1. Tecnédlogo en Coordinacion de Servicios Hoteleros — Guia Inglés
Competencia: Supervision de servicios de recepcion hotelera
Trimestre: 3

Resultado: Atender en lengua inglesa los servicios de recepcion hotelera empleando estructuras
gramaticales y lenguaje técnico propios de este idioma. (144hrs.)

1.1 First Activity: Establishing responsibilities at the hotel using the present simple tense.
1.1.1 Present Simple Tense

Watch the video in the link https://www.youtube.com/watch?v=dSBIgRYuOPY and remember
about the most common uses of the present simple.

Compare the two examples in the pictures below and mark the differences you notice in the
verbs’ formulation. Make a hypothesis about the reason they have a different structure.

Figura 1. Present Simple Explanation

Nota._Tomado de How and when to use the Present Simple Tense in English.
https://www.youtube.com/watch?v=dSBIgRYuOPY

Confirm the validity of your hypotheses in the class plenum and pay attention to your teacher’s
explanation who will clarify the structure of present simple tense for affirmative statements.
You can also watch the following video to complement your knowledge of the topic:
https://www.youtube.com/watch?v=Gylm8_CUzK0&t=12s

Solve with the help of a classmate, the exercises of the worksheet in the following link:

https://es.liveworksheets.com/worksheets/en/English as a Second Language (ESL)/Present s
impl ffirmative/Present simpl ffirmative mh6424




Watch the video in the link below and pay attention to the structure of the present simple tense
for negative and interrogative statements. Then, pay attention to your teacher’s explanation
who will clarify the topic. Link: https://www.youtube.com/watch?v=L9AWrJnhsRI

Along with the partner you worked in the previous exercise, complete the chart with the
corresponding sentences in affirmative, negative or interrogative case. Then highlight the one
that is true (affirmative or negative)

Tabla 1.
Affirmative, negative and interrogative sentences

Hotel receptionists work in
the front desk.

Bellboys do not operate
elevators in luxury
hotels.

Do waiters and waitresses
serve food in the hotel
rooms?

The bar tender does not
wash the dishes.

Does a chambermaid tidy a
hotel room up?

Elaboracién propia

Compare your answers with another couple and then check them out again with the help of
your teacher. Analyze the mistakes you may have had and create a couple of extra examples.

Create a dialogue with a situation at the hotel, using present simple statements according to the
responsibilities established in the previous chart and present it to the class plenum.

1.1.2 The hotel staff and its internal organization

Look at the pictures below and make a couple of hypotheses about the job position at the hotel
that each one of them may have. Compare your answers with the classmate next to you and
then confirm the information you have with your teacher.

Figura 2. The Hotel Staff



Nota. Recuperado de Be my guest. (p.8) por O'Hara, F (2002). Cambridge University Press.

Watch the video “A Day in the hotel industry” in the following link
https://www.youtube.com/watch?v=r_VPsyxYz2k , in which you will see some real hotel
employees talking about their jobs and the activities they must do daily. Then analyze the
functions each person has and create a comparative chart in which you present the most
important responsibilities for each position according to the department they belong to.

Listen to your teacher who will read for you a testimony three staff members make about their
job. Take notes about their responsibilities and the description they make of each one of the
departments they belong to. Then share your ideas in the class plenum and create a common
profile on the board for each one of these employees.

Now, read the corresponding transcript and evaluate your comprehension. Write any new
vocabulary down and confirm your ideas and notes with your teacher.

Figura 3. Comprenhension Exercise about Occupations at the Hotel
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Nota. Tomado de High Season: English for the Hotel and Tourist Industry (p.153) por Harding, K. &
Henderson P, Hotel services.

Based on the information provided by these three employees, create a new common profile in
the class plenum and contrast the first version with this second one. Analyze the differences you
notice. Work with a partner and choose one of the three testimonies.

Write three affirmative, three negative and three interrogative sentences about the previous
testimonies and together with another couple tell them one affirmative, one negative and one
interrogative statement. Ask them to transform the sentences into the other two cases and you
do the same with the sentences your partners dictate to you.

Complete the staff tree picture below with the name for each staff position at the hotel based
on the information you got in the transcripts. Compare your answers with another group and
then listen to the correct answers in a socialization guided by your teacher.

Figura 4. Staff Tree
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Nota. Tomado de High Season: English for the Hotel and Tourist Industry por Harding, K. &
Henderson P, Hotel services. p31.
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In your group of four students, prepare a presentation of one of the hotel departments that was
not fully developed in the staff tree above. Make sure to include at least five different job
positions and talk about their corresponding responsibilities.

Socialize your presentation with the class plenum and be ready to receive some questions and
feedback from your classmates and your teacher.

Evidencia: Presentacion sobre los departamentos del hotel en Inglés



Activity Estimated Time: 26 hours

1.2 Second Activity: Using comparative and superlative adjectives to present the hotel
Portfolio and establishing a quality service.

1.2.1 Complementary and Supplementary services at the hotel

Watch the icons in the pictures below and think about a possible service at the hotel that they
may be representing. Then write the number of the hotel facilities and services listed below
with the corresponding symbol in the boxes and check if your initial guesses were right.

Figura 5. Key to Symbols
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tennis

telephone in bedrooms
parking

conferences

central heating

TV in bedrooms
foreign language spoken
facilities for disabled
morning coffee/snacks
bar

mini-bar in bedrooms
swimming-pool
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special Christmas arrangements
recreation/games room
laundry/valet service
four-poster bed

building of historic interest
children welcomed
solarium

night porter

dogs allowed

golf-course (9 holes)
golf-course (18 holes)
air-conditioning

Nota. Tomado de High Season: English for the Hotel and Tourist Industry Por Harding, K. &
Henderson P, Hotel services. p21.

Draw five additional and non-conventional services icons you would like to include in a hotel,
and which are not listed above. Present your icons and explain why you would like to include

that service in a hotel.

Read the hotel portfolios for two hotels in Edinburgh, UK and identify the most important
facilities and services they offer. Then based on these samples, use the hotel portfolio you
created in Guide 1 and socialize it in English. Including at least 10 conventional services and 10

that come from your own creativity. Remember to use an icon for each one of them.

Figura 6. Edinburgh Lothian Johnstounburn House Hotel

1

Edinburgh Lothian
Johnstounburn House Hotel

Humbde EH34 SPL

Tek: Humbie (0875) 813696 Fax: (DETS) 8134624
Manager: Ken Charnoff

Mount Charlotte Thistle Hotels
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Ref: 31C3
STB 4 Crown Commaended, AA ***, LAC ™=
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st

oom ir £9%0.00

otk o B
Full breakiu included
Full beeakfase £7 50
Lunch fr £ | 2.00Vake Dinner fr £26.00/ak
Restaurant

: Contemporary Scottizh
m.‘lzmhu 1pm Dinner 7-9pm

DlMAHERDBRIE

fToASEENENNEDD



2 Map ref: 3283
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Nota. Tomado de High Season: English for the Hotel and Tourist Industry Por Harding, K. &
Henderson P, Hotel services. p28.

Socialize your hotel portfolio with the rest of the class and pay attention to the feedback given
by your teacher regarding your assignment. Take notes about the services the other groups
propose.

1.2.2 Comparative adjectives and types of Accommodation

Watch the video “How to compare things in English — Comparative Adjectives” in the following
link https://www.youtube.com/watch?v=vj3SbCwQd9l&t=188s in which you will find the
general explanation for comparative adjectives as well as some interesting examples for each
case.

Based on the cases you learned there, complete the chart below with the corresponding
comparative form for each one of the adjectives there and then think about the opposite
comparative adjective and fill in with the corresponding information.

Tabla 2.
Comparative Adjectives Chart
[ Adjective [ Comparativeform | Opposite |
new newer older
fat
warm
sad
lovely
good
big
polite
easy
exciting
bad




Elaboracién propia

Compare your chart with a couple of classmates and check your answers in the class plenum.
Look at the following picture and analyze the rules corresponding to the comparative adjectives.

Figura 7. Comparative Adjectives

Comparative Adjecﬁves

{Used to compare 2 things)
“The elephant is bigger than the mﬂuse‘@

Two syllables ending in 'y
One syllable |- change ‘v'to Vand add er] Two or more syllables

Form: +er than Farm: +ier than Form: More ... than
Bigger than Easier than maore beautiful than
Smaller than Busier than more dangerous than
Micer than Prettier than more intelligent than
Taller than Heavier than maore understanding tha
Shorter than Funnier than more complex than
Stronger than Smellier than more interesting than
Weaker than Happier than more difficult than
Longer than Friendlier than more frustrating than

Nota. Original material https://ar.pinterest.com/pin/315040936425824406/ : Free materials
Creative Commons

Choose a couple of adjectives from each one of the comparative rules presented in the Figura 2
chart and create a comparative sentence using each one of them. Then read them aloud for a
partner in your class and listen to their comparisons as well.

Participate (in groups of three) on a contest that your teacher will organize, in which you will
see a couple of images like the ones below and you should determine the correct comparison,
for example:

Figura 8. Example — Which is Faster?

Which is faster?

pa
cheetah motorbike .

Nota. Tomado de Comparatives Quiz | ESL Classroom Game | Easy English Quiz
https://youtu.be/E71eT-xDch8




Here you should say: "A motorbike is faster than a cheetah” or “A cheetah is faster than some
matorbikes” which for this case will also be true. Write in a plece of paper the corresponding

comparisons and then you will grade them with the help of your teacher to identify the winning
team.

Read (in couples) about three possible accommodations you may have when staying at
Yosemite National Park in California.

Figura 9. The Ahwahnee Hotel

The Ahwahnee Hotel
Yosemite Village. Tel 209/252-4848. 123 rms. 5 suires.

% Rates: $196 single room or cottage. $202 double
room or cortage, from $375 suite. Lower midweek
winter rates are available.

Luxurious and very centrally locared, the
Ahwahnee is the park’s premiere hostelry. A
short, iiﬂl!r“’)&-‘t‘l:.‘::l walk from Yosemite ll'-ri".'lf.',t'.
th:it.. lu\-‘ﬂ}' hnh'| WS |!'r|.1!||.{ in 191? frnrn |U-'..'El|
rock. Rooms are hoth comfortable and elegant,
with full baths, and sturdy, rustic wooden
furniture. Suites include an additional sitring-
room. The hotel’s celebrared dining and
entertainment facilities include the Indian Bar
Room for drinks and the splendid Dining Room,
where dmner reservatipns are required year
round.

Wawona Hotel
4 miles inside the south gateway. Tel. 209/252-4848.
104 rms.

$ Rates: $55 single or double without bath, $74 single
or double with bath.

You won't be roughing it ar the Wawona, near
the southern end of Yosemite. This is the oldest
hotel in continuous service in the national park
system, dating from 1879, The pretty wooden
structures offer comfortable, if sparsely
furnished, rooms: facilities include a swimming-
pool, a tennis court, and a nine-hole golf-course,
as well as nearby stables,




Yosemite™s 300-plos year-round campsites
expand to a whopping 2,000 sires in summer.
Campground fees range from $4 to $12 per day.
Sites are scattered over 20 different
campgrounds, and split into two categories. The
$7 ta $12 Type A sites are the most elaborare,
with well-defined roads, parking, drinking
water, flush roilets, and, generally, a fireplace,
tablefbench combination, and tent space, The 54
Type B sites may be accessible by road or trail,
and conveniences are limited ro basic sanitary
facilitics and a smartering of fireplaces and
tables,

From June 1 to September 15 camping permits
are limived ro 7 days in the valley and 14 days in
the rest of the park. The rest of the vear campers
can stay for as long as 30 days.

For more details on n::llnpr.mu::lds. contact the
Campground Office, P.O. Box 577, Yosemire
Mational Park, CA 95389 el, 209/372-0265 or
372-0200,

Nota. Tomado de Harding, K. & Henderson P. High Season: English for the Hotel and Tourist
Industry. Oxford University Press. 2000. p.13.

Create 10 comparisons among those places using the previous information. Socialize your
comparisons with another couple and notice the similarities and differences among your
comparative sentences.

Choose a Colombian tourist attraction. Look for two possible accommodations near there and
prepare a short presentation to socialize in front of the class plenum in which you will present at
least 10 comparative sentences for the accommodations you chose.

1.2.3 Superlative Adjectives — The Best Experience

Watch the video “How to compare things in English — Superlative Adjectives” in the following

link https://www.youtube.com/watch?v=rxEMZTu6JYM&t=227s in which you will find the

general explanation on the superlative adjectives topic as well as some interesting examples for
each case. Then, listen to your teacher who will make some precisions.

Look at the summary in the boxes below and then complete the sentences with the
corresponding superlative adjective considering the rules.

Figura 10. How to form Superlative Adjectives



one syllable, two or more
add: *January is often syllables, add: | “This book is the
‘the’ + “-est’ the coldest ‘the' + ‘most’ most expensive Irregular
{or “-st) winter month_” book in the store.” superlative
Adjectives
good — the best
bod - the worst
T : Adjectives that
Adjectives with ;
twosylablesthat | "2PPY end in a single big far - the farthest
BI"Id Il"i 1 f vowel and the furthest
change ! y', o “John is the consonant: double “Brazil is the
i e happiest person the final letter biggest country in
and add: ‘the’ + | know.” before adding South America.”
-est’ (or -st') ‘the” + -est’
(or “-st’)

Elaboracién propia.

Fill in the blanks with the corresponding superlative form.

Figura 11. Superlative Comparisons
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I (tall)

am the tallest

Jupiter (big)

person in my family.

planet in our solar system.

My cat (lazy)

Elephants (large)
We bought (expensive)

land animals on earth.

TV in the store.

Which sports do you think (dangerous)

?

animal | know.

What (long)

This restaurant serves (good)
| think math (difficult)

food in town.

subject.

word in English that you know?

He (strange)

man in the story.

. Last week, | had (bad)
. Which place (hot)

. | think it (funny)

. My friend (interesting)
15.

Who (famous)

time of my life!

place on earth?

show on television.

person | know.

person in your country?

Nota. Original material in

https:

es.liveworksheets.com/worksheets/en/English_as_a_Second_Language %28ESL%29/Superlative

s/GEP3 10C* Superlative Adjective en1922177nq : Free materials Creative Commons

Work with a partner. Read the following article about a problem on Mount Everest.



Figura 12. Mount Everest

Mount Everest:
The Highest Garbage Dump in the World?

Most people know that Mount Everest is the highest mountain in the world.

However, there is another fact that many people don't know: it has become one of the

dirtiest mountains in the world.

Earth. It is not the coldest or the windiest place on Earth, but it comes close! These
challenges make it one of the most attractive mountains for serious climbers. Since
1952, over 3500 climbers have reached the top. Unfortunately, most of them have left

equipment and trash on the mountain.

In fact. trash is now one of the biggest threats to the environment on Mount Everest.
Local organizations have brought tons of trash down from the mountain. One of the

i

most interesting projects handed over more than a ton of tin cans, glass bottles, and old
climbing tools to artists in Nepal. The artists used the trash to create works of art. Then,
they sold the art to raise money for local charities.! The least expensive work of art cost

£17, and the most expensive one cost 32400.

! charity: an organization that raisas maonay 1o halp people

-
-
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Nota. Tomado de: https://eltngl.com/assets/downloads/grex pro0000000538/grex2 su8.pdf

Choose the correct answer below and finally organize the superlative adjectives that are in bold,
according to their type.

Figura 13. Exercise about Mount Everest

l. According to the reading, Mount Everest is very clean / dirty.

2. Climbing Mount Everest is very difficult / easy.

3. Mount Everest is an unusual / a popular mountain for serious climbers.
4. Climbers rarely / often leave trash on Mount Everest.
5. People create art / charities [rom the trash on Mount Everest.

Nota. Tomado de: https://eltngl.com/assets/downloads/grex pro0000000538/grex2 su8.pdf

Tabla 3.

Adjectives with —est and with most



Adjectives with -est Adjectives with most

tall exciting

Nota. disponible en https://eltngl.com/assets/downloads/grex pro0000000538/grex2 su8.pdf Free
online resources in English for TEFL

In couples, draw 3 slides with 3 pictures each to create some superlative examples. Then show
the pictures to the class plenum and ask them about the corresponding superlative sentence.
Here you have a pair of examples:

Figura 14. Slide Examples

What is
the longest?

=

the most

expensive? ‘ .
P _ | a motorbike

Nota. Tomado de Comparative and Superlative Adjectives (ESL Game)
https://www.youtube.com/watch?v=xoG8mbOsU98&t=252s

Once all the couples have presented their examples, watch the video “Comparative and
Superlative Adjectives - ESL Game” in the following link
https://www.youtube.com/watch?v=xoG8mbOsU98&t=252s to reinforce the topic and watch
more examples like this. Try to answer the questions before playing the answers in the video
and count how many of them you got correct.

After watching the video, in groups of three students participate on a general knowledge
contest that your teacher will lead. Solve the following chart as a preparation to it.



Figura 15. General Knowledge Quiz

General Knowledge Quiz

1. is __the highest mountain (high / mountain) on Earth.

a. Mount Kilimanjaro b. Mount Everest c. K2

{Fast / animal) in the world.

. the zebra c. the cheetah

(long / river) in the world.

. The Amazon River c. The Yangtze River

{wide / ocean) on Earth.

. The Atlantic Ocean c. The Indian Ocean

(small / continent).

. Antarctica c. Australia

(large / animal) on Earth.

. the blue whale c. the giraffe

{cold / place) on Earth.

2. is

a. the camel
3. is

a. The Nile River
4. is

a. The Pacific Ocean
5 is

a. Africa
b. is

a. the elephant
7. is

a. Antarctica
3. is

. Alaska c. Canada

(close / planet) to the sun.

a. Mars b. Venus c. Mercury

Nota. Tomado de https://eltngl.com/assets/downloads/grex pro0000000538/grex2 su8.pdf

Watch the video “Types of Accommodation — Hospitality Industry” in the following link
https://www.youtube.com/watch?v=80SPLt4R0-k&t=279s and take notes about the
characteristics of the most common accommodations nowadays. Ask your teacher about any
words you may not understand.

In groups of four, think about three accommodation types (choose two from the video and
propose a new one) and create the description for each one of the places. Include as much
information as you can about services offered, amenities and facilities of the place, types of
rooms/accommodation, among others. Then create a presentation comparing the three
establishments considering at least 5 different aspects. Include both, comparative and
superlative sentences for each category you decide to incorporate. Here you have an example:

Figura 16. Slide Examples



Nota. Tomado de www.shutterstock.com Free pictures bank.

“The glamping is more luxurious than the B&E, but the resort is the most luxurious one. However,

the B&B is the cheapest option, while the resort is more expensive than the glamping”.

Socialize your presentation in front of your classmates and be ready to receive feedback from
your teacher.

Evidencia: Presentacion tipos de alojamiento con comparativos y superlativos en Inglés

Activity Estimated Time: 34 hours

1.3 Third Activity: Talking about preferences and establishing plans for customers at the
hotel

1.3.1 Hobbies vocabulary & Affection verbs

Watch the video in the link below and identify the words you know about hobbies. Then, for the
ones you do not know, make a list and try to relate the image in the video with the
corresponding activity. Confirm this information with the help of your instructor. Link:
https://www.youtube.com/watch?v=1FLRGat276|

Look at the pictures below and choose the ones you like (or would like to try in case you have
never done that) and the ones you dislike (or you would never do). Do the exercise at
https://es.liveworksheets.com/worksheets/en/English_as_a_Second_Language_(ESL)/Free_Tim
e_activities/Free_time_activities_ph7024pc. Then, get together with a classmate and try to
guess the ones they like and dislike.

Figura 17. Pictures about Hobbies
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Nota. Original material in
https://es.liveworksheets.com/worksheets/en/English _as a_Second_Language (ESL)/Free Tim
e activities/Free time activities ph7024pc

Watch the following video and take notes about the way people mention when they like doing
something. Also write down any words you do not know. Link:
https://www.youtube.com/watch?v=z595z DmpmQ

Share your ideas in the class plenum and pay attention to a formal explanation your instructor
will conduct about different expressions known as “Affection verbs” which you can use for
expressing and talking about your preferences.

Based on the explanation and the vocabulary you learned about hobbies, think about two
activities you love, two that you enjoy, two that you like, two that you dislike, two that you can’t
stand and two that you hate. With those twelve actions prepare a presentation in which you
include photos of yourself doing the actions you referred.

Socialize your presentations in the class plenum and participate in a questions & answers
activity about the topic.

1.3.2. Future form: “Going to” for talking about plans.

Read the following text. Then re-read it and write down the thinks Hannah likes and the plans
she has for her trip to Peru.



Figura 18. Reading Activity: Hannah Montana

Hannah Montana is a famous actress. She is from United
States of America and she loves traveling. Hannah is planning to
travel to Cuzco in Peru, she's going to travel next Friday and she's
going to stay in Peru for three weeks. She's going to visit
Sacsayhuaman and then Machu Picchu. She likes Peruvian culture,
and she's going to eat a delicious Cuzco traditional food. Hannah has
friends in Lima; so after Cuzco, she's going to go there and she is
going to visit her friends, too. They live in San Luis and they are
going to prepare a big welcome party for Hannah, they love her a lot
and they are going to buy a lot of presents for her. After one week,
she's going to travel to Arequipa, she is going to take a lot of
pictures and she’s going to buy some souvenirs and take them back to United States.

Based on the information you got from the text answer the questions below:

Where is Hannah going to travel?

What is Hannah going to do in Lima?

Where is she going to eat?

Why is she going to Arequipa?

Imagine you are Hannah, what other activities would you include in that trip?

Look at the following chart containing the structure of the “going to” phrase that is used
to talk about plans in the future. Notice the small differences among affirmative,
negative and interrogative statements. You may ask your instructor for clarifications in
case it is necessary.

Figura 19. Be going to - Structure

going to: future (affirmative & negative)

I 'm/’m not go surfing.
He / She 's /isn't goingto | swimin the sea.
You / We /They | ’re/aren’t play football.

going to: future (short answers)

be rich? Yes, I am. No, I'm not.
i play tennis? Yes, he / she is. No, he / she isn't.
you / we / they Yes, you / we / they are. | No, you/we / they aren't.




Nota. Original material in
https://es.liveworksheets.com/worksheets/en/English as _a Second Language (ESL)/To be go
ing to/Grammar. Going to kp602608kg

Think about next weekend and mention to a classmate three things you are going to do and two
more you are not going to do. Then ask them a couple of questions about their weekend using
two different activities you think they may be doing at the weekend and answer to your
classmate’s questions as well.

1.3.3. Offering tours and complementary plans

Watch the video in the following link and take notes of the things they recommend doing in
New York city if it is the first time you visit that place.

Link: https://www.youtube.com/watch?v=1JJ/fWnAryrM

Imagine you are visiting New York next vacations. What are your plans? Are you going to do all
the things recommended in the video? Are there some of these activities you prefer not doing?
Would you include any other plans?

Look for some additional information in the following websites:

https://www.nycgo.com/

https://www.tripadvisor.com/Attractions-g60763-Activities-New_ York City New York.html

https://www.introducingnewyork.com

Create your plans for your visit to New York City based on the video and your exploration of the
website. Include at least seven different activities you want to try there, and three things are
not appealing enough for you to do them. Remember to use “going to” when creating your
examples.

Get together with other three or four of your classmates and socialize in this little groups your
plans.

Choose now a destination in Colombia and look for a hotel there. Then, imagine you are
working for that hotel as receptionists, and you must suggest and offer your guests tours and
plans to do in that destination or its surrounding areas. Make a list of the possible places to visit
and the activities to do in each one of the chosen touristic sites. Using the “going to” structure”
present to your tourists (the class plenum) the plans they are going to do next weekend in the
chosen destination. Include at least 5 different locations and three activities for each place. Also
include some examples of things tourists are not going to do on your plan.

Evidencia: Simulacion, venta de planes turisticos.
Activity Estimated Time: 40 hours

1.3.3. Fourth Activity: Getting to know the types of customers and preparing a reservation at
the hotel



1.3.3.1. Types of costumers

Read the following information about customers and think about the importance of
understanding their behavior when offering them a product or service.

Figura 20. Reading Activity - Customer

Customer o K

Customers play a significant role in any business. To understand customer behaviour and to
better allocate resources to different customers to generate the highest profit, it is necessary
to be able to identify and segment different types of customers. By better understanding the
different types of customers, businesses can be better equipped to develop successful
strategies.

Hence it's important for an organization to retain customers or make new customers and
flourish business. To manage customers, organizations should follow some sort of
approaches like segmentation or division of customers into groups because each customer
has to be considered valuable and profitable.

Nota. Tomado de Types of Customers | Loyal Customers | Discount Customers | Need-Based

Customers & More.. Explained! https://www.youtube.com/watch?v=8feQb6bUbWO0O

Read with a partner the following article that presents the 16 most common types of costumers
you may find and how to address them, considering that it is fundamental to characterize your
future customers in the tourism and hospitality industry.

Link: https://www.revechat.com/blog/types-of-customers

After reading the document, you and your couple will be assigned with a specific type of
costumer. Look on the internet for additional information about this type of costumer and
prepare a short presentation describing it, pointing out how this type of customer may be
represented in the hospitality sector and mentioning the strategies you will use to make them
feel welcomed and providing them with a quality service.

Socialize your short presentations in the class plenum and pay attention to the feedback given
by your instructor. While each couple presents, think about possible additional strategies you
may use in case you face that type of costumer in your future workplace.

1.3.3.2. Forms and procedures to document reservations.



Hotels use a wide variety of documents to deal with guests. Computerized and manual systems
often have the same function, although they may have different names. Match the documents
listed here with the definitions below:

b)
c)

d)

Hotel Register

Reservation Form or Card
Reservation Diary or Daily Arrival List
Reservation Chart

Room Status Board

Guest Index

Guest History

Provides a visual record of all reservations for a period and shows at a glance,
rooms reserved and chose remaining to be sold.

Lists all current guests in alphabetical order with their mom numbers and
provides an additional quick point of reference in larger hotels.

Standardizes the details of each booking, forms the top sheet of any documents
relating to it, and enables a speedy reference to any individual case.

Records all previous visits to the hotel for any individual and contains important
statistical reservation and revenue data.

Shows all rooms by room number and floor and gives the current and projected
status of all rooms on a particular day, with details of occupation.

Records all bookings by date of arrival and shows all arrivals for a particular day
at a glance.

Records all arrivals as they occur and gives details of all current and past guests.

In partners, choose the two you consider as the most important ones to have at the front office
department and write them down on a separate piece of paper. Share your answers with other
two couples mentioning the reasons why you chose those ones above the others.

Look at the reservation form sample below. Would you include any additional information?

Figura 21. Hotels — Resorts - Suites



HOTELS - RESORTS - SUITES

Resarvaltion Form

T arme(z) Arrival Trate Time

Compeny Departure 1 ate limne

Street Addrezs Plecse circle room request:

Clity State_ Double Standerd-360. Double Business-S6(0

Fhone Number Twin Standard-365 Twin Dusiness- 390
Chedk in time is 4:00pm Cuand Standend-373 CQuad Business-5100

Acromenodstions prior to this time 2ot be assured
Laccury Suite- $200
Check owl time is 11:30am
A 320 depuzil s oeyuived ol clesck i Lo Gesilibale Qe dpecial Preferences;
chack outtima. 45 wil ba deductad feom tha deposit
for late shocke suls up ba thirty minubes. The full
amount wiil be dadvctsd for any bme past this
=Ly toinwle Lree periced. (01 rules are subjecd Lo Lag)

Payment Type:

L_ash Lredit

Card Type:
WVian . MesterZard Turderstard that T am lighlz for one nighc®sroom and tar
Vigd Marriot Eewards stk wall be deductad o st or baled tomy
MasterC ard Dusiness crzdit card in the eventthat I conot arr e o camcel 36
American Express nows priorbe i

Card humbe

Espiration Date Signature:

Nota. Tomado de:
https://www.eslprintables.com/vocabulary worksheets/travelling/hotel reservation/Hotel Reservation
Form_514382/ : Creative Commons, licensed content

Fill in the required information and think about the questions you may ask your guest to
complete each one of the blanks. Socialize your questions in the class plenum.

1.3.3.3. Making a phone reservation at a hotel

Look at the following comic strip representing a phone reservation at a hotel. Take notes about
the step-by-step followed by the receptionist.

Figura 22. A Phone Reservation



Hi, I'd like to
get a room for
next month,
please.

Maryn Karini called the Pine Ridge Horel

to make a reservation.

And when
will you be
arriving?

Pat asked for the dates of her stay.

Could we

She pulled up the hotel’s
reservations calendar on her
computer terminal,

Pat searched the reservation system for
availability.

Pat asked how many
people would be in
Maryn's party.

please have a
room with two
queen beds?

Maryn asked for
a double-queen room.

She quoted Maryn the room rate and
Maryn wrote it down.



The number is
1-2-3-4...

Pat asked her to spell her last name and entered her Maryn gave her credit card number to hold the
details in the guest darabase. reservation.,

Your
confirmation
number is....

That's one
double-queen
room for 4
nights...

When does
that expire?

Pat asked for the card’s Pat repeated the details of the

...and read Maryn a confirmation
expiration date. booking...

number to write down.

Will there be
anything else,
Mrs. Karini?

See you
on the 4™

Pat checked that the guest was satisfied with the ...and said goodbye.
reservation...

Nota. Tomado de Zwier, L. J., & Caplan, N. (2007). Everyday English for hospitality professionals.
Compass. Unit 1.

Watch the following videos and compare the phone reservations with the one in the comic
strip. What differences and similarities do you see? Create a parallel chart and share your
findings in the class plenum.

Video 1: https://www.youtube.com/watch?v=aJ5wvI7RrOQk&t=164s
Video 2: https://www.youtube.com/watch?v=UXJ3DGxyKLk

Video 3: https://www.youtube.com/watch?v=o0Uv2BcxAvjQ&t=46s




Look at the flow-chart below showing the procedure that hotel staff should follow when dealing
with a reservation. Write down on a separate sheet of paper what the hotel employee says at
each of the numbered places.

Figura 23. Reservation Flow chart

'_n"'l:]:'\n\r'l.'l phone and identify yoursell I_
e &
I Fud our caller's mame »2 |
I Find o daes -3
—— — -
mlrl.k availabilicy of some |

I
Compary booking?

—_ = Yis Me - —

| Firsd vae company name B35 |

| Specil mares organeed® o |

— Vi Mo —
| Concinue with boaking (bur -
Stayed bniime -7 ala i v Sales 66 FiHs JRIEST iraved] before?

—’—r II_ Ma-kering Department
e L) | I
e — |
Retrieve ;_-u-e-.-.l history i .Il r= ] — ¥ | I _l No |
i orices; i ut eliemt ineo sysrem L= I

p—

Offer miost

; 1
Risenve stanilar room | Crfier most expensive room  § Sy CXPCISITE FONET |
i ——— | w— I % = 3
hasrary and
Firel oue how o se seceled, e g by cliercon = _::_-"||,“
| acoount fuel, billpoom and breakfast ondy (5] B |
| o
Take contect cdetoils B 10
| Take conrac details » IIJJ | R == T
l - . . | Ask for confirmarion by
Encer acoount details r ered ¢ card (if possible)
L s —

| Give reservation number >l [ Chive pretarvarion nm b kIl

'—L. e Ask for confirmarion in
Aals For confrmerion in woicing 12 WEIENE (.F e Dy Credit cird) 12
-

Nota. Tomado de Harding, K. & Henderson P. High Season: English for the Hotel and Tourist
Industry. Oxford University Press. 2000. p.48.

Role-play, with a partner, a phone reservation situation at SENA hotel based on the previous
conversations. Then present your conversation in front of your classmates and pay close
attention to your instructor’s feedback.

Evidencia: Juego de roles, reserva telefonica en el hotel.
Activity Estimated Time: 40 hours

Tabla 4.

Evaluation Chart



Evidencia

Criterio de Evaluacion

Técnicas e Instrumentos de
Evaluaciéon

Evidencia de conocimiento:
Presentacion departamentos
del hotel en Inglés

Relaciona en idioma inglés
los cargos de acuerdo con
funciones y
responsabilidades del mismo.
Describe en lengua inglesa
perfiles de cargo segun
profesion y experiencia.

Exposicion — Mesa redonda /
Lista de verificacidn

Evidencia de conocimiento:
Presentacion tipos de
alojamiento usando
comparativos y superlativos
en inglés

Describe en lengua inglesa
los tipos de alojamiento y
hospedaje conforme con sus
caracteristicas y ubicacidn
geografica del mismo.

Presenta en idioma inglés los
servicios del establecimiento
de acuerdo con la necesidad
del cliente.

Ofrece en lengua inglesa los
servicios con base en
temporadas, caracteristicas
de estos y condiciones de

reservacion.

Exposicion — Mesa redonda /
Lista de verificacidon

Evidencia de desempefio:
Simulacion, venta de planes

turisticos

Propone en idioma inglés
alternativas de servicios de
acuerdo con temporadas y
tarifas.

Nombra en el idioma inglés
valores de acuerdo con las
reglas de construccion de los
mismos.

Ofrece en lengua inglesa
servicios y tarifas de acuerdo
con las variables de cada
oferta.

Presenta en lengua inglesa
cuadro informativo de
horarios y actividades

Simulacion / Lista de

verificacion




Nota. Elaboracién propia

disponibles en la oferta del
establecimiento otelero.

Juego de roles,
telefénica en el hotel

Evidencia de desempeiio:

reserva

Toma en inglés reservaciones
utilizando el lenguaje
técnico, las estructuras de la
gramatica y la fonética del
idioma.

Atiende los requerimientos
especiales del cliente segln
la disponibilidad del
establecimiento.

Explica las rutinas del servicio
en lengua inglesa segun el
tiempo gramatical especifico.

Simulacion
verificacidon

/

Lista

de
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