








	Lead - In 

	Materials:  Board & markers, pictures of hotel lobby and check-in desk

	Time
7mins
	Set Up
Whole class

	Procedure:

<Greeting Students>

Hello! Everyone. How are you today? 

Does anyone have any experience of working at hospitality industry or serving guests in some way?
<Eliciting- attach the pictures on the white board>
Before we move on to the next step, I would like you to elicit and share your ideas.  Here are the questions.  What kind of place is this and what do we do at this place?

(Write ideas on the board)

<Introduce the topic>

In today’s lesson, what I would like you to try to learn is polite and formal expressions used by native speakers.  Before we practice the dialogue sheet that I gave you, why don’t we look up some vocabularies that you might not know?


	Pre - Activity 

	Materials: vocabulary work sheet 

	7mins

	Whole class

Groups
Whole class

	Procedure:
1. vocabulary

(distribute  worksheets)
 Work in pairs.  Try to match the words with the description. 
 You have 3 minutes.
CCQ
1. How much time do you have?

2. Who are you working with?
<monitor discreetly.  Answer students if they have any questions.>

Let’s check the answers together.
<Review the words one by one >


	Main Activity

	Materials:  worksheet 2, video clip, script

	Time
7mins
11mins
12mins

	Set Up
Whole Class
Whole Class
Whole Class
Pairs

	Procedure
1. Listening for the main idea (general understanding)
Instructions
Now, I am going to play two minutes conversation between a front desk agent and a guest.  After listening to this, tell me the answer for the first question on the second worksheet.
CCQ 

Can you take notes?
What are you supposed to think about?

<Play the mp3 file>
What is it that the guest and the front desk agent talk about?

Ok, I am going to play the conversation again.  Please listen carefully to the conversation again so that you totally understand what the conversation is about. 

<Play the mp3 file again>

2. Listening for the details

Instructions

Now, read your questions on the second worksheet.  I will give you two minutes to read.  Let me know when you guys are done.
Are you done reading the rest of the questions?  Now I am going to play the file again.  Listen to the conversation carefully and please try your best to answer as many questions as possible.
<Play the mp3 file again.> 

CCQ

What are you supposed to do while listening to the dialogue?
<Ask the students if there is a part they did not or could not listen to.  If there is, play that part again>

Go over the answers with students one by one.
3. Listening for the language

<distribute the dialogue script>

Instructions

Now, You will listen to the audio file again. As you can see, the dialogue has to be completed by filling in blanks.  Listen carefully and try your best to fill in as many blanks as possible.
CCQ

What are you going to do when you listen to new vocabularies?

(After students finish filling in the blanks)

Work in pairs.  Compare the answers with your partner. I will give you two minutes.  Let me know if you have any questions.
<Go over the answers one by one with students>
<Play the mp3 file once again, so the students can fully understand the conversation>


	Post-Activity

	Role plays

	Time
6min
	Set Up
Pairs
Whole Class


	Procedure:
Instructions

Now please form a group of two with another person sitting next to you.  Using this completed dialogue script, please practice the dialogue with your partner.  When you are done, please switch the roles and practice again. 
CCQ

Are you working in pairs?

Do you fully understand the roles of the agent and the guest?
Conclude lesson

 Explain the important role of the polite and formal language in hospitality business.
Give homework

Instructions 
Today’s homework is making few sentences with new words you have learned.
It is time to wrap up today’s lesson.  Thank you for your concentration and consideration.  Have a great time for the last of the day!  



Worksheet 1 <Vocabulary>
1. Luggage  

2. Finalize  

3. Wardrobe  

4. Registration Card 

5. Confirm

6. Further
7. Hesitate  
a. baggage, bags, belongings, gear, pack  suitcases
b. a piece of furniture like a large cupboard that you hang clothes in; closet
c. to show that something is definitely true

d. to pause before saying or doing something because you are not sure or nervous

e. to finish the last part of a plan, business deal etc.

f. an official card used by hotels containing details of guests’ stay

g. more or additional 
Worksheet 2   <Comprehension>

1. What is this conversation about?
2. What is John trying to do for Mr. Smith?
3.  Why does Mr. Smith have to go directly to his room?
4. When John and Mr. Smith arrive at the room, what does John ask Mr. Smith?
5. For how long Mr. Smith is staying at the hotel?  On what date is he leaving?
6.  What kind of newspaper does Mr. Smith prefer to have during his stay?
7. Where does Mr. Smith have to call if he has any further questions?

Extra credit:  What is the name of the hotel?
Worksheet 3 <script>

John:
Good morning Mr. Smith, Welcome to Park Hyatt Seoul.  My name is John, I will be escorting you to your room.  Your _____ will be taken directly to your room by my colleague.
Mr. Smith: 
Thank you.  Wait, why are we going directly to my room?

John:
As we already have your details from your last stay, it will be more____________________ your check-in in your room. _________________to lead you to your room.

Mr. Smith: 
Thanks so much.

John:
We now have arrived at your room.  Mr. Smith, ______________________________.

Mr. Smith:
Yes, please.

John:
Certainly.  Here is your registration card.__________________________________.  We have you staying with us for 6 nights, departing on Wednesday, July 8th, and this is your room rate._________________________________?

Mr. Smith:
Sure.  Here you go.

John:
_________________________________________ Wallstreet?

Mr. Smith:
Yes, you may.

John:
Mr. Smith, are you familiar with the features of our rooms, or __________________________________________?

Mr. Smith:
I think I am fine.
John:
Certainly.  I am sure you wish to relax now, but_____________________________________________________________________________________________________________.  I will leave your key on this table.  Once again, welcome back to Park Hyatt Seoul, please enjoy your stay.

Homework
1. Luggage  

2. Finalize  

3. Wardrobe  

4. Registration Card 

5. Confirm

6. Further

7. Hesitate  
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Level: Advanced





Students:


13
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50min





Language Used in Hospitality Industry





Materials: Homework sheet


Computer and an mp3 file 


Vocabulary work sheet (13 copies)


Realia (two pictures - hotel lobby, check-in desk)


Dialogue script (13 copies)


Comprehension work sheet (13 copies)








Aims  : - To learn expressions and vocabularies used in hospitality industry 


To understand the general idea, intonation, and stress from the conversation


To obtain the specific information from listening


To accept the language in hospitality industry as own language


To practice speaking with partners by using the listening dialogue worksheet





Language Skills:


Listening : listening to the mp3 file


Speaking :  sharing brainstormed ideas from the pictures of hotels, discussing the meaning of each vocabulary with partners, role playing with dialogue script


Reading : reading the dialogue script.


Writing : building sentences using new vocabularies, writing brief definitions of new vocabularies








Writing : Filling out the form for employment.                                                                                                                 





Language Systems:


Function:  finalizing check-in for guest


Lexis : the meanings of the new vocabularies 


Grammar : polite expressions (Please allow me to…, Would you like me to…, May I…, etc.)


















































Discourse: 

















Assumptions:





Students are interested in learning polite and formal English expressions.


Students have experiences in providing services for guest at least once. 


Students are college students or older. 


Students are familiar with doing activities with partner and in a group.








Anticipated Errors and Solutions:


 





Students may not be able to follow the passage easily.


#Follow the task – feedback circle: let them listen to the mp3 file again until they get the gist of the content.








Students may not be able to pick up details from listening.


#Chunk the listening (pause - play- pause- play).








If time is short,


#Reduce time of asking students’ answers; do not spend too much time on one question. 








If students finish their tasks earlier than anticipated, 


#Give more time to share their experiences or practice the dialogue more with partners.








References:


Room division scripting of Park Hyatt Seoul 


“Check-In Return Guest: Scheduled” 











