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1. Communicate in English effectively in their professional field
BEOBEEL 2. Improve general English ability - especially listening and speaking for the workplace, but also
BERE reading and writing
3. Learn and practice customer service skills specific for English speaking countries’ culture
In this class we will get familiar with staple English conversations used in customer care field, learn
BEORE about formality levels in English, and practice during pair work and role—plays. Also, we will engage in
group discussions about cultural differences.
LO1 | Students will be able to communicate effectively in basic customer care situations
L02 Students will be aware of cultural differences which will help them communicate with people
L) from other countries, lessen guests’ culture shock, and provide proper customer care.
LO3
LO4
SRRAICNT B Formative assessments will be conducted via homework check, quizzes etc. and feedback
T4—K1\vH communicated in a timely fashion so that students can improve their work.
iz First Class Service 1 (Stephen Hall, Troy Blappert)
SERE Other resources at the teacher’ s discretion.
Copying/cheating is not tolerated and may result in grade penalty, failure in this course, and possibly
ALL other courses. Disruptive behavior will not be tolerated. Cellphones, tablets, etc. can only be
BELEDEEER | used with instructor permission. Active participation in the lesson is required. If you are late, just
PIIL—IVE enter the classroom without disrupting the lesson. The teacher may change the syllabus at any time,
for any reason. There will be a final review class during the 16th week. Preview and review time for
each class is approximately 45 minutes.
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{ms ke Participation & A.ttitude: evfaluation based on preparation, use of English, 95
classroom behavior, and attitude.
LiR—t/ & Homework will include workbook tasks as well as other tasks 20
R Group/pair project, reports 30
INFAE Quizzes will focus on the new vocabulary and phrases. 15
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1 BERA Introduction to the course and provide guidance on the class quizzes and evaluation criteria
ER-FHLFE | Students ask questions and learn what is required before the start of the semester

5 BERNA Unit 1: Greeting guests, asking for personal information (Pages 2-7)
EH-HEPE | Chapter Homework

3 BERA Unit 2: Talking about occupations, expressing likes and dislikes (Pages 8-13)
EH-BEPE | Chapter Homework

4 BERA Unit 3: Talking about facilities, describing locations (Pages 14-19)
EH-BEPE | Chapter Homework

5 BERA Unit 4: asking about schedules, telling time (Pages 20-25)
EH-SBEPE | Chapter Homework

6 BERA Unit 5: Talking about days and dates, asking about availability (Pages 26-31)
EH-BEPE | Chapter Homework

7 BERA Unit 6: Asking about preferences, checking and confirming information (Pages 32-37)
EH-SEPE | Chapter Homework

8 BERA Unit 7: Checking in at a hotel, asking and offering (Pages 38—43)
ER-FHLFE | Chapter Homework

9 BERA Unit 10: Taking food and drink orders, confirming information (Pages 56-61)
ER-FELFE | Chapter Homework

10 BERNA Unit 11: Listening and responding to complaints, expressing intentions (Pages 62-67)
ER-FELFE | Chapter Homework

11 BERNA Unit 13: Talking about locations, giving directions (Pages 74-79)
ER-FELFE | Chapter Homework

12 BERNA Unit 14: Talking about prices, changing money (Pages 80-85)
ER-FELFE | Chapter Homework

13 BERNA Unit 15: Paying for goods and services, dealing with bill inquiries (Pages 86-91)
ER-FELFE | Chapter Homework

14 BERA Unit 16: Talking about service, saying good-bye to guests (Pages 92-97)
EH-BEPE | Chapter Homework

15 BERA Final Dialog Presentation - Students will prepare a dialog and preform it in class
EH-BHSPE | Final Dialog Presentation




