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Basic skills — Presenting your company

Bookings, reservations and complaints —
Die Arbeit in der Hotellerie kennenlernen

Dr. Petra Schappert

sen Fragen stellen sich Ihre Lernenden, indem sie Ali,
begleiten, wenn diese ihr eigenes Hotel erdffnen. Anhand
exte/ Lese-, Schreib- und Sprechaufgaben bietet die vorliegende
die Arbeit im Hotelgewerbe.

Niveau: B1 (Differenzierungsmaterial fiir A2)
Dauer: 8 Unterrichtsstunden
Kompetenzen: 1. Horen: Gesprachen wichtige Informationen entnehmen; 2. Spre-

chen: In Rollenspielen kompetent interagieren; 3. Lesen: Anfragen
von Kundinnen und Kunden verstehen; 4. Schreiben: Eine E-Mail
verfassen

Thematische Bereiche: bookings, enquiries, complaints
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A9 Presenting your company » Bookings, reservations and complaints

Auf einen Blick

1./2. Stunde
Thema:

M1
m2

M3

3./4. Stunde

Thema:

M4
M5
Mg
m7

Mms

endtigt:

Talking about the hotel of your dreams

Open the hotel of your dreams! — A collage / Bilder beschreiben und Aus-
sagen (ber das eigene Traumhotel treffen (UG)

Design the hotel of your dreams — A mindmap / Sein Traumhotel konkr
planen (GA)

Finding guests — Advertising your hotel / Anzeigen analysieren
Anzeige fir das eigene Hotel verfassen (GA)

Enquiries and potential first guests

The first guest! — Reading an enquiry / In
nehmen (EA)
Important words to know —

he guests arrive — A listening comprehension / Einem Hortext Informatio-
en entnehmen (EA)

Places to go to — Some Internet research / Im Internet Sehenswiirdigkeiten
und Restaurantempfehlungen recherchieren (GA)

+ die Audiodatei in ZM 1 sowie ggf. das Transkript in ZM 2
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7./8. Stunde

Thema: Dealing with complaints

Mm11 A guest complains — A reading/listening comprehension / Einem Be-
schwerdegesprich Informationen entnehmen und Losungen entwickeln
(EA, PA)

M12 Appeasing an angry guest —Writing an email / Auf eine Beschwerde mit
einer E-Mail reagieren (EA)

M13 Answering a complaint — Giving feedback / Zu einem Schreibprodukt von
Mitschiilerinnen und Mitschiilern Riickmeldung geben (EA, PA)

Bendtigt: + ggf. die Audiodatei in ZM 3

Minimalplan

Sie haben nur zwei Doppelstunden zur Verfigung? So kinnen Sie die wichtigsten In
1./2. Stunde: Enquiries and potential first guests
3./4. Stunde: Dealing with complaints

IM1  Audio-Dateizu M 9
IM2  Transkript zuM 9
IM3  Audio-Datei zu M 11

\ag
¥
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Open the hotel of your dreams! — A collage

What would the hotel of your dreams look Like?

Tasks
1. Look at the pictures of different hotels. Which ones do you like and which ones don't appeal to
you?
TIP: If you need help, use the vacabulary provided in the box,
Useful vocabulary

on the beach - luxury - bed and breakfast - reception — hotel lobby -
in the countryside — huge — elegant —accommodation —a personal touch
2. Discuss in class: What would the hotel of your dreams look like? “Invent” yougdream place.
TIP: If you need help, answer the questions in the box.
These questions might help you:
«  Where would your hotel be located?
Would it be big or small?

+  Would it be a luxurious hotel or a place for people with all budget?
How would your hotel be furnished? Y | l

b
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Finding guests — Advertising your hotel M3
In order to find guests, you need to create an ad for your hotel. @ @
Tasks

1. Read the two ads that were posted on the Internet. Analyse how they are structured.
2. Write your own advertisement to promote your hotel.

i o

The hotel has been bought, renovated and furnished — now you need people to know about
its existence. You have to create an ad that will attract guests.

Let Your hotel be Your secomd
home. Enjoy a stay in the m
of nature at the cozy “Bel

Photo: bycostello/ iStock Getty Images Plus

Why opt for second best when you can
sleep at the Raffles? Let us spoil you. From
a suite to a single room, the choice is yours.
Settle for nothing less. Contact us: ...
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Answers to all questions — A telephone call M6
Sometimes it is easier to talk on the phone than to send emails back and forth. @@
Tasks

Stay in the same groups of three students.

1. Every student takes over a role. Read the role description. Try to remember as much as you can.
The third student is the director who will also give feedback.

2. Practise the telephone call.
TIP: Everything that is not written on the role card can be invented,

G
Role 1: You are Ali/Paul/Mala.

= You decide to call Mr Martinstein since it is better to discuss his questions on the phone. &

+ You can only offer three single rooms, the rest would have to be double rooms.

» Half board and packed lunches are okay, but flexibility is not possible.

+ Coaking in your hatel kitchen is also not possible.

+ Insider tips need to be discussed since you don't know their programme.

+ You only have one room category.

= You are open for the long-term plans, but then the planning has to start earligkand not four
weeks in advance.

Role 2: You are Mr Martinstein.
= (Canone person stay in a double room? At what cost?
= You would like to have half board and no packed lun
+ Advice on good restaurants in the area?
+  Cooking school?

+ [fthe trip is a success, you would offer the tour thr
planning a year ahead. You want to k

imes a year and then would do some

-
-

different rates. These are ...
half board which includes ...
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