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Acquisition of the knowledge and skills necessary to perform translation and interpretation work in the customer service industry after working at a compa|

B3 H AR

Learn basic English conversation so that you can smoothly serve foreign customers in various situations.

i 7% Pz
. Explanation of class content, textbooks used, evaluation

1 Introduction os
criteria, class rules, etc.

5 Taking phone calls/Giving information Incorplng ho.te.l .and r?staurant calls/Hotel and restaurant
location, facilities, prices

3 Taking reservations/Apologizing Opening and closing times/Turning down reservations

4 Receiving guests/Polite requests and responses Guests arriving at hotel reception/In the bar Requests
and offers

5 Instructions Mixing a cocktail

6  [Asking for information Restaurant-taking orders for aperitifs and starters

7 |Asking and explaining Restaurant-taking orders for main courses

8  [Asking and comparing Restaurant-wine waiter taking orders

9  |Presenting information Restaurant-for cheese/dessert/coffee.

10  |Recommending Restaurant-advising guests on wines

11  [Dealing with requests Replying to requests for items in restaurants

12 [Describing food dishes Chef going through menu with trainee

13 |Dealing with complaints(1) Guest complaining in a restaurant

14  [Describing jobs and workplaces Kitchen-head chef showing new commis around

15  |Explaining and instructing Kltch?n—chef going over cooking methods with new
commis

16 [Taking an order on the phone Room service-a guest ordering breakfast taking messages

17  |Asking for clarification Hotel reception-reservations by phone

18 [Dealing with phoned requests Hotel facilities and services

19 |Giving directions indoors and outside Hall porter and chaml‘)erm‘ald directing guests/Hall
porter and doorman directing guests

20 |Offering help and advice Hall porter to guests

21 |Dealing with complaints(2) Hotel-guests complaining to reception

22 |Paying bills Hotel and restaurant-payments

23  |Payment queries Hotel and restaurant-guests query bills

24 |Farewells Hotel and restaurant-guests are leaving

25 |Answering personal questions A job interview/Writing letters of application

26  |Exam

7 ¥ Zb

Highly Recommended: English for the Hotel And Catering Industry Cornelsen + Oxford
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