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This course aims to introduce students to key terms and expressions used in hotels
as well as developing their skills when dealing with hotels’ guests. Students will
be introduced to different hotel departments, different language structures and
different problem solving techniques.
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Students will be able to:

1. Greet and receive guests.

2. Deal with the check in procedures.

3. Deal with the checkout procedures.

4. Use the phone correctly.

5. Answer the guests' enquiries.

6. Know the location of facilities in the hotel.
7. Give instructions.

8. Deal with problems and complaints.
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Different ways of greetings Greetings and receiving | 1

and receiving guests guests

Replying to a written The Check-in | 2

request for rooms;
welcoming guests
Room types, dates,
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language of letter writing
Dealing with different The Check-out | 3
methods of paying the bill
Explaining a series of items
on the hotel bill
Present perfect
Simple past: questions and
answers
Explaining items on the
hotel bill
Understanding and Using the phone | 4
responding to telephone
requests for room bookings
Dealing with a variety of
telephone messages from
callers
Telephone language:
dealing with callers'
requests, apologizing,
offering alternatives
Phrasal verbs
Dealing with telephone and Enquiries | 5
written enquiries from
guests concerning room
rates
Dealing with telephone and
written enquiries from
guests concerning
conference facilities.
Understanding guests’ Location of facilities | 6
requests for directions;
giving directions to places
in the hotel, and to selected
locations near the hotel.
Giving instructions and Giving instructions | 7
explaining things
Expressions to give
instructions
Dealing with complains in Problems and Complaints | 8
different departments in the
hotel
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O'Hara, Francis (2002). "Be My Guest". Cambridge University Press.
Hotel and Resort English. English Lesson Plans for the Hospitality Industry.
Different worksheets prepared based on the objectives of the course.
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This course aims to introduce students to concepts and techniques related to hotel and
restaurant operations, food preparation and service, front and back office operations as
well as marketing, and financial analysis. Students will gain a foundation of national and
international markets, exceptional guest service, leadership, and cultural diversity and
management skills.
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Students will be able to:

1. Know the procedures of serving guests in the restaurant.
2. Describe different plates on the menu.

3. Know front and back office operations.

4. Deal with financial issues.

5. Know different markets.

6. Practice different management skills.

7. Know different cultures.
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Greeting the guests as they In the Restaurant 1 | 1.
arrive at the restaurant
Dealing with parts of the
order: the starter, the main
course, and drinks
Description of cooking
methods
Language of greeting,
recommending and explaining
dishes, and final check

Dealing with the orders for In the Restaurant 2 | 2.
desserts and coffee
Dealing with payment
First conditional sentences
with "Like and prefer"
Language of payment
Language of correcting
mistakes

Understanding requests for Services in the hotel | 3.
information concerning hotel
services and their opening and
closing times

Giving information to guests
Dealing with room service Room Service | 4.
orders: understanding and
checking them, giving
explanations and offering
Apologies if a service is not
available

Describing and explaining the Describing Functions | 5.
function and purposes of and Purposes
things

Common expressions used Bill Settlement | 6.
when settling bills and
receiving payment for services
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Different structures of Questions | 7.
questions
Sheets introducing different Cultures all around the | 8.
cultures world
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O'Hara, Francis (2002). "Be My Guest". Cambridge University Press.

Hotel and Resort English. English Lesson Plans for the Hospitality Industry.
Different worksheets prepared based on the objectives of the course.
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General description

This course aims to equip students with the necessary communication skills in hotels.
Students will be introduced to different communication techniques in dealing with
costumers over the phone and during meetings. Students will have the ability to deal
with individuals and groups, open and close meetings, and present themselves in
presentations in a professional English language.

Course objectives:
After studying this course the students will be able to obtain the following objectives:
Presentation:
1. design and structure a presentation to meet the audience's expectations
2. deliver an effective presentation that will bring about the results thatthe
organisation is looking for.
3. master powerful & effective verbal & non-verbal communication techniques
4. create and use appropriate visual aids to support the key messages and add variety
to the presentation.

Telephoning:
1. communicate over the telephone effectively or when face-to-face communication

is not possible.

2. Using techniques professionally while speaking on the phone with confidence, as
well as being able to respond according to the type of person they are speaking
with

3. Using essential vocabulary and phrases related to telephone communication skills
for business in English

Meeting:
1. plan and structure an effective meeting

2. effectively manage the three phases of a meeting ( before- during - and after)
3. use strategies and techniques for dealing with the challenging situations that
occur during a meeting.

Detailed description:
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No. Unit Title

Unit Content

Hours

Presentatio | 1 Let’s get
n started

- welcoming audience

- introduce oneself and the topic
-opening and structuring a presentation
-organizing details in the presentation
-getting the audience attention

2 Today’s topic
is......

-body language

-phrases to organize the presentation
-talking about difficult issues
-referring to other points and adding
new ideas

3 My next slide

-presentation tools

questions

shows..... -using approximate numbers
-creating effective visual aids
-presenting visuals effectively
4 As you can -types of visual aids
see from this | -describing graphs and charts
graph..... -interpreting visuals
-tips for describing trends
5 To sum up -concluding a presentation
-strategies for good conclusion
6 Any - dealing with different types of

questions and interruptions
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that sound?

- reaching arrangements

No. | Unit Title Unit Content Hours
Telephonin | 1 Shall I put - -telephone basics,: identify yourself,
g you through? | getting through
-making suggestions
-dealing with communication problems
2 Could you -Exchanging and checking information
spell that for | -spelling over the phone
me? -saying email address
3 Let me get -voicemail greetings
back to you? | -leaving and taking messages
-prepositions
4 When would | -making and confirming arrangements
suit you? -saying times and dates
-more prepositions
-mobile phone calls
5 I’'m very -making and dealing with complaints
sorry about - a technical support hotline
that. -tips for telephone customer care
6 How does - making and reacting to proposal




Al-Balga’ Applied University

agipiailldalyl acaly
AL-BALQA'APPLIED UNIVERSITY

149V ale s

Egagshagll clalddl dealy

-saying goodbye

No. | Unit Title Unit Content Hours
Meetings 1 Could we - arranging a meeting
meet next -confirming a meeting by email
week? -rescheduling a meeting
2 Can we make | -saying hello and making introductions
a start now? | -starting a meeting
-stating the objectives
-introductions
3 Can I make a | - reporting progress
point here? -explaining cause and effect
- interrupting and dealing with
interruptions.
4 I’'m sure | asking for comments and contributions
agree -expressing strong and tentative
opinions
-agreeing and disagreeing
5 It’s a deal -responding to offers
-buying time
-taking a vote
-summarizing the results of a meeting
6 So, I think -ending a meeting and thanking
we’re participants
finished for -confirming decisions and action points
today -follow up emails
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1- Grussendorf, Marion (2011), " English for presentation ( express series)", Oxford
University express. Student book + Audios

2- Smith, David Gordon (2011), " English for Telephoning ( express series)", Oxford
University express. Student book + Audios

3- Thomson, Kennet (2011), " English for presentation ( express series)", Oxford
University express. Student book + Audios
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Jill Tricket, Food hygien for food handlers ,Second Edition — 1997 e

Certification Course book , Food Service Sanitation, Fourth Edition> e

Glady G. Peck ham ,N .Y.University ,Jenne H. Freeland — Graves . Foundation of e
Food preperation . Fourth Edition .

Williams . S.R. Nutrition and diet therapy .ST. Louis .Toronto .London 1981 e

Green .j.and kramer Food processing . Waste management AVI, West Port. e
ConnUSA. Latest edition .
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