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Units & Variations Language Functions Comments 

Unit 1: Reception 

Dialog 1: Checking a guest in 

Dialog 2: Helping a guest who 
arrives too early 

Dialog 3: Explaining hotel facilities 

Dialog 4: Explaining the hotel’s mail 
service and security systems 

Dialog 5: Solving a problem for an 
unhappy guest 

Greeting, confirming registration 
information, giving information, 
requesting information, offering 
suggestions 

Focus strategy: Use “distancing” 
language for polite requests 

Could I …? 
Can I …? 
Could I ask you to …” 
And what name will that be 
under…? 

Students learn how to: 

• Make polite requests 

• Give information and confirm it 

• Solve problems in polite and 
helpful ways 

• Refer problems to a supervisor 

Unit 2: Restaurant and 
Bar 

Dialog 1: Helping a guest choose a 
restaurant for dinner 

Dialog 2: Helping a restaurant 
patron without a reservation 

Dialog 3: Seating guests who have a 
reservation 

Dialog 4: Offering after-dinner items 
and bringing the check 

Describing places and food, talking 
about time, suggesting solutions, 
finding out guest preferences, 
offering, confirming, checking to see 
that guests are satisfied 

Focus strategy: Making polite 
suggestions 

If you’d like to have … 

They’re both good, but … 

Would you be interested in …? 

Perhaps some brandy?  

Students learn how to: 

• Recommend restaurants and 
food 

• Gently promote the hotel’s own 
facilities 

• Take reservations 

• Take a dinner order 

• Be attentive without being 
intrusive 

Unit 3: Cashier and 
Checkout 

Dialog 1: Checking out a satisfied 
guest 

Dialog 2: Explaining items on a bill 

Dialog 3: Helping a guest who 
disagrees about part of the bill 

Dialog 4: Exchanging currency for a 
departing guest 

Checking on guest’s satisfaction, 
asking for detailed information, 
thanking, explaining items on a list, 
talking about schedules, responding 
to an objection, talking about 
currency 

Focus strategy: Showing flexibility 
in handling customer requests  

I’m sorry you were surprised … 

I’m afraid we … 

I’ll print out a separate bill … 

I’ve adjusted your bill… 

Students learn how to: 

• Confirm charges on a bill 

• Help a guest get transport from 
the hotel 

• Explain hotel charge policies 

• Exchange currency 

• Ask for customer feedback 
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Unit 4: Guest Services  

Dialog 1: Taking a guest’s request 
for many extra amenities  

Dialog 2: Taking a room-service 
dinner order 

Dialog 3: Describing exercise 
facilities and hotel services for 
children 

Dialog 4: Helping a guest whose 
child has become ill 

Responding to customer requests, 
taking a food order via telephone, 
describing hotel service, explaining 
rules, expressing confidence and 
control in an emergency, offering 
options  

Focus strategy: Using reassuring 
language  

They’re all very good with kids … 

No problem … 

I totally understand … 

Don’t worry. We’ll take care of him.  

Students learn how to: 

• Talk about hotel amenities 

• Open, sustain and close a 
telephone conversation 

• Describe the facilities and their 
rules 

• Deal with a guest’s illness 

Unit 5: Guest Relations 
and Sales  

Dialog 1: Answering questions 
about a tour arranged by the hotel  

Dialog 2: Giving directions to a 
tourist attraction 

Dialog 3: Helping a guest book a 
future meeting at the hotel 

Dialog 4: Giving directions to a 
shopping area 

Talking about schedules, describing 
transportation, making 
recommendations, giving directions, 
arranging a meeting, arranging 
follow-up contact 

Focus strategy: Simplifying 
directions 

The easiest way is … 

Go to X and the change to Y … 

Easily, sir. I can walk there in 15 
minutes.   

Students learn how to: 

• Describe the details of a hotel-
sponsored tour 

• Direct tourists to local 
attractions 

• Help a guest find a good 
shopping area 

• Sell hotel meeting and 
convention services  

Unit 6: Telephone 

Dialog 1: Taking a reservation 
request over the phone  

Dialog 2: Telling a caller that no 
rooms are available 

Dialog 3: Helping a caller leave a 
message for a guest 

Dialog 4: Helping a guest find 
transport from the airport to the 
hotel 

Talking about dates, recommending 
options, asking for personal 
information, confirming 
information, clarifying spelling, 
describing systems 

Focus strategy: Compensating for 
the difficulty of phone 
communication 

Let me confirm your reservation … 

Hang on. Can you repeat that …? 

Hold on a minute …   

Students learn how to: 

• Take information correctly over 
the phone 

• Present a friendly phone image 
even if a guest’s request can’t 
be filled 

• Help a guest find transport in an 
unfamiliar airport  

 

 


