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UNIT 1
ANSWERING TELEPHONE IN A HOTEL

Objective:

After the lesson the students should be able:
e To answer the telephone call politely
¢ To take telephone messages
e To take telephone requests
¢ To take telephone tails

A. Listen to the following telephone calls and
complete the missing words

B. Structures to practice

C. Reading

D. Writing

UNIT 2
HANDLING HOTEL INQUIRIES

Objective:
After the lesson the students should be able:

e Toanswer inquiries about the location of a

hotel

e To answer inquiries about the facilities of a

hotel

e To answer inquiries about the prices of rooms

A. Dialogue Completion
B. Reading
C. Writing
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UNIT 3
HANDLING ROOM RESERVATIONS

Objective

After the lesson the students should be able:

¢ To handle guests’ enquiries
e To handle room reservations

A. Taking Room Reservations
B. Correspondences

UNIT 4
GIVING POLITE EXPLANATIONS

Objective

After the lesson the students should be able:

» To handle the clients face to face
e To ask about apologies

A. Making Apologies

B. Reading

C. Writing

UNIT 5
WELCOMING THE GUESTS

Objective

After the lesson the students should be able:

¢ To welcome guests in hotels
e To handle registration in hotels

A. Welcome to Hotel Puri Bagus Candidasa
B. Reading
C. Writing
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DEALING WITH REQUESTS
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Objective

After the lesson the students should be able:
e To help guests at the reception
o To follow customer care advice

A.T'll get you some now

B. Customer Care

C. Spelling

D. Writing

UNIT 7
HANDLING COMPLAINTS

Objective

After the lesson the students should be able:
e To accept and apologize for complaints
e To take action to help customers
e To talk about the past

A. What is there to complain about?
B. Reading
C. Spelling

UNIT 8
JOB AND WORKPLACES

Objective

After the lesson the students should be able:
e To show people around
» To introduce people
e To talk about people’s jobs

A. Let's Start at front office
B. Getting on with people:
C. Reading Comprehension
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HEALTH AND SAFETY AT WORK
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Objective

After the lesson the students should be able:
¢ To be aware of health and safety precautions
¢ To find out who is qualified to help
¢ To follow fire drill procedures

A. Your health and safety is important to us

B. Sound the alarm

C. Reading

D. Spelling

E. Writing

UNIT 10
ASKING FOR AND GIVING DIRECTIONS

Objective

After the lesson the students should be able:
o Todirect guests around the hotel
¢ To ask for directions
¢ To give directions

A. A client wants to find a place in a hotel. Look at the
plan above and complete the following sentences

B. Is the room Ready?

C. Grammar and Functions

D. Reading

E. Writing

UNIT 11
FACILITIES FOR THE BUSINESS CONFERENCES

Objective

After the lesson the students should be able:
e To explain about room facilities
¢ To talk about hotel services
o To talk about conference facilities

A. Facilities to offer for conferences
B. Planning a Conference
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UNIT 12
OFFERING HELP AND ADVICE 152
Objective
After the lesson the students should be able:
» To talk about the recent past
* To give advice
e To talk about illness

A. Emergency first aid needed LY
B. Grammar and Functions 153
C. Reading 155
D. Writing 5
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PAYING BILLS 158
Objective

After the lesson the students should be able:
* To deal with customer payments
¢ To handle different forms of payment
e To explain the bill to the customers

A. Conversation 158
B. Grammar and Functions 159
C. Reading 161
D. Writing 162
UNIT 14

PAYMENT QUERIES 163
Objective

After the lesson the students should be able:
e To acknowledge customers’ queries
e To provide a solution
e To handle queries politely
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A. Had problems do you think these customers are
having with their bills?

B. Explaining Tour ltinerary

C. Reading

D. Writing

UNIT 15
APPLYING FOR A JOB

Objective

After the lesson the students should be able:
e To write your cv
o To begin and end letter correctly
e To answer job advertisement

A. Curriculum Vitae
B. Writing
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