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Building on the skills learned in English 101 this course will introduce the student to the written and
spoken English necessary to communicate with English-speaking guests in a hotel environment.
The presented material will cover situations that might arise in the food and beverage, front desk,
guest services, and housekeeping departments of a hotel..
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At the conclusion of this course a student will be able to:

Provide guests with a description of pertinent facilities.

Practice writing and filling in memos, faxes, application forms, registration forms...
Discuss the staffing hierarchy and internal organization of a hotel (in English)
Introduce the English terminology used in the Front Office department

Develop and practice methods of dealing with and responding to complaints in English.
Plan and arrange for the provision of off—site services in English.

Discuss the language, preparation, and protocol involved in the delivery of guest services to
Very Important Persons.

8. Prepare for and facilitate conferences in English

9. Plan and prepare for tours in English.

10. Plan and discuss the execution of tour operations
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1. Provide guests with a description of hotel
Provide guests with a facilities.
1 description of pertinent 2. Describe types of guest accommodation.
) facilities. 3. Deal with guest enquires.
Make appropriate recommendations to guests.
Write and fill in:
Practice writing and 1.~ Memos
e . 2. Faxes
filling in memos, faxes, .
2. 57 3. Application forms
app.llcatl.on forms, 4. Registration forms.
registration forms 5. Identify and utilize commonly used symbols.
Make appropriate recommendations to guests
Discuss the staffing 1. Identify Departments.
hierarchy and internal 2. Identify job titles
3. organization of a hotel (in | Identify the interrelationship of job titles in a Hospitality
English) setting.
1. Discuss pertinent Front Office terms.
Introduce the English Practice reservation and check-in procedures in
4 terminology used in the English.
: Front Office department 3. Confirm reservations.
4. Allocate Rooms in English
Develop and practice 1. Identify complaints in English
methods of dealing with 2. Deal with and respond to complaints in English.
5. and responding to Follow up complaints in English
complaints in English.
Plan and arrange for the 1. Plan asu ided tour in E ngl}sh. .
. . 2. Describe local attractions in English.
provision of off—site . . .
6 s . 3. Write a leaflet describing local attractions and
services in English. e .
facilities in English.
Identify procedures for hiring a car, bike, boat...in English
Discuss the language, 1. Recognize cultural differences.
preparation, and protocol 2. Respond to, and act accordingly.
involved in the delivery of 3. Identify protocols.
7 . :
guest services to Very 4. Practice protocols.
Important Persons. Write a welcome letter in English.
Prepare for and facilitate 1. Descn‘pe confer.ence fgmhges, rooms layouts,
. . room size and dimensions in English.
8 conferences in English . .
2. Develop a conference program in English.

2009/2008 aalall alad) Ay (e Toltie) dpud al) Aadll o3a (gakai o

(58) o (3) i



Al-Balga’ Applied University

ayyaillclal )l acaly
AL-BALOA'APPLIED UNNERSITY

1997 sle. s

Egagshaill clalgdl Zealy

Plan and prepare for

1. Develop an itinerary for a “fam” tour

in English.

9 tours in English. Discuss available tourist attractions in English.
Plan and discuss the 1. Discuss tour group pegds. in Epghsh.
. 2. Prepare a rooming list in English.
10 | execution of tour

Discuss the components necessary in the execution of

operations. tour operations in English.
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1 - Henderson, Keith(1994) , "English for hotel and tourist industry " high season package, Harding
and Paul .

2-Weissinger, Stewart Suzanne(1992) "A guide to successful Meeting planning," , Wily .
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La description du cours  :dul jall 4l iy

Une revision generale du grammaire fundamental du francais,les expressions generales des

departments de 1'hotel, les procedures de la reservation des chambers et du restaurant, comment

acheter les tours.
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Les objetifs du cours

(MY i) gudald e [jilE e Of el e pad gl Salad sdb e 0
Apres avoir etudie ce cours, l'etudiant doit etre capable a:
1-reviser le grmmaire fundamental et les dialogues generals en francais
2-savoir les expressions generales et les classification des hotels
3-appliquer les dialogues des reservations aux hotels

4appliqger les dialogues pour acheter les tors-
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* Grammaire fondamental
. .
1. Revision generale Le presenj[ ot le passé .
= Les questions et les reponces et les dialogues
generals
La classification des = La classification des hotels
) hotels, les expressions et | * Les expressions et les departments de 1'hotel
’ les departments de = Les employes
I'hotel
Les procedures dela | = Les expressions de la reservation
reservation des = Les conversations directes et telephoniques pour
3. chambers et au reserves les chambers et au restaurant
restaurant = Les noms des nourritures , des repas principales,
des entrees, des desserts, et des boissons
= Les types de transport
4 Les vaccances et les = Les dialogues des clients avec les agences
) tours touristiques pour acheter les tours
= [a description des destination et I'orientation
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-Le Francois de I'hotellerie, centre cultural Frangois, Amman, Jordan
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¢ This course consists of three main components:

1. Effective presentation : which focuses on the main skills involved in giving
presentation from starting and concluding , to handling questions.

2. Effective telephoning: which focuses on the strategies needed to structuring
information, responding positively ,asking the right question ,clarifying ,and
giving feedback.

3. Effective meetings: which focuses on teaching student how to deal with the key
elements of meetings, from preparation and organization through to decision —
making and follow — up action.
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¢ This Course Concentrates On Providing Students with The Core Communication
And Language Skills Needed To:

Make Clear ,Well-Organized Presentations ,And Enables Them To Develop
These Skills In Realistic Ways.

Make And Receive Telephone Calls In English .

Partisipante Effectively In Meeting.

el
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Key Features An
Effective
Presentation
Making Good
Introduction

How To Introduce
Yourself & Your
Talk

& Ay U g st

Advantages Of
Speaking Versus
Reading

Making Awell-
Designed And Well-

Presented Visual Aid.

The Importans Of
Body Language

d-.ﬁ\ﬂ-\ &},..»Y\

Making An Effective
Endingto
Presentation
Handing Questions
Effectivley
Evaluating The
Effectiveness Of A
resentation

Effective
Presentation

Ja¥

At

S

gl y paladil ¢ 5t

Preparing For A
Telephone Call

Key Vocabulary
About Telephonin
Receiving Calls And
Taking Messages

Effective
Telephoning

dewnld
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= Structuring A

Message
= Asking For
oy ol g ) Repetition w3l
= (larifiction And
Responses

= Active Listening And
Reflective Questions
* Handling Complaints
s @3y Ll g st » Recognizing Closing dayludt
Siggnals And
Effective Closing

= Key Features At An
Effective Meeting
Iy he Wl f gyl = Opening Ameeting
’ r*‘ o = Controlling The Ll
S Direction Of
Ameeting

* Interrupting And
Finishing Apoint

*  Questioning And
Clarifying

=  FEliciting ideas and
managing
interruptions

= Obtaining Consensus
and difficult
decisions

*  Summarizing,
clarifying & closing
ameeting

Effective
Meeting
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1. Jeremy Comfort, “Effective presentations”, Oxford University Press, 1995.

2. Jeremy Comfort, “Effective Telephoning ”, Oxford University Press, 1996.
3. Jeremy Comfort, “Effective meetings ”, Oxford University Press, 1996.
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1- Lillicarp, Dennis & Cousins, John (2006) “ Food and Beverage Service” 7"/ed, Hodder Arnold ,
UK.

2- Almanza, Barbara A,& Others (2000) “ Food service Planning- Layout, Design, and Equipment”
4"M/ed, Prentice Hall, USA.

3- Drysdale, John A & Galipeau Jennifer (2007) « Profitable Menu Planning” 4"/ed, Pearson
Prentice Hall, USA.
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1. haivorsen (1998) “eating around the world in your neighborhood”.
2. lacony, DV (1995) “Fundamentals of professional food preparation" A
laboratory text — workboo.
3- Cesarani, V. kinton , R,and foskett, D(1995) “advanced practical cookery”.
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1. Stogo ,M(1998) "Ice Cream and Frozen Desserts, ACMMERCALL
guide to production and marketing" .

2- Casado ,MA(1997) "Spanish Cuisine: The gourmets companion” .

3- Drummond ,ke(1992) ”The Restaurant training program: An Employee training guide for
Managers”.
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1- Kasavana, Michael.L (1998) « Front Office Procedures” 5™ /ed, Educational Institute of the
American Hotel & Motel Association, USA.

2- Abbott, Peter & Lewry, Sue (2005) “Front Office- Procedures, Social Skills, Yield and
Management” Elsevier Butterworth-Heinemann, USA.

3- Bardi, James A. (2007) ” Hotel front Office Management” 4"/ed, John Wiley& Sons,Inc,

Canada.

4- Vallen, Gary K & Others (2004) “ Check — in Check — out” Canadian Edition, Pearson Prentice
Hall. Toronto- Canada.
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A - New Reservation
- Correction R.

- Cancel R.
-Messages.

- Options.

-Add on R.

- Share R.

- Rate Information.
- Waite list R.

- Guest Profile

B -Guest check in
- Correction Ch-in.
- Cancel Ch-in.
-Messages.

- Options.

-Add on R.

- Share Ch-in.

- Rate Information.
- Move Ch-in.

- Changes.

- Guest Profile.

C - Agent Reservation
- Source R.

- Agent R.

- Company R.

Reservations S aagl

- Walk-in
- Groups Reservation Front Disk
- Block Maintenance. A3 aa gl
- Block Header.
- Grids

A —Billing

B — Postings

C — Passer — By
D - Cashier A Bas gl
E —Batch Post

F — Receivables

J — Quick Check Out

Cashier

- House Stats

) day) 1) s
- House Keeping Rooms Management
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- Out of Order Rooms
- Over Booking
-Room History

- Graphics

- Maintenance

- Property Management - PMS
System -S&C dalid) 32n g1)
- Sales & Catering
- Quality Management - QMS
System - ORS Al B2 gl
- Reservation System
- Central Information - OCIS
System - OXI daglad) Baa gl
- X change Interface
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Opera system in Hotels
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1. Executive Housekeeper
2. Assistant Executive Housekeeper pd Jao Cilpuliud g 3) g8
3. Co-coordinator Bl i) 2
4. Floor Supervisor i
5. Public Area Supervisor
6. Room attendant
7. Housemen
8. Maids
:Aa ALYl Sl ) ad ADle e
oY) i) ol —
Llaall aud —
b ikl and —
Ldad) aud -
D plakall and -
il o -
ALl 5 (el and —
1. 0.0.0.-Out of Order
2. 0.0.S.—Out of Service ) yaida o cilall
3. D.N.D. - Do Not Disturb o g maj; @ | D
4. D.N. — Departure not Paid ? -
5. S.0.—Slipped Out
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3-David, K.Hayes, and Jack D. Ninemeis.( 2007 ) ," Hotel Operations Management", 2™ /ed ,
Person Prentice Hall.
4- Alan T, JamesF,( 2006 )" Hotel and Lodging Management"2" /ed ,Wiley.
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This is an Applied English language skills course with emphasis on Listening,
Speaking, Writing, Vocabulary and Grammar in the Tourism Industry.
ol ) Balal) 0]
AUl iy gdad o 1500 e ¢ qultal) (e a8 i Salal) oda A 3 day
1. A discovery approach with emphasis on functional English.
Special focus on daily conversation, listening and speaking skills.
Building a practical and useful vocabulary for applied daily use.

Supportive grammar, reading and writing activities.

A T

Developing activities around authentic reading and listening texts from a variety of sources
used in the tourism industries.
6. Participation in daily discussions about work and on- the —job assignments.

7. Using practical English for the tourism industry.
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= Professional Practice:
= Write a CV.

= Write a cover letter.

= Attend an interview.

= Language focus:

= Question forms.

= Vocabulary:

= Jobs and duties.

= The word skill.

= Action verbs.

= Professional Practice:

= Preparing a short talk.

= Language focus:

= Present simple.

= Present continuous.

= Vocabulary:

= Reasons for traveling.

= Describing a destination.

= Professional Practice:

= Write a letter of apology.

= Persuade a client to buy a package tour.
3. Tour operators = Language focus:

= Present perfect and past simple.
= Vocabulary:

= Tour operators; package holidays.
= Professional Practice:

= Deal with a complaint.

= Solve an overbooking problem.
= Language focus:

= Articles (a/ the / zero article).
= Vocabulary:

= Describing People.

= Misunderstanding.

= Professional Practice:

= Take a telephone booking.

= Prepare an educational report.
S. Travel agencies = Reply to an enquiry.

= Language focus:

= The future.

= Vocabulary:

1. Careers in tourism

2. Destinations

4. Dealing with guests
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= Telephone language.
= The word time.

Seeing the sights

= Professional Practice:

= Recommend sights.

= Describe an exhibition.

* Guide for a famous sight.
= Language focus:

= The passive.

= Vocabulary:

= Places of interest.

= Exhibitions.

Getting around

= Professional Practice:

= Give advice on driving.

= Give underground directions.
= Car hires bookings.

= Hire a motor home.

= Language focus:

= Modal verbs.

= Vocabulary:

* Checking-in.

= Using a dictionary.

Traditions

= Professional Practice:

= Describe a festival.

= Exchange historical facts.
= Recommend a festival.

= Language focus:

= Defining relative clauses.
= Vague language.

= Vocabulary:

= Traditions, the theatre.

Special interest tours

= Professional Practice:

= Exchange hobbies.

= Sell a holiday.

* Organize a three-day cruise.
= The hotel management game.
= Language focus:

= Conditionals.

= Vocabulary:

= Special interest tours.
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1. English for International Tourism — Longman — Peter Strut — 2003.
2. Components: Students’ Book, Students’ Book Audio Cassettes (2), Students’ Book Audio
CDs (2), Teacher’s Book, Workbook.
3. Harding, Keith; Going international — English for Tourism, Oxford. University press,

2002.
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1- Drysdale, John A & Galipeau Jennifer (2007) “Profitable Menu Planning” 4"/ed, Pearson Prentice Hall,
USA.

2 - Spears, Marian C.(2003), " Foodservice Organization" 5"/ed, Person Prentice Hall, New Jersey, USA.
3- Weissinger, Stewart Suzanne,(1992) " A guide to Successful Meeting Planning" Wiley.

2009/2008 aalall alad) Ay (e Toltie) dpud al) Aadll o3a (gakai o
(58) o (46) i



ayyaillclal )l acaly
AL-BALOA'APPLIED UNNERSITY

Al-Balga’ Applied University Aol clalgdl Aealy

1997 sl ol

aali gl
s lally gosisll

A8l 5 oY) Lasaidil)

21801211 A Al Balal) ?BJ

La Langue Francaise Lpd Al) Bl and
(3) daainall cilelud) dac

(2) 4kl clelu) s

(2) el cileludl s

La description de cours

2009/2008 aalall alad) Ay (e Toltie) dpud al) Aadll o3a (gakai o
(58) o A7) it



ayyaillclal )l acaly
AL-BALOA'APPLIED UNNERSITY

Al-Balga’ Applied University Aol clalgdl Aealy

1997 sl ol

Ce cours presente les principes du francais pour les dedutans. Il contient la presentation des
personnes, questions et reponces par des dialogues, les jours de la semaine, les mois de
I'annee, les nombres, les adjectives, I'heure et le tems au present et au passé.

Objectifs

Apres avoir etudie ce cours, l'etudiant doit etre capable a:
1-Apprendre comment presenter lui meme et presenter les personnes.
2-Poser les questions et repondre.
3-Apprendre les jours et les mois de I'annee.
4-Apprendre les nombres
5-Decrire les personnes.
6-Apprendre les professions
7-Limiter 1I'heure

9-Apprendre et appliquer les tems au present et au passé.
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La presentation

1. les letters et les articles
2. la presentation des personnes

3. Salutation

Poser les questions et
Repondre les questions

1-Les forms des questions comme:
= qui
= qu'est ce que
= quand
= ou
= comment
= pour quoi
2-repondre les questions par oui
3-. repondre les questions par non (la negation)
4-limiter la location et I'orientation

5-les preposistions

Les jours, les mois et les
nombres

® ]es jours de la semaine
®* ]les mois de l'annee

= ]les nombres

Les adjectifs persnnals et la
4. profession

= Les adjectifs et la description des personnes

= Les professions

Les temps

-le present(conjugaisons des verbes importants)
-le passé compose

-I'heure et les temps de la journee(matin, soir------- )

6. L'impiratif et 1a possession

-L'imperatif

- les adjectifs possessifs(mon, ma, ton, ta.....) et
demosratifs(ce, cette....)
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1- Panorama, Jacky Gerardet, Jean Marie, Cle international, Paris, 2000.
2- Campus, Jacky Gerardet, Jacque Pecheur, Cle international, Paris, 2006.

3- Le Nouveau Sans Frontieres, Philippe Dominique, Jacky Gerardet, Cle international,
Paris, 2006.
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- Listeria monocytogens
- Salmonella

- Shigella

- Staphylococus aureus

- Clostridium Perfringens
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