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Introductio
Welcome to the Focused English ‘English For Hotels & Tourism 2’ course. This online
course will teach you the important Business English skills that you need to be successful in
today’s global hotel and tourism industry. In this course we will focus on grammar,
vocabulary, speaking, and reading. This course is designed for students that can read and
speak at an Intermediate level
When you log into your course, please print the PDF of the worksheet (US or A4) before
starting each lecture. You will use the worksheet to do the exercises during the lecture, so it is
very important for you to have a copy that you can write on. There is a page at the end of the
worksheet that you can use to write down vocabulary that you don’t know, and then
translate into your own language. There is also a page for notes. Next, watch the lecture and
be prepared to take notes and complete the exercises.
Once you have completed the lecture review your worksheet and correct any mistakes.
Remember when you’re watching the video to practice speaking like the instructor. Also, try
to keep a notebook with all of your worksheets together so you can go back and review them
in the future. After doing all of these steps you’ll be ready for the next lecture. Good luck and
welcome to Focused English

Talking About Reservation
In this lecture, we’ll look at a typical reservation call and talk about the language used.
We’ll also look at how to offer alternatives
As always, remember to write down any words that you don’t know and translate them
into your language at the end of the worksheet. Also take good notes, and practice speaking
like the instructor. Good luck and let’s get started
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1. Listenin
A guest calls the Continental Hotel to book a room. The hotel doesn’t have the type of
room the guest wants. Listen to the conversation and then circle the correct answer for the
questions
Lecture 1-Audio 1
1. The guest wants to book a single / double room
2. The guest wants a room with a jacuzzi / bathtub.
3. The guest wants a room facing the beach / doesn’t care
4. The guest wants to stay for 2 nights / 3 nights
5. James offers the guest a single / double room
6. The room faces the beach / car park.
7. The guest wants to pay with American Express / MasterCard.
8. The hotel will hold the room until 7PM / 9PM.
9. The guest will be arriving around 6PM / 7PM
10. The cost of the room is $159 per night / $179 per night.

2. Comprehension Chec
What do these sentences mean
1. Either way is ok
_________________________________________________________________________________
2. Would that work for you
_________________________________________________________________________________

Language tip
When the guest asks for someone in reservations, James says ‘speaking’. This means ‘you
are speaking to someone in reservations now’. You can also use this when someone calls
and asks for you because they don’t recognize your voice.
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3. Key Phrase
Listen to these sentences and practice saying them out loud
Talking about reservations
Good morning/evening, this is the Continental Hotel, how may I help you?
Yes ma’am, what kind of room would you like?
And how many nights would you like to stay?
I'm afraid we don’t have any doubles for those dates.
I can offer you a single with two beds if that would work for you.
Ok, let me just get some information from you.
Let me get your rst and last names.
And how would you like to pay, sir?

LANGUAGE FOCUS
Offering Alternative
When a guest wants something that you do not have, you must try to offer an
alternative. There are three parts to this situation
Request

The guest makes a request.

Apology

The hotel can’t satisfy the request

Alternative The hotel offers an alternative
Look at the language used in each step
Request

Hello, I’d like to book a double room for 10 days

Apology

I’m sorry sir, we don’t have any double rooms available for
those dates

Alternative We have a suite available, and I can give it to you for a nice discount
if that works for you.
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4. Practic
Listen to to the phone call from Exercise 1 again. Fill in the blanks with the words you
hear
Lecture 1-Audio
James: Continental Hotel, how may I help you
Guest: Could I speak to someone in __________
James: Speaking
Guest: Yes, I’d like to see if you have a single room available for this __________.
James: Certainly, would you like to check in on Friday and check out on Sunday
Guest: Yes, and I’d like a room with a jacuzzi if __________.
James: Certainly, would you like a room that faces the beach
Guest: Either way is ok.
James: Alright, I’m checking for you now. So, __________ we don’t have any singles
available, but it looks like we have a double deluxe room with jacuzzi available for check
in on Friday the 23rd, and check out on Sunday the 25th. Would that work for you
Guest: Does it face the beach?
James: No ma’am, it __________ our car park
Guest: Well, that’s ok. How much is it per night?
James: It’s $179 per night, ma’am
Guest: Ok, that __________ for me. Can I pay with my American Express card?
James: Of course, ma’am
Guest: Oh, and when do I need to check in by?
James: We’ll __________ the room until 9PM on the day of check in
Guest: Alright, I’ll be there by 7PM, so that’s __________.
James: Ok ma’am, I just need to get your name and credit card information.
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Vocabular
Wor

Meanin
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Notes
_________________________________________________________________________________
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_________________________________________________________________________________
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