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Unit 1 hotel’s Sales - Terminology
about sales and marketing in hotel -
Overview about hotel sales
management
Unit 2 Phrases for Customer < &
Relationship Management - AU%UNY
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AUFIRUSAUgNAT - KYC: Know Your
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Unit 3 Hotel Staff and their duties - < »

Hotel Jobs - Courteous Staff
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Unit 4 Taking Reservation & &
-Dealing with booking enquiries
Unit 5 Welcoming Guest - Checking in ¢ &
conversation - Dealing with check-in
situations
Unit 6 Hotel’s room facilities - < »
Explaining how things work in the
hotel and in the hotel’s room
Unit 7 Check out - Checking out < &
process - Checking out conversation
faunaneniA
Unit 8 English in the restaurant — ¢ &
AUNLIVDIAIANTILAZEIUIUA o)
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Unit 9 English for food & beverages - & &
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Unit 10 Welcoming guests; taking
orders for the starter, main course,
and drinks - n1susn1sluesemsiay
nsreusugnA nswesienmslunesa
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Unit 11 English at the bar - Offering;
describing what is available; dealing
with payment - ANRLNBYDIAIFNY
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Unit 12 English in the kitchen - gUnsal
A9 Turesasy AMuNsvesAANYILaY
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Unit 13 Dealing with Hotel Customer
care through writing - Quick quiz about
writing for hotel customer care -
Customer care letters and emails -

A case study “Giving customers the no

answer.

Unit 14 Dealing with angry customer
runaround “Useful Vocab for angry
customer - When customer is angry -

Role play

Unit 15 Dealing with problems

and complaints
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- Listen customer are making
complaints

- Customer friendly statement for
each situation

- Review
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