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To the Teacher

Everyday English for Hospitality Professionals (EEHP] presents the vocabulary needed for speaking about hospitality
work in English. It focuses on 61 activities common in international-class hotels worldwide.

This book may be used in conjunction with the Hospitality English courseware by DynEd International. Further
information about this companion product can be found at www.dyned.com. Many of the characters in EEHP also
appear in Hospitality English, and many vital concepts are covered in both titles—from different perspectives and
with different emphases. Hospitality English is especially good for working with spoken English. The emphasis in
EEHP s on broadening vocabulary through pictures. Together, these two sources offer a well-rounded introduction
to the English that hospitality professionals need.

EEHP focuses on verbs. Many other picture-based English books (such as picture dictionaries] have a lot of nouns
but not many verbs, adjectives, or other parts of speech. Since a verb is the heart of any sentence, noun-heavy
resources often fail to develop much communicative ability in their users.

Most chapters focus on what a hospitality worker does. Some chapters—labeled "The Guest’s Experience”—feature
a guest’s actions instead. These are included because it is important for hospitality workers to learn vocabulary
related to certain guest-centered processes.

| Aims |
A few of the aims central to EEHP are:
e to activate readers’ “event schemata,” their sets of expectations about how ordinary hospitality events usually
proceed
e to concentrate on the most essential and most picturable steps in those activities
e to create pictorial associations that aid in the storage and retrieval of vocabulary knowledge

EEHP does not intend to teach people how to do hospitality jobs. This can be done very well by the expert personnel
at career schools or in company training programs. Our target is language.

| Organization |

Each chapter in EEHP is about a process. The chapters are grouped into seven larger sections. The chapters can be
studied in any sequence that makes sense for the needs of students. It is not necessary, for example, to do Chapter
14 before Chapter 15. Each one is a self-sufficient lesson on its own. This gives various programs flexibility to focus
on what their students need most.

Each chapter has a list of "key vocabulary”—the most important words and phrases from the chapter. The meaning
of the key vocabulary items can be found by locoking at the pictures that illustrate them. Most chapters also have
“Culture and Language” sections to explain vocabulary that is especially challenging.

| Using EEHP |
This book can be used as a classroom text or a self-study tool at home. Its language level is high-beginning to

low-intermediate, but it can be useful to students at higher levels as well.

We hope your students will enjoy enriching their English vocabularies as they set out for satisfying careers in the
hospitality field.



Characters

Beli Service Concierge Driver/ Parking Valet

Paul

Event Planner Front Desk Clerks Front Desk Manager

Beatriz Chan Alberto, Rob, Pat

Housekeeper Restaurant Waitress Restaurant Hostess Room Service

L4

Emma Cody




Guests

Sam Monroe Sandra Randall

RS

Maryn Karini & Family Jeff Reynolds & Family Tom Smith & Family

(wife Dana, son Brian)

%

Mr. Johnson Mr. Boor Mr. Gordon Ms. Lopez
(calls for reservation) (calls to leave a message) (makes restaurant (seated in restaurant
reservation by phone)  without reservation)




rabie of GONtENtS

Unit I Before a Guest Checks In >

1. Taking a Reservation by Phone 8
2. Revising a Reservation 10
3. Suggesting Alternative Accommodation 11
4. The Guest's Experience: Meeting a Hotel Representative at the Airport 12
Unit I Checking Guests In >>
5. The Guest's Experience: Arriving at the Hotel 14
6. Welcoming a Guest 1: With a Reservation 15
7. Welcoming a Guest 2: Without a Reservation 16
8. Securing the Stay with a Credit Card 17
9. Filling out a Registration Form 18
10. Escorting a Guest to a Room 19
11. Orienting a Guest to a Room 20
12. Showing the Guest How to Get Hotel Information 22
13. Dealing with a Dissatisfied Guest 23
14. Checking in a Large Tour Group 24

Unit T Hotel Services >

15. Helping a Guest Ship a Parcel 25
16. Parking a Guest's Car 26
17. Laundry Services 1: The Hotel Laundry 28
18. Laundry Services 2: Coin-Operated Machines 29
19. Housekeeping 1: Dealing with Damage in a Room 30
20. Housekeeping 2: Bringing Extra Amenities to the Room 31
21. Housekeeping 3: Cleaning a Room 32
22. Room Service 1: Taking an Order 33
23. Room Service 2: Delivering an Order 34
24. Taking Messages for a Guest 36
25. Serving a Guest in the Gift Shop 37
26. The Guest's Experience: Signing for Drinks and Snacks 38
27. The Guest's Experience: Using the Business Center 39
28. The Guest's Experience: In-Room Entertainment 40
29. The Guest's Experience: Using the Family Pool 41
30. The Guest's Experience: Using the Fitness Center 42
31. The Guest's Experience: At the Executive Lounge 44

Unit V In the Restaurant >

32. Taking a Restaurant Reservation by Phone 46
33. Accommodating Guests Who Have No Reservation 47



34.
35
36.
37,
38.
39.
40.
41.
42.
43.
44,

UnitV

45,
46.
47.
48.
49.
50.
51.

Explaining That No Table Is Available

Seating Guests

Taking a Beverage Order and Serving Beverages
Taking a Meal Order

Serving Food

Serving Wine

Taking Dessert and Coffee Orders

Taking Payment at the Table

Taking Payment at a Register 1: A Satisfied Customer
Taking Payment at a Register 2: A Dissatisfied Customer
Taking Payment at a Register 3: A Credit Card Problem

Concierge Services >>

Explaining the Details of a Hotel Tour
Advising Guests about Nearby Restaurants
Arranging for a Taxi and Courtesy Car
Booking the Hotel for Future Conferences
Directing Guests to Facilities Near the Hotel
Handling a Request for Child Care

Lost and Found

Unit VI Dealing with Problems »>

52.
23,
54.
5.
56.

Helping a Guest Who Is Injured

Getting Medical Care for a Guest

Dealing with Noisy Guests

Advising a Guest About Safe Storage

The Guest's Experience: Reporting a Problem

Unit VI Checking Out >>

a7,
58.
59.
60.
61.

The Guest’s Experience: Getting Ready to Leave the Hotel
Checking a Guest Out: A Dispute about the Bill
Exchanging Currency

Storing Luggage after Check-Out

The Guest's Experience: Leaving the Hotel

Appendix >>

1.
2.
3.

Grooming and hygiene for hospitality professionals
Checklist of good hospitality practices
Common items in the hospitality business

48
49
50
51
34
o3
54
55
57
58
59

60
61
62
63
64
65
66

67
68
69
70
71

72
73
74
75
76

77
78
81
















































































































































































































































