever to come when | called them. Customer: One staff member had a bad attitude and took forever to come when | called.
Staff member: | see. I'm sorry to hear about that. Thank you for your valuable opinion. Staff member: | see. 'm sorry to hear about that. Thank you for your valuable opinion.
p162 %6 FD RER : REREH, EORIERK. $HENESEET. RBR : RERRM, BORIER. WRSNEEEN, [#5)]
162 BEHD Nhan vién: Vay a? Toi thanh that xin 181 quy khach. Cam on quy khach da dong gop ¥ kién quy bau cho ching t6|Nhan vién: Vay a? Toi thanh that xin 18 quy khach. Cam on quy khach da déng gop y kién quy bau cho chung
’ 3 i ti. [cui chao]
pl63 %60 Staff member: We are very sorry to have inconvenienced you today due to our carelessness. [bows deeply] |Staff member: We are very sorry to have inconvenienced you today due to our carelessness. [bowsdeepty]
pl63 %6 ED Staff member: Is that s0? I'm very sorry. Staff member: Is that s0? I'm very sorry. [bows deeply]
Staff member: I'l check. One moment, please. Staff member: I'l check. One moment, please.
166 BTHD [after checking] I'm sorry, but all of our double rooms are taken. We have a slightly larger single available, but |[after checking] I'm sorry, but all of our double rooms are taken. We have a slightly larger single available. Or
p ®O

itis currently being cleaned, so there will be a 20-minute wait. But we can offer you a semi-double room now.
What would you prefer?

we can offer you a semi-double room , but it is currently being cleaned, so there will be a 20-minute wait.
What would you prefer?




[A customer is asking a staff member a question at a hotel concierge]
Customer: Is there anything to see i this area?
Staff member: Let's see. There are several sites in this area, but how much time do you have until your
departure?
Customer: Around 4:00.

Staff member: | see. Then, there is an art museum and a glass workshop nearby. You can try hands-on glass

[A customer is asking a staff member a question at a hotel concierge]
Customer: Is there anything to see in this area?
Staff member: Let's see. There are several sites in this area, but how much time do you have until your
departure?
Customer: About four hours.

Staff member: | see. Then, there is an art museum and a glass workshop nearby. You can try hands-on

lass
- making there. What would you like to do? 8
ple5 7D . making there, if you would lile “#hatwomtd-your e todo?
Customer: Is the glass workshop the only place | can try things hands-on?
) ) Customer: Is the glass workshop the only place | can try things hands-on?
Staff member: Well, you can also try hands-on Japanese sweets making. If you're interested, please take a
ok Staff member: Well, you can also try hands-on Japanese sweets making. If you're interested, please take a
0ol
look
at these pamphlets. There are several.
at these pamphlets. There are several.
Customer: Thanks.
Customer: Thanks.
Staff member: We can make reservations for you, so please let me know if you'd like us to.
Staff member: We can make reservations for you, so please let me know if you'd like us to.
Customer: Thanks.
Customer: Thanks.
. Staff member: Please wait a moment while | check. Staff member: Okay. Please wait a moment while | check.
pl66 5 8 D X .
[after looking] [after looking]
[A customer and a staff member are talking at an airport] [A customer and a staff member are talking at an airport]
Customer: Excuse me, | just got my checked luggage back, but my bag is missing one of its wheels. Customer: Excuse me, | just got my checked luggage back, but my bag is missing one of its wheels.
Staff member: I'm truly sorry. We can fix it for you here for you, or we can pay the repair fees for you today. Staff member: I'm truly sorry. We can fix it for you-hereforyot, or we can pay the repair fees for you today.
Customer: | have another business trip right after this. What a hassle. Customer: | have another business trip right after this. What a hassle.
Staff member: I'm very sorry. Staff member: I'm very sorry.
pl67 B8 ED Customer: | guess it can't be helped. Then fix it, and hurry up with the paperwork. Customer: | guess it can't be helped. Then fix it, and hurry up with the paperwork.
Staff member: Understood. I'm very sorry for all of the trouble we've cause you. I'll handle the paperwork right|Staff member: Understood. I'm terribly sorry to have troubled you. I'll handle the paperwork right
away, so please have a seat and wait just a moment. away, so please have a seat and wait just a moment.
Customer: Fine. Customer: Fine.
Staff member: Sorry to have kept you waiting. I've finished the paperwork. Please accept my apology for Staff member: Sorry to have kept you waiting. I've finished the paperwork. Please accept my apology for
everything. [bows deeply] everything. [bows deeply]
pl70 ALY I to consist of; to be valid to consist of;tobevatid
pl70 BZ 2 to face; to head toward to welcome
pl71 FYA soft flexible soft flexible
pl71 Y3 3 decision to decide
pl72 Hil bow; gratitude o gratitude
pl72  (&HIAN®D) & |(business card case) ring B, ¥ migdp lai (cta vi dyng danh thiép) Y2 k&Y IR
pl76 —77 one direction, one hand on the other hand
p177 @ inner part, interior; bottom rear section, inner section
pl79 EY->< to announce (someone's arrival), to receive (a guest at reception) to forward (a call)
pl79 SlitEh 2 to receive (an order), to take (a reservation) to receive (an order)rtotakefareservation
pl80 Z#E no smoking; quitting smoking no smoking;quitting-smoking
pl80 F /8- number of people numberofpeopte
pl8l HLOI3 to instruct, to tell to do (humble form) to instruct, to tell to do {frambtefornTy
pl8l & FZ% v 7 |grandstand ground staff
p182 ERERS sense of distance (physical or emotional) 5@/, /% cam gidc xa cach, co khoang cach serseotdistance (physical or emotional) 5EiF—24 camgiecxacactco-khoang cach
pl82 %AY tire tire, wheel




