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Course Orientation and Pre-test

3

Unit 1 Hotel facilities and services

- Dealing with incoming calls

- Giving information to customers

- Offers and requests

Unit 2 Explaining how things work in
hotel rooms
- Helping guests with the room
facilities
- Giving essential information
- Explaining hotel facilities and
services
- Extra facilities for guests with
special needs
- Structure : Adjective and

adverb

Unit 3 Taking reservation

- Dealing with booking
enquiries
- Confirming details of a
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booking

- Changing ad cancelling
reservations

- Turning down bookings and
giving explanations

- Present Simple and Present
Continuous

Unit 4 Mistakes and problems

- Checking details, Finding solutions,

Offering compensation

- Difficult phone calls, clarifying,

checking and repeating

- Giving advice and assistance, helping

with lost luggage and passports

Midterm Exam

1.5

1.5

Unit 5 Dealing with problems
- Welcoming guests
- Handling guests complaining
to reception “my room hasn-t
been serviced. It should have
been done this morning.

- Guests complaining in a hotel
and restaurant

- Complaints and apologies,
Acknowledging and
apologizing, promising action
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Unit 6 Dealing with incoming calls 3 3

-Answering incoming calls

-Transferring incoming calls to the

correct departments according to
customers’ request.

-Hotel staff responsibilities

-Hotel types and room types

Unit 7 Dealing with requests 3 3

-Hotel reception and restaurant staff

replying to requests

-giving directions inside and outside
the hotel

Unit 8 - Business travelers 3 3

- Facilities for the business
traveler

- Explaining conference
facilities to a guest

- Conference and meeting
enquiries

- Explaining conference
packages

Unit 9 Giving advice and assistance 3 3

-Helping with lost luggage and lost
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passports

-Hotel staff sealing with and accident

-handling payments, bills and

payment security

Final exam

Unit 10 - Housekeeping 3 3

-Housekeeping glossary

-Servicing the rooms

-The evening turndown service

Group presentation 3 3
1.5 1.5
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