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Introduction 

Any course design starts with needs analysis (Elliott, 1998; Gillet, 1989; More, 2001; Nunan, 

1991), which is conducted on several levels: on the level of a students’ group, on institutional, 

educational, administrative, political and cultural level (Kennedy, 1988). Needs analysis is a 

component of a system approach and it has to be carried out in order to get information about 

stakeholders’ wishes (Richards, 2001).  

The analysis of curriculum and syllabus theories done pointed to the main issues of curriculum 

and syllabus. Considering the opinions expressed by D.Nunan (1991), N.Markee (2002) and 

J.Elliott (1998), the project team adopted an approach in which curriculum implies educational 

philosophy, aims of the course, the selected teaching-learning methods and teaching aids but 

syllabus includes the course content (what is to be taught and in what sequence). 

The analysis of theoretical literature concerning different syllabi types, their advantages and 

disadvantages done in order to choose the most appropriate syllabi for an ESP course for 

hospitality industry staff and students (Markee, 2002; Yalden, 1996; Willis, 1998; Reilly, 1988; 

Dunkelman, 1996; Nunan, 1991; Widdowson, 1979; Ellis, 2005; Rabbini, 2002; Rooney, 2000; 

Skelton, Willis, 2004; Bell, 1981; Foster, 1999) resulted with a conclusion to design an 

integrated syllabus. Topical syllabus was chosen as the leading syllabus and situational, task-

based and process syllabi were used as the supplementary ones. The use of topical and 

situational syllabi ensures its content correspondence to the requirements of the hospitality and 

tourism industry. The elements of the task-based syllabus help to develop students’ and 

hospitality industry employees’ communication skills, creative thinking and problem-solving 

skills, but the elements of process syllabus enable its innovative approach as the course 

content, teaching-learning methods and teaching aids are selected considering the 

stakeholders’ needs based on needs analysis results from six partner countries.  

 

Course Methodology 

The purpose of the project is to provide students and people employed in the hospitality and 

tourism industry with appropriate material for their everyday work tasks and the target is B2 and 

C1 level according to the Common European Framework or Reference for Languages. 

The description for Basic user – B2 according to the CEFR is: 
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Can understand the main ideas of complex text on both concrete and abstract topics, 

including technical discussions in his/her field of specialisation. Can interact with a 

degree of fluency and spontaneity that makes regular interaction with native speakers 

quite possible without strain for either party. Can produce clear, detailed text on a wide 

range of subjects and explain a viewpoint on a topical issue giving the advantages and 

disadvantages of various options. (CEFR, Table 1: Common Reference Levels: global 

scale, p.24) 

The description for Independent user – C1 according to the CEFR is: 

Can understand a wide range of demanding, longer texts, and recognise implicit 

meaning. Can express him/herself fluently and spontaneously without much obvious 

searching for expressions. Can use language flexibly and effectively for social, 

academic and professional purposes. Can produce clear, well-structured, detailed text 

on complex subjects, showing controlled use of organisational patterns, connectors 

and cohesive devices. (CEFR, Table 1: Common Reference Levels: global scale, p.24) 

The skills that have to be attained according to the CEFR for B2 and C1 are: 

 B2 C1 

RANGE Has a sufficient range of language to 
be able to give clear descriptions, 
express viewpoints on most general 
topics, without much conspicuous 
searching for words, using some 
complex sentence forms to do so. 

Has a good command of a broad range 
of language allowing him/her to select a 
formulation to express him/ herself 
clearly in an appropriate style on a wide 
range of general, academic, profession-
nal or leisure topics without having to 
restrict what he/she wants to say. 

ACCURACY Shows a relatively high degree of 
grammatical control. Does not make 
errors which cause misunder-
standing, and can correct most of 
his/her mistakes. 

Consistently maintains a high degree of 
grammatical accuracy; errors are rare, 
difficult to spot and generally corrected 
when they do occur. 

FLUENCY Can produce stretches of language 
with a fairly even tempo; although 
he/she can be hesitant as he/she 
searches for patterns and 
expressions. There are few noticeably 
long pauses. 

Can express him/herself fluently and 
spontaneously, almost effortlessly. Only 
a conceptually difficult subject can 
hinder a natural, smooth flow of 
language. 

INTERACTION Can initiate discourse, take his/her 
turn when appropriate and end 
conversation when he/she needs to, 
though he/she may not always do this 
elegantly. Can help the discussion 
along on familiar ground confirming 
comprehension, inviting others in, etc. 

Can select a suitable phrase from a 
readily available range of discourse 
functions to preface his remarks in 
order to get or to keep the floor and to 
relate his/her own contributions skilfully 
to those of other speakers. 

COHERENCE Can use a limited number of cohesive 
devices to link his/her utterances into 
clear, coherent discourse, though 
there may be some ‘jumpiness’ in a 
long contribution. 

Can produce clear, smoothly flowing, 
well -structured speech, showing 
controlled use of organisational 
patterns, connectors and cohesive 
devices. 

Source: CEFR, Table 3: Common Reference Levels: qualitative aspects of spoken language use, p.28-29 
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When preparing the material we also focused on the questions suggested in the CEFR on p.44 

which represent all the major aspects of language use and competence which need to be taken 

into consideration. 

 Can I predict the domains in which my learners will operate and the situations which 

they will have to deal with? If so, what roles will they have to play? 

 What sort of people will they have to deal with? 

 What will be their personal or professional relations in what institutional frameworks? 

 What objects will they need to refer to? 

 What tasks will they have to accomplish? 

 What themes will they need to handle? 

 Will they have to speak, or simply listen and read with understanding? 

 What sort of things will they be listening to or reading? 

 Under what conditions will they have to act? 

 What knowledge of the world or of another culture will they need to call on? 

 What skills will they need to have developed? How can they still be themselves without 

being misinterpreted? 

 For how much of this can I take responsibility? 

 If I cannot predict the situations in which the learners will use the language, how can 

 I best prepare them to use the language for communication without over-training them 

for situations that may never arise? 

 What can I give them that will be of lasting value, in whatever different ways their 

careers may later diverge? 

 How can language learning best contribute to their personal and cultural development 

as responsible citizens in a pluralist democratic society? 

 

However, the CEFR cannot give the answers to these questions as it depends on the estimation 

of the learning/teaching situation and especially on the needs, motivations, characteristics and 

resources of the learners and other parties. 

With reference to domains in the sense of spheres of action or areas of concern we took all four 

domains – personal, public, occupational and educational according to CEFR in consideration 

as in the field of work we prepared the material for it is almost impossible to distinguish between 

public and occupational, personal and educational or any other combinations. Working in the 

hotel, catering or tourism industry often means that interests or domains overlap. Considering 

students there will be definitely an overlap of the personal and educational domain.    

Bearing these things in mind a survey among stakeholders in the hospitality and tourism 

industry in all project partners' countries was carried out showing that there is a need for 

teaching/learning English for B2/C1 level. The same results were found in another survey 

carried out among teachers of foreign languages from all project partners' countries. Teachers 

expressed the need for authentic material and material, used especially to improve spoken 

interaction. As people employed in the hospitality and tourism industry and students studying in 

this field are the target group of this project it is clear that oral production and spoken interaction 

is the most important skill as they will have to participate in conversations, discussions, 

meetings, negotiations and interviews; they will have to face complaints, problems and conflicts 
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and they will have to find solutions; they will have to instruct others about their tasks; they will 

have to negotiate and conclude plans and contracts; they will have to prepare oral presentations 

on a business-related topic; they will have to advise and recommend guests on different things 

and give directions inside and outside the hotel, restaurant or a similar facility. Other skills are 

important as well but as most work tasks in this industry are performed by using speaking skills 

it is clear that the main stress lies on developing this special skill. Therefore the desired level for 

oral production and spoken interaction to be achieved is described as followed by the CEFR:  

 Overall oral production 

C1 Can give clear, detailed descriptions and presentations on complex subjects, integrating 
sub-themes, developing particular points and rounding off with an appropriate conclusion. 

B2 Can give clear, systematically developed descriptions and presentations, with appropriate 
highlighting of significant points, and relevant supporting detail. 

Can give clear, detailed descriptions and presentations on a wide range of subjects 
related to his/her field of interest, expanding and supporting ideas with subsidiary points 
and relevant examples. 

Source: CEFR, Illustrative scale for Overall oral production, p.58 

 Public announcements 

C1 Can deliver announcements fluently, almost effortlessly, using stress and intonation to 
convey finer shades of meaning precisely. 

B2 Can deliver announcements on most general topics with a degree of clarity, fluency and 
spontaneity which causes no strain or inconvenience to the listener. 

Source: CEFR, Illustrative scale for Public announcements, p.60 

 Addressing audiences  

C1 Can give a clear, well-structured presentation of a complex subject, expanding and 
supporting points of view at some length with subsidiary points, reasons and relevant 
examples. 
Can handle interjections well, responding spontaneously and almost effortlessly. 

B2 Can give a clear, systematically developed presentation, with highlighting of significant 
points, and relevant supporting detail. 
Can depart spontaneously from a prepared text and follow up interesting points raised by 
members of the audience, often showing remarkable fluency and ease of expression. 

Can give a clear, prepared presentation, giving reasons in support of or against a 
particular point of view and giving the advantages and disadvantages of various options. 
Can take a series of follow up questions with a degree of fluency and spontaneity which 
poses no strain for either him/herself or the audience. 

Source: CEFR, Illustrative scale for Addressing audiences, p.60 

 Overall spoken interaction 

C1 Can express him/herself fluently and spontaneously, almost effortlessly. Has a good 
command of a broad lexical repertoire allowing gaps to be readily overcome with 
circumlocutions. There is little obvious searching for expressions or avoidance strategies; 
only a conceptually difficult subject can hinder a natural, smooth flow of language. 

B2 Can use the language fluently, accurately and effectively on a wide range of general, 
academic, vocational or leisure topics, marking clearly the relationships between ideas. 
Can communicate spontaneously with good grammatical control without much sign of 
having to restrict what he/she wants to say, adopting a level of formality appropriate to 
the circumstances. 

Can interact with a degree of fluency and spontaneity that makes regular interaction, and 
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sustained relationships with native speakers quite possible without imposing strain on 
either party. Can highlight the personal significance of events and experiences, account 
for and sustain views clearly by providing relevant explanations and arguments. 

Source: CEFR, Illustrative scale for Overall spoken interaction, p.74 

 Understanding a native speaker interlocutor 

C1 Can understand in detail speech on abstract and complex topics of a specialist nature 
beyond his/her own field, though he/she may need to confirm occasional details, 
especially if the accent is unfamiliar. 

B2 Can understand in detail what is said to him/her in the standard spoken language even in 
a noisy environment. 

Source: CEFR, Illustrative scale for Understanding a native speaker interlocutor, p.75 

 Conversation  

C1 Can use language flexibly and effectively for social purposes, including emotional, 
allusive and joking usage. 

B2 Can engage in extended conversation on most general topics in a clearly participatory 
fashion, even in a noisy environment.  
Can sustain relationships with native speakers without unintentionally amusing or 
irritating them or requiring them to behave other than they would with a native speaker. 
Can convey degrees of emotion and highlight the personal significance of events and 
experiences. 

Source: CEFR, Illustrative scale for Conversation, p.76 

 Formal discussion and meetings 

C1 Can easily keep up with the debate, even on abstract, complex unfamiliar topics. 
Can argue a formal position convincingly, responding to questions and comments and 
answering complex lines of counter argument fluently, spontaneously and appropriately. 

B2 Can keep up with an animated discussion, identifying accurately arguments supporting 
and opposing points of view. 
Can express his/her ideas and opinions with precision, present and respond to complex 
lines of argument convincingly. 

Can participate actively in routine and non-routine formal discussion. 
Can follow the discussion on matters related to his/her field, understand in detail the 
points given prominence by the speaker. 
Can contribute, account for and sustain his/her opinion, evaluate alternative proposals 
and make and respond to hypotheses. 

Source: CEFR, Illustrative scale for Formal discussion and meetings, p.78 

 Goal-oriented co-operation (e.g. repairing a car, discussing a document, organising an 

event) 

C1 As B2 

B2 Can understand detailed instructions reliably. 
Can help along the progress of the work by inviting others to join in, say what they think, 
etc. 
Can outline an issue or a problem clearly, speculating about causes or consequences, 
and weighing advantages and disadvantages of different approaches. 

Source: CEFR, Illustrative scale for Goal-oriented co-operation, p.79 
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 Transactions to obtain goods and services 

C1 As B2 

B2 Can cope linguistically to negotiate a solution to a dispute like an undeserved traffic 
ticket, financial responsibility for damage in a flat, for blame regarding an accident. 
Can outline a case for compensation, using persuasive language to demand satisfaction 
and state clearly the limits to any concession he/she is prepared to make. 

Can explain a problem which has arisen and make it clear that the provider of the 
service/customer must make a concession. 

Source: CEFR, Illustrative scale for Transactions to obtain goods and services, p.80 

 Information exchange 

C1 As B2 

B2 Can understand and exchange complex information and advice on the full range of 
matters related to his/her occupational role. 

Can pass on detailed information reliably. 
Can give a clear, detailed description of how to carry out a procedure. 
Can synthesise and report information and arguments from a number of sources. 

Source: CEFR, Illustrative scale for Information exchange, p.81 

Another important view is aural reception or listening skill as obviously speaking does not 

function without listening, especially when work tasks are mainly based on conversations or 

dialogues. In a working environment such as a hotel or a restaurant, spoken production will not 

be satisfactory if listening comprehension is weak. In this kind of business it is essential that 

employees understand questions and instructions as well as the gist of announcements and 

messages. If, for example, a receptionist does not understand the problem of a hotel guest, he 

will not be able to reply in a proper way, let alone solve it. Or, if somebody working for a catering 

company does not understand what a customer wants, the conversation will probably not be 

very successful and might lead to the cancellation of the catering job. So, they are expected to 

understand spoken and recorded English to the defined level, which is according to the CEFR: 

 Overall listening comprehension 

C1 Can understand enough to follow extended speech on abstract and complex topics 
beyond his/her own field, though he/she may need to confirm occasional details, 
especially if the accent is unfamiliar. 
Can recognise a wide range of idiomatic expressions and colloquialisms, appreciating 
register shifts. 
Can follow extended speech even when it is not clearly structured and when relationships 
are only implied and not signalled explicitly. 

B2 Can understand standard spoken language, live or broadcast, on both familiar and 
unfamiliar topics normally encountered in personal, social, academic or vocational life. 
Only extreme background noise, inadequate discourse structure and/or idiomatic usage 
influences the ability to understand. 

Can understand the main ideas of propositionally and linguistically complex speech on 
both concrete and abstract topics delivered in a standard dialect, including technical 
discussions in his/her field of specialisation. 
Can follow extended speech and complex lines of argument provided the topic is 
reasonably familiar, and the direction of the talk is sign-posted by explicit markers. 

Source: CEFR, Illustrative scales for Overall listening comprehension, p.66 
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 Listening to announcements and instructions 

C1 Can extract specific information from poor quality, audibly distorted public 
announcements, e.g. in a station, sports stadium etc. 
Can understand complex technical information, such as operating instructions, 
specifications for familiar products and services. 

B2 Can understand announcements and messages on concrete and abstract topics spoken 
in standard dialect at normal speed. 

Source: CEFR, Illustrative scales for Listening to announcements and instructions, p.67 

In addition, reading and writing skills are important as well. Reading skills are not important for 

students only but for all people employed in the hotel, catering and tourism industry. All of them 

will read for gist, specific information, detailed understanding or instructions. Everyday tasks of 

people working in this industry involve reading emails, information in advertisements, brochures, 

business correspondence, contracts, agreements and reports. So the description of the desired 

level for reading skills according to the CEFR is:         

 Overall reading comprehension 

C1 Can understand in detail lengthy, complex texts, whether or not they relate to his/her own 
area of speciality, provided he/she can reread difficult sections. 

B2 Can read with a large degree of independence, adapting style and speed of reading to 
different texts and purposes, and using appropriate reference sources selectively. Has a 
broad active reading vocabulary, but may experience some difficulty with low frequency 
idioms. 

Source: CEFR, Illustrative scales for overall reading comprehension, p.69 

 Reading correspondence 

C1 Can understand any correspondence given the occasional use of a dictionary. 

B2 Can read correspondence relating to his/her field of interest and readily grasp the 
essential meaning. 

Source: CEFR, Illustrative scales for reading correspondence, p.69 

 Reading for orientation 

C1 As B2 

B2 Can scan quickly through long and complex texts, locating relevant details. 
Can quickly identify the content and relevance of news items, articles and reports on a 
wide range of professional topics, deciding whether closer study is worthwhile. 

Source: CEFR, Illustrative scales for reading for orientation, p.70 

 Reading for information and argument 

C1 Can understand in detail a wide range of lengthy, complex texts likely to be encountered 
in social, professional or academic life, identifying finer points of detail including attitudes 
and implied as well as stated opinions. 

B2 Can obtain information, ideas and opinions from highly specialised sources within his/her 
field. 
Can understand specialised articles outside his/her field, provided he/she can use a 
dictionary occasionally to confirm his/her interpretation of terminology. 

Can understand articles and reports concerned with contemporary problems in which the 
writers adopt particular stances or viewpoints. 

Source: CEFR, Illustrative scales for reading for information and argument, p.70 
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 Reading instructions 

C1 Can understand in detail lengthy, complex instructions on a new machine or procedure, 
whether or not the instructions relate to his/her own area of speciality, provided he/she 
can reread difficult sections. 

B2 Can understand lengthy, complex instructions in his field, including details on conditions 
and warnings, provided he/she can reread difficult sections. 

Source: CEFR, Illustrative scales for reading for information and argument, p.71 

Writing skills for this language level are important for everybody employed in the hotel, catering 

and tourism industry. Students in this field will have to produce written products, such as 

financial reports, agendas for and minutes of meetings; they will prepare presentations and 

produce leaflets or brochures, they will write business letters. These are all activities they will 

meet later on when working in any field of tourism industry as people employed there need 

writing skills when they need to answer business correspondence, write financial and annual 

reports, prepare meetings, participate in negotiations and similar. The description of the desired 

level for writing skills according to the CEFR is:          

 Overall written production 

C1 Can write clear, well-structured texts of complex subjects, underlining the relevant salient 
issues, expanding and supporting points of view at some length with subsidiary points, 
reasons and relevant examples, and rounding off with an appropriate conclusion. 

B2 Can write clear, detailed texts on a variety of subjects related to his/her field of interest, 
synthesising and evaluating information and arguments from a number of sources. 

Source: CEFR, Illustrative scales for overall written production, p.61 

 Overall written interaction 

C1 Can express him/herself with clarity and precision, relating to the addressee flexibly and 
effectively. 

B2 Can express news and views effectively in writing, and relate to those of others. 
Source: CEFR, Illustrative scales for overall written interaction, p.83 

 Correspondence  

C1 Can express him/herself with clarity and precision in personal correspondence, using 
language flexibly and effectively, including emotional, allusive and joking usage. 

B2 Can write letters conveying degrees of emotion and highlighting the personal significance 
of events and experiences and commenting on the correspondent’s news and views. 

Source: CEFR, Illustrative scales for notes, messages & forms, p.84 

Another important aspect considered in this course syllabus is intercultural competence. 

However, as this syllabus is meant for students and people working in the tourism industry who 

want to achieve a higher level of language proficiency and want to improve their existing 

knowledge we can expect that intercultural competence should not be an issue for them. 

Preparing to work or already working in the tourism and hospitality industry means that they are 

aware that the main goal is to satisfy tourists’ needs and they are aware that intercultural 

competence is extremely important. Still, we will include developing knowledge, skills and 

attitudes, key competences for lifelong learning, into this course syllabus as there is always 

something new to learn. Here the pyramid model of intercultural competence by Dr. Deardoff is 

very helpful, where knowledge, skills and attitudes and the desired outcomes are explained in 

more detail.  
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 DESIRED EXTERNAL OUTCOME: 
Behaving and communicating effectively and appropriately (based on 
one’s intercultural knowledge, skills, and attitudes) to achieve one’s 
goals to some degree 

 

 DESIRED INTERNAL OUTCOME: 
Informed frame of reference/filter shift: 
Adaptability (to different communication styles & behaviours; 
adjustment to new cultural environments); 
Flexibility (selecting and using appropriate communication styles and 
behaviours; cognitive flexibility); 
Ethno-relative view; 
Empathy 

 

 Knowledge & Comprehension: 
Cultural self-awareness; 
Deep understanding and 
knowledge of culture (including 
contexts, role and impact of 
culture & others’ world views); 
Culture-specific information; 
Sociolinguistic awareness 

Skills: 
To listen, observe, and interpret 
To analyse, evaluate, and relate 

 

Requisite Attitudes: 
Respect (valuing other cultures, cultural diversity) 
Openness (to intercultural learning and to people from other cultures, 
withholding judgment) 
Curiosity and discovery (tolerating ambiguity and uncertainty) 

Figure 1: Pyramid model of intercultural competence (Deardorff, 2009) 
 

People working in the tourism and hospitality industry need to develop key knowledge such as 

culture general and specific knowledge to perform their work tasks in a proper way and to 

satisfy the tourists’ needs. They also need to develop key skills such as language skills, 

listening skills, information-gathering skills and problem-solving skills as these are skills very 

much needed in their field of work. Attaining the level of B2/C1 language proficiency should 

enable people working in the tourism and hospitality industry to take an active part in working 

life either in a local hotel, restaurant or similar facility or in an international hotel, restaurant or 

similar facility. It enables them for working in an English-speaking country as well. 

Certainly key attitudes such as respect, open-minded, curiosity and empathy are important as 

well when working in the tourism industry as people from all over the world, from different 

cultures and traditions meet and cooperate. 

 

Taking all these descriptions in consideration we have created a course which includes all the 

above mentioned elements, different tasks such as simulations, role play, classroom 

interactions and similar, goals, input and outcomes, activities, roles, monitoring and evaluation 

as suggested in the CEFR on page 55. Regarding tasks all the teachers taking part in the 

survey also prepared suggestions on how to teach different topics. So, for the topic “Hotel Front 

Office” most of the teachers suggested speaking activities such as role play and dialogues, 

discussions and case studies, which was expected considering that at the Hotel Front Office the 
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most important skill is speaking. In the table “Table with course content” the topics or content of 

the course, the unit titles, the objectives to achieve, the predicted learning outcome and the 

methods applied are listed. In the table “Course syllabus – literature” the literature and online-

resources suggested for the course are listed.    

 

When preparing the different modules for the e-learning platform we were trying to look for and 

find professional texts and articles talking about the topics the modules are about: Hotel Front 

Office, Catering service, Conference and Business service, Off-site services, Financial 

management and Hotel management. We were looking for texts offering professional 

vocabulary which will enrich and improve the personal and work-related vocabulary of students, 

learners or people employed in the tourism industry. Hereby we chose professional texts in 

British English as well as in American English. Nowadays with the influence of the Internet, the 

television and social media it is very difficult to avoid different kinds of English. You can teach 

either British or American English at school but as soon as students or people employed in the 

tourism industry come in contact with the real world the situation changes. Students and people 

employed in the tourism industry usually adapt very quickly to new customers, new situations 

and also to different kinds of English. Especially students and younger people employed in the 

tourism industry often speak a mixture of British and American English or even another kind of 

English despite the fact they learned either British English or American English. Moreover, we 

have also included listening tasks; transcript is provided for every listening part. As tourism 

employees contact people from different countries, where in majority of cases English is a 

foreign language for them, we have made recordings involving some native speakers, but 

purposefully recorded conversations with non-native English speakers. We tried to get as close 

contextually as possible. 

The main purpose of creating the modules was to prepare professional and interesting texts 

with new and useful vocabulary to learn as well as different kinds of exercises to check the level 

of understanding of students, learners and people employed in the tourism industry. 

Considering that the level is B2/C1 we expect that students, learners and people employed in 

the tourism industry will not have particular difficulties with either the texts or exercises but will 

nevertheless improve and enrich their vocabulary and gain professional and work-related 

knowledge from the texts offered.  

Offering material in different kinds of English can be confusing, especially at a lower language 

level such as A1 or A2, when students or learners only start to learn English. However, as the 

level of language is improving the understanding of it is becoming less confusing. Furthermore, 

students with a higher level of language are more self-confident and will decide on their own 

which words to use but they will also learn from practical situations. Other important factors will 

also be their working environment and their customers who will presumably come from different 

parts of the world speaking different kinds of English.  

So the diversity of English can be considered as an enrichment of the knowledge and 

vocabulary that students, learners and people employed in the tourism industry already have. 

With all the daily influences of the Internet, television and social media it is a process going on 

naturally and subconsciously without being aware of it and therefore difficult to avoid.     
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Course Syllabus 

Language level: B2/C1  

Target audience: students, hotel staff, catering staff, tourism staff 

Course scope: at least 60 hours (can be increased if necessary) 

Topic / course 
content 

Unit titles Objectives Learning outcomes Methods applied 

Hotel front 
office 
 

- Personnel  
- Complaints / 
customer satisfaction 
- Different services 
- Team working 
- Intercultural aspects  

- to learn suitable language and 
phrases for the work at the hotel 
front office 
- to develop suitable 
communication strategies 
- to learn how to solve problems 

- student uses the correct 
words and phrases 
- student communicates in a 
suitable way 
- student can handle politely 
the customer complaints 
 

- dialogues 
- role-play 
- listening activities 
- watching authentic situation 
on youtube 
- reading  
- writing tasks (e-mails, forms, 
complaints) 

Catering 
service  

- Hygiene and safety 
- Catering 
management 
- Special dietary 
needs 
- Recipes 
- Intercultural issues 

- to learn the specific language of 
cookery and catering 
- to become acquainted with the 
main regulations and safety 
requirements in the field of 
catering 
- to become familiar with the main 
business strategies in the field of 
catering 

- student understands the main 
ideas of complex texts, on both 
concrete and abstract topics, 
including technical discussions 
in the field of catering 
– student uses paraphrases to 
avoid repetitions  
- student has an insightful 
knowledge of the micro-
language of catering 

- reading  and comprehension 
of specific articles and essays 
- tasks aiming at reinforcing 
and varying the basic 
communication strategies 
- insights on specific topics 
relevant to the field of catering 

Conference 
and Business 
services 

- Types of 
conferences 
- Personnel / Qualities 
/ Qualifications 

- to learn suitable language and 
phrases for organising conference 
and business services 
- to develop suitable 

- student uses suitable words 
and phrases 
- student communicates in a 
suitable way 

- reading activities 
- vocabulary tasks 
- listening activities 
- presentation activities 
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- Organising a 
conference 
- MICE 

communication strategies  
- to learn to present ideas and 
suggestions  

- student presents ideas for 
organising an event 

- simulations 
- writing tasks 
- pair discussions 
- group discussions 

Off-site 
services 

- Introduction to Off-
site Services 
- Tourist Attractions 
- Events  
- Transport services – 
organising charter 
flights 
- Guiding 
- Promoting         
destinations 

- to learn suitable language and 
phrases useful for work at hotel 
hospitality desk 
- to learn to present the 
prospective off-site attractions 
- to develop suitable 
communication strategies   

- student uses appropriate 
professional lexis and 
language structures  in 
professional setting  
- student has developed 
adequate presentation skills 
- student communicates in a 
suitable way 

- vocabulary tasks (synonyms, 
explanations) 
- reading comprehension 
- scanning reading 
- vocabulary in use 
- word building 
- listening comprehension 
- presentations 
- simulations 
- pair and group discussions 

Financial 
management 

- Starting a hotel 
- Personnel 
- Financial reporting 
- Graphs / tables / 
charts 
- Presenting figures 
and trends 

- to learn suitable language and 
phrases useful for financing 
- to develop suitable 
communication strategies   
- to learn how to present figures, 
graphs, tables, charts 

- student uses the correct 
words and phrases 
- student communicates in a 
suitable way 
- student presents figures, 
graphs, tables, charts 

- dialogues 
- monologues 
- role-play 
- reading activities 
- listening activities 
- watching authentic situations 
on youtube 
- writing activities 

Hotel 
management 

- Different types of 
hotels 
- Chains 
- Personnel 
management 
- Negotiations  

- to learn suitable language and 
phrases for managing the hotel 
- to develop suitable 
communication strategies  
- to develop an understanding of 
international business 
- to learn to present the hotel and 
its facilities properly 

- student uses appropriate 
words and phrases 
- student communicates in a 
suitable way 
- student understands how 
international business is 
organised, how it functions 
- student presents the hotel 
and its facilities properly 

- reading activities 
- writing activities 
- vocabulary in use 
- listening activities 
- problem-solving tasks 
- pair discussions 
- group discussions 
- simulations 
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English literature recommended for the course 

Topic / course 
content 

Literature  

Hotel front office 
 

- Catering Technology and Applied Nutrition: 
http://ihmbbs.org/upload/Front%20Office%20Operation%282%29.pdf  

- Eurostat portal: http://ec.europa.eu/eurostat/web/tourism/statistics-illustrated   
- Council on Hotel, Restaurant and Institutional Education (CHRIE): http://www.chrie.org/   
- International Hotel & Restaurant Association (IH&RA): http://www.ih-ra.com/  
- Harding K., Henderson, P. (1998) High Season : English for the Hotel and Tourist Industry . - Oxford : Oxford 

University Press [Student's Book]. - 176 p.  
- Revell R. (1996). Five star English for the hotel and tourist industry . - Oxford : Oxford University Press, - 201 p. 
- Mol, H. (2008). Tourism and Hospitality in Higher Education Studies. Course Book. Edinburg: Garnet. 
- Strutt, P. (2013). English for International Tourism. Intermediate Coursebook. New Edition. Harlow: Pearson 

Education Limited. 
- Harrison, L. (2013). English for International Tourism. Intermediate Workbook. New Edition. Harlow: Pearson 

Education Limited. 
- Duckworth, M. (2003). Business Grammar & Practice. New Edition. Oxford: Oxford University Press. 
- Strutt, P. (2010). Business Grammar and Usage. Market leader. Business English. Harlow: Pearson Education 

Limited. 

Catering service  - 6 Types of catering Services for Specific Events:  http://www.allcateringmenuprices.com/6-types-of-catering-
services-for-specific-events/  

- Council on Hotel, Restaurant and Institutional Education (CHRIE): http://www.chrie.org/    
- International Hotel & Restaurant Association (IH&RA): http://www.ih-ra.com/  
- Wood N. (2006). Tourism and Catering. [Great Britain] : Oxford University Press. 
- Revell R. (1996). Five star English for the hotel and tourist industry . - Oxford : Oxford University Press, - 201 p. 
- Strutt, P. (2013). English for International Tourism. New Edition. Upper Intermediate Coursebook. Harlow: 

Pearson. 
- Cowper, A. (2013). English for International Tourism. New Edition. Upper Intermediate Workbook.  Harlow: 

Pearson. 
- Duckworth, M. (2003). Business Grammar & Practice. New Edition. Oxford: Oxford University Press. 
- Strutt, P. (2010). Business Grammar and Usage. Market leader. Business English. Harlow: Pearson Education 

Limited. 

http://ihmbbs.org/upload/Front%20Office%20Operation%282%29.pdf
http://ec.europa.eu/eurostat/web/tourism/statistics-illustrated
http://www.chrie.org/
http://www.ih-ra.com/
http://www.allcateringmenuprices.com/6-types-of-catering-services-for-specific-events/
http://www.allcateringmenuprices.com/6-types-of-catering-services-for-specific-events/
http://www.chrie.org/
http://www.ih-ra.com/
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Conference and 
Business services 

- Organizing a Conference: http://port.modernlanguages.sas.ac.uk/tutorials/conference  
- Different Types of Conferences: http://port.modernlanguages.sas.ac.uk/different-types-conferences.html  
- Business Travel News: http://www.businesstravelnews.com/Business-Travel-Research/BTN-s-2015-Corporate-

Travel-Index/   
- The Global Business Travel Association: http://www.gbta.org/Pages/default.aspx   
- Business Tourism: http://www.tradeforum.org/business-tourism/  
- Harding K.  (2001). Going International : English for tourism . - 4th impression. - Oxford : Oxford University 

Press, - 200 p.  
- Jacob M. (2001). English for International Tourism . - [Great Britain] : Longman. - Course Book. – 127. 
- Harding K., Henderson, P. (1998) High Season : English for the Hotel and Tourist Industry . - Oxford : Oxford 

University Press [Student's Book]. - 176 p.  
- Strutt, P. (2013). English for International Tourism. New Edition. Upper Intermediate Coursebook. Harlow: 

Pearson. 
- Cowper, A. (2013). English for International Tourism. New Edition. Upper Intermediate Workbook.  Harlow: 

Pearson. 
- Walker, R., Harding, K. (2009) Tourism 3. Oxford English for Careers. Oxford: Oxford University Press. 
- Duckworth, M. (2003). Business Grammar & Practice. New Edition. Oxford: Oxford University Press. 
- Strutt, P. (2010). Business Grammar and Usage. Market leader. Business English. Harlow: Pearson Education 

Limited. 

Off-site services  - Introduction to off-site services: Leask, A. (2008). The Nature and Role of Visitor Attractions. In Managing 
Visitor Attractions (eds. Fyall, A., Garrod, B., Leask, A., Wanhill, S.), 3-4, Butterworth-Heinemann, Elsevier Ltd.  

- Introduction to off-site services: Sharma, K.K. (2005). Tourism and Development. New Dehli: Sarup and Sons. 
- Introduction to off-site services: http://hyattmountainlodge.hyatt.com/en/hotel/our-hotel.html  
- Introduction to off-site services: http://hyattmountainlodge.hyatt.com/en/hotel/activities/area-activities.html  
- Introduction to off-site services: http://hyattsunsetharbor.hyatt.com/en/hotel/our-hotel.html  
- Introduction to off-site services: http://hyattsunsetharbor.hyatt.com/en/hotel/activities/area-activities.html    
- Introduction to off-site services: http://www.keywesttravelguide.com/explore-key-west/beaches/  
- Introduction to off-site services: http://www.disneytouristblog.com/disney-world-hotels-off-site-on-site/  
- Introduction to off-site services: http://www.pacificpalmsresort.com/entertainment/offsite-activities  
- Introduction to off-site services: http://www.crieffhydro.com/leisure/things-to-do/  
- Introduction to off-site services: http://tranquilseas.com/roatan-off-site-excursions/  
- Charter flights: “Tour Operators Tap Charters To Rival Low-Cost Airlines” by Paulo Prada Staff Reporter of The 

http://port.modernlanguages.sas.ac.uk/tutorials/conference
http://port.modernlanguages.sas.ac.uk/different-types-conferences.html
http://www.businesstravelnews.com/Business-Travel-Research/BTN-s-2015-Corporate-Travel-Index/
http://www.businesstravelnews.com/Business-Travel-Research/BTN-s-2015-Corporate-Travel-Index/
http://www.gbta.org/Pages/default.aspx
http://www.tradeforum.org/business-tourism/
http://hyattmountainlodge.hyatt.com/en/hotel/our-hotel.html
http://hyattmountainlodge.hyatt.com/en/hotel/activities/area-activities.html
http://hyattsunsetharbor.hyatt.com/en/hotel/our-hotel.html
http://hyattsunsetharbor.hyatt.com/en/hotel/activities/area-activities.html
http://www.keywesttravelguide.com/explore-key-west/beaches/
http://www.disneytouristblog.com/disney-world-hotels-off-site-on-site/
http://www.pacificpalmsresort.com/entertainment/offsite-activities
http://www.crieffhydro.com/leisure/things-to-do/
http://tranquilseas.com/roatan-off-site-excursions/
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Wall Street Journal (June 11, 2002) 
- Tourist attraction: www.greeka.com   
- Tourist attractions: http://www.cyprusexplorer.globalfolio.net/eng/limassol/object/limassol-castle/index.php  
- Events and Festivals: http://russiapedia.rt.com/of-russian-origin/maslenitsa/   
- Events and Festivals:  http://wilstar.com/holidays/thanksgv.htm  
- Guiding:  https://www.englishclub.com/english-for-work/tour-guide-sample-speech.htm  
- Guiding:  http://www.frommers.com/destinations/italy/253175   
- Guiding: https://tourismenglish.wordpress.com/2013/02/26/tour-guide-speech-budapest/  
- Promoting resorts: https://www.revinate.com/blog/2014/09/how-to-respond-to-negative-hotel-reviews  
- Promoting resorts: http://www.imtj.com/news/how-hotels-are-promoting-wellness-tourism/  
- Harding K., Henderson, P. (1998) High Season : English for the Hotel and Tourist Industry . - Oxford : Oxford 

University Press [Student's Book]. - 176 p.  
- Harding K.  (2001). Going International : English for tourism . - 4th impression. - Oxford : Oxford University . 
- Mol, H. (2008). Tourism and Hospitality in Higher Education Studies. Course Book. Edinburg: Garnet.Press, - 

200 p.  
- Jacob M. (2001). English for International Tourism . - [Great Britain] : Longman. - Course Book. – 127. 
- Strutt, P. (2013). English for International Tourism. New Edition. Upper Intermediate Coursebook. Harlow: 

Pearson. 
- Cowper, A. (2013). English for International Tourism. New Edition. Upper Intermediate Workbook.  Harlow: 

Pearson. 
- Duckworth, M. (2003). Business Grammar & Practice. New Edition. Oxford: Oxford University Press. 
- Strutt, P. (2010). Business Grammar and Usage. Market leader. Business English. Harlow: Pearson Education 

Limited. 

Financial 
management 

- Tourism Business Portal: http://ec.europa.eu/growth/tools-databases/tourism-business-portal/index_en.htm   
- Financial Resource Management. Sport, Tourism, and Leisure. Services.: 

https://www.sagamorepub.com/files/lookinside/136/pages-financialresourcemanagement.pdf   
- Tourism Investment and Finance: 

https://www.usaid.gov/sites/default/files/documents/2151/InvestmentWorkbook_4%5B2%5D.pdf  
- MacKenzie I. (2006) Professional English in Use – Finance. Cambridge University Press. 
- Walker, C., Harvey, P. (2008). English for Business Studies. Edinburg: GarnetEducation. 
- Mol, H. (2008). Tourism and Hospitality in Higher Education Studies. Course Book. Edinburg: Garnet. 
- Butzphal, G., Maier-Fairclough, J. (2013). Career Express: Business English B2. Course Book. Edinburg: 

http://www.greeka.com/
http://www.cyprusexplorer.globalfolio.net/eng/limassol/object/limassol-castle/index.php
http://russiapedia.rt.com/of-russian-origin/maslenitsa/
http://wilstar.com/holidays/thanksgv.htm
https://www.englishclub.com/english-for-work/tour-guide-sample-speech.htm
http://www.frommers.com/destinations/italy/253175
https://tourismenglish.wordpress.com/2013/02/26/tour-guide-speech-budapest/
https://www.revinate.com/blog/2014/09/how-to-respond-to-negative-hotel-reviews
http://www.imtj.com/news/how-hotels-are-promoting-wellness-tourism/
http://ec.europa.eu/growth/tools-databases/tourism-business-portal/index_en.htm
https://www.sagamorepub.com/files/lookinside/136/pages-financialresourcemanagement.pdf
https://www.usaid.gov/sites/default/files/documents/2151/InvestmentWorkbook_4%5B2%5D.pdf
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Garnet. 
- Maier-Fairclough, J., Butzphal, G. (2013). Career Express: Business English C1. Course Book. Edinburg: 

Garnet. 
- Chazal, E., McCarter, S. (2012). Oxford EAP. A course in English for Academic Purposes. Upper-intermediate / 

B2. Oxford: Oxford University Press. 
- Duckworth, M. (2003). Business Grammar & Practice. New Edition. Oxford: Oxford University Press. 
- Strutt, P. (2010). Business Grammar and Usage. Market leader. Business English. Harlow: Pearson Education 

Limited. 

Hotel management - Tourism Business Portal: http://ec.europa.eu/growth/tools-databases/tourism-business-portal/index_en.htm  
- Walker, R., Harding, K. (2009). Tourism. English for Careers. Management. Oxford: Oxford University Press. 
- Walker, R., Harding, K. (2009) Tourism 3. Oxford English for Careers. Oxford: Oxford University Press. 
- Walker, R., Harding, K. (2007) Tourism 2. Oxford English for Careers. Oxford: Oxford University Press. 
- Strutt, P. (2013). English for International Tourism. New Edition. Upper Intermediate Coursebook. Harlow: 

Pearson. 
- Cowper, A. (2013). English for International Tourism. New Edition. Upper Intermediate Workbook.  Harlow: 

Pearson. 
- McKeown A., Wright R. (2011) Professional English in Use – Management. Cambridge University Press. 
- Strutt, P. (2013). English for International Tourism. Intermediate Coursebook. New Edition. Harlow: Pearson 

Education Limited. 
- Harrison, L. (2013). English for International Tourism. Intermediate Workbook. New Edition. Harlow: Pearson 

Education Limited. 
- Mol, H. (2008). Tourism and Hospitality in Higher Education Studies. Course Book. Edinburg: Garnet. 
- Duckworth, M. (2003). Business Grammar & Practice. New Edition. Oxford: Oxford University Press. 
- Strutt, P. (2010). Business Grammar and Usage. Market leader. Business English. Harlow: Pearson Education 

Limited. 

 

http://ec.europa.eu/growth/tools-databases/tourism-business-portal/index_en.htm
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