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Preface

This textbook has been developed as part of a scheme conducted by the Ministry of
Education, Culture, Sports, Science and Technology, which our institution has been
undertaking since 2012. The fundamental aim of the scheme is to nurture human
resources with high expertise that are expected to play central roles in growing business
fields. One of the fields focused on is the tourism and hospitality industry, particularly in
the hotel management sector.

Through our research projects in the scheme, we have come to realize that underlying
concepts in nurturing core personnel in the hospitality industry and in developing
curriculum to train such personnel are quite different between educational institutions
overseas and those in Japan.

Accreditation of credits between four-year and two-year educational programs is
common overseas. Students study specific major subjects in different fields such as hotel,
food and beverage, tourism, and event section, often with instructors who have
professional career backgrounds in each field. Mandatory internship programs at
partner corporations and well-equipped training facilities for food and beverage studies
are also common features at overseas institutions.

In contrast, four-year hospitality degree programs offered at Japanese universities
mostly consist of social science subjects, while tourism/hospitality training subjects are
not standardized. Very few of such universities own training facilities or lecturers with
professional backgrounds in the career. While many Japanese vocational colleges offer
training programs in food and beverage at their own facilities, transferring credits
between four-year and two-year programs is very rare, as well as collaboration with
business sector.

In light with the situation described above, our project has aimed to cultivate core
hotel personnel who can deal with inbound tourists in Japan. Studying the specialized
subjects through the medium of English is important for this purpose. In pursuit of this
goal, we are sending our students to a four-month program at De La Salle — College of
Saint Benilde (hereafter, DLS-CSB) in the Philippines, which is recognized as one of the
31 excellent schools in the world in the field of tourism and hospitality. The program,
running from September through December in 2016, will be 558 hours in total including
180 hours of internship.

This ESP (English for Specific Purposes) textbook is the fruit of the collaboration
between Toyama College of Business and Information Technology (Urayama Gakuen
Educational Corporation) and DLS-CSB. It is designed for Japanese learners to gain
English communication skills for inbound tourism through acquiring indispensable
technical terminologies and their usages. The workbook style textbook, written mostly in
English, may possibly overwhelm some learners. However, this textbook will certainly
help learners to gain confidence in their learning outcome as they can develop their
knowledge by making it a daily habit to learn 5 words/phrases and their usages
introduced in the textbook.

As many previous studies have indicated, studying specialized fields through English
can result in much greater educational effect compared with general EFL/ESL. This is
also a fact we have found through the project. It is my hope that students pursuing their
careers in the tourism and hospitality industry and professionals in the hotel industry in
Japan will make good use of this textbook in their ESP development.

Last but not least, I would like to express my deepest appreciation to all the
committee members and all involved at DLS-CSB for their great contributions to this
project.

February 2016,

Tetsuro Urayama

Chairman of the administration committee in the project for development of core
personnel in the tourism and hospitality industry

Chairman of the board of trustees at Urayama Gakuen Educational Corporation
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MODULE O: PRE-SEMINAR

Pre-Seminar

Introduction
to
Hotel and Hospitality English

~KRTIL - TRREAZ ) T4 EEAM~

ZITIER AFORAEZ VT 4 EHMEGEa—-ADHE (L kIS —) LLT ATV
JEEEDO AL~ 28 UET, R OHE THEARIVMED D L5, I THHERAR
TNFEEERAN L TEY, FILE~PHREME T, o TULT LHMMETITRLS, ZOEY
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BMNE TN —T V=0 ER B LTI 7AA—FERICESERE Lo TWETH, BEFE
MELTERATAZ L TEET, BEDYEAIT Group/pair Work O3 1355 & LoD,
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Pre-Seminar: Introduction to Hotel and Hospitality English

[1.F=91& TEMAE] ITDOWTHAD] ~z624 “BFRE ERENDESHLDH~
What are technical terminol/ogies and how are they used?

1. FTORYZZOHFIZIE, ZOTFA MIHTL 2FEND 30 EBRA->TWHWET, Zh b
Z2ODITN—TITHTTCHELE D, FARS T HZ2T20NIFNEno B ERREET
FERECT, BRA RTINS EfIIH A,

customer, no smoking, reservation, buffet, call back, café,
bathroom, international, history, order, travel agent, lobby,
bartender, alacarte, concierge, help, service, hospitality,
accommodation, alcohol, double room, checkin, hard drink,

luggage, drink, beverage, menu, health, guest, business,

JIL—TA J)IL—TB

4 4

v v

hEFTFENENDEREICOVT, EREHERLEL LS, Mo TV HHFERMEHY ELI1=D.
bW NFTHRFBELTERESTVWHEEEFILEDS G LHY FThH,

X WA NTHFEL L TERLTODIKET, D LEETE TRLEVERREZLZ DT TR
FRELTEMALEY, MDA LB LRI K Ro72 ) LET, WX I RO ETENT 5
&L EHEEL R ATV TT A,
Bl RFr 7TV =T xFr—T7 TV LEE, EayTzobuffet (77 x2—LHEHE)

2. INHDOHFFIZOWT, [ART L - RAEH VT ¢ ¥ETH D FHGE L AFAERTHES [—
CHEE] ST TCHRELLE D, RNy 7 ANOHFET THMHFE LB 0xOTHAE
L X9,

Group/pair Work

® JI—TRLT, EDKSUDITAELEIERLEVELLS,

® TARAYvLaULTHELLD,

hEMAEBE—BRAE. EE0ICRNIRENKSEELEHY FI M.
hARTITELTHES REL. FFRAE. —RAZELLDEEGHAZNTLE SN,

» Useful expression: What does it/this mean?

iei




MODULE O: PRE-SEMINAR

3. LIPS D BER I, T X TH AR THE O —fREFETT N, 26D HGEZ 2 S B4
BOETHRTARETEIIMEDN D HFEZE->THEL £ 9,

5] : check + in = check-in room + key = room key

check, desk, 1in, out, room, house, waiting, first,

1
1
:
1
service, key, keep(ing), call, wake, up, front, list, i
1
name, master, number, card, business, credit, i

1

Group/pair Work
0 R7VPGI—TTEZAZHEBRLTHEL L,
0 —BLE(EZTHE-DIE. EOTIL—TTL LI,

4. UTDTN—=T531F SNTHFRZIZNEN EARBSETH 5 55N, B THEL X I,

thermometer, virus, programing, network, invitation, guests,
medicine, medical record, system error, software, decoration, photographer,
X-ray, blood pressure, computer virus, bride and groom

5. INFTICHTEERTNVEOHEMHENED X H)ICEENREEETHEDLILD DD, WD
MHFEZ B TR THAEL X 9, [room key, reservation, room service, front desk ]

hHELCSEEZSRI D ERFBHMNMEHIATVET,
hA 28—y bEIZE, U504 VBEETHROET IERFERAOT —IN—ZPY
—IUHAFELEIDT, ChoZFRTHEHLTEETY,

v I CAN...
explain what “technical terminologies” mean.

i7i



Pre-Seminar: Introduction to Hotel and Hospitality English

[DI./RTIKTEONDAHE 1058] ~25v7/42 beLopdEs artsE~

First 10 words/phrases-introductory vocabulary of hotel English

ENENORERT, AIZELTHWLNEZTHAEL L S, TNENEGETHE
D iﬁﬂﬁ%

UHU
t&
$
<

h

2. FITRTHEEICHOVWT, ZRFN T1] ® a~ j.odbreb@mLlizboz®Ee, [ NCiEEAL
FLXI,

business trip[ | front desk[ | reservation[ ] bathroom[ ] meall ]

bathtub[ ] luggagel | double room[ ] twinroom[ ] breakfast] ]

i 7 M front desk (FEIZKE) DIENIT reception (FIZTE[E) |, reception desk 7 E[HER
VHUERIC KD BRSO L RS £, Zo L9 ICHMAE T%ﬁﬁi‘é TIERNWLEDONH Y £
| OTCEHRHFEITR - KBELEHICBIXATEBKERWTLL I,

® [ ZNETNDEREIZDONT, HHA (RF) ZLonVYHERL. BELEL LS,
o EXRP.2)NHEE-—EZEALT. EROHERELEL LS,
0 EHLALEZONID. BIETERTEEDERELELLS,

hLUTOEEIL, a.~). QRO ENICEET BN, ZEATHEL LI,
booking, brunch, single room, pleasure trip, suitcase, bag, baggage,
menu, restaurant, check-in, reception, B & B, extra bed,

reserve, carry, clerk, receptionist,

“ 13

» Useful expression: What do you call  “- - - - - in English?
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3. 11] 2DEONFHEREAEY, B 2 HEELZ 2T THENZE-THEL X 9,

i)

flight/airplane

table

web/internet

reservation
telephone reserve

hotel restaurant

Group/pair Work
O RT7HPJTI—TTEREHLEWL, TJLA VA= UTEFTVELL S,
o HIEMNDMLEWLEE, BEWCEEH Y. AXELYLTHEL LS,

4. LUTOXEDOZEMIC, W HFEZTLALEL X 9,
(A = hotel staff, B = guest)
A: May | help you with your [ 1?

: Thank you. It's quite heavy.
A: You're welcome. | will take it to your room.

vs)

A: Please leave your room key at the [ ] when you go out.
: OK.
A: Enjoy your stay.

w

A: Welcome to Hotel BIT, Mr. and Mrs. Takano. Is this your first time in this city?

B: No. | came here last year on a [ ]. But it is the first time for my wife.
A: | see. | hope you'll enjoy your trip.

A: Hello. Hotel BIT. May | help you?

B: Can | make a [ ] for two people for tomorrow night?

A: Sure. Would you like a double room or [ 1?

B: A double room, please. How much is the room charge?

A: It's 10,000 yen per guest. Please note that the rate is per person, not per room.

B: OK. So, That will be 20,000 for two of us.

A: That's right.

i ¥ WSO R TV TILEE . room charge £ 72 1d room rate & SVVENR T L O AR L £,
| AARTIIREIRE 1 ANZOENL B E W I EERREDN — K72 O THEES LI T,

hAEBDREFECT (EARBET) BESNTLEIDA, EATHEL LI,

v' I CAN ...
pronounce and spell 10 words that are frequently used by hotel staff and guests.




Pre-Seminar: Introduction to Hotel and Hospitality English

(M. RTILERNDEE] ~suannerEme~

Vocabulary Building -things in the guest room

1. ZNZEhORZR T, MEZBERLTWDINERATAHAEL LI, £/, HETHWEES 500
ANU/RE S5 RVIRN

2. FOREEIZOWT, ZTNEN 1] OO ENIZETIEEDLTL L 9D,

bath towel, armchair, safe, razor, floor lamp,
slippers, pillow, mini bar, refrigerator, outlet / socket,
bathrobe, toilet paper, toothbrush, toiletries, television/TV,

hanger, hairdryer, wastebasket, kettle, remote control,

® TNETNDEEIZOVT, HBiAH (RF) ZLoMVYHERL. BELEL LS,
® TR 2B)NHE-—EZEALT. EROHERELEL LS,
o ELALEZONIEN., BETERTEEOHRELEL LS,

» Useful expressions: How do you pronounce/spell it?
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LIFOCFEOZEMIC, Bk ai ALEL & 9,

(A = hotel staff, B = guest)

W > W >

> W > W

>

W > W > W

: Front desk. May | help you?

: Hello. Can | get some more | ]1? | have many clothes to hang.

: Sure. | will have the housekeeper bring some to your room. What is your room number?
: 1001. Thank you.

: Excuse me. | want to make some tea, but the | ]lis broken.

: Oh, sorry, sir. | will send someone to replace it right away.

: Thank you.

: My pleasure.

: How can | turn on the [ 1? | want to watch news.

:Thereisa | ] next to it. Please press the red button to turn it on.
: Hello. I'd like to check out, please.

: Sure. Did you have anything from the [ 1?

: Yes. | had a bottle of beer and a pack of snacks.

. It'll be 4 dollars for beer and snacks.

: Ok. I will pay in cash.

Group/pair Work

® RF7ICHES>TALBORIEFEOO—LTLAZLTHEL £,

® FitH (0.9 MALBORFEITOVTH, ALK ICA—LTLIELTHELES,
® JIL—THRTA—LTLAETV. BEVCHEEOLRENGEEZHELEVELL S,

v

| CAN ...
pronounce and spell 20 items found in a hotel guest room.




Pre-Seminar: Introduction to Hotel and Hospitality English

(V. RTILREEBIZDVVTDAE] ~w71z8 97088 &E~

Vocabulary Building -hotel staff

1, ROfRZER T, TNENRT IVICEBW T EARKRZ RIS AZ v 70 BXATHEL X

Do ARTIIENZEND AL v 7T ED I SITHEHINTWVDHTL X 9D

(€0)\[@]=:{c]=

-~ o~
fan
-t

6 ::ll-l:_lljg
a2 P o

KBETNVEREL, BETDHVHOAN

2. LOTRENORIZK LT, WOANES FORy 7 AMBROE L L5, (1-00RICKH
LTEODORAR D EHGENY TIELHERH Y £7T)

hotel clerk, waiter, general manager, receptionist,

chef, porter, housekeeper, cook,

bellboy, server, bellperson, concierge,

o TNEFhDENRE. EHEL>AMYRALEL LS, N
(BRp28DOHE—FE. #2514 HELEEER) N

FL&S, EBLEFESONKY—BI/BUTL £ S5H.
Pz & S HBEBIZOVWT, EVEHEZELELL S, S .
({8l cook or chef) D

bHEACBEHL LT EZASEEFLFTLXORANDH HHEFIZH T TH .
b

#1 : (hotel) receptionist # hotel clerk concierge'h & b & 7 T U RAFED HEENI R

ELHH7ny MREEWLETH, 200N TTH

FEELCEELIELD, BARRED D X 1T %5
B ADTHERETEVWEZHANTEEXEL L I,

BLIIARLIOTEELEL L O,

» Grammar Point: The word, “staff” means a group of workers.
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3. WIZHET DFEHIT. AT NAREBEDEDR T a EBRT D0, ZV—T3F % L THE

LX9,

B

bed making, check-in/out, luggage cart (trolley), master key,
course menu, vacuum cleaner, room service, theater ticket,
luggage, parcel, mail, taxi, limousine, trash, credit card,

today’s special, toilet paper, bedding, cash register, tip

[r—luggage
,,—,’f' bel Iperson \\\\\~ uggag

hotel clerk

chef

concierge

housekeeper

Group/pair Work

® R7PJIL—TT., BEVOEEZEEHERLAEVEL LS,

o BHDRAR Y IITHBYTHRE., £BLTHRIZLDEHYFE LM,

o fhiTt, EALBRECEET 2MAHEIMN. TATTFTEHLE>THEL LD,

)
l';!-]'“lP D D
= -

= &

v I CAN ...
use the right words to describe common hotel staff and their main duties.




4. UTDa~f OXLEDZEMIC, ELWVERBAZ ANEL X 9,

a. Karina works at the front desk. She is in charge of taking reservations, check-in and check-out.
She uses the cash register.
— What does Karina do?
Sheisa| 1.

0. Taro works at a hotel in Tokyo helping guests by taking their luggage to their rooms. Foreign
guests sometimes try to give him tips, but he refuses it telling them, “Thank you, but it's not a
Japanese custom to accept tips.”

— What does Taro do?

Heisa]| 1.
Xtip(s) >F v 7 ARLWHNOTF v TOFBEOENCOVTH, MRL TBEEL LI,

c. Natsumi cleans the guest rooms and supplies items such as bath towels, bathrobes and
toiletries. Her bed making skills are great. She sometimes finds tips left for her by the guests.
— What does Natsumi do?

Sheisa| I

d. Manami’s job is to help the guests with services such as booking theater tickets and mailing
parcels and postcards. She sometimes arranges a limousine for her guests.
—  What does Manami do?

Sheisa| 1.

e. Naoto is a professional cook. He works at the hotel restaurant. He decides all the menus and
manages the staff working in the kitchen.
— What does Naoto do?
Heisa]| I

f. Haruka works at a restaurant in New York. She takes orders and serves meals to the customers.
She always receives tips.
— What does she do?
Sheisa| 1.

Group/bair Work

& RF7OJI—TT, BELVDOEZEZHERLEVEL L,

® RVICH-OTXEZHLCHREZLFLLD . AFARTEHXDDLICLozn, FER
TEXFALZRETELTHFELEL D,

® HAD (kD) AHBITO2L1TH, BLTHEL & S,

B : 1" ma waiter. I work at the restaurant. - - - - - -

» Useful expressions: What do you do? / What does s/he do?




Pre-Seminar: Introduction to Hotel and Hospitality English

[V.EERERT - ERN/1EHR] ~zmomsenmcomnEn~

Vocabulary Building- facilities and signs in the building

1. FTOKIZZENEFIMERLTNDED)N, EXTHELL I,

MODULE O: PRE-SEMINAR

®

y

-&

1

goooooo
—
c——
)

—

2. TOREREIZHOWVWT, £t 1] OO EIZHTIEELTL X 20

corridor / hall way,

restaurant,
first floor,

cloakroom,

& ThEIhD
® ZEX (p.28) MEE—EZEFHLT.
0 EHEALEZLONI=D, BIETERT

escalator,

banquet room,

laundry room,

vending machine,

staircase,

entrance,
elevator,

basement,

lobby,

swimming pool,

restrooms

BHA (EE) ELOoMYHERL. BELFL &S,
EROMERELEL LS,
EEOHRELELELS,

v" | CAN...

use some general words to show and explain some hotel facilities.




3. To7ar7r~y7%R T, AL BOSFEOEMEMDOEL & 9,

Hotel Floor Plan

[ e
Y N

LOBBY
F © \

RECEPTION BANQUET
ROOM

B

OFFICE

1F

MEETING MEETING MEETING

ROOM A ROOM B ROOM C e |

| | | ENTRANCE

-~

7

You are here.

A: Excuse me. Could you tell me where the restrooms are?

B: Sure. As you go in through the entrance, you'll see an [ ] in front of you.
The restrooms are right next to it. There are restrooms also located on the | |
floor.

A: Thank you.

A: I'd like to check in. Where is the [ 17?

B: It's on the [ ]. Please take the [ ], which will take
you to the lobby. You'll see the [ ] in the area.

A: Are there any places in the hotel where | can have lunch?
B: Yes. Thereis a [ ]on the [ ] floor. There is also a café next to it,
where you can find some light meals.

Group/pair Work

® FIR—UTRALBREZEHLEGAD RTIZE-STALBORFEOHEEZLEL LS,
o COIATRYITEFESTHEVERZL., ERNENDFEELEL LS,

® BGARTIDTIATI Y TEE-T, ALK BREDREELTHELEL D,

» Useful expressions: A is next to/in front of B.  Ais between B and C.




MODULE O: PRE-SEMINAR
4, TOZNENDR Y 7 ZNZNIRTNAVRETEILS BANT oA v - oI H LI REN
GENET, MEBHRLTWAD, GELA->TAEL LI, £o, ZEMICALEEELEZT
HELEY, (MEEYMILTARATLIEEY, )
(ZEHRLTWDEELAEV, EHICALFEEEZEZEL L I,

[ ] EXIT [ 1 SMOKING
Do not [ ] [ ] ENTRY
Out of | ] STAFF [ ]

[ '] N

[ ] Extinguisher
Wet Floor
: | Parki Fire [ ]
arking Keep Shut

Q €

v

Group/pair Work
® R7PJTIL—TIZH->T. BEWEBLES>THEL LS,

Where do you see this sign?

What does it mean?

v I CAN...

tell the meaning of typical building signs found in a hotel.




Pre-Seminar: Introduction to Hotel and Hospitality English

[VI. 25/ FADEREZEZTHE D] ~smrd o ascrEcEs L5~

Vocabulary Building - noun/verb relationship

1, ROk (F=wy7A42) FAFTLEI D, TREBEFETLLID, BXATHAELEL D,

check-in / check in

TOZEMIZ, EHLLhEERIEIEANEL X 9,

- I'd like to | ], please.

+ Where is the | ] counter?

+ What time is the [ 1?

+ By what time do | have to [ 1?

+ Guests [ ] after 2pm.

* Please [ ] by 8pm.

< L will [ ] around 3pm.

* You can | ] early if you like.

* The [ ] was quick and easy.

+ We start early [ ] at 10am. Our late check-out is by 2pm.
*early & late check-out: v hTRZEL X 9,

T OXEOE@EFE O THRESIEEL X D,
* | want to check in early.

+ Are you checking in now?

+ Did you check in?

+ | checked in already.

+ Have you finished your check-in?

+ What time do you start check-in?

Group/pair Work

0 R7PJI—TTHEEWCEZEHRBLAVEL £ 3,

o ZELENE. ELLDIFIMNBEIFELNSEBET A, check-in, check
iNnDBIXERFELTHT, TOBERMLEZTHEL LD,

® HETICINDED2—LI~VTRALEKRTILAER. ThZThEALH B
HAEBLLTLEZM,

» Grammar point: Nouns are names of things. Verbs describe actions.




MODULE O: PRE-SEMINAR

2. WIZEITDHFEIIAR TV - RAEX YT 4 ETEIL LN D HEETT N, 4 LB NE T
FEEERY £9, TNENOEOHIIZHOWT, 4me LTOMERL N, 8@ LTofERS
V #[ lcigALEL XD,

we | come
Let us welcome our special guest now. [ ]

We had a very warm welcome at the hotel. [ ]

charge
The hotel clerk charged me for the beer and snacks from the minibar. [ ]

The room charges at that hotel are too expensive. [ ]

cost
It costs about 5,000 yen to go to Kyoto by train.[ ]
The cost of living in Tokyo is very high. [ ]

stay
I'm staying at the BIT Hotel tonight. [ ]

Please enjoy your stay. [ ]

help
May I help you? [ ]

Can I have some help, please? [ ]

order
Are you ready to order? [ ]

May I take your order? [ |

Group/pair Work

® R7HPJIL—TT. BELVOEEEHELEVEL LS,

TNTNOHEEDEKRE., LoMYHERLTEEELLD,
FLREVCHERBELEVWELELD F U334 BEREEER.

ENETNOXENEALGERT, EARBEATEINTLLON, ELESTH

FL &I,

v | CAN...
explain the same kinds of service using both noun and verb forms of some vocabulary.




3. LUFIZHEIT HFRIEIAT IV« RAE X VT 4 ETHEIE « A5 & I fEbh 5 HEE T,
ZERER ST ICIE LWaE (e £ 2i3@E) 2 ALEL X 9,

~8 FH~ ~% F~
reserve reservation
arrangement
cancel
payment
book
register
confirm
service

Group/pair Work

® HELAUSAUBERGLELZFEALTHRAFLELS,

& R7RPJI—TTEREZHERLEL LS,

® TNTNDEICTDONT, BERERFTLELH>AMAYRERLEL LS,

O R7OJIN—TTHALLGH L, TNTIDOEEBELZFE > F-HIXEERLTAEL LS,

» Grammar Point: Suffixes such as “-ment”, “tion”, and “—ing” form nouns.




MODULE O: PRE-SEMINAR
Pre-Seminar: Introduction to Hotel and Hospitality English
[(VI. K< fEH NS E5H/BEREDEAEHE]

~IRRAEA Y T4 (TR ESEREEHAERSZ LS~
Vocabulary Building - noun/verb collocations

1. FTORTIE, A7V RAEZ VT 4TI fEbN D45 L BFEOMATDOENRREN

TWET (Bl : A& v 7L LTI EIHAGDE, AMl: BE LTI ESHAED
), INHOMAEEDLEEM > THWLZESTAHAEL X 9,
5] . The bellboy carried the luggage.

I want to leave my luggage at the hotel.

Staff Guests
carr
y / agage N leave
take \
pick up
serve 7— iorder
have
provide
take reservation
\re%rvation
make
confirm T
I confirm
_

Group/bair Work

O R7OJIL—TTHEBEWE X EHRAHAEVEL LS,
o ZEARBFEMAELELNDA, BEXATHEL LD,

v I CAN...

match some verbs with nouns that are commonly used in the hospitality industry.




2. TOZNZNOEENIH L T—FICHEDILD 2 EDZWAG, A THE S & BEREZ 72
FThFZR y 7 AT LER, HENZESTHAEL X 9,

table

arrange

flight, dinner, alcoholic drinks, plan, schedule, seat,
room, coffee, Japanese food, double room, taxi, reservation,
delicious meals, customer, pick-up service, flowers, meeting,

birthday party, dinner plans, limousine, theater ticket

» Useful expression: Does it make sense to say, “ "?




MODULE O: PRE-SEMINAR

3. WOXLD FHEBEBDFEICFTVHEZ THEL X 9,
(BEZF—2LEFINEV £ A,)

1l -
I arranged a taxi for my guest.

—called

- I am going to arrange a dinner party next weekend.

* The staff arranged a very nice meal for us.

+ Will you arrange a car for me?

+ We arranged a special room for the guests.

+ Thank you for arranging the meeting for tonight.

Group/pair Work

& R7VOUN—TTEAEHRBLTATTEHLAVEL LD,
b HEDOHIXCERERE (thesaurus) 5B 5L, ELMEZ (rephrase)
E/IAIBES,

4 . FOEDFERIL serve, reserve, arrange, confirm, cancel 72 £ & X < —#ElcfibiuE 928,
FEICL > T, MARDELNDILFAL D TRWATFELRDH Y £3, EALRMAE DN THE
M BRZTHELE I,

meal room Japanese food, table

(lunch, dinner, etc.)

(e.g. hotel room)

Italian food, etc.

(at a restaurant)

pick-up service taxi flight reserved seat
transportation accommodation ticket meeting
schedule party trip plan

v | CAN...

use different verbs to explain the same kinds of service to customers.




Pre-Seminar 555 - Review

1. BEOHF NG Pre-Seminar E 2 — /LD 1, [T THRAFHELZ RLOIT,
FEHLTAELE D,

Group/pair Work

@ R7PHGI—TTEZAEHRELEVEL LS,
o BEWIAAHIMNERLENEL &S,

Are there bathrobes in the room?

Yes. There are two.



REVIEW: MODULE 0

2. EMNIREINTZHEFEIZHOWT, AMOR v 7 A58 725087 SC % 2= U8,
MTORETEL LI,

a person who is at a front
emergency desk/reception to respond to guests’
requests, answer phone calls and
perform administrative work
emergency
concierge
a warning telling people to be careful
sudden, serious and dangerous
fire extinguisher situation such as fire, earthquakes
and accidents
entrance a person in a hotel whose job is to
help guests by giving them
information and help, such as
arranging theater tickets, etc.
caution
an area of a building where people go
through to get inside
receptionist a metal container placed in buildings
that is used to put out small fires

Group/pair Work
® R7VPII—TTEEVDRIZEFHERLELL S,
O MERTICENEFNDEEDFEANTEED., HLTHEL &S,




3. WOISLOFHIIZHONWT, WYIRGEEEZEZEL X9,

a chair with wheels that is used by peg,c[Ie who cannot walk ]

—[ ]

a person who works at a hotel front desk

—[ ]

a woman who serves food and drinks to people at a restaurant

- ]

a sign in a building or on a street telling people not to smoke

cigarettes

—[ ]

the floor of a building that is at a ground level
(It is called “ground floor” in British English.)

- ]

4. 012113 252, LFOERIZOWVTOHRBELEZFZNENIESTHEL L D,

€ escalator:

¢ chef:

¢ exit:

€ staircase:

& housekeeper:

Group/pair Work

® BSEVDHAXZLEERLTAEL LD,

@ JIL—TORTFIZEL2TFRITEL, A UM VRERELEEHE>TEN
TNDEEVPEEBTEDLSICHASNTLEIMNTARTHEL &£,




REVIEW: MODULE 0

5. FOXEOZEMIIIZNLI, HLHFEEOLTHREITBFRAAY £, #@leHEEEN
IRICEDELBTRALEL X9, ZNLH, HXFOHLASHTNET,

*Idliketo [T | a double room for tomorrow.

+ May I take your [ I 1?

+ Could you [ @ | a car for me to get to the airport?

-Allthe[a ] made for us were great.

Thaveto[C | my flight as I changed my plans.

- My flight [ C | was confirmed.

-Iwill[p | by credit card.

- Please make your [ P ] in advance.

-Iwantto[b | a special course meal for my girlfriend’s birthday.
-Imadealb | for the dinner show.

* Please [T | at the check-in counter.

*Your [r | was cancelled.

* They provide excellent customer [ S | at the Hotel Benilde.
-[s | customers is the main job of hospitality professionals.

Group/pair Work

& R7PJTI—TTEZELEELELEL S,

® Pre-Seminar EL 1 — )L TEALEET, RFAREHFARNR CEFEICITE
DESIBLDBH2-TLEIM. BEVIZHERELEWEL LS,

o)

6\

Pre-Seminar €2 =2 — /L CliL, FAEX U T 13 (FRZH7TNFE) TES D
< W BEE (AF L EE]) 28 1003870 E Lz, RN—TVOHGE—&E
ZIERALTEEZLELL S, B, TULIERTNVEBGD LDzt
BLTHEOLNDEANHETT, ZNODFEEDS ITHBH A 1 55
(Modulel~ 5) Doy ERIEMGEEOTICHEMB L THTE LT,




Pre-Seminar Module Vocabulary [BiiE—E]

APIEES 1058 first floor 1R
bathroom NRIL—L(FILEED) lobby aoE—
bathtub INRBTD restaurant LRSSV
breakfast FE restrooms EF L
business trip sk staircase [ %
double room ATILIL—Ls swimming pool J—JL
front desk JAzk vending machine B 5Bk 55 4
luggage = 1ZE-EENERT
meal BFE caution! (wet floor) [FFE (FRAENTLVETY)
reservation FH do not disturb oL TLESL
twin room VA I)IL—Ls emergency exit BRSO
RTILERDY fire door (keep shut) |5 N BE
arm chair R 45 F fire extinguisher JHIE SR
bath towel INREA L no entry EAZIE
bathrobe NZXa—7J no smoking A 4@
floor lamp EEEERRAEUE out of order # fE= ch
hairdryer FSA4v— staff only RV IEH
hanger INH— wheelchair parking |BE45FFHEIEHI5
kettle S LRV % 58/ ENaA
mini bar S=/3— charge (B EERT D
outlet / socket BRItk (B H £ FBEKEE
pillow i check in (N FzvoA429 D
razor AN Sxakd) check=in (B)FT oA
refrigerator AR E cost (E) -~ DEEEL DI MID
remote control )EI> (B EHR
safe *=E help (BN Fu+9 5
slippers A1)wIN (&) Fult
television/TV FLE order (ENEXT S
toilet paper rMLYRR—/8— (F)EX
toiletries G- AR & stay (Bh) iHET D
toothbrush wWIS (%) wTE
wastebasket M welcome () 893
RTILDRZYD (B) B+
bellboy NI)LABR—A % Fal 2 L ENER 2
bellperson N)L/IN— arrange FET D
chef HER D arrangement ESi]
concierge arix)Loa book B KRR
cook RIE A booking 59
general manager X ECA cancel FrotILTD
hotel clerk JO0 k2441%R cancellation Xyl
housekeeper IND RFE—/\— confirm R )
porter R—4—. FTYLERIFR confirmation FEER
receptionist Z{1i& pay 5%/ )
server H—J9 DA, #HiEE payment LN
waiter DIAR— register ERFHrEIDH. EEELTD
RTILEY registration Eix. 504
banquet room BE£15 reserve T8I B
basement Hh T B reservation T
cloakroom ga—9 serve TZ25. 1R#HEIT S
corridor/hall way ERT service H—EX. E~DEL
elevator ILR—F—
entrance AO. B
escalator IRAL—E—










Main Modules

Hospitality English
Preparatory Course

WORKBOOK

ZIMBIEZ OBEH O EEES (Main Modules) & 720 E£F, ZOAAL VEMEZIEIT 4V OT - T
P—LREE Lk « XR=—/LI (De La Salle-College of Saint Benilde) DZfZf#IC L0 HARANDFAENGEEE
BORKPEFELURAEZ U T ¢ 25 EMPIESTO OB o — A ICfES N E Lz, #MIE5
DOEY a2 —/L (Modulel~5) (230N TEY, TNENT —~ I LIZEGEERE (% 100 38) EH4S X
WED I, BRI TOEERIFE, A v F =2y THEIRIET DI DI LB R B NERI RSN T
WET,

BNEBHEATRRES Y T 0BHOEEEZBIRT AL, 2D Module 1I~5% L omMYEELEIZFFITF
FL &S, FOMOETHILEEMEL Module DABIRLTRYKBL CENTEET,

' Main Modules &A% L CTo HZ i
e RAEH VT RO BYBICBT 2 EMEORREEDS
e TNBNOHFEEELALMTFICELS L) ICHEETES |
| e BARHZRMS A AE Lo SiE CH M A - CEIICRETED |

E5FEVa—)L (H61=vy rTD) MhORBIHMT, BRIZETHAEBEZEBI—RABICEREIATLE
T, BEBBMELTIE 45 BETERETIHEETT, 90 HBENBFE 1A TIA=yY MEH, FED 21—
JLDETRHME (Unite) [FBEEFEOCIZTAKMNIHTET,

EDa2—I)LTEIZ 100 BFOOERBELZORE (BIX) HNRESh, 7—9TvIRADBEMEELTE
PG EENER L., B2+ ERICERTER I 2y —Sa Vit haEBRLET. 9B L DEMHE
ERIZEBLTERZEDBEICRRTESLELSIZHDZLEFI LA, ERFOMBEZHREMIZIGAL., 1V
A= TR EDEFTICHLRITDHIEZBHELTVET, £1=2y FIFE (BYE) HoLBETRYME
TEDETHERIN, SSHITEFNFROEDS2—IILIZHLTRGR (BEFI7A4ILICTERIE) OEZETR A
BEINEED 21—l Uunite DEEF/TALTERALEY,

[EDODESA—ILDOEFTAE]

Module 1: Academic English Vocabulary (7 A7 3w #HEE
Module 2: Food and Beverage Technology (¥IERERFY EEF9EFH)
Module 3: Front Office Vocabulary (70X M%)

Module 4: Bar Management Vocabulary (/\—&EE)

Module 5: Information System Vocabulary (I§$RMLIES X T L)

Toyama College of Business and Information Technology

Salle-College of Saint Benilde




Module 1: Academic English Vocabulary

Units | Themes

1 Getting to Know Each Other

2 Welcome to Your New School

3 Setting Learning Goals

4 Academic Success
5 The Active Learner
6 Summative Assessment

Target Vocabulary

appearance administrators advanced achievement accomplish
behavior components complete role play accuracy
country discussion credits analysis appreciate
course dress code deal with revise categories
describe enroll develop arrange complain
familiar facilities direction volunteer disciplined
goal hospitality equip collaborate effective
hometown instruction expand illustrate efficient
information laboratory focus materials enumerate
international lecture improve supplies fill out
introduce methods perform equipment handout
local objectives phases survey honesty
nationality outline prepare simulate in-depth
origin overview procedure assessment prior
profession policies process demonstrate relate
proper practice punctual presentation report
residence requirement review active request
skills roster sequence passive responsibility
various syllabus standards engaged strategies
viewpoints system tardiness performance technique




Module 2: Food and Beverage Technology

Units | Themes

1 Food and Beverage Operation

2 Basic Food Service Terms

3 Beverage Service Vocabulary

4 Basic Culinary Arts Terminologies

5 Service Skills

6 Summative Assessment

Target Vocabulary

beverage al dente banqueting a la carte bar

budget béchamel bartending aspic bistro

buffet blackening catering au jus café

cuisine browning clearing cultural food cafeteria

customer butterfly contract catering first class restaurant | customer satisfaction

culinary caramelize dishwashing function fast food

delivery confit napkin folding halal fine dining

demonstrations cook chill process order taking haute cuisine food court

food cook freeze process parade of waiters health food kiosk

hygiene cordon bleu plate carrying hors d’eouvres leisure attractions

management dredging preparing kosher meal experience

market flambé room service marination menu planning

meal fillet service sequence menu bundling menu presentation

menu julien stocktaking menu design Michelin star

nutrition maceration storing mother sauce rest stop

perishables mise en place sync.hronized oenophile meal experience
service

quality proofing table service roulade menu planning

quantity puree table setting sear menu presentation

restaurant roux table skirting stuffing Michelin star

service veloute waitering theme restaurant rest stop




Module 3: Front Office Vocabulary

Units | Themes

1 Telephone Skills

2 Guest Cycle

3 Room Reservation

4 Room Management

5 Handling Complaints and Inquiries

6 Summative Assessment

Target Vocabulary

Unit 1 Unit 2 Unit 3 Unit 4 Unit 5

area code arrival (pre-, hold) advance payment | cash basis below standard

average daily rate credit/house limit all inclusive check in cancelation

busy signal/tone departure gtcc:egrr:ﬁar:”:\é?jation check out compensation

call back due out amenity complimentary complaint

call display extended stay Bellboy concierge gz:)teocr'paiirons

call hold facilities/amenities | downgrade long stay customer experience

cardholder front office fully-booked maximum capacity customer feedback

confirmation number front o.ffic.e hot card no show customer loyalty
receptionist

country code guest cycle key card occupancy customer satisfaction

credit card information | guest folio late charge off-peak season customer service

dial/dial tone loghook room service tentative booking goodwill freebies

guest history manager on duty self-catering transfer goodwill payment

guestbook night manager single room triple room guarantee

hang up occupancy sleep out twin room inconvenience

hang on package stayover upselling investigation

international call rebate deposit voucher empathy

local call register double room waitlisted booking liability

long distance call registration card overbooking walk-in refund

pick up

timeshare

peak season

walking guest

replacement

reservation

travel agent

rack rate

wash down

security deposit




Module 4: Bar Management Vocabulary

Units | Themes

1 The Bar

2 The Bartender/Bar Professional

3 Bar and Beverage Service

4 Beverage Management

5 Wines & Spirits

6 Summative Assessment

Target Vocabulary

aroma aperitif call brand cobbler competition
stools bar brand chaser credibility varieties
cocktail lounge barista collins delicate jigger

back bar bartender cooler digestif call drink
bar bartending crusta experience vineyard
bar die carafe daisy expertise pricey

beer bar chill dash float high ball
alcohol concoction double manager experts
under bar distilled eggnog one part dry

full bar efficiently fizz over-the-top styles

space flaring flip pick me up low ball
operation food harmony frappe pinch intoxicated
front bar measurement hot punch night cap
hard drink recipe nip recommendation local
beverage service off warm sangaree mist

music bar shot procedures satisfaction on the rocks
glassware smoothies standard spirits mocktail
garnish stressful standardize squeeze developed
wine bar tasks successful straight up tasted
menu upscale system thumping improved




Module 5: Hotel Information System

Units | Themes

1 ICT in the Hospitality Industry

2 The Guest Cycle and Information System

3 Reservation and Room Management

4 Cashiering and End of Day Procedures

5 Sales Catering

6 Summative Assessment

Target Vocabulary

administrative accounts access balance sheet banquet sheet
audit allocate availability credit central
automation application bill posting currency client
browser back office blackouts debit cookies
controls back-up brownouts e-business encryption
database ergonomics charge entry forecasting
gigabyte financial identity override function sheet
hardware folio inquiries payable genuine
interdepartmental generate intranet point of sale installation
interface intermittent LAN reboot malware
inventory ledger multimedia receivable online/offline
mainframe main menu multitasking reconcile operational
management maintenance programming risk protocol
manually modem rack rate scrutiny provider
network period server settlement register
property portal status terminal revenue
software profiling surfing tickler route
structure router switch on/off time stamp safety

work flow terminal upgrade transaction set up

yield verify WAN void wireless










MAIN MODULES: MODULE 1

MODULE 1
Academic English Vocabulary

HOSPITALITY PREPARATORY ENGLISH COURSE

v .
-

v

-y

ZOFEV2a—/VTIHEFEEDOT-DDOT T I v V9B FNET, REV2—/LEZHBL T
100FEDT HTIv Y « Uxxx 77V —%F0ETRH, INOIELRENDENOEEHT
BRI CHRAE X VT 4 O RFE 2T 5BIRO L2 M T, HiEEREISs
=y F20FETORINTWET, FRNCTEHE D (self-study) (THLY FHAFEE R,
FEZHER L CTBE, ETRARL—XZFEENREZHM L X A7 ICRVHDD LI LEL
X9,

CODEDA—ILFBLTHEELEIZFIToNS5EES (Module 1 D Can-Do BHAE)
| CAN...

v" Review and recall important terms used in the classroom setting.

v" Articulate specific terms correctly through practices and speech drills.

v" Understand the meanings of these terms as used in the learning environment.

v' Derive other words that may be formed from specific terms in the
vocabulary list.

v' Use terms correctly in spoken and written language.

Unit 1



Getting to Know You

In this lesson, you will describe yourself and be introduced to one another, using specific words
found in the vocabulary list.

Target Vocabulary

appearance familiar introduce proper
behavior goal local residence
country hometown nationality skills
course information origin various
describe international profession Viewpoints

1.1.1. Self-Study - In your free time, practice spelling the target vocabulary by writing each one
three times. As you write the next word, cover the first and what you have written. Don’t look at
the vocabulary list as you complete this exercise.

1. appearance

2. behavior

3. nationality

4. profession

5. residence

6. familiar

7. viewpoints

8. hometown

9. information

10. international




MAIN MODULES: MODULE 1

1.1.2 Self-Study - Check your word skills by writing the missing letter for the following terms,

without looking at the vocabulary list. Refer to the meaning guide found in the next column.

10.

G__ L aim, purpose
0] N R place, nation
S I L abilities; what you can do
R G N point or place where one came from
A I S different or not the same
0] A someone from a place; not foreign
C R something you study in school
D S R B to tell how something looks like or appear
N R D C to make others know at the first time
P 0] R right manner, or correct way

1.1.3 Matching Type: Choose the correct word in column B that fits the set of terms given in column
A. write the letter in the provided space (15 minutes).

1)
2)
3)
4)
5)
6)
7)
8)
9)

10)

short, tall, slim, big

Teacher, Engineer, Chef

cooking, writing, bartending

dependable, responsible, attentive

age, height, weight

Japanese, Filipino, Korean

to become a businessman, to finish school, to serve
apartment, dormitory, hotel

Philippines, Japan, USA

Culinary Arts, Management, Information System

A.

Skills
appearance
Behavior
nationalities
professions
Goals
Course
Countries
information

Residence



1.1.4 Giving Personal Information. Read the call out and then provide personal information about
the woman in the picture. Write those information in the card below (15 minutes)

Hil My name is Mayumi Tanaka,
my friends call me Yumi. I'm 20
years old from Fukuoka. T am
Japanese and taking up
Performing Arts at a local
university in my hometown. I can
sing, dance and act. People say
that I am friendly and outgoing.
I am petite with long black hair.
My goal is to finish college.

MATION CARD

pERSONAL INFOR

i Tanaka (Yurni)
Name: Mayu

Age: ///
Hometown: //
Nationality:

skills:
profession:

Course:

Appearance: .
Eriendly and outgoind

ot

Behavior:

Goal:



MAIN MODULES: MODULE 1

1.1.5 Word Meanings. Complete the sentence with the correct word from the vocabulary list below.
The underlined words are your clues to find out the missing word (15 minutes).

Various introduce proper viewpoints local
Describe familiar international origin hometown
1. To yourself to your classmates, you have to tell about yourself so

they can become familiar with you.

2. The teacher introduced the course so that the students will be with
it. He wants his students to know well what the subject is all about.

3. Ramen is a favorite dish all over Japan. It is a native food that
Japanese people really love.

4. Every local has good opinions about their own country. These are
what they believe about their country.

5. There are festivals in our country. Each celebration is different from
another.
6. Many people are not familiar with my , but I still love that place

where | come from anyway.

7. ltis to take off your shoes or slippers when you come in someone’s
house. That shows right your respect to the owners of the house.

8. The best word to me is that | am pretty. That’s how my friends
refer and tell about me.

9. students, from other countries, are coming to study in our school.

10. My grandfather’s is not Asian. He came from Europe and moved
here in Japan.

1.1.6. Self-Introduction. Write a short paragraph to introduce yourself to your classmates and
instructor. Use the words in this unit’s vocabulary list. Be ready to read your work to the class (15
minutes).




Unit 2
Welcome to Your New School!

This unit introduces you to some terms that will make you more familiar with your new environment.
Here, you will practice articulating and understand the meaning of a set of 20 words that you will
encounter as you study in your new school.

Target Vocabulary

administrators facilities objectives roster
components instruction outline hospitality
discussion laboratory overview requirement
dress code lecture policies syllabus
enroll methods practice system

1.2.1. Self-Study - Complete the puzzle by filling out the boxes with missing letters.

P S
E L
Y A S
R R
L Y
0] E
F S
L E
D N
M S
A R
M

What is the word in the highlighted boxes?
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1.2.2. Reading and Comprehension — Read the selection below and answer the following questions
by drawing a smiley emoticon ©, if you think the statement is true, otherwise draw a sad emoticon
® (15 minutes).

ABOUT DLS-CSB

De La Salle-College of Saint Benilde is a school in Manila,
the Philippines that offers a variety of courses. One of its
popular programs which has big number of student
enrollment is Hotel and Restaurant Management.
Students enrolled in this school become chefs, hoteliers,
flight attendants and owners of their own businesses.

The College of Saint Benilde (CSB) is one of several
schools under the Lasallian Educational system which
operates not only in the Philippines, but all over the
world. As a Lasallian School, CSB has policies that guide
its operations and all members of the school.

One of these policies is that of the dress code which ;
requires students to wear appropriate attire. For the School of HoteI and Restaurant management
students wear corporate attire: coat and tie for male students and blazers are required for females.
Administrators or school officials include the Chancellors, Vice Chancellors, Dean and Program
Chairpersons. They lead teachers and staff, and manage specific functions for the school’s smooth
operation.

In the School of Hotel and Restaurant Management, students learn concepts in their lecture
component of the course, and practical skills in the laboratory class. The lecture classes give more
time for discussion of concepts and ideas. During discussion, students share their knowledge and
experience to learn from each other. In the laboratory classes, students practice their cooking,
bartending, room management skills. This gives them a balance of knowledge and skills in doing
various tasks repeatedly to prepare them for the real work in the industry.

Hospitality Management is one program that prepares students to work in hotels, restaurants, travel
agencies and other tourism business. Hospitality is that behavioral trait of being warm, friendly,
service-oriented, welcoming and accommodating to guests and visitors.

Discussion is sharing of ideas Administrators include school heads.
Skills are practiced in the laboratory Lecture classes give hands on exercises.
A system consists of several units. Practice may need some repetition.
Hospitality is not a good trait. The uniform observes the dress code.
Policies guide members of the school Only those enrolled belong to the class.




1.2.3. Synonyms — Circle the word that means the same with the given word in the first column. You
may refer to the glossary or use your dictionary (15 minutes).

1. roster description list explanation
2. facilities amenities supplies sources

3. syllabus course map class section course code
4. methods input process results

5. instruction direction output answer

6. component parts ways techniques
7. requirement needs wants likes

8. overview conclusion introduction summary

9. objectives purpose opinion viewpoint
10. outline framework draft content

1.2.4. Cloze Test — Complete the letter with the missing terms. Choose your answers from the
following word list and write them in the provided spaces (15 minutes).

requirement syllabus facilities policies overview
administrators instruction components methods enrolled

Dear Michiko,
[ am now Lin a MospﬁtaLLtg management course b Manila. Todag we et the School Dean and other

of the college during our course orientation. n this orientation, the school officials polnted mportant
that students need to observe.

[ also attended owr flrst meeting tn our class and our professor gave us the course so we can have an

of what we are going to study. He also explained the bn the course, so that we can pass. There are
really many things we need to do. His to us s that we study hard. Our class has two lecture

and La bomtorg .

Our teacher’s of explaining the course is veally clear and interesting. My new school has modern

that makes studying more fun.
Missing you much,

Yumd
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1.2.5. Multiple Choice — Check your vocabulary skills by answering the following questions. Circle the
letter of your answer (15 minutes).

10.

11.

12.

13.

14.

In college, what paper does a teacher give which outlines the content of the course and
identifies the requirement and learning activities?
a. policies b. syllabus c. instruction d. methods

What term refers to the ways instruction can take place?
a. methods b. requirement c. administrator d. policies

What do you call the set of rules and guidelines that every student should follow in the
school?

a. instruction b. components c. policies d. system

What does a teacher give for students to do specific tasks correctly?
a. syllabus b. instruction . requirement d. facilities

What do you call a statement that defines the aims or purpose of instruction?
a. objectives b. expectations c. needs d. methods

Which term refers to the list of names of students who are enrolled in a class?
a. syllabus b. instruction c. requirement d. roster

In which course component, do students learn practical skills like cooking and baking?
a. laboratory b. lecture c. facilities d. system

What term refers to a part of an object or unit?
a. component b. strategies c. system d. methods

Which component of the course deals with discussion of important concepts?

a. lecture b. laboratory c. component d. assessment
What term describes characteristics of warmth, friendliness and accommodation?

a. behavior b. responsibility c. hospitality d. effective
Which of the following words refer to general idea or summary?

a. introduce b. outline C. overview d. describe
What does a syllabus mainly present about the course so the students will know what to
study?

a. outline b. objectives c. methods d. instruction

Who heads or manages a college and implement its policies?
a. students b. staff c. administrators d. instructors

In which course component do students engage in sharing their knowledge and ideas?’
a. discussion b. requirement c. policies d. laboratory



Unit 3
Setting Learning Goals

This unit guides you to the use of some terms that can help you set your learning goals. In this unit
you will be able to practice syllabicating words that help you spell them out correctly, understand
the opposite meaning of terms, and use helpful word derived from the vocabulary list in writing out
your academic goals.

Target Vocabulary

advanced direction perform punctuality
complete equip phases review
credits expand prepare sequence
deal with focus procedure standards
develop improve process tardiness

1.3.1. Self-Study - Look up the syllabication of the words in the target vocabulary, using your
dictionary. Write the words down in their syllabicated form in the table below. Listen to your
instructor in checking your work.

2 syllables 3 syllables 4 syllables

— 44 —



MAIN MODULES: MODULE 1

1.3.2. Same or Opposite in Meaning — Read the pair of words aloud after your instructor, then write
an equal sign (=) if the pair of words have the same meaning, or unequal sign () if the pair do not
have the same meaning (15 minutes).

focused
goal
expand
advanced
punctua
deal with
sequence

complete

© ® N o Uk~ W N

improve

10. developed

—_— = e v~ o~~~

aimless
target
limit
basic
tardy
handle
process
finish
enhance

beginner

1.3.3. Word Choice — Read each sentence carefully. Underline the correct word that should be used

in each sentence (15 minutes).

1. (Goal-oriented / Aimless) students stay focused in their study.
2. Vocabulary (expands / decreases) whenever you read more often.

3. Coming to class regularly and on time is being (punctual / tardy).

4. Students with (developed / basic) level of English needs to improve their vocabulary.

5. Those with improved vocabulary (perform / handle) better in their classes.

6. Hospitality Management (deals with / handle) hotel and restaurant services.

7. Before an exam, you need to (review / perform) your past lessons.

8. The course has several (phases / credits) that students need to go through.

9. To complete the course, | need to finish 30 units of (credits / sequence).

10. To complete the task, please follow the (process / procedures).



1.3.4. Matching Meaning — Read each sentence in column A carefully and find the meaning of the
underlined word from the terms in column B. Write the letter of your answer in the provided space
(15 minutes).

1) Read the directions before answering the quiz. A. steps
2) Follow the procedures in completing your project. B. increase
3) The enrollment process is faster online. C. concentrate

Sequence your goals in a way that one leads to achieving the
4) other. D. notintime

You can enhance your English language skills by frequently

5) speaking the language. E. instructions
6) T To expand your vocabulary you need to read a lot. F. arrange

7) - Prepare for your exam by reviewing your lessons. G. getready
8) - Focus on your lessons by paying attention during the lecture. H. method

9) ~ Studentsare graded based on some standards. I.  criteria

10) ~ Tardiness in coming to class must be avoided. J.  develop

1.3.5. Writing Academic Goals — Write five goals you want to achieve for you to succeed in your
studies. In each sentence, make sure you use at least one word from the unit’s target vocabulary. Be
ready to share your goals to the class (15 minutes).

Example: To be punctual in attending the class, | will always come early.
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Unit 4
Academic Success

In this unit, you will be familiar with terms about tasks that you will need to do to succeed in your
studies. Upon completing this unit, you will practice articulating words with the proper stress, define
terms using context clues, and use them in describing actions you can take in the class.

Target Vocabulary

achievement collaborate illustrate role play
active demonstrate passive simulate
analysis engaged performance submit
arrange equipment presentation survey
assessment expectation revise volunteer

1.4.1. Self-Study . Write down words you can associate with “success”, in the circles found in the
web below. Ensure that your spelling is correct. You may use words in the target vocabulary or add
other words you know.

success




1.4.2. Self-Study - Go over the target vocabulary list and sort the words using the table below. Spell
the words correctly.

Action Words Name Words Descriptive Words

1.4.3. Reading and Comprehension — Read the passage below and answer the following questions
on how to succeed in college? Shade your answer (15 minutes).

How to Succeed in College?

Success, as for many students, is achievement of their goals which make them happy and
fulfilled. To some others, success means putting their best performance and getting high grades.
Doing one’s best is a must to succeed in college. Active learners succeed in their studies because
they have strategies to cope with their learning requirement.

An active learner collaborate or works with others well. They pay attention to the lesson during
lecture and are always engaged. They participate, listen will and take their responsibilities
seriously. They know their teacher’s expectation and take the initiative to do what the instructor
wants from them. If there is a need to revise a work, they do it over to improve.

Active learners arrange their priorities and schedule, because they want to put things in order.
This helps them to have enough time to complete their tasks and submit them even before they
are due. With the ability to manage their time their well, they have enough time to review their
lessons so they get better grades during assessment or exams.

Active learners also volunteer to help the teacher in some sort, like borrowing equipment and
preparing the materials that they will use in the class. Active learners are never passive in their
studies because they always like doing things and doing well in their studies.




Comprehension Questions

1.

Does success make one feel happy?

Is reaching one’s goal a form of achievement?

Do you work alone when you collaborate?

To succeed, do you need to meet teacher expectations?

When asked to revise, do you submit the same thing?

Do you need to fix your schedule and priorities?

Before an assessment, is it a must to review your lessons?

In volunteering, do you need someone to ask you to do it?

Do active learners pass their assignments and projects on time?

10. Do passive learners take initiative in their studies?

MAIN MODULES: MODULE 1

(Yes)  (No)
(Yes) (No)
(Yes) (No)
(Yes) (No)
(Yes) (No)
(Yes) (No)
(Yes)  (No)
(Yes)  (No)
(Yes)  (No)
(Yes)  (No)

1.4.4. Odd One Out — Strike-out the word which does not belong to the group, in terms of their
usage as part of speech (15 minutes)

10.

materials

expectation

submit

role play

achievement

succeed

demand

active

collaborate

assessment

equipment
show

pass
perform
attain

goal
expectation
engaged
independent

examination

supplies

demonstrate

turnin

engaged

reach

achieve

requirement

attentive

revise

quiz

borrow

present

performance

act out

obtain

fulfill

passive

collaborate

submit

achieve



1.4.5. Sentence Completion — Complete the sentences with the missing word. Choose your answer
from the following set of words. Make sure you spell the words right (15 minutes).

presentation survey volunteer analysis arrange
simulate performance illustrate passive revise
1. Kenji has a good standing in the class, because he does well in all his subjects. Kenji has good

10.

The group is reporting and showing the results of their study to their classmates and

instructor. They are having a

During the practice exercises we acted out that we were front desk staff and did their job

although we are in just inside the classroom. The exercises the real

process at work.

In an investigation, we asked several students about their opinion on the school’s facilities.
We did a

| offered to help my teacher, without being asked, in borrowing the equipment, even before
he told us that we needed it. The teacher was happy to have his students who

Our assignment is to read about the country’s problem and think about its causes as well as
our solution, and write down our evaluation of the issue. Our assignment is an

There are drawings on the board that show the process of room management. The diagram
is used to the process clearly.

Some of my classmates are not engaged in their studies: they do not pay attention to the
lesson; they hardly submit their work; and they do not participate during the lecture. They
are so

My teacher returned my assigned with some comments and suggestion to work on it again

and improve it. She asked me to it, and submit it next meeting.

We placed the chairs to the back of the room so we can have more space for the role play.
My classmates helped us to them.
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1.4.5. Same Meaning — Which of the following words mean the same as the italicized term in the
first column. Encircle your answer (15 minutes).

1. illustrate convince give example review

2. assessment examination practice revision

3. collaborate team up work alone evaluate

4, demonstrate show talk assess

5. passive active engaged inactive

6. role play skit discussion participation
7. equipment borrow tools supplies

8. analysis summary survey evaluation
9. expectation hope wish active

10.  submit pass return revise

1.4.6. Self-Check — Write a short paragraph to describe what you can do to succeed in school?




Unit 5

The Active Learner

This unit tackles traits of active and successful learners. The terms you will learn will enable you to
know the expectations you need to comply with and the desirable traits you have to demonstrate in

the classroom.

Target Vocabulary

accomplish disciplined
accuracy effective
appreciate efficient
categories enumerate
complain fill out

handout
honesty
in-depth
prior

relate

report
request
responsible
strategies

technique

1.5.1 Self-Study - Write the correct spelling of the word you can make out of the given mixed letters.

1. N-R-E-E-T-U-M-A-E
2. R-0-P-E-S—N-I-B-L-T—-1-Y-S
3. N-T-E-C-Q-H-1-U-E

4. T-S—A-R-G-E—-I-E-S-T

5. C-L-P-0-M-N-A-I

6. A-C-P-P-R-A-T—E—I-E

7. T—I-F-C—I-F-N-E-E

8. V-F-E-C-T-E-E—I-F

9. M-P-C-0-L-S-H-1-C-A

10. D-E-C-P-I-L-S-D-I-N-I
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1.5.2. Matching Meaning — Read the descriptions and match the term that corresponds to the
underlined words in Column A

A. disciplined

B. responsible
C. honest

D. effective

E. efficient

F. accurate

G. accomplished
H. in-depth

I strategic

J.  appreciative

1) Mariam is always thankful for what others do to her.

2) ~ Jerome’s answer to the problems were all correct.

3) ~ Students who are truthful admit their mistakes.

4) - Japanese students are very orderly and well-mannered.

5)  His techniques works well because he solved the problem.
6) ~ Ourteacher is successful in his chosen profession.

7)  He explains the lessons thoroughly and in details.

8)  Thewell planned activity achieved positive results.

9) - They finished the project in well-organized way.

10) ~ Ourteamis careful in doing our assigned task.

1.5.3. Synonyms — In the provided space, write the word which means as the given term. Choose

your answers from the following list (15 minutes).

complain handout prior technique

category fill out relate report

class

ask for

show up

complete

protest

paper

before

method

L 0 N o Uk~ W NP

show up

10. list down

enumerate

Request



1.5.4. Negative Forms — \Write the negative form of the following words by adding the correct

prefixes. You may use —in, -un, -ir, -dis (15 minutes).

1. honest # = not truthful
2. responsible # = careless
3. prepared # = not ready
4. strategic # = not well planned
5. appreciative # = not grateful
6. effective # = not successful
7. accomplished # = not completed
8. accurate # = not correct
9. disciplined # = not in control
10. efficient # = disorganized
1.5.5. Sentence Completion - Fill in the blanks with the correct word from following list (15
minutes).
complaint handouts prior techniques enumerate
categories fill out relate report Request
1. Active learners to class always on time.
2. The students their teacher to give more time for their project.
3. Active learners can well to their group members.
4, to examination day, active learners review their lessons.
5. If you have any , you need to tell that to the administrators.
6. Active learners apply effective study
7. There are two of learners: active and passive.
8. Active learners read and review the the teacher gives to the class.
9. Some tests require students to several items.
10. We were asked to the form to join the student club.




Glossary

accomplish

accuracy

achievement

active

administrators

advanced

analysis

appearance

appreciate

arrange

assessment

behavior

category

collaborate

complain

complete

component

country
course

credit

deal with

to finish or complete a task

correctness of something

attainment; something through effort,
education or experience

being engaged and participative

heads or officials of an organization

ahead or far in progress, knowledge, skills
etc.

critical evaluation which usually comes in
a report

the way someone or something looks

to value something as important

to organize or put things in order

making judgment about something

the way one acts towards others

class or group of people or things

to team up or work with others

to express dissatisfaction; whine, grumble

or growl

to finish a task or activity; to fill-out a form
with information

a part or element of a larger whole

nation, state; place of national origin
academic program or subject

unit representing completed parts of a
course

to talk to someone, handle or relate to
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We need to accomplish our assigned task by
tomorrow.

The teacher expects accuracy in the details of
our presentation.

Our professor has a lot of achievement in his
life, although he is still young.

Active learners are always engaged, so they
are more successful in their studies.

The Dean is one of the school administrators
who visited the class.

We will learn advanced English after
completing the basic course.

The analysis must be submitted next week
through email.

The first thing people notice is our
appearance, so we need to look nice.

Thanks, | appreciate that you helped me
complete my project.

The teacher asked us to arrange the words to
form a new sentence.

We take exams so the teacher can have an
assessment of our knowledge and skills.

She is very polite, that’s why people like her
behavior.

There are two categories of learners — active
and passive.

For our project we need to collaborate so we
can complete it on time.

Do not complain that studying is difficult.

| have to complete the exercises to pass the
course.

The course has lecture and laboratory
components.

Japan is a beautiful country.
My course is Hospitality Management.

I need to take 9 credits for English.

I can deal with various types of people.



demonstrate

describe

develop

direction

disciplined

discussion

dress code

effective

efficient

engaged

enroll

enumerate

equip

equipment

expand

familiar

fill out

focus

goal

handout

to show or explain how something works

to tell about how something or someone
is like

To cause something to grow or change
into an advanced, better, larger or
stronger form

Instructions you give someone how to find
a particular place or order to do
something

behaving in a very controlled way

an activity in which people talk about
something and tell each other their ideas
or opinions

prescribed or accepted way of dressing or
clothing; required attire or clothes

Successful or achieving the results that
you want

Working or operating quickly in an
organized way

Involved in doing something or busy with
doing something

to enlist yourself in an activity or academic
program, course or subject

to name or list down things one by one

To give someone the skills needed to do a
particular thing

set of necessary tools, machines or

instruments used for a particular purpose

to increase in size, number or importance

to know something or someone well

to complete something with information

or details

to fix one’s attention; aim

general aim, purpose or intention

documents given to students containing

| am going to demonstrate the process of
folding a table napkin.

Pretty is the best word to describe you.

The course aims to develop your vocabulary
skills.

Read the directions carefully before you start
answering the exam.

The Japanese are disciplined people.

In today’s discussion, we learned about the
two types of learners.

The dress code for hospitality management
students is a formal one.

Our teacher is very effective in explaining
management concepts to the class.

Using the computer makes the work more
efficient.

The class was so engaged in the presentation
of the group.

| will enroll next year to an international
program in Manila.

| can enumerate all the capital cities in the
world.

The course equips us with vital
communication skills that we can apply in the
workplace.

Make sure to keep the kitchen equipment
and your work area clean before you leave.

Listening to music and repeating the lyrics of
a song can also help to expand your
vocabulary.

I am new to this school, so | am not familiar
with the place yet.

Fill out the form with your name, address and
signature.

Focus on your study goals if you want to
succeed in school

My goal this term is to learn 500 new English
words.

I am reading the handout which the teacher



hometown

honesty

illustrate

improve

in-depth

information

instruction

international

introduce

laboratory

lecture

list

local

materials

method

nationality

objective

origin

information about a specific topic

town or city where a person came from

the quality of being honest — telling the
truth to be trusted

to draw or show the meaning of
something clearly by giving examples

to cause something to get better; enhance
or develop

with great detail; profound

facts, details or knowledge about a
person, thing, place or event

Advice and information on how to do
something; teaching a particular skill or
subject

involving more than one country

to get to know something or someone for
the first time.

a course component or facility where
students perform practical and hands on
exercises to develop specific skills and
handle equipment

a course component where the students
are engaged in formal talk on specific
topic

a record of several things written in a
linear or specific logical order

limited to a particular part or place;
residents of particular country

things you need to a particular activity

a particular way of doing something;
technique, strategy, process, approach
(syn.)

group of people of the same race, official
right by birth or residence to belong to a
country

specific aim, purpose or intention

where something came from, born or
started

MAIN MODULES: MODULE 1

gave to prepare for the final exam.

I came from Japan, and Hakone is my
hometown.

| appreciate your honesty of telling me what |
need to improve at.

We were asked to illustrate how
communication works through a diagram.

| should improve my English pronunciation
skills.

The report contained an in-depth analysis of
the problems most students face.

I learned helpful information about the
school during the orientation.

The teacher gave clear instructions to the
class.

We have international students who mostly
came from Asian and European countries.

To introduce yourself, give interesting
information about you for your teacher to
know you better.

At the laboratory, we are taught to prepare
various dishes.

During the lecture, we had a discussion on
food safety and hygiene.

The ingredients are listed in the recipe.

Try the local food when you are in a new
place.

For this project, we need some art materials.

If one method doesn’t work, try another
technique.

My friends are have different nationalities;
some are Korean, Japanese, Filipino and
Mexicans.

My objective in this presentation is to explain
the causes of failure of students studying
abroad.

Some words in English have foreign origin.



outline

overview

passive

perform

performance

phase

policies

practice

prepare

presentation

prior

procedure

process

profession

proper

punctual

reference

relate

report

a plan of how ideas or things will be
organized or developed

a short description of something that
provides general but not detailed
information

Inactive; not doing something to influence
or change the situation

to do an action or work in satisfactory
manner

how well, a person or machine does a
piece of work or activity

a stage in a series of events or in a process
of development

set of official rules that guide actions and
decisions in an organization

act of doing something repeatedly to
improve skills or performance

to get ready or plan for something that
will happen in the future

a talk or activity giving information about
something

existing or happening before something
else or before a particular time

a set of instructions or required actions of
doing something in an acceptable way

a series of actions you need to take
achieve desired results

A type of work, occupation that needs
special training, education and skills

real, satisfactory, acceptable or correct

arriving, doing something or happening at
the expected or correct time; not late

Information resources or materials used in
a course, such as books, articles etc.

to show connection between two or more
things; to deal with someone in a social
interaction

to present information about a specific
topic; a document presenting information
on a topic

Before you write an essay, it is better if you
outline your ideas to guide you in writing.

The introduction lesson provided us an
overview of what the course is all about.

Passive students do not participate in the
class discussion.

You can perform better by using this
technique.

Your class performance will surely improve if
you change your study habits.

The first phase of the project will be
completed this week.

Violation of school policies will be met with
strict penalties.

We will have practice for the role play after
the class.

| prepare for the discussion by reading the
handout of today’s lesson and reviewing my
notes of what we discussed earlier.

Our presentation is about the various
festivals in our hometown.

Prior to studying abroad, | needed to brush
up on my English communication skills.

The procedure for applying for the practicum
is easy to follow.

Communication works in a process.

As a manager, my profession requires me to
be effective in dealing with and leading
people

For the Japanese, a proper way to greet
someone is to bow.

The service staff should always be punctual if
not arrive before the guests come in.

In the syllabus, the references used in the
course are listed.

You should be able to relate well with your
classmates even though your cultures are
different.

We need to submit the report on the day of
presentation.



request

requirement

residence

responsibility

review

revise

role play

roster

sequence

simulate

skill

standard

strategy

supplies

survey

syllabus

system

tardiness

technique

to politely or officially ask for something

something you must do or needed

place where someone lives or is officially
staying; home

Job or duty you deal with; good judgment
or acting correctly and making decisions
on your own

to think or talk about something in order
to make changes or decisions about it

to look at or consider again a piece of
writing to improve or correct it

To pretend that you are someone else or
act out something as a part of learning a
new skill

an official list of people’s names assigned
to particular job, class or group

a series of related things or event or the
order in which they follow each other

to do or make something that looks real
but is not real

ability to do an activity or job well,
especially because you have practiced it

level of quality; pattern, model or criteria
that is generally acceptable

detailed plan for achieving success in any
situation

food and ordinary goods needed by
people every day

an examination of opinion, behavior or
attitude of people by asking them
questions

a plan showing the subjects to be studied
in particular course

a way of doing things; a set of units of
connected things or devices that operate
together

slow or late in happening or arriving

a way of doing an activity that needs skills
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I would like to request a change of schedule
for one of my classes.

The course requirement includes a 3-page
report on an assigned topic about
management.

The Olympic delegates chose this hotel for
their residence during the event.

My responsibility includes checking the
attendance and distributing the handouts
during the class.

I will review for the exam this afternoon.

The teacher returned my report and told me
to revise it.

During the role play, | acted out as a
customer complaining of a bad service.

Your name will be in the class roster if you
are officially enrolled in the course.

We have to follow the sequence for this part
of the role play.

The role play simulates a situation where
students are actively engaged in the lecture
discussion.

Communication is an important skill in any
job.

The school has high standards for instruction,
so students need to exert effort in their
studies.

For our presentation, will show a video on
student coping strategies.

You can buy school supplies at the kiosk in
the cafeteria or at the bookstore outside.

We will conduct a survey among
international students on their effective study
habits.

The teacher gave the syllabus on the first
meeting.

International students need to adjust to their
new learning environment and the school
system.

Tardiness can badly affect your grades.

We need to try a more effective technique to
learn new words.



There are various techniques to learn a new

various many different
language.
viewpoint point of view; insights, opinion or belief She has critical viewpoint about the
about something situation.
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MODULE 2
Food and Beverage Technology

HOSPITALITY ENGLISH PREPARATORY COURSE

o heben e an

ZDEYV2—/LTlE, BBV —ERARETHON SRR SEERFEMMEZEE L ET,
Hex B E 2 LT, RSS2 SRS D D HRE 2 FATHWEE L L 9, 72
B, ZITHESHEOPIE, BHBECBWT IS b DSKE (b &b Lagh TRy
R bEENLTVET,

CREDa2—LZBLTHLGENEIMHIToNDHEEFES (Module 2 D Can-Do BHAR)

| CAN...

v" Be aware of the basic functions and principles of food and beverage operation.

v" Understand and use selected terms used in food and beverage services and culinary art.

v" Understand and use basic terms pertaining to service skills and standards in the hospitality
industry.

v' Use these terms in spoken and written language.

Unit 1



Basic Food Service

This unit focuses on basic food service terminologies. The tasks contained within this unit are
designed to help you familiarize yourself with the definition and appropriate use of the food service

terminologies within the appropriate context.

Target Vocabulary

beverage culinary

budget delivery

buffet demonstrations
cuisine food

customer hygiene

management

market
meal
menu

nutrition

perishables
quality
quantity
restaurant

service

2.1.1 Self-Study - In your free time, look up in the dictionary the English synonym (same meaning) of
each vocabulary word then write your answers below. This will help you better understand the
meaning of the given vocabulary words. You may discuss your answers with a partner when you’re

done.

Vocabulary word

Synonym

=

nutrition

budget

menu

cuisine

customer

culinary

market

demonstrations

O ©f N o U &) W N

food

10. management
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2.1.2 Self-Study - Look up in the dictionary the English antonym (opposite meaning) of each
vocabulary word then write your answers below. This will help you better understand the meaning
of the given vocabulary words. You may discuss your answers with a partner when you’re done.

Vocabulary word Antonym
hygiene

=

delivery

meal

buffet

beverage

perishables

quality

quantity

O ) NP o k)W N

restaurant

10. service

2.1.3. Pronunciation Drill: Read each of the target vocabulary words listed below according to its
syllabication to practice correct pronunciation. After saying each word out loud, practice saying it
faster in succession of three times in order to achieve fluent pronunciation of the target
vocabulary words. Be ready to articulate those words as your instructor asks you to (15 minutes).

1. bev-er-age 11. man-age-ment
2. bud-get 12. mar-ket

3. buf-fet 13. meal

4. cui-sine 14. men-u

5. cus-tom-er 15. nu-tri-tion

6. cu-li-nary 16. per-ish-a-ble
7. de-liv-ery 17. qual-i-ty

8. de-mon-stra-tion 18. quan-ti-ty

9. food 19. res-tau-rant

10. hy-giene 20. ser-vice



2.1.4. Word Relation - Among the three given choices, encircle the letter of the word/s that best
relates to your understanding of the definition of the vocabulary word. Avoid looking at the
dictionary while accomplishing this exercise.

1. Vocabulary word: Beverage

a. coffee b. hamburger c. fish
2. Vocabulary word: Budget

a. savings b. luxury C. expenses
3. Vocabulary word: Buffet

a. food b. beverage d. food and beverage
4. Vocabulary word: Cuisine

a. fastfood b. local food c. Japanese
5. Vocabulary word: Culinary

a. painting b. sports c. cooking
6. Vocabulary word: Food

a. tea b. spaghetti c. tree
7. Vocabulary word: Hygiene

a. clean b. dirty c. beautiful
8. Vocabulary word: Management

a. employer b. employee c. customer
9. Vocabulary word: Quality

a. standard b. price c. amount
10. Vocabulary word: Quantity

a. standard b. price c. amount
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2.1.5. Sentence Completion -: Fill-in the blanks with the word that will best complete the idea of
the given sentence. Choose among the words provided in the idea box below.
perishable delivery market nutrition meal
customer menu demonstration restaurant service
1. It is important to always keep the restaurant clean and well-organized to ensure
satisfaction.

2. Fast food restaurants usually have a service for customers who wish to
have food brought directly to their house.

3. School canteens always consider the value of the food that they serve to
make sure that students are healthy.

4. Chefs would go to the early in the morning to buy fresh ingredients for
the food they will cook.

5. Doctors recommend that humans should have three a day.

6. Chefs usually give a cooking to their students when introducing new
recipes to the restaurant’s menu.

7. When you enter a restaurant, you can find the list of food and their prices in the

8. Itis important to make sure to check the expiration date of goods before
buying them.

9. Hotel ratings may put too much pressure on the staff since good is
expected from them by the customers.

10. A is a place where people can pay to have meals cooked for them.




2.1.6. Picture Description - Discuss the picture below with a partner. Write ten sentences that
describe the photo below using at least 10 vocabulary words.

10.
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2.1.7. Comparison and contrast - Based on what you have learned from the previous activities and
using your background knowledge, compare and contrast the given ideas below. You can use
your own words based on your understanding of the concepts.

/-

Food Beverage

2.1.8. Challenge yourself: During your free time, access the website below and accomplish the
vocabulary exercise on restaurants in order to improve your knowledge on food and

beverage service terms. You can share your scores in class to see how well you performed in

http://learnenglishteens.britishcouncil.org/grammar-vocabulary/vocabulary-exercises/restaurants



Unit 2
Basic Food Production

In this unit, you are expected to learn and appreciate some of the basic food production
terminologies. The tasks in this unit will help you become familiar with the definition and
appropriate use of the food production terms to help you widen your knowledge of the culinary
industry.

Target Vocabulary

al dente caramelize dredging mise en place
béchamel confit flambé proofing
blackening cook chill process fillet puree
browning cook freeze process julien roux
butterfly cordon bleu maceration veloute

2.2.1. Self-Study - In your free time, look up in the dictionary the meaning of each vocabulary word
then write words that are associated with the given words. This will help you better understand the
meaning of the given vocabulary words. The first one has been done for you.

Vocabulary word Word Associations

food preparation; vecipe; cooking a dish
1. mise en place

2. cook-chill process

3. julien

4. cordon bleu

5. cook-freeze process

6. dredging

7. maceration

8. proofing
9. butterfly
10. flambé
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2.2.2. Self-study - Etymology means word origin. Look up in a large dictionary the origin of each
vocabulary word, such as what language the word came from as well as the original form of the
word. Write your answers on the boxes below. This will help you better understand the meaning of
the given vocabulary words. You may discuss your answers with a partner when you’re done.

Vocabulary word Etymology

1. aldente

2. béchamel

3. caramelize

4. puree

5. browning

6. confit
7. fillet

8. roux

9. veloute

10. blackening

2.2.3. Pronunciation Drill: Listen to how the teacher pronounces each of the target vocabulary
words listed below. Mark the separate syllables by putting a diagonal line in between. The first
one has been done for you.

al/den/te béchamel blackening browning
butterfly caramelize confit cook chill process
cook freeze process cordon bleu dredging flambé

fillet julien maceration mise en place
proofing puree roux veloute



2.2.4. Word Search: Search for the given vocabulary words to help you remember the correct
spelling of each one. Try to remember the definition of each vocabulary word as you search for it.

kitchen stuff

J GR XFJDOE AWOWCFZXGZB A ALDENTE
DFLBERWGMI OOL MY DZBLTF Q BECHAMEL
BITVMLKQWTVJIZUCRTILWEG BLACKENING
B CMIKOL ASWPURTEEHVNY A BROWNING
RMZFILLE ETV XUTJIOVELTEBA CARAMELIZE
OZOTUSTGEGTJIUPXFBKQYL Q CONFIT
WZZKZZF NCZPUEITOGVRICGATFP FILLET
NRIHMGWUTOXZKEPJIUQCEB PUREE

I EKMRBECHAMELSGSF JKC ROUX
NNDKZBROUXXKNRUS QMEDO VELOUTE
6 STAMXUTUI TQ6 Y CWUQNN

Y IJBXIO6 HTTEXNQXLNDTITF
NKBEOGY RLITCIFQS AHNTI
DHZFIHVNDDKQZRMV WHG T

S ORYYCL HUUNUDFMNKTEZPTEDW

J UKZQJFTI CARAMELTIZETI

Z QT QAMWXOUPDEI KOOLTHT
DUKHIOJISEII BMITEUL G6ZK

B SZNISEVYELUHUXVT XY ZI

WTRP XEJ AJT DL SALDENTEEB

2.2.5. Cross Word Puzzle: Complete the crossword puzzle below by filling in each box with the
letters that spell out the vocabulary word being described by the given clues. Take note that the
clues refer separately to words that are written across or down in the puzzle.

let's cook!

Across

hot water bath
coat in flour

the dough
concentrate by boiling

PN PRE

|1

Down

=

brush liquid on food

N

in a small amount of cooking
liquid

food preservation

set on fire

cheese or crumb topping
soak in seasoned liquid

ok Ww
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2.2.6. Missing Expression - Using the vocabulary words in the list below, complete each sentence by
supplying the missing term or expression. Make sure to spell your answers correctly.

10.

(D
CD AL DENTE CONFIT
BECHAMEL DREDGING
BRAISED MACERATION
BROWNING ROUX
CARAMELIZING VELOUTE
J
_/
The sauce, which has milk or cream, is a sauce that is quite rich. It is
thickened with a roux.
Beef can be by cooking it covered, with a small amount of liquid, after

first sautéing it in a bit of butter.

A basic white sauce that uses stock so it is not too rich is called a

In Asian cuisine, there are recipes where you have to first to coat the meat or fish with some
flour before frying it. This is called

Italians prefer to cook their pasta until just done, or

Sometimes, the beef needs first in order to achieve a great flavor as

well as a nice, golden color.

P process called is the key to flavor-rich fruits which have been soaked
for hours.
A nice golden brown color is achieved by the sugar over a low heat.

Rich sauces are thickened with a

A is a dish wrapped in layers of pastry.




Unit 3
Basic Service Skills

Learning about the culinary arts does not only involve knowledge about food and beverage but also
about the different functions and skills involved within the culinary industry. In this unit, you will
learn about basic service skills terminologies that will help you gain a better understanding of the
culinary arts industry.

Target Vocabulary

banqueting dishwashing preparing synchronized service
bartending napkin folding room service table service
catering order taking service sequence table setting
clearing parade of waiters stocktaking table skirting
contract catering plate carrying storing waitering

72 —
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2.3.1. Self-Study - Read through the vocabulary list below and assess your knowledge of the given
vocabulary words by putting an X mark in the appropriate column. If the last column applies to your
knowledge of the vocabulary word, write words that you can associate with the given vocabulary

word.

Vocabulary Word

| have never heard

of this word

| have heard of this
word but don’t know

what it means

I have heard of this
word and it has
something to do

with...

=

contract catering

dishwashing

napkin folding

parade of waiters

plate carrying

service sequence

synchronized service

table service

O o N[ @ Ll &~ W N

table setting

10. table skirting

2.3.2 Self-Study - Familiarize yourself with the vocabulary list by filling in the missing letter to
complete the given word. The definition of each word is given as reference. Make sure you avoid
looking at the dictionary when trying to accomplish this activity.

1. BAN__UE__ING

2. __A__TEN__ING

3. CA__E__IN__

4. C__EA__1__ G

5. __RDE__ TA__ING
6. P__EP_R__NG

7. R____ M __ER__ICE
8. _ TO__KTA__ING

9. T __RI__G
100W___ITE__IN___

an elaborate ceremonial dinner

entertaining by mixing alcoholic drinks

providing food services at an event

to remove all tableware after a meal

taking note of the food preference of the customer

obtaining and measuring the ingredients for

cooking

serving of food and beverage in guest rooms

checking the quantity of ingredients kept in storage

to keep a supply of items for future use

an occupation that involves serving food and

beverage

73 —




2.3.4. Pronunciation Drill — Work with a partner. Take turns reading ten words from the
vocabulary list below out loud while the other person lists down each word you recite in the
spaces below. As soon as the first person is done, switch roles to read another 10 words. You may
check your work together afterwards to figure out which words you encountered some difficulties
in pronunciation and/or spelling. You may use a dictionary while correcting your work.

1. banqueting 11. preparing

2. bartending 12. room service

3. catering 13. service sequence

4. clearing 14. stocktaking

5. contract catering 15. storing

6. dishwashing 16. synchronized service
7. napkin folding 17. table service

8. order taking 18. table setting

9. parade of waiters 19. table skirting

10. plate carrying 20. waitering

10.
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2.3.5 Context Clues - |dentify the meaning of the italicized vocabulary word by using the clues found
within the given sentences. Write your own definition for each word in the space provided. Avoid
looking at the dictionary while accomplishing this task.

10.

It is always easy to plan events in the company | am working at because they avail of
contract catering services wherein they have a catering company who is hired regularly for
any event or function.

Definition:

Knowing the service sequence in a restaurant is important because it tells the staff how to
take care of the customers from point of their arrival until the end of their meal.
Definition:

The caterer for the formal dinner | attended last night prepared such a beautiful table
setting; each person was given delicate gold-plated tableware from the family’s private
collection.
Definition:

My sister and | take turns dishwashing after dinner every night but one of us still has to help
bring the dishes to the sink while the other washes them.
Definition:

| am always amazed at the napkin folding techniques that restaurants use in their table
decoration because the napkins are folded so artistically that it is almost like origami.
Definition:

My family watched in awe as a parade of waiters entered the dining area especially because
this form of service where the waiters march around the dining area while carrying different
kinds of food is a rare form of entertainment.

Definition:

The manager of the restaurant was so keen on details that he even personally chose the
fabric and style of the table cloth for the table skirting that will be done for the alumni
banquet.

Definition:

It is always mesmerizing to see a synchronized service in a restaurant because it requires
one waiter for each guest to serve the food simultaneously however it is quite stressful for
the waiters since it takes a long time to master this skill.

Definition:

We discussed in culinary class that there are various methods in serving a customer in a
restaurant depending on their preferences, this is also known as table service.
Definition:

Aside from needing strong arm muscles, waiters also need to learn the different plate
carrying techniques to improve their efficiency in serving diners.
Definition:




2.3.6. Idea Relation - Write three ideas that you can relate to the given vocabulary word based on
what you have learned from the previous activities and on your world knowledge. The first one is
done for you as an example.

Vocabulary Word Ideas

1. banqueting feast, many people, celebration

2. bartending

3. catering

4. clearing

5. order taking

6. preparing

7. room service

8. stocktaking

9. storing

10. waitering

2.3.7. Sentence Completion - Using the knowledge you have gained from the previous activities,
complete the given sentences by supplying your own ideas about the given vocabulary words.

Bartending involves

Catering is a kind of service where

Order taking is done when

Storing is important because

What | know about room service is

Dishwashing must be done with

The parade of waiters can be describes as

Plate carrying is

W 2 N v~ W NP

| think synchronized service is

10. Table skirting is important when




Unit 4
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Basic Restaurant Management

In this unit, you are expected to learn some of the restaurant management terminologies to get a
better understanding of the food service industry. The tasks in this unit will help you become
familiar with the definition and appropriate use of terms within the culinary context.

Target Vocabulary

ala carte function kosher

aspic halal marination

au jus haute cuisine menu bundling
cultural food health food menu design
first class restaurant hors d’eouvres mother sauce

oenophile
roulade
sear
stuffing

theme restaurant

2.4.1. Self-Study - Using a dictionary, look up the definition of each vocabulary word and do your
best to understand each one. When you are sure that you understand the definition, write your own
definition of the word by using your own words. Make sure that you do not copy the definition in

the dictionary.

Vocabulary word Your own definition

1. Health food

2. Roulade

3. Alacarte

4, Sear

5. First class restaurant

6. Oenophile

7. Aspic

8. Haute cuisine

9. Stuffing

10. Mother sauce




2.4.2 Self-Study - Etymology means word origin.
vocabulary word, such as what language the word came from as well as the original form of the
word. Write your answers on the boxes below. This will help you better understand the meaning of

the given vocabulary words.

Look up in a large dictionary the origin of each

Vocabulary word Etymology
1. Kosher
2. Halal
3. Aujus

4. Alacarte

5. Function

6. Marination

7. Menu bundling

8. Menu design

9. Cultural food

10. Theme restaurant

2.4.3. Pronunciation Drill: Listen to how the teacher pronounces each of the target vocabulary

words listed below. Mark the separate syllables by putting a diagonal line in between. The first

one has been done for you (15 minutes).

a/la/carte

first class
restaurant

health food
menu bundling

roulade

aspic

function

hors d’eouvres
menu design

sear

— 78

au jus

halal

kosher
mother sauce

stuffing

cultural food

haute cuisine

marination
oenophile

theme restaurant
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2.4.4. Missing Expression - Using the choices in the word list at the bottom of this exercise,
complete each sentence by filling-in the missing expression. Write your answers on the space
before each number.

10.

C’est si bon!

is a certification that allows followers of Judaism to consume a food or

beverage item.

is a type of dish wherein a meat or poultry item is cooked in its own

juices.
A food item that is supposed to meet certain dietary requirements intended to bring about

good health and well-being may be classified as a

Food items and meals consumed by followers of Islam require

certification.

| enjoy the experience of tasting since it feels like I'm transported to a

different country with each bite.
In north European cuisine, many dishes set meat, fish or eggs in a gelatinous substance and

the dish is often described to be in

Meals that are served with an entrée, a side dish and a drink are planned combinations

known as

My dream is to open my own wherein diners will experience a walk

down the pages of history, featuring meals that people were eating in the earlier dynasties.

The experts at make sure that the restaurant offers food that is within

its means to prepare and serve to its customers.

When a restaurant serves , the food quality and level of service are

supposed to be rather high.

aspic menu bundling
au jus menu design
cultural food theme restaurant
halal kosher

haute cuisine health food



2.4.5. Challenge yourself - Answer the given questions below based on what you have learned from
the previous activities and on your background knowledge about culinary arts. Try to make use of
the vocabulary words discussed in this unit and even in the previous units. You may work with a
partner in answering this activity.

1. | Imagine for a moment that you are a budding Oenophile. Draw a nice bottle of wine, with a
beautiful wine glass and some food to go with it.

2. | What do you think makes certain food items considered as health food? Give five examples of
health food and why they are said to be healthful.

3. | If you had your own theme restaurant, what would it be all about and why?
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Unit 5
The Basic Food Establishment

The food and beverage service industry covers a wide range of establishments and services
especially because food is a vital part of the human experience. In this unit, you will learn about the
different kinds of food establishments and other related terminologies.

Target Vocabulary

bar fast food meal experience snack-bar
bistro fine dining menu planning takeaway
café food court menu presentation service charge
cafeteria kiosk Michelin star vending
customer satisfaction leisure attractions rest stop wine bar



2.5.1. Self-Study - Find the vocabulary words in the given word search puzzle below by looking up,
down, across or diagonally. Refer to the word list found below the puzzle to know which vocabulary
words to look for. Make sure to take note of the spelling of each word while looking for it.
Afterwards, get a dictionary and look for the definition of each word to understand it better.

Where do you want to eat?

T B 2zZ2 I YBKCOTXAJCI
NAVVDLGNRNDTIUSILZ
GFKMJRDUWBJRYV ZP
S NLEAHODTILHZZETUOZ
NTIZACRIRVRJITOQEJ
AKQOQNDWYVDOQHETEZFEFTDTW
CFTOIEAFASTZEOOTD
KQOQODNDGYHMNAAPE
B FKDJIEETZ FHTC CZCDO
A PITENSHNYXPTNPT
RNWNOZXQIBNPTEQOQ
GRTWHJXTZFMETEFXYV
QA LPORTSTIBYVQRIEKFE
PBCWAUWEKXVTASIXM
KCMWHOQJUBDWOQMZG
WORD LIST

bar fine dining

bistro food court

café snack bar

cafeteria takeaway

fast food Vending

2.5.2. Self-Study - In your free time, try to guess the meaning of each vocabulary word by using the
clues found inside the parenthesis. Make sure you do not use a dictionary while trying to accomplish
this activity. It is okay to make use of simple words to describe each word.
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1. Customer satisfaction (expectations, food quality, enjoyment)

Definition:

2. Kiosk (small, sidewalk, school snacks)

Definition:

3. Leisure attractions (museums, amusement parks, cinemas)

Definition:

4. Meal experience (feelings, food, atmosphere)

Definition:

5. Menu planning (organizing, weekly, ahead of time)

Definition:

6. Menu presentation (options, pictures, list of dishes)

Definition:

7. Michelin star (ranking, fine dining, best restaurant)

Definition:

8. Rest stop (gas stations, highways, snacks)

Definition:

9. Service Charge (tips, for the employees, efficiency)

Definition:

10. Wine bar (small restaurant, cheese, cold cuts)

Definition:

2.5.3. Pronunciation Drill - Listen and repeat as your instructor reads out loud the correct
pronunciation of the vocabulary words for this unit. Familiarize yourself with the correct
pronunciation then be ready to articulate it out loud in front of the entire class. (15 minutes).



2.5.4. Multiple Choice - Encircle the letter of the best answer to the questions given below. This task
will help test your skills on the definition of the vocabulary words for this unit.

1. Which among the following is a food establishment is also known as a pub?
a. bar b. vending c. snack bar d. none of the above

2. What type of food establishment is often found in shopping malls which allow you to choose
from a wide variety of food retail stores?
a. finedining b. rest stop c. food court d. none of the above

3. When you go on road trips, what kind of food establishment do you usually encounter in the
high way?
a. vending b. rest stop c. café d. none of the above

4. Which among the following food establishments can also be called a coffee shop?
a. cafeteria b. fine dining c. café d. none of the above

5. During formal functions like weddings and award ceremonies, what type of food establishments
is it usually held at?
a. fine dining b. takeaway c. cafeteria d. none of the above

6. What type of food establishment is usually found in schools and universities?
a. bistro b. snack bar c. cafeteria d. none of the above

7. Food establishments like McDonalds, KFC and are known as?
a. bar b. fast food c. fine dining d. none of the above

8. What type of food establishment is known to serve only one plate items?
a. vending b. fine dining c. takeaway d. none of the above

9. When you are in a rush and need to buy some snacks along the way, what type of food
establishment do you find along the sidewalks?
a. kiosk b. cafeteria c. bistro d. none of the above

10. What type of food service does not need any employees to function and only sells packaged
food or drinks?

a. café b. vending c. fine dining d. none of the above
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2.5.6. Word Jumble - ldentify the vocabulary word by reordering the mixed letters to form the
correct spelling. Use the definition of each word as your clue in identifying the vocabulary word.

I1.KATEAYWA

Definition: when food is bought at a food establishment but eaten at home

2.RESIVCE CAHRGE

Definition: an additional charge that customers pay for the service of the staff in a food

establishment

3.CHLMINE TARS

Definition: a prestigious award for outstanding food establishments

4. EISLURE TATRACONIST

Definition: a type of food establishment found in attractions like cinemas and amusement parks

5. .NEMU PANLNING

Definition: organizing meals ahead of time; this may be done by households or food establishments

6. MLEA EPXENCIERE

Definition: the overall mood and feeling a customer gains from eating in a food establishment

7.NIWE RAB

Definition: a food establishment that specializes in various kinds of wine

8.SUCMERTO STIFASCONIT

Definition: the goal of any food establishment in terms of serving a customer

9.SACNKABR

Definition: a small usually roadside restaurant where simple meals can be bought

10. NEMU PENRSETAIONT

Definition: the design of the list of food and beverages offered by a food establishment



2.5.7. Test your knowledge - Read the excerpt below about fine dining restaurants then answer the
questions that follow. Reflect on what you have learned from the entire module while formulating
your response.

Fine Dining

Fine dining restaurants top the ladder when it comes to service and quality. They usually gain perceived value
with unique and beautiful décor, renowned chefs and special dishes. Listed below are some of the features,

challenges and advantages of running a fine dining restaurant:

= Service style. Service style for fine dining restaurants is top-notch. Well-trained and experienced servers
and sommeliers attend to guests, providing excellent knowledge of food and wines.

=  Atmosphere. The atmosphere in a fine dining establishment is one of the keys to its perceived value. The
lights need to soften the mood; the music should reflect the concept yet not overpower guest
conversations; the décor should add an elegant and unique perspective. Overall, fine dining
establishments strive to create an exceptional dining experience for guests.

=  Menu. Many people choose fine dining restaurants for a special occasion, so the food must not
disappoint- in either selection or quality. You don’t need to feature a huge menu, but it should be
interesting, offering unique items that patrons wouldn’t find at any other restaurant. Many fine dining

restaurants offer prix fixe menus or limited menus that change on a daily or weekly basis.

Adapted from: http://www.foodservicewarehouse.com/blog/overview-different-restaurant-types/
http://restaurants.about.com/od/restaurantconcepts/a/Fine_Dining.htm
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1. Based on the article and what you have learned from this module, pick three words that will best
describe a fine dining restaurant.

2. Compare and contrast a fine dining restaurant and a fast food restaurant by completing the Venn
diagram below.

___.--”’"Finedining.f\;’ Fastfood

3. What kind of meal experience do you think customers will have at a fine dining restaurant?

4. Do you think only fine dining restaurant deserve a Michelin star? Why?




Draw an image of your own design of a fine dining restaurant below.

2.5.8. Challenge yourself - With a partner, take a photo of a popular fast food restaurant in your city
and write a short essay about it similar to the short article about fine dining cited above. Try to make

use of the different vocabulary words without consulting a dictionary. This will help you improve
your knowledge of the different vocabulary words you learned in this unit.



MAIN MODULES: MODULE 2

Glossary
Term Definition Usage
. S . | prefer to order a la carte instead o
. menu in which items and beverages are priced P f. f
a la carte o ordering a set meal so that | pay only for
individually.
what | really want to eat.
Italian term meaning "to the tooth". Pasta is
al dente cooked only to the point that there is still a Cook pasta only until al dente.
slight resistance when it is bitten to.
aspic a dish in which ingredients are set into North European cuisine offers many
P a gelatin made from a meat stock or consommeé. | dishes such as fish or meat set in aspic.
. . - . The chicken dish at the restaurant that |
au jus cooking food in its natural juices. .. .
visited was served au jus.
an elaborate, large public gathering where a full , . .
. ==l . . = The banqueting for my sisters' wedding
banqueting course meal or a buffet is served to people;
. was unforgettable.
usually done to celebrate a particular event
an establishment primarily selling alcoholic -
. P y & James Bond always orders a dry martini
bar beverages which may also serve
. at the bar.
accompaniments; also known as a pub
bartendin a job where a person serves drinks, usually After mixing drinks at home, | got a part-
& alcoholic drinks at a bar or restaurant time job bartending at a local bar.
béchamel this is a white sauce made with milk or cream The béchamel sauce, which is a white
and thickened with a roux. sauce, is creamy.
bistro a small, modest, European style restaurant or My friends and | spent some time at a
café bistro last night.
blackenin a distinct step in certain cuisines such as in This recipe calls for blackening the
& Creole cooking. ingredients.
. . - Meat dishes are made more attractive by
. frying food in a small amount of heated oil just . . .
browning . . . browning the pieces of pork or beef in a
to the point of turning a nice, golden color. o
budget a particular amount of money, allocated for Budget meals include rice, 1 dish and
g something drinks.
buffet meal set out on a table of which people may They are serving Japanese food in the
serve themselves dinner buffet.
the act of splitting food (meat, fish, fowl) down
P . € ( ) Request the vendor to butterfly the pork.
the center, cutting almost, but not completely
butterfly He should cut the meat down the center
through. The two halves are then opened flat to but not completely throuah
resemble a butterfly. P y gn-
café an establishment that offers coffee and Meet me at the café at 430 this
accompaniments afternoon.
cafeteria a food establishment wherein customers order, | The cafeteria where | used to eat offered
pay, and carry their food from the counter very limited choices.
To heat sugar until it liquefies and becomes a
clear caramel syrup ranging in color from golden . L
i p ging . & In preparing Leche Flan, which is a
. to dark brown. Fruits and vegetables with e . ;
caramelize . . Filipino dessert, the sugar is heated until
natural sugars can be caramelized by sautéing, g . ;
. L .. it liquefies and caramelizes.
roasting or grilling, giving them a sweet flavor
and golden glaze.
a type of service business where food and . ,
. . . Our company usually hires a catering
catering beverages or even entertainment are provided

in social events

service for our Christmas party.




the procedure by which a table at a restaurant is

We had to wait a few minutes for the

clearing clearing of our table since the newly-
cleaned and prepared for the next customer
opened restaurant was fully booked.
confit food, usually meat or poultry, cooked in its own | A confit is a rich dish since this method of

fat.

cooking renders the fat.

contract catering

a company that provides catering service at a
regular basis as agreed upon by both parties
involved

The events in our company became much
more efficient after we availed of
contract catering for an entire year.

cook-chill process

a foodservice system based on normal
preparation and cooking of food followed by
rapid chilling, storage in blast chillers at
controlled low temperature conditions above
freezing point, 0 - 3° and subsequently
reheating immediately before consumption.
The chilled food is regenerated in finishing
kitchens, which requires relatively low capital
and minimum staff.

Catering services sometimes make use of
the cook-chill process in order to give
ample time before food service.

cook-freeze process

cook-freeze uses a production system similar to
cook-chill, except that the recipes are modified
to be freezer-stable. Modified starches are used
in sauces to avoid separation when reheating.
Blast freezers are used for the process.

Many food manufacturers make use of
the cook-freeze process which requires
modified starch in place of fats so that
food can last longer and remain
palatable to the taste.

1 a dish wherein a filling, usually ham and

1 Chicken cooked cordon bleu style is a

cordon bleu cheese, is enveloped in a battered chicken fillet. | popular dish among youngsters because
It is cooked by deep-frying. of its great taste.
2 A chef who has a cordon bleu
2 a high level of culinary certification which certification can really brag about his
requires intensive training and apprenticeship accomplishments since it takes much
under an accomplished chef. time, patience and effort to achieve that
level.
cuisine a style of cooking specific to a particular country Asian cuisine is really unique.
or culture
culinary of or related to the kitchen or cookery Chefs are culinary experts.

cultural food

a food item, style of cooking or eating that is
reflective of a certain sector of society.

When traveling to a different country, |
make sure to take a bit of cultural food
so as to identify its people’s distinct
cuisine.

customer

someone who buys good or services from a
business

We satisfy customers with efficient
service.

customer
satisfaction

how well the products and/or services meet or
exceed the customer’s expectations

The primary goal in a first class
restaurant is customer satisfaction.

delivery

the act of taking something to a person or place

We accept delivery orders for set lunch.

demonstrations

an act of showing someone how something is
done or used

In your culinary training, you will have
demonstrations of your cooking skills.

a process which involves the washing and drying

Some chefs begin their career with the

dishwashing of different kinds of kitchen utensils task of dishwashing until they rise
through the ranks.
. to coat a food item in flour or ground crumbs Dredging a piece of meat before deep-
dredging . . . . . . .
prior to frying or sautéing. frying makes it crunchier to bite.
food prepared by restaurants that cater to It has been found in several studies that
fast food uniformity, speed and low prices over taste and | eating fast food fried chicken contributes

nutritional value

to violent temperament and irritability
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among school-age children.

to create a fillet of fish or meat by cutting away

Fried fish fillet is a flavorful dish that

fillet the bones. Fish and boning knives help produce .
. pleases many casual diners.
clean fillets.

a style of eating, usually in expensive We can celebrate this small victory at
fine dining restaurants, where food is carefully prepared one of the fine dining restaurants right
and served in a formal, attentive manner here in our hotel.

. a full-service restaurant that offers dishes top She opened a first class restaurant that
first class — . .
quality dishes served with much flair and serves wonderful Maryland blue crab
restaurant . . .
emphasis on service. dishes.
. Food set as if on fire or called a flambé is
flambé food flamed by use of alcohol for flavor. f f . f
a food presentation technique.
food something edible and eaten The food you served is really delicious.
an area within a building (usually a mall)
wherein many restaurants share a large area Let’s have lunch at the food court after
food court . ) . .
with tables, chairs, and provisions for service the class.
water
function an event which is usually accompanied by food A medical organization is hosting
and beverage service. tonight’s function.
. . Non-pork items can be given the Halal
food items approved for consumption by p . . .
halal certification as a sign that even followers

followers of Islam.

of Islam can consume such food.

haute cuisine

cuisine that prides itself by selecting only the
finest and freshest ingredients, using classic
techniques that conform to certain exclusive
standards.

A female actress says that she eats only
caviar and champagne, which are
identified with haute cuisine.

health food

food items that are supposed to conform to
certain standards that are expected to bring
about better health. Ex. Gluten-free food;
GMO-free food

Their neighbor’s son has so many
different allergies that he has been
advised to take only health food.

hors d'oeuvres

small food items that are usually served as
Starters.

During cocktail parties where people
usually entertain standing, the food
served is mostly hors d’oeuvres.

hygiene

the things that you do to keep yourself and your
surroundings clean in order to maintain good
health

Washing your hands thoroughly before
cooking is part of food hygiene.

julien/julienne

foods that are cut in long, thin strips. The term
is usually associated with vegetables, but may
be applied to cooked meat or fish.

The recipe calls for cutting the vegetable
into long and thin strips called the
julien/julienne cut.

a rather small food shop which is located in high
foot traffic areas such as schools and train

She operates a kiosk at the train station

kiosk . .
stations; serves snacks and light meals or pre- near her apartment.
packaged food products
. . In Israel, which has a high population of
f f
kosher ood items approved for consumption by Jewish people, most food items are

followers of Judaism.

marked Kosher.

leisure attractions

food businesses primarily found in leisure
establishments such as movie houses

There are numerous leisure attractions
at the mall where we always watch
movies.

maceration

soaking fruit in a seasoned liquid as a method of
flavoring and preservation.

Macerated tropical fruits is a sweet
topping to ice cream.

management

the act or skill of controlling and making
decisions.

Food service requires effective
management.




soaking food in a seasoned liquid mixture for a
certain length of time. The purpose of
marinating is to add flavor and/or tenderize the
food. Due to the acidic ingredients in many
marinades, foods should be marinated in glass,

The process of marination involves

marination . . . soaking food for an hour or a day to
ceramic or stainless steel containers. Foods .
. . tenderize the meat or to add flavor.
should also be covered and refrigerated while
they are marinating. When fruits are soaked in
this same manner, the process is called
macerating.
an area either within the local community or in . .
- . Our restaurant buys fresh ingredients
market a commerciali establishment where products
. from the market everday.
commonly used for cooking are bought and sold
food either cooked at home or served in a
Doctors suggest to always have a full
meal restaurant to be eaten usually at regular

intervals within the day.

meal for breakfast everyday.

meal experience

the resulting mood and level of satisfaction a
client has from a meal based not only on food
quality and taste but also on the service and
ambience of the establishment

The intergalactic theme of the restaurant
and its outrageous menu truly drive the
meal experience into something that’s
out of this world.

menu

a list of dishes offered at a food establishment
usually with the corresponding price.

The menu at the newly-opened
restaurant looks very appetizing.

menu bundling

a marketing scheme that aims to sell more
menu items that when ordered together would
cost less than they normally would if purchased
individually.

Menu bundling is a common practice in
Manila restaurants nowadays in order to
sell menu items faster.

menu design

planning menu items carefully in order to create
meals wherein the different items serve to
complement each other, adding to the
satisfaction of the diner.

People flock to that restaurant
downtown because of its menu design
wherein food items are well-paired.

menu planning

arranging items to be found in the menu ahead
of time for proper provision

Not only the taste and quality of food are
taken into consideration in menu
planning, but also the cost and
availability of the ingredients.

menu presentation

an attractively prepared list of food or beverage
items available in a food establishment which
may be accompanied by images and the
corresponding prices

A way to entice more clients is for
restaurants to make more appealing
menu presentations.

michelin star

a highly prestigious rating system with various
ranks represented by the number of stars; it
aims to certify and distinguish top-performing
chefs

With so much at stake, the chef is
working so tediously that you’d think he
was after gaining a Michelin Star.

mise en place

it’s a French term for having all the ingredients
prepped and ready to go before one starts
cooking. That means everything is cleaned,
peeled, chopped, diced, measured out, or
whatever’s necessary to get the ingredients
ready prior to cooking a dish.

Seasoned chefs always demand mise en
place before cooking, unlike the style of
the Naked Chef Jamie Oliver, which is to
get ingredients directly from the
cupboards.

mother sauce

a collective term for base sauces from which all
other sauces — called daughter sauce — are
made.

Before a chef creates all those delicious
sauces, he must first learn to make the
five mother sauces by heart.

napkin folding

the art of decorative folding done with table
linen for aesthetic purposes; usually done in fine
dining restaurants

My sister started learning the different
kinds of napkin folding when she started
working at a high end restaurant.

nutrition

the process of absorbing healthy substances
from food for health and growth

Nutrition is an important aspect for
consideration for food establishments
especially for school cafeterias.
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oenophile

a lover of wine, also known as a wine
“connoisseur” or “aficionado.”

A European cultural association is well-
known for its yearly wine festival which
is usually attended by oenophiles.

order taking

service provided in a food establlishment where
food and beverage choices of the customer are
received by a waiter and brought to the kitchen

Order taking is one of the primary tasks
of a waiter in a restaurant.

parade of waiters

a type of entertainment donw in some fine
dining restaurants wherein waiters perform a
synchronized parade while carrying trays or
plates of food

We were able to witness a rare parade
of waiters when we celebrated my
brother's graduation at a fine dining
restaurant.

perishables

food that cannot be eaten after a certain
number of days especially if not stored properly

It is important to keep track of the date
of use of perishables so as not to waste
food.

plate carrying

a technique learned by the wait staff in a
restaurant where plates are handled skillfully
for proper delivery of food to customers

I never knew that it was possible to carry
more than one plate until | attended the
plate carrying class for my job.

the process of obtaining, selecting and

You will typically find the chefs and their
assistants staying late in the evening at

preparing measuring ingredients for cooking the kitchen preparing for service for the
next day.
An innovation is modern bakeshops is
roofin holding prepared bread or pastry dough before the proofing cabinet which holds shaped
P & baking in an oven pastry dough before it goes into the oven
for baking.
to grind or mash food until completely smooth. L. . L
. . . Banana purée is a key ingredient in
purée This can be done using a food processor or
) . Banana Bread.
blender or by pressing the food through a sieve.
ualit a standard that measures excellence as High quality fish is the top consideration
9 ¥ compared to other things of similar kind when making sushi.
o . . The quantity of food served in an a la
. a specific or general amount typically according ;
quantity . carte meal should be just enough for one
to size or sum
person to eat.
lativel Il f lish h
arelatively sma 0(.)d e.stab. Ishment suc a.s.a The children are getting restless so they
rest stop snack bar found mainly in highways and refilling .
. need feeding at the closest rest stop.
stations
a food establishment where meals are prepared | Our family eats out at a new restaurant
restaurant

and served at a cost to customers

every Sunday

room service

a type of service provided in hotels where
customers have the option of choosing food
from a menu and having it delivered to their
hotel rooms

Since our plane will be arriving late in the
evening, we will just order room service
to satisfy our hunger.

roulade

slice of meat, poultry or fish rolled around a
stuffing.

In Spanish and Philippine cuisines, there
are many examples of meat rolled
around a stuffing classified as roulade.

roux

a mixture of flour and fat that is cooked over
low heat and used to thicken soups and sauces.
There are three types of roux...white, blond, and
brown. White and blond roux are both made
with butter and used in cream sauces while
brown roux can be made with either butter or
the drippings from the cooking and is used for
darker soups and sauces.

Make a roux first by incorporating the
flour into the butter.

sear

to brown meat or fish quickly over very high
heat either in a fry pan, under a broiler or in a
hot oven. Searing seals in the food's juices and
provides a crisp tasty exterior. Seared food can
then be eaten rare or roasted or braised to
desired degree of doneness.

Beef can be seared and then served with
the inner part still raw.




service

work done for the convenience of other people

The service provided in a restaurant
should be as perfect as possible.

service charge

a certain amount computed at a portion of the
total bill to cover a proportionate service cost

Fifteen percent of the bill is usually how
much is written for service charge.

service sequence

a sequential checklist of tasks that the staff in a
restaurant needs to take note of from the
arrival of the customer until their departure

The restaurant staff provided us with a
flawless service sequence.

snack bar

a food establishment which caters to clients
looking for light refreshments only

Since | wanted something light, | just
stopped by the snack bar.

stocktaking

the process of counting the goods in storage at
a restaurant based on a list

Stocktaking is one of the most time-
consuming taks in a restaurant.

the act of arranging and keeping goods in

It is important to have a systemized

storin . storing process in a restaurant to avoid
g storage for kitchen or restaurant use g.p
confusion.
minced or ground ingredients mixed together . .
. . 8 g . & Put the stuffing into the cavity of the
stuffing and put into the cavities of chicken or turkey

before roasting for flavor.

chicken after brining.

synchronized
service

a type of service common in a fine dining
restaurant where waiters practice serving plates
to diners at the same time

One of the most difficult things to master
as a wait staff is conducting a
synchronized service for the diners

table service

the serving of food and beverage at a restaurant
during the course of the diners meal

The table service at my friend's
restaurant is one of the best | have ever
experienced.

table setting

the style chosen for the place setting of the
utensils on a table

The restaurant we chose for dinner last
night had such a complicated table
setting we weren't sure how to begin
eating.

table skirting

the decorative arrangement of the table cloth in
a restaurant to achieve an elegant look

The effort that goes into table skirting
definitely adds to the overall amniance
of the restaurant.

take away

a food establishment which caters to clients
looking to just buy packed items for
consumption later

We ordered a few slices of pizza for take
away.

theme restaurant

a restaurant that follows a particular design
based on a national or regional cuisine.

Along some streets in Manila are theme
restaurants that offer various Asian
cuisines and their servers even wear
period attire.

a mother sauce of various stock bases thickened
with a roux. This is used as a base for other

A sauce which makes use of velouté as
its mother sauce is delicious without

velouté . being too fatty as it is uses stock
more complex sauces, though it may be used
compared to a sauce made from roux
alone. .
which uses butter and flour.
food service which employs a handful of
vendin inventory and distribution staff who refill vendo | This machine is used for vending
g machines which in turn perform the role of sandwiches and side salads.
selling and dispensing the products for sale
waiterin a job that requires a man to wait and serve Waitering is one of the most common
& tables at a restaurant part-time jobs for college students.
a small restaurant which specializes in wines . .
. . . P . The diners moved towards the wine bar
wine bar which may be of certain appellations; usually

also serves food and wine pairings

as it grew later into the night.
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MODULE 3

Front office Vocabulary

HOSPITALITY ENGLISH PREPARATORY COURSE

ZDFEY a— VT —RIRFEREN 2R T 2 L L blc, mT A0 T7ar MEBTHEDND
HHELHTICFENET, 70 MIKRTAOFTHEF AR ERE v 7 LRV EIY 243
DIRRIRETT, "7ar MEWSISETL L L, BERELMEER ENBREWIZERE
ZOoTRVENTHENHIZ L, DEVEVRAODEDLIE 7R N IAVEHS L) 2 &
ICHET D ESbTnET, 7ar MIYFRBEEL AL, i TF v 74 OBF
fna L, = AX =W Y e EOZ T E LR CREA RIE TR EME LDV 4, Tryv
MRIZBARBEERROBEAH S TWAHLWVWHI ZENREZDLHTLE I,

CDEDA—ILZFBLTHEELNBIZHITONDEEFS (Module 3 D Can-Do BAE)
| CAN...

v" Have basic communication skills using correct telephone terms and phrases.

v' Be familiar with the process of checking in and out with guaranteed and non-guaranteed
reservations.

v' Understand and use terms of taking reservations, checking in/out with guaranteed or non-
guaranteed reservations.

v' Use terms applied to problem-solving techniques needed to resolve guest complaints and

inquiries.



Unit 1

Telephone Skills

In this unit, you will learn basic communication skills in understanding and using correct telephone
terms and or phraseologies.

Target Vocabulary

area code call hold dial/dial tone international call
average daily rate cardholder guest history local call

busy signal/tone confirmation number guestbook long distance call
call back country code hang up pick up

call display credit card information hang on reservation

3.1.1 Self-Study - In your free time, practice spelling the target vocabulary by writing each one three
times. As you write the next word, cover the first and what you have written. Don’t look at the
vocabulary list as you complete this exercise.

average

display

cardholder

confirmation

display

distance

information

guestbook

L 0 N oo U B~ W N oE

reservation

10. signal
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3.1.2 Self-Study - Check your word skills by writing the missing letter for the following terms that
refer to the pictures.

978/351 _ﬁarj@mgé;;;j
508/774 = ' ”8.‘555“_7334 1
SO SHITH

U A B P

L WALKER
gty 10




3.1.3. Match the vocabulary words to their corresponding meanings. Use each wordonce. Write
your answers in the provided spaces.

guestbook average daily rate confirmation number
call display credit limit reservation
local call guest history long distance call
card holder international call country code

1. It provides all the necessary information for a speedy

reservation orwalk-in

2. A telephone service that provides the name and

telephone number of a caller

3. Indicate the average realized room rental per day

4, The maximum amount that can be borrowed on a credit
card

5. Alphanumeric code used to identify and document a
booking

6. Call that is made between different country

7. Call made within a local calling area

8. A record in which visitors to a particular place may write

their names, addresses, and remarks

3.1.4. Using the Right Word - Read the text and fill in the blanks using the vocabulary words
listed below.

reservation credit card info check-out arrival
last name room card holder check in
phone number middle name average daily rate first name



Receptionist:

Client:

Receptionist:

Client:

Receptionist:

Client:

Receptionist:

Client:

Receptionist:

Client:

Receptionist:

Client:

Receptionist:

Client: Sure.

Receptionist:

Client:

Receptionist:

Client:

Receptionist:

Client:

Receptionist:

Client:

Receptionist:
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Good Morning. Welcome to CSB Grande Hotel.

Hi, I'd like to make a
vacancies?

for January. Do you have any

Yes sir, we have some rooms available. And what is the exact date of your
?

The 15th.
How long will you be staying?
I'll be staying for three nights.

And would you like a with twin beds or a double

bed?

A double bed, please.

Noted. And would you prefer to have a room with a view of the Pacific
Ocean?

If that type of room is available, | would love to have an ocean view.
What's your ?

Your room is $ 1200 per day. Now what name will the reservation be listed
under?

Jurgen Unterberg

Could you spell your for me, please?

U-N-T-E-R-B-E-R-G

And is there a where you can be contacted?

Yes, my mobile phone number is +63865-26386.

Great. Now I'll need you to reserve the room for

you. What type of card isit?

Visa. The number is987654321.

And what is the complete name of the ?

Jurgen Z. Unterberg Jr.

Alright, Mr. Unterberg, your reservation has been made for the fifteenth of
January for a room with a double bed and view of the Pacific Ocean.
isat 5 o'clock.

Excellent, thank you so much.

The pleasure is mine. We'll see you in January, Mr. Unterberg. Have a
greatday.



3.1.5. Relating Meanings - Circle the letter that corresponds to the best answer/ There is only one
correct answer for each question.

1. What is that three-digit number that identifies each telephone service area in a country?
a. pincode b. area code c. country code

2. What do you call the telephone feature that allows you to place an active call on hold and
initiate another one or answer an incoming call?
a. call display b. call back c. call hold

3. What are those short alphabetic or numeric geographical codes (geocodes) developed to
represent countries and dependent areas, for use in data processing and
communications?

a. pincode b. area code c. country code

4. What do you call the telephone feature that shows the caller's number on your mobile
phone's display screen?
a. call display b. call back c. call hold

5. What do you call the action of telephoning a person who has called previously?
a. call display b. call back c. call hold

6. What is that series of sharp buzzing tones heard over a telephone when the line dialed is
already in use?
a. busy tone b. disconnection c. dial tone

7. What do you call the sound that comes from a telephone when it is ready for a call to be
made?
a. busy tone b. disconnection c. dial tone

8. What is that act of terminating a telephone conversation by ending the call connection?
a. hold on b. hang up c. hangon

9. What is that act of keeping a telephone connection open?
a. hold on b. pick up c. hangon

10. What do you call a feature used in a telephone system that allows one to answer

someone else's telephone call?
a. call display b. call hold c. call back

— 100 —
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3.1.6. Word Analogy — The phrases in the left column compare two things that are alike,
opposite or related in some way. Complete the analogies using the vocabulary words listed below.
The First one is done for you.

Confirmation Number Credit Card Information Guest History
Guestbook International Call Local Call
Long Distance Call Credit Card Area Code
Country Code Hang up Hang on

1. +63isto country code as 1201 is to Area Code

2. ending a call is to hang up as keeping the call is to

3. Room 15 to Room 31 is to local call as to Manila to Cebu is to

4. Manila to Davao is to long distance call as Manila to Tokyo isto

5. receptionist is to guest history as client is to

6. reservation is to confirmation number as credit card is to

7. nocharge is to local call as with high charge is to

8. check-in is to guestbook as to reservation is to

9. prolonging call is to hang on as to ending call is to

10. Jurgen Unterberg is to cardholder as to visa platinum 02 isto

— 101 —



Unit 2

The Guest Cycle

This unit will help you understand some words that are commonly used in the procedures involved
in checking-in guests with guaranteed and non-guaranteed reservations.

1. Property opts-in
and receives
account specific
e-Survey flyers

. Front desk staff
distributes flyer to
arriving guests

from target company

5. SAE contacts guest 3. Guests

to qualify needs and completes

Identify potential and submits

share shift opportunities e-Survey

or future projects electronically at
- their leisure

4. Completed e-Survey,

are sentto SAEs &
points processed
by hotel
Target Vocabulary

arrival (pre-, hold) facilities/amenities logbook rebate
credit/house limit front office manager on duty register
departure front office receptionist night manager registration card
due out guest cycle occupancy timeshare
extended stay guest folio package travel agent
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3.2.1. Self-Study - In your free time, practice spelling the target vocabulary by writing each one
three times. As you write the next word, cover the first and what you have written. Don’t look at the
vocabulary list as you complete this exercise.

Amenities

Arrival

Credit

Cycle

Departure

Extended

Facilities

Folio

W R N o v R~ W N

Office

10. Receptionist

3.2.2 Self-Study Check your word skills by writing the missing letter for the following terms. Refer to
the given pictures in determining what is being described in each item.

L= -
geltyimages’
Al nRF

* Rotorn Flight
« 3N Holel m- NOW
.

ook row 11 26 Sept 2000
Travs! from 1 08 2000 - 31 Juty 201
Toers B oo wh
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3.2.3. Matching Meanings - Match the phrases in Column A with those in Column B to make
complete sentences. Write the letter of your answer on the provided spaces.

Column A
1. To look for good amenities is to
2. The manager on duty is
3. A logbook is
4. To occupancy is
5. A night manager is someone who
6. To receive a rebate is to
7. To arrive is to
8. A travel agent is someone who
9. The guest folio is
10. A receptionist is someone who

Column B

a daily journal used by front office staff.
works at the front desk of a hotel.

find comfort, convenience or enjoyment.
helps people to plan their travels by booking
plane tickets or hotel reservations.

an instrument that contains all transactions
of both cash and credit occurred by each
guest in a hotel.

get a discount or return part from total
amount of payment.

makes sure that the hotel operates well
when the general manager is not present.
number of rental units in a hotel rented or
booked at a given time.

is responsible for all aspects of the hotel at
night.

come or reach a place or any other location.

3.2.4 Using the Right Words - Read the text and fill in the blanks using the vocabulary words listed

below.
package credit limit
departure registration card

time share

guest cycle
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| would like to avail the special vacation (1) being offered by

your travel agency. In line with this, | wish to leave in the month of January. If possible, my

(2) date is on January 14 and (3) date is on

January 21. Since I'll be staying in the place for seven days which falls under an (4)

, | assumed that you will book me in a (5)

hotel.

The payment will be through my credit card. And please be informed that | have a (6)
of $ 20,000. Anyways, | would like to know the (7)

of the hotel in terms of internet connection and long distance calls.

Moreover, my | request a (8) who can speak French so that | can

communicate with him/her better, if I'll be needing further assistance. As you advertised, Ill

be expecting that my (9) will be delivered within three working

days with complete information about my reservations. Indeed, | look forward for a great

(10) experience through your help.

3.2.5. Word Association — For Set A, match each word with its appropriate synonym, while for Set B
match each word with an antonym. Write your answers in the provided spaces.

Set A: coming vacancy refund record receiver
1. arrival
2. front office receptionist
3. dueout
4. register
5. rebate
Set B: Arrival Occupancy Manager on Duty Back office Payment

Departure

Vacancy

6
7
8. General Manager
9. Front Office

10. Rebate
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3.2.6. Language in the Workplace - Read the hotel registration card below and answer the
guestions that follow in complete sentences.

Gracious International Inns
111 East 1st, Houston, TX. 77030
(713) 660-9379

Page 1
Guest Name Auditor, Ima Folio Number K1-7077
LBJ State Off. Bldg., 111 E. 17th Suite Number 1123
Austin, Tx. 78774 Suite Type sSTQT
Tx. Comptroller No. of Guests 1
Rate 80.00
Account Number JAM
Arrive 10-Feb-03 Time5:26 Depart 12-Feb-03 Time 7:23 AM
Date Description Charges Credits
10-Feb-03R11123 Room Charge - Studio 1-4 80.00
10-Feb-03T21123 State Occupancy Tax 4 .80
10-Feb-03T31123 City Tax 5.60
10-Feb-03T41123 County Tax 3.20
11-Feb-03R11123 Room Charge - Studio 1-4 80.00
11-Feb-03T21123 State Occupancy Tax 4.80
11-Feb-03T31123 City Tax 5.60
11-Feb-03T41123 County Tax 3.20
12-Feb-03MC 7:23 Paid-Mastercard X00CCOOOCCOKTE0 187.20
Checked Out 0.00

1. What is the complete name of the hotel guest?

2. What is the room rate per night at Gracious International Inns?

3. What are the arrival and departure dates of the listed guest?

4. For how many nights did the guest stay in the hotel?

5. Upon check-out, what did the guest use in paying her bills?
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Unit 3

Room Reservation

In this unit, you will learn basic knowledge of terms in taking room reservations.

Target Vocabulary

advance payment downgrade room service deposit

all inclusive fully-booked self-catering double room
alternative accommodation  hot card single room overbooking
amenity key card sleep out peak season
Bellboy late charge stayover rack rate

Additional terms: American Plan, Continental Plan, safety deposit box
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3.3.1. Self-Study -. In your free time, practice spelling the target vocabulary by writing each one
three times. As you write the next word, cover the first and what you have written. Don’t look at the
vocabulary list as you complete this exercise.

accommodation

amenity

bellboy

catering

continental

downgrade

European

inclusive

W ® N o v~ W N

overbooking

10. payment

3.3.2 Self-Study - Check your word skills by writing the missing letter for the following terms. Refer
to the given pictures in determining what is being described in each item.

1| B
g_et-_tyiﬂ"ages'

B
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3.3.3 Matching Meanings -.Match the vocabulary words below to their corresponding meanings.

advance payment downgrade
all inclusive European plan
alternative accommodation fully-booked
amenity hot card
American plan key card

bellboy

late charge

10.

The rate includes everything, especially for a single price.

Money paid, usually by check or credit card, by a guest before arriving at
the hotel.

Accommodations other than hotels such as: vacation home rentals,
cruise ships, home-sharing rentals, timeshares, hostels and serviced
apartments.

Any useful or pleasant facility that provides comfort, convenience, or
pleasure.

A system of hotel management in which a guest pays a fixed daily rate
for room and meals.

An act of downgrading, as in status, rank, or amount.

The situation in which the price of a room in a hotel does not include
meals.

A debit or credit card that may not be used because it has been
reported lost or stolen.

A charge imposed on an account for a payment that is either made late,
or is not made.

A man or boy employed in a hotel, club, etc, to carry luggage and

answer calls for service.
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3.3.4. Word Association - Circle the letter that corresponds to the best match in each case.

1. Paying money to a bank account as guarantee
a. deposit c. rackrate
b. cash basis d. rate

2. A negotiable price paid or charged for something
a. deposit c. rackrate
b. cash basis d. rate

3. Shared room with one double bed or two single beds
a. single room c. triple room
b. double room d. twin room

4. Room designed to be used by just one person
a. single room c. triple room
b. double room d. twin room

5. A guest to remain at least one more night in the hotel
a. longstay c. sleepout
b. noshow d. stayover
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3.3.5. Word Puzzle - Complete the crossword puzzle using vocabulary words from the lessons in this

unit.

Down

1. An act of downgrading, as in status, rank, or amount.

2. Asituation of unable to offer any appointments or accept any reservations due to no available

vacancies.

3. Plan. A system of hotel management in which a guest pays a fixed daily rate for room
and meals.

6. Payment. Money paid, usually by check or credit card, by a guest before arriving at the
hotel.

7. Card. A debit or credit card that may not be used because it has been reported lost or
stolen.

8. Card. A small plastic card, sometimes used instead of a door key in hotels, bearing
magnetically encoded data that can be read and processed by an electronic device.

Across

4, Charge. A charge imposed on an account for a payment that is either made late, or is not

made.

5. A man or boy employed in a hotel, club, etc, to carry luggage and answer calls for service.

6.
9.

Any useful or pleasant facility that provides comfort, convenience, or pleasure.

Plan. The situation in which the price of a room in a hotel does not include meals.
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3.3.6. Language at Work - Read the dialogue below and answer the questions that follow in
complete sentences.

Receptionist:

Guest:

Receptionist:

Guest:

Receptionist:

Guest:

Receptionist:

Guest:

Receptionist:

Guest:

Receptionist:

Guest:

Receptionist:

Guest:

Receptionist:

Guest:

Receptionist:

Guest:
Receptionist

Guest:

Receptionist:

Checking-In

Good morning. Welcome to Benilde Hotel. How may | help you?
| have a reservation for today. It is under the name of Javen Unterberg.

Can you please spell that for me, sir?

Sure. J-A-V-E-N and U-N-T-E-R-B-E-R-G
Yes, Mr. Unterberg, we have reserved a single room for you with a view of the
Pacific Ocean for three nights. Is that correct?

Absolutely, it is.

Excellent. We already have your credit card information on file. If you'll just sign the
receipt along the bottom, please.

Oh my God! Nine hundred and ninety dollars a night!

Yes, sir. We are a five star hotel after all.

Well, alright. I'm here on business anyway, so at least I'm staying on the company's
expense. What's included in this rate anyway?

A full American buffet every morning, free airport shuttle service, and use of the
hotel's safe are all included.

So what's not included in the price?

Well, you will find a mini-bar in your room. Use of it will be charged to your account.
Also, the hotel provides room service, at an additional charge of course.

Oh... Okay, so what room am | in?

Room 515. Here is your key. To get to your room, take the elevator on the right up
to the twelfth floor. Turn right once you exit the elevator and your room will be on
the left hand side. A bellboy will bring your bags up shortly.

Fantastic. Thanks.

Should you have any questions or requests, please dial 'O' from your room. Also,
there is internet available in the lobby 24 hours a day.

Okay, and what time is check-out?

At midday, sir.

Ok, thanks.

My pleasure, sir. Have a wonderful stay at Benilde Hotel.
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1. What is the hotel reservation of Mr. Javen Unterberg?

2. What is the room rate per night at Benilde Hotel and why?

3. What are included in the room rate of $590 per night?

4. How would Mr. Unterberg get to his room?

5. For any questions and or request, how could the guest address it to the staff?
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Unit 4

Room Management

In this unit, you will learn basic knowledge of terms in checking-in and checking-out guests with
guaranteed and non-guaranteed reservations.

Target Vocabulary

cash basis long stay tentative booking voucher

check in maximum capacity transfer waitlisted booking
check out no show triple room walk-in
complimentary occupancy twin room walking guest
concierge off-peak season upselling wash down

Additional Terms: Buffet, Modified American plan
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3.4.1. Self-Study -. In your free time, practice spelling the target vocabulary by writing each one
three times. As you write the next word, cover the first and what you have written. Don’t look at the
vocabulary list as you complete this exercise.

Buffet

Complimentary

Concierge

Modified

Tentative

Transfer

Upselling

1.
2
3
4
5. Occupancy
6
7
8
9

Voucher

10. Waitlisted

3.4.2. Self-Study - Check your word skills by writing the missing letter for the following terms. Refer
to the given pictures in determining what is being described in each item.

beauty

salonispa

a0naeae

— 115 —



3.4.3. MATCHING MEANINGS - Match the vocabulary words below to their corresponding meanings.

Buffet Long Stay

Cash Basis Maximum Capacity

Check In Modified American Plan

Check out No Show

Complimentary Occupancy

Concierge Off-Peak Season

1. Works at a hotel helping guests make restaurant reservations, getting directions,

10.

or anything else they need assistance with.

Paying for all of something immediately, not at an agreed later time.

Procedure by which an airline or hotel formally registers the arrival of a
passenger for a flight or a guest for a stay.

A meal at which guests help themselves from a number of dishes and often eat
standing up.

Something given or supplied without charge, as lodging, transportation, or
meals, especially as an inducement to prospective customers.

A system of hotel management in which guests pay a fixed daily or weekly rate
for room, breakfast, and lunch or dinner.

Procedure of vacating and paying for one's quarters at a hotel.

Applies to stays of at least 5 or 7 nights, depending on the hotel. Extended stay
discounts usually are in the form of weekly rates, and monthly rates, which are
discounted even more.

It pertains to the occupancy rate for hotels.

At times when prices are lower because not as many people want something or

want to do something.
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3.4.4. Word Association - Circle the letter that corresponds to the best match in each case.

1. When reservation is waiting bookers confirmation.
a. tentative booking c. waitlisted booking
b. overbooking d. upselling

2. Accepting more reservations than there are available rooms.
a. tentative booking c. waitlisted booking
b. overbooking d. upselling

3. Avreservation kept on hold due to hotel over.
a. tentative booking c. waitlisted booking
b. overbooking d. upselling

4. A sales technique whereby a guest is offered a more expensive room than what he or she
reserved or originally requested, and then persuaded to rent the room based on the room's
features, benefits, and his or her needs.

a. tentative booking c. waitlisted booking
b. overbooking d. upselling

5. Hotel room containing two single beds.
a. triple room c. walk-in guest
b. twinroom d. walking guest

6. Turning away a guest who has a reservation because of a lack of room availability.
a. triple room c. walk-in guest
b. twinroom d. walking guest

7. Aguest who arrives at a hotel without a reservation.

a. triple room c. walk-in guest
b. twinroom d. walking guest

8. Blocking fewer rooms than the number requested by a group, based on previous group

history.
a. upselling c. transfer
b. voucher d. wash down

9. A pre-paid coupon that can be exchanged at certain hotels for a night's lodging.
a. upselling c. transfer
b. voucher d. wash down

10. Room accommodates up to 3 people with either one double and a single bed or a
combination of beds and roll-aways.
a. tripleroom c. walk-in guest
b. twinroom d. walking guest
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3.4.5. Word Puzzle - Complete the crossword puzzle using vocabulary words from the lessons in this
unit.

Across
1. A meal at which guests serve themselves.
3. A man who carries luggage.

5. A hotel staff who helps guests in terms of reservations, directions or any form of
assistance.

7. Any useful or pleasant facility.
8. A fixed price paid or charged for something.

10. A pre-paid coupon that can be exchanged at certain hotels.

Down

2. A sales technique whereby a guest is offered a more expensive room.
4. An act of lowering the status, rank or amount.

6. It pertains to the occupancy rate for hotels.

9. Method by which you get from the airport to your hotel.

]
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3.4.6. Language in Workplace - Read the dialogue below and answer the questions that follow in
complete sentences.

Receptionist:
Mrs Toyotak:
Receptionist:
Mrs Toyotak:
Receptionist:
Mrs Toyotak:
Receptionist:

Mrs Toyotak:

Receptionist:

Mrs Toyotak:
Receptionist:
Mrs Toyotak:
Receptionist:
Mrs Toyotak:
Receptionist:
Mrs Toyotak:

Receptionist:

Mrs Toyotak:

Receptionist:

Mrs Toyotak:

Booking a Hotel Room

Good afternoon, Gold Hotel. May | help you?
Yes. | would like to book a room, please.
Absolutely. When for, madam?

January the 15",

How long will you be staying?

Seven nights.

What kind of room would you like, madam?

Twin with bath. I’d appreciate it if you could give me a room with a view over the
Atlantic Ocean.

Sure, madam. I'll just check what we have available. Great, we have a room on the
18th floor with a really wonderful view.

Well. How much is the charge per night?
Would you like breakfast?

Yes, please.

It’s $590 per night excluding VAT.

Very good!

Who's the booking for, please, madam?
Mr and Mrs Toyotak, that’s T-O-Y-O-T-A-K.

Okay, let me make sure | got that: Mr and Mrs. Toyotak. Twin with bath for January
the 15" to 21%. Is that correct?

Yes it is. Thank you.

Let me give you your confirmation number. It's: 896748843. Again, that's:
896748843. Thank you for choosing Gold Hotel and have a great day ahead of you.
Goodbye.

Goodbye.

1. What is the hotel reservation of Mrs. Toyotak?

2. What is the room rate per night at Gold Hotel?

3. For how long would they stay in the hotel?

4. What kind of room does Mrs. Toyotak would like to have?

5. What is the confirmation number of Mrs. Toyotak’s room reservation?
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Unit 5

Handling Complaints and Inquiries

In this unit, you will learn knowledge of terms applied to problem-solving techniques needed to
resolve guest complaints and inquiries.

Target Vocabulary
below standard
cancelation
compensation
complaint

customer expectations

customer experience
customer feedback
customer loyalty
customer satisfaction

customer service
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investigation
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3.5.1. Self-Study -. In your free time, practice spelling the target vocabulary by writing each one
three times. As you write the next word, cover the first and what you have written. Don’t look at the

vocabulary list as you complete this exercise.

1.
2.
3.
4.
5.
6.
7.
8.
9.

Cancelation
Compensation
Complaint
Expectation
Feedback
Freebies
Inconvenience
Liability

Replacement

10. Satisfaction

3.5.2. Self-Study - Check your word skills by writing the missing letter for the following terms. Refer

to the given pictures in determining what is being described in each item.
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4.5.3. Matching Meanings - Circle the letter for the word that is closest in the meaning to the
vocabulary word. There is only one correct answer in each case.

Apology
a. regret
b. appreciation

Cancelation
a. withdrawal
b. delay

Compensation
a. deduction
b. addition

Complaint
a. invitation
b. command

Discount
a. addition
b. expensive

Empathy
a. honesty
b. understanding

Guarantee
a. license
b. assurance

Liability
a. obligation
b. right

Refund
a. discount
b. reimbursement

10. Replacement

a. complementary
b. refund

request
demand

destruction
registration

increase
payment

protest
approval

cheap
deduction

loving
loyalty

support
service

ownership
priority

reward
giveaway

guarantee
discount
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4.5.4 Word Association — Answer the following questions by encircling the letter of your choice.

1.  Which of the following is considered as bad service?
a. strict security c. rude staff
b. prompt shuttle d. cleanroom

2. Which of the following might have possible cancelation?
a. fast business transaction c. exceeds maximum cost
b. alot of offered perks d. deficiency in budget

3. In which of the following could you provide great customer experience?
a. late charges c. various add-ons
b. quick response to queries d. luxurious services

4.  Which of the following is NOT an example of customer feedback?
a. rude staff c. delayed services
b. dirty rooms d. nobudget

5.  Which of the following can you best include in the customer loyalty program?
a. offer most expensive amenities c. give 2% discount to new services
b. provide VIP cards d. grant rewards after 10,000 referrals

6. Which of the following would NOT require an investigation?
a. lostluggage c. guest and staff confrontation
b. untasteful food d. damaged room facility

7. In which of the following occasions you can’t have a room block in a hotel?
a. company meetings c. dogshow
b. children party d. graduation ball

8. Which of the following could you express a complaint about?
a. unpleasant balcony view c. no 24/7 free internet connection
b. disliked room wallpaper d. not working hot shower

9. Which of the following is NOT an example of a standard hotel room service?
a. beauty treatment c. daily maid service
b. personal assistant d. doctor on call

10. In which of the following you would NOT be allowed to make a refund?
a. hated aesthetic features of the room
b. found bedbugs hiding out in the
mattress
c. bathroom is too dirty to enter
door frame is slightly broken
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4.5.5 Word Puzzle - Complete the crossword puzzle using vocabulary words from the lessons in this

unit.
&
F ]
H

ACROSS DOV

2 Securty An amount 1 Customer A measure of
paid when you agree to rent a how happy customers feel
house, apartment or when they do business in a
condominium which its owner company.
can keep if you leave before 3 The act of paying for
the end of the agreement. something before you receive it.

3 Customer The 4 Good Something that is
department of an organization given to you without you
that gives help to customers having to pay for it.
and deals with their problems. & Manmgin of An extra

8 standard - It is lower amount of something that you
than the established or allow because there might be
required standard. a mistake.

5 Something that causes trouble 7T Good__ Madebya

or difficulty and is annoying.

company to a customer who

has expenenced a problem with
its products or senices.
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4.5.6. Comprehension Exercises - Read the text below and answer the questions that follow in
complete sentences.

4 STEPS TO HANDLING CUSTOMER COMPLAINTS
by Jim Hartigan

Taking the appropriate action can only be done after hearing a customers' problems, understanding their
feelings and combining it with a sincere apology.

As a lifetime manager and service industry professional, | have a confession to make. | really like the latest
wave of reality TV shows that track the fixing of a hotel or restaurant. Of course, as a hotelier, my favorite is
“Hotel Impossible” on the Travel Channel.

As | watch these shows, I've noticed that beyond the basics of cleanliness and keeping your establishment in
good condition, a pervasive theme throughout seems to be poor customer service. Specifically, team members
in these troubled hotels and restaurants don’t seem to know how to deal with customer complaints. This takes
me back to my roots when we used the acronym HEAT to help team members remember the four steps to
follow when a customer complains. It’s easy to remember, because it’s likely you will take some HEAT until
you turn things around. What is HEAT? I'm glad you asked.

Hear: The first step is to listen to the customer. Hear them out. Don’t interrupt. Sometimes a customer just
wants to vent. Of course, other times they have a real problem that needs solving. Try to listen for cues about
what’s really bugging them. Is it the problem with their meal or their room? Or is it that they are now running
late? If the real problem is time, then that takes a different twist to your solution; you have to solve the
problem fast.

Empathize: Empathy is defined as the ability to imagine oneself in another's place and understand the other's
feelings, desires, ideas and actions. Over the years, | have found the best way to do this (and teach team
members how to do it) is by naming the emotion. You have to articulate to the customer what they are feeling
and validate it. “I understand how you feel, I'd be frustrated too.” Or, “I completely understand and if that
happened to me, it would make me very upset.” By naming the emotion, expressing understanding and
placing yourself in the customer’s place, you begin the process of diffusing the situation.

Apologize: This is a big one, and easy. It goes like this: “I'm sorry.” It can be that easy. Unfortunately, many
line-level team members tend to take this sort of thing personally and feel apologizing for something they may
not have had any control over to be uncomfortable. My advice: Get over it. Nobody said it was your fault. We
aren’t blaming you, so apologize already. To be more powerful, add a little of empathy. “I'm sorry for the
inconvenience this has caused you. I’'m really very sorry this happened.”

Take action: Going from apology to taking action should be seamless. The very next sentence out of your
mouth should be what you’re going to do about the customer’s complaint. The customer deserves to know
what is going to happen next and what they can expect. The foundation to most customer complaints is the
disconnect from what was expected and what actually happened. This is your chance to reestablish an
expectation and deliver on it. Taking the appropriate action can only be done if you really hear the problem,
fully understand the customer’s feelings and combine it with a sincere apology.

So, before you call on my friends at the Food Network or the Travel Channel, take some time and share the
principles of HEAT with your team. | bet you find fewer customer complaints coming to you and more
customer compliments about how team members dealt with unfortunate occurrences. Until next time,
remember, take care of your customers, take care of each other and take care of yourself.
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1. Where did the writer get the idea of H.E.A.T. in handling customer complaints in hotels?

2. What are the important things to remember in the first step (heat)?

3. How would you do the second step (empathize)?

4. What is the best way to do the third step (apologize)?

5. For the last step (take-action), how could it affect the customer expectations?
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Glossary

advance
payment

all inclusive

alternative
accommodations

amenity

American plan

apology

area code
arrival

average daily
rate

bad service

bellboy

below standard

buffet

busy signal/tone

call back

Money paid, usually by check or credit card,
by a guest before arriving at the hotel to
guarantee a reservation.

The rate includes everything, especially for a
single price. For example, meals (breakfast,
lunch, dinner), soft drinks, and typically, beer,
wine, and liquor or even entertainment.

Accommodations other than hotels such as:
vacation home rentals, cruise ships, home-
sharing rentals, timeshares, hostels and
serviced apartments.

Any useful or pleasant facility that provides
comfort, convenience, or pleasure.

A system of hotel management in which a
guest pays a fixed daily rate for room and
meals.

A written or spoken expression of one's
regret, remorse, or sorrow for having
insulted, failed, injured, or wronged another.

A number that represents each telephone
service area in a country.

The act of coming to or reaching a place: the
act of arriving.

A metric widely used in the hospitality
industry to indicate the average realized
room rental per day.

It refers to a situation where the process
server was unable to locate the person being
served.

A man or boy employed in a hotel, club, etc,
to carry luggage and answer calls for service.

Lower an established or required standard.

A meal at which guests help themselves from
a number of dishes and often eat standing up.

A series of sharp buzzing tones heard over a
telephone when the line dialed is already in
use.

The act or an instance of calling back from
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The hotel has a policy of 50% advance
payment upon reservation.

An all-inclusive stay at a tropical resort
hotel.

Manila Hotel offers an alternative
accommodation through a cruise ship.

An Olympic-size swimming pool was just
one of the amenities of the Hotel.

Hotel Benilde also provides American
plan to all of its guests.

I have an apology to make to you — | have
mistakenly booked you in a different
hotel.

Toyohashi’s area code is 532.

They were awaiting the arrival of guests.

Pearl Hotel has an average daily rate of
S150.

The guest complains for experiencing bad
service at the hotel.

Please do not forget to give a tip to your
bellboy.

The facilities and services in this hotel are
below standard.

Are you having a sit-down meal or a
buffet at the wedding?

I can’t call her now. The line has a busy
signal.

I’ll call her back later at noon.



call display

call hold

cancelation

cardholder

cash basis

check in

check out

compensation

complaint

complimentary

concierge

confirmation
number

continental plan

country code

one location or situation to the previous one.

A service feature in which a user may retain
an existing call while accepting or originating
another call using the same end instrument.

A service feature in which a user may retain
an existing call while accepting or originating
another call using the same end instrument.

An act of stopping an order for goods or
services.

One who possesses a card and especially a
credit card.

Paying for all of something immediately, not
at an agreed later time.

Procedure by which an airline or hotel
illy registers the arrival of a passenger for a
or a guest for a stay.

Procedure of vacating and paying for one's
guarters at a hotel.

Something that makes you feel better when
you have suffered something bad.

A written or spoken statement in which
someone says that somebody has done
something wrong or that something is not
satisfactory.

Something given or supplied without charge,
as lodging, transportation, or meals,
especially as an inducement to prospective
customers.

A concierge works at a hotel helping guests
make restaurant reservations, getting
directions, or anything else they need
assistance with.

An alphanumeric code used to identify and
document a booking.

Hotel room rate that includes the cost of a
continental breakfast.

Short alphabetic or numeric geographical
codes (geocodes) developed to represent
countries and dependent areas, for use in
data processing and communications.
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Using the call hold service you can then
put the first call on hold, allowing you to
answer the other incoming call or to
make a second outgoing call.

Using the call hold service you can then
put the first call on hold, allowing you to
answer the other incoming call or to
make a second outgoing call.

The company anticipates that
cancellations and rescheduling of existing
hotel reservations will adversely impact
its image.

Tadashi is a visa cardholder.

If you do not pay on a cash basis, then
you forgo the cash discount.

Your check-in time at Heritage hotel is
14:00.

We checked out from our hotel at 5 a.m.
to catch a 7 a.m. flight.

She received 51,000 in compensation for
losing her Rolex at the hotel.

We’ve received a complaint from one of
our guests about offensive language of
the hotel staff.

If your hotel includes breakfast with the
price of your room, they may call it a
complimentary breakfast.

If you were staying at a hotel, the
concierge could recommend where to
find the best coffee in town.

Your confirmation number is 989378-980
for a 2 night stay at Ramada.

The hotel provides a continental plan
breakfast for free.

The country code of the Philippines is
+63.



credit limit

customer
expectations

customer
experience

customer
feedback

customer loyalty

customer
satisfaction

customer service

departure

deposit

dial

dial tone

discounts

double room

downgrade

due out

empathy

The maximum amount that a person may
charge on a credit card or borrow from a
financial institution.

Perceived-value customers seek from the
purchase of a good or service.

The way someone feels at all stages of doing
business with a company or organization.

Information coming directly from customers
about the satisfaction or dissatisfaction they
feel with a product or a service.

The fact of a customer buying products or
services from the same company over a long
period of time.

A measure of how happy customers feel
when they do business with a company.

The department of an organization that gives
help to customers and deals with their
problems.

The action of leaving, typically to start a
journey

Sum of money paid into a bank or building
society account.

Call (a telephone number) by turning a disk
with numbered holes or pressing a set of
buttons.

A sound that a telephone produces indicating
that a caller may start to dial.

A reduction in the usual price of a product or
service.

Guest house, hotel, or inn room shared by
two people. It may have one double bed or
two single beds.

An act of downgrading, as in status, rank, or
amount.

The room is expected to become vacant after
the following day’s checkout time.

The ability to share someone else’s feelings or
experiences by imagining what it would be
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I didn't know if | could buy the new car
with my credit card, because it might
cause me to exceed my credit limit of
$15,000.

The quality of your customer service is
almost wholly determined by your ability
to meet your customer expectations.

We aim to improve the customer
experience by responding more quickly to
queries.

Customer feedback is a vital way to get
honest opinions on your services or
products from people who are familiar
with them.

Our customer loyalty program offers
rewards and incentives to regular
customers.

Manila Hotel receives consistently high
customer satisfaction ratings.

If there is a problem with your stay in the
hotel, please call one of our customer
service team.

Tada’s departure time is 08:45 a.m.

You have to deposit at least 50% of the
total cost of your hotel room.

Please dial 980 to have a local call at
Room 902E.

| have tried to call Tahiro but there was
no dial tone.902E.

The price without discount will be around
G558

The double rooms at Pacific Hotel feature
comfortable beds, a flat-panel high-
definition TV, ample work space and
high-speed Internet access.

We decided to downgrade our room to a
cheaper one.

Mariah Carrey’s due out is on December
9, Tuesday at 16:00.

We have to give empathy to our
unsatisfied customers.



European plan

extended stay

frequently ask
questions

front office

front office
receptionist

fully-booked

goodwill freebies

goodwill
payment

guarantee

guest cycle

guest folio

guest history

guestbook

hang on

like to be in that person’s situation.

The situation in which the price of aroomina
hotel does not include meals.

Usually applies to stays of at least 5 or 7
nights in the hotel.

Frequently asked question: a question in a list
of questions and answers intended to help
people understand a particular subject.

Marketing, sales, and service departments
that come in direct contact with the
customers.

A person who works at the front desk of a
hotel, greeting and assisting guests.

A situation of unable to offer any
appointments or accept any reservations due
to no available vacancies.

Something that is given to you without you
having to pay for it, especially as a way of
attracting or keeping your support for or
interest in something.

A payment made by a company to a customer
who has experienced a problem with its
products/services in order to try to keep the
customer.

To promise that something will happen or is
true.

Describes the activities that each guest passes
by from the moment he/she calls to
communicate a reservation inquiry till he/she
departs from the hotel.

It contains all transactions of both cash and
credit occurred by each resident guest in a
hotel.

The guest history provides all the necessary
information for a speedy reservation or walk-
in.

A book in which visitors to a particular place
may write their names, addresses, and
remarks.

To keep a telephone connection open.
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European Plans do not include meals or
drinks, therefore, if you choose this
option, you will need to budget in for
food, drinks, taxes, and tips.

The Yamawake family booked an
extended stay at Diver’s Hotel in Bohol.

If you have any problems, consult the
Frequently Ask Questions on our hotel
website.

He proceeds to the front office to ask for
any available rooms.

The front office receptionist has just
given their room keys.

Unfortunately, we can no longer accept
more room reservations as the hotel is
fully-booked already.

The hotel offered him a goodwill freebie
of free one week hotel accommodation at
Boracay Residences.

Although the hotel refused to pay her
claim, they did offer her a goodwill
payment of S5,000.

Mariana’s Grand Hotel guarantees its
top-quality amenities and services.

The quality of the guest cycle is
dependent on the quality of front office
operations and the processes in place to
handle guest needs.

This is the guest folio screen. This is
where you check in a guest, enter
information about the guests and their
stays.

I’m afraid that you do not have any
record in our guest history.

Thank you for choosing our hotel, please
sign in our guestbook.

Thank you for calling CSB, please hang on
as | connect you to the local line.



hang up

hot card

house limit

inconvenience

international call

investigation

key card

late charge

liability

local call

logbook

long distance call

long stay

manager on duty

To end a telephone conversation.

A debit or credit card that may not be used
because it has been reported lost or stolen.

In a hotel or other establishment, the
maximum extent to which credit will be
extended before payment is requested.

Something that causes trouble or difficulty
and is annoying but not serious, or the
condition of being in such an annoying
situation.

A call that is made between different
countries. This telephone call is processed by
international gateway exchanges (switches).

The careful examination of a crime, problem,
statement, etc., especially to discover the
truth.

A small plastic card, sometimes used instead
of a door key in hotels, bearing magnetically
encoded data that can be read and processed
by an electronic device.

A charge imposed on an account for a
payment that is either made late, or is not
made.

Legal responsibility for something.

A telephone call made within a local calling
area.

A daily journal which may chronicle unusual
events, guest complaints or requests, and
other events.

A telephone call made outside a defined local
area, usually to another distant city/state.

Applies to stays of at least 5 or 7 nights,
depending on the hotel. Long stay discounts
usually are in the form of weekly rates, and
monthly rates, which are discounted even
more.

He or she ensures that the hotel operates
efficiently and effectively when the general
manager is away.
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I did not like what he said so | hanged up
the call.

If a thief (or anyone else) attempts to use
a hot card, the transaction will be
declined.

The hotel has high maximum amount of
house limit for pay-per-view movies and
telephone calls.

Changing planes was an inconvenience,
but there were no direct flights.

You will be charged S2 per minute for any
internal call that you will make

The cause of the fire is under
investigation.

Each guest will receive individual key
card.

I had paid a late charge of S50 for
smoking inside my hotel room.

Warning notices may not be enough to
absolve a property owner of liability for
visitors’ injuries.

Could | make a local call to Room 809E, |
just want to talk to my friend.

Front desk agent’s record in the log book
any activities, problems or situations that
may require action throughout their shift.

I need to call my mother in Tokyo, could |
have a long distance call?

Those who reserve long stays are
typically engaged in business far from
home (e.g. consultants), or are in need of
temporary housing for a relocation, or
while their own home is being renovated.

The manager on duty performs the more
basic managerial tasks, while the General
Manager concentrates his efforts to the
more complex assignments.



margin of error

maximum
capacity

modified

American plan

night manager

no show

occupancy

off-peak season

overbooking

package

peak season

pick up

pre-payment

proof of

purchase

rack rate

rate

rebate

refund

An extra amount of something, such as time
or money, that you allow because there
might be a mistake in your calculations.

The all-out number of available and or
allowable rooms, guests, events etc. In any
hotel, restaurant or building.

A system of hotel management in which
guests pay a fixed daily or weekly rate for
room, breakfast, and lunch or dinner.

He or she is responsible for all aspects of the
hotel that go on overnight.

A guest who made a room reservation but did
not register or check in.

It pertains to the occupancy rate for hotels.

At times when prices are lower because not
as many people want something or want to
do something.

Accepting more reservations than there are
available rooms.

A vacation that includes various things such
as a hotel room and transportation in the
price.

A part of the year when many tourists visit a
place and travel costs are therefore higher.

To answer an incoming telephone call.

The act of paying for something before you
receive it, or the amount of the payment.

A document that shows that you have paid
for something, for example, a receipt.

The official or advertised price of a hotel
room, on which a discount is usually
negotiable.

A fixed price paid or charged for something,
especially goods or services.

A deduction from an amount to be paid or a

return of part of an amount given in payment.

An amount of money that is given back to
you, especially because you are not happy
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The hotel management estimates that its
borrowing requirement this year could
reach S150 million, subject to a wide
margin of error.

The pavilion hall of the Pearl Hotel has a
maximum capacity of 10,000 guests.

We chose the Modified American Plan
for our trip to Paris, France because our
afternoons were so packed with activities
that we only planned to eat two meals a
day, anyway.

The night manager needs to be ready to
respond to a variety of situations such as
late check-ins, intoxicated guests and
loud parties.

One night's room charges is the typical
penalty for a no show incident.

The hotel has a total of 500 rooms’
occupancy.

| travel off-peak season whenever | can
to save more money.

The Sky Hotel had overbooking which
resulted to shortage of available rooms.

We put the best flight and hotel packages
together for you so you don't need to
search for both of them separately.

It expensive and demanding to travel
during peak season.

It is ringing, kindly pick up the phone.

Send your hotel room reservation with
pre-payment by check.

You'll be asked to provide proof of
purchase, upon your arrival at the hotel.

The hotel's rack rate is 5275 that can be
negotiated as low as S80 including meals.

Our single room has a fixed rate of 5350
per night.

Manila Hotel gives a rebate of 55.00 for
every room you book.

When | went on business to Peru, the



register

registration card

replacement

reservation

reservation

status

room block

room rate

room service

safety deposit
box

security deposit

self-catering

single room

sleep out

stayover

with a product or service that you have
bought.

A book, or other record, which guests sign
and which becomes the permanent record of
an establishment's guests.

It is a card that includes details of the
reservations like room type, room rate, billing
instructions, arrival and departure date etc.

A thing or person that takes the place of
something or someone else.

An arrangement to secure accommodations
at a restaurant or hotel, on a boat or plane,
etc.

An indicator of a room's long term availability
for assignment.

A portion of a hotel's inventory of rooms set
aside for a particular period of time for a
client. Room blocks are commonly reserved
for conventions and meetings.

The price a hotel charges for overnight
accommodations.

Service provided in a hotel allowing guests to
order food and drink to be brought to their
rooms.

A secure box or safe for storing valuable
items; specifically one of several, each for the
use of a particular person, in a vault in a hotel
or other facility.

A n amount paid when you agree to rent a
house, apartment, etc., which its owner can
keep if you leave before the end of the
agreement or damage the property.

(Of a holiday or accommodation) offering
facilities for people to cook their own meals:

A hotel room or bedroom designed to be
used by just one person.

A guest is registered to the room, but the bed
has not been used.

The guest is not expected to check out today
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office refunded my expenses.

You have to sign on the hotel register
upon check-in.

Upon receiving the registration card, you
have to sign on it.

She has agreed to take on the role of
hotel manager until a permanent
replacement is found.

Make sure to have your hotel reservation
two weeks before your visit.

This Mr. Santos, may | know my
reservation status in your hotel for the
month of January?

Reserving hotel room blocks is the best
way to ensure your wedding guests have
a place to stay nearby your reception.

The hotel has an average room rate of
S$500 per night.

In that case, vacation is all about the
first-class seats and the best hotels or, at
the very least, ordering room service
without looking at the prices.

Each room in the hotel has at least one
safety deposit box.

The hotel offers its guests room
reservations for a security deposit of
S$100, rather than the full 51, 000
installation cost.

Guests stay in self-catering apartment
hotels.

Three of the remaining bedrooms are
single rooms and have fitted wardrobes.

The hostel and resources manager said:
‘The sleepout is not just about one night.

We went and got drunk and did a
stayover, which is when you stay in your



tentative
booking

timeshare hotels

transfer

travel agent

triple room

twin room

upselling

voucher
waitlisted
booking

walk-in guest

walking guest

wash down

and will remain at least one more night.

When reservation is waiting bookers
confirmation.

These are sometimes referred to as

“vacation-interval" hotels. Timeshare hotels
are where the guests who purchase the
ownership of accommodations for a specific

period.

A hotel transfer refers to the method by
which you get from the airport or arrival point
to your hotel.

A person whose job is to help people who
want to travel by buying plane tickets, making
hotel reservations, etc.

A triple room accommodates up to 3 people
with either one double and a single bed or a
combination of beds and roll-aways.

Hotel room containing two single beds.

A sales technique whereby a guest is offered
a more expensive room than what he or she
reserved or originally requested, and then
persuaded to rent the room based on the
room's features, benefits, and his or her
needs.

A pre-paid coupon that can be exchanged at
certain hotels for a night's lodging.

A reservation kept on hold due to hotel over.

A guest who arrives at a hotel without a
reservation.

Turning away a guest who has a reservation
because of a lack of room availability.

Blocking fewer rooms than the number
requested by a group, based on previous
group history.
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city but you go to a hotel.

Until you forwarded your confirmation
number, your reservation is just a
tentative booking.

New York Hilton Midtown is one of the
top timeshare hotels in New York.

Ramada Hotel offers free airport to hotel
transfer services to all of its guests.

If you want to book your next holiday
abroad, you should look for a travel
agent that you can trust.

A triple room is designed to
accommodate three or more people.

Our twin rooms have an average rate of
5300 per night.

I don’t usually accept upselling offers as
my budget is often fixed.

I have won a hotel voucher of 3 night stay
at Shangri-la Hotel.

It is no big surprise to have waitlisted
bookings during Christmas.

Walk-in guests are not usually
entertained during peak seasons.

We are ought to avoid to have walking
guests as we value quality service at the
hotel.

Due to lack of participants who confirmed
their attendance, we are forced to wash
down our early reservation.
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MODULE 4

Bar Management Vocabulary

IDEV2—/VTIE, N—OEE, R, B, T LTUA VICETIHREOEGEBEREL
F9, I, N—=T o — LI EEZTLH T T gl LTOREIC
DONTHPATHE ET,

CDED2I—IVEBLTHLEEAFIMA T oM LHFEFEH (Module 4 D Can-Do BR)

| CAN...

v' Understand and use terms relevant to the history and development, basic parts and design of a
bar.

v' Have basic communication skills needed in understanding responsibilities of a bartender/bar
professional.

v" Understand and use terms used in the bar, basic service procedures and policies and customer
and guest service skills.

v' Be aware of the operational processes involving bar management and the managerial function
in the bar service.

v' Be familiar with the classification of wine, wine making process and development, wines of the
world and some wine labels.
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Unit 1
The Bar

In this lesson, you will have the basic knowledge of terms relevant to the history and development,
basic parts and design of a bar using the target vocabulary words below.

Target Vocabulary

alcohol glassware wine bar bar die
aroma hard drink beer bar stools

bar space menu back bar
beverage cocktail lounge music bar under bar
garnish full bar front bar operations

4.1.1 Self-Study Practice the spelling of the target words for this lesson. Write down the words that
you see in the pictures below. Some clues/letters are given.
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4.1.2. Cloze Test. In the following passage about the “definition of bar” some of the words have
been left out. Read the passage carefully and fill in the blanks with the correct words in the box
below.

Defining the 1 is "a place or a counter, where one can get food and

2 service, both 3 and non-alcoholic." Initially known as the

Bar or Tavern designation. Bar comes from the word "barrier" which means something is blocking,
the wood separates the worker Bar (Bartender) with guests. Wood separation or barrier is called the
"Counter", the counter has other functions that are equipped with high chairs called

"4 ", (Same as number 4) are made in accordance with the wishes and tastes of

a bar (Owner). In the bar guests can sit back order food and drinks they want. As a separator
between the guest bartenders, counter also aims to avoid the drunken guests into the bar and get

drinks at the bar.

The basic parts of the bar are:

a. Theb Bar — this is the counter area of the bar where guest order
6

b. The?7 Bar - It is located at the back of the front counter leaving
sufficient 8 for the bartenders to do their work. This bar consists of

display rack set over the storage cabinet.

c. The9 Bar - It refers to the area under the front bar of the bartender’s

side. It should be designed keeping in mind the kind of drinks to be made, equipment and

10 required, and mixes needed for the drinks.

d.

(Source: http://beverageclassification.blogspot.com/2012/04/history-of-bar.html)

GLASSWARE FRONT BAR BAR STOOLS
ALCOHOLIC BACK BAR BEVERAGE
BAR SPACE HARD DRINKS
UNDER BAR MENU AROMA
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4.1.3. Word Usage: Use the following words in complete sentences. The definition of each word is
given.

1. SPACE - the amount of an area, room, surface, etc., that is empty or available for use

2. GARNISH - something placed around or on a food or in a beverage to add flavor, decorative color,
etc.

3. AROMA - the smell of spirit, liqueur, wine or beer.

4. BAR DIE - vertical structure called which separated the customers from bartenders’ work area.

5. WINE BAR - an elegant bar that focuses on wine rather than on beer or liquor. Patrons of these
bars may taste wines before deciding to buy them.

6. MUSIC BAR - is a bar that presents live music as an attraction.

7. BEER BAR - focuses on beer, particularly craft beer, rather than on wine or liquor. A brew pub has an on-
site brewery and serves craft beers.

8. FULL BAR - serves liquor, cocktails, wine, and beer.

9. OPERATIONS - an act or instance, process, or manner of functioning

10. BEVERAGE - any potable liquid, especially one other than water, as tea, coffee, beer, or milk

4.1.4. Writing a summary. \rite a short paragraph to introduce your basic knowledge of the bar to
your classmates and instructor. You may write using simple sentences only. Use the words in this
unit’s vocabulary list.
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Unit 2
The Bartender/Bar Professional

In this unit, the students will have basic communication skills needed in understanding
responsibilities of a bartender/bar professional.

Target Vocabulary

aperitif carafe food harmony stressful
bar brand chill measurement shot
barista efficiently service upscale
bartender concoction tasks smoothies
bartending distilled recipe flaring

4.2.1 Self-Study - Using an online dictionary, practice the pronunciation of the target words for this

unit.

4.2.2. Picture Identification — Write the word that best describes the picture in the space provided.

99M_AS_R_M_N__ 10.B_RT_N R
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4.2.2. Matching Type — Choose the correct word in column B that fits the definition given in column A.
write the letter in the provided space.

Column A Column B
1. a drink consumed before a meal to stimulate appetite. A. Bartending
2. the brand spirit used by the bar unless a specific brand is ordered. B. Chill
3. male or female bartender who serves hot drinks, like in a café or  C. Bartender

coffee shop

4.  someone who mixes and serves drinks at a bar D. Concoction
5. mixing and serving alcohol at a bar E. Aperitif
6. a container from which wine or other beverage is served. F. Distilled
7. pre-cool a glass G. Carafe
8. mixture of various ingredients H. Food Harmony
9. purified by vaporizing, condensing and cooling the vapor l. Bar Brand
10. wine and food matching J Barista

4.2.3 Reading. Read the following passage and notice how the underlined words are used sentences.
Be able to answer the activity that follows.

Bartenders’ Job Tasks

Bartenders work at restaurants, bars, clubs, hotels, and other food service establishments. Although
most bartenders work indoors, some work outdoors at pool or beach bars or when tending a bar at
catered events.

During busy hours, bartenders are under pressure to serve customers quickly and efficiently, while
ensuring that no alcohol is served to minors or overly intoxicated customers.

Bartenders perform repetitive tasks, and sometimes they lift heavy kegs of beer and cases of liquor.
In addition, the work can be stressful, because they often deal with heavily intoxicated customers to
whom they must deny service.

Because bartenders often are in the front line of customer service in bars and restaurants, a neat
appearance is important. Those who work in upscale restaurants and bars may be required to wear
uniforms, including ties or aprons, which are typically provided by their employers.
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(Source: http://www.myplan.com/careers/bartenders/articIes—35—3011.00.htmI?art=3&sid:fafa1db7a6a9511b625ac22c0131e384)

Choose from the word/words in the box below which has/have the same meaning as that of the
underlined words. You may go back to the previous passage and check how the words are used.
Write the word/words on the space provided each word.

1. TASKS /

2. EFFICIENTLY /
3. SERVICE /
4. UPSCALE /

5. STRESSFUL /

TAXING COMPETENTLY ASSISTANCE EFFORTLESSLY EXPENSIVE

WORK ANNOYING LOAD RICH HELP (noun)
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4.2.4. Writing a Job Description: Write a short sentences summarizing the tasks of a bar
professional/bartender using this card guide.

A bartender is/does

A barista is/does

A bar professional is/does
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Unit 3
Bar and Beverage Service

In this unit, the students are expected to have knowledge of the terms used in the bar, basic service
procedures and policies and customer and guest service skills.

Target Vocabulary

standard cooler double frappe
call brand crusta standardize hot
chaser procedures eggnog system
successful daisy fizz nip
collins dash flip off warm

— 143 —



4.3.1. Self-Study - Practice the spelling of the following target words. Write them down TWO
times without looking at what you wrote previously.

1. STANDARD

2. STANDARDIZED

3. SYSTEM
4. OFF WARM
5. FRAPPE

6. SUCCESSFUL

7. EGGNOG

8. COOLER

9. CALL BRAND

10. FIZz

4.3.2. Matching Meaning: — Choose the correct word in the box below that fits the definition given in
column A. Write the word in the provided space. The first letter is given as a clue.

1. A drink consisting of ginger ale, soda water, and a fresh spiral or twist of citrus fruit rind, served in a
collins or highball glass. C

2. Adrink akin to a sour which is served in a tall glass with soda water or seltzer water.
C

3. A traditional holiday drink containing a combination of eggs beaten with cream or milk, sugar, and
liquor such as brandy, rum, or bourbon. E

4. An oversize drink of the sour type normally made with rum or gin. It is served over crushed ice with
a straw, and sweetened with fruit syrup. D

5. Adrink served at room temperature. O

6 A partially frozen, often fruity drink. It is usually a mixture of ingredients served over a mound of
crushed ice. F

7. A mixer that is consumed immediately after a straight shot of liquor to create a different taste.
C

8. A quarter of a bottle. N
9. An effervescent beverage. (i.e. that which is carbonated or which emits small bubbles.) F

10. A small amount of a liquid added to a drink. Usually no more than four drops. D
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DASH DAISY CRUSTA CHASER
FRAPPE EGGNOG OFF WARM COOLER
FlZZz COLLINS NIP CALL BRAND

4.3.3. Cloze Test: Fill in the sentences with the appropriate word from the list below to complete the
passage about the steps involved in bar operations. The parts of speech of the words are given as
clues.

successful standard system procedures standardized

eggnog chaser call brand off warm frappe

Steps involved in Bar Operations

Bar operations involve careful handling; of all kinds of alcoholic drinks and converting their contents into
revenue. Standard operating (1) noun (SOP) set by the establishment must be strictly
followed during the service. The bar staff is completely responsible for the drinks received from the cellar
and must maintain the record of bottles received, returned, quantity of drinks sold, revenue generated,
breakages, spillage, beverage cost percentage, etc. and also for the guests' satisfaction.

To make the bar operations (2) adjective and to control the cost effectively, the following initial
steps must be taken.
« Establish the drink size for straight drink.

*(3) verb the recipes for all cocktails and other mixed drinks.

« Establish control (4) noun —both cost and revenue.

The starting point for beverage operations and control is establishing standard portion size for 'straight
drinks' and (5) adjective recipes for 'mixed drinks'. All bar staff must ensure that it is followed

throughout the operation. Without establishing the standard drink size and standard recipes, it will not be
possible to ensure consistency in the quality of products and service extended to the guests and will be
difficult to control the cost and arrive at meaningful information. The objectives of standardizing the size and
recipes of the drinks are to

» Ensure consistency in quality of products and service

* Assist in training the staff

(http://hospitalitynu.blogspot.com/2012/06/bar-operations-procedures.html)
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4.3.5. Word Usage— Choose the appropriate word in the box below these items to complete the
following sentences.

1. There are entrepreneurs in the country even though they started small.
2. The barista added to a drink for it to be complete.
3. He served an drink right away to make sure the guests are satisfied.

Drinks those are neither cold nor warm to meet customer’s needs.

4. When the customers like their drinks very cold and frozen, they usually order

5. They follow step by step in managing the bar in order to meet guests’

satisfaction.

6. They the recipes and even glass wares to efficiently serve the customer.
7. The that individuals create makes the company organized.
8. During the holidays, the bartender likes to serve which is a combination

eggs beaten with cream or milk, sugar, and liquor.

9. For the customer not to be intoxicated for drinking hard drinks, he drinks

to create a different taste.

10. Jack Daniel’s is a popular requested by customers all the time.

4.3.6. Writing — Write a short paragraph about the passage. What do bar and beverage service
entail? In each sentence, make sure you use at least one word from the unit’s target vocabulary.
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Unit 4

Beverage Management

MAIN MODULES: MODULE 4

In this unit, you will be familiar with terms about the operational processes involving bar
management and the managerial function in the bar service.

Target Vocabulary

manager
cobbler
digestif
experience

float

one part
expertise
pick-me-up
pinch

punch

sangaree
delicate
over-the-top
credibility

spirits

squeeze
straight up
recommendation
thumping

satisfaction

4.4.1. Self-Study - Pronunciation. Practice the pronunciation of the following words. The capital
words are the ones with stress (emphasis). In the space provided, write down a direct translation of
the given words using your language.

MA n ager
Straight UP

RE commendation
SA tisfaction

EX perience

EX pertise

CRE dibility

Pick me UP

DE licate

over the TOP
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4.4.2. Reading and Comprehension — Read this excerpt from the article “Standing out - Getting
Right What Most People Get Wrong About Wine” by Brian Mitchell, Principal, Mitchell Performance
Systems and be able to match the definition of the words on column A to the words on column B.
Some of the words used in the target vocabulary are underlined.

The Dangers of Not Knowing Enough

Poor wine recommendations are given equally by inexperienced staff, and by extremely experienced
staff - by those who don't know much about wine, and those who think there's nothing they don't know.
Consider the inexperienced staff member asked for advice in a situation in which they cannot (or
choose not to) fall back on the expertise of a sommelier or manager.

Waiters are often asked for wine recommendations by customers. This is an indication of the authority
front of staff have, if only they knew how to use it. But the typical response is to dig through their mind
for the last wine they tasted from the list they thought was "nice." What if that wine was an over-the-
top one, but the customer was really after a delicate pinot experience like sangaree. What if the wine
was a bright and small Beaujolais, but the host of that table had in mind a thumping red?

Notwithstanding, chances are the recommendation will be accepted. It's presented, opened, poured
to taste, tasted... and rejected. And it must be taken back. This wine has been recommended to them,
not chosen themselves. It's an entirely different situation to when a customer makes their own
selection and then decides they "just don't like" the wine, which has no faults. Establishments vary in
their policies to the latter situation (and insightful wine servers can head off a poor choice to avoid this
happening too often... by qualifying). But a recommendation that does not meet the table's
satisfaction is going back.

If the place is lucky, they have a manager or experienced member of staff who can hand-sell that
bottle by the glass, ensuring wastage is minimized. But that's not always the case, and even when it's
achieved, while a loss of profit might have been averted, there's still the damaging loss of credibility,
not just to the waiter in question, but to the establishment as a whole.
(http://hotelexecutive.com/business_review/4620/standing-out-getting-right-what-most-people-get-wrong-about-wine)

1. one who directs the business A. expertise
2. outstanding in size or quality B.

recommendations

3. atall chilled and sweetened wine/liquor garnished with nutmeg C. credibility

4. surpassing a goal or quota D. experience
5. special skill or knowledge E. satisfaction
6. the fulfilment or gratification of a desire, need, or appetite F. manager

7. the quality of being believed or trusted G. over-the-top
8. afavorable statement concerning character or qualifications. H. delicate

9. exquisite, fine, or subtle in quality |. sangaree

10. (noun) event or situation J. thumping
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4.4.3. Word Puzzle. Complete the words of the following definitions by attaching the correct

letters.

w
P

[¢)]
o
=2
(@]

o o
o u
m C
o

N
—

A tall drink of any liquor served in a collins or highball glass with
shaved or crushed ice and garnished with fresh fruit and mint sprigs
A drink designed to relieve the effects of overindulgence in alcohol.
It is a measurement term, meaning a small amount used for solid
and dry ingredients.

A drink consumed after a meal.

Without mix or ice

A party-size beverage consisting of fruit, fruit juices, flavorings and
sweeteners, soft drinks, and a wine or liquor base.

Another term for alcoholic drinks

A wedge of fruit for guest to add into a drink.

It is any measurement that you want it to be.

It is a small amount of liquor poured on top of a drink.

4.4.4.Word Classification: Encircle the type of drinks from the following pool of words.

manager

cobbler

digestif

experience

float

one part sangaree squeeze
expertise delicate straight up
pick-me-up over-the-top recommendation
pinch credibility thumping

punch spirits satisfaction

4.4.5. Writing Simple Sentences: Choose five words from the ones which are not circled in the
previous exercise and write your own sentences.

1.

2.
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Unit 5
Wines & Spirits

This unit makes the student familiar with the classification of wine, wine making process and
development, wines of the world and some wine labels using the vocabulary list.

Target Vocabulary

experts pricey varieties local
competition high ball lowball tasted

call drink intoxicated mist nightcap
dry jigger mocktail on-the-rocks
vineyards styles developed improved
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4.5.1. Self-Study - Spelling: Rewrite the following words on the left. Try not to look again when
rewriting. Also, try pronouncing the words repeatedly.

MOCKTAIL

ON-THE-ROCKS

VINEYARDS

INTOXICATED

NIGHTCAP

CALL DRINK

DEVELOPED

TASTED

IMPROVED

STYLES

VARIETIES

4.5.2. Reading Comprehension: Read the article below and classify the following underlined words
into parts of speech based on how they are used in the passage. Write your answers in the
illustration below. (The number per classification serves as clues)

Japanese wine -- getting better

(An Excerpt) By Pamela Boykoff
CNN, “Quality Japanese wine? It's no oxymoron”

Wine experts say thanks to efforts like Misawa’s, the quality of Japan’s wines has improved
significantly in the last five years.

At the Japan Wine Competition, an annual event held in Yamanashi, judges say the focus
now needs to turn to making Koshu a name people recognize.

“] think we have to do various things and encourage people to taste it, because once they've
tasted it they really like to buy another bottle,” says master of wine Lynn Sherriff, a judge at
the Japan wine competition in Yamanashi.
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Koshu wine is produced by
about 80 vineyards in the
Yamanashi prefecture at the
base of Mount Fuji.

One factor that could hold
Koshu back is price. Due to
limited land and high labor
costs, a bottle made from

Japan’s local grape will set
you back more than many
other varieties.

The wine pares well with Japanese food though, and can make a nice companion for
travelers already splurging on Japan's infamously pricey food.

Koshu isn't the only grape used in the Yamanashi vineyards.

Wines are also made from the Muscat Bailey A, a grape variety that’s been developed for
the Japanese climate. It can deliver wines in a variety of styles.

Wine writer Denis Gastin believes Koshu is just the beginning of an international journey for
Japan’s wines.

“There's a good story there, and the world will enjoy that story," he says. "It's starting to be
told with Koshu, but there are many other stories as well."

(Source: http://travel.cnn.com/raising-glass-japanese-wine-669571/)

o], 2. 3.
o], 5.
Nouns
\
*6 7. 8
Verbs
4
\
9,
*10.
Adjectives
J
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4.5.3. Word Puzzle: Complete the following puzzle to know the meaning of the target words. The
number of letters is presented as clues (number of box) and one letter is also revealed.

10.

T

drunk or influenced by alcoholic drink, causing someone to lose control

R

The term applies to the classic martini that requires no vermouth or only 1-2 drops.

H

Any spirit served with ice and soda water in a medium to tall glass.

L

A short drink made of spirits served with ice, water or soda in a small glass.

G

A small measurement for liquor

L

A liquor and mixer, of whicl
Bacardi and Coke)

S

h the

iquor is a defined brand. (ie. Tanqueray and Tonic,

A liquor served over a glass filled with crushed ice, often a way of serving liqueur as an

after dinner drink.

T

a non-alcoholic drink; virgin

P

A wine or liquor taken before bedtime.

H

A wine or liquor poured over ice cubes.
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4.5.4. Synonyms: Encircle the word in column | that is synonymous to the word in column II.

EXPERTS PROFESSIONAL, INEXPERIENCED
COMPETITION AGREEMENT, OPPOSITION
VINEYARDS FIELD, OCEAN

PRICEY EXPENSIVE, CHEAP

STYLES DISORGANIZATION, PATTERN
VARIETIES SIMILARITY, MIXTURE
DEVELOPED ADVANCED, PREMATURE
TASTED DISLIKED, SAVORED

IMPROVED ENHANCED, DAMAGED

LOCAL TOWN, NATIONAL

4.5.5. Writing a short paragraph: Using at least five words from the previous exercise, write a
few sentences describing your wine/drinks experience in a recently visited bar.
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Glossary
Term

alcohol
aperitif
aroma
back bar
bar

bar brand
bar die
barista
bartender
bartending
beer bar
beverage
call brand
call drink
carafe
chaser

chill

Definition
distilled or fermented beverage like whiskey,
brandy, rum or vodka

A drink consumed before a meal to stimulate
appetite.

The smell of spirit, liqueur, wine or beer.

the shelf or counter space along the wall
or backing of a bar area

a counter where alcoholic drinks are served

The brand of spirit used by the bar unless a
specific brand is ordered.

Vertical structure called which separated the
customers from bartenders’ work area.

male or female bartender who serves hot
drinks, like in a café or coffee shop

someone who mixes and serves drinks at a
bar

mixing and serving alcohol at a bar

Focuses on beer, particularly craft beer,
rather than on wine or liquor.

liquid drink intended for human consumption

When a customer specifies a certain alcohol
brand.

A liquor and mixer, of which the liquor is a
defined brand. (i.e. Tanqueray and Tonic,
Bacardi and Coke)

A container from which wine or other
beverage is served.

A mixer that is consumed immediately after a
straight shot of liquor to create a different
taste.

Pre-cool a glass.
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Usage

Serving alcohol to minors is not allowed.

We were served peppermint iced tea for
aperitif.

The whiskey's aroma is already
intoxicating.

Most of the tasks of the bartender happen
in the back bar.

Would like to drink at the bar or do you
prefer to be at this table?

San Miguel is the only bar brand we have
for beers.

The customers usually place orders in the
bar die.

The barista was quick to serve my espresso.

The bartender must also be skillful in
flaring.

In bartending, you need some knowledge
of chemistry.

The beer bar has an on-site brewery and
craft beers.

We serve alcoholic and non-alcoholic
beverages.

Blossom Hill is a popular call brand for
wine.

A call drink generally costs more than well
drinks, because it’s a mix of a popular or
branded spirit.

The cocktail is served in a glass carafe.

Would you like a soda as chaser for your
rum?

Our beer is served in a chilled glass.



cobbler

cocktail lounge

collins

competition

concoction

cooler

credibility

crusta

daisy

dash

delicate

developed

digestif

distilled

dry

efficiently

eggnog

experience

A tall drink of any liquor served in a collins or
highball glass with shaved or crushed ice and
garnished with fresh fruit and mint sprigs.

a public room, as in a hotel or airline terminal,
where cocktails and other drinks are served.

A drink akin to a sour which is served in a tall
glass with soda water or seltzer water.

a contest for some prize, honor, or advantage:

mixture of various ingredients

A drink consisting of ginger ale, soda water,
and a fresh spiral or twist of citrus fruit rind,
served in a collins or highball glass.

the quality of being believable or worthy of tr
ust

A sour-type drink served in a glass that is
completely lined with an orange or lemon
peel cut in a continuous strip.

An oversize drink of the sour type, normally
made with rum or gin. It is served over
crushed ice with a straw, and sweetened with
a fruit syrup.

A small amount of a liquid added to a drink.
Usually no more than four drops.

fine in texture, quality, construction,

to bring out the capabilities or possibilities of

A drink consumed after a meal.

purified by vaporizing, condensing and cooling
the vapor

The term applies to the classic martini that
requires no vermouth or only 1-2 drops.

performing or functioning in the best possible
manner with the least
waste of time and effort

A traditional holiday drink containing a
combination of eggs beaten with cream or
milk, sugar, and a liquor such as brandy, rum,
or bourbon.

a particular instance of personally
encountering or undergoing something

— 156 —

The guests were given cobblers as welcome
drinks.

They serve good hard drinks in the cocktail
lounge, where customers also get to
unwind.

| will have collins because | want something
a bit sour.

There is a competition that features all the
bartending skills in the city.

The cocktail concoction includes grenadine,
a bit of vodka and orange juice.

The cooler has citrus flavor mixed with
ginger ale and soda water.

The manager's credibility is being tested all
the time.

During the break, many ordered crusta for
its sour taste.

Daisy is served over crushed ice with a
straw, and sweetened with a fruit syrup.

Add a dash of grenadine syrup to the mix.

Bartending is a delicate type of job.

The manager developed the bar bringing
the it to a more effective state

White wine is a good digestif after white
meat for a meal.

Distilled water is served to ensure quality
of service.

The customer requested for dry as her drink
for the night

The manager efficiently serve the
customers all the time.

During the holiday, people usually order
eggnog because of its taste.

The customer's experience in the bar is our
primary concern.



expertise

experts

fizz

flamed

flaring

flip

float

food harmony

frappe

front bar

full bar

garnish

glassware

hard drink

highball

hot

improved

intoxicated

expert skill or knowledge; expertness; know-
how

a person who has special skill or knowledge in
some particular field;specialist; authority:

An effervescent beverage.

A drink/shot of high alcohol that is lit on fire
while served.

process of entertaining bar guest with the
manipulation of tools in mixing drinks

A chilled, creamy drink made of eggs, sugar,
and a wine or spirit.

It is a small amount of liquor poured on top of
a drink.

wine and food matching

A partially frozen, often fruity drink. It is
usually a mixture of ingredients served over a
mound of crushed ice.

this is the counter area of the bar where guest
order beverage

serves liquor, cocktails, wine, and beer.

decoration or embellishment

drinking vessels

alcoholic beverages

Any spirit served with ice and soda water in a

medium to tall glass (often a highball glass).

A drink served with extra spice.

to increase in value, excellence, etc.; become

better

drunk or influenced by alcoholic drink, causing
someone to lose control
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The bartender's expertise is to flairtend.

The managers are considered to be experts
of that field.

The fizz as a drink emits small bubbles
because it is carbonated.

The flamed shots are usually enjoyed by the
customers.

Flaring is a skill being mastered by all
bartenders.

Brandy and sherry flips are two of the
better known kinds.

The good bartender only offered float for
the tipsy customers.

To ensure overall satisfaction, food
harmony is always being taken into
consideration.

Frappe is usually a mixture of ingredients
served over a mound of crushed ice.

The front bar is the place where customer
sits with other customers and socialize.

Every bar has a full bar where they serve all
kinds of drinks.

Bartenders are also creative for they serve
food with garnishes.

The glassware in the bar are of the finest
quality.

The men who are stressed out after work
usually order the hard drinks.

The highball glass is an extra tall glass seen
in many posters.

The customers who like spices usually like
hot spirits.

The bars in the city have been improved for
customer's convenience.

They bartenders usually know if the
customer is already intoxicated so they will
not serve him drinks anymore.



jigger

local

lowball

manager

measurement

menu

mist

mocktail

music bar

nightcap

nip

off warm

on-the-rocks

operations

over-the-top

pick-me-up

pinch

pricey

a small measurement for liquor

pertaining to a city, town, or small district rath
er than an entire state or country

A short drink made of spirits served with ice,
water or soda.

A person who has control or direction of an in
stitution, business, etc., or
of a part, division, or phase of it.

use of jiggers or shots in mixing drinks

a list of the dishes served at a meal

A liquor served over a glass filled with crushed
ice, often a way of serving liqueur as an after
dinner drink.

a non-alcoholic drink; virgin

Is a bar that presents live music as an
attraction.

A wine or liquor taken before bedtime.

A quarter of a bottle.

A drink served at room temperature.

A wine or liquor poured over ice cubes.

An act or instance, process, or manner of func

tioning or operating.

Surpassing a goal, quota, or limit.

A drink designed to relieve the effects of

overindulgence in alcohol.

It is a measurement term, meaning a small
amount used for solid and dry ingredients.

expensive or unduly expensive
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Some of the drinks have jiggers only to
avoid customer's intoxication.

The local bars are usually the most
improved ones.

The lowball can be a soda in a small glass.

The manager is the one in control of the
bar operations for it to be successful.

The bartender knows the measurement of
each drink.

The menu of the restaurant is being
improved every now and then.

I will have mist after dinner.

Ladies often order mocktail at the bar.

They play jazz in that music bar.

My dad takes a shot of whiskey for a
nightcap, because he feels it makes him
sleep well.

We only had a nip of that whiskey.

Ask some ice cubes if you don't want your
drink served off warm.

Would you like your whiskey on the rocks?

The bar is in operation during the holidays.

| can take another shot, | am over the top
so I'm really tipsy now.

To avoid hangover, try this bottled pick-me-
up to relieve your headache.

There is a pinch of salt in that margarita.

Call brands are bit pricey.



procedure

punch

recipe

recommendatio

n

sangaree

satisfaction

service

side car

smoothies

space

spirits

squeeze

standard

standardize

stool

straight up

stressful

style

an act or a manner of proceeding in any actio
n or process; conduct.

A party-size beverage consisting of fruit, fruit
juices, flavorings and sweeteners, soft drinks,
and a wine or liquor base.

instructions in preparing a drink

Anything that serves to recommend a person
or thing, or induceacceptance or favor.

A tall chilled and sweetened wine/liquor
garnished with nutmeg

Representation in favor of a person or thing.

an act of helpful activity; help; aid

It is a small glass container that accompanies
a drink and holds mix or water.

concocted fruit drink blended with milk and
ice

area in which certain situations occur

alcoholic drinks

A wedge of fruit for guest to squeeze into a
drink.

something considered by an authority or by g
eneral consent as a basis
of comparison; an approved model

to bring to or make of an established standard
size, weight, quality, strength, or the like

a single seat on legs or a pedestal and without
arms or a back
Without mix or ice.

full of stress or tension

a particular kind, sort, or type, as with referen
ce to form, appearance, or character
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The procedure in making this cocktail is
simple.

For the guest to drink, we are serving four
season’s fruit punch.

The bartender has a recipe to prepare the
cocktail.

I'm not sure of what to drink, do you have
any recommendation.

This sangaree is really something different.

Customer satisfaction is very important to
us.

The service was really prompt.

Would you like a soda as side car to your
rum?

Smoothies are so refreshing.

There's some space over there near the bar.

The hotel bar serves various brands of
spirits.

Some lemon squeeze goes well with the
Tequila.

As per standards, alcoholic beverages are
not served to minors.

Standardized measurement is much better
to keep the taste of beverages.

He sat on the stool at the bar by the pool

I don't want my drink with ice; | will have it
straight up.

Bartending could be stressful at times
when there are a lot of customers.

The bartender should unique styles in
flaring.



successful

system

task

taste

thumping

under bar

upscale

varieties

vineyard

wine

wine bar

having attained wealth, position, honors, or th
e like

a coordinated body of methods or a scheme o
r plan of procedure

Definite piece of work assigned to, falling
to, or expected of a person; duty

to try or test the flavor or quality of (somethin
g) by taking some into the mouth

strikingly great, immense, exceptional, or imp
ressive; resounding

It refers to the area under the front bar of the
bartender’s side. It should be designed
keeping in mind the kind of drinks to be
made, equipment

elegant, elite

a number of different types of things, especial
ly ones in the same general category

A plantation of grapevines, especially one pro
ducing grapes for winemaking.

alcoholic drink made from fermented grapes

An elegant bar that focuses on wine rather
than on beer or liquor. Patrons of these bars
may taste wines before deciding to buy them.
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Successful bartenders provide the best
customer service.

The system is in place so everything will go
well.

There are various tasks that a bartender
has to do.

The sangaree tasted sweet.

| could feel the thumping after that shot
you gave me.

The cocktail ingredients are placed under
bar.

Let's go to an upscale bistro for some fine
music and good drinks.

Beverages come in varieties.

Our wine is made from grapes grown in the

vineyards of Italy.

Red wine goes well with red meat.

| was assigned at the wine bar.
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MODULE 5

Hotel Information System

HOSPITALITY PREPARATORY ENGLISH COURSE

-
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COED2—IILEBLTHEENEIZHITONSEEFEA (Module 5 @ Can-Do BIE)
| CAN...

v' Identify the functions of various computer-based systems in hospitality services.

v" Understand the role of information systems in the guest cycle in the hotel business.

v" Describe the processes and functions involving computer use with reservation and room
management.

v" Discuss the functions of cashiering and end of day procedures.

v" Explain the role of information systems in sales catering operation.
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Unit 1
ICT in the Hospitality Industry

This lesson introduces you to the importance of information communication technology in the
hospitality business. In this unit, you will learn basic computer-related terms that gives you an
overview on the role of property management system in the hotel business operation.

Target Vocabulary

administrative database inventory property

audit gigabyte mainframe software

automation hardware management structure

browser interdepartmental manually work flow
controls interface network yield

5.1.1. Self-Study — Look up the dictionary and write how the following words are syllabicated. In the

last column write the number of syllables for each word.

1. browser

2. mainframe

3. automation

4. interdepartmental

5. interface

6. structure

7. property

8. software

9. gigabyte

10. database

— 162 —



MAIN MODULES: MODULE 5

5.1.2 Self-Study — Find the words listed on the right side of the puzzle.
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hardware
controls
manually
management
network
inventory
audit

yield

work flow

mainframe

5.1.3. Reading for Understanding — Read the given adverts that were posted in the internet, then

tell whether the following statement is true or false based on the information you read. Write T if

the statement is true, otherwise write F in the provided spaces (15 minutes).

HOTELOGIX

smart hoteliering

Hotelogix
by Hotelogix

Wk kY (39 reviews)

Hotelogix is a comprehensive and flexible web-based property management system
that helps you manage your hotel operations seamlessly through its Frontdesk, POS,

HouseKeeping, Booking Engine and reporting modules. With Hotelogix, you can
dramatically lower your running costs as the PMS supports all distibution networks and
channels (GDS, IDS, Travel Agents, Channel Managers and Facebook). Hotelogix also
offers a Free Forever PMS Plan which is a single-user plan with all features of the PMS.

View Profile
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SkyWare PMS 2 Visit Website

‘."SKYW .ﬂ&{m by Skyware Systems
A% % W& (2reviews)

Skyware Hospitality Solutions, serving the hospitality industry with 24/7 service and
state-of-the-art technology. is widely recognized for providing hotels, resorts, and
management companies with flexible software solutions. Skyware is a leader in
advanced software tools for hotel owners and operators who need to manage their
business in a real time environment for efficient operational control and profitability.
Skyware's modules can be customized to fit the specific needs of a property. View
Profile

eZee Frontdesk @ Visit Website

((CGZGE by eZee Technosys
%k Ky (18 reviews)

eZee FrontDesk is the complete PMS solution for small, large and very large hotels.. It

covers all aspect of property management & has modules that address front desk,
laundry, back-office, accounting, channel manager, reporting and more. As a complete
hotel management solution, it has found wide acclaim and successfully functional in
more than 1200 clients in 85 plus countries. eZee FrontDesk is easy and quick to
implement which comes with multiple language and backup of 24x7 Live Support
View Profile

Rezware XP7 @ Visit Website
RezMare csm by iRez Systems

o A% WY (7 reviews)

iRez Systems has developed a reservations system that is openly definable and

customizable to match your unique and specific business needs. Rezware has easy to

use state of the art features developed with industry standard tools, for a variety of

platforms ranging from multi-user Windows based computers, to internet, and

enterprise based reservations capabilities. System features include reservations, check-
ins, ticketing, POS inventory, e-payments, CRM, marketing, accounting, and more.
View Profile

Source: http://www.capterra.com/hospitality-property-management-software/

1. A property management system (PMS) offers solution for hotels to

be in control of their operations.

2. Most of the PMS provide software solutions for hospitality
management.
3. The use of PMS yields higher profit and lowers operation costs.
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The PMS helps improve the workflow in the front-office and back-
office.

With computer-based and network connections, multiple users can
collaborate when there is PMS in a hotel.

The PMS cannot be used for inventory.

The PMS also requires quality hardware and internet service.
The PMS can only be used within one department and not between
departments of a hotel.

The PMS is a useful tool to deal with hotel accounts.

Property management deals with managing everything that the

hotel company owns and use for its operation.

5.1.4. Sentence Analysis — Which sentence in the given pair is correct to tell about the meaning of

the italicized word. Encircle the letter of your answer (15 minutes).

1. administrative
a. Auditing and inventory are administrative functions.
b. Record keeping and backing up files are administrative functions.
2. automation
a. With automation of front office works, hotel staff do things manually.
b. With automation of front office works, hotel staff do things computer-based.
3. gigabyte
a. Agigabyte is bigger than a terabyte, in terms of storing data.
b. A gigabyte is bigger than a megabyte, in terms of storing data.
4. mainframe
a. For collaboration, desktops and other workstations are connected to the mainframe.
b. For collaboration, desktops and other workstations are disconnected to the
mainframe.
5. software
a. Programs and other applications are forms of software.
b. Monitors and keyboards are examples of software.
6. hardware
a. Computer hardware are visible tools that make computing possible.
b. Computer hardware are those programs that make computing possible.
7. structure
a. The PMS coordinates hotel functions with a limited structure.
b. The PMS coordinates hotel functions with an interdepartmental structure.
8. interface
a. A Website interface allows the user to move from one site to the other.
b. A Website interface is type of hardware that connects on computer to the other.
9. controls
a. Controls keep data secure and the system safe.
b. Controls open the system for risks, data corruption and malwares.
10. audit
a. The manager conducts an audit of the accounts and transactions at the end of the
shift.
b. An audit is conducted to makes sure that no malware can corrupt the system.
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5.1.5. Cloze Test — Complete the sentences with the most appropriate term. Choose your answer
from the following list (15 minutes).

interdepartmental database network automation inventory
administrative manually yield gigabyte management
1. The main menu of this program provides an to other applications

used in front office management.

2. With the PMS, communication is possible because various office
units are connected in the network.

3. of information serves to make the services to our clients effective
and efficient.

4. The computer hard drive can save 500 of data memory.

5. Allinformation about the daily transactions in the hotel are saved in the
that are linked to the mainframe.

6. Before the hotel used the PMS, front office staff are doing things
like writing down on paper and logbooks all transactions and information.

7. During the , the quality assurance team and the auditor will check
all the hotel properties in place.

8. The PMS allows for the of various work functions that improved
the works and services of the staff, without doing things manually.

9. Faster and better handling of information, customer requests and reservations
more profit for our hotel.

10. Making sure that all property management system works effectively and that all controls
functions are operational is part of the function of the Information
Technology Officer.

5.1.6. Picture Words — Label the following pictures with the most appropriate term to describe each.
Choose your answers from the list below. The first letter is given as a clue (15 minutes).

network inventory property interface browser

mainframe structure management work flow audit

INFORMATION
SYSTEMS MANAGER

L
- =
VY 2. M
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5.1.7. Unit Recap — Examine the picture about a hotel property management system, and briefly
explain how important an information system is to the hotel business. Use the words in the target

vocabulary.
Unlimited POS for
Restaurant, Spa etc.
Facebook
a .... Booking Engine

Central Distribution .

& Reservation System v
Housekeeping, Front Desk
lManagement, Accounts

NS
Detailed Reports <+« «+++++ b Payment Gateway

and Actionable Insights

: .
GDS/DS Connectivity
Travel Agent
and Corporate Sales Systom over 1200 Travel Portals

Source: http://www.hotelogix.com/assets/images/property-management-system.jpg
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Unit 2
The Guest Cycle and Information

System

This lesson reinforces your background knowledge on the guest cycle by introducing you to basic
information system terms used in the front-office management. This unit aims to enable you to
improve your spelling skills, your understanding of meanings of the target vocabulary and their
usage in the workplace setting.

Target Vocabulary

accounts ergonomics ledger portal
allocate financial main menu profiling
application folio maintenance router
back office generate modem terminal
back-up Intermittent period verify

5.2.1. Self-Study -. Review and read about the guest cycle. Visit http://setupmyhotel.com/train-my-
hotel-staff/front-office-training/131-the-guest-cycle-in-hotel.html for the online reading article.
After reading draw a diagram that illustrates the guest cycle. Be ready to share and explain your
illustration to a small group.
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5.2.2. Self-Study - Rearrange the following jumbled letters to form the words in the target
vocabulary.

1. CCAUONTS 11. REDLEG
2. CALLOETA 12. UNEM ANIM
3. NOITPAPILLCA 13. TENAINMNACE
4. BOFC ICKCAE 14. DEMOM
5. PUCK-AB 15. OIDPRE
6. SCMIGEROON 16. LATROP
7. NANFILIAC 17. PORLINFIG
8. OFILO 18. TREOUR
9. NEGRETAE 19. IMERTLAN
10. TERMINTTNTE 20. FRYVEI

5.2.3. Synonyms — Find the word with the same meaning as to the term/ phrases given in the first
column. Circle your answer (15 minutes).

1. unsteady continues intermittent failure
2. produce distribute administer generate
3. confirm verify manage authentic
4. gateway mainframe terminal portal
5. computer program application material property
6. time coverage effectivity profiling period
7. computer automation terminal accounts
8. distribute collect allocate debit
9. account folder register payable folio

10. group of accounts audit back-up ledger

— 170 —



MAIN MODULES: MODULE 5

5.2.4. Matching Meaning — Match the given meanings in column A to the appropriate term in

column B. Write the letter of your answer in the provided space (15 minutes).

1) device converting data to from the telephone line to the router
2) - taking information on customer identity

3) - keeping the machines or equipment in good condition

4) ~ record of payables and receivables

5) - dealing with equipment design for a productive workplace

6) " hotel departments like laundry, engineering, IT

7) ~ device connecting data from the modem to the network

8) - pertaining to money matters

9) ~ stored extra copies of files, data or information

10) - primary interface that contains various applications

A. back-up

B. modem

C. back office
D. financial

E. main menu
F. router

G. ergonomics
H. profiling

l. maintenance

J. accounts

5.2.5. Picture Analysis — Examine the pictures and then complete the following sentences. Choose

your answers from the following list of words (15 minutes).
profiling router terminals folios

modem verify application generate

-

|

accounts

financial

_e :.’L_‘ Computer

— e &
Internet Modem Router 'L\ * A Computer
\
L -
| Phone

Source: http://static.diffen.com/uploadz/a/ad/Modem-vs-Router.png

1. There are two and one mobile device connected to the
network.

2. The transmits the data to the router.

3. The distributes the internet signal to the computers.
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Source: http://www.silverbyte.com/optimapms.html

4. The main menu contains various in the program.

5. To reports, click the application icon showing a printer.

6. To manage guest details, the PMS has application for

7. The post charges option has access to multiple

8. By clicking the RSV Search icon, the front desk officer can the

reservations made by customers.

9. The guest in house icon contains guest and other information
such as arrivals of those who have already checked in.
10. The post charges application in the main menu allows access to

data or billing statements of guests.
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5.2.6. Workplace Language — Complete the conversation with the appropriate word. Choose your
answer from the given list. Be ready to read the dialogues with a partner (15 minutes).

main menu allocate intermittent ledger back-up

portal periodic maintenance back-office ergonomics

1. A: What is making the confirmation process so slow?

B: I’'m sorry Ma’am, we have an internet connection right now.

2. A:How do | open the applications in the property management system?

B: Open the , and you can find the various applications there.

3. A:Where do | record the guest accounts?

B: Jot them down on the

4. A: The computers will be offline from 10:00 AM to 11:00 AM. The IT department will fix

things.
B: Are we undergoing network again?
5. A:Didyou the files for your report?

B: Yes, | did. | saved them in the hard drive and in the cloud network.

6. A:The main menu of this system serves as a to many

applications.
B: You mean, | can access the other applications from this interface?

7. A: My shift at the front desk ends tomorrow. | will miss meeting our guests.

ve)

: Are they assigning you at the ?

8. A: This computer program is so convenient to use. | like how it was designed.

o)

: Yes, it really has an excellent software

9. A. Every month, | need to prepare a report on the financial status of the shop.

B: I am also required to submit reports to the audit team.

10. A: How can we make sure that rooms are still available for the guests?

lvs)

: The system the room based on the reservations made.
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Unit 3
Reservation and Room Management Systems

This lesson introduces you to the basic terms used in handling reservation and room management
systems. In this unit, you will gain basic knowledge of the structures and systems that are used in the
front office to manage reservations and room assignments.

Target Vocabulary

access charge multimedia status
availability identity multitasking surfing

bill posting inquiries programming switch on/off
blackouts intranet rack rate upgrade
brownouts LAN server WAN

5.3.1. Self-Study — Complete the puzzle by spelling out the words from the target vocabulary. Some
letters are given as a clues.

O
—=H | > < | =
m
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5.3.2. Odd Word Out - Find the word which does not mean the same with the rest of the words in
the given set. Underline your answer (15 minutes).

1. switch on turn on exit open

2. navigating surfing browsing programming
3. programming encoding charging formatting

4, bill charge debit pay

5. access operate inquiries utilize

6. occupied free available unoccupied
7. intranet network register connection
8. condition standing multimedia status

9. character identity personality unique

10. improvement enhancement upgrade limited

5.3.3. Identifying Terms — |dentify the term defined or described in the following statements.
Choose your answer from the words below, and write your choice in the provided space (15

minutes).
bill posting brown out LAN rack rate server
black out intranet WAN multimedia multitasking
1. Programmed internal network used between office units.
2. Brief and limited power interruption or loss of electricity.
3. Network connection bound in a limited area.
4, Technology with various capabilities (sound, image, text

etc.)

5. Performing various operations or functions at the same time.
6. Network connection with a more expanded reach.
7. Total loss of electricity covering a big area.
8. Device that shares data between clients or computer users.
9. Advertised or published rate of hotels; usually negotiable.
10. Recording of charges to the guest account.
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5.3.4. Picture Analysis — Examine the pictures and then answer the following question about them.
Encircle the letter of your answer (15 minutes).

~.
N

% /‘\"./\ %

AN / \
‘_ /LAN 5 WAN 5 LAN §

\~/ \~/
: \/5’\/ .
5} LAN’

\~./

Source: http://www.knfegaming.us/2015/10/october-monthly-wan-night/

1. Which of the following statements is true regarding the picture?
a. Thelocal area network connects the wide area network.
b. The wide area networks is made up of several local area networks.
c. The wide area network has limited number of terminals connected to it.

2. Which of the following statements is not correct based on the presented diagram?
a. Both WAN and LAN connect computer terminals to share and access information.
b. WAN is larger in terms of capacity to connect various terminals across office units.
c. Outside access to the hotel reservation system is possible through LAN.

3. Based on the diagram, what can you infer about intranets?
a. People outside can access a company’s intranet without authorization.
b. Intranets use both LAN and WAN to share data and information.
c. Intranets are connected using local area network only.
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= o
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Source: http://www.omgtop5.com/wp-content/uploads/2015/09/server_client.png

What is the function of a server?
a. The server manages the connection of clients in a network.
b. The server provides the power or electricity supply to the network.
c. The server is another terminal that the client can use.

What can happen when the server is switched off?
a. There will be black out in the office.
b. Clients cannot access data, hardware or software resources in the network.
c. There will be continuous sharing of files among clients.

Which of the following statement is true about the network structure connected to a
server?
a. An IT administrator can monitor the status of client terminals in the network.
b. No other client can access the files from the terminals in the network.
c. Remote access to check the status of terminals is not allowable.

Which statement is not true about the operation of various terminals in a network
connected to a server?

a. Multiple tasks can be done at the same time.

b. Clients can have access to data, hardware and software resources.

c. The exchange of information between multiple users is ineffective and inefficient.
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10.

11.

12.

13.

Source:http://asi-frontdesk-hotel-motel-software.en.softonic.com/

With the reservation management system, what are required to verify the identity of the
guests?
a. car model b. valid IDs c. Zip code

How much is the daily rack rate for an overnight stay at deluxe room?
a. 110 b. 100 c. 116

How many super delux rooms are still available to accommodate guest check-in?
a. 37 b.17 c. 54

Which option should you look at to answer inquiries on type of rooms?
a. Room rate b. bill posting c. room available

What information are included in the bill posting?
a. Reservation date, date in, check-in time, total days, cancel time
b. Guest name, address, country, phone and birthday
c. Rate/period, total charges, tax, total rental, amount paid, balance

Which option in the reservation menu tells about a customer’s identity?
a. guestinformation b. room rate c. remarks
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5.3.5. Sentence Completion - Complete the following sentences with the appropriate term from the

given list. Write your answers in the provided spaces (15 minutes).

multimedia switch off programming charge status
surfing upgrade inquiries brownout access
1. Youneeda to access the intranet and reservation main
menu.
2. Always save your files, so you don’t lose them in case of an unexpected

10.

or short power interruptions.

your computer and plug it out from the power source at

the end of your shift.

the internet inside the hotel requires wireless

connection.

This software allows you to play files. You can play

music, videos and display images.

The IT department is a new firewall to secure the office

intranet from malwares and security breach.

Are you going to pay in cash or should we your bill to

your credit card account?

Your booking is confirmed. You have reserved a deluxe

room with us for a two-night stay.

| need to reply to some reservation sent online. We

have a number of people asking for room available during the holidays.

You can the room management and room reservation

systems by opening the main menu, and clicking those applications.
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Unit 4

Cashiering and End of Day Procedures

This lesson introduces you to the basic terms used in cashiering and end of day procedures. The
vocabulary familiarizes you to the functions that a cashier assigned in the front desk or at any point

of sale in a hotel.
Target Vocabulary
balance sheet
credit
currency
debit

e-business

entry
override
payable
point of sale

reboot

receivable
reconcile
reset

risk

scrutiny

settlement
terminal
tickler

time stamp

transaction

5.4.1. Self-Study - Rearrange the following syllabicated words to form the terms in the target

vocabulary.
1. LER-TICK
2. BIT-DE
3. RIDE-O-VER

4. TION-TRANS-AC

5. MIN-TER-AL

6. SET-MENT-TLE

7. A-BLE-PAY

8. TI-SCRU-NY

9. CILE-RE-CON

10. DIT-CRE
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5.4.2. Self-Study — After reading the selection, summarize the job description of hotel room service
or front office cashier. Try to use words in the target vocabulary.

Hotel Room Service Cashier: Job
Description and Requirements

Hotel room service cashiers take food and beverage orders from hotel guests and
process payments. Depending on the size of the hotel, a room service cashier may
also deliver meals to a guest's room. Hotel room service cashiers must have flexible
schedules because they are often needed to work on weekends and evenings. Such
service cashiers often depend on tips from customers for a portion of their pay. No
formal education is needed for this job, though professional experience in a related
industry may be helpful.’

Hotel room service cashiers answer phones, record food orders and process
payments. They are responsible for promoting and suggesting menu items to hotel
guests. They must pay close attention and accurately record the food order, as well as
relay the information to the kitchen or bar to fulfill. Typically, these orders are charged
to a guest’s room; however, customers may choose to pay using cash or credit cards.
Therefore1, room service cashiers must be proficient in processing all types of payment
methods.

A front office cashier posts revenue center charges to guest accounts, receives
payments from guest accounts at check-out, coordinates the billing of credit card and
direct-billed guest accounts with the accounting division. All guest accounts are
balanced by the cashier at the close of each shift.”

Front office cashiers assume responsibility for any cash used in processing front desk
transactions. He / She normally entails answering guest inquiries regarding fees and
services. They may also perform a variety of banking services for guests, such as
check cashing and foreign currency exchange.”

Source 1: http://study.com/articles/Hotel_Room_Service_Cashier_Job_Description_and_Requirements.html
Source 2: http://setupmyhotel.com/job-description-for-hotels/front-office/83-hotel-front-office-cashier.html
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5.4.3. Connecting Ideas — Choose the other part of the sentence that makes the idea complete and

meaningful. Circle the letter of your answer (15 minutes).

1.

10. Change from the total amount paid is

A cashier who is proficient in processing payments

a. checks if the entry in the point of sale terminal is correct
b. Ignores orders from the customers

The balance sheet is prepared by the cashier
a. atthe end of the day
b. atthe opening shift

In case of wrong entry, the cashier should ask the supervisor

a. override the incorrect entry
b. acknowledge the error

A cashier is assigned

a. toa point of sale terminal
b. toaroom reservation software

To verify whether a bill is genuine, the cashier

a. call the security officer to check if the money is fake
b. needs a scrutiny of the tendered money by examining security features

Customers may pay their bills

a. through direct cash payments
b. charged to their credit cards

There should be a time-stamp for every transaction

a. to properly debit charges
b. to monitor efficiency of service

The settlement of guest accounts is usually done

a. upon booking or reservation
b. when the guests check-out

When preparing a balance sheet,

a. debit and credit entries are reconciled.
b. only payables are reconciled.

a. payable to the customer
b. receivable for the hotel

— 182 —



MAIN MODULES: MODULE 5

5.4.5. Sentence Completion — Write the missing word to complete each sentence. You may go
through the module glossary to review the meaning of the following terms (15 minutes)

tickler files credit e-business payable reconcile
receivable reboot debit settlement currency
1. Inlarge hotels, customers can pay using international . The money

they pay is subject to posted exchange rate by the bank.

2. In preparing the balance sheet, the cashier has to the entries made,

to make sure that one account is consistent with another.

3. Areceivable amount is entered under the column of a balance sheet.

4. Afront desk officer is alerted about an event that will happen with the

5. Full of an account means that the customer has paid all charges

through cash or credit card transactions.

6. Additional charges are to the customer account. Customers are billed

for extra charges such as food orders, transport services and others.

7. With the internet is possible. Customers can book or reserve a room

by using software applications through their computer or mobile devices.

8. If a customer incurred other charges, but he still has some receivables, a cashier can

this extra charges to the customer’s receivable account.

9. When the terminal fails, the cashier needs to reset or the system to

make it work normally again.

10. Unsettled customer accounts are considered . These include unpaid

bills that will be collected or settled upon check out.
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Unit 5
Hotel Sales and Catering

This unit familiarizes you with the operations in hotel sales and catering by learning related
functional information system terms. In this lesson, you will have an overview of how important is
technology in the hotel sales and catering functions.

Target Vocabulary

banquet sheet forecasting online/offline revenue
central function sheet operational route
client genuine protocol safety
cookies installation provider set up
encryption malware register wireless

5.5.1. Self-study — Complete the words by filling the spaces with the missing letters.

1. F_R____A T N
2 N T L A | N
3.P_0 | E

4 N R P T 0

6 R T C L

7. G N N

8. O R T N L
9 F T

10. W R L S

— 184 —



MAIN MODULES: MODULE 5

5.5.2. Same or Opposite Meaning — Given the pair of words, identify whether each pair has the
same or opposite meanings. Write SM if they are synonymous, otherwise write OM (15 minutes).

1. online - connected

2. risks - threats

3. wireless - disconnected
4. hidden - encrypted

5. setup - installation
6. client - provider

7. working - operational
8. central - primary

9. genuine - fake

10. safety - security

5.5.3. Making Inferences — Read the following sentences carefully. Answer the question in each item,
by encircling the letter of your answers (15 minutes).

1. Paper bills whether foreign or local currency, must be scrutinized if they are legal tender or
authentic, by checking on their security features. What does legal tender mean?
a. fake b. genuine c. crumpled d. hidden

2. Hotel sales software has security controls to protect the system from intrusive applications
such as virus and malware. What is the main function of security control?
a. routing b. accessibility c. safety d. encryption

3. Wrong entries need overriding to void the transaction. What does void transaction mean?
a. cancelled b. valid c. effective d. correct

4. Customer’s account information such as credit card number and security codes are

automatically hidden and cannot be read by anyone. What is controls procedure called?
a. installation b. operation c. safety d. encryption
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5. Small amounts of information are stored by some websites into your computer. These
accumulate by visiting internet sites and could slow down your computer. What term refers
to these type information?

a. wireless b. cookies c. virus d. pop up

6. A hotel sales software is operational 24/7 and at real time. Hotel guests can book a
reservation and identify sales or discount rates online. Aside from online visibility, what
does a hotel sales software primarily offers to potential guests?

a. revenue b. proficiency c. protocol d. accessibility

7. Booking and reservation payments can be made online through the hotel sales software.
The software contains security controls that protect the customers’ account. What is the
main reason for installing security controls in the hotel sales software?

a. encryption b. safety c. accessibility d. connection

8. A hotel sales software promises to increase business profit while lowering costs, because of
online visibility and accessibility anytime. This will not require direct marketing, and so
increase income. What is another term for business profit or income?

a. revenue b. expenses c. loss d. gross

9. Businesses like hotels which need internet access are clients to an internet service provider
(ISP). ISPs offer connection to a wide area network. Which company usually provide internet
services in a country?

a. transportation b. catering c. telecommunications d. banks

10. Hotel customers can access booking and reservation online system through the hotel sales

software. What’s another word for customer?
a. clients b. suppliers c. caterer d. administrator

5.5.4. Connecting Ideas — Choose the other part of the sentence that makes the idea complete and
meaningful. Circle the letter of your answer (15 minutes).

1. During catering a service, hotel staff are guided in the event

a. through the function sheet which list down all things about the occasion.
b. with the balance sheet that shows the financial standing of the hotel.

2. To know the food and beverage that will be served in the event

a. check the function sheet
b. check the banquet sheet

3. Generated reports and details on hotel sales, booking and reservation inquiries,

a. are useful information for forecasting trends and business growth.
b. are hidden information that cannot be read by anyone.
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4. Food and beverage charges that are not part of the catering package are
paid
a. atthe cash register

b. through the online sales software

5. Stage, banquet, dining tables, sounds, lights and tapestries

a. are usual installations needed in a catering setup
b. are common setup for an information system

6. Using the Point of Sale terminal enables the front desk officer

a. route orders to the kitchen or the bar
b. monitor the event and the program

7. Encryption of data , to protect valuable information from risks.

a. istemporary procedure that is modifiable from time to time
b. follows a set of programmed procedures or rules for transmission

8. Dollar, Yen, Peso and Euro are

a. accounts payables
b. currency or money in a particular country

9. Sales revenue can be increased through

a. lowering operation costs
b. increasing operation costs

10. Point of Sale terminals are connected to a server
a. which acts as a central access point to receive and transmit data
b. which acts as a control unit to encrypt secured information

5.5.5. Group Discussion — Read the following selection and be ready to discuss your answers to the
guestion to your class (15 minutes).

1. How important is sales and catering software to improving hotel operation and increasing
revenue?
What are the qualities you need to become an effective catering manager?
How do you monitor catering operations?
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What skills do | need to be an effective hotel catering
manager?

Do you prefer to party ‘till you drop---or to plan a drop-dead party?

If the latter is your answer, then you may have what it takes to be a successful hotel catering
manager. The Hospitality Industry is always looking for quality hotel catering managers and if
you have what it takes, expect to be rewarded on both a personal and professional level.

Let’s see if you can measure up. Here are 5 skill-sets that are crucial to achieve success as a
hotel catering manager:

Sales Proficiency - Catering sales typically provide a significant portion of revenue for a full
service hotel. In fact, catering sales can be the number 2 contributor of revenue! (Exceeded only
by guest room sales.) That means the pressure is on you to maximize dollars at every
opportunity. Hopefully, your hotel will provide you professional sales training, if not, look
elsewhere. There are books, on-line courses, catering and/or sales associations to help you
learn effective sales skills.

Food and Beverage Knowledge - Hotel catering revenues are made up of food and beverage
sales, function room rental and miscellaneous income (audio-visual, electrical, etc.) Food and
beverage sales, however, contribute the overwhelming majority of the mix. A natural passion for
quality food and a creative approach to menu composition is critical to your success.

Study the competition, see what kind of menus they have and make yours better. Meet with your
chef and design menus to his strengths. Attend wine tastings, food and wine pairings,
restaurants and special events at different venues-be on the constant lookout for innovative
ideas to increase your knowledge. Your clients will trust and respect your knowledge as a
professional hotel catering manager. Your reward will be increased sales and loyal, satisfied
clients!
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Attention to Detail - There is no room for a “big picture” hotel catering manager! The key to your
success will be how well you manage even the smallest details. It will be up to you to find or
develop a comprehensive checklist for every event you plan. Take nothing for granted. Every
hotel department that is involved (kitchen, banquets, engineering, valet etc.) requires timely,
concise instructions on how to make your event a success. Your clients expect you to have all of
your bases covered, don’t disappoint.

Customer Service - You must put yourself in the shoes of your customer. You are familiar with
the hotel staff, event space, pricing and hotel policies-your guest may not be. Answer inquiries
the same day, preferably within 1 or 2 hours. Send appropriate information regarding your hotel
in a timely manner. Contact your prospect and answer questions, quote prices or whatever they
may need. Hopefully your prospect will book an event with you and become your customer; but
your service doesn't end there.

Greet your customer on arrival and introduce them to key staff members. Depending on the
complexity of the event(s), check in with them throughout their stay. Take pride in the fact that
you are offering a valuable service and that you are thrilled they have selected you and your
hotel.

Interpersonal Communication - As a hotel catering manager, you may be one of 50 employees
or one of 5,000. Regardless of the size and scope of your hotel, you can’t provide for your
customers by yourself. Your face-to-face, written and electronic communication skills will either
elevate you to long term success, or prove to be your downfall.

If you already possess these 5 skill-sets or want to master them through training, the Hospitality
Industry has a place for you as a professional hotel catering manager!

Source: http://event-planning.yoexpert.com/catering-4682/what-skills-do-i-need-to-be-an-effective-hotel-cat-32821.html

NOTES:
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Glossary

access

account

administrative

allocate

application

audit

automation
availability

back office

back-up

balance sheet

banquet sheet

bill posting

blackout

brownout

browser

to obtain information by using an
application, examine or receive data

record of accumulated or summarized
financial data

relating to the management of a
company, business, organization

distribute resources or duties for a
purpose

computer program that performs a
specific task

examination of information systems and

financial accounts, for accuracy and
completeness

technique making a process or system
work by itself

being available, free or usable

functional areas of the hotel where
personnel have little or no direct guest
contact

copy of files or data to prevent
information loss

listing of the financial position of the
hotel at a particular point in time, this
official financial list includes assets,
liabilities and owner's equity

a listing of the details of an event at
which food and beverages are served

process of debiting and crediting

charges and payments to the guest folio

total loss of electricity

partial loss of electricity

software applications through which
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Hotel guests can access the internet through
wireless connection.

The guest account contains all bills and
charges that the customer has to settle
before check out.

Supervisors and managers perform
administrative duties to make sure that the
hotel operation runs smoothly.

Rooms are allocated on first come first serve
basis or reservations made.

The room reservation software is an
application included in the hotel property
management system.

Every end of day, balance sheets are audited
to check entries and reconcile accounts.

Computer technology allowed for the
automation of many business operations.

Room availability is affected by the season
and even the weather changes.

The laundry area and the engineering
department are at the back office.

Save your data also in drive D for back-up.

The cashiers prepare the balance sheet at the
end of day that will be submitted for audit to
the accounting office.

Catering service managers and staff should
keep the banquet sheet in hand to make sure
that all food and beverage are ready and
served as needed.

Cashier should be responsible in bill posting
to make sure that charge and payment
entries are correct.

During summer, power failure causes
blackouts in the city, so generators must be
ready.

A short circuit can cause brownout in an
office unit.

Most hotel sales software are compatible to



central

charge

client

controls

cookies

credit

currency

database

debit

e-business/commerce

encryption

entry

ergonomics

financial

folio

forecasting

function sheets

generate

users access the Web

of great or primary importance; at or in
the center

amount or price asked for a product or
service; to post the bill using a credit
card

customer/ network user

defense mechanism or
countermeasures to protect information
assets

small amounts of information that Web
sites store on your computer,
temporarily

an entry on the right side of the
account; to add an amount to an
existing account

specific kind of money that a country
uses

group of locally related files that stores
data and the association among them

to take money from an account

includes buying and selling of goods and
services, as well as serving customer or
dealing with business partners using
online transactions

process of converting an original
message into a form that cannot be read
by anyone except the intended receiver

information or data input

study of how people create
physiologically to machines or
equipment

matters pertaining or related to money
such as income or profit

record of accounts receivable

process of predicting future events and
trends in business

listing of things regarding an event or

function

produce something
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be used with any internet browser.

The function of server is central in the
regulation of data request and exchange.

Please charge my bill to my credit card
account.

Clients are connected through LAN or WAN.

Security controls are important to protect the
system from hacking or breaking down.

Surfing unsecured websites allow the internet
to leave your terminal with some cookies.

The balance sheets contains credit and debit
accounts that are reconciled during audit.

Yen is the currency in Japan.

The database must be secured from any
threat or breach in controls.

You can debit the amount from my bank
account.

With e-business, you can buy or sell online.

Through encryption highly secured
information are not readable by some users.

Entries in the balance sheet include financial
information like debit and credit accounts.

The computer chair is so convenient and
relaxing because of its ergonomics.

A balance sheet presents financial
statements of a business in operation.

Receivable accounts are recorded in the folio.

Forecasting is important for business
stakeholders to have an idea of future growth
or potential market.

The function sheet is useful tool that records
the items needed in an event.

The property management system has an
application to generate reports such as



genuine

gigabyte

hardware

identity

inquiries

installation

interdepartmental

interface

intermittent

intranet

inventory

LAN

ledger

main menu

mainframe

maintenance

malware

management

something authentic or original

1024 megabytes of formatted capacity

actual computer equipment such as
CPU, keyboards, monitors and printers

fact about the who or what the person
is like

a PMS feature that enables

management to maintain a current view

of operations and finances

process or action of putting something
in place or position

between departments or units

a device or point where two or more
computer users, programs or
applications are interacting

unsteady, irregular or not continuous

private network

a complete list of items, property,
supplies etc.

local area network; geographically
limited connection of devices

grouping of accounts

on-screen list of all available individual
programs or modules in the system

large computers used for extensive
computing that are accessed by
thousands of users

the act of keeping up something
operational or working

malicious software such as virus and
worms

process dealing with the control of
business operations and functions
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balance sheet, inventory and forecasts.

A genuine paper money contains security
features and does not fade immediately.

This computer has a 500 gigabyte capacity to
store information.

Check all hardware connections to make sure
that the computer will work.

A valid ID with picture is needed to confirm
identity of guests.

Some customers place a call for reservation
inquiries, while others send their questions
through email.

Network installation needs modems, cables
and ports.

Interdepartmental communication is possible
through a wide area network.

The software has user friendly interfaces that
allows easier navigation from one application
to another.

During peak hours, the internet connection is
intermittent; it’s so difficult to download and
upload files.

The intranet is usually accessible to members
of the organization only.

Based on the inventory, the hotel needs to
purchase new towels and other supplies.

All terminals in the office are connected to a
local area network (LAN).

The auditor needs to see the ledger to check
the entries from two weeks ago.

The main menu is your portal the various
applications in this property management
system.

For large-scale data applications and
information processing, organizations depend
on the function of a mainframe.

Every week, the IT department conducts
computer maintenance to check that all
terminals are in good operating condition.

Viruses, worms, Trojans, spywares, adware
are all types of malware that intrudes a
computer and may cause potential harm.

Effective management yields profit.



manually

modem

multimedia

multitasking

network

online/offline

operational

override

payable

period

point of sale

portal

profiling

programming

property

protocol

provider

not using any device, computer or
technically

device that converts signals from analog
to digital and vice versa

computer-based integration of text,
sound, images and video

the management of two or more tasks,
running in the computer system at the
same time

a connecting system that permits
different computers to share
information

terms that refer to the status of
connection of a computer to an internet
service provider or the Web.

ready for use; of or relating to routine
functions and activities of a business or
organization

bypass certain limits or controls built
into the computer program

accounts that need to be settled or paid

time covered

an outlet in the hotel that generates
income, such as restaurant, gift shop,
spa or garage

website that provides point of access to
critical business information

process of collecting and recording
information about a person

translation of a systems design
specifications into a computer code

something owned or possessed by
someone

set of rules and procedures of
transmission across network

a telecommunications company that
offers or renders internet service
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If the system is down and the terminal is not
working, you need to log the transaction
manually.

The computer transmits data over telephone
lines or cable connection through a modem.

The event tonight will require multimedia for
the business presentation.

The front desk officers are used to
multitasking as they need to do so many
things at the shortest time possible.

The terminals in the front office are
connected in a local area network.

Customers can have online access to the
reservation system, through mobile phones
or their personal computers.

The property management system is
operational throughout the day.

The cashier asked her supervisor to override
the system because to void the transaction
because of a wrong entry.

The customer have an outstanding balance
1,500. USS, payable to the hotel.

The end of day period is usually at night shift
when front desk officers are relieved from
their duties.

A cashier is assigned to a point of sale, to
take orders, receive payments and record
transactions.

The hotel’s homepage serves as portal to
useful information about its location,
facilities, rates, promotions and photo
gallery.

Profiling guests provides helpful information
of who prefers to stay in the hotel.

Data encryption requires programming skills.

Property management is more systematic
with software applications.

Passwords are required because that is one
protocol to keep the system secured.

Internet service providers offer broadband or
wired connection.



rack rate

reboot

reset

reconcile

register

risk

route

router

safety

scrutiny

server

settlement

setup

software

status

structure

surfing

connection

the highest room rate category offered
by a hotel

restart a computer intentionally or
unintentionally

to adjust a system or program to its
previous or altered configuration

make an account consistent with
another

a device used to record financial
transactions

the likelihood that a threat will occur

send or transmit data/information

communication processor that routes
messages through several connect LAN
or WAN

being protected from danger, risk or
potential harm

critical examination or observation

computer that provides access to
various network services, such as
printing, data and communication

arrangement of payment for a
transaction, service or purchase;
collection of payment for an
outstanding account balance, bringing
the balance to zero

arrangement of things or objects;
process of making things (machine or
computer) work

set of computer programs that enable
the hardware to process data

condition of a person or thing

the way units of a computer system are
built, organized or arranged

navigating the Web by pointing and
opening a Web browser
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Our rack rate for an overnight stay is 150.00
USS, but we have a special 15% discount.

A malware caused the terminal to reboot
itself.

You need to reset the clock of your terminal
to keep the records and time stamp updated.

A financial statement that is not balanced
needs to be reconciled.

Transaction receipts are automatically
printed by the cash register.

Firewalls are programmed to protect the
intranet and all other systems in the
mainframe from any risk or threat.

All entries from the cash register are routed
to the database through LAN.

Open the router for your wireless connection
to the Internet.

Backing up your files is a safety procedure.

Balance sheets undergo scrutiny from the
auditor.

The server is down, we cannot access the
system at the moment.

Settlement of guest accounts is due upon or
prior to check out.

The setup of wide area network is more
complex than a local area network.

Property Manage Systems is a software
consists of various applications and modules.

We have several reservation requests in
waiting status.

LAN and WAN are complex network
structures.

Surfing the internet is not allowed during
work hours with your front desk terminal.



switch on/ off

terminal

tickler files

time-stamp

transaction

upgrade

verify

void

WAN

wireless

workflow

yield

turn something on/off; to make
something work or not

a computer unit that is connected to a
network or system

files used to prompt notice that certain
events will occur

device to record the current time and
date on folios, mail and other front
office forms

exchange of merchandise, property or
services for cash or promise to pay

raise to a higher standard

to confirm or find out whether
something is true or correct

having no legal effect; not consider
something

wide-area network; a network that
provides geographically wider service or
connection between devices

connection of computer terminals
without cable or wires, through the use
of electromagnetic signals

movement of information as it flows
through the sequence of steps that
make up an organization's work
procedures

to produce as a result of time, effort,
money or work
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Switch off your computers after use.

Cashiers are assigned to point of sale
terminal.

Tickler files alert the front desk officer about
an incoming or scheduled event.

Printed receipts from POS cash register have
automatic time-stamps for every transaction.

On payment transactions, the cashier should
check the receipt, amount paid and change
given.

Loyal and frequent customers have a chance
for an upgrade in their room reservation, free
of charge.

Ask the guest for a valid ID when you verify
their booking reservations.

The cancelled transaction is void.

The property management systems in the
various branches are linked through a wide
area network (WAN).

Wifi operates through a wireless router.

The workflow has become more efficient
with the integration of the property
management system.

Good service always yields better profit.
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RBOXEISESEE T— - ZEZADEL
RAEZ VT 4 ETHALICE > T, SRLEBORBERZBL TRLTL2DIC, TR
ala=g—varh)] EESIENEELESDONLTVWET, DE 0Bz HME L, FHFOL
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Exercise
TNTNOEL LEEFZRODFENRH. TOHEBICEHET IABICONT, MTHRUEEL LS,
(HHIEDEZERNIDHFELVSEKRTEHY FHAL)

Malaysia They do not eat pork.
Muslim

Cows are considered to be

Indonesia special.
Mormonism
They go to church on Sundays.
Egypt
They have prayers 5 times a
. i day.
Hinduism a
India
Fasting is part of their religious
practice.
the U.S.A. Catholic
They have short prayers before
each meal.
Brazil
Women wear scarves.

It is a kind of Christianity.
the Philippines

They do not drink caffeinated

drinks such as coffee.
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BXi - BEEDEL

BEICE LTI, BB Y 7 — 0130, FEARRERORE., ERERHBIC L > TR H
EOENE DR E, FRx BB DREDREMCHELTIELZRT D 2 E13H Y £4, KR
LORFHREMA DT, BFIITEEZHLNEL X 9,

Exercise

ESDENENDEE. TNOEHALLEXERTOLEEL LS,

ol a person who does not eat meat (or often
ala
fish and other food products taken from
animals)
vegetarian health problems or body reaction caused by
particular things such as food, pollen or
artificial substances
vegan
food, particularly meat, prepared
according to the Islamic law
allergy
a vegetarian who does not eat any animal
products including dairy, eggs and other
ingredients taken from animals
dietary habits
different eating habits or preferences
according to one’s culture or living
environment, etc.

Exercise ‘%_‘,"\
1Y RRLTHOREBERICHBILLEABMBESBHLET,. (1.5 58
HIEL L EMREEEHLTHEL &S, '

15 : Tempura Ingredients: fleur, egg, vegetables (pumpkin, green pepper, carrot,

eggplant), shrimp, vegetable oil
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Z DT F A MDD Pre-Seminar, Main Modules (ZHWTIiX, FIZWHNA THRAE X T 4 EL 5%
BETFIS, BHDET VARV A T i EORSGEBE LItz ATEE L, Ll H
AROREIARRR T T AT T < | ABFRIZRHIRES, £ ORGSR AT v, KL TIERAR E
HLHLWVHAROE M X TEE L, A7/ TH, RO KR & B AMFFO Y — B R
ZRMETHLZIAHALHY T, o THARDE MR EOBCETEH LGS, ZOTF AT
FIERT IV~ DOFEEIIMN A, AAMEFOY — 1 2A0BIZ DN T HIEEETEN T & LML)
HYFEI R,

BADE AR, BARICEHDREE

IR EE
TR BXREE M= BEURA AE =
hot spring open-air bath Japanese room g:iﬁrved (private) | en-suite bathroom
BK = Tt Eirloil B E
:{?:lg:gal cotton | hath pai bathtub futon / bedding | floor cushion
e+ EE2 = FRODfe #LAN
legless chair low table tatami mat alcove closet
TEK MEF =a il g S =97
wooden clogs Japanese sweets | traditional local cuisine sake

course meal
B WA 8% = CELE]
Japanese spirit | chef landlady waitress manager
g, tER
4t BF BE k! 1T
shrine temple festival portable shrine float
I i3 MR =S B
autumn foliage | cherry blossoms kabuk i cal ligraphy tea ceremony
R=Mm Ren e JEN=E 2 FhHW
folk craft acquer ware ceramics wrapping cloth hand towel
= EEE R iR JV—2E
chopsticks chopstick rest fan bul let train first-class car
Z0ft (RRXIE. 7= v /RUizd)
T=A B axXRTL NF O EEE
cartoon comic books cos—play pinbal | game bar / pub
hIH47 J7ILR avE= REERIE A A FERH
karaoke casual dining | convenience store ?éigﬁogigfe maid cafe
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MET A T LDEREA
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Exercise

LUTOHAIKATERLTVETH, FIR—VDEE—ENGED

op

AFL&LD,

a casual summer kimono often used as a

bathrobe or sleepwear

a contemporary Japanese café with

walitresses dressed as housemaids

a hot spring bath in a Japanese hotel which
can be reserved for specific customers such as

family members

tableware that is used to rest chopsticks on

a casual restaurant that is catered to families

& HERLGLTRDTZATLOXIEIZDOWNT, AMh—2FEA
THRETHBALTHFEL LS,

l.ﬁ,
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FELTHLS ! [EEE]
Bfbaa=lr—a ACOWTEBMEZFZATES, SEIXERETYT,

I recommend --------- . ~EBEDLET L,

I highly recommend it. Z#uidA( F4 T,

Please try ------- . ~EFORLTATLL IS,

BIZIE L 2T, BHADOREEERICEBOOMBZENLTHEL LI,

5 : 1 recommend oyakodon, which is a dish made with chicken, onion and

egg. It’s seasoned with soy sauce and served over rice in a bowl.

MEHEDHRRAICOHELTHEL LD,

51 : 1 highly recommend masuzushi if you travel to Toyama. [t’s a special

kind of boxed sushi made with vinegared rice and soused trout. Please

try it when you go to Toyama.
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SEER “ENET OFBISFYLY Y [ LikiE]

How to: ~®@ LA iz

How to use —: ~®FEL\A

How to make ———: ~®D¥EY A

How to cook ——:~MFAED LMz
How to eat ——~DEAXRA

How to get to ——:~~AMITEA

BlZIE o -T, BADOEREESERICYDENVAZHALTHAEL LS,

{51 : How to put on a ywkata

First, put your arms through the sleeves. Second, put the collars together at the
front, with your right side tucked under the left. Then, wrap the ob/ around your
waist. Finally, tie the ob/ at the side or the back.

havEZDBICTYDEBRA, FEDEE, TYKDIAYALE, BERL 9
LTIEDEDIZDONT, PYAZEHRBALTHEL &£,

Efo. HL-OHTOBLHBELREGOMEY HHE, KETED LS 5
PTEETH, \ \
[RYKRBDEY A, BT LOBRA, HIREINEY A etc. ]
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FIELD WORK
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EZDOENBREED
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fil

I met Mr. Lee at Tateyama Kurobe Alpine Route. He is from Hong
Kong and visiting Japan with his wife and daughter. It is his
second time in Japan and the first time for his family. In Toyama,
they are going to visit many sightseeing spots. They are especially

looking forward to the hot springs.
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User’s Guide

The contents in this textbook are designed as a workbook style teaching/learning material
intended for students studying for careers in the hospitality industry. In particular, this is an
ideal course book to prepare students for studying at a higher education institution abroad in
the discipline of hospitality management. Students are expected to acquire technical
terminologies through working on various exercises presented in each section of this workbook.

The main modules (Module 1-5) are specifically designed as a preparatory course for
hospitality studies at a university. If your students are planning to study abroad, the main
modules should be fully covered. For details please refer to the syllabus in the user’s guide. The
Pre-Seminar (Module 0) and the Intercultural Communication section are considered to be
non-compulsory/elective and can be used based on the teaching/learning contexts. Please select
relevant modules according to the learners’ needs and lesson schedule.

Pre-Seminar (Module 0) and Intercultural Communication

Pre-Seminar:

This is an introductory ESP course designed for beginners to elementary level learners. This
can be used as a pre-sessional module for beginner/elementary students before they commence
on a course using the main modules of this textbook. Although this module is not compulsory
for students planning to study abroad, it is advised that beginner level students are

encouraged to be introduced to this part of the textbook.

Students are guided through instructions and explanations written in Japanese and they are
expected to try figuring out answers to questions by consulting (on-line) dictionaries and
internet sources by themselves. Approximately 100 terminologies are introduced, but the main
purpose of this workbook is not to equip them with the presented terminologies. Instead, the
course requires students to work on their own or with partners to find answers and useful
information so that they will be familiar with how to use dictionaries and other resources as
well as the ways to be active learners. They are expected to check the correct pronunciation and
in some cases, specific cultural contexts of the target vocabulary. Please encourage the
students to actively involve themselves to the vocabulary building practices and activities. This
workbook is designed for group lessons rather than self-study, with a lot of group/pair activities
involved. However, depending on the students’ needs and curriculum schedule, etc., it can also
be used for self-study. When used for self-study, “Group/pair Work” sections can be simply
ignored or used only for referential purposes. Please make sure that the students are given
guidance from their instructor for checking answers and for correct understanding of

vocabulary and cultural topics when the workbook is used for self-study.
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Recommended internet resources (information as of Feb.2016)
Online dictionaries

weblio (Japanese-English) : http://ejje.weblio.ip

Oxford Learner’s Dictionaries: http://www.oxfordlearnersdictionaries.com

Merriam-Webster’s Learner’s Dictionary: http:/www.learnersdictionary.com

Multi-lingual translation database

Text to speech software

Ai Talk: http//www.ai-].jp/
Hoya Voice Text: http://voicetext.jp/

ESP e-learning with online lessons (commercial program: paid registration needed)
ELTO: https!//www.eltosystem.com

Tatoeba: https://tatoeba.org/eng/ E

Intercultural Communication:

This section introduces students to additional information that will be useful when they deal
with international/multicultural customers in the hospitality industry. This section is also
non-compulsory and can be used in the ways similar to the Pre-Seminar part. The main focus
of this section is to raise awareness about cultural differences and importance of tolerance and
communication skills when serving guests with different cultural backgrounds. Some topics
such as religious issues may not be familiar to many Japanese students. This workbook does
not cover all the issues which are often considered to be important, but it gives students tips

and ideas for intercultural communication by introducing such topics to them.
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Answer Keys (Pre-Seminar & Intercultural Communication)

Pre-Seminar I : 3, check—out, house—keeping, waiting |ist, wake-up call, room service, master key, etc. 4,
medical/healthcare professionals(doctors, nurses, etc.), IT professionals/engineers, wedding planners
Pre-Seminar I : 4, luggage, front desk, business trip, reservation, twin room,

Pre-Seminar II : 3, hangers, kettle, TV/television, remote control, mini bar

Pre-Seminar IV : 4, receptionist/hotel clerk, bellperson/bellboy/porter, housekeeper, concierge, chef
waitress/server

Pre-Seminar V : 3, elevator, second, reception, second floor, escalator, reception, restaurant, first

Pre-Seminar VI : check in, check—in, check—in, check in, check in, check in, check in, check in, check—in, check-in,
want, checking, check, checked, finished, start, 2,v, n, v, n, v, n, v, n, v, n, v, n 3, arrange, cancelation,
pay, booking, registration, confirmation, serve
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Pre-Seminar Review: 3,wheelchair, receptionist(hotel clerk), waitress, no-smoking, first floor 5, reserve,
reservation, arrange, arrangement, cancel, cancelation, pay, payment, book, booking, register, registration
service, serving

Intercultural Communication:

p.200: Muslim countries = Malaysia, Indonesia, Egypt, Hinduism = India, Catholic countries = Brazil, the
Philippines, Mormonismstarted intheU.S./Muslims =no pork, 5prayers a day, fasting, scarves for women, Hinduism
= cows are special (sacred), Catholic (Christianity) = church, prayers before meals, Mormonism = no caffeinated
drinks

p.201: halal = meat prepared by Islamic law, vegetarians = do not eat meat, vegans = vegetarians who strictly
eliminate intake of any kind of animal products, allergy = 7 L JL¥-, dietary habits = different eating
habits/preferences

p.203: informal cotton kimono(yukata), maid café, reserved(private) bath, chopstick rest, casual dining

B o R o e o R o R R R o R o R o R o R R R o R o o e o o R R o o ok S o b o R o R o o o R ok ok o ok o o R o o R o T o R o S o R

Main Modules(Module1-5)
Hospitality English Preparatory Course [Syllabus]

This guide contains the course syllabus, a brief description of the learning activities found in
the students workbook and how to use them. The course syllabus can be presented to the
students as a guide on what will be covered in the course.

This workbook i1s also accompanied by the summative assessment tests that will be used at the
last unit of each module. If time permits, the students can be asked to check their classmates’
answers to the assessment tests. This will enable the class to review the lessons and learn from
the assessment.

The two worksheets, one for translation exercise and the other for the audio-recording must be
given to the students upon completing unit five of each module. The translation exercise
worksheet should be submitted along on the last meeting, prior to taking the summative
assessment for word proficiency.

Likewise, the teacher should require the students to submit the audio recording along online.
The worksheet for pronunciation should also be submitted on the last meeting. This worksheet
will be used by the instructor in evaluating the student’s pronunciation skills. The teacher can
choose what application to be used for the recording.

The instructor may integrate some lesson inputs as needed as long as time permits.

Course Description:

This 45-hour course prepares the learners for their international study on hospitality
management. The course is designed to develop the students’ English vocabulary and
communicative skills in using terminologies in the aspects of front office operation, food and
beverage, bar management and information technology, as well as those used for their
academic growth and successful integration during their hotel internship.

There are five modules in the course. Each module has 6 lesson units that can be completed in
five hours. In every unit, the students will work on their own to complete the self-study
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activities that they should do at home and before the lesson proper. After completing the five
modules, students will take the summative assessment to check their vocabulary skills.

Each unit contains a variety of activities or exercises that the students will complete during
their free time and in the class.

Course Objectives:
Upon completing this course, the students are able to:

e Familiarize with terms used in various areas of hospitality services;
e Articulate specific terms clearly to be intelligible for the listeners; and
e Use terms in meaningful sentences and guided conversations in workplace contexts.

Course Outline

Module 1: Academic English Vocabulary — In this module, students will be familiar with terms often used in the
instructions in the classroom, their spelling, meaning and usage, which enables them to understand course
expectations and requirements as specified in the discipline. The module includes 100 terms.
Units | Themes Learning Outcomes Schedule
1 Getting to Know Each Other | Confidence in introducing one’s self to other members of the 1.5 hrs
class, using a given set of words.
Welcome to Your New School | Familiarization with the new learning environment, the 1.5 hrs
2 academic requirement and expectations as set in the school’s
policies and course outlines.
Setting Learning Goals Appreciation of the importance of having goals and focus in 1.5 hrs
3 their academic life, as expressed using a set of words from
the vocabulary list.
A Academic Success Determination to succeed in their academics as expressed in | 1.5 hrs
their strategies to cope with the academic requirement.
5 The Active Learner Strategic know-how of being engaged in the classroom. 1.5 hrs
5 Summative Assessment Proficiency in using academic English vocabulary in various 1.5 hrs
contexts.

Module 2: Food and Beverage Technology — This module is designed for you to get to know basic, yet important
terms applied in food and beverage services. The various exercises found in this module will familiarize you with
food and beverage operation, such culinary and service skills terms. This also introduces you to some foreign

terms used in hospitality functions.

Units | Themes Learning Outcomes Schedule

Food and Beverage Operation | Awareness on the basic functions and principles of food and | 1.5 hrs

beverage operation.
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2 Basic Food Service Terms Familiarity with the use of basic food service terms. 1.5 hrs

3 Beverage Service Vocabulary] Basic knowledge of selected terms used in beverage 1.5 hrs
services.

4 Basic Culinary Arts Knowledge and ability to use basic culinary art 1.5 hrs

Terminologies terminologies.

: Service Skills Basic knowledge of terms pertaining to service skills and 1.5 hrs
standards in hospitality industry.

6 Summative Assessment Proficiency in using basic terms on food service technology. | 1.5 hrs

Module 3: Front Office Vocabulary - The vocabulary building lessons in this module, will help you improve your

vocabulary and learn new words commonly used in a Front Office work environment. Each unit starts with a list

of words along with their definitions, and an example of how each word can be used in a sentence to help students

better understand the meaning. Once students have read the vocabulary words and definitions in each unit, they

can begin with the exercises. Overall, the module includes 100 terms.

Units | Themes Learning Outcomes Schedule

1 Telephone Skills Basic communication skills in understanding and using 1.5 hrs
correct telephone terms and or phraseologies.

9 Guest Cycle Familiarity to the process checking-in guests with 1.5 hrs
guaranteed and non-guaranteed reservations.

3 Room Reservation Basic knowledge of terms in taking room reservations. 1.5 hrs

4 Room Management Basic knowledge of terms in checking-in and checking-out 1.5 hrs
guests with guaranteed and non-guaranteed reservations.

5 Handling Complaints and Knowledge of terms applied to problem-solving techniques 1.5 hrs

Inquiries needed to resolve guest complaints and inquiries.
5 Summative Assessment Proficiency in using english vocabulary words used in a 1.5 hrs

Front Office work environment.

Module 4: Bar Management Vocabulary - In this module, students are expected to have proficiency and

competency on terms used in the bar, service, management and wines. In addition, they are expected to be aware

of the responsibilities of a bartender/a bar professional.

Units | Themes Learning Outcomes Schedule
1 The Bar Knowledge of terms relevant to the history and 1.5 hrs
development, basic parts and design of a bar.
9 The Bartender Basic communication skills needed in understanding 1.5 hrs
/ Bar Professional responsibilities of a bartender/bar professional
3 Bar and Beverage Service Knowledge of the terms used in the bar, basic service 1.5 hrs
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procedures and policies and customer and guest service
skills.

Beverage Management

Awareness on the operational processes involving bar
management and the managerial function in the bar

service.

1.5 hrs

Wines & Spirits

Familiarization of the classification of wine, wine making
process and development, wines of the world and some wine
labels

1.5 hrs

Summative Assessment

Competence on the vocabulary words used in the bar,

service, management and wines.

1.5 hrs

Module 5: Information System Vocabulary - this module introduces the students to the terms commonly used in the

study of information system in the hospitality industry, Here, students will learn the correct articulation, spelling,

meaning and usage of some terms they will often use when assigned in front of the computer terminals, be it in

front office, as cashiers or in catering services.

Units | Themes Learning Outcomes Schedule
1 ICT in the Hospitality Awareness on the use computer-based systems in various functions | 1.5 hrs
Industry in hospitality services.
The Guest Cycle and Background orientation to the guest cycle through basic 1.5 hrs
2 Information System understanding of terms in information system in the hospitality
industry.
3 Reservation and Room | Familiarization to the terms that describe processes involving 1.5 hrs
Management computer use in the functions of reservation and room management.
A Cashiering and End of | Knowledge of the terms that hoteliers used in the function of 1.5 hrs
Day Procedures cashiering as well as end-of day procedures.
Sales Catering Appreciation of the role of information system in sales catering 1.5 hrs
5 operation as expressed in their understanding of the meaning and
usage of specific terms.
Summative Assessment | Contextual knowledge of common terms that hoteliers need to know | 1.5 hrs
6 to be familiar with the information system operations in the
hospitality industry.

Course Requirement

=

Punctuality and regular attendance in the class.

Active participation during discussion, collaborative exercises and other in-class
activities.

Completion of the self-study activities and other workbook exercises.

On time submission of translation exercises and audio-recording of the target
vocabulary.

Completing the module assessments with an acceptable score of at least 70%.
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Teaching-Learning Strategies

To achieve the stated course objectives, the work-text for the students contains various
exercises that introduce the students to the terms they will encounter and use in their
hospitality management studies.

1.

Self-Study — students will work on these exercises at home. To complete these
exercises, the students need to read the meanings of target vocabularies for each
unit, using the module glossary. The self-study activities are designed to help
students become familiar with the terms in the target vocabulary and improve their
spelling as well as understanding of the meaning of the target words. Each unit has
1-2 self-study exercises for individual students to complete on their own.

Self-Study Check/Review — students will check their answers to their home works,
at the beginning of the class, as guided by their instructor (10-15 minutes).

Pronunciation Drills — students will listen to their instructor as to how the words in
the unit vocabulary list are pronounced and repeat afterwards. This activity can be
done as a whole-class activity or with individual students (10-15 minutes).

Lesson Inputs — the instructor may engage the students in lecture presentations or
classroom discussions as needed to introduce the topic or key concepts, or to review
students about the previous lessons (10-15 minutes).

Workbook Exercises — students will complete the activities found in the workbook
and check their work afterwards. These include 4-5 short activities of various types
that are designed to increase their understanding of the meaning, usage and
function of the terms in the target vocabulary list (45-mins to 1 hour).

Word Translation — in their free-time students will translate the list of English
words in their local language and submit this exercise for checking to their
instructor. This exercise is a component of the module assessment, and it ensures
that the student has accurate understanding of the target vocabulary.

Module Output — individually, students will submit an audio-file or recording of the
100 words in the vocabulary list for each module. They should be able to articulate
each word correctly and submit their recording to the teacher before the start of the
last unit.

Module Assessment — students will complete the summative assessment found in
the last unit of the module and check their answers with their teacher. This
summative assessment consists of 50 items of objective-type tests (1.5 hours).

The various activities include, but not limited to: labeling pictures, reading selections with
follow up vocabulary questions, spelling exercises, crossword puzzles, cloze tests, word search,
fill in the blanks, sentence analysis and matching type exercises. There are also prompts for
guided conversations where students need to use the target vocabulary in work-place contexts.
The work text also includes a glossary of terms derived from the text books or reference
materials specified in the syllabi of the courses they will take in DLS-CSB.

Assessment: Students are graded based on their actual performance. To pass the course, the
student should be able to get at least 70% of the scores in all the activities in the course.

Homework 20 %
Workbook Exercises - 30 %
Module Outputs - 20 %
Module Assessments - 20%
Class Participation - 10%
TOTAL 100%
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