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ABSTRACT

The purposes of the research were to 1) compare English speaking skills of the 2"
Vocational Certificated students before and after using simulation and 2) study the students’
satisfaction towards learning through simulations. The sample included 30 students of the 2 year
students of English for Service Business Program at Sukhothai Commerce Technological
College. Research instruments were 1) lesson plans 2) speaking tests and 3) questionnaire. The
data were statistically analyzed bymean, standard deviation and t-test.

The findings revealed as follows:

1. There were significant improvements in the students’ English speaking ability atthe
statistical significance of .01 levels after using simulation.

2. The students’ satisfaction towards learning through simulations was generally found at
the high level.

Keywords: English speaking skills, Using Simulations
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Course Details

Subject/Code English for Tourism Code: 2201-2811
T-P-C 3 (4) * 3+1E (E=E-learning)
Program English for Service Business

Course status

Vocational Courses

Level

Certificate 2

Pre-requisite

64 Periods/ Semester (Theory 16 periods/Practice 48 periods)

Credits 3
Course 1. To understand vocabulary and idiom in tourism industry.
Objectives: 2. To have using English skill in tourism industry.
3. To be realized an importance of English using for tourism industry.
4. To gain students’ in speaking skill.
Course 1. To give information of tourism industry.
Standard: 2. To write message and notice related to tourism.
3. To service the guest at the hotel.
Course To practice giving information about tourism, culture, souvenir, local product,
Description: food and accommodation. Giving suggestion about tourism. Make itinerary,

brochure and related information. Servicing the guest at the hotel in various

situations.




Code: 2201-2811

Syllabus Design

Subject: English for Tourism T -P —C: 3 (4)** 3+1E (E=E-learning)

Level: Certificate 2

Program: English for Service Business

10

Total Theory 16 periods Total Practice 48 periods Total 64 periods
Cognitive Domain Periods
= | Theory | Practice
Z | = =
« <
£ 5| £ g
wa = N
S 2 s| 7 B g§ &| & S
=z aof = - = = - 3} —_ P
2l 8| B| g g g E| 2| £ 2
2| O <| < A & 4| <| 2| &
Unit 1Tourist 516 7 -] - 5 4 27 | 2 5 15
Information
Unit 2 Giving 516 8 - -] - 5 7 31 1 6 24
Information
Unit 3 At the hotel 316 7 - -] - 4 4 24 | 3 3 9
Unit 4 Practice English 314 4 - - - 3 4 18 | 4 2 6
Total 16 (22126 - |- | -1 17 | 19 | 100
Order of Importance | 5 | 2 1 - - - 4 3




Course Syllabus

11

Unit Unit Title/Sub-title TTL No. of Periods : 72
Theory | Practice Total
One Unit 1Tourist Information 5 15 20
1.1 Reading and vocabulary development 2 6 8
1.2 Meeting Tourist 2 6 8
1.3 Describing dishes 1 3 4
Two Unit 2 Giving Information 6 18 24
2.1 Answering Questions 2 6 8
2.2 Showing Places of Interest 2 6 8
2.3. Asking about preference and Checking and 2 6 8
confirming information
Three Unit 3 At the hotel 3 9 12
3.1 Hotel Reservation 1 3 4
3.2 Hotel Check in 1 4 4
3.3 Taking customer order 1 3 4
Four Unit 4 Practice English 2 6 8
4.1 Handling Complaints 1 3 4
4.2 Hotel Check Out 1 3 4
Midterm exam - 4 4
Final exam - 4 4
Total 24 48 72
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Teaching Plan
Week Date Periods Contents Remarks
1 28 Oct. — 1 1-3 Unit 1Tourist Information Ordering of Assignment 1
Nov. 1.1 Reading and vocabulary Pre-testPower Point/
development Picture/ CD Audio and
Computer
2 4 Nov. -8 4-6 1.1 Reading and vocabulary Power Point/ Picture
Nov. development(Continued) CD Audio and Computer
3 11-15 7-9 1.2 Meeting Tourist Power Point/ Picture
Nov. CD Audio and Computer
Real thing
4 18-22 10-12 1.2 Meeting Tourist Monitoring of Assignment]
Nov. (Continued) Power Point/ Picture
CD Audio and Computer
Real thing/Post test
5 25-29 13-15 1.3 Describing dishes Power Point/ Picture
Nov. CD Audio and Computer
Real thing/Magazines
6 2 Dec. -6 16-18 | Unit 2 Giving Information Power Point/ Picture
Dec. 2.1 Answering Questions CD Audio and Computer
Real thing/ Magazines
7 9-13 Dec. 19-21 2.1 Answering Monitoring of Assignment]
Questions(Continued) Power Point/ CD Audio and
ComputerReal thing
8 16-20 Dec. | 22-24 | 2.2 Showing Places of Power Point/Picture
Interest CD Audio and Computer
Real thing/Magazines
9 23-27 Dec. | 25-27 | 2.2 Showing Places of Power Point/Picture/Real thing
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Interest(Continued) CD Audio and Computer
10 | 30Dec.-3 | 28-30 MIDTERM EXAM
Jan.
11 6-10 Jan. 31-33 | 2.3. Asking about preference | Power Point/Picture
and Checking and confirming | CD Audio and Computer
information Real thing
12 13-17 Jan. 34-36 | 2.3. Asking about preference | Power Point/Picture
and Checking and confirming | CD Audio and Computer
information(Continued) Real thing
13 20-24 Jan. 37-39 | Unit 3 At the hotel Monitoring of Assignment]
3.1 Hotel Reservation Power Point/Picture/Computer
Word cards/Role Card
Over Head projector
CD and CD player
14 27-310Jan | 40-42 | 3.2 Hotel Check in Power Point/Worksheets
Word cards/Role Card
Over Head projector
CD and CD player
15 3-7 Feb. 43-45 | 3.3 Taking customer order Monitoring of Assignment]
Worksheets/Word cards
Role Card/Over Head projector
CD and CD player/
16 10-14 Feb. 46-48 | Unit 4 Practice English Worksheets/Role Card
4.1 Handling Complaints Over Head projector
CD and CD player
17 17-21 Feb. 49-51 4.2 Hotel Check Out Assignment 1 Submission
Worksheets/Role Card
18 24-28 Feb. 52-54 FINAL EXAM
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STUDYING PROMISE AND EVALUATION

1. Class attendance and Participation 10 %

2. Assignment 20 %
3. 6 Quizzes 40 %
4. Midterm test 10%

5. Final Exam 20%

CRITERIA

1. Students must attend at least 80% of the total classes.

2. Students must pass every lesson and are able to retest at least one time if need.

3. Students should get at least 16 points [out of 20] for their assignments and let them
improve their assignments if the qualities are not satisfying.

4. Students must obtain at least 60% of the total score.

5. Students who attending the class less than 80% are not allowed to take the final exam.

6. The grading will be as follow:

SCORE GRADE
80— 100 4
76 —179 3.5
70—175 3
66 — 69 2.5
60 — 65 2
56 =59 1.5
50—155 1

0—49 0
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present the menu, describe
dishes and take order.
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about past events.
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Lesson Planl

Content: Hotel Reservation

Level: 2ndyear English for Service Business, Sukhothai Commerce Technological College
Subject: English for Tourism

Time: 3 periods (150 minutes)

Learning Objectives
1. General Objectives
Students should be able to give and ask for information dealing with hotel reservation.
2. Behavioral Objectives
1. Students will be able to take telephone reservations.
2. Students will be able to aware of professional practice involved in taking telephone

reservation.

Procedure and Activities

Presentation

1. Teacher explains the objectives of the lesson in this period.

2. Before listening to the dialogue, elicit previous knowledge students may have on the
subject through the warm-up question.

-What information do you ask for when taking a reservation?

3. The teacher asks students to listen to the dialogue and to take note of the details of the
reservation in the booking form given. Allowing students time to put their ideas in order. Then let
them listen to the dialogue again to check if the information they obtained is correct. Ask students to

compare the answer with their friends.



Tape Script
Receptionist:
MrsRyefield:
Receptionist:
MrsRyefield:
Receptionist:
MrsRyefield:
Receptionist:

MrsRyefield:

Receptionist:

MrsRyefield:
Receptionist:
MrsRyefield:
Receptionist:
MrsRyefield:
Receptionist:

MrsRyefield:

Receptionist:

MrsRyefield:

Receptionist:

MrsRyefield:

Good afternoon, San Felice Hotel. May I help you?
Yes. I'd like to book a room, please.

Certainly. When for, madam?

March the 23rd.

How long will you be staying?

Three nights.

What kind of room would you like, madam?

Er... double with bath. I'd appreciate it if you could give me a room with a view over the lake.

Certainly, madam. I'll just check what we have available. . . Yes, we have a room on the 4th

floor with a really splendid view.

Fine. How much is the charge per night?
Would you like breakfast?

No, thanks.

It’s eighty four euro per night excluding VAT.
That’s fine.

Who's the booking for, please, madam?

Mr and MrsRyefield, that’s R-Y-E-F-I-E-L-D.

Okay, let me make sure I got that: Mr and MrsRyefield. Double with bath for March the 23rd,

24th and 25th. Is that correct?
Yes it is. Thank you.

Let me give you your confirmation number. It’s: 7576385. I'll repeat that: 7576385. Thank

you for choosing San Felice Hotel and have a nice day. Goodbye.

Goodbye.

/english_dialogue hotel booking a room 2.htm
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Booking Form

Maobile Number

Email *

Street Address

Town

City
Number of People *

Number of Rooms *

Arrival Date/Time *

Mumber of Nights *

Occupancy © Single
© Twin
) Double

4. Teacher gives out work sheet 1 and asks students to read the dialogue and to identify the
questions associated with the information required. Then, ask students to find in the dialogue other
more general expressions, which will usually appear in exchange with guests. Give students time to
discuss the answers then check the answer together including practice the sentences. Let students to
study more about expressions of reservations from work sheet 2.

5. Teacher cuts up worksheet 3 and gives the cards to each group of 3-4 students. The cards
are about hotel types with their definitionsand room types with their definitions.Each group discusses
and has to try and match up the cards correctly with answer. Teacher goes over the answers at the

end. Group with the most correct answers wins.



Work sheet 1

Look at the dialogue again. What does the receptionist say to get the following information?
L.name

2.day

3.type of TOOM e

4. check the available room ...

S.offer breakfast

Now find the phrases receptionist used to:

6. answer the phone L

7. check the Information L. e
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Work sheet 2

Identifying hotel types for the guest

(A hotel type) would be suitable for (someone).

Ex: A low-end hotel would be suitable for a group of students.
Selecting room types for the guest

(A room type) would be nice for (someone).

Ex: A twin room would be nice for Joan and Sue.
Taking hotel reservations

... would that be ...?

Ex: How many nights would that be for?

Expressions of reservations

What language does the receptionist use when he/she does these things?

Find out what type of room the guest needs?

Find out when the guest wants the room?

Find out how long the guest plans to stay?

Offer a room?

Say the room rate?

Find out the guest's name, telephone number?

Finish the conversation politely?

Confirm the reservation?
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Work sheet 3

Hotel types

Match the names of hotel types with their definitions.

A commercial hotel An airport hotel A tourist hotel A motel
A middle-range hotel =~ A guesthouse A low-end hotel A luxury hotel
Hotel types Definitions

The highest standard of hotel with very good services, facilities,
decorations, friendly staff, and expensive.

A hotel, which has the essential facilities and is cheaper than a
luxury hotel.

A hotel located at or near the airport for passengers of transit
flights.

A good hotel with modern facilities for business and good
security for businessmen. It is usually in the business center.

A hotel with a place for cars or motorcycles. It is located close
to highways but doesn’t have a lot of facilities.

A private house often run by a family. It is small and usually
has a few rooms. There is a very nice or cozy atmosphere there.

A hotel where the tourists can stay on their holidays or trips
with good entertainment. There are fewer facilities in a tourist
hotel than a luxury hotel, but it has good value.

A very cheap hotel with limited facilities
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Room Types

Match the names of room types with their definitions.

Double room Twin room Four-bed room
Single room Triple room Quad Suite
Kinds of room Definitions

A room for one person with one bed

A room for two persons with one big bed designed for two

A room for two persons with two separate single beds

A room for three persons with three beds

A room for four persons with four beds

A room for four persons with two double beds

A series of connected rooms used as a unit

Practice

6. Teacher gives out work sheet 4 and asks students to work in pairs by read the
conversations that the parts are not in the right order, write G on the lines where the Guest is
speaking, write R on the lines where the Receptionist is speaking, number the brackets to show the
correct order of the parts

7. Teacher and students check the answer together.

8. Teacher asks students to practice by act out the conversations with their partners.
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Work sheet 4

CONVERSATION 1

: The fifth of April. Would that be a single room, sir? ()

: We can give you a no-smoking single room at $150 including service and breakfast.
Would that be suitable? ()

: That's fine thenMr. Blane. I've made your reservation. ()

: Hello, my name is John Blane.I'd like to reserve a room for the fifth of April,

please. ( )
: Yes, a single room, for no-smokers if possible, one night only. ( )
: Yes, that sounds fine. ( )
CONVERSATION 2

: The name is King, Conrad King. ()

: For next week, the fifth of September. ()

:Em... twonights. ()

: When would that be for, sir? ()

: Well, that would be fine. ()

: And the name is? ()

: That would be OK. But how muchisit? ()

: And how many nights? ()

: I'd like a room for myself, my wife and my young son, please. ()

: Two nights. Let me see. There's no triple room available then, but I can give you a
twin room and put an extra bed init. ()

: The rate would be $90 a night for the room. That doesn't include meals. ()

: Very good Mr. King. We look forward to seeing you and your family on the fifth of

September. ( )

76



71

Production

Role-play

9. Teacher provides the students with a role-play activity. Teacher cut out the hotel cards and
the guest cards of making hotel reservation to each pair and lets them to make a dialogues. Teacher
tells students that this role-play they take part in four separate phone calls to four hotels. Each partner
has to turn at being the receptionists.

10. Teacher asks each pair to have a role-play in front of the class.
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Hotel Cards

Student A
Nominatethe students to be the reservation. When they answer the phone they should use the

information contained on the cards and ask the questions required by the check list.

The Palace Hotel (3 stars)

Situated right on the seafront in Blackpool town centre (el Lt

) (Information you require)
Rates per night Y 1

Name (ask them to spell it)

SiNGle rO0OM oo £30

Address
SiNGle eN SUItE ....vvvei i £35 Telephone number
Single en suite with view of seafront ........................... £40 | omail
TWIN FOOM ittt et e e e et e e e ens £35 || Passport/ID
TWIN €N SUItE ..vvvtiitiit it et £40 || Date of arrival
Twin en suite with view of seafront ............................ £45 || Duration of stay
DoubIle room........o i £45 Kind of room required
Double en SUIte .......c.ei i £50
Double en suite with view of seafront ........................... £55
Adjoining double room ..........cccvviiiiii i £50
Adjoining double room with view of seafront ................. £60
Bridal SUIte .......c.oiiii i £85
Presidential SUIte ..o £150

*Breakfast included



Facilities

Extras

Lunch ..o, £10 Swimming pool
Eveningmeal ..., £15 Wifiin all common areas
ROOM SErvice ........oovviiiiiii i, £5 extra Conference room

Ballroom

Free parking

S

Situated five minutes’ walk from the seafront in Margate town centre all rooms

Well Come Inn Guesthouse (3 stars)

have TVs. Check list
Rates per night (Information you require)
SINGIE TOOM oo e £20 || Name (ask them to spell it)
Single enNSUIte .....oov v £25 LIS
) Telephone number
TWIN FTOOM e e e £25
email
TWIN BN SUILE .o £30
Passport/ID
Double room ... £35 Date of arrival
Double ensuite ... £40 | Duration of stay
*Breakfast included in price for all rooms Kind of room reauired
Extras o
Facilities
Lunch oo £15
Restaurant
Eveningmeal ..., £15

Wi fi in lounge area

No Room service
Small gym

Garden andchildren’s
play area

Limited parking (£15 extra)



The Pavilion Hotel (5 stars)

Situated right on the seafront in Brighton town centre

All rooms are en suite with international TV.
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Check list

(Information you require)

Name (ask them to spell it)

Rates per night Address
SINGIE FOOM ..ot s e e £40 Telephone number
Single room with view of Seafront .................c.c....... £45 | email
Twin room with view of seafront .............cocovvivvininn.. £50 oD

Date of arrival
DoUbBIE rO0M ... £55

Duration of stay
Double room with view of seafront ..............covvvvvnnn.. £60

Kind of room required
Adjoining double room ...........cccoiiiiiii £70
Adjoining double room with view of seafront .............. £75
Bridal SUILE ...ovvi i £100
Presidential SUIE .......c..voviieii e e £400

Facilities

*Breakfast included unless ordered from room service

Extras

Lunch oo £20
Eveningmeal ............ccoveiiiii i £25
ROOM SErvice ........oovviiiiiiiiiiiiiina, £20 extra

S

Swimming pool

Wi fi in all areas of the hotel
Conference room

Ballroom

Free parking withvalet service
Créche

Restaurant
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The Rubens Hotel (4 stars)

Situated two minutes walk from the seafront in Brighton.
Good views of seafront.

All rooms are en suite with TV.
Check list

Rates per night

(Information you require)

SiNGle room . £30 Name (ask them to spell it)
Single room with view of seafront .......................... £40 Address
TWINTOOM oo e e e g45 | Telephone number
. . . il
Twin room with view of seafront ............................. £55 emal
Passport/ID
Double room ..o £65
Date of arrival
Double room with view of seafront ....... ................... £75 )
Duration of stay
Adjoining double room ... £80 Kind of room required
Adjoining double room with view of seafront .............. £85
Bridal SUIte .........c.oiiiiii £90
Presidential SUIte .........cccoove it e, £300
Facilities
*Breakfast included Swimming pool

Wi fi in all common areas

Extras Conference room
Lunch ... £17 Gym
Eveningmeal ............cooeiiiiiiiin, £20 Restaurant

ROOM SEerviCe .........ocvvviiiiiiiiiiiii e £15 extra Childcare facilities

Wifiinroom ..., £10 extra Valet parking



Guest Cards

Students B

Nominate to be guests. You should then a hotel and find out the necessary information for

the stay your desire.

Name : Olga Bagshaw

Age 148

Address : 23 Witherspoon Street
ManchesterLancashire

Telephone 1 782 398 366

Email :olbag@hotmail.com

ID/passport 102201 82734

Looking for : A single room with a view
Wants to stay : 2" of March for 12 days
Extra details : Mobility impaired and uses
a wheelchair.

Things you may need to ask:
How much is the room?
Is the there a view? Is there a swimming
pool?
Do you have ...? What facilities do you
have?
Is room service extra?
Is there a restaurant?
Is there a car park?
How far is it from the town centre/seafront?

@)
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Name :Norris Whitfield

Age 123

Address : 18 Random Road
PeterboroughCambridgeshir
e

Telephone : 782 398 366

Email :nobbynumnuts@gmail.com

ID/passport : 03241 84764

Looking for : Bridal suite

Wants to stay : 3" June for 10 days

Extra details : Coming with my new wife on
a honeymoon (name Paula). Will want
breakfast in the room every day.

Things you may need to ask:
How much is the room?
Is the there a view? Is there a swimming pool?
Do you have ...? What facilities do you have?
Is room service extra?
Is there a restaurant?
Is there a car park?
How far is it from the town centre/seafront?

~=)



Name : Nighat Singh

Age 134

Address : 104 Chester Street
London E10

Telephone 1 783 478 692

Email :nignumbat@yahoo.com
ID/passport 1 04205 72934

Looking for : A double adjoining room and
a twin adjoining room with views

Wants to stay : 12" of September for 14
days

Extra details : Coming with husband and
two children. The family is vegetarian.

Things you may need to ask:

How much is the room?

Is the there a view? Is there a swimming
pool?

Do you have ...? What facilities do you
have?

Is room service extra?

Is there a restaurant?

Is there a car park?

How far is it from the town centre/seafront?

b4

Name : Jennifer Butcher

Age 131

Address . 21 Caster Street
Cambridge

Telephone : 783 196 896

Email :meatwoman@hotmail.com
ID/passport : 02538 82774

Looking for : A double room with a view
Wants to stay : 2" of April for 6 days

Extra details : Coming with husband to visit
family

Things you may need to ask:

How much is the room?

Is the there a view? Is there a swimming
pool?

Do you have ...? What facilities do you have?
Is room service extra?

Is there a restaurant?

Is there a car park?

How far is it from the town centre/seafront?

Name : Taro Nagasaki

Age 148

Address : 75 Winslow Square
London WC1

Telephone : 782 398 366

Email :taronaggi@hotmail.com

ID/passport : 03271 92231

Looking for : 4 single adjoining rooms
with a view and the presidential suite
Wants to stay : 18" of July for 4 days
Extra details : Arriving with the Japanese
ambassador to attend a trade conference in
the area. Will need to use a conference
room for one whole day.

Things you may need to ask:

How much is the room?

Is the there a view? Is there a swimming
pool?

Do you have ...? What facilities do you
have?

Is room service extra?

Is there a restaurant?

Is there a car park?

How far is it from the town centre/seafront?

Name : Tomoko Tanaka

Age 122

Address 1 95 Oxford StreetLondon
WC1

Telephone 1 785 468 194

Email :buttonnose@yahoo.com
ID/passport 103209 62131

Looking for : A single room with a view
Wants to stay : 2" of November for 7 days
Extra details : Student. Coming alone to do
some sightseeing.

Things you may need to ask:

How much is the room?

Is the there a view? Is there a swimming
pool?

Do you have ...? What facilities do you have?
Is room service extra?

Is there a restaurant?

Is there a car park?

How far is it from the town centre/seafront?

=
WS

http://en.islcollective.com/resources/printables/worksheets_doc_docx/hotel reservation/questions-travel-

hotels/17021
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Evaluation and discussion

11. Teacher observes students while they are working with their pairs and group.

12. Students evaluate themselves by grading their own performance. (A = Excellent B =
Good C = Fair D = Poor F = Very poor)

13. Teacher asks students to evaluate their friends, performance while they are working in
pair and group work by giving a score. (A = Excellent B = Good C = Fair D = Poor F = Very poor)

14. Teacher and students discuss their ideas about their performance, what they have to

improve, then let students try to practice more to reduce their mistake.

Teaching Aids:

1. Worksheets

2. Word cards

3. Role Card

4. Over Head projector

5. CD and CD player

Evaluation
1. Teacher examines the production of activities and exercises.

2. Teacher observes students interaction in the classroom.
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Lesson Plan2

Content: Hotel Check in

Level: 2™ year English for Service Business, Sukhothai Commerce Technological College
Subject: English for Tourism

Time: 3 periods (150 minutes)

Learning Objectives
1. General Objectives
Students will be able to give and ask for information about checking in.
2. Behavioral Objectives
1.Students will be able to reply to a written request for room.

2. Students will be able to welcoming the guests.

Procedure and Activities

Presentation

1. Teacher tells the students with the objectives of the lesson.

2. Teacher shows photos (picture 1) on overhead projector and elicit them tells the
occupation of each picture. Then, let them to brainstorm to get the idea about if they are checking in
at the hotel, who they need to contact first by arrange the order.

3. Teacher asks students to compare the photo (picture 2) scene with the reception area of the
hotel where they know. Elicit answers to the following questions, and teacher discusses ‘How similar
is it?’

- Is this like the reception area of the hotel you know?

- How different is it?



Picture 1

Picture 2
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Preview (reservation)

4. Point out the greeting, body and ending of the e-mail. Teacher discusses the conditional
phrase ‘I’d like to....". Check vocabulary and practice saying the date given. Then, teacher asks for
today’s date, check that students know that 18-21 July means a booking for three nights, not four.

5. Ask students to read the details from the computer reservation screen (Work sheet 1) and
write in the dates for Mr. Bouvier’s booking. Teacher discusses the students to note that computer
reservation screens contain complex and condensed information, and vary from hotel system to hotel
system. The details which are given here highlight the three blocks of information we are working
with: the date, the guests’ name and room availability.

6. Teacher checks students’ comprehension with closed questions like ‘Is room 402 free on
19th July?’ Then ask further open questions such as ‘When is room 421 available?’.Teacher points out
the synonyms ‘free / available’ and their opposites, ‘book / unavailable’. Finally, let students to practice
the dates in work sheet 2.

7. Teacher shows attention to the photo of the guests, Mr. and Mrs. Bowvier, arriving at
reception. They are the guests we met. Then, asks students to brainstorm the question “When guests
arrive at reception, what do you say to them?’ . And refer students to the following questions, then
check the answers.

8. Teacher asks students why the two phrases are impolite (‘Hello, what do you want?” And
‘We have nothing for you.”). Explain that even with polite intonation these phrases are too abrupt to

be used in dealing with a guest at reception.
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Work sheet 1

n Read Mr Bouvier's e-mail. Is there
a room available for him? Complete
the reservations chart.

Dear Sir or Madam,

I'd like to reserve a double room
with bath, from 18-21 July, if possible
with a balcony.

Yours sincerely,

Jacgues Bouvier



Work sheet 2

&9

ND: | 402 437

ROOM TYPE: | S-BATH - SHOWER 0-BATH, BALOD)

DATE

JuLY

12 SUNG

13 SUNG

14

15 ME YAMOTO

16 MISS SADLER MR TAMDTO
MR 1. CREEN

e

Look at these days and dates, then listen and repeat them.

27

JANUARY
M 1 s 2 B9
T Pl B 23 3
W 0 WM 3
T 4 11 8. 25
F 5 12 19 2a
5
5

Monday Tuesday Wednesday Thursday  Friday
Saturday  Sunday

1st January  2nd February  3rd March  4th April
Sth May  6th June  7th July  8th August

9th September  10th October  11th November
12th December

first  twenty-first  thirty-first  second  twenty-second
third twenty-third  fourth  twenty-fourth
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Picture 3

Work sheet 3

Study these sentences. Which are polite and which are not polite? Say why.

Write P or NP.
........ Hello, can I help you?
........ Do you have a reservation?
........ Hello, what do you want?
........ And your name, please?
........ I’m sorry, the hotel is full.

........ We have nothing for you.
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Practice

9. The teacher hands out work sheet 4 and explains that it is the conversation between the
receptionist and Mr. Bouvier. Teacher draws attention to the first sentence, ‘Good evening ....” and
asks for the second. There are 12 sentences, two of which are provided in order to avoid any possible
confusion. Then, let the students do the rest in pairs.

10. Teacher explains that they are listening to the same conversation, so students can check
their answers. Play the recording as needed (see at answers and tape script).

11. Teacher then tells students to work in pairs practicing the conversation.
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Work sheet 4

Mr. and Mrs. Bouvier arrive at reception. First mark the sentences (Guest) or

(Receptionist). Then put the sentences in order to make the dialogue between the guest

and the receptionist.

.................... Good evening sir, good evening madam.

.................... Thank you. Bouvier, yes,........so that’s a double room with bath and balcony
for three nights.

.................... Thank you sir, here’s your key. It’s on the fourth floor, room 401.

.................... Yes, of course.

.................... Could you just sign here, please?

.................... B-O-U-V-I-E-R.

.................... Good evening, we have a reservation, the name’s Bouvier.
.................... That’s right.
.................... 1l call a porter.

.................... Enjoy you stay.
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Answer and Tape script

Receptionist: Good evening sir, good evening madam.

Guest: Good evening, we have a reservation, the name’s Bouvier.

Receptionist: Could you spell that, please?

Guest: B-O-U-V-I-E-R.

Receptionist: Thank you. Bouvier, yes,........so that’s a double room with bath
and balcony for three nights.

Guest: That’s right.

Receptionist: Could you just sign here, please?

Guest: Yes, of course.

Receptionist: Thank you sir, here’s your key. It’s on the fourth floor, room 401.

Guest: I'll call a porter.

Receptionist: Thank you.

Guest: Enjoy you stay.



Production

Role-play
12. Teacher arranges class into pairs. One student looks at Role Card for students A, the

other looks at Role Card for students B.

Role Card for student A

You are a guest at a hotel. You are checking in at the hotel. You phoned to book a

double room with bath and balcony for three nights from 18th August.

Role Card for student B

You are a receptionist. Welcome the guest and ask if they have a booking. Go through

check-in procedure. Show the way to the room and ask the porter to help.

Evaluation and discussion

13. Teacher observes students while they are working with their pairs and group.

14. Students evaluate themselves by grading their own performance. (A = Excellent B =
Good C = Fair D = Poor F = Very poor)

15. Teacher asks students to evaluate their friends, performance while they are working in
pair and group work by giving a score. (A = Excellent B = Good C = Fair D = Poor F = Very poor)

16. Teacher and students discuss their ideas about their performance, what they have to

improve, then let students try to practice more to reduce their mistake.

94



Teaching Aids:

1. Worksheets

2. Word cards

3. Role Card

4. Over Head projector

5. CD and CD player

Evaluation
1. Teacher examines the production of activities and exercises.

2. Teacher observes students interaction in the classroom.
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Lesson Plan 3

Content: Handling Complaints

Level: 2™ year English for Service Business, Sukhothai Commerce Technological College
Subject: English for Tourism

Time: 3 periods (150 minutes)

Learning Objectives
1. General Objectives
Students will be able tounderstand and deal with complaints.
2. Behavioral Objectives
1.Students will be able to understand and offer solutions to problems in the hotel.

2. Students will be able to talk about recent events.

Procedure and Activities

Presentation
1. Teacher tells the students with the objectives of the lesson.
2. Teacher asks students to brainstorm their idea by the following questions.
- What problems do guests have in their rooms?
- Do they have problems with the TVs, air-conditioning, heating, noise?
- What kinds of items do they forget to bring with them?
- Do they remember to bring shaving materials, nightgowns, hair dryers, etc?

3. Write their ideas on board and let them summarize their ideas together.
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4. Teacher asks students to look at the illustrations on overhead projector (Picture 1), and
asks them question ‘Are these the kinds of problems guests have?’
5. Teacher explains students the structures about dealing with problems from the expression
below.
Dealing with problems
A. As a receptionist, it may not beyour job to help guests personally with their needs, but you
can organize things that should have been donefor them.
Ex: Guest: My room hasn’t been cleaned.
Receptionist:  The maids should have cleaned it.
Or It should have been cleaned.
B. After saying that something should have been done, you need to tell the guest that you
willdeal with the problem.
Ex: Guest: Our room hasn’t been cleaned.
Receptionist: It should have been cleaned. I’ll contact
Housekeeping straight away.
C. You should say sorry if it is the fault of the hotel and say something polite if the fault is
the guest’s.
Ex: Guest: The sheets are dirty. They need replacing.
Receptionist: I am very sorry sir. They should have replaced. I’ll
contact Housekeeping straight away.
Ex: Guest: I’m afraid I’ve knocked the vase down.
Receptionist:  It’s all right. I’ll send someone up to clear up

the pieces and bring another one for you.



Apologizing
a. 'm (for a small problem; for example, if there is no tray on thetable).
b. I'm sorry /I’m very sorry (for more serious problem; for example,

if some food is not fresh).
c. 'm sorry (for a really serious problem; for example, if the waiter Has
spilt somefood on a customer’s clothing).

Asking about problems

a. What seems to be the , sir/madam? (formal)
b. ’s the problem, sir/madam?
c. Is a problem, sir/madam?

Maintaining the customer’s confidence
a. I'll/we’ll (try to) make you enjoy your meal.
b. I think (hope) you’ll your stay.

Promising an action
I’1l bring one up for you.

I’ll bring some up for you.

I’ll send someone up to ............... it atonce/ right away/ immediately.
I’ll have it ....

I’ll change it you immediately.

riu the Head Waiter about that.

Would you like to something else?

We’ll be to pay the cleaning bill.

I have the chef heat this up for you?
Attracting a customer’s attention
me, sir/madam.
Polite refusals

I'm (=1 regret) that won’t be
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Expressing sympathy
1 how you feel, sir/madam.
Explaining regulations with have to and may not
Gentlemen wear jacket and ties.
Ladies not wear casual trouser.

Suggesting other courses of action

you like to borrow a tie?
Perhaps you leave your dog in your car?
We lend you a jacket.

Insisting about regulations
We have to the regulations.

How to say when that is the guest’s fault
Some things aren’t the faults of the hotel. However, it is very important to deal with the
guest’s faults politely and reasonably. No guests are pleased with talking about their faults.
Ex: Guest: I am afraid I’ve knocked over a plate of food.

Receptionist:  It’s all right. I’ll clean everything up.

Picture 1
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Practice

6. Let students practice listening and pronunciation by listen to five conversations between
guests and hotel employees and match each guest and their problem. (Work sheet 1)

7. Teacher asks students to work in pairs to practice speaking,by choosing 1 conversation
from the tape script. Give them time to practice and teacher walk around the class to help them.

8. Then, each pair does the role-play in front of the class.

Work Sheet 1

Problem
Guest 1 guest forgets razor and shaving cream
Guest 2 sheets are dirty
Guest 3 mini-bar is empty
Guest 4 guest needs a hair dryer
Guest 5 not enough hot water
No bulb in bedside lamp

more coat hangers are needed

Tape script

1

Guest: Hello, reception, this is room 329. We’ve managed to empty the mini-bar.
Could you get someone to restock it, please?

Reception: Certainly, madam. Is there anything in particular you need?

Guest: Yes, well, a bit of everything really, especially plenty of whisky and coke.

Reception: I’ll send someone up right away.

Guest: Thank you.



Guest:

Reception:

Guest:

Reception:

Guest:
3

Guest:

Reception:

Guest:

Reception:

4

Guest:

Reception:

Guest:

Reception:

Guest:

Reception:

Guest:

101

Hello, reception, I’m afraid I’ve forgotten my hair dryer. I wonder if you could
send one up to my room?

Well, madam, there should be one in your room. Have you had a look in the
bathroom, by the basin?

Yes, and I can’t see one.

I’m sorry about that. I’ll see to it immediately. And your room number, please?

Room 309.

Look, I’ve just arrived in the room, and I don’t know what’s happened, but the
sheets are dirty. Can you change them, please?

Oh, I’m very sorry, that shouldn’t happen. What room are you in?

709.

I’11 contact housekeeping now.

Hello, is that reception?

Speaking.

My wife and I have rather a lot of clothes and we need some more coat hangers.
We’re in room 438.

I’1l get someone to bring some up at once.

Oh, hello, is that reception? Look, I’ve forgotten all my shaving staff. Can I get a
razor and some shaving cream, please?

Yes, we can provide all these items. If you would like to contact housekeeping
they will be able to help you. Just dial 121.

On, 121, I see.... Thank you.
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Production

Role-play

9. Teacher provides the students with a role-play activity. Student A is a guest, explain
problem that you’ve got in the hotel. Students B is a reception, choose the best solution for the guest’s
problems. Teacher lets them to make a dialogue.

10. Teacher asks each pair to have a role-play in front of the class.

Role Play Card

Student A: You are a guest at the Four Seasons Hotel. Choose the problem from the list of,

ask the receptionist for help.

Problems

- Sheets are dirty

- No toilet paper

- Beds is too dirty

- Too much noise in next room

- Want more coat hangers

Student B: You are the receptionist at the Four Seasons Hotel,choose the best solution for
each of the guest’s problems.

Solutions

- Send up some more

- Inform the manager

- Contact room service

- Send maintenance up
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Evaluation and discussion

11. Teacher observes students while they are working with their pairs and group.

12. Students evaluate themselves by grading their own performance. (A = Excellent B =
Good C = Fair D = Poor F = Very poor)

13. Teacher asks students to evaluate their friends, performance while they are working in
pair and group work by giving a score. (A = Excellent B = Good C = Fair D = Poor F = Very poor)

14. Teacher and students discuss their ideas about their performance, what they have to

improve, then let students try to practice more to reduce their mistake.

Teaching Aids:

1. Worksheets

2. Role Card

3. Over Head projector

4. CD and CD player

Evaluation
1. Teacher examines the production of activities and exercises.

2. Teacher observes students interaction in the classroom.
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Lesson Plan 4

Content: Taking customer order

Level: 2™ year English for Service Business, Sukhothai Commerce Technological College
Subject: English for Tourism

Time: 3 periods (150 minutes)

Learning Objectives
1. General Objectives
Students will be able to give and take the customer order.
2. Behavioral Objectives
1. Students will be able to greet the guests as they arrive at the restaurant.
2. Students will be able to deal with parts of the order: the starter, the main course and drinks.
3.Students will be able to present the menu, describe dishes and take order.
4. Students will be able to make students aware of professional practice involve in taking order.

5. Students will be able to talk about past events.

Procedure and Activities

Presentation
1. Teacher tells the students with the objectives of the lesson.
2. Teacher shows the question on overhead projector and asks students to brainstorm their
idea by the following question and write their ideas on board.
What do you say to guests when they arrive at the hotel restaurant?

3. Teacher discusses their ideas with the whole class.
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4. After finish in brainstorming, teacher hands out work sheet 1which are welcoming the
guests and taking their orders. Get students to produce whatever language they can as they interpret
the drawings. They then match a drawing to one of the five dialogues.

5. For now, teacher discusses the word about ‘fully booked’. Revise the use of the simple

future, ‘I’1l bring it at once’ and ‘Shall I ....?°. Revise ‘have’ and ‘Would you like ....?".

Work Sheet 1

i @”"’
Read these dialogues. Match each one to an illustration. il % tﬁ
1 Waitress: Here is the menu. Would you like an aperitif? % (’)"\?}t
Guest: Yes, please. \ %:
2 Guest: Could I have another martini, please P
Waitress: Certainly. I’ll bring it at once.
3 Waitress: Good evening. Do you have a reservation?
Guest: Yes, a table for two.
Waitress: And your name, please?
4 Guest: No, we don’t have a reservation.
Waitress: I’'m sorry, we’re fully booked tonight.
5 Waitress: Shall I take your coat?

SR

) T
@
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6. Teacher insists on accurate intonation as students repeat the sentences. And they should
have little difficultly in doing this with their work sheet face down. ( Work sheet 2)

7. Teacher tell students that they will now listen to Jan taking the orders of two guests at the
Casablanca. Ask students to listen to the dialogue and to take note of the dialogue again to check
whether the information they obtained is correct. Then, let students practice speaking the dialogue.

8. Teacher asks students to read the dialogue and to identify the phrases associated with the
actions performed by Jan.

9. Teacher asks students to have a look at the sentences and to identify the wrong word in
each one (work sheet 4). Tell them that this is a test of vocabulary, not grammar. Ask them to correct

the sentences. After that, teacher discusses the answers with the whole class.

Work sheet 2

Being clear and polite. Listen to these

sentences and repeat them.

Do you have a reservation?
And your name, please?

Shall I take your coat, madam?
Here is the menu.

Would you like an aperitif?
Certainly, I’1l bring it at once.

I’m sorry, we’re fully booked tonight.




Work Sheet 3
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Are you ready to order?
1 Listen to Jan take an arcder and complete the table below.

dire you ready 1o order?

Hot really. Could wou tell me what carpacdn =57
Of course madam, it made of marinated salmon slices served with toast

| see. And what's vichysseiie?

Vithyiioise 1 made of potato, oslery and onlon. It's served 45 a cold voup.
That sounds nice, | think 7l have that for a starfer,

| feel like & hot starter. 0o the Polish potato pancakes have garlic in them?
Mo, madarn

Good, I'll have that then

And what would you like as & main courge?

I think 1"l -go for the Casablanca couscous.

So couscous for you mdam, &nd far you, madam?

Let me sea. The North Sea eal |ooks dalicsous. | think Il have that,
Excellent choloe madam. Waould you Iike 3 side dish to ge with it?

o, 'l share & Waldior! saled,

A ‘Waldorf safad. And what would you like To drink 7

We'll have a bottle of howse rosk, please

Certainly madam, Thank you



Alison Fiona
Starter Polish potato pancakes
Main course
Side dish
Drinks

Taking orders

Now read the dialogue and find the phrases Jan uses to do the following.

1.
2.

. ask for the guest’s choice of main course
. confirm the guest’s choice

. ask for the next guest’s choice

. praise the guest’s choice

. ask if a side dish is required

. ask for the guest’s choice of drinks

make sure the guests are ready to order

say OK in a formal way

Are you ready to order?

. end the order

108
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Work Sheet 4

Find one wrong word in each sentence and correct it.

1. Are you ready to book?

2. What would you want as a main course?

3. And for the madam?

4. Very bad choice, sir.

5. Would you like a dessert to go with the steak?

6. What do you like to drink?

Practice

10. Teacher hands out work sheet 5 to students about six situations in the drawing, focus on
the starter, main course and drinks. The six situations are: guest ready to order, asks about a dish, then
asks for a recommendation; waitress mentions the cooking method, takes the order for wine, then
makes a final check of the whole order.

11. Students study the drawings, then match them with the six dialogues. There are several
now lexical items, especially in the sentences dealing with recommending and explaining. Then,
students listen to the dialogue and check their answers.

12. Teacher elicits students to practice speaking the sentences (work sheet 6) and make

understanding with the sentences.



Work Sheet 5

Guest

I

Gust

Are you ready to order?

Read these dialogues.
Match each one to an illustration.

... and to follow, madam?

! 1'd like some fish to follow.
: What can you recommend?

WAITRESS The sole meuniére is very good, madam,

¢ and very popular.

How would you like the steak - rare,
medium or well done?

: Well done, please.

So that's the waldorf salad and the sole

meuniére for madam, the medium steak
for you, sir, a bottle of rosé and a bottle
of sparkling mineral water. Thank you.

: Are you ready to order?
: Yes, I am.

sEEsEEEE.

What is the waldorf salad?
It’s a crispy salad with cheese and croutons.
OK, I'll have that.

¢ And what would you like to drink?
: How about a bottle of rosé? And a boule
: of sparkling mineral water.

110
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Work Sheet 6

Being clear and polite
Listen to these sentences and repeat them.

Are vou ready 1o order?

.. and to follow, madam?

The sole meuniere is very good and very popular,
How would you like the steak - rare, medium

or well done?

Would you like something to drink?

So that's the waldorf salad and the sole meuniére,
medium steak, a bottle of rosé and a hottle of
sparkling mineral water,

Production
Role-play

14. The teacher arranges the class in pair. One student looks at Role Card for students A, the
other looks at Role Card fir student B. And take turn the role of a member of the waitress in the hotel

and guest who is ordering.

Student A: You are a waitress
Student B: You are a guest
1. Great your guest and take orders.
1. Ask to see the menu.
2. When asked, give a recommendation.
2. Ask for a recommendation
3. Don’t forget to ask for additional orders.
3. Say what you want to order.
4. Ask for the guest’s choice of drink.

5.Confirm the guest’s choice.
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Evaluation and discussion

15. Teacher observes students while they are working with their pairs and group.

16. Students evaluate themselves by grading their own performance. (A = Excellent B =
Good C = Fair D = Poor F = Very poor)

17. Teacher asks students to evaluate their friends, performance while they are working in
pair and group work by giving a score. (A = Excellent B = Good C = Fair D = Poor F = Very poor)

18. Teacher and students discuss their ideas about their performance, what they have to

improve, then let students try to practice more to reduce their mistake.

Teaching Aids:

1. Worksheets

2. Word cards

3. Role Card

4. Over Head projector

5. CD and CD player

Evaluation
1. Teacher examines the production of activities and exercises.

2. Teacher observes students interaction in the classroom.
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Lesson Plan5

Content: Hotel Check Out

Level: 2™ year English for Service Business, Sukhothai Commerce Technological College
Subject: English for Tourism

Time: 3 periods (150 minutes)

Learning Objectives
1. General Objectives
Students will be able to give and ask the information about check out.
2. Behavioral Objectives
1.Students will be able to deal with different methods of paying the hotel bill.

2. Students will be able to explain a series of items on the hotel bill.

Procedure and Activities

Presentation

1. Teacher tells the students with the objectives of the lesson.

2.Teacher asks students to brainstorm by the following question “What would you say to a
guest who is checking out and paying the bill?”.

3. Teacher writes students’ idea or answers on board and lets them summarize their answer

together.
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4. Students will do work sheet 1, the focus in Part A is on dealing with guests who are
checking out and paying their bills using different methods of payment. As students match the two
halves of the questions in A and B. Teacher points out and explain the present perfect question ‘Have
you used the mini-bar today?’ which is more common in American English. Then, point out to the
question ‘How will you be paying?’ which is similar to ‘How would you like to pay?’

5. Teacher gets students to make full sentences as they answer the question about how guests
usually pay.

‘How do guests usually pay at the hotel where you work?

bycheque by credit card by account in cash

6. Pair works, teacher asks students to listen to the conversations between the guests and the
hotel employee. From the conversations, they have four guests are checking out of the Ocean Hotel,
they are paying their bills. Students need to help each other to circle the correct answer (Work sheet
2).

7. Teacher and students check the answer together.

8. Then, teacher shows the expression on over head projector, and point out the sentence
‘How would you like to settle you account?’ explain more for the two similar sentences students saw
from the previous exercise (‘How would you like to pay?” and ‘How will you be paying?’). Next,

teacher plays the recording as necessary, reminding students to repeat without looking at the script.



Work Sheet 1

Match A and B to make complete sentences.

A

How would
Have you used
Everything is
How will you

The service

Work sheet 2

B

the mini-bar today?

you like to pay?
charge is 10%.
included.

be paying?
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Guest 1

He pays by:

His bill cames 1o;

Service Included:

Guest 2

She pays by:

Hei bill comes to:

IDis a:

cheque account  credit card
traveliers cneque

€417 €463 €470 €47

Yes  no

credit card  cheque  account  gash
€319 €359 €390 €399

bank guarantee card  passport
nathing

Guest 3

He pays by:

His bill comes to:

Also an the bill:

Guest 4

She pays by:

Her bill comes fo:

She leaves a lip:

credit card  cheque  cash
ACCOUNE
€891 €918 €983 €988

meeling rooms hreakfasts

credit card  cash  cheque
traveller’s cheque
€223 €230 €232 €320

Yes  no




Tape Script
1
Employee:

Guest:

Employee:
Guest:
Employee:
Guest:
Employee:
Guest:

Employee:

Employee:

Guest:

Employee:
Guest:
Employee:
Guest:
Employee:
Guest:

Employee:

Good morning, sir.

Good morning, I’d like to check out, please, it’s Mr. Lopez, 239, is my bill
ready?

Yes, Mr. Lopez, here you are.

Let’s see, €473. Is service included?

Yes, sir, it is.

OK, that looks find. Can I pay by credit card?

Yes, of course, sir.

Is MasterCard OK?

Of course, sir.

Can I help you, madam?

Yes, I’d like to settle my bill now, room 359...... the name’s Kim Sung. [ don’t
have my credit cards, I’ll pay cash.

Here it is, madam. It comes to €390.

Ah, I don’t think I have that much. I’d better pay by cheque.

We’ll need some identification.

Oh, yes, is my passport all right?

That’s fine.

Here you are.

Thank you. Would you just sigh here, please?
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Employee:

Guest:

Employee:

Guest:

Employee:

Guest:

Employee:

Guest:

Employee:

4

Guest:

Employee:

Guest:

Employee:

Guest:

Employee:

Guest:

Employee:

Guest:
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Here’s a copy of your bill, sir, and we’ve charged it to your company as you
requested.

Thank you. How much does it come to?

Here you are, it’s €983.

Is everything included, the dinners, the meeting rooms we used and so on?
Everything’s here, sir.

Good. Do I just sign here?

Yes, please, on the bottom of the form, here.

OK.

And here is your receipt.

Is my bill ready, please?

Yes, madam, here it is. How would you like to settle you account?

I’ll pay cash. Let’s see — how much is it?

This is the total, madam, €223.

And can I leave a tip for the staff?

That’s very kind of you.

Here you are, one hundred, two hundred and fifty ..... that covers the bill, and
something for the staff.

Thank you very much. Here’s you receipt.

Thank you.
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Expression

Being clear and polite Listen to these sentences and repeat them.

Your bill i ready, sir. We'll need some identification.

How would you like to settle your account? Would you just sign here, please!

It comes to €390, madam. And here is your receipt,

Practice
9. Teacher asks students to do the exercise by rearrange the correct conversation between a
receptionist and a guest in a hotel. Then, check the answer together.
10. Pair works, practice the conversation and random some pairs to show in front of the class.
11. Teacher asks students to go over the bill (Work sheet 4), point out that ‘lobby longue’,
teacher explains that refers to the drinks bill in the lobby bar, and that ‘transportation’ is American
English. Then, revise the other services. As students answer the questions together, teacher elicits
further ideas concerning guests’ queries on the bill.
The guest who wants to ask about items on the bill may say:
Can you explain this item, please?
What’s this charge for?
The hotel employee may say:
This is the separate dry cleaning charge.
Here are the details of the calls you made.
I’m sorry, this is our mistake.
12. Go over the numbers, teacher models all of the following numbers and asks students to

repeat them. Play the recording for two to three times.



(2 12 23 29 37 41 54 66 78 99 120 230 370 456 590 682 736 928 4,000 7,500

14,470)
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13. Listening practice (Work sheet 5), teacher asks students to listen to the conversation and

number the sentences in the order. The conversation is about a guest is asking the hotel employee

questions about the bill. Then, students practice the conversation in pairs.

Work Sheet 3

Order this conversation between a receptionist and a guest in a hotel.

DDaniel Adams:

DReceptionist:

DDaniel Adams:

DReceptionist:
DReceptionist:

DDaniel Adams:

DDaniel Adams:

DReceptionist:
DReceptionist:
DReceptionist:

DDaniel Adams:
DDaniel Adams:

What's the 14 pounds for?

Good morning. May I help you?

Here you are.

Could you sign each cheque here for me?
One moment, please, sir. ... Here’s your bill.

Would you like to check and see if the amount is correct?

Yes, 'd like to check out now. My name’s Adams, room 312.

Here's the key.

Can I pay with traveler’s cheques?

Here are your receipt and your change, sir. Thank you.
That’s for the phone calls you made from your room.
Certainly. May I have your passport, please?

Sure.

Thank you. Goodbye.



Work Sheet 4

The bill

DATE | TIME | DESCRIPTION | AMOUNT | BALANCE
05/09 LOBBY LOUNGE | $37.50 | $37.50
ROOM CHARGE | $230.00 | $267.50

17.31 | PRESSING $14.00 | $281.50
17.31 | DRY CLEANING | $14.00 | $295.50
17.32 | LAUNDRY §19.00 | $314.50
17.33 | SERVICE CHARGE | $23.00 | $337.50
06/09 | ROOM CHARGE | $230.00 | §567.50
12.16 | MINI-BAR $39.00 | $606.50
06.41 | OVERSEAS CALL | $12.00 | $618.50
18.54 | TRANSPORTATION | $25.00 | $643.50

Work Sheet 5

... Could you explain these items on my bill, please?

... That’s the usual practice, the laundry is charged separately.

... Is everything OK now, madam?

... Why are there two charges for dry cleaning and laundry?

... ’ll check again.

... That’s the 10% service charge in lieu of gratuities.

... Yes, our records show you made three calls overseas.

... Oh, I see. And did I really make three phone calls overseas?

... Oh, did I really?

... Certainly, madam, what would you like to know?

... But what’s this 10% charge?

... Yes, I think so.
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Production

Role-play

other looks at Role Card fir student B.

15. The teacher then asks each pair to do the role-play in front of the class.

16. Teacher and students summarize the lesson together.

Role Card

Student A You are a guest

You are leaving the hotel and you need to check out. You need:
- to name the room number;

- to check the bill;

- to get an explanation of the extra charge.

Student B You are a receptionist

You greet the guest.

Ask him the room number.

You have to show him the bill.

Ask the guest:

- if everything is correct in the bill;

-explain the extra charge for the missing thing;
- how he/she would pay;

-wish him/her a nice trip.
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14. The teacher arranges the class in pair. One student looks at Role Card for students A, the
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Evaluation and discussion

17. Teacher observes students while they are working with their pairs and group.

18. Students evaluate themselves by grading their own performance. (A = Excellent B =
Good C = Fair D = Poor F = Very poor)

19. Teacher asks students to evaluate their friends, performance while they are working in
pair and group work by giving a score. (A = Excellent B = Good C = Fair D = Poor F = Very poor)

20. Teacher and students discuss their ideas about their performance, what they have to

improve, then let students try to practice more to reduce their mistake.

Teaching Aids:

1. Worksheets

2. Role Card

3. Over Head projector

4. CD and CD player

Evaluation
1. Teacher examines the production of activities and exercises.

2. Teacher observes students interaction in the classroom.
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Achievement Test
Code: 2201-2811 Subject: English for Tourism T-P-C:314)
Level : Certificate 2 Program : English for Service Business

Sukhothai Commerce Technological College
Simulation: Tourism Transactions
Instructions Form groups of 10 people (3 groups) and three groups perform a simulation of
tourism transactions using the information given role cards and documents.
Each group consists of Reservation, Receptionists, Waitress, Guest 1, Guest 2, Guest 3,
Guest 4 and Guest 5

Situation 1: Hotel Reservation

Role Card for Guest 1

You are a guest from Canada who is going for a trip to Thailand. You choose to stay
at Viengtai Hotel which is at Banglampoo district. Make a reservation by phone by
the following information.

- a double room

- from Friday to Monday next week

- ask how much it will cost

- ask if you can pay by card

- name: Victoria

- phone number: 04588 5598711
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Role Card for Reservation
You work at Viengtai Hotel which is at Banglampoo district. There is a guest from
Canada. Deal with the guest by the following information.
- the hotel is fully booked on Friday night, but there are vacancies from
Saturday to Monday or Tuesday.
- double room: 2,250 per night, breakfast included
- ask for customer's name and phone number

- ask customer what time they will arrive

Situation 2: Hotel Check in

Role Card for Guest 2
You and your kids are tourists from Canada who are going to Thailand. You booked
a room at Viengtai hotel for a double room. When you arrive at the hotel, go to the
reception for check in procedures. Before you go to the room, you ask for help to

carry your luggage, ask the way to your room and ask about breakfast time.

Role Card for Receptionist
You work at Viengtai Hotewhich is at Banglampoo district. After the guests go
through check in procedures, they will ask you some questions.

Deal with the guests and answer guests’ questions.




Situation 3: Handling Complaints

Role Card for Guest 4

You are a guest: Explain these problems to the receptionist. Make complete
sentences.

Problems

- No ice in mini-bar

- Sheets are dirty

- No writing paper

- No toilet paper

- Bedside light is broken

- Forgotten toothpaste

- Too much noise in next room
- No shampoo

- Want blankets not a duvet

- Want more coat hangers

- Checking out — suitcase very heavy

125
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Role Card for Receptionist
You are a receptionist, choose the best solution for each of the guest’s problems.
Make complete sentences.
Solutions
- Send up some more
- Inform the manager
- Contact room service
- Send maintenance up
- Get a porter for you
- Tell the housekeeper
- Bring it/them up yourself

- Contact maintenance
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Situation 4: Taking customer order

Role Card for Guest 3
You and your kids are guests in ViengtaiHotel, you go for dinner at Viengtai
Hotel restaurant. You ask for recommendations before you order, say what you
like, ask waitress to describe dish and order dish. When you finish, say that the

food was good.

Role Card for Waitress
You are a waitress in Viengtai Hotel restaurant which is at Banglampoo district.
Dealing with the guests by the following information.
1. Great your customers and take orders.
2. When asked, give a recommendation.
3. Don’t forget to ask for additional orders.
4. Check if your customers are satisfied.

5. Handle their complaint.
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Situation 5: Hotel Check Out

Role Card for Guest 5
You are a guest. You are checking out, decide what you will say to the
receptionist.
- Tell the receptionist your room number
- Tell how you will pay

- Etc.

Role Card for Receptionist
You are a receptionist, dealing with the guest for checking out.
- Ask the guest’s room number
- Offer the guest’s bill
- Ask the guest, how he/she will pay
- Say thank you




Viengtai Hotel Room rates

Rates & Reservations

Special Internet Rate

Published Rates

Make a Resarvation

Room Only

Room Tips
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Room Type
Room with Breakfast
Standard Room
Single/Double/Twin 1,275 -++
Triple 2550+
Family 2 550 -++
Deluxe Street Side
Single/mwin/Double 1,615.-++
Deluxe Pool Side
Single/Mwin/Double 1,700, -++
Deluxe Family 3570.-++
Suite
Deluxe Suite 4,250.-r+

Family Suite 4,250 -++

1,105+
2,125+

2,125 -+

1,445 -+

1,530+

2975+

MIA

N/A
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Hotael Reservation Form

Before hoteliers can make your reservation, thegtwaknow the information listed
below. You can use this form as a basis for youasiikiwhich most hotels prefer these
days, or you can print this page, fill in the infation and send it as a fax.

To: (hotel) at (email/fax)
From: at (email/fax)
Today's date: (day/month/year) /

Dear Hotel

Please make this reservation for me:

Name:

Total # of people: ~ #ofrooms:  #ights:

Arriving: (day/month/year) / /

My time of arrival (24-hour clock): (Ilnelephone if | will be late)
Departing: (day/month/year) / /

Room(s): Single  Double  Twin_ Triple Quad
With: Toilet _~ Shower _~ Bath _ nkSonly

Special needs: View _ Quiet _ Cheapest Ground Floor

Please email or fax confirmation of my reservatimong with the type of room reserve
and the price. Please also inform me of your cdatomh policy. After | hear from you, |
will quickly send my credit-card information as epsit to hold the room. Thank you.

Name:

Address:

City: State: Zip Code:
Country:
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[HESELVIFZNGE HEnYS

DISHES:

Veggie burger..........cccovcrrn$ B
SPriNgG SOUP.....ceevvveccreeeiee e $7
Garden salad........ccoocvccc 36
Grilled summer veggies................ $7,50
Boiled vegetables...........ccoooonrrucrucrec. $8,20

SIDE DISHES:

DRINKS:
Greentea. .. .o
Spring water ..

Fresh Fruit Juuce

DISHES:

Chicken sandwich........cccocuccvcccecn$ B I
HOt dOgS.......cooveereee e $4.50
Grilled cheese............oecccec . $6 I
Tomato SOUP......ccoveveneeereee e

Ham and cheese pizza................$8,20 I

SIDE DISHES:
Tomato salad.........ccooveocomveorce. $2 I
Spring salad.......oocconvrnnrcirnnnn $ 4
French fries.....ocoec$ 1,50

DRINKS:

Redwine... . .occocoveeeeeeeeeeen
White wine. ... o ..
JUICE e e e
COlQ oo e

Chicken heaven

DISHES:
Grilled chicken.........occeceiccn$ D
Fried chicken....................

Roast chicken.........
Chicken sandwich..

SALADS:
Season salad..........oeececececnn$ 2
Royal salad........oooocrvvrvvivinnrrcsiicrrnnn$ 4
Tomato salad..........ocooveoomeeeeeeeeeecere e $ 150
Cucumber salad.........ccoveceeecereerin $3

DRINKS:
BEeI .. e e
Mineral water. ........cccoovvvevcnne.

.$5.50
..$7.25
.. $150

= I I — — l— ~ —

‘Breakiastdiner

DISHES:

Scrambled eggs...........rrrrn$ B
Fried eggs over easy............c.n. $7
Bolied €ggs...........ccoommrevrrvrriranrssrnrnrcrine PO
Poached eggs.......corvveccomermmrreeciirrnrrrnd 9

SIDE DISHES: I

DRINKS: I
Coffee with milK.......cccovvvvviconeraa.. .$1.00 I
Coffee with cream. ........cccoceueeee . ..
JUICE e e e e e I
L=« O
CAPPUCCINOD.......cmveereeere s I
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M50 9 FeUNeUAZIUURTENANINATOLIAANNAINITANTNANEIDINBADY HAZHA

NITNAADI
AU NOUMINAADY NAIMINADD o
oon | Taseadi | diwit | adowad | dah oon | Tasandu | ddnii | adowmdn | ot
@oa | honsal @oa | howsd
b3 2 4 2 30 14 | 3 5 5 3 4 | 20 6
213 3 4 3 4 | 17 || 4 5 5 3 4 | 21 4
S 3 3 3 3015 4 5 5 3 3| 20 5
Y103 4 4 4 3 18 ] 4 5 5 4 4 | 22 4
S ) 4 4 3 30 16 | 3 5 5 3 4 | 20 4
613 4 4 3 3017 ] 4 5 5 4 3] 21 4
T2 4 4 2 4 | 16 || 3 5 5 3 4 | 20 4
813 3 2 3 4 | 15 || 4 5 5 3 4 | 21 6
13 4 3 3 4 | 17 | 3 5 5 4 5 | 22 5
S ) 4 3 4 4 | 17 || 4 5 5 4 5 | 23 6
"4 4 3 4 3 185 5 5 4 4 123 5
213 3 3 4 4 | 17| 5 5 5 4 5 | 24 7
B3 2 3 4 4 | 16 || 4 5 5 4 4 | 22 6
) 3 3 3 3] 14 | 3 5 5 3 4 | 20 6
) 4 3 3 3015 | 3 5 5 3 4 | 20 5
3 4 4 3 4 | 18 | 4 4 5 4 5 | 22 4
71 4 4 3 3 31 17| 4 5 5 3 4 | 21 4
B3 3 4 4 3017 ] 4 5 5 5 5 | 24 7
19 | 3 4 4 4 3] 18] 4 4 4 5 5 | 22 4
20 | 3 4 4 3 3017 ] 4 5 5 4 4 | 22 5
21 | 3 3 3 3 3015 ] 4 5 5 4 5123 8
2| 2 3 4 3 3015 4 5 5 4 5123 8
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23 3 4 3 3 4 17 4 5 5 5 4 23 6
24 2 3 3 2 3 13 4 4 4 3 4 19 6
25 2 3 4 3 3 15 3 4 5 4 4 20 5
26 2 3 4 3 2 14 3 5 5 4 3 20 6
27 2 4 3 2 4 15 4 5 5 3 5 22 7
28 4 3 3 3 5 18 5 5 5 5 5 25 7
29 4 4 4 3 4 19 5 5 5 5 5 25 6
30 3 2 4 3 3 15 4 5 5 4 4 22 7
394 | 84 102 104 93 102 | 485 §f 116 146 148 114 128 | 652 167
x 2.80 3.40 347 3.10 340 | 3.23 [ 3.87 4.87 4.93 3.80 427 | 435 | v 112
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
Prepronunciation 30 2 4 2.80 .664
Pregrammar 30 2 4 3.40 .675
Prevocabulary 30 2 4 3.47 571
Prefluency 30 2 4 3.10 .607
Precomprehension 30 2 5 3.40 .621
Valid N (listwise) 30
Descriptive Statistics

Minimum Maximum Mean Std. Deviation
Postpronunciation 30 3 5 3.87 .629
Postgrammar 30 4 5 4.87 .346
Postvocabulary 30 4 5 4.93 .254
Postfluency 30 3 5 3.80 714
Postcomprehension 30 3 5 4.27 .640
Valid N (listwise) 30




Paired Samples Test
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Paired Differences

95% Confidence

Interval of the

Std. Std. Error Difference Sig. (2-
Mean Deviation Mean Lower Upper t df tailed)
Pair 1 pretest - -5.567 1.251 .228 -6.034 -5.100| -24.377 29 .000
posttest
Paired Samples Statistics
Mean N Std. Deviation | Std. Error Mean
Pair1  pretest 16.17 30 1.510 276
posttest 21.73 30 1.596 291
Paired Samples Correlations
N Correlation Sig.
Pair 1  pretest & posttest 30 677 .000




NIARNUIN N

gudsemaleinsn1e109ngy



@IPHOENIX ITE &

EXCELLENCE
Academy

cood Teaching By Deslon

This is to certify that

Ms. Arunee NaRjiam

has successfully completed a preparation course

for Teaching Knowledge Test (TKT)

The course included the following topics:

teaching

s Module 2: Lesson planning & use of resources for language

teaching

Module 3: Managing the teaching & learning process

Principal: w

Date: 27t April 2012

3 UNIVERSITY of CAMBRIDGE

i m Preparation Cent L UNIVERSITY of CAMBRIDGE
(39 ESOL Examinacions Cambridge ESOL bam Pregaatin Cente o

Autharsed Cantrs for Taaching Awards. F‘i

Module 1: Language & background to language learning &
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