Lesson Plan Template – Presentation Practice Production Based


	 FORMCHECKBOX 
 Listening   X Speaking    FORMCHECKBOX 
 Reading    FORMCHECKBOX 
 Grammar   FORMCHECKBOX 
 Writing


	Topic: Service Standard 



	Instructor: 

Steve Jang

	Level:
University Students 
(Beginner)
	Students:
15
	Length:
50 Minutes


	Materials: - Check In Work Sheet
                  - Check Out Work Sheet
                  - New Vocabulary Sheet


	Aims: 
- To give university level students an opportunity to practice how to handle the guest on Check In & Check Out. 
-To make the students be able to experience Front Office Job 
-To have an opportunity to think about What is service standard 


	Language Skills:
-Reading: vocabulary worksheet

-Listening: the teacher's explanation about new vocabulary related to Hotel Terminology
-speaking: answers about the teacher's question, giving one's individual opinions, 
-Writing: details(dictation)


	Language Systems:
-Lexis: words used in describing Hotel Check In & Check out 

 -Functional : How to handle Guest


	Assumptions:
 -Ss are working for hotel as if they are front office staffs


	Anticipated Errors and Solutions:

Some Ss may not be able to handle guest properly because they have no opportunities before  

              -  Let them have opportunities to handle  guest in English until they can be accustomed to do it. 
Some Ss will have difficulty in expressing about awkward questions by Guest 

-  Give some easy examples or similar questions related to Guest’s questions.
If Ss need more time to finish their activity (cut-off plan)

            -  Be flexible with time. Give Ss more time to finish their activity and cut off the time of the past activity.

If Ss finish their activity early(SOS plan)

         -  Give Ss an extra task ; make role play with each other 

	References:
Hotel Front Office Job Manual 


	Lead-In

	Materials: Pictures showing Guest Check In & Check Out , Reservation , 

Luggage handling etc


	Time
	Set Up
	Student Activity
	Teacher Talk

	5min
	Whole class


	Sitting at the table by group(5students)
	How are you?  As already aware that Chuseok big holiday is coming soon, so do you have a plan to go abroad for travel? Raise your hand! Which country will go overseas?  Or have you been travelled overseas ? mostly when you go overseas for travel, where do you stay ? (Ss answer Hotel) Yes, right

Andthen, What kinds of facilities Hotel has? (Ss tells ~~~). 
showing pictures making reservation, checking in & out ) 

In order for guest to get room in a hotel, what do they have to do? (Ss says . reservation, check in & check out). Right …therefore, as a student  studying hotel management,  after graduating school, you want to be hotelier , I would like to teach how to handle reservation, check in & check out etc…


	Pre-Activity

	Materials: Vocabulary worksheet, Photos

	Time
	Set Up
	Student Activity
	Teacher Talk

	15min

	pairs(10)
	-Ss learn about what kind of hotel terminologies are used. 
- Especially Vocabulary Game will be performed to familiar with terminologies. 
	This session would be very helpful for you guys to know how to make a reservation, how to check in & how to check out . and  there are some hotel terminologies for you to know before starting reservation, check in & check out etc.
Ask the students what are some things receptionist would ask for  reservation, Check In & Check out etc and what are some things guest would ask for reservation, Check In & Check Out. 
Give each student the hand-out titled Reservation, Check In & Check out English Worksheet . 


	Main Activity

	Materials: Listening & Dictation, CD & CD player 

	Time
	Set Up
	Student Activity
	Teacher Talk

	20

	pairs(6)
	divide the class into 6: Guest  making reservation, checking in & out etc…
	Make pairs for role play. Each partner become  guest and staff.

Reservation

Situation 1

Staff : Good morning, Hotel Times media reservation, This is Mr. Jang May I help you? 

Guest : Yes. I’ d like to make a reservation 

S: For when? 

G: For Sep 15th through 20th
S: So you will be here on the night of the 15th and you will be leaving on the 20th?

G: That’s right.

S: Just a moment please,  Yes..  a room is available. What kind of room would you like? 

G: A Suite, please (King, Twin etc..)

S: Alright, In whose name should I reserve the room?

G: For Mr, Kim

S: Could I please have the full name ?

G: For Mr, Kim Time

S: Could I please have the company name and phone number?

G: Times Media, 000-0000-0000

S: Thank you, please let us know if there are any changes.

Situation 2

S: Good evening, Hotel Times media. This is Mr. Jang. May I help you? 

G: I would like to reserve a double room for one week from this coming Saturday.

S: You mean you will stay for a week from Sep 17th ? 

G: Yes. That’s right.

S: I’m very sorry. But we’re having a large convention that week. We don’t have any available space at the moment. May I suggest that we put you on our waiting list and inform you if there are any cancellations? 

G: Do you think that’s possible?

S: There are always changes in our bookings.

G: Yes. Please do that

S: Could you please give me the name of the guest?
Check someone In

Situation 1

Staff: (Welcome to The hotel times media) May I help you?
Guest: Yes. I would like to stay
S: How long will you be staying?

G: I’ll be here till next Friday.

S: What kind of room would you like?

G: I’d like a double room facing airport.

S: Certainly, we have one available at the moment. 

G: Great!

S: Would you please fill in this form?

G: Yes. No Problem.

S: Here’s your key. The bellman will show you up to your room.

Situation 2

S: Good Morning . May I help you?
G: Yes. I would like to have a double room with an extra bed.

S: For when?

G: for this weekend.

S: I’m very sorry, but we’re all booked up for this weekend.

G: what am I going do now?

S: we can offer to help you find someplace? 

 Checking out

Situation 1

Guest: Good morning, I’d like to pay my bill

Staff: Good morning, sir. Are you leaving today?

G: Yes. How much is the bill altogether?

S: What’s your name and room number, please?

G: I’m Kim time, room 1109. Here is the key.

S: did you use anything from the minibar in your room between yesterday afternoon and this morning?
G: Yes. One bottle of Jonny walker and 3 packs of peanuts.

S: total KRW700,000.

G: How much is that in US$?

S: $700

Situation 2

Staff: Will you pay by  cash or credit card? 
Guest: Credit card. Which cards do you accept?

S: we take almost all international cards.

G: Which one would you prefer, AMEX, VISA or JCB?

S: we don’t accept the JCB card. Your VISA card will be fine.

G: Here it is. However, do you prefer a VISA over AMEX?

S: we accept both equally.

G: Here it is. Is this alright?

S: Your signature is different  from the one registered on the card. I’m sorry, but could you sign again the same as the original one. 
G: Here, it is signed like you wanted

S: Thank you, here is the receipt and your card.



	Post Activity

	Materials: Role Play Worksheet


	Time
	Set Up
	Student Activity
	Teacher Talk

	10min

	pairs
	Place students in pairs and assign roles to each member.  There will be Receptionist  and Guest 
	Go over the questions with the entire groups. Ask a student each question and get them to give their answer to each other and write summary.
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