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PART 1

French

Sans eux, les cuisines resteraient froides et les hotels
resteraient vides

Sans eux, les cuisines resteraient froides et les hoétels resteraient vides... Ces quelques mots
soulignent l'importance des travailleurs migrants dans l'industrie du tourisme a travers
I'Europe. Malgré les différences régionales, ce secteur lutte depuis des années contre la pénurie
croissante de main-d'ceuvre qualifiée.

Selon une enquéte récente de lI'association professionnelle de l'industrie du tourisme
allemande (DEHOGA), en juin 2022, plus de 60 % des entreprises hoteliéres ou de restauration
allemandes cherchaient des employés qualifiés ainsi que du personnel auxiliaire. Les données
suggérent que la pandémie de la covid a aggravé cette situation précairel. Cependant, méme
au-dela de la pandémie, la pénurie de main-d'ceuvre qualifiée dans l'industrie du tourisme est
un probléme central depuis des années?.

Dans presque tous les Etats membres de I'Union européenne, de moins en moins de personnes
sont prétes a accepter les conditions de travail dans le secteur du tourisme et de I'hétellerie :

1 Bereits lange vor der Corona-Pandemie haben Experten auf die Notwendigkeit einer Qualifizierungsofensive fiir die
Tourismusindustrie verwiesen: "Les formateurs et les demandeurs d'emploi dans le secteur du tourisme au XXle siecle font face
a de nouveaux défis : étant donné la nature dynamique et complexe de l'industrie touristique contemporaine, les apprenants
doivent étre dotés de compétences pertinentes pour les décennies a venir, telles que la communication interculturelle et
relationnelle ; le leadership ; la responsabilité ; et un ensemble de compétences spécifiques, notamment en matiere de
technologies de l'information et de la communication (TIC). Une demande sans précédent pour ces compétences existe en
accord avec les changements technologiques. Les nouvelles technologies innovantes et I'impact de la mondialisation, ainsi que
I'évolution des attentes des consommateurs, ont entrainé des changements significatifs tant dans l'industrie hoteliere et
touristique que dans les programmes académiques. En raison de la diversité des services offerts par l'industrie, tels que la
restauration, le transport, I'hébergement, les arts et le divertissement, et de sa complexité croissante, il y a une demande
croissante de personnel hautement qualifié possédant des compétences interculturelles qui transcendent les besoins
spécifiques du secteur... La politique des ressources humaines devrait se concentrer sur I'amélioration des qualifications et des
compétences des professionnels, afin d'améliorer la qualité du service qu'ils fournissent et la compétitivité de I'offre
touristique." Almeida, M. Altina 2017, Content and Language Integrated Learning in Tourism Vocational Education and Train-ing
in Portugal, Master’s Degree in Tourism and Communication, S. 51, online verfibar: http://hdl.handle.net/10400.26/19731

2 En deux années de pandémie avec plusieurs mois de confinement et de chdmage partiel, la plupart des employés dans les
entreprises de I'hotellerie et de la restauration ont di se réorienter. Voir : Gemeinsame Pressemit-teilung: Verbande packen
Herausforderungen im Gastgewerbe landeribergreifend an, 28.6.2022,

online abrufbar: https://www.dehoga-bundesverband.de/presse-news/pressemitteilungen/detail/news/gemeinsame-pm-
verbaende-packen-herausforderungen-im-gastgewerbe-laenderuebergreifend-

an/?tx_news pil%5Bcontroller%5D=News&tx news pil%5Baction%5D=detail&cHash=31050ec3d84615617ec415586528e235
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des horaires de travail peu attrayants (t6t le matin, tard le soir, les dimanches et les jours fériés)
ainsi que des salaires relativement bas.

Pour combler ce manque, l'industrie du tourisme a explicitement proposé des emplois de
niveau débutant aux migrants. Ainsi, dans toute I'Europe, l'industrie de I'hospitalité est devenue
le secteur par excellence pour l'intégration des migrants sur le marché du travail. Il est difficile
de trouver des données précises sur le nombre d'employés ayant une trajectoire migratoire
dans le secteur du tourisme et de I'h6tellerie. Cela peut étre d{ au fait que divers critéres sont
utilisés dans la définition d’une trajectoire migratoire, ce qui rend difficile la comparabilité et la
précision statistique. La collecte de données fiables est en outre compliquée par le fait que les
contrats de travail dans le secteur du tourisme sont souvent précaires et temporaires.

Selon I'office statistique de I'Union européenne, 13 millions de personnes travaillent dans le
secteur du tourisme, dont 18 % sont des étrangers en provenance d'autres pays de I'UE ou de
pays dits "tiers"3. Dans certains Etats membres de I'UE, le pourcentage d'étrangers travaillant
dans ce secteur est nettement supérieur a cette moyenne de I'UE. Selon les statistiques du
marché du travail en Autriche, 52 % des employés du secteur de I'h6tellerie sont des étrangers
(3 Vienne, méme 60 %, principalement en provenance de Hongrie ou d'autres Etats membres
de I'UE)*. En Allemagne, I'association professionnelle DEHOGA indique que 35 % des employés
du secteur du tourisme sont des étrangers. La PDG de DEHOGA, Ingrid Hartges, affirme a juste
titre que "il n'y a pas d'autre branche ou la proportion est plus élevée">.

Les représentants de la branche, les syndicalistes et les scientifiques conviennent que I'emploi
d'étrangers dans l'industrie du tourisme s’accompagne d’enjeux. Malgré leurs perspectives trés
différentes sur le sujet, tous les experts font référence aux défis que pose Il'emploi de
travailleurs étrangers. Les conditions de travail précaires (y compris I'emploi illégal), une forte
fluctuation, un manque de qualifications (alors que le niveau d'éducation atteint dans le pays
d'origine est souvent élevé) et un faible niveau de compétence linguistique sont des themes
récurrents dans la plupart des discussions sur le sujet. Dans leurs documents stratégiques
respectifs, I'UE, I'OIT, I'OCDE et I'OMT appellent également a des initiatives pour aborder ces

3 En revanche, I'Office statistique de I'Union européenne indique que la part des étrangers dans le nombre total d'employés
dans l'industrie du tourisme en Estonie, en Lituanie et en Roumanie est inférieure a 3 %
https://ec.europa.eu/eurostat/statistics-explained/index.php?title=Tourism _industries -
employment&oldid=445425#Characteristics of jobs in tourism industries

Ces chiffres ne reflétent pas encore les effets de I'afflux de réfugiés en provenance d'Ukraine.

4 Courrier du 10 octobre 2021, disponible en ligne: https://kurier.at/wirtschaft/rekord-bald-eine-million-auslaendische-
arbeitskraefte-in-oesterreich/401764560

5 Gemeinsame Pressemitteilung: Verbande packen Herausforderungen im Gastgewerbe landerlbergreifend an, 28.6.2022,
consultable en ligne : https://www.dehoga-bundesverband.de/presse-news/pressemitteilungen/detail/news/gemeinsame-pm-
verbaende-packen-herausforderungen-im-gastgewerbe-laenderuebergreifend-

an/?tx_news pil%5Bcontroller%5D=News&tx news pil%5Baction%5D=detail&cHash=31050ec3d84615617ec415586528e235
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enjeux dans l'intérét de la viabilité future et de la durabilité de I'industrie du tourisme et dans le
but de créer des perspectives d'intégration efficaces pour les employés migrants. Le
développement du secteur du tourisme dépendra de la capacité de l'industrie a doter son
personnel des qualifications nécessaires pour fournir des services et des produits de qualité.

Includmi - une clé pour favoriser l'intégration des publics migrants

Ces derniéres années, l'industrie du tourisme a créé des milliers et des milliers d'emplois offrant
aux migrants l'opportunité d'entrer sur le marché du travail de leurs pays d'accueil respectifs.

Selon les projections du marché, le secteur du tourisme continuera de dépendre de la main-
d'ceuvre étrangere a l'avenir, tandis que la proportion de travailleurs migrants devrait
augmenter encore davantage. Paradoxalement, I'augmentation du taux d'emploi des migrants
n'a pas résolu les problemes structurels du secteur. Alors que l'industrie souffre d'une pénurie
de compétences, les migrants sont principalement embauchés pour des emplois non qualifiés
et sont le plus souvent employés de maniere temporaire ou a temps partiel. La demande
croissante et de plus en plus urgente de personnel qualifié dans I'industrie de I'hotellerie et de
la restauration n'est donc pas satisfaite. De plus, la rémunération relativement basse®, souvent
combinée a des conditions de travail précaires, est la raison décisive pour laquelle les attentes
d'une grande partie des employés étrangers ne sont pas satisfaites a long terme. Le taux élevé
de rotation du personnel qui prévaut dans le secteur du tourisme est ainsi exacerbé, plutét que
réduit.

Le projet Erasmus + Inclusion de Migrants par un Emploi Qualifié dans I'Industrie du Tourisme
- Includmi examine la complexité des enjeux qui se posent dans ce contexte. Le projet vise a
fournir une base plus durable pour I'emploi des migrants et a promouvoir des salaires
équitables. Une approche clé pour atteindre cet objectif est la qualification et la formation. La
présente contribution illustrera et clarifiera I'objectif du projet Includmi.

Selon I'OMT” - dans les années précédant la pandémie de COVID-19 - les pays européens ont
connu une augmentation constante du nombre d'entrées a des fins touristiques. En 2019, le
nombre d'entrées a atteint un total de 744 millions. Les données suivantes ont été transmises
par les pays d'origine des institutions faisant partie du partenariat du projet Includmi :

6 Ainsi, le salaire horaire moyen dans I'UE en 2018 était d'environ 15,7 €, tandis que dans l'industrie hoteliere, il n'était que de

11,0 €. Selon les données statistiques, cette différence était particulierement marquée en Allemagne (salaire horaire moyen

pour I'ensemble de I'économie 20,20 € et 12,50 € dans l'industrie hoteliére) et en Autriche (salaire horaire moyen pour

I'ensemble de |'économie 17,80 € et 11,60 € dans l'industrie hoteliere).

Voir:https://ec.europa.eu/eurostat/statistics-explained/index.php?title=Tourism_industries -
employment&oldid=445425#Characteristics of jobs in tourism industries

7 Voir : https://www.unwto.org/tourism-data/global-and-regional-tourism-performance
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Nombre d’entrées a des fins touristiques

2019, en millions

‘Autriche 22,7
France 90,9
Allemagne 35,2
Malte 2,8
Espagne 83,5
Turquie 51,2

Les données statistiques montrent que la plupart des touristes proviennent de l'intérieur de
I'Europe : en Turquie, 78 % et en Espagne, 91 % des visiteurs viennent d'un autre pays
européen. Cependant, sur la base des statistiques pertinentes, aucune affirmation ne peut étre
faite quant au degré de maitrise de la langue nationale du pays visité par ces touristes ou aux
autres langues qu'ils utilisent pour communiquer. Néanmoins, les conséquences linguistiques
de la mondialisation deviennent de plus en plus évidentes, et il ne fait aucun doute que la
maitrise de plusieurs langues étrangeres et la sensibilité interculturelle sont devenues des
exigences de base pour une communication réussie dans l'industrie du tourisme.

De nombreux autres documents officiels de I'Union européenne discutent explicitement de
I'importance de la langue anglaise pour les échanges économiques et sociaux. Déja en 2015, la
Commission européenne soulignait avec une clarté sans équivoque dans le document intitulé
'Etude sur la compétence en langues étrangéres et I'employabilité' : "L'anglais est de loin la
langue la plus importante dans le commerce international et la prestation de services"®. En
raison des changements économiques et sociaux résultant de I'avancement d'Internet et de la
mondialisation simultanée, I'anglais n'est plus présenté comme une langue -au sens classique-
mais comme une compétence de base. Par conséquent, la prémisse de base de notre projet,
selon laquelle la langue anglaise joue un rble central spécifiquement dans l'industrie du
tourisme, est pertinente®. Ainsi, la maitrise de la langue anglaise est une exigence pour la

8 European Commission, Directorate-General for Employment, Social Affairs and Inclusion, Humburg, M., Beadle, S., Smith, R.,
et al., Study on foreign language proficiency and employability: final report, Publications Office, 2017, disponible en ligne :
https://data.europa.eu/doi/10.2767/908131

9 Une enquéte menée en 2021 aupres de gestionnaires et d'employés étrangers dans des hotels 5 étoiles du centre touristique
d'Antalya souligne clairement que la raison la plus importante de I'embauche de travailleurs étrangers est leur connaissance
des langues : "Undoubtedly, foreign language knowledge is a feature that all employees working in front departments (such as
food and beverage, front office) should have at a certain level, not only in the animation department. Therefore at least the
hotel managers within the scope of this research have difficulties in finding Turkish personnel who have a good grasp of
languages spoken by their guest profiles. In this context, for the young people who want to make a career in the tourism sector
in Turkey or are having tourism education of any level, it is recommended to develop their knowledge levels of a foreign
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création d'un environnement de travail sQr. Pour les employés en contact direct avec les clients,
c'est également une condition préalable pour assurer une qualité de service élevée™®.

De plus en plus de représentants de l'industrie du tourisme parviennent également a cette
conclusion. La pénurie de travailleurs dans l'industrie de la restauration et de I'hotellerie a
déclenché une concurrence prononcée entre les entreprises pour trouver des travailleurs. Il est
devenu une question de survie économique de développer des stratégies d'emploi a long terme
allant au-dela du simple recrutement de travailleurs semi-qualifiés ou non qualifiés. Pour les
entreprises de l'industrie du tourisme, il est plus important que jamais de créer des conditions
de travail équitables et d'offrir a leurs employés - en particulier ceux ayant un parcours
migratoire - des opportunités éducatives pour favoriser leur développement professionnel et
promouvoir une large gamme de perspectives de carriere. L'objectif du projet transnational
Erasmus+ Includmi est d’y contribuer.

Le projet vise a soutenir les parties prenantes de l'industrie du tourisme et les centres de
formation dans leurs efforts pour promouvoir des opportunités d'emploi équitables, durables
et a long terme pour les migrants au sein de l'industrie.

Notre projet repose sur I'hypothese que, pour les migrants, |'amélioration de leurs
compétences en langue anglaise s'accompagnera d'une augmentation significative des
opportunités d'emploi. Includmi propose des outils didactiques et méthodologiques pratiques,
ainsi qu'une assistance concréete pour la formation professionnelle spécifique au secteur des
migrants en langue anglaise. Le travail conjoint du partenariat a abouti a deux publications en
ligne. Le présent manuel Guide de la méthodologie CLIL pour les formateurs de langues
étrangeéres s'adresse aux enseignants/formateurs et comprend une vaste collection d'exemples
éducatifs. La deuxieme publication s'intitule "Guide méthodologique pour les organisations de
formation et les employeurs de migrants".

Le projet Erasmus+ Includmi est composé de six partenaires de I'UE et de la Turquie qui ont
collaboré pendant 24 mois. Les organisations participantes sont : ISA (Société pour l'inclusion et
le travail social, Allemagne), Service Civil International Osterreich (Service Civil International,
Autriche), I'Institut de la Formation Professionnelle en Région Académique Normandie (France),
Future Focus Ltd (Malte), AEGARE (Association des entrepreneurs galiciens d'Aragon et des
rives de I'Ebre, Espagne) et izmit ilce Milli Egitim Midurluglu (Turquie). Ces organisations

language by taking into account the weighted guest profile visiting Turkey.” Erdem, B., Turkmendag, T., Akgoz, E., & Gok, T.
(2021), Foreign Workers Employment in the Hotel Industry: Evidence from Five-Star Hotels in Antalya, in: Journal of
Tourismology, Nr. 7, S. 48, disponible en ligne : https://doi.org/10.26650/jot.2021.7.1.0002

10 || est également a noter que dans les coulisses, les cuisines et les couloirs des hotels, des équipes de plus en plus
multinationales travaillent de maniére quotidienne. Les experts de l'industrie du tourisme estiment que dans ces cas, l'anglais
s'impose comme lingua franca au sein de ces équipes.
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different considérablement en ce qui concerne leur domaine d'activité respectif et leur
organisation institutionnelle. Malgré ces différences, d'importants effets de synergie ont été
obtenus grace a cette diversité. Provenant de milieux professionnels et de domaines d'expertise
variés, chaque partenaire a pu apporter des ressources et des compétences spécifiques.
Includmi se compose d'institutions spécialisées dans la formation professionnelle, une école de
langues, des centres de conseil pour les migrants et une association entrepreneuriale dans
I'industrie du tourisme. Les partenaires du projet ont chacun apporté leur expérience
professionnelle au projet.

Les horizons d'expérience différents et la variété des compétences des partenaires d'Includmi
se sont révélés étre I'atout le plus important du projet commun. Dés le départ, le projet n'avait
pas simplement pour objectif de créer des supports pédagogiques mis a jour pour "lI'anglais en
hoétellerie-restauration" ou un guide révisé pour les lecons d'anglais adaptées a l'industrie du
tourisme. L'objectif convenu entre les partenaires était beaucoup plus ambitieux : le projet a
accepté le défi de développer des supports didactiques et méthodologiques ainsi qu'une
assistance concrete pour la formation en langue anglaise spécifique au secteur, spécifiqguement
du point de vue des migrants et dans le contexte de leurs besoins éducatifs spécifiques.

Que cela signifie-t-il ? Deux aspects ayant un impact significatif sur I'apprentissage doivent étre
pris en considération:

1. En ce qui concerne leurs parcours éducatifs, les migrants proviennent de milieux tres
diversifiés. Souvent, ils sont "surqualifiés", et les qualifications qu'ils apportent avec eux
dépassent les exigences professionnelles du poste!l. La théorie et les données
empiriques soutiennent I'affirmation selon laquelle ces circonstances peuvent avoir un
effet trés positif sur I'apprentissage et les progres. Le niveau d’éducation doit étre pris
en compte lors de la conception des formations linguistiques. (Cependant, il est
important de garder a I'esprit que le contraire peut également étre vrai : dans certains
cas, les qualifications acquises dans leur pays d'origine ne dépassent pas |'éducation
primaire).

2. Pour les migrants, participer a une formation en anglais implique souvent un effort
d'apprentissage supplémentaire. Cette formation a lieu en plus, voire méme en

11 Une enquéte empirique récemment menée en Slovaquie aboutit a la conclusion suivante, s'alignant ainsi sur d'autres études
sur l'industrie du tourisme dans d'autres pays européens plus anciennes : ,, To sum up, we conclude that migrant hospitality
applicants are overqualified for such a work. In spite of an appropriate command of Slovak language and education attained,
we hold an opinion that the applicants opt for such a job due to simplicity to enter hospitality labour market and having
previous experience.” Privara, A., Kiner, A. (2020), Immigrant Employment in the Slovak Hospitality Industry: Profiles,
Experience, and Educa-tion, in: Journal of Tourism and Services, Nr. 21, S. 178.




paralléle, de la formation dans la langue du pays d'accueil. Apprendre I'anglais dans ce
contexte équivaut souvent a apprendre une troisieme, quatrieme ou cinquieme langue.

Ces circonstances spécifiques exigent un haut niveau de compétence didactique de la part du
personnel enseignant travaillant avec les migrants.

CLIL - probablement la méthode la plus efficace pour la formation linguistique
des migrants

Dans le domaine de la formation en langue étrangére des Etats membres de I'UE, ainsi que dans
la formation linguistique pour les migrants dans les langues respectives de leurs pays d'accueil,
il existe une variété d'approches méthodologiques et didactiques.

Depuis le début des années 1990, un paradigme méthodologique a émergé et s'est consolidé.
L'apprentissage intégré de contenu et de langue - CLIL, comme [|'appelle David Marsh, de
['Université de Jyvaskyla, en Finlande. Cette méthodologie "... fait référence a des situations ou
des matiéres, ou des parties de matieres, sont enseignées a travers une langue étrangére avec
des objectifs a double focale, a savoir I'apprentissage du contenu et I'apprentissage simultané
d'une langue étrangére.’?" Pour certains, la raison de la popularité du CLIL réside dans sa

n

"double direction", qui inclut un concept orienté vers la pratique, ou une langue
supplémentaire est utilisée pour I'apprentissage et I'enseignement a la fois du contenu et de la
langue. C'est-a-dire que, dans le processus d'enseignement et d'apprentissage, I'accent n'est
pas seulement mis sur le contenu, et pas seulement sur la langue. Les deux sont entrelacés,
méme si I'accent est plus fort sur I'un ou l'autre a un moment donné. Le CLIL n'est pas une
nouvelle forme d'éducation linguistique. Ce n'est pas une nouvelle forme d'éducation

disciplinaire. C'est une fusion innovante des deux."*3

D'autres acteurs mettent en avant les avantages évidents du déploiement du CLIL dans les
formations linguistiques pour les adultes migrants dans un contexte interculturel, qui peuvent
se résumer comme suit:

e CLIL a un double objectif
En pratique, les apprenants acquierent simultanément des connaissances dans une matiere
spécifique et une langue étrangere. En quelque sorte, le CLIL fait d'une pierre deux coups.
Traditionnellement, il existe différents sous-systémes dans la formation professionnelle ou la

12 Marsh, D. 2002, Content and Language Integrated Learning: The European Dimension — Actions, Trends and Foresight
Potential, zitiert in: What is CLIL?, disponible en ligne: https://www.teachers-corner.co.uk/what-is-clil/

13 Coyle, D., Hood, P., Marsh, D. 2010, CLIL: Content and Language Integrated Learning, online abrufbar:
https://assets.cambridge.org/97805211/30219/excerpt/9780521130219_excerpt.pdf
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gualification professionnelle qui sont organisés indépendamment les uns des autres. Le CLIL
s'efforce de construire des ponts avec des méthodes d'enseignement appropriées.

e CLIL fait gagner du temps

La possibilité de combiner I'étude du contenu spécialisé avec l|'acquisition d'une langue
étrangere résout un conflit assez courant dans la vie éducative quotidienne : le temps de cours
disponible et I'objectif d'apprentissage souhaité entrent souvent en compétition. Au lieu
d'enseigner le contenu nécessaire pour travailler dans l'industrie du tourisme dans la langue
majoritaire du pays d'accueil séparément, le CLIL offre la possibilité d'acquérir ces
connaissances dans le contexte méme du cours d'anglais. Tant que cela est bien préparé et
adapté au contenu technique requis, les apprenants acquierent les mémes concepts et
compétences techniques professionnels, mais disposent de plus de temps pour étre exposés a
la langue anglaise, ce qui est un facteur crucial pour le développement des compétences
linguistiques. Du point de vue des migrants, économiser du temps semble étre un avantage
particulier de la méthode CLIL. Les migrants sont sous une pression économique extréme pour
gagner leur vie le plus rapidement possible. De plus, les programmes de soutien pour que les
migrants acquierent des qualifications professionnelles ont souvent une durée limitée. Enfin,
les entreprises qui embauchent des migrants ou forment des employés migrants sur le tas sont
également pressées par le temps, car elles dépendent de la disponibilité rapide de la main-
d'ceuvre.

e CLIL change la pratique pédagogique
Pour s'assurer que les apprenants comprennent et assimilent la matiere, des changements
significatifs dans la pratique en classe sont nécessaires. Le CLIL est clairement axé sur le
contenu, le contenu technique transmis détermine essentiellement le contenu linguistique du
cours. L'introduction du CLIL entraine nécessairement de telles "conversions", mais dans le cas
de la qualification des migrants, cette exigence est encore plus importante :

o Les enseignants de langues doivent adapter leurs pratiques d'enseignement
qguotidiennes et leurs méthodologies pour s'assurer que les apprenants comprennent
également le contenu. Plus de temps est nécessaire pour expliquer davantage les
informations techniques au niveau de compétence linguistique donné.

o Les enseignants ne peuvent pas simplement "transmettre" le contenu en supposant que
leur auditoire I'a compris. Une large gamme de ressources pédagogiques devrait mettre
davantage |'accent sur les concepts et compétences professionnelles.

o Les matériels pédagogiques utilisés (voir annexe) doivent refléter clairement le double
objectif. Les matériels CLIL doivent présenter les théemes du programme d'études dans
la langue étrangeére de maniere tres claire. Par exemple, dans les cours de langue
standard, les matériels pédagogiques sont sélectionnés sur la base de leur fonction
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linguistique, pour démontrer et exercer des regles grammaticales, etc. Les matériels CLIL
— au contraire - sont principalement sélectionnés en fonction du contenu de la matiere,
par exemple, les processus fréquemment récurrents dans les réceptions d'hétel ou la
gestion de la restauration.

o CLIL se concentre sur le contenu et est lié a la matiére. L'objectif principal est que les
apprenants apprennent le langage professionnel et le vocabulaire correspondant.

e CLIL renforce la motivation des apprenants
Dans une publication destinée aux praticiens de I'éducation et de la formation professionnelle,
les auteurs affirment de maniere apodictique que le CLIL stimule le désir d'apprendre. Les
arguments présentés sont trés convaincants et peuvent étre résumés comme suit :

o "ll fournit des raisons d'apprendre et d'améliorer le niveau en langue étrangeére, car la
compréhension du contenu de la matiere est obligatoire.

o Il se concentre sur le contenu de la matiere et I'évalue, de sorte que |'apprenant n'est
pas évalué sur sa maitrise du passé simple (par exemple), mais plutdt sur sa capacité a
['utiliser aux endroits appropriés.

o |l donne aux étudiants le sentiment d'une réalisation réelle. lls traitent, parlent et
écrivent sur un matériel complexe dans la langue étrangere.

o On ne leur demande pas de discuter de contenus 'vox-pop' comme dans les manuels
d'apprentissage de langue standard (cinéma, actualité, ...) - ou le contenu est utilisé
comme esclave pour illustrer une certaine structure linguistique - mais parce que le
contenu est important en lui-méme. Dans le CLIL, il y a une chance qu'on leur demande
leur avis car l'expression d'opinions (par exemple) est une compétence clé dans le
contenu du programme d'études."4

La ol il y a de la lumiére, il y a aussi de I'ombre. Cette sagesse populaire s'applique également
au CLIL. Les critiques soulignent que la tache de transmettre des connaissances professionnelles
et une langue étrangére simultanément sera difficile a mettre en ceuvre dans le contexte de la
formation professionnelle et de l'apprentissage des adultes. Aussi banale que cela puisse
paraitre, la transmission de contenus techniques nécessite toujours du langage, et
I'enseignement de la langue nécessite toujours des contenus techniques. En réalité, dans la vie
guotidienne des instituts de formation, I'approche CLIL court le risque de dérailler de deux
manieres : les enseignants de matieres qui enseignent dans une langue étrangére se
concentrent souvent sur le contenu de la matiere, tandis que l'interaction linguistique et la
communication sont réduites au minimum. En méme temps, il y a un risque que les
compétences linguistiques étrangéres existantes des apprenants ne soient pas suffisantes pour
absorber pleinement les informations spécialisées. Les enseignants de langue étrangere,

14 Ball, P., What is CLIL?, disponible en ligne: https://www.onestopenglish.com/clil/article-what-is-clil/500453.article
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d'autre part, ont tendance a limiter le niveau de détail des connaissances techniques qu'ils
transmettent.

Les Guides du projet Includmi fournissent des conseils techniques et des instructions concretes
pour surmonter ces faiblesses potentielles dans la pratique du CLIL. Nous tenons a souligner
gue des expositions plus détaillées et, surtout, des conseils pratiques se trouvent dans la
brochure intitulée "Guide méthodologique pour les organismes de formation et les

employeurs".
Une communauté
d'apprentissage peut étre
’ , L
Communauté d’apprentissage représentée sous la forme

d'un triangle formé par les
acteurs suivants: les
apprenants, les enseignants,

en particulier les enseignants
Apprenants P 8

de langue, et les entreprises
du tourisme. ldéalement, ils
sont tous interconnectés de
maniére active et ouverte.

Entreprises Enseignants (de
du Tourisme langues)

Compte tenu des explications
sur le CLIL, il est clair qu'il
existe une différence entre
enseigner la langue anglaise et
enseigner en anglais. L'objectif
de I'enseignement de l'anglais
est I'acquisition de compétences linguistiques dans la langue anglaise. Mais I'enseignement en
I'anglais nécessite des méthodes et des activités didactiques qui permettent de transmettre
aussi efficacement que possible a la fois le contenu technique et la langue professionnelle. Par
conséquent, la clé de la réussite de I'apprentissage réside dans I'authenticité et la pertinence du
contenu transmis et des matériaux utilisés.

Cet impératif d'authenticité et de pertinence pose une tache difficile aux enseignants. Comme
le souligne Ball : "Puisque toute pratique éducative, qu'il s'agisse d'une activité, d'une série
d'activités ou d'une unité d'enseignement, nécessite le cadre opérationnel d'un objectif de
résultat clair, comment le professeur de langue décrira-t-il I'incorporation de 'contenu plus
conceptuel' dans ses legons ? Puisque les objectifs du professeur de langue restent
exclusivement linguistiques, comment les autres objectifs de contenu peuvent-ils étre inclus
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afin qu'ils puissent étre évalués ? Si les objectifs de contenu ne sont pas évalués comme les
objectifs de résultat (comme c'est le cas pour le professeur de matiere), alors I'approche risque
de ne pas intéresser ni de convaincre les étudiants... Les enseignants de langue ont rarement le
temps ou l'expertise pour effectuer cela, et méme s'ils le faisaient, le 'comment' d'une telle
collaboration doit étre plus clairement exposé. L'incorporation du discours de la matiére dans
un programme de langue est une opération complexe et chronophage, mais cela ne doit pas
exclure la possibilité qu'elle représente I'avenir de I'enseignement des langues."*®

La présente publication et les exemples de lecons publiés en annexe s'adressent aux
enseignants de langues qui enseignent a des éléves migrants dans le secteur du tourisme, dans
le but de les aider a surmonter certaines incertitudes. Cependant, cela ne peut étre qu'un guide

une véritable augmentation des compétences, tant en termes d'expertise que de
compétences linguistiques, résultera d'un échange actif entre les enseignants, les apprenants et
les entreprises du secteur du tourisme. Il doit étre souligné avec toute clarté que sans cet
échange actif, les lecons resteront une simple "lecon d'anglais", qui peut aider les éléves
participants a développer de bonnes compétences linguistiques, mais n'atteindra pas son plein
potentiel en ce qui concerne l'acquisition de connaissances spécialisées et de compétences
professionnelles.

Les supports d'enseignement et d'apprentissage CLIL devraient étre constitués de documents
pratiques des métiers du tourisme (ou de documents adaptés au niveau de compétence
linguistique). Les supports doivent étre disponibles dans divers formats multimédias et adaptés
aux objectifs spécifiques d'apprentissage de la langue et du contenu. Il peut également étre
déterminé que "... les supports CLIL appropriés devraient présenter ces autres caractéristiques
spécifiques :

e stimulants et authentiques, basés sur un support papier et/ou des clips vidéo, des
animations Flash, des quétes web, des podcasts, des infographies et/ou d'autres
supports interactifs sur des sites web en langue anglaise ;

e présentant une entrée multimodale qui permet la présentation de sujets spécifiques de
multiples facons (cartes, diagrammes, etc.) et crée ainsi un environnement
d'enseignement diversifié ;

e prenant en compte différents styles d'apprentissage et plusieurs formes d’intelligences ;

15 Ball, P. Defining CLIL parameters : https://www.onestopenglish.com/clil/500029.subject?navcode=200196
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e mobilisant la littératie visuelle pour permettre une meilleure compréhension du
contenu et pour illustrer et clarifier de maniéere plus approfondie les sujets complexes
présentés en anglais."1®

Comme dans toute autre situation de classe, les enseignants qui enseignent aux migrants dans
et/ou pour l'industrie du tourisme en anglais basé sur la méthode CLIL doivent trouver ou
produire des supports d'enseignement correspondant aux objectifs pédagogiques et au niveau
des apprenants, tant en ce qui concerne le contenu que les exigences linguistiques. Comme de
nombreuses études I'ont montré, c'est I'une des principales difficultés de la mise en ceuvre du
CLIL. L'exigence selon laquelle les supports doivent étre aussi significatifs, stimulants et
authentiques que possible laisse évidemment la responsabilité aux enseignants et constitue un
grand défi pour eux. La tache est de trouver des supports qui soutiennent I'enseignement et
permettent d'atteindre les objectifs d'apprentissage sans impacter la complexité du sujet ou
ralentir le rythme du processus d'apprentissage.

A ce stade, I'importance des relations avec les entreprises - comme mentionné précédemment -
entre a nouveau en jeu. L'échange continu entre les enseignants et les représentants de
I'industrie du tourisme peut faciliter la fourniture de supports appropriés. Dans les cas ou le
langage technique est trop complexe, les supports peuvent étre complétés par des instructions
ou des explications. Un transfert de connaissances avec l'industrie du tourisme fournira aux
enseignants les connaissances techniques nécessaires et approfondira leur compréhension des
différentes caractéristiques et exigences professionnelles dans I'industrie du tourisme.

En revenant sur plus de vingt ans de débats intensifs sur le potentiel d'innovation pédagogique-
didactique du CLIL et sur les expériences que les pionniers (exemple : Centre européen pour les
langues modernes du Conseil de I'Europe et du groupe de Graz) ont faites au sein des écoles et
des instituts de formation, certaines questions critiques sont toujours posées.
Indépendamment de la gamme de conclusions scientifiques et de connaissances empiriques
accumulées, la liste relativement longue des publications pertinentes montre un manque
frappant de manuels ou d'instructions orientés vers la pratique sur I'organisation des cours,
I'évaluation des performances et le développement de matériel dans le cadre du « CLIL-ing »*’.

16 Morgado, M. et al., 2015, CLIL Training Guide Creating a CLIL Learning Community in Higher Education, s. 31, online
verfiigbar: http://hdl.handle.net/10400.22/17933

17 'un des rares ouvrages qui se donne expressément pour tache de fournir des orientations pratiques sur l'organisation des
cours, I'évaluation des performances et le développement du matériel est le manuel intitulé "CLIL implementation with pools of
resources for teachers, students, and pupils". Ce manuel, élaboré dans le cadre d'un projet européen, est disponible en ligne,
en anglais et dans différentes langues : https://languages.dk/clil4u/
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En examinant le paysage européen du CLIL, il est tout aussi frappant de constater que diverses
"réalités du CLIL" semblent avoir émergé. Il existe des variantes dures du CLIL, ainsi que des
variantes douces. Le CLIL est enseigné dans les écoles primaires et secondaires, et le CLIL a
également trouvé sa place dans I'enseignement supérieur, ou il est promu comme une
méthode tournée vers I'avenir. Dans cette diversité évidente du CLIL-ing, il semble y avoir deux
angles morts : I'éducation et la formation professionnelles dans le secteur du tourisme et la
formation linguistique pour les migrants. Le projet Erasmus+ Inclusion de Migrants par un
Emploi Qualifié dans I'Industrie du Tourisme - Includmi vise a apporter davantage de visibilité
sur ces questions. Cependant, la contribution de ce projet doit étre envisagée comme une
premiére tentative d'offrir un soutien concret aux enseignants dans ces domaines. Par
conséquent, nous nous exposons volontiers a la critique et invitons nos lecteurs a partager
leurs idées et références.
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The ‘Includmi Inclusion of Migrants by Qualified Occupation in the Tourism Industry’ project
seeks to promote equal opportunities and access, inclusion, diversity and fairness across all its
actions for migrants in European member states.

The project focuses on the essential improvement of language skills of migrants and their
knowledge in order to boost their professional opportunities in the tourism sector.

Throughout Europe, tourism has proven its capacity to generate numerous job opportunities
for migrants. Nonetheless, employment in this sector has revealed its ambivalence, as well as
significant structural problems and deficits that can lead to negative effects such as high
fluctuation or precarious payments. Statistical data reveals evidence of a strong proportional
relationship between lower wages, wage growth and high fluctuation, on one hand, and/or
lower levels of training of existing workers, on the other.

The starting point of this project is the main goal of improving technical knowledge and skills of
the migrant labor force, in particular language skills. The ‘Study on Foreign Language Proficiency
and Employability’ is a 2015 report by the European Commission that confirms that “English is
by far the most important language in international trade and the provision of services”. This
project considers that, by receiving practical training in English, the job prospects for migrants
in the tourism industry will improve, as well as their overall quality of life.

Objectives of this project

The concrete objectives of this project are:

e Develop training materials for adult language educators into the CLIL methodology,
applied to the tourism sector.

e Develop a synergy between the tourism industry, adult training centers and migrants.

e Up-Skill migrants in order to enhance their opportunities in the tourism job market.

e Facilitate the social inclusion of migrants in their host countries/ societies.
Partners

6 partners from 6 different countries will take part in the project:
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e [SA-Gesellschaft fur Inklusion Und soziale Arbeit — Association for Inclusion and social
work), from Germany.

e Future Focus Ltd; from Malta.
e |FPRA Normandie, from France.
e Izmit District DirecTorate of National Education (IIMEM), from Turkey.

e Asociacion de Empresarios Gallegos de las Riberas del Ebro (AEGARE), from Spain.

e Service Civil International Osterreich (SCl), from Austria.

Content and Language Integrated Learning

1. Principles of the CLIL methodology (theory; lesson planning)

CLIL: Content and Language Integrated Learning trainers is a guide aimed at adult language
trainers with the objective of improving their teaching ability. This guide will provide them with
a training opportunity on the CLIL methodology and its applications to the tourism sector. It
will both introduce them to the methodology and to the particularities of applying it to
Tourism-related jobs. It’s necessary that adult trainers have an account of real-life situations
related to jobs in the tourism sector to be able to apply them in their English lessons and
provide practical examples o their students.

The target group of this guide is adult language trainers. These trainers will be both internal
(already part of the training organization that participates in this project) and external (part of
the non-formal partners, stakeholders and future collaborators).

The guide will first introduce adult language trainers to the CLIL methodology and its benefits.
As defined by EPALE itis a dual-focused educational approach in which an additional language is
used for teaching and learning a topic; the focus is not only on content or on language; each is
interwoven even if the emphasis is greater on one or the other at a given time. The method is
based on the fact that language is acquired through communication itself, by actively using it..
The focus will be based on specific tasks, where students can participate in real-life situations in
the classroom that are relevant for the students’ level, in order to allow them to learn the
subject in the foreign language.

18




CLIL is not a new form of language or subject education, it is an innovative fusion of both:
teaching a subject using another language. This is why it was considered appropriate to use this
methodology for this type of project. The innovative aspect will also allow for the up-skilling of
migrants in the tourism sector, for more effective social inclusion.

The guide will also serve as a resource for the situations that take place in the tourism sector. It
will assist language trainers to gain a clear understanding of the work their learners do. It will
provide situations for a set of jobs in the tourism sector related to customer service. The guide
will provide a description of the jobs in which the compiled situations occur and provide an
angle that focuses on migrant learners. In pedagogical terms, this guide can be considered the
source of real-life situations that the trainers can expect to later use in their lessons.

Theory
What is CLIL?

An approach in which a foreign language is used as the medium for teaching a curricular subject
such as Science, History or Art. The target language and the subject content have a joint role in
the learning.

Why CLIL?
For learners

e Become more sensitive to vocabulary and ideas in their L1 as well as in the target
language.

e Gain more extensive and varied vocabulary in the target language.

e Reach proficiency levels in all four skills and in ICT skills far beyond what is expected in
TEYL programmes.

e Become more cognitively active during the learning process.

e Develop intercultural understanding and community values.

The 4Cs of CLIL
Knowledge of 4Cs is useful for:

e Planning lessons
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e Making sure learners communicate during the lesson
e Helping teachers to think of the cognitive demands of the lesson

e Helping teachers to think of cultural links across the curriculum

Developing Content vocabulary:
What is the history topic?

e Recording new phrases and examples presented in geography; population growth,
population pyramid

e Writing lists of musical instruments and what they are made of

e Completing a substitution table

Developing Communication skills:
How will the learners use the language to communicate during the lesson?

e Suggesting improvements to another group's design
e Describing a painting seen in an art gallery
e Using sentence starters to write instructions for a partner to make a design

e Explaining an economic process to the class

Developing Cognitive skills:
Which thinking skills do learners need in the history lesson?

e Analyzing data on a graph
e Evaluating results of an experiment

e Hypothesizing about the causes of historical events

Culture: (citizen or community)
Is there a cultural focus in the lesson?

e Geography: Rivers - finding out about history of river trade
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e Math: symmetry - finding examples of symmetry in nature (science and art)

Lesson planning

Activating prior knowledge

It is helpful to start a lesson by finding out what learners already know about the history topic.
Learners may know many facts about a topic in their L1 (first language), but may have difficulty
explaining this knowledge in a second or third language. When brainstorming ideas about a
new topic, expect learners to use some L1 and then translate.

Input and Output

Teachers need to plan the input, i.e. the information that is being presented in the CLIL class.
Will it be delivered orally, in writing, on paper, or electronically? Is it for whole class, groups or
partner work? Will it include the use of source materials? Teachers also need to plan for learner
output. How are learners going to produce and communicate the content and language of the
lesson? Will it be communicated orally, in writing or by using practical skills? What will success
for the learners look like?

Waiting time

Wait time refers to the time teachers wait between asking questions and learners answering
them. When subjects are taught in a non-native language, a longer wait time than usual is
needed so that learners can process new subject concepts in a new language. This is especially
important at the start of new CLIL courses so that all learners are encouraged to take part in
classroom interaction.

Collaborative tasks

This includes tasks which involve students in producing key-subject-specific vocabulary and
structures in meaningful pair or group work activities. Tasks may be at word level, e.g pairs of
learners classifying vocabulary into different columns in a table, or at sentence level, e.g. pairs
can ask and answer questions; groups can explain how they plan to research information about
a subject, and present the information they have found.

Cognitive challenge

Learners usually need considerable support to develop their thinking skills in a non-native
language. They need to communicate not only the everyday functional language practiced in
many English classes, but they also need to communicate the cognitive, academic language of
school subjects. In CLIL, learners meet cognitively challenging materials from the beginning of
their courses.
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Providing scaffolding i.e. content and language support strategies which are appropriate but
temporary, is therefore very important. For example, writing a substitution table on the board
to support skills of using tentative language. Providing effective scaffolding is a challenge to all
CLIL teachers, because learners vary in the amount of support they need and in the length of
time the support is needed. Learners might need more support and for longer in one subject
than in another

Developing thinking skills

Teachers need to ask questions which encourage lower order thinking skills (LOTS); e.g. what,
when, where, which questions. However, they also need to ask questions which demand higher
order thinking skills (HOTS). These involve the why and how questions,therefore requiring the
use of more complex language. In CLIL contexts, learners often have to answer higher order
thinking questions at an early stage of learning about history.

Thinking skills
Mental processes we use to do things like:

e Solve problems

e Make decisions

e Ask questions

e Construct plans

e Evaluateideas

e Organize information
e Create objects

Ask questions to: (LOTS)
e Recall information

e Check understanding
e Review learning

Ask questions to develop: (HOTS)

e Reasoning skills

e Creative thinking skills
e Enquiry skills

e Evaluating skills

Use visual organization to:

e Present concepts and language

22




e QOrganize ideas and record them

e Support production of oral and written work

e Reduce cognitive and linguistic load for the learner

e Encourage and develop thinking skills

e Show how information is related

e Learners remember content when presented with clear colors, shapes and images

- mind map, flow chart, grid, line graph, pie chart, cause-effect diagram, quadrants,
storyboard, T-chart, table, timeline, Carroll diagram, Binary key, cycle, mind map,

2. CLIL materials and resources (what needs to be made available to teachers,
what they need to familiarize themselves with).

In all teaching, teachers need to find or create materials and then evaluate them to make sure
the content and language are suitable for the stage the learners are at. In CLIL most subject
materials need adapting because of the complexity of language used in the instructions, the
texts, or in the activities themselves. This can also be an issue when teachers recommend
history websites for learners to access. Websites need to be checked to ensure the language is
comprehensible. CLIL promotes links with other subjects in the curriculum so teachers should
plan to include references to learning similar content in other subjects.
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PART 2: Real life situations

Example of lesson plan

Food allergy awareness

Duration: 1 hour

Background

Katya and her mother were in a restaurant in Podsdam, Germany. It was a Viethamese restaurant.
The food looked very good, but the waiter spoke little English. Katya is allergic to mushrooms. She
wanted to be sure that what she ordered did not contain mushrooms. This is a lesson about allergies.
To explain what mushrooms are, Katya got out her phone and used google translate. She was still not
sure that the waiter understood her. She was a bit stressed about the situation.

The objective of the lesson
This lesson helps raise awareness and promote safety about food allergies.

Learners should know Learners should be able to Learners should be aware of

Food vocabulary
Advise and inform customers about = Symptoms of food allergies

Allergy vocabulary potential allergies

What are the common allergens

Materials
e Pictures/ images of food

e Whiteboard and markers

Lesson about allergies

What is an allergy: A food allergy is an immune system reaction that occurs shortly after eating
certain foods.

Different types of allergies: there are 8 common food allergies, but we can be allergic to any
other foods.
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Symptoms of food allergies:

Reactions from food allergies can vary from mild to severe. Food allergy symptoms usually
develop within a few minutes to a few hours of eating. The most common food allergy
symptoms include:

e Tingling or itching in the mouth
e Hives or itchy red skin

e Swelling of the face

e Difficulty swallowing

e Wheezing or shortness of breath
e Feeling dizzy or lightheaded

e Nausea and vomiting

LOTS (what, where, when, which) HOTS (why and how)
What are the eight common food allergies? Why is it dangerous to eat food you are allergic
to?

Are you allergic? To what?

How to know the composition of a dish to avoid
Do you know what these foods are? (show

eating an undesirable food?
picture)

Resources:

https://healthpoweredkids.org/lessons/food-allergy-awareness/

Topic 1: Bartender

Lesson 1: Local fruit and vegetables
Duration: 2 hours

Background

In a nightclub in Vienna, a group of Tourists decided to order one round of typical Austrian
“Marillenschnaps” (grappa). Marille is the Austrian name for apricot from which is possible to
make liquor, while in German it is called aprikose and apricot in English. The bartender is an Iraqi
refugee who has not lived in Austria long.

He doesn't understand which kind of liquor they are asking for and he decides to check among the
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https://www.mayoclinic.org/diseases-conditions/food-allergy/symptoms-causes/syc-20355095
https://healthpoweredkids.org/lessons/food-allergy-awareness/

liqguor bottles in the bar where he finally finds the bottle which was written “Marillen”. He went
back smiling to the group and proud of his new learning, served the liquor to the happy tourists.

The objective of the lesson

e Learn fruits and vegetables produced in Austria.

Learners should know Learners should be able to

The names of local Austrian fruit and Inform and advise customers about local Austrian
vegetables fruit and vegetables

Local food produced with Austrian Fruit

Materials
Guide: Traditional Austrian Fruits and Cocktails
Marille (Apricot)

Description: The Marille is a popular fruit in Austria, known for its sweet and tangy flavor. It is
widely used in various culinary preparations, including desserts, jams, and cocktails.

Traditional Cocktail: Marillenpunsch

Ingredients:

Fresh Marille juice
Rum

Sugar

Hot water

Cinnamon stick
Instructions:

In a pot, combine Marille juice, rum, sugar, and hot water.
Stir until the sugar dissolves.

Heat the mixture over low heat.

Pour into mugs and garnish with a cinnamon stick.

Serve hot and enjoy the delightful Marillenpunsch.

vk N e
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Zwetschke (Plum)

Description: Zwetschke is a type of plum commonly found in Austria. It has a deep purple color
and a slightly tart flavor, making it perfect for jams, pastries, and cocktails.

Traditional Cocktail: Zwetschkenroster Spritzer

Ingredients:

Zwetschkenrdster (plum compote)
White wine (such as Griiner Veltliner)
Sparkling water

Ice cubes
Instructions:

In a glass, add a spoonful of Zwetschkenroster.

Pour white wine over the compote, leaving some space at the top.
Add a splash of sparkling water and stir gently.

Drop in a few ice cubes.

vk N e

Serve chilled and enjoy the refreshing Zwetschkenrdoster Spritzer.

Kriecherl (Mirabelle Plum)

Description: Kriecherl, also known as Mirabelle plum, is a small yellow fruit with a sweet and
juicy flavor. It is often used in jams, desserts, and as a garnish for cocktails.

Traditional Cocktail: Kriecherl Sour

Ingredients:

Freshly squeezed lemon juice
Kriecherl (Mirabelle plum) liqueur
Simple syrup

Egg white (optional)
Instructions:

1. In a shaker, combine lemon juice, Kriecherl liqueur, simple syrup, and egg white
(if using).

2. Shake vigorously until well mixed and frothy.

3. Strain the mixture into a glass filled with ice.
Garnish with a slice of Kriecherl plum.
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5. Serve chilled and savor the delightful Kriecherl Sour.

Lesson about Austrian fruits and vegetables

The gourmet nation of Austria is nestled right at the heart of Europe, in a magnificent
landscape. The Alps provide the romantic backdrop for a small, exquisite world, wholly
dedicated to taking pleasure in natural products.

During Autumn-Winter season Austria produces several types of vegetables such carrots,
potatoes, pumpkins, cabbage, onions, winter salads, aubergine, paprika; typical fruits during
this season are pears, apples, grapes, and blackberries.

Spring-Summer: lettuce, turnip , asparagus, cauliflower, radish , cucumber, peppers, sun-
ripened tomatoes, sunflowers, beetroot, corn, cereals, beans, broccoli; fruit production in
warmer months includes berries (strawberry,

-
raspberries), cherries, apples, apricot and plums.

00L AND FAMILY CHARTS.

» ‘"H“lmtl\\l‘%l) Il I IH\| AL OF OBJECT LESSONS AND ELEMENTARY INSTRICTION,

s o e s, Nestled along the banks of the Danube River, the

Wachau Valley is home to some of Austria's oldest
wineries and distilleries, some of the most prominent
tourist destinations, and the country's largest fruit
cultivation area, whose stunning landscapes are
dominated by apricot orchards, particularly in
blossom during spring and harvested in summer. The
exceptional flavor of Wachau apricots is directly
influenced by the region's microclimate, especially the
differences in temperature between day and night
during the ripening phase. Some farmers used to make
small fires under or between the trees to stimulate the

plants to yield earlier or to reproduce the difference of

temperature during the ripening phase. Apricots are
generally grown easily in Austria and are largely used
in Austria to prepare liquors and spirits, syrups, sweets and confiture.
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LOTS (what, where, when, which)

What is “Marille”?
What fruit and vegetables are produced in Austria?
When are apricots harvested?

Which products can be prepared with apricots

Resources:

HOTS (why and how)

Why and when is the climate playing a big role?

How to anticipate the yielding period of the
apricots?

1) Saisonkalender - Gemiise und Obst | Gesundheitsportal

2) Wachauer Marille | Local Apricot From Wachau, Austria | TasteAtlas

3) Eat Local in Austria (tasteatlas.com)
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https://www.gesundheit.gv.at/leben/ernaehrung/saisonkalender.html
https://www.tasteatlas.com/wachauer-marille
https://www.tasteatlas.com/austria

Lesson 2: Alcoholic production and distillation

Duration: 2 hours

Background

In an elegant bar on the coast of Italy, a couple is wishing to drink a digestif after their magnificent
dinner done in a restaurant nearby. The couple questions the bartender which kind of distillate
she can propose to them. The bartender is a Togolese immigrant and at first she has problems
understanding what they mean with “spirit” since she never heard of this kind of drink. She knows
about liquors, wine, beer and other drinks but not this one and she thought they were joking at
her

Therefore the gentle couple after seeing her has some hesitation explaining to her that the
distillates are made of a chemical process used to prepare alcoholics also called spirits, which
usually have a transparent color. At this point the bartender makes a connection with one of the
most famous Italian alcoholic drinks made out of wine grapes, the “grappa”. After she brings the
grappa selection they have in the bar and shows it to the couple saying “the first two glasses are
on/from me as a tank for your patience”.

The objective of the lesson

Teach students about alcohol production and distillation.

Learners should know Learners should be able To

How the alcohol is made Inform about the most common distillate

alcoholic drinks and products
Products used to distillate spirits

Give advice to customers about when it is
Name of different products made by

distillation

recommended to drink spirits and liquors

Other uses of spirits and liquors

Materials
e Beverages and Beverage Dispensing Bar Equipment

Popular Beverages
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Beer: is one of the most widely consumed alcoholic beverages worldwide. It is
brewed from malted grains, such as barley, and flavored with hops. Beers come
in various styles, including lagers, ales, stouts, and pilsners.

Key Points: Different beer styles, serving temperatures, glassware, and beer
pairing suggestions.

Wine: is an alcoholic beverage made from fermented grapes or other fruits. It
comes in red, white, and rosé varieties, each offering unique flavors and
characteristics.

Key Points: Types of wine, wine regions, wine tasting basics, and wine serving
techniques.

Spirits: Spirits, also known as liquor or hard alcohol, are distilled beverages with
high alcohol content. Examples include whiskey, vodka, rum, gin, tequila, and
brandy.

Key Points: Types of spirits, popular cocktails made with each spirit, serving
techniques, and common brands.

Beverage Dispensing Bar Equipment

Draft Beer Systems: Draft beer systems are used to store, chill, and dispense
beer on tap. They consist of kegs, CO2 tanks, regulators, and draft towers
equipped with beer faucets.

Key Points: Components of a draft beer system, how to clean and maintain the
system, troubleshooting common issues.

Cocktail Shakers and Mixing Tools: Cocktail shakers and mixing tools are essential
for creating a variety of mixed drinks. They include Boston shakers, cobbler
shakers, mixing glasses, strainers, barspoons, and muddlers.

Key Points: Types of cocktail shakers and mixing tools, their functions, proper
shaking and stirring techniques.

Beverage Dispensers: Beverage dispensers are used to serve non-alcoholic drinks
such as juices, sodas, and water. They come in various designs, including chilled
and carbonated options.

Key Points: Types of beverage dispensers, proper setup and maintenance,
controlling portion sizes.
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Lesson about distillation process

The process of distillation (from the Latin 'de-stillare' for 'drip or
trickle down") is the separation of a liquid mixture by evaporation
using selective boiling and condensation. It is an age-old process
which may have begun as early as 2000 BC.

After the Turks' presence in Europe during the 14th and 15th
centuries, some traditions and secrets remained in Europe, one of
them was the "al-ambiq" or alembic, and the making of "al-koh'I" or

DISTILLED
LIQuUID

alcohol, which soon

became known

throughout the Christian world, as the monks and
the monasteries played an important role in its
further development. The so-called spirits or
'water of life" were used for their therapeutic
qualities. Early pharmaceutical observations
bestowed healing powers to spirits as they
induced a feeling of relaxation and well being.
From here it soon became the norm to use
beverages made from spirits at social gatherings,
leading to the endless varieties of spirits on the
market today. Whether it be Palinka from Hungry,
Rakia from the balkans, Schnapps from Germany,
Grappa from Italy, Eau de Vie and Cognac from
France, Whisky from Scotland and Ireland,
Aguardente from Portugal, Tequila from Mexico,
Rum from Barbados and the Caribbean or Vodka
from Poland and Russia, they are all Aqua Vitae or

“water of life”. All spirits go through at least two procedures - fermentation and distillation.
Fermentation is where all alcohol is created, distillation is where the alcohol is separated and
removed. In order for fermentation to occur, two things are needed: a raw material in liquid
form that contains sugar, followed by the addition of yeast. Yeast is a living organism that feeds
on sugar; the bi-product of this consumption is alcohol and carbon dioxide (CO2). The
vapours/liquids distilled will separate other ingredients that have lower boiling points. Distilled
spirits are produced from agricultural raw materials such as grapes (grappa, other fruit (Palinka
and rakia), sugar-cane (Rum), molasses, potatoes (Vodka), cereals (Whiskey), herbs and plants

(Tequila).
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Therefore there is a variety of liquors that are composed of spirits and additional flavoring such

as fruits, vegetables, herbs or spices. They usually have a sweet and un-aged taste. Liqueurs are

historical descendants of herbal medicines. They were made in Italy as early as the 13th
century, often prepared by monks. Today, spirits and liquors are produced all over the world,
commonly served as a digestif after a meal, with desserts, coffee in cocktails, and used in

cooking.
LOTS (what, where, when, which) HOTS (why and how)
What is a distillate? How are alcoholic drinks made?

Which kind of products can be distilled to make Why does Europe have a strong cultural tradition

spirits? regarding alcohol?
When is it common to drink liquors and spirits?

What is the difference between spirits and
liquors?

When is it better to drink spirits and liquors?

Resources:

1) Distillation - Wikipedia
2) History of Alcohol Distillation | Iberian Coppers Lda (copper-alembic.com)
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https://en.wikipedia.org/wiki/Distillation
https://www.copper-alembic.com/en/page/history-of-alcohol-distillation#:~:text=It%20is%20an%20age%2Dold,balms%2C%20essences%2C%20and%20perfumes.

Lesson 3: Montain trees

Duration: 2 hours

Background

A businessman from the US is in Austria for a congress meeting. At night he goes with his Russian
colleagues to a club where he first wants to get a drink. He's wishing for something typically
Austrian, possibly from the Alps. The bartender is not very familiar with local products because
he's originally from Georgia, but the waiter, his colleague, is Austrian and he was raised in a village

on the Alps. Then the waiter shows the bartender one bottle with a pine tree branch in the
etiquette and the name “Zirben” saying “that’s a real taste of alpine forest” they have to try”.

The objective of the lesson

Teach students about trees in the alps.

Learners should know Learners should be able to

Type of trees growing in the Alps and high | Inform customers about pine alpine trees and
altitudes its products

The different uses of pine wood

Central European mountains and countries
where pines are growing

Materials

e Photographs and illustrations: Collect pictures of different trees that grow in the Alps
and at high altitudes, such as the alpine pine, white spruce, European larch, Atlas cedar,
etc. Show these pictures to the students and ask them to identify each species and
describe its distinguishing characteristics.

Lesson about plants and trees

“Zirbe” botanic name Pinus cembra, also known as Swiss pine, Swiss stone pine or Arolla
pine,Austrian stone pine, or just stone pine, is a species of a pine tree (conifer) in the subgenus
Strobus. The stone pine grows in the Alps and Carpathian Mountains of central Europe, in
Poland (Tatra Mountains), Switzerland, France, Italy, Austria, Germany, Slovenia, Slovakia (Tatra
Mountains), Ukraine and Romania. It typically grows at 1,200 meters to 2,300 meters altitude
below the so-called “tree line” (the edge of the habitat at which trees are capable of growing).
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Mountains in north temperate regions, such as those of North
America, Europe, and northern Asia, generally have conifer-
dominated forest on their lower slopes that gives way to alpine
vegetation above. Typical conifers in these mountain regions are
pines (Pinus), firs (Abies), spruces (Picea), and the deciduous
larches (Larix). Therefore, depending on the climate conditions
other tree species growing in mountain regions are birch (Betulla),
eucalyptus, and willows (Salix).

In Austria and some other alpine regions, the pine cones of juicy red

Austrian stone pines are freshly chopped and macerated with a

mixture of apple distillate and neutral wheat grain alcohol. After a

certain period of time, the alcohol withdraws the chopped stone
pine cones of their taste and valuable ingredients. This mash is subsequently distilled and the
final product is called Zirbenscnaps. From pine trees it is therefore possible to make other
products and artifacts from the wood and its aromatic propriety. Beside furniture (specially
bads), objects and artifacts, thanks To its aroma and relaxing properties, the chopped sawdust
wood is largely used To fill pillows and its wook for aromatic essences, oils and candles.

LOTS (what, where, when, which) HOTS (why and how)

What are the most common trees in high altitudes? How is the spirit of “Zirbe” produced?

Which artifacts can be produced with the sTone pine
trees?

Where is growing in Europe?

Resources:

1) mountain ecosystem - Biota | Britannica

2) Pinus cembra - Wikipedia
3) Tree line - Wikipedia
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https://www.britannica.com/science/mountain-ecosystem/Biota
https://en.wikipedia.org/wiki/Pinus_cembra
https://en.wikipedia.org/wiki/Tree_line

Lesson 4: Traditional Clothes

Duration: 90 minutes
Background
During one ball event in Vienna where guests are dressed with traditional clothes, one male guest

apparently not from Austria approaches lanis, a bartender from Greece, asking him if he could
understand which girls present there were single.

lanis, smiling back at the guest, said: | don’t know these girls, how can | tell you who is single and
who is not! The guest replies to him that there is a way to recognize it by watching how the apron
is tied but he doesn't know it. The bartender, curious to know the answer, started to do a quick
internet research on his phone.

The objective of the lesson

Teach students about traditional local clothes in the Alps

Learners should know Learners should be able to

Countries and regions where the Trachter are | Give basic informations about the traditional
dressed clothes in the german-speaking Alpine region

The traditional outfits worn by men and women
in the german-speaking Alpine region

Materials

e Photos and videos of different clothes and the events where they are mostly worn

Lesson about outfit and tradition clothes

Folk clothes (also regional costumes, national costumes, or traditional garments) expresses an
identity through costume, which is usually associated with a geographic area or a period of time
in history. Traditional European clothing often tells a story about a place and its people, and
there is a wide variety between countries. In modern European culture there is an ongoing
effort to preserve the local and regional heritage through clothing.
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The wearing of trachten
(traditional folk clothing), that
is, lederhosen for men and the

v BN

dirndl for women, is a common
sight at weddings, church
gatherings and cultural festivals
in the German-speaking Alpine
regions of central Europe

;
%.

(Germany, Austria, Swiss, Tyrol
in Italy). Styles and traditions
vary widely within the countries
and their own regions; it is a

long-standing  tradition and
practiced at many other cultural events and occasions, including restaurants, beer halls, pubs,
clubs and social occasions.

The traditional Trachten-dress for women and girls, so-called Dirndl usually comprises three
basic parts: dirndlbluse (a puffed-sleeve half-blouse, most commonly white); dirndlIschiirze
(apron) by tradition is actually very important where the apron bow is tied! Tied on the left
means single/available; tied on the right means either married, or simply unavailable; tied in
the middle of the back most often indicates the wearer is a waitress, but can also mean
widowed; dirndlkleid (dress) is worn either as one piece, or with separate bodice and skirt.
Styles vary widely according to local traditions, budget and personal taste and can go from
simple and traditional (as farmer/peasant) to fanciful, elegant and fashionable versions.
Women's outfits may also include clutches, bracelets, earrings, hats, jackets and petticoats. The
dirndl can be dressed with almost all kinds of shoes such as pumps, flats, high heels, ballerinas
and sport shoes. The dirndl was originally a linen dress worn by lower class maids in the 18th
Century. Women of the time would alternate their dirndl depending on the season. Winter
dirndls were long-sleeved and typically made from linen or wool. Summer dirndls were their
short-sleeved equivalent and made from cotton.

For men, Leather trousers, complete with suspenders, are paired with a long-sleeved shirt and
knee-high, woolen socks. However, there are always variations to these standards. Leather
trousers are worn either short above the knee, at the knee, or tied below the knee. The very
best and most traditional pants are made from deerskin, but many other types of leather and
even fabric are also used. The suspenders usually have an embroidered pattern on the H-
shaped breast plate, and are crossed in the back. The shirt can be either short-sleeved or long-
sleeved and can be chequered, striped, plaid or white. Decorative flair options include leather
straps, coins, embroidery and bone buttons. Men’s outfits may also include vests and jackets
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but never a tie. The hat is a component part of the men's outfits and can vary widely, but dark
grey or green Alpiner or Tiroler hats are common, often with a Gamsbart (chamois beard).
Shoes (Schuhe): hiking boots are shown here as one option, but leather Alpine Haferlschuhe,
typically with side-laces, a low-cut upper and spiked rubber soles, are the most traditional
footwear worn with men’s outfits.

LOTS (what, where, when, which) HOTS (why and how)
What material is traditionally used for the Leather | How to recognize a woman's status from her
trousers? clothes?

Where is the trachtel diffused?
Which parts comprise it?

When is it mostly used?

Resources:

1) Trachten — A Basic Guide (hollerbachsoutfitters.com)
2) The Traditions of Trachten: The Dirndl and Lederhosen | MunichNOW
3) 11 European Countries Where People Rock Their Traditional Clothes (In Pictures)

(knowledgesnacks.com)
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https://www.hollerbachsoutfitters.com/single-post/2017/09/14/trachten-a-basic-guide
https://munichnow.com/the-traditions-of-trachten-the-dirndl-and-lederhosen/
https://www.knowledgesnacks.com/articles/traditional-clothes-worn-in-europe/
https://www.knowledgesnacks.com/articles/traditional-clothes-worn-in-europe/

Topic 2: Boat Crew

Lesson 1: Food handling for boat crew

Duration: 2 hours

Background

Boat crew are sometimes requested to handle food and drinks for tourists. Some boats offer pre-
cooked meals which are heated on the boat. Others actually organize for the cooking to be done

on board. This could be a barbeque or preparing a salad. In all cases, the boat crew needs to know
some basic first aid.

This lesson gives an overview about why food handling is important. It gives a taste of what a food
handling course contains. Students are introduced to basic terminology in food handling.

The objective of the lesson

Learners should know ‘ Learners should be able to

Why handling food properly is important Handle food in a safe and secure way.
How to use equipment on board a boat Maintain equipment clean and safe
Basic food safety and hygiene Serve food in a proper manner

Identify when food safety is compromised

Materials

e Food handling course notes. (sample attached)

e The teacher highlights the important terms and explains them.

e There is also an explanation about the basic equipment that is necessary.

e The teacher uses some newspaper articles to explain how food handling could go wrong
and why improper food handling could be dangerous.

e The students read the articles and discuss these in class.

Resources:
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Food handling course notes

https://safety4sea.com/cm-procedures-how-To-maintain-food-hygiene-onboard/

Lesson 2: A lesson about the contents of a First Aid Box for Boat handlers

Duration: 2 hours

Background

In Malta, the use of Tourist boats is very popular. There are not enough local people to work on
these boats so boat owners employ migrants to help them out particularly during the summer
months. This is a lesson to help migrant employees understand better the terminology related to
First Aid boxes aboard a tourist boat.

The objective of the lesson

Learners should know Learners should be able to ‘
Basic boat terminology in particularly as it | Understand instructions from the captain and
relates to First Aid safeguard the safety of himself/herself together
with other boat employees and customers.

Understand terms in relation to First Aid in order
to be able to communicate if and when the need
arises.

Materials

Pictures of items that can be found in a first aid box Together with basic instructions on the

purpose and other useful information.
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https://safety4sea.com/cm-procedures-how-To-maintain-food-hygiene-onboard/

CPR Pocket Mask

A pocket mask can be used when performing CPR. It is
an emergency life-saving procedure that is done when
someone's breathing or heartbeat has stopped.

Gloves

These are mostly plastic protection for your hands. It is
a covering for the hand worn for protection against
germens, or dirt and typically having separate parts for
each finger and the thumb.

Tourniquet

Tourniquets are an effective way of stopping bleeding
from an extremity. They do, however, stop circulation
to the affected extremity and should ONLY be used
when other methods, such as pressure dressings, have
failed (or are likely to fail).

Roller Gauze

A roller bandage is used to secure a dressing in place. A
triangular bandage is used as an arm sling or as a pad
to control bleeding. It may also be used to support or
immobilize an injury to a bone or joint or as improvised
padding over a painful injury.

4x4 Gauze Pads

This are sterile gauze pads can be used in stopping
bleeding or as an absorbent dressing for wounds.
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Medical Tape

Surgical tape or medical tapeis a type of pressure-
sensitive adhesive tape used in medicine and first aid to
hold a bandage or other dressing onto a wound.

Two Triangular Bandages

A triangular bandage is used as an arm sling or as a ;3

pad to control bleeding. It may also be used to support -

or immobilize an injury to a bone or joint or as | ‘i /
\?

improvised padding over a painful injury.

Sam Splint

The SAM (structural aluminum malleable) splint is a
compact, lightweight, highly versatile device designed
for immobilizing bone and soft tissue injuries in
emergency settings.

This lesson does not replace First Aid Training. It merely gives an introduction to basic
terminology used in First Aid and could be used as a foundation for first aid training for boat
handlers.

Resources:
The teacher can add more terms and pictures To support students.

https://www.redcross.org.uk/first-aid
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https://www.redcross.org.uk/first-aid

Lesson 3: A lesson about selling tickets for boat trips

Duration: 2 hours

Background

In Malta, the use of tourist boats is very popular. There are not enough local people to work on
these boats, so boat owners employ migrants to help them out particularly during the summer
months. This is a lesson to help migrant employees understand how to sell tickets to tourists for
boat trips around Malta, Gozo and Comino. The migrant employees will also learn about the

destinations offered. They will be able to answer questions from the Tourists about these
locations.

The objective of the lesson

Learners should know Learners should be able to

Basic math skills so they can receive the correct Understand how much money to collect and
amount of money and make change if need be make change

Details of the location of the trips and the Understand the product that they are selling
duration of each trip and be prepared to answer questions

Materials

Pictures of items that will be used to be able to understand the task and other useful
information
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Ticket Booth

The employee will be stationed at one of
these ticket booths when selling tickets
for boat trips. Customers will come to the
window and ask to buy tickets for boat
trips.

Tickets

A boat trip ticket will look very similar to
this picture. It should always include:

Date
Time

From
To
Seat number (optional)

Locations of boat trip destinations

Malta is surrounded by the beautiful Mediterranean Sea and there are a lot of spectacular

locations to choose from, these are a few of the most popular ones.

Blue Grotto

Blue Grotto is in the Southern part of
Malta, and has several sea caverns, a
must-see destination
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The 3 Cities

The 3 cities consist of Senglea, Vittoriosa
and Cospicua. You can view them from
the water, these cities were very
important in the history of Malta.

Gozo
Gozo, the sister island of Malta features

unique hilly landscapes and is only
accessible by boat or a ferry.

Blue Lagoon

Blue Lagoon is found in Comino, a gem
known for its crystal-clear blue water.

Resources:

Teachers can use other pictures and media to talk about the locations.

Teacher can use real money to have the students practice being the sellers of boat trip tickets
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Lesson 4: A lesson about teaching new vocabulary To migrant workers
Duration: 2 hours
Background

In Malta, the use of tourist boats is very popular. There are not enough local people to work on
these boats, so boat owners employ migrants to help them out particularly during the summer
months. This is a lesson to help migrant employees understand the basic terminology that a boat
has. They will also learn the names of the important features on a boat.

The objective of the lesson

Learners should know Learners should be able to ‘
New vocabulary on boat terminology Understand the new words learned and apply

them to when they go on a real boat
Where the toilets are located, where tourists

should sit Guide tourists on the boat if they should ask
where to sit or where the toilets are

Materials

Pictures of items that will be used to be able to understand the task and other useful
information:

Engine _ control,

Rev_counter and indicates the plug

fuel tank display switch for

switching the
engine on or off.

46




Side Fenders

Engine  forward

and reverse (plus

speed)

Main Mast

These are usually
made from rubber
or plastic and
their job is to
protect the boat
from getting
scratched.

This is the lever
that will make the
engine go either
forward,
backwards, or if
you need to go
faster.

The mast has an
important job —
to support the
sails, which allows
the wind to
propel (move) the
boat. Other types
of masts are used
to support flags
and called
flagpoles.
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Tender

Wind Speed and
Wind _ Direction

Indicator

Another word for
a Tender is also
called a Dinghy
and is a smaller
boat that you
would find on a
larger boat.

Flag

This indicator will
help the captain
of the boat know
where the wind is
coming from and
what  kind  of
speed it has.

You cannot sail a
boat without a
flag. The flag in
the picture is the
Maltese flag.
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Tiller wheel with

autopilot

Anchor

Resources:

Another word is
the steering
wheel and
autopilot means
that the captain
does not need to
constantly  have
his hands on the
wheel.

An anchor is a
heavy object
attached to a
cable or chain and
used to moor a
ship to the sea
bottom, typically
having a metal
shank with a pair
of curved, barbed
flukes at one end
like the picture
above.

Teachers can use other pictures of different vessels, such as a ferry boat, or a cruise ship.

The teacher will assess if they know how to answer basic questions about seats and toilets,
because the tourists on the boat might ask them where these are located.
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Topic 3: Cooks, Runners, and Hosts

Lesson 1: Afternoon tea in Britain

Duration: 2 hours
Background

Jason is a British cook in Torquay, a seaside resort in Devon, in the South of England. He’s been
working in a famous tearoom for 2 years and today Hida, from Albania, is helping him to prepare
the afternoon tea dishes. He will teach her about the making of scones (not to be missed in
Devon!) and he will let her know about the importance of the traditional afternoon tea:
beverages and typical courses. She must be aware that it is not only a light meal but also a must
in British tradition.

The objective of the lesson

Teach learners about British afternoon tea.

Learners should know Learners should be able to

Afternoon tea is a tradition and serves as a | Help for afternoon tea dishes.

meal.
Prepare and bake scones.

The recipe for scones.

Materials

e English scones recipe : ingredients, equipment, steps.
e What is afternoon tea? Video

Lesson about British afternoon tea

The afternoon tea started in the 1840s and is now a tradition in Britain. Tea is served with a
selection of sandwich scones and pastries. It is a three course light meal, served at 4pm, also
called low tea, not to be confused with high tea, which is served between 5pm and 6 pm and
which includes a heavy meal with fish, meat and vegetables. You can have afternoon tea
everywhere and especially in tea saloons. You drink black (Earl Grey is one of the most popular)
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or green tea, or even herbal tea from fine bone china cups. You should use loose tea leaves,so
you need a strainer.

-

R Yay
& 5
2 ._4::0;\

A bone china cup A teapot

A strainer

You should eat the sandwiches first, with your fingers,
then the scones with clotted cream (100% heavy
cream!) and jam, or with lemon curd; finally you can
indulge in sweets and pastries like carrot cake .

Learners should know Learners should be able to

What is the traditional British afternoon tea? How many courses are there?

When and where is it served? How are scones made?

Which dishes are served for an afternoon tea?

Resources

https://www.youtube.com/watch?v=i0LToP Yc6A

https://www.instructables.com/English-Scones/

https://thesconeblog.com/the-best-baking-equipment-To-make-perfect-scones/
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https://www.youtube.com/watch?v=i0LToP_Yc6A
https://www.youtube.com/watch?v=i0LToP_Yc6A
https://thesconeblog.com/the-best%0c%0c-baking-equipme%0c%0cnt-To-make-perfect-scones/

Lesson 2: Cooking vegetables in France.

Duration: 2 hours
Background

Abdul is from Sudan; he’s been working as a commis in a restaurant in the South of France for a
few days. His knowledge of French dishes is still basic and today he’s helping the Chef to prepare
a famous recipe : « ratatouille ». Abdul and the Chef communicate in English. The commis is
willing to learn a lot about vegetables and about the other ingredients of the recipe; he also
wants to learn the action verbs related to the preparation, to be able to understand them for
other recipes.

The objective of the lesson

Teach learners about cooking vegetables in France.

Learners should know Learners should be able to

The names of french vegetables. Cook a typical French vegetable stew.

The contents and preparation of a famous dish.

Materials

e Ratatouille: the recipe.
e Flashcards: cooking verbs.
e Main vegetables in France.

Lesson about vegetables in France

Ratatouille French vegetable stew
" ev d D 6 Course: Side dish

D /5’ ‘\"gh 4 é‘ \ Cuisine: French, Mediterranean
'd\:\ VJ (J “ ’ T Prep Time: 20 minutes

J G0 Cook Time: 1 hour 30 minutes

o Servings: 8

Adobe Stock | #311002503
(\
5
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Here is how to make the perfect ratatouille, the iconic Mediterranean vegetable stew, a
traditional home cooking dish the French love to cook in summeringredients:

3 eggplants, 5 zucchinis, 3 red ball peppers, 8 big ripe Tomatoes or 800 g canned Tomato pulp,
3 onions, 4 cloves garlic, herbes de Provence or a blend of thyme and rosemary, 2 bay leaves,

salt, pepper, olive oil.

Instructions:

* Rinse and cut all vegetables into cubes or strips.

* Mince garlic and onions.

* Heat some olive oil in a large pan.

* Fry the onions and garlic for a few minutes.

e Add bell pepper, fry for 5-10 minutes more, stirring occasionally.
e Add the eggplants and fry again, let it cook slowly.

¢ Finally add the Tomatoes and bay leaves.

e Cook for 20 minutes to 1 hour at medium-low heat
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LOTS HOTS

What is it? How is ratatouille prepared ?

When and where are these vegetables grown ? | Why is « ratatouille »a Summer dish ?

When are these ingredients used? ) ) o ]
Why is « ratatouille »and similar dishes

Which of them are used in the recipe? ) )
popular in the South of France and in

Which actions are required? ) )
Mediterranean countries ?

Resources :

e www.myparisiankitchen.com

e www.eslforum.com

e www.bhg.com/gardening/plans/vegetable/french-kitchen-garden-plan/

e https://quizlet.com/35673698/cooking-verbs-flash-cards/

Lesson 3: Working in a professional kitchen

Duration: 2-3 hours

Background

Enzo and Dehran from Kosovo are apprentices at the restaurant « le Chateau » in Régneville-sur-
Mer in Normandy. The Chef first tells them about the organization in a professional kitchen. They
need to know how the whole process of cooking, storing the food, and cleaning works, as well as
how it is organized and the different places of work for each staff; the hierarchy in the kitchen is
obviously related to the working activities. Furthermore the apprentices will have to know the
basic equipment dedicated to the various tasks. A lot to learn indeed! But the Chef shows them
around, giving explanations for each workstation and provides a detailed map for the layout of the
area so that they’re able to perform their tasks and communicate with the appropriate staff.

The objective of the lesson

Teach learners about the organization in a professional kitchen.
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http://www.myparisiankitchen.com/
http://www.eslforum.com/
http://www.bhg.com/gardening/plans/vegetable/french-kitchen-garden-plan/
https://quizlet.com/35673698/cooking-verbs-flash-cards/

Learners should know Learners should be able to

The layout of the kitchen. Locate the staff and activities.
The activities in the kitchen. Move around advisedly.

The different staff in the kitchen. Communicate with the right staff.
Materials:

e Akitchen tour (video).

e Kitchen utensils (visual dictionary).

e Kitchen tools (photos and functions).
e A professional kitchen map

Lesson about the organization in a professional kitchen

The 5 components of a commercial kitchen

1. Storage

Your restaurant’s kitchen will store a
variety of items including cooking tools
(utensils, pans, etc.), food (produce,
meats, dry goods) and place settings
(glasses, plates, linens). Your kitchen will

need separate storage units for each of
these needs, such as a refrigerator for perishable foods, a pantry for dry goods and cupboards
for place settings and tools.

2. Washing station

A lot of cleaning goes on in a commercial kitchen to ensure the safety of the food that’s being
served and the dishes that it's being served on. We recommend creating separate washing
stations for food and for dishes so that dirty dish suds never land on clean produce! Your
washing stations will need commercial dishwashing machines, sinks and drying racks to run
smoothly.
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http://blog.etundra.com/infographics/3-sink-basin-dishwashing-infographic/

3. Food preparation

A commercial kitchen may have several food preparation areas depending on what kind of food
is on the menu. The food prep section of a restaurant’s kitchen consists of counter space,
cutting tools and storage containers. Place food preparation zones near a refrigerator so that
your team can quickly and safely store raw ingredients until they’re ready to be used.

4. Cooking station

Unless your restaurant’s concept is raw foods, your kitchen will need quite a bit of cooking
equipment to execute your menu. Most restaurants have gas range-oven combinations,
commercial fryers, and a few specialized cooking appliances. A kitchen display system makes it
easy for the staff to keep up with incoming tickets.

5. Service

A commercial kitchen’s service area is used for plating dishes and handing them off to servers
to deliver to diners. A service area should have heat lamps to keep food warm. Place your
kitchen’s service area as close to the dining room as possible To lessen the distance from the
kitchen To the table for waiters.

LOTS HOTS
What is it? (equipment) How is the place organized?
What is it used for? (equipment) How does it work?

Where is it? (equipment)
Where are they? (staff)

Who are they? (staff)

Resources:

e https://www.lightspeedhg.com/blog/commercial-kitchen-layout/

e https://www.7esl.com/kitchen-utensils-vocabulary
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https://www.lightspeedhq.com/pos/restaurant/
https://www.lightspeedhq.com/blog/10-food-plating-and-presentation-tips/
https://www.lightspeedhq.com/blog/commercial-kitchen-layout/
https://www.lightspeedhq.com/blog/commercial-kitchen-layout/

o https://www.tasteofhome.com/collection/essential-kitchen-Tools/

® https://www.pinterest.fr/pin/55239532900333000/?nic v

Lesson 4: Dealing with an injury at work
Duration: 2 hours
Background

Dana is from Ethiopia and started working as a cook a few weeks ago in a French restaurant in
Normandy. The tourism period is at its peak at the moment so the work gets very hard. As she was
chopping vegetables, she wounded her finger and started bleeding badly. She doesn’t feel well, starts
panicking and needs to ask for help.

The objective of the lesson

Teach students about safety rules in a kitchen, the vocabulary related to injuries and how to ask

for help when someone gets injured

Learners should know Learners should be able to

Body Parts vocabulary | Inform there is a problem identify the injury
Verbs to cut | Identify the safety rules
Utensils vocabulary | Asking for help

Safety rules / First aid vocabulary

Materials

e Quizlet to memorize the name of utensils

e Flashcards with body parts

e a lstaid kit

e Word Search puzzle (To work on the vocabulary above mentioned)
e Brainbox game ( game with cards To memorize the vocabulary)
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https://www.tasteofhome.com/collection/essential-kitchen-tools/
https://www.tasteofhome.com/collection/essential-kitchen-tools/
https://www.pinterest.fr/pin/55239532900333000/?nic_v3=1a5JPGBc7

Lesson (with 2 videos)

Video: Clumsy chef slices his thumb

https://www.youtube.com/watch?v=2VOREI1C-jU (from 2’20) (identify the situation and the

problem)

e Describe the situation/the setting (Who ? What ? Where?) up To 2’36. Use the present

tense

e What

happens then?

e Describe the actions undertaken to heal the injury (How) — after: give advice to prevent

injuries in the kitchen

Video: What to have in a first aid kit in a restaurant:

https://www.youtube.com/watch?v=8assGpZvwG4&t=14s (matching the words to their use

with the subtitles) Vocabulary work : it is a visual illustration for the matching work that can be

done after.

LOTS (what, where, when, which)

What is the problem?
Where did you get injured ?

When did you get injured?

HOTS (why and how)

How can I ask for help ?
Why did I get hurt ?
How can | keep safe in a kitchen ? (should, must)
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https://www.youtube.com/watch?v=2V0REl1C-jU
https://www.youtube.com/watch?v=8assGpZvwG4&t=14s

Lesson 5: Preparing a gluten free dessert
Duration: 2 hours
Background y

Dalhil is from Afghanistan and works as a cook in a French restaurant called « La table de Flore »in
Rouen, a Norman city. It prepares gluten free dishes. Dalhil needs to know what a gluten free diet
consists in and how To prepare a gluten free dessert in his kitchen.

His chef accompanies him in the process. They prepare the dessert together.

The objective of the lesson

Teach students about a gluten free diet recipe and what is forbidden or allowed in a gluten free

recipe.

Learners should know Learners should be able to
Food /protein / grain vocabulary Check ingredient labels close
Must/ mustn’t Ask for advice (can I? should I?)
Cooking verbs Follow a recipe

To follow instructions

Materials

e Flashcards with ingredients

e Activity with list of ingredients that are allowed or forbidden

e Agluten free recipe

e Brainbox game (game with cards To memorize the vocabulary)

Lesson about preparing gluten free brownies
Prepare the recipe

Gluten free brownies

These rich, fudgy chocolate brownies are gluten-free. Serve with a scoop of vanilla ice cream for
dessert, or enjoy as an afternoon treat with a cup of tea.

59




Ingredients

e 250g unsalted butter, cubed, plus

Adobe Stock | #257686783

extra for the tin

e 250g dark chocolate, roughly
chopped

» e 4large eggs

e 300g golden caster sugar

e Y tsp vanilla extract or paste

e 100g gluten-free plain flour, sieved

e 60g cocoa powder

e Y tsp fine seasalt
150g milk chocolate, roughly cut into chunks

Method

STEP 1
Heat oven to 180C/160C fan/gas 4. Butter a 30cm x 20cm non-stick tin and line the base
with non-stick baking parchment.

STEP 2

Fill a small saucepan a third full with water, bring to a simmer and put a snug-fitting
heatproof bowl on top of it. Add the butter and chocolate and gently melt over a low
heat, stirring occasionally. Be careful not to let it catch and burn on the bottom. Remove
from the heat and leave to cool a little.

STEP 3

Beat the eggs and sugar together using an electric whisk for 8-10 mins or until thick
enough to leave a trail. Gently fold through the cooled melted chocolate and vanilla,
followed by the flour, cocoa and salt. Finally, fold in the chocolate chunks. Pour the
brownie batter into the lined tin, place in the center of the oven and bake for 30-35
mins.

STEP 4
Leave To cool a little in the tin before cutting into 12 squares.
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cereals

/ \ pasta

GLUTEN ALLERG

SYMPTOMS
edema fatigue weight loss dlarrhea rash abdomlnal pain itch

GLUTEN-CONTAINING FOODS

— (11 J

bread beer flour sausage
2> @
pastry sauces chips processed foods

LOTS (what, where, when, which)

What is a gluten free diet?

Which ingredients are forbidden/ allowed ?
Which dessert can | prepare ?
What utensils can | use ?

Resources:

HOTS (why and how)

How can | prepare a gluten free dessert ?
Why must | know the gluten free ingredients to
avoid allergies ?

https://www.bbcgoodfood.com/recipes/qluten-free-brownies

https://www.healthline.com/nutrition/qgluten-free-foods
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https://www.healthline.com/nutrition/gluten-free-foods

Topic 4: Drivers

Lesson 1: Misunderstanding the location To go

Duration: 55 minutes

Background

Wolfgang arrives at Turkish Airport after a long flight and feels so tired and he wants to go to his
booked hotel to check in and have a couple of hours to relax before the meeting which takes
place in MALTEPE (the Asian Part of istanbul). He takes a taxi and says that he wants to go To
MALTEPE Location but there is something he doesn’t know. There are two MALTEPE in istanbul,
one of them is in the Europe part and the other is in the Asian part of istanbul. As he is tired and
the taxi driver is careless about the exact location of the meeting, Wolfgang finds himself in a very
different part of istanbul.

The objective of the lesson

Teach Taxi Driver To ask exact location of his/her passengers

Learners should know Learners should be able to
How to ask passengers where to go Know their destination is correct
Make sure their route is correct Understand the passenger correctly

3
2
H

L e,

Materials

e Pictures and movies of training scenarios about how to ask destination of passenger,

e Google Maps
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e Navigation Applications
Lesson about asking route
Example Phrases
Phrases that taxi drivers can use with English-speaking passengers.
Welcome

e Hi/Hello

e Good morning

e Good afternoon

e Good evening

e How are you today?

e Hi. | can take 4 passengers.

Destination

e Where can | take you?

»  Where are you going?

e What's your destination?

e |ldon't know that place. Do you have a map?
e Canyou show me on this map?

e Areyouina hurry?

e Itisveryclose.

o Itis pretty far away.

o It will take about 15 minutes.

o It takes about one hour to get there.

o Itis faster to take the expressway but you have to pay the toll.

Understanding the passenger

o Speak slowly, please.

e Sorry, | don't understand.

e Yes, | understand. I'll take you there.

o Please ask someone to write it in Thai / Chinese / etc.
e No problem.
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Special instructions / requests

I'll put your luggage in the boot / trunk.
Put on your seat belt, please.

Is it okay if | open a window?

Is the air-conditioning okay?

Please don't eat in the car.

No smoking, please.

Do you want me to wait?

| have to get some gas.

Traffic conditions

It's rush hour.
There's a traffic jam.

The traffic is bad over there. You'll get there faster if you walk from here.

| think there's been an accident.
I'll try a different way.

Fare and fees

The total price is $10.

Thank you for the tip.

Do you have smaller notes/bills?

| don't have any change.

The customer pays for the expressway, OK?
Are you in a hurry? Take the expressway?
There is a tollway fee. You pay the fee, ok?

Goodbye

Watch out for motorcycles before getting out!
Don't forget your things.

Thank you for your business.

Hope to see you again.

It's been nice chatting with you.

Enjoy your stay in Thailand / China / etc.
You're welcome.
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No service

e Sorry, that is out of my boundaries.

o lcan't go there. | would have to come back without a fare.
e Sorry, | don't go to the airport.

« I'm all done for the day / night.

e | have to return the car on time.

e My car needs servicing.

e I'msorry. Have a nice day.

« | can call another driver / company for you.

Small talk

e Have you been here before?

e Areyou from around here?

« How do you like Bangkok / Beijing / etc?

e Areyou here on business?

e Are you staying long?

e Good weather, huh? Not too hot, not too cold.
o | hope the weather gets better for you.

Things a passenger could say

e Canlgetaride?

e How many people can you fit?

e How long will it take?

o Please wait for me.

» You can keep the meter running.

e Do you have a flat fee to the airport?
e I'mina bit of a rush.

o Can we get there by 10 o'clock / noon / 4pm / etc?
o Could you slow down, please?

o Is this the quickest way?

e Do you take credit cards?

o Do you have change?

o Keep the change.

e Thanks for the ride / lift
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Passenger: person traveling in car, bus, train (not the driver)
Destination: place where you want to go

Map: diagram or picture showing streets and roads

In a hurry: rushed; need to go fast

Expressway / motorway: fast road

Tollway: fast road with fee

Toll: charge; fee

Boot / trunk: compartment at back of car for luggage, cases etc
Seat belt: strap to hold somebody in their seat in a car or airplane
Accident: crash; a car hitting another car or a person

Fee: price; charge

Note/bill: paper money

Boundaries: limits

Fare: price for taxi; passenger

Flat fee: fixed price

In a rush: in a hurry; late; want to go fast

LOTS (what, where, when, which) HOTS (why and how)

What is the right direction to go? How sure are you that MALTEPE is the right place?
What MALTEPE do you want to go?

Where is your Hotel exactly?

Resources:

https://www.englishclub.com/english-for-work/taxi-drivers.htm
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Lesson 2: Choosing long route or demanding extra money from Tourists

Duration: 45 minutes

Background

Antonio arrives at Turkey Airport and wants to go to his hotel immediately. He takes a taxi and
tells the driver to go to his hotel. He checks his hotel’s location on Google Maps and it says that
his hotel is 15 km and 30 minutes away from him. After 30 minutes he checks again and is
confused because his hotel is 10 km and 15 minutes away from him. He asks the reason why they
still have not arrived at his hotel and the driver makes different excuses for this. After 50 minutes

and 25 km of voyage, the driver asks for much more money than Antonio expected ,and for this
they start a quarrel about the matter.

The objective of the lesson
Taxi drivers must be more polite to passengers
Taxi drivers must explain beforehand if there are alternative shorter routes to go.

Taxi drivers must use navigation devices and passengers must see the whole route during the

journey.
Learners should know ‘ Learners should be able to
The importance of navigation devices Use navigation devices
The importance of good communication Communicate well with passengers
Be neat and trustworthy to passengers
Materials

e Navigation devices
e Movies and pictures to show the importance of communication
e Demo lessons to being polite and respectful to passengers

Lesson for taxi drivers to behave respectfully and more polite

Ten tips to get a conversation started and keep it going.
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1. Make your passenger feel at ease

A simple smile and acknowledgement at the start of a
journey can go a long way to make even the most shy or
nervous passenger a little more at ease and relaxed. After
all, they’re in a strange vehicle and might have never met
you before.

If they seem a bit quiet when they first get in, give them a

couple of minutes to acclimate. You don’t need to launch into a full-blown conversation
before they’'ve even got settled! It also gives you a few moments to take stock of the
situation too.

2. Remember, not everyone wants to talk

Before we get involved in the finer points of conversational etiquette it’s important to
always keep in mind not everyone wants to talk. If you’ve made a little bit of small talk
but they seem to be happy to sit back and enjoy the ride, then take the message.

They may not be in the mood to talk, and if they’re happy not to then it’s important to
respect that. Either way, most people will appreciate your effort to be polite and
friendly even if you don’t end up having a lengthy conversation.

3. Ask open-ended questions
Questions which require something more than a yes or no answer are a good way to get
people talking. For example, if they’re off to a work meeting ask them how they got into
that line of business or what they like most about it.
Beginning a question with the word ‘why’ is an easy way to keep the conversation

flowing. Remember, while many people are happy to talk about themselves, be aware
someone might be uncomfortable answering personal questions.
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And don’t just ask one question and then move on. Once the other person has finished
their answer, ask a follow-up question. That way it won’t seem like you’re interrogating
or interviewing them — not a great look for a friendly taxi driver!

Be interested

If you don’t seem interested in their answers to your questions then the conversation
will soon dry up. And if you genuinely aren’t interested then at least try to be a good
actor! A good way to show interest istTo ask them questions about a topic they bring

up.

If you’re unfamiliar with the subject then this is a great opportunity to find out
something new. As a taxi driver you could have a vast range of interesting people in the
back of your car with a great deal of interesting information to share. You never know
how much a throwaway comment from one passenger could help you later on.

Try to react to what they say in the spirit it is given. For example, if they make a joke,
laugh politely (even if it wasn’t a real rib-tickler or you’ve heard it before). Or if they
offer a surprising detail or titbit of information then try to react with surprise. Doing so
will make your passengers happy and make them want to keep talking to you.

Be a good listener

Asking questions is great, but you need to
listen to the answers if you don’t want to go
around in circles. A handy result of this is that
you’re a lot better able to thread the
conversation together and choose different
subjects depending on where the conversation
is going. For example, if the person says they

had to travel somewhere for their job,
then you could speak to them about their job, where they traveled, or pick up on the

theme of travel and talk about your own experiences. In any conversation there are a
huge range of places you can go depending on your follow-up questions. This is also a
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useful way of avoiding topics that you really have no interest in or feel uncomfortable
discussing.

Don’t overthink

Your job is to drive your passenger quickly and safely from point A To point B. Try not to
get too nervous or hung-up on how your conversational skills are coming along.
Sometimes just saying what is on your mind is a perfectly reasonable way to start a
conversation.

After all, it’s how we start most conversations in our everyday lives. It doesn’t mean that
you need to blurt out everything in your head without any filter. It just means you don’t
need to overthink everything. Just bring something up and see where the conversation
goes. If it reaches a dead end then so be it — no harm done.

Keep it local

Information or topics related to the local area are a great way to pass the time. And if
they’re a visitor then they’ll often be very appreciative of a bit of local insight. From
local news or recent developments there’s always plenty of things to talk about. And if
they’re looking for some local recommendations, then it's always useful to have a
couple up your sleeve.

From the best local pubs and cafes, to where to get a good haircut, a bit of insider
knowledge is very useful and a great way to support the local economy. If you
recommend a local business to a passenger then you might find that business returns
the favor! Local pubs, hotels and restaurants could send a lot of work your way if
customers respond well to you.

Find some common ground

Humans are social creatures who love making personal connections. Finding out that
you have a similar taste in music or your children went to the same school could be the
beginning of a long and fascinating conversation. It can also make a big difference when

it comes to tipping or getting repeat business.
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9. Classic icebreakers

There is a vast array of conversational icebreakers suited to all types of situations, so
keep your ears open for any unusual or interesting ones you come across. If you like
having the radio on then news, weather or songs are simple ways to strike up an easy
and natural conversation.

If it’s a controversial topic then it might be wise to
let them bring it up if they choose to. Depending
on the passenger it might be useful to opt for
something fairly unobtrusive such as a music
station rather than talk shows. Try to keep the
volume at a comfortable level so it doesn’t disturb

the passenger and you don’t get too distracted
from the road.

A good idea is to mentally note new topics of conversation as you go about your daily
life. If you've read some interesting facts in the papers or watched a particularly
interesting TV program, then it could be useful if you want to get a conversation started
or change the topic.

If you do a lot of airport transfers then being up to date on some of the issues at popular
holiday destinations can be useful. And if you’re stuck, asking them about where else
they’ve been to or perhaps their dream destination could make your shift pass more
quickly.

A fun thing to do is to learn how to say ‘hello’, ‘goodbye’, ‘thank you’, and ‘where would
you like to go?’ in different languages. You never know when this could come in handy,
and it can be a nice welcome for someone who’s visiting the UK for the first time.

Just as other professions have their interesting facts to share, as a taxi driver you’ve got

loads, too. As we’ve already noted, if you drive regularly around a certain area then
you’ll get to know lots of useful information that could really make someone else’s day.
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10.

And don’t forget taxi driving itself, there are many fun facts about taxis that might
entertain your passengers. You’'ll be thankful for them when you’re next struggling for
something to say!

Know when to end a conversation

Keeping a conversation going until all possible topics are worn out is one way to go
about talking with passengers. However, it might not be the best way to get repeat
business! Even if the conversation is going well, it’s always better to end the
conversation before it has completely run its course.

You want passengers to get out of your cab feeling like they would like to stay
chatting,ather than feeling like they can’t wait to get away. Keeping things short and

sweet is a good way to leave a positive lasting impression.

LOTS (what, where, when, which)

HOTS (why and how)

What can | do for you ?

Which direction do you want to go to your
hotel?

Where do you want to stop?

How can | help you to transfer you to your hotel as
soon as possible?

Why don’t we use a shorter way to get to your
hotel?

How do you want to pay ?

Why do you want to take a longer way?

Resources:

https://www.taxiinsurer.co.uk/contact-us/news/how-To-make-conversations-with-passengers/

http://www.universaltaxidispatch.com/blog/2015/08/taxi-etiquette-is-it-okay-To-strike-a-

conversation-with-the-cab-driver/

https://englishlive.ef.com/blog/english-in-the-real-world/useful-phrases-take-taxi-english/
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Lesson 3: Misunderstanding about currency of money

Duration: 50 minutes

Background

Serbu arrives at the Turkish Airport of istanbul and feels very exhausted because his flight has
been delayed for some time and the only thing on his mind is reaching his booked hotel, drinking
some beverages and falling asleep. With those thoughts in his mind he forgets to change his
dollars to Turkish liras. He gets a taxi, the taxi driver asks the location to go and they begin their
voyage. When they get to the Hotel of Serbu, Taxi driver says the amount of money which Serbu
has to pay but It is like foreign language when Serbu hears 178 Turkish liras and the taxi driver has
very little proficiency in English language. With the tiring and long journey’s effect, he gives the
taxi driver 178 Euros and leaves the taxi immediately.

The objective of the lesson
Teach taxi driver about the importance of different currency types of other countries

Learners should know Learners should be able to

|

Each countries currency has different value | Be aware and careful about different countries’
comparing with his own currencies

Have enough knowledge to transform other
currencies to his own one equally

Materials

e Currency transformation applications for Android or 10S
e Internet connection
e Basic mathematical methods about simple transformation for changing currency

Lesson about misunderstanding about currency of money
1. Tips to prevent popular Istanbul taxi scams

Taking a taxi (taksi) in Istanbul is a cheap, easy and comfortable way of transportation. But with
20.000 taxis driving around Town, only a fool would believe all drivers are honest. Luckily most
of them are indeed fair, but there are a rising number of cases where tourists get hustled while
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taking a taxi ride in Istanbul. It's always good to have a healthy level of suspicion. Here are the
most popular Istanbul taxi scams, and how you can prevent them from happening to you. Once
you’re done, don’t forget to read up on even more tips to prevent popular Istanbul taxi scams.

Yellow Istanbul taxis.
Making the Taxi Ride Longer

e Scam — This a
very common
trick pulled on
tourists by taxi
drivers all over
the world, and
Istanbul is no
exception to
the rule. As a

Tourist you
don’t know the shortest way to your destination, so the taxi driver can easily
make an extra detour around the block and increase the bill. In case the tourist
does know the way, he’ll come up with the excuse that there is a massive traffic
jam on the usual route, or simply pretend to be lost.

e Solution — If you are indeed unfamiliar with the roads and/or don’t speak Turkish,
there is unfortunately very little you can do to tell him what route to take. That’s why
we came up with giving you an overview of Istanbul taxi fares to the most common

tourist destinations. This will give you a nice indication on when to start arguing with the
taxi driver and cut the bill he presents you. Following the route on your smartphone can
also help, but be aware of possible Internet roaming charges.

The Turkish Lira Note Switch

e Scam — For arguments sake, let’s assume the fare is 15 TL and you hand him a 50 TL
note. Out of sight he switches the note with a 5 TL note he has ready, shows it to you
and waits for you to hand him the ‘remaining’ 10 TL note. Where you expected to get
change, you’re confused (since you’re not familiar with the money) and end up paying
60 TL for a 15 TL drive.

e Solution — Always make sure you have plenty of small bank notes and even coins on
you for taxi rides so you can hand the taxi driver the exact amount due. In case you do
have to hand a bigger note and expect change, double check the value of the note
before you hand it to the driver. Showing the note and waiting to hand it over until he
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has prepared the change works wonders, too. Also, tipping a taxi driver is not a Turkish
custom unless he helped you with (un)loading your luggage.

I Have No Change

e Scam — Again, let’s assume the fair is 16 TL and you hand him a 20 TL bill. The driver
seemingly looks a bit around in his cab. After a minute he comes up with only 1 TL in
change, claiming he ran out of coins. This way he tries to ‘earn’ another 3 TL.

e Solution — You have two options. If it’s only a few Turkish Liras, you can just let it go.
Or, what | mostly do, just sit in the car and tell him to go change the note in a shop.
You’d be surprised how quickly they all of a sudden come up with the exact change.

A Fixed Price Instead of Using The Meter

e Scam — The driver suggests to agree on a price for the ride to your destination instead
of using the taxi meter. He'll argue you’re better off this way, because there is a lot of
traffic, he’ll take a short cut and you’ll pay less. Why would he want to be so kind to
you? He isn't!

e Solution — Always insist on using the meter! If he doesn’t want to use the meter, or
even worse doesn’t have one, refuse the ride, get out and flag down another taxi. The
same goes in case he claims halfway the ride the meter breaks down. Just make him
stop next to a police car, and get out. He won’t argue with you, trust me. The only time
you could agree not to use the meter is when you’re familiar with the route and fare,
and you get the same or a better deal.

Taxi, Taxi? Follow Me!

e Scam — There are about 19.000 official and licensed taxi drivers in Istanbul.
Unfortunately, there are at least a similar amount of illegal, unlicensed or private taxi
drivers. Some may offer better rates, the majority don’t!

e Solution — Only take official taxis. Istanbul taxis are yellow, have a taksi sign on the
roof, have a meter built in (newer ones have them integrated in the mirror) and show
their affiliation with a taxi stand, airport, hotel, etc. painted on their doors. You can have
the hotel call one for you, look for them at taxi stands or just flag them down on the
street.

Night Versus Daytime

e Scam — The taxi driver puts the taxi meter on night time (gece) during the day, or
during the night. Either way, it’s not correct because the night time/daytime difference
has been abolished!
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e Solution — Make sure the meter is always set to daytime (giindiiz). These words should
appear on the meter display at regular intervals. For the new, mirror integrated meters,
the daytime code to look for is ‘1’.

Istanbul Taxi Fares Every Tourist Ought To Know
Last updated: April 7, 2022

Just like everywhere else in the world, some Istanbul taxi drivers have several tricks up
their sleeve to hustle unaware Tourists. The most common practice is to extend the
travel duration by making (huge) unnecessary detours. And since you’re not an
Istanbulite, they’re pretty confident that you wouldn’t notice — and you won’t! But with
this list of Istanbul taxi fares from Taksim and Sultanahmet to the most common tourist
destinations, you are sure to pay the correct cab fare!

Istanbul Taxi Flat Rate and Increments

e When vyou
enter the
taxi, the
driver will
activate
the meter.
The display
should
read 9,8 TL
— the
current flat

rate.

e This fare is incremented with approximately 6,3 TL every kilometer.

e If a taxi gets caught up in traffic and doesn’t move or has to wait on your behalf for over
5 minutes, 0,8 TL will be added per minute.

e The minimum fare is 28 TL (To prevent people taking taxis for too short of distances)

e If your taxi has to pay a toll to cross a bridge (8,25 TL each way), use a tunnel or use
certain highways, that price will be added to the fare on the meter. However, you
should not be charged for his route back.

e There used to be a night and day rate, but that has been abolished. Don’t let him tell
you differently!
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Istanbul Taxi Fares from the New Istanbul Airport

To Sultanahmet 337 TL (best case scenario, low density traffic)
To Taksim 262 TL (best case scenario, low density
traffic)

Here’s an overview of all options on how to get to your hotel from the New Istanbul Airport
Istanbul Taxi Fares from the Sahiba Gokgen Airport

To Sultanahmet 309 TL (plus bridge or tunnel toll)

To Taksim 268 TL (plus bridge or tunnel toll)

Shocking fares, right? Here are better options on how to get from the Sabiha Gokcen
Airport to your hotel!

Istanbul Taxi Fares from Sultanahmet (and vice versa)

To Akmerkez Shopping Mall 85TL
To Bebek 104 TL
To Besiktas 63 TL
To BuzAda 92 TL
To Cehavir Shopping Mall 54 TL
To Dolmabahge Palace 48 TL
To Fatih 38TL
To Galata Tower 48 TL
To istiniye Park Shopping Mall 111 TL
To Kadikoy 145 TL (plus bridge toll)
To Kanyon Shopping Mall 79 TL
To Metrocity Shopping Mall 79 TL
To Nisantasi 60 TL
To Ortakoy 79 TL
To Pierre Loti Cafe 60 TL
To Rumeli Hisari 117 TL
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To Taksim

To Yildiz Park

41TL

73 TL

Istanbul Taxi Fares from Taksim (and vice versa)

To Akmerkez Shopping Mall
To Bebek

To Besiktas

To Buzada

To Cehavir Shopping Mall

To Dolmabahce Palace

To Fatih

To Galata Tower

To istiniye Park Shopping Mall
To Kadikéy

To Kanyon Shopping Mall
To Metrocity Shopping Mall
To Nisantasi

To Ortakoy

To Pierre Loti

To Rumeli Hisari

To Sultanahmet

To Yildiz Park

Please Use Common Sense

67 TL

79 TL

26 TL (minimum fare)
60 TL

35TL

28 TL (minimum fare)
44 TL

38TL

101 TL

123 TL (plus bridge Toll)
70 TL

70 TL

29 TL

54 TL

123 TL

73TL

41 TL

41TL

Print or copy this list prior to your departure for Istanbul. You may not be able to

browse this site while you’re in the taxi.

These fares are indications based on rides | took myself. They are correct and up-to-

date, but Istanbul road conditions change every day. Don’t argue with your driver or call

for the police unless the meter shows a significant deviation from the fare mentioned

here.
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Disclosure: Please note that some of the links above may be dffiliate links. If you make a
purchase, at no additional cost to you, | earn a commission to keep the site ad free. | only
recommend products and companies | use or have used.

LOTS (what, where, when, which) HOTS (why and how)

What did you mean by ‘currency’? How can we fix this currency problem we have?

Which currency do you have ? Why don’t we check your instant currency ?

Which currency do you want to change? How would it be if we use the application for money
change stuff?

Resources:

https://mtradeasia.wixsite.com/corporate/post/3-common-misconception-of-money-changing

https://www.justbusinesstips.com/4-myths-and-misconceptions-about-money-exchange/

https://www.nerdwallet.com/article/banking/where-To-exchange-currency-without-paying-

huge-fees

https://www.invesTopedia.com/articles/personal-finance/082115/best-ways-save-currency-
exchanges.asp

https://www.globalexchange.com.tr/en/istanbul

https://www.quora.com/Why-do-taxi-cabs-say-driver-only-carries-5-00-in-change

https://theistanbulinsider.com/istanbul-taxi-fares-every-Tourist-ought-To-know/
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Lesson 4: Impolite taxi drivers

Duration: 75 minutes

Background

Isil uses her hand to flag a taxi and just at that moment two taxi drivers appear at the outside of
Malta Airways, Isil is happy because she can finally have a chance to arrive to her hotel in Malta,
but two taxi drivers don’t feel like she did, because there is no other people for them expect
besides Isil. They stop next to Isil and both welcome her to their own cars, Isil is confused and
doesn’t know what to do, but one of the taxi drivers grabs her luggage and takes them to his/her
car. The other taxi driver shouts at the other one and leaves. She finally sits in the taxi and they
start going to her hotel, but the taxi driver still feels angry and drives the car fast and aggressively.
He/She says inappropriate words to the other driver and makes Isil uncomfortable during the
voyage.

The objective of the lesson

Teach taxi driver common courtesy and anger management techniques

Learners should know Learners should be able to

Being polite matters Show respect to the farers
How important is a smileto fares Understand the rights of farers

Be polite to farers

Materials
17 THINGS THAT GIVE TAXI DRIVERS A BAD REPUTATION
Every cab passenger has a tale or two about a shocking or unpleasant taxi journey.

And many have shared those stories on social media too, damaging the reputation of the driver
or company in question.

While the UK has strict regulations to weed out the worst drivers, there are still some who
either flout the laws or offer poor customer service.

Read on for our guide to putting your passengers at ease and boosting your brand.
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1. Looking for a more profitable fare

For a taxi driver, it's pretty annoying to
queue in a line at a railway station, only to
pick up a passenger who wants a short hop
that will not cost very much.

However, taxi drivers are allowed to refuse
to take passengers only in certain

circumstances, such as when they want to
travel outside the district. Failing to take a
passenger on a short journey could lose you your license.

Better to accept the situation as just part and parcel of a taxi driver’s life, take the
passenger with good grace — and hope they give you a generous tip.

2. Not taking passengers all the way to their destination

Driving, especially in cities, can be a frustrating business. Just one set of roadworks can
easily double your journey time.

It’s tempting in those situations to suggest to the passenger that they walk the final
stretch. They might reach their destination quicker, and you can get onto your next fare
in good time.

However, for passengers carrying heavy luggage, who find it difficult to walk, or who
don’t know their way around, those final hundred meters are a huge challenge.

Sure, you can suggest they walk. But insisting on it will gain you a bad reputation.
3. Taking a longer route

So you’re picking up passengers from the airport. You can see they’re foreign, lost, and
desperate to get to their hotel in this strange city. Are you tempted to take them the
scenic route — even though it’s dark?

Plenty of taxi drivers do just that. Indeed, many tourists suspect you’re doing it even
when you’re not, which can be hurtful for honest drivers.

These days, with Google Maps on smartphones, passengers are pretty savvy. The best
way to boost your fare is by offering an excellent service, not by trying to bamboozle
people.
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4. Failing to wait

It's understandable that drivers don’t want to wait too long. Each minute spent idling
outside someone’s home is wasted as far as you’re concerned.

But if you arrive at a pick-up point five minutes early then speed off four minutes later,
passengers are understandably aggrieved and mightily inconvenienced.

Sure, you might pick up your next fare more quickly, and earn yourself an extra ten. But
in the longer term, your reputation and your business will suffer.

5. Trying to charge passengers extra

Whether it’s extra bags, extra passengers or extra mileage, some drivers will attempt to
use them as leverage to gain extra cash. Passengers feel they've no choice but to accept

grudgingly.

Unless there's a good reason for these charges
and you spell it out at the time of booking,
you're going to anger a lot of passengers this
way

Reputation matters — there's a lot of
competition out there between taxi firms. So

if word spreads that you've hit passengers
with an unexpected and unexplained charge,
expect your business to suffer in the long term.

6. Failing to give passengers change

It’s understandable that drivers don’t carry a lot of change. You're in a vulnerable
position, and large sums of money could make you a magnet for trouble.

But no change for a ten for an £8 fare? That’s hard to believe.

As society goes increasingly cashless, more and more drivers are accepting card and
phone payments so maybe this irritation will soon be a thing of the past.

7. Making passengers feel uncomfortable or unsafe

The vast majority of taxi drivers are courteous — even when their passengers are not.
Some drivers, however, overstep the mark.
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10.

If you’'re a male driver, you need to behave in a professional manner towards all
passengers, but especially women on their own. Even if she’s chatty, she wants to feel
safe — that’s probably why she’s taken your cab rather than the bus.

If it’s late at night, or if she’s drunk, then it’s doubly important that you don’t act in an
overfamiliar way.

Putting any customer in an awkward position will mean they’re very reluctant to travel
with your firm again. If you're persistent or intimidating, you could well find they make a
complaint about your behavior to your boss, local authority — or even the police.

Driving badly

If you’re on the road all day, it gets very tempting to cut corners. After all, you’ll see
countless other commercial drivers running red lights and undertaking some very
alarming U-turns.

Don’t do it. As a professional driver, you're already at a higher risk of traffic accidents
than most people, simply because you spend so many hours on the road.

Don’t make accidents more likely by breaking road laws — they’re there for a reason,
which is to keep you, your passengers, and other road users safe.

Stick to the road laws — and make sure you’ve got good taxi_insurance in case of
accidents.

Failing to turn up

Passengers don't book taxis just for fun. They want to get somewhere — usually by a
certain time.

So if you fail to turn up when expected, your
reputation will plummet. That passenger will
turn to your competitor immediately, and will
tell their friends and neighbors about your
failure too.

So invest in a good booking and administration
system. Make sure support staff are clued up.
And when you say you'll be somewhere at a certain time, make sure you are!

Discriminating against disabled passengers

Now this is about more than just reputation. This is a moral and legal issue, too.
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11.

12.

13.

It’s against the law to refuse to carry a wheelchair if a passenger needs one. Likewise for
assistance dogs, unless you are already displaying a medical certificate that shows
you’re allergic to them.

You face a fine and the loss of your taxi driver license if you’re found to have refused to
carry a passenger because of their disability.

There really is no excuse. Many cabs are now wheelchair accessible, and if not, you
should be able to store the chair in your trunk.

Assistance dogs are really not going to cause you any trouble. They're perfectly trained
in how to behave in a taxi — which is more than you can say for some passengers!

Driving without a taxi license

There’s a fair amount of paperwork involved in becoming a taxi driver, so it's
understandable that some drivers just want to get on the road and start earning money
before they’re properly licensed.

But doing so could land you with a large fine, and invalidate your taxi insurance.
Smoking in your vehicle

The law is clear: you are not permitted to smoke in your taxi or minicab. Even if it's your
own vehicle, and even if you are not carrying passengers at the time.

If you need to smoke, take a break and have your cigarette well away from your vehicle.

However, be aware that smoke clings to your clothes. While that's not illegal, many
customers find it unpleasant to be in a confined space with the smell of stale cigarette
smoke, and might avoid traveling with you again. Yet another reason to kick the habit
for good!

As for drinking and driving —it's illegal and dangerous. Don't even think about doing it.
Charging excessive fares

Local authorities have the power to set fares
for taxi journeys, though these don't apply to
private hire vehicles.

So if you're on a meter, that's the maximum
you can charge — and exceeding it puts you at
risk of losing your taxi license.

If you're a minicab driver, you can set or
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14.

15.

16.

agree to your own prices. But unless you're the sole operator in your area, there's likely
to be a going price for certain journeys, e.g. to the airport or railway station.

Setting high prices — or, worse, agreeing one price before the journey and then
demanding more at the end — is a sure-fire way to upset your customers and damage
your reputation.

And with growing competition from the likes of Uber, you really can't afford to do that.
Making passengers share your vehicle

Sometimes it makes total sense to see if passengers would like to share your taxi with
others traveling the same way. If cabs are in short supply, it can be a massive help for
stranded passengers. It also reduces costs for everyone involved, and is better for the
environment.

However, not everybody wants to share a cab. They might find it uncomfortable, from
both a physical and a psychological point of view.

If you sense that the first people in the queue don't want to share, don't force the issue.
It will create bad feelings all around.

Having a dirty or shabby vehicle

Your cab is your livelihood. You should be caring for it: getting it checked and serviced
regularly, and covering it with a suitable taxi insurance policy.

From a passenger's point of view, they want to travel in a recently cleaned car. They
don't want to sit in debris left behind by other passengers, or smell the lingering traces
of your lunch.

Of course, at the end of a busy Friday night, your vehicle interior may not be as pristine
as when you began your shift. But keep it as tidy as possible.

Tell passengers — politely — not to eat in your vehicle, and ask them to take their trash
home with them. Take a quick look in the passenger area between rides, and clear out
any obvious mess.

Not returning lost property

It's frustrating that so many passengers leave wallets, glasses, coats, umbrellas and
suchlike behind. You can't keep track of every item — particularly not if you're on a busy
shift.
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17.

But if you find mobile phones, laptops, cameras or anything with an internal memory;
personal ID such as passports or bank cards; or large sums of money, you should try to
return them or take them to a police station.

Drugs should also be handed in, for obvious reasons!
Other items you should keep for at least 28 days.

Drivers who go that extra mile to reunite passengers with their lost property will quickly
win gratitude, and boost their reputation.

Carrying out their own personal
business

When you're giving a passenger a ride,
you're at work. So you need to act
professionally.

That means not holding lengthy phone

calls about your own family or personal
business. It means not stopping to pick
something up from a shop. And certainly not giving a lift to a friend or family member.

All the above can be disconcerting or intimidating for nervous passengers, many of
whom find being in a confined space with strangers somewhat alarming.

Keep everyone happy by separating your personal and your professional lives.

LOTS (what, where, when, which) HOTS (why and how)

you during the voyage?
Where would you like to go Mr/Mrs ....?

Is there anything else | can do for you?

What is your opinion about my attitude towards | Welcome to my country, How was your trip?

How can | serve you Mr./ Mrs....?

How do you do today Mr/Mrs.....?

Resources:

https://www.youtube.com/watch?v=m8uySVbeOuk&ab channel=Howcast

https://www.universaltaxidispatch.com/blog/2015/01/dealing-with-rude-cabbie-drivers/
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https://www.usaToday.com/sTory/travel/roadwarriorvoices/2016/06/07/taxi-cab-
scam/32649337/

https://www.taxiinsurer.co.uk/contact-us/news/17-things-that-give-taxi-drivers-a-bad-
reputation/

https://travelwithgrant.boardingarea.com/2018/06/12/how-do-you-handle-rude-taxi-drivers-

shelli/
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Topic 5: Fast Food Delivery

Lesson 1: Lost in the suburbs
Duration: 90 minutes
Background

Eric is a fast food delivery man. He has to deliver an order to a person who lives in a residential
area in the suburbs of the city. When he arrives at the supposed address, he can't find the
customer's house, so he decides to call him for help.

Eric tells him that he is at the address given by the restaurant but that he cannot find his
destination. The customer explains to him that he has to go straight down Calle Rosales until he
sees a white gate with the words "Paraiso residential area" on it. Once there, he has to dial 112.
When the gate opens, he has to turn right and then left. His doorway is the first one he will see.
Eric thanks the client for the explanation and tells him that he will have his order in less than five
minutes.

The objective of the lesson

Teach students how to communicate with the client in case they cannot find their home address.

Learners should know Learners should be able to

Vocabulary related to giving directions Understand the directions that a customer may

give them to find their home address.
Expressions related to giving directions

Materials

e Flashcards with ways of giving directions
e Example of dialogues
e Explanatory videos

Useful Vocabulary

Turn left/right It’s near/far The city center
Take the first/second... on the | It’s on/around the corner On foot
left/right It’s on your left/right By car/bus/train
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Go/walk straight along The street Avenue
Continue on this side of the | The main road Crossroads
road The roundabout Highway
It’s next To/in front | The bridge Block
of/between The river

Resources:

The Food Delivery Revolution: https://youtu.be/ WHCjv1MRmMM

What food delivery is like in 2022: https://youtu.be/ Zd4GrA7fpc

Lesson 2: The accident

Duration: 60 minutes
Background

Allysa is a fast-food delivery girl. She has to deliver an order to a customer in less than thirty

minutes. Unfortunately, she won't be able to make it in time, as she has had a small accident on

her scooter.

Once the problem is solved, she proceeds to call the restaurant to explain what happened. The

manager tells her not to worry and that they are going to repeat the order and send someone else

to deliver it. He also asks her to call the client to tell him what happened and why his order is

going to be delivered late. Allysa then calls the customer to inform him about the situation. The
latter replies that he understands and that he will wait for the other delivery man. Allysa
apologizes again and hopes that what happened will not occur again.

The objective of the lesson

Teach students how to communicate a problem in case it arises unexpectedly.

Learners should know

Vocabulary related to problem solving

Expressions related to problem solving

Learners should be able to ‘

Communicate to both the customer and the
restaurant that a problem has arisen

And they will not be able to deliver the order on
time.
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Materials

+» Flashcards with vocabulary and expression related To problem solving

« Example of dialogues

«» Explanatory videos

Useful Vocabulary

I've had an accident so | won't | I’m sure we can work it out

be able to... Don’t worry, these things
I ran up against... happen

Deal with What’s the matter?

I've got a bit of a problem... What’s wrong?

Thanks for letting me know

Resources

https://youtu.be/kIAE9MLOXLs

https://youtu.be/QTzDL RjQ9U
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Lesson 3: Wrong order
Duration: 45 minutes
Background

Ryle is a fast food delivery man. He has been tasked with delivering a home order. Once the food
has been handed over to the customer and Ryle is about to carry on with his duties, the client
angrily calls him and tells him that this is not the food he ordered.

Ryle, surprised, checks the orders he has to deliver on his shift and realizes that he has made a
mistake and delivered the wrong one. He apologizes to the customer and explains that the order
number is practically the same as another order he has to deliver today. The customer tells him
not to worry about it but to ensure that it doesn't happen again.

The objective of the lesson

Teach students how to deal with situations where they have delivered the wrong order.

Learners should know Learners should be able to

Vocabulary related to apologies Know how to apologize if they have made a

mistake in relation to the delivery of an order.
Expressions related to apologies

Materials

e Flashcards with vocabulary and expression related to apologies
e Example of dialogues
e Explanatory videos

Useful Vocabulary

I’'ve made a mistake | would like to apologize

That was an oversight Please accept my sincerest apologies
That was totally on me To make up for it, Id like to...

That was my fault To make sure it doesn’t happen
I’m sorry about that again, | want to...

I really want to apologize for that I'll take care of this

I hope you can accept my apologies I’m working to fix this by...
I will have this taken care of by...

References

"This is not what | ordered!" https://youtu.be/HwU6we8zMQU
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Lesson 4: Only cash
Background

Ana is a fast food delivery girl. She has to deliver an order to a customer's home. Once she arrives
at the place and the customer is in possession of the food, Ana informs them that the total
amount of the order is 18.50 euros. The customer asks if they can pay by card. Ana, not having a
dataphone, replies that she only accepts cash. The customer gives her a 50-euro note. However,
Ana has not changed. Ana asks them if they happen to have a smaller note. The customer takes
their wallet and, after a while of searching, manages To find a 20-euro note. Ana thanks them and
gives them the change.

The objective of the lesson
Teach students how to give change.
Vocabulary related to give change Know how to give change

Expressions related to give change

Materials

e Flashcards with vocabulary and expression related to give change
e Example of dialogues
e Explanatory videos

Useful Vocabulary

Can | get change? Credit car
Can | have some change? Dataphone
Money Change

Cash To pay
Bill/note Wallet

Coins Spare change
Do you have change for a fifty? Purse

| have a few twenties in my wallet Currency
Resources

https://youtu.be/toyh9bGhctk
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Topic 6: Hotel Housekeeping

Lesson 1: Housekeeper; Detergents to be used, and different cleaning tools

Duration: 30 minutes

Background

Akuba from Ghana works in a hostel in Malta. She has never worked as a housekeeper before.
When the Housekeeping Manager was talking to her, she realized that Akuba was not sure about
the different cleaning products and tools that she needed to use to do her job properly.

The objective of the lesson
Teach students about the different types of cleaning products and cleaning tools

Learners should know Learners should be able to

Basic knowledge about the different types of Know and understand the different uses of
cleaning products cleaning products and when to use them

Basic knowledge about the different tools Properly use the cleaning tools
needed to do the job properly

Materials

e Sanitizers, cleaning detergent, disinfectants and toilet cleaner.
e Vacuum cleaner, sweeping brush, dustpan and bucket

Lesson about the importance of using the right detergents and the right cleaning tools

1. Explanation on different cleaning detergentes

e C(Cleaning detergents--- remove dirt through wiping, scrubbing or mopping

e Glass or window cleaner—used to clean glass and mirrors

e Sanitizers--- reduce bacteria, molds and viruses, this is recommended to be used in
public areas such as toilets and food preparation areas

e Disinfectants are commonly found in a toilet cleaner

2. Health and safety precautions
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The importance of wearing gloves when handling chemicals

The importance of storing the detergents in the right place

The importance of never mixing detergents together unless you are requested to by
your manager

If a chemical gets in your eyes or mouth, seek your manager’s help right away

If you are not sure which detergent to use, ask for assistance

3. Proper use of a vacuum cleaner

Show the students the on and off power button

Make sure the outlet plug is working properly

Show students the vacuum bag, how the cover opens, bag changed and emptied
Students will be taught how to properly use a vacuum cleaner, by aligning their body
with the path of the vacuum cleaner

They will learn how to vacuum a carpet the right way by practicing

4. Other cleaning tools

Students will be exposed to all the cleaning tools that they are expected to use. They will be

taught the difference of each and where you use it.

These may include the following:

Toilet brush, only to be used when cleaning the toilet

Sweeping brush, to be used to sweep the bathroom and any other floor that has tiles
Dustpan, to be used with the sweeping brush to collect dust and rubbish

Bucket, to be used to fill water in, to mop and clean floors

Lesson 2: Housekeeper; Making a bed
Duration: 30 minutes

Background

The Allegro Hotel recently hired a lady from Sudan. When the housekeeping supervisor took her

around to show her the rooms, she pointed to the different linen used and asked what it is called

in English. The housekeeping manager realized that the technique of making a bed and the

description of the linen needed to be explained.
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The objective of the lesson
Teach students about the different types of linens used and how To properly make a bed
Learners should know ‘ Learners should be able to ‘

Basic knowledge about the different type of | Know and understand the different uses of linen
linen used needed to make a bed

Use of proper vocabulary Properly make a bed

Know the technique of properly making a bed

Materials

e Linen such as pillowcases, sheets, quilts, pillows, blankets and mattress protectors. An
actual hotel guest room with a bed so students will be able to practice.

Lesson about making a bed

1. Get fitted sheets with elastic corners.

Pull the sheet from each corner and wrap it around the mattress.
Tuck the elastic section beneath the corner of the mattress neatly.

2. Layer the bed with a flat sheet

The sheet should lay facing down on the fitted sheet, and it should drape equally over all sides
of the bed. Remove any wrinkles on the sheet.

3. On the Top of the flat sheet, place a light blanket.

The blanket should touch the corners of the sheet.
Ideally, a blanket made of linen or cotton should be used.

4. The corners need to be folded in.

When tucking the corners, first tuck all the three sides.
Next, make sure the corners form a triangle and tuck all the excess fabric underneath.
Remove the wrinkles on both sides by tucking the sheet.

5. Putting down the quilt.
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Fluff the quilt over your bed, leave space for your pillows by folding the top, and distribute
equally on both sides.

6. Fluff the pillows and place them correctly.

The first step is to fluff your pillows well. What usually happens is that, with regular use, pillows
become flat and deflated, so fluffing them will ensure they look good.

Now, arrange the pillows where you place the large pillows first, followed by the next in size.
Then, place the square decorative ones (optional).

Make the pillows meet the quilt cover by unfolding it.

Lesson 3: Housekeeper; Cleaning a bathroom in a guest room

Duration: 30 minutes
Background
Maria came from Kenya and applied as a housekeeper in a nice hotel in Malta. She has experience

in her country, however she never worked in the hospitality industry. When she was hired , the
Hotel Manager knew that she would need training, so the following plan was devised.

The objective of the lesson

Teach students about the proper way to clean a guest bathroom

Learners should know Learners should be able to

Basic knowledge about the different type of | Know how to properly clean a bathroom

materials needed for different tasks
Use different tools and cleaning cloths for

Use of proper vocabulary different tasks

The expected standard of what is needed from
them

Materials

e Trash bin liners, glass cleaner, toilet cleaner, disinfectant cleaner, toilet brush, rubber
gloves optional, different cleaning cloths.
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Lesson about cleaning a bathroom

1. Emptying the trash from the bathroom bin

Remove rubbish from the bin and put a new liner in. Take out any dirty wowels and make sure
the floor is clear.

2. Scrubbing the bath, shower and toilet

Scrub the sink and shower with the allocated sponge.
Scrub the toilet using the proper toilet brush and the toilet cleaner.

3. Clean all surfaces including any mirrors

Using the provided disinfectant or antibacterial cleaner, wipe all surfaces such as the sink and
the counter.

With a glass cleaner and the proper cleaning cloth, wipe down the mirror.

4. Rinse surfaces and dry

Rinse the surfaces with clean water and using a clean and dry cloth, wipe everything.

5. Replenish toiletries and towels as provided by the hotel

Replenish any soap, shampoo or lotions as provided by the hotel.
Replenish any towels, washcloths or bathroom mats as provided by the hotel.

6. Sweep and mop the floor

Sweep the floor, making sure there are no hairs in sight.

Use a mop and wash the floor.
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Lesson 4: Housekeeper; Public Area Cleaner

Duration: 30 minutes

Background

Paolo, who came To Malta from Bolivia, was busy working in the lobby of the Allegro Hotel. He
has a very cheerful character and would smile at the guests that walk in. One morning, a guest
asked him where the Hotel reception was, and he kept nodding and smiling without answering.

The Hotel Manager realized the need to go over the importance of the public area of the hotel
and what needs to be cleaned.

The objective of the lesson

Teach students about the proper way to greet a guest and important locations to be cleaned

Learners should know Learners should be able to ‘
Basic greeting vocabulary To greet a hotel guest
The public areas of the hotel Direct the guest to the public areas when asked

How to help the guest with basic questions

Materials

e Role playing, proper vocabulary, walk through the public areas

Lesson about greeting a guess and areas needed to be cleaned

1. Greeting the guest

When you see a guest, be prepared to greet them with the following:

Good morning if it is during the day before 12 o’clock

Good afternoon if it is after 12 o’clock

Good evening if it after 4 o’clock

The students will take turns role playing the guest and the employee and greeting each other

2. Proper vocabulary for specific areas in the hotel

Front Door
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Lobby

Reception Desk

Public Toilets also could be referred to as Restrooms
Guest lift

Luggage Room

Guestrooms

Hallway or Corridor

Office

Breakfast Lounge/Dinner Lounge
Restaurant

Bar

Swimming Pool

3. Doing a walk through and properly labelling the locations mentioned above

The students together with the supervisor will go through the hotel and test their knowledge of
the locations by the proper name they just learned

4. Public places to be cleaned

The Hotel Manager will remind the students that these public areas are everyone’s
responsibility. These need to be cleaned and kept always looking good. Even though Paolo is
the Public Cleaner, if someone is walking through and sees a paper on the floor, they need to
work as a team and pick it up.

5. Conclusion
The students will take turns practicing the new words to match the location in the hotel.

They will also quiz each other to test how much they learned.
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Topic 7: Hotel Receptionist

Lesson 1: Internet problem
Background

Scott Hayek is a guest of Zaragoza Spain's best city hotel. When he arrives at his room after
checking in, he encounters a problem: he cannot connect his laptop to the Internet. It is of vital

importance for Scott to solve this problem because the next day is his sister's wedding and he
needs to check the registry. So he proceeds to call reception for help.

The hotel receptionist gives him the Wifi password. He also tells Scott that he will send a

technician to his room to check the corresponding electronic devices in case he is still unable To

connect To the Internet.

The objective of the lesson

Teach students how to assist their clients in case of technical problems

Learners should know Learners should be able to

Vocabulary related to electronic devices and
the Internet
Expressions to help customers related to
electronics

Assist clients with any technical problems that
may arise

Materials

e Pictures/ images of electronic devices

e Flashcards with name and image of electronic devices

e Explanatory videos

Useful Vocabulary

Laptop Remote control
Television Lamp

Phone Switch
Electrical appliance Electricity

Wifi Coffee maker
Router Air conditioning
Thermo electric Speaker
Hairdryer

Fridge
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Lesson 2: The city's most important sites

Background

Alice and John recently saw a documentary about

Zaragoza and have decided to spend a few days

in the city and get to know all its nooks and crannies. Once they arrive at the hotel, they read the
guidebook they have bought to check out the most important things to visit. The couple are a bit
lost, as they don't know how to get to the places or what transport to use. So they decide to go

down to the hotel lobby and ask the receptionist f

or help.

The receptionist shows them a map and points out the most emblematic places in the city. He also

gives them information on how to get to each p
recommends typical restaurants where they can g
and guided tours which can be booked through th

The objective of the lesson

lace, either on foot or by bus or tram. He also
o to eat. Finally, he offers them some excursions
e hotel itself.

Teach students how to assist their clients when they are in doubt about how to get to a certain

place.

Learners should know

W

Vocabulary related to tourism

Expressions to help customers to get to a certain
place.

Expressions  consisting of  offering

recommending activities

or

Learners should be able to

Help their clients with any questions they may
have on how to get to a particular site

Recommend tourist attractions, monuments,
museums or restaurants to their clients.

Try to sell the activities offered by the hotel to
its guests

Materials

e Pictures/ images of tourist attractions
[ )

e Explanatory videos

and means of transport

Flashcards with name and image of tourist attractions and means of transport

101




Useful Vocabulary

Excursion City center

Tour To book

Map To go sightseeing
Guide To make a reservation
Attractions Tram

Beauty spot Subway

Heritage center Bus

Sights

Resources

https://quizlet.com/413280949/igcse-travel-and-tourism-unit-1-flash-cards/

https://youtu.be/c-WOvPZ P8I

https://www.youtube.com/watch?v=--j2vUyXYEU

Lesson 3: Check-in

Duration: 1 hour
Background

Blake has a reservation at the Grand Atlantic Hotel for a double room with a view of the park for
two nights. When he arrives at the reception he proceeds to check in. The hotel receptionist tells
him that he has to pay the full price for the two nights, which is 240 euros. Blake asks what is
included in the price. The receptionist replies that a full continental buffet every morning, free
airport shuttle service, and use of the hotel’s safe are all included. However, the use of the mini-
bar and the room service that the hotel provides will entail an additional charge.

After Blake has paid for his stay at the hotel, the receptionist gives him the key to his room, which
is number 516. He tells him that to get to his room he has to take the elevator on the right up to
the fifth floor. Then he has to turn left once he exits the elevator and his room will be on the left-
hand side. The receptionist also communicates to him that a bellboy will bring his bags up.

The objective of the lesson

Teach students how to check in their hotel guests.
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Learners should know

Vocabulary related to check in hotel customers

Expressions related to check in hotel guests

Learners should be able to

To communicate with the hotel guests in case
of any questions about the check- in.

Materials

e Examples of dialogues

e Explanatory videos

Useful Vocabulary

Bellboy Lounge
Check-in Reservation/booking
Double room Room service
Elevator/lift Rate
Floor Receipt
Front desk/reception Refund
Guest Restaurant
Lobby
Resources

https://youtu.be/kq9Q9-UOvrc

https://youtu.be/BiLzykOrijl

https://www.vocabulary.cl/Lists/Hotel-Dialogues.htm

103



https://youtu.be/kq9Q9-U0vrc
https://youtu.be/BiLzykOr1jI
https://www.vocabulary.cl/Lists/Hotel-Dialogues.htm

Lesson 4: Complaint about room service
Duration: 1 hour
Background

Susan is staying at the Siesta Hotel. She would like to make a complaint, as her room has not been
cleaned properly. So she decides to go down to reception and explain the situation: there is dust
everywhere and she found papers in the wastebasket. Susan tells the receptionist that this is
unacceptable, that she is paying a lot of money, and that the least she can expect is for her room
to be clean.

The receptionist offers Susan a solution: a complimentary upgrade to a deluxe room. She accepts
the offer but tells him that this sort of thing should not happen. The receptionist apologizes and
tells her that he will send someone to pick up her luggage and move it to the new room.

The objective of the lesson

Teach students how to deal with hotel guests' complaints.

Learners should know Learners should be able to

Vocabulary related to complaints resolution To deal with customer complaints and offer

them a solution.
Expressions related to complaints resolution

Materials

e Examples of dialogues
e Explanatory videos

Useful Vocabulary

To pick up the luggage Enjoy the rest of your stay!
Room service To clean the room properly
Complaint What is wrong?

Solution Is everything in order?
Deluxe room How can I help you?
Complimentary upgrade This is what | can do for you...

I’'m sorry about that, let me see
how we can fix that right away...

If you need anything else, please let
us know...
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Resources

https://www.deputy.com/blog/the-20-most-common-hotel-guest-complaints

https://youtu.be/691WyW kriQ

https://youtu.be/PhfUndyWn A
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Topic 8: Luggage Carriers

Lesson 1: Numbers and Amounts
Duration: 90 minutes

Background

An American tourist arrives at a hotel in Berlin. The luggage carrier is from Syria. The American
guest approaches the luggage carrier in English and asks him to take one piece of luggage to his
room (number 525) and another two small pieces of luggage directly To the conference room on
the 3 floor.

The luggage carrier understands some English. However, he cannot speak it very well. In order to
make sure he understands the complex instructions correctly, he has to check back with the
guest. It takes a while for them to go over the instructions again by pointing to the bags and using
fingers to symbolize the numbers of rooms and floors.

The luggage carrier finally delivers the luggage — as requested - To room 525 and To the
conference room on the third floor. However, it turns out that the guest is waiting for the two
bags in the conference room on the 2™ floor, which he,due To his cultural background, believes to
be the “3" floor”.

In US American floor plans, there is no “ground floor”. The European “ground floor” is the first
floor to Americans. Thus, the American “third floor”, is the “second floor” To Europeans.

The objective of the lesson

Teach students about numbers, ordinal numbers, enumeration and cultural difference in

terminology

Learners should know Learners should be able to

Numbers 1 To 100 Understand complex instructions

Cultural difference (ground floor and first floor
luggage) etc.

in British and American buildings)

Enumeration, ordinal numbers Understand the difference between numbers
(floors and room numbers), amounts (pieces of
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Materials

e Cards with numbers and written numbers in English and German

e Floorplan of a building

Lesson about the difference between British/European and American buildings

Remember that what we have come to know as the “Erdgeschoss” in German or the “ground

floor” in British English, is the first floor to Americans!

American
English

Know the difference

British
English

ki

/g—"' o (s ww)| | i :W&
Fourth floor —) h&@kﬁ {— Third floor

>
: M (— Second floor

I

Ermll- LB

===
P {(— First floor

{— Ground floor
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LOTS (what, where, when, which) HOTS (why and how)

What is the difference between British and | Why should we be aware of this difference in
American terminology in Buildings? terminology?

Which floor is “missing” in the American
system?

Resources:

www.andreaalthoff.com./

Lesson 2: Politely Referring Customers to the Reception

Duration: 60 minutes

Background

A tourist arrives at a hotel in Berlin. The luggage carrier takes his suitcase to his room. The guest
addresses the luggage carrier in English to inquire about practical matters (opening hours of the
bar and access to the internet). The luggage carrier understands English but has trouble finding
the vocabulary to explain these complex matters. Since a lot of the routines and opening hours
keep changing, he also does not know the answers to many of the guest’s questions. The waiter
feels ashamed about his inability to answer in English and simply tells the guest that he doesn’t
know.

The guest does not realize that there is a language problem at the heart of this
miscommunication. He feels offended by the luggage carrier’s response and complains to the
management about what he perceives as “bad service.”

The objective of the lesson

Teach students about polite forms and phrases to politely refer customers to reception

Learners should know Learners should be able to

Polite forms and phrases Politely refer guests to reception to get

information
Standard phrases to refer customers to

reception
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Materials

e Pictures/ images of the reception
e Flashcards with polite phrases

Lesson about Polite Phrases

LOTS (what, where, when,
which)

HOTS (why and
how)

What do you say when you
are asked a question that
you do not know the answer
to?

Where do you send guests to
inquire about practical and
formal matters?

Why is it important
to refer guests to
reception?

How do you respond
when a guest asks
about something you
do not know?

Resources:

Photo by https.//unsplash.com/s/phoTos/reception-

desk?utm source=unsplash&utm medium=referral&utm content=creditCopyText">Unsplash</

a>
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Lesson 3: Pieces of Luggage
Duration: 1 hour

Background

An American family of six arrives at a hotel in Berlin. They have an unusually large amount of
luggage: many different Suitcases, but also several smaller bags (backpacks, duffel bags, lapop

bags, etc.).

The luggage carrier’s task is to take the luggage to five different rooms, which are located on three

different floors. He asks the family to help him organize the luggage, assigning individual pieces of

luggage to the respective room numbers. Since he doesn’t understand English, the process
becomes very complicated and frustrating for all parties involved.

The objective of the lesson

Teach students about different pieces of luggage

Learners should know ‘ Learners should be able to

The names of different pieces of luggage

Adjectives to describe the size, weight, color
and shape of luggage (large, heavy, green,
square)

Understand instructions from guests

Describe different kinds of suitcases and bags in
detail.

Materials

e Pictures/ images of different pieces of luggage

e Flashcards with adjectives to describe size, weight, color and shape of luggage
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Lesson about different pieces of luggage

LOTS (what, where, when, which) HOTS (why and how)

What kinds of suitcases and bags are there? How do you describe the differences between pieces

of luggage in terms of size, color, etc.

Resources:

www.unsplash.com

1.

Photo by <a
href="https://unsplash.com/@bel2000a?utm_source=unsplash&utm_medium=referral&
utm_content=creditCopyText">Belinda Fewings</a> on <a

href="https://unsplash.com/s/phoTos/luggage-and-
bags?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText">Uns
plash</a>

Photo by <a
href="https://unsplash.com/@carlos08?utm_source=unsplash&utm_medium=referral&
utm_content=creditCopyText">Carlos Derecichei</a> on <a

href="https://unsplash.com/s/phoTos/suitcases-and-

bags?utm source=unsplash&utm medium=referral&utm content=creditCopyText">Uns
plash</a>

https://quizlet.com/196632824/types-of-baggage-flash-cards/
https.//youtu.be/xeVbxXs6wEQ
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Lesson 4: Cars and Storage Spaces
Duration: 1 hour

Background

A British business woman arrives at a hotel in Berlin by car. She has made the booking in advance
and has received instructions on how to enter the parking facility directly. She parks her car
accordingly and leaves her luggage in the vehicle.

After checking in at the reception, she instructs the luggage carrier to pick up her luggage from
her car. Since she is on a business trip, the trunk of her car is loaded with many small cases full of
samples, which she needs for customer appointments. The cases are ordered in a particular way,
and she does not want them to get disarranged. She instructs the luggage carrier to leave those
cases in the car and to only fetch the large black suitcase from the backseat.

The luggage carrier does not speak English. The receptionist usually provides him with the parking
lot number of the customer’s car, along with the car keys. Since he believes that he has all the
necessary information to do his job, he does not indicate to the woman that he does not
understand when she speaks to him in English.

As a result of this misunderstanding, he unloads the car and delivers all the cases from the
woman’s car to her room.

The objective of the lesson

Teach students about cars the names of different parts of cars

Learners should know Learners should be able to

Car types (SUV, van, station wagon) Understand complex instructions

The names of locations in the interior of a car
(trunk/boot, back seat, dashboard, glovebox)

Materials

e Cards with car types in English and German
e Flashcards with images of different storage spaces and locations in the interior of a car
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Lesson about cars and storage spaces

LOTS (what, where, when, | HOTS (why and how)
which)

Which types of cars are | Why is it important to
there? know the difference

between these storage
What are the names of

spaces?
different storage spaces in
the interior of a car?
Resources:
Photo by <a
href="https://unsplash.com/@introspectivedsgn?utm_source=unsplash&utm_medium=referral
&utm_content=creditCopyText">Erik Mclean</a> on <a

href="https://unsplash.com/s/phoTos/car-
trunk?utm source=unsplash&utm medium=referral&utm content=creditCopyText">Unsplash<

/a>

https://quizlet.com/3440427/car-vocabulary-flash-cards/
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Topic 9: Restaurant Cleaners

Lesson 1: Fawsia’s first day as a cleaner.

Duration: 2 hours

Background

Fawsia is from Somalia. She is a bit nervous since it is her first day as a cleaner in a restaurant and
she must communicate with her manager in English.

After a short tour of the premises, she must be ready to start her job. She is asked to go and get
the hand broom and dustpan set to sweep some breadcrumbs left under a table.

The restaurant manager becomes aware that Fawsia doesn’t seem to understand him, so he
pretends to sweep to make her understand.

A few minutes later she comes back with a broom and starts sweeping the dining room. The
manager smiles, goes to the broom closet and brings the set he asked for. He shows it to Fawsia
and has her repeat “hand broom” and “dustpan”. Fawsia is embarrassed but she repeats him and
is proud to have learned two new words.

The objective of the lesson

Teach students about cleaning tools, get them familiar with imperative forms so they can
understand instructions.

Learners should know Learners should be able to
The names of common cleaning tools Understand instructions and repeat them
Cleaning verbs Ask questions

Imperative forms

Materials

e Flashcards with name and image of tools: quizlet
e Pictures/images to illustrate cleaning actions (verbs)
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LOTS (what, where, when, which) HOTS (why and how)

What is it? Identifying the tool and its name | How do you use it?
(Quizlet  steps: learning -  writing -

2
understanding - matching exercises) What for

When do you use this tool? Why do you have to use it?

Where do you use it?

Lesson about cleaning : I ‘ ’\‘;
Most people imagine they already know how to mop a floor, _ l ‘ A ﬁ/‘,
but a key mistake often made is neglecting to use a second T — A :
bucket for rinse water. It is very common to use only a | ! ’ I D \@
bucket of wash water and rinse the mop in the same water ‘ | l é‘
used to wash the floor. The better method is to use two . m‘ ‘ i d |
buckets—one for a solution of water and detergent, and g ‘: i v LS
i | - | el B

another with clean rinse water. You can also use one bucket
for washing water and fill a sink basin with fresh water to rinse.

Instructions

1. Choose a Mop and Buckets

Choose a mop based on your floor type. If you have a floor with a lot of texture, such as some
ceramic tile floors, you'll want the more classic string mop or a strip mop. If you have a smooth
floor, a sponge mop will work well. Mop buckets with built-in wringers work well if you are
using a string or strip mop, but any bucket with a handle will work fine if you are using a sponge
mop.

2. Choose a Cleaner
Select a cleaning detergent that is designed for your flooring type. Avoid products advertised
using phrases such as "mop and shine," as these can lead to a buildup that yellows over time.

3. Sweep or Vacuum First

Prevent your floor from becoming a sticky, muddy mess by sweeping or vacuuming the floor
thoroughly before ever touching the mop to the floor. This is also a good time to pre-wash
sticky or gunky spots that you notice when sweeping or vacuuming. Do this with a sponge and
soapy water or your favorite household cleaning solution.
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4. Fill the Buckets

Fill each bucket with hot water, which cleans better and quicker than cold or warm water. Add
the mopping detergent to the wash bucket. Avoid the temptation to double up on the amount
of detergent in an effort to boost cleaning power (or speed). This is not a good idea, as extra-
concentrated wash water will not clean any better, and it will just be harder to rinse. Always
follow the instructions on the detergent label.

5. Dip and Wring the Mop

Dip your mop in the bucket and wring it out with a wringer or by hand. The mop should be
damp, not sopping wet. Too much water dripping from the mop can damage a floor and
dramatically extend the drying time.

6. Begin Mopping

Begin mopping the floor, working from one end to the other, and moving backward so you are
always standing on an unmapped area to prevent tracking. Different types of mops require
different techniques to be used most effectively: mop in straight lines if you are using a sponge
mop, and for rag mops, mop in a figure-8 motion.

7. Rinse the Mopped Area

After scrubbing each small area of the floor, rinse your mop thoroughly in the rinse bucket.
Dunk the mop up and down a few times, then wring out to remove as much dirty water from
the mop head as possible.

8. Continue Mopping

Repeat the mopping and rinsing process for each section until you've completed the floor. As
you work, keep an eye on both the wash water and rinse water. When they become visibly gray
or dingy, empty and refill the buckets. Using dirty wash water or rinse water only spreads dirty
water over the floor and complicates the rinsing process.

9. Do a Final Rinse

At this point, your floor should now be quite clean, with little or no detergent residue left. But
for an extra cleaning step, you can mop over the entire floor a final time using nothing but fresh
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hot rinse water. If your rinse water gets at all dirty or sudsy, you will know the final rinse has
been necessary.

10. Let Everything Dry

Thoroughly rinse out your mop and mop bucket and allow them to dry completely before
storing them. Let your floor dry completely before walking on it.

Resources:

https://www.thespruce.com/how-to-mop-a-floor-1901114

https://pin.it/6L2KCZ8
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Lesson 2: Somebody To help me understand

Duration: 90 minutes

Background

Saleh is Syrian. He is searching for a job. In his country, he had to leave. There, he worked as a
restaurant cleaning agent, which is why the job offer below has drawn his attention. He would like

to apply but he doesn’t know if he suits the requirements since he doesn’t understand it in detail.

The objective of the lesson

Teach students about understanding a job offer in their field of experience

Learners should know
Personality adjectives

Time and place prepositions

‘ Learners should be able to
Understand a job offer headings
Understand a job offer requirements

Understand the pros and cons

Materials

e Flashcards with application vocabulary: quizlet

e Pictures/ images to illustrate prepositions and venues.

LOTS (what, where, when, which)

HOTS (why and how)

Where is it?
What sort of restaurant is it?
What do | have to do?

What are my main missions?

How can | apply?
What is it for?

Why do you want to apply?
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Lesson about Restaurant Cleaning Agent job ad

Restaurant Cleaner & Dishwasher

MCF-2022-0115207
Full Time Non-executive 1 year exp

Roles & Responsibilities
We are looking for a full time cleaner and dishwasher to join the team. We serve modern Asian
dishes and also have a bar and outdoor seating area.

Duties:

- Dishwashing (Hand and Machine wash) during operational hours.

- General cleaning of the venue before operational shift starts

- Maintaining cleanliness of customer areas throughout the shift, including toilets.
- Managing cleaning equipment inventory & perishables

Requirements:

- Hardworking

- Great working attitude

- Experience in dishwashing and general cleaning in cafes or restaurants
- Able to communicate in English to engage with a diverse team

Hours: 44/week with Monday’s off
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Lesson 3: Follow a cleaning checklist in a restaurant

Duration: 2 hours

Background

Khalia is from Somalia and she is starting her first job as a restaurant cleaner for the Abrakebabra
restaurants. It is a fast-food restaurant chain that was established in Ireland in 1982. They have a
strict cleaning code that Khalia will have to follow to keep every area of the restaurants clean and
organized.

The objective of the lesson

Teach students how to use a detailed checklist to keep every room of a restaurant clean (daily
and weekly).

Learners should know Learners should be able to

Restaurant accessories/items and room | Follow the cleaning rules

vocabulary
Identify what is wrong in terms of cleaning

Verbs to clean
Identify the cleaning frequency

Imperative form

Materials

e Quizlet to memorize the name
of the different items in a
restaurant

e Flashcards to remember the
cleaning verbs

e C(Cleaning utensils to play the
scenarios

e https://saniprofessional.com/vi
rtual-Tour/ (A virtual tour in a

restaurant to identify the items
in the different rooms of the restaurant that must be cleaned)
e Video: SBTA & SELA Commercial Kitchen Tour -
https://www.youtube.com/watch?v=Dsu9JiKLVas
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Using a Detailed Checklist to Keep a Restaurant Clean

Keeping a restaurant’s front of the house clean and organized is essential, as it is where guests

make first and lasting impressions. The entrance, dining area, and other heavy-trafficked, high-

contact areas need to be thoroughly and regularly cleaned and sanitized to reduce the spread of

germs and illness.

Important areas to address include:

Entry: The entrance area sets the stage for a guest’s entire restaurant experience. It

should be free of clutter, swept and cleaned regularly, and kept at a moderate

temperature so it’s always welcoming to customers.

Waiting area: Guests should have a comfortable and clean area to wait for their

tables. Since this is a high-contact area, it should be wiped down with disinfecting

wipes every time a party moves into the dining room.

Restrooms: Men’s and women’s bathrooms should be disinfected regularly

throughout the day, following the Centers for Disease Control and Prevention’s (CDC)

guidelines on cleaning restrooms in public places.

Dining room: Since this is where patrons spend most of their time, the dining area

should be the primary focus of front-of-the-house cleaning.

Cleaning Checklist

Daily Cleaning Tasks:

Wipe, clean and sanitize tables and chairs (ongoing)

Clean and sanitize furniture and surfaces

Clean and sanitize menus and placemats

Inspect, clean and sanitize salt/pepper shakers and other tabletop containers
Launder all napkins, tablecloths, and aprons

Empty, clean and disinfect trash and recycling containers

Sweep and mop floors

Vacuum carpets

Clean and disinfect the bathrooms

Weekly Cleaning Tasks:

Wipe and clean walls and mirrors

Dust and clean light fixtures

Clean and disinfect doors

Clean window blinds, windowsills, and shutters
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Monthly Cleaning Tasks:

¢ C(Clean artwork and decorations
e Clean air vents and ceiling tiles

LOTS (what, where, when, which) HOTS (why and how)
Which items must be cleaned? How often must you check the cleaning?
Where must you clean? What for?

Resources

https://saniprofessional.com/using-a-detailed-checklist-To-keep-a-restaurant-clean/

Lesson 4: Understanding cleaning products

Duration: 90 minutes

Background

Cleaning products have just been delivered at the restaurant where Lounis, a young Lebanese
person, works. His manager has decided to reorganize the storehouse to be in compliance with
safety rules. He wants Lounis to classify the cleaning products according to their use and store
them on the shelves. He has to determine the difference between the products to clean the
kitchen, the bar, the toilets, the dining room, and the terrace. Cleaning product labels contain
more information than ever before. It doesn’t help Lounis in his mission and makes him anxious
about how he will have to use them properly and safely.

The objective of the lesson

Teach students how to understand cleaning products labels.

Learners should know Learners should be able to

The four key elements of a cleaning product = Look for: Directions, Caution Warnings,

label Ingredients and  Storage and Disposal
Adverbs of frequency Instructions.

Passive forms and imperatives Identify cleaning products

Cleaning products categories Manage cleaning products storage
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Material

Read a cleaning product label

Read carefully

They mention :

The quantity of product to
use for best results
The surfaces on which you
can use the product
How long the process takes

Read carefully

in bold print. Examples :
Avoid contact with skin
Use in a well-ventilated area

These warnings often indicate the
first aid instructions, in case of

problem.

The scientific names of
ingredients are listed. If not,
you may find more detailed

information on the website of
the manufacturer.

Storage and disposal
These instructions are
important to ensure safety
and help the product last.
Examples : the temperature,
places not to store it, how to
discard leftover product,
recycling instructions,
expiration date, ...

Cleaning product

Directions for use
CAUTION
Ingredients
Storage

LOTS (what, where, when, which)

Which product should you use?
What caution should you take?

Resources

HOTS (why and how)

How do you use it?
What for?

https://www.cleaninginstitute.org/understanding-products/ingredients/how-read-

product-label
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Topic 10: Retail / Sales

Lesson 1: Shopping in a Souvenir Shop

Duration 80 minutes

Background

Jenny was in Istanbul for her summer holiday. Before leaving the city she went to a souvenir shop
to buy a gift for her parents. She decided on a coffee pot for Turkish coffee. She wanted to learn
how to make traditional Turkish coffee in that pot so she asked the salesperson to explain.
Although the salesperson understood Jenny very well, he couldn’t describe the recipe. So, he had
to call his colleague to help them. Jenny felt dissatisfied because she had to wait, but by the end,
she left the shop happily as she had learned the recipe of Turkish coffee.

The objective of the lesson

Teach students about shopping in a souvenir shop

Learners should know Learners should be able to

The names of the items in a souvenir shop Help customers by using the shopping phrases

learned
Shopping phrases that can be used in a

souvenir shop

Materials

.

. . ——gUVENIRS
e Pictures/ images of clothes

e Online materials such as flashcards, puzzles,
videos

e Online exercises

e Worksheets
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Lesson about the items in a souvenir shop

The most common items in souvenir shops are:

Pen, coaster, postcard, magnet, key ring/chain, sticker, mug, cup, cap, snow globe, teapot,

globe, watch, bag, scarf, t-shirt, sweatshirt, bandana, plate, necklace, phone case, traditional

drinks and sweets, dream catcher, flag etc.

It is quite possible you hear and use in a souvenir shop these words to define the items:

Traditional, handmade, silk, local, regional, material, ceramic, plastic, wood, fabric, colors (blue,

red, white, yellow etc.), cook, boil, add, drink, eat, prepare, etc.

Lesson about the phrases an assistant/salesperson and a customer might use

The phrases a salesperson might use in a shop:

Welcome

Welcome

Good morning/afternoon

Can | help you?

How can | help you?

Are you looking for something in particular?

During the conversation

Let me show you.

What size are you asking for/What size do you need?
| am sorry but we don’t have .......

| am sorry but we are out of stock!

It is / they are handmade.

It is a traditional drink made of ........

It's a good choice!

Do you want a bag?

It’s on sale.
It is half price.
It is 15 Euros
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e This product has a 30% discount
Goodbye

e Have a nice day!

e Enjoy your stay here!
e Thank you!

e You're welcome

The phrases customers might use in a shop:
Asking for a product

e |am looking for........

e | would like to buy........

e Doyou have........ ?

e Do you have this t-shirt in (size) small?
e Do you have this in another color?

Asking Price

e How much are/ is...?

e s there any discount?

e Can |l pay by credit card?

e Canyou wrap it as a gift?/Can you gift wrap it?

LOTS (what, where, when, which) HOTS (why and how)
What does traditional mean? How can you consume this traditional drink?
Which products are handmade? Why do people here use this dream catcher?

What is the most popular drink here?

Resources:

https://www.liveworksheets.com/worksheets/en/English as a Second Language (ESL)/Vocab

ulary/Going shopping - souvenirs uul173412rt

https://www.linguahouse.com/en-GB/esl-lesson-plans/general-english/buying-souvenirs

https://en.islcollective.com/video-lessons/a-souvenir-shop-new-english-file-beginner

126



https://www.liveworksheets.com/worksheets/en/English_as_a_Second_Language_(ESL)/Vocabulary/Going_shopping_-_souvenirs_uu1173412rt
https://www.liveworksheets.com/worksheets/en/English_as_a_Second_Language_(ESL)/Vocabulary/Going_shopping_-_souvenirs_uu1173412rt
https://www.linguahouse.com/en-GB/esl-lesson-plans/general-english/buying-souvenirs
https://en.islcollective.com/video-lessons/a-souvenir-shop-new-english-file-beginner

Lesson 2: Shopping in a clothes shop
Duration 1 hour 30 minutes

Background

Jack bought a t-shirt from a clothes shop in the city center. The t-shirt was too small for him.
Although he had to take it back to the shop in 15 days, Jack went there one month after he
bought it. He asked the salesperson to exchange it for a larger one. The salesperson was a young
woman from Ukraine so he had to explain the situation in English, which the salesperson was not
good at understanding. This is why she couldn’t express why the exchange was not possible. Jack
was very angry and started to talk loudly. Everybody in the shop was looking at them.

At the end, the salesperson had to call the store manager to explain the situation and calm Jack
down.

The objective of the lesson

Teach students about shopping in a clothes shop

Learners should know Learners should be able to

The names of clothes Help customers by using the shopping phrases
learnt

Shopping phrases that can be used in a clothes

shop

Materials

e Pictures/ images of clothes

e Online materials such as flashcards, puzzles, videos
e Online exercises

e Worksheets

Lesson about clothes

You can see a lot of different types of clothes in a clothes shop. Depending
on the season, shops change their goods.

Winter Clothes: beanie, sweater, gloves, fleece jacket, jeans, mittens, scarf,
socks, trench coat, jacket, long coat, long-sleeve top, boots, earmuffs,

cardigan, hoodie

127




Summer Clothes: T-shirt, dress, singlet, cap, one-piece bathing suit, Hawaiian shirt, sunglasses,

swim trunks, straw hat, polo shirt, overalls, bikini, shorts, tank top, flip flops

Some necessary words: small, big, large, expensive, cheap, wool, synthetic, new season, stain,

wash, dry, shrink, tax, refund, return, receipt

Lesson about the phrases an assistant/salesperson and costumes might use

The phrases a salesperson might use in a clothes shop:

Welcome

Welcome

Good morning/afternoon
Can | help you?

How can | help you?

Are you looking for something in particular?

During the conversation

Let me show you.

What size are you looking for....?

| am sorry but we don’t have .......

| am sorry but we are out of stock!
It's a good choice!

We sell a lot of these.

You can exchange it/them for 15 days

It’s on sale.

It is half price.

It is 45 Euros.

This product has a 40% discount

Goodbye

Have a nice day!
Thank you!
You’re welcome.
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The phrases customers might use in a shop:
Asking for a product

e |am looking for........

e | would like to buy........

e Do you have........ ?

e Do you have a smaller size for this t-shirt?/Do you have this t-shirt in size small/in small?
e Do you have this in another color?

Requests

e Can | bring this back if it’s not the right size?
e Can | bring this back if it doesn’t fit?

e Can | exchange this t-shirt for a larger size?
e Itis too small/big for me.

Refusing

e No thanks, | am just browsing.
e I'm only/just looking today, thank you!

Asking Price

How much are/ is...?

Is there any discount?

Can | pay by credit card?
e Canyou give me a bag, please?
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LOTS (what, where, when, which) HOTS (why and how)

What do you wear in summer? How do you persuade a customer to buy a dress?

Which clothes can be offered to a customer if | Why do you want to change this skirt?
she wants to attend a meeting?

Resources:

http://www.blairenglish.com/exercises/job work/exercises/english shop sales assistants wh

en cusTomers buy/english shop sales assistants when cusTomers buy.html

https://englishlive.ef.com/blog/english-in-the-real-world/english-in-the-shops/

https://en.islcollective.com/english-esl-worksheets/material-type/role-plays-and-improvisation-
activities/shopping-cusTomer/assistant/107023

https://www.mes-english.com/flashcards/clothes.php

https://english-at-home.com/business/shopping-vocabulary/

https://www.teach-this.com/functional-activities-worksheets/shopping
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http://www.blairenglish.com/exercises/job_work/exercises/english_shop_sales_assistants_when_customers_buy/english_shop_sales_assistants_when_customers_buy.html
http://www.blairenglish.com/exercises/job_work/exercises/english_shop_sales_assistants_when_customers_buy/english_shop_sales_assistants_when_customers_buy.html
https://englishlive.ef.com/blog/english-in-the-real-world/english-in-the-shops/
https://en.islcollective.com/english-esl-worksheets/material-type/role-plays-and-improvisation-activities/shopping-customer/assistant/107023
https://en.islcollective.com/english-esl-worksheets/material-type/role-plays-and-improvisation-activities/shopping-customer/assistant/107023
https://www.mes-english.com/flashcards/clothes.php
https://english-at-home.com/business/shopping-vocabulary/
https://www.teach-this.com/functional-activities-worksheets/shopping

Lesson 3: Selling Daily Tours

Duration 80 minutes
Background

Jack will return to his country from Antalya, where he went for a vacation. He wants to spend his
day taking a short tour that lasts until 6 p.m., which is his flight time.

He goes to a stand that sells daily tours, explains his situation, and asks for information about a
short half-day tour. The salesperson, who is not very fluent in English, does not understand Jack
very well, so he makes reservations for one of the all-day tours and charges him.

Realizing the situation later, Jack goes back to the sales stand. However, there is no room on the
half-day tours the next day. It is very difficult for the tour attendants to calm down Jack, who is
very angry at this situation.

The objective of the lesson

Teach students about selling daily tours

Learners should know Learners should be able to

The names of tours and related vocabulary Help customers by using the items/ phrases

learnt
Shopping phrases that can be used while

selling daily tours

Materials

e Pictures/images of clothes

e Online materials such as flashcards, puzzles, videos
e Online exercises

e Worksheets

Lesson about daily tours

Depending on the destinations where you visit, the most common daily tours are culture,
trekking, biking, boat trip, jeep safari, etc.

It is very useful to learn this related vocabulary: activity, destination, journey, break, stop,
place, location, fee, entrance, map, photograph, tour time, tour days, whole-day/all-day,
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cultural, exciting, popular, on-time, arrive, enjoy, relax, be, swim, cycle, walk, wear, pick-up,

arrive

Lesson about the phrases a salesperson and a customer might use

The phrases a salesperson might use:

Welcome

Welcome

Good morning/afternoon

How can | help you?

Are you looking for a particular tour?
Would you like to look at our brochure?
Do you want to see our tour options?

During the conversation

How many people?

You can find all details on the brochure.

| am sorry but we don’t have availability for that tour.
You will be led by the guide.

It starts at 9 a.m and finishes about 6 p.m.

The tour takes 5 hours.

We will meet at Republic Square.

It includes lunch/drinks.

The drinks cost extra.

You can book now.

You can call this number to make a reservation.

It’s 20 Euros.
The children are half-price.
We offer a discount for groups.

Goodbye

Have a nice day!
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e Thankyou!
e Enjoyit!
e You're welcome.

The phrases customers might use:

Asking for/about a tour:

e | want to buy a ticket for a boat trip.
e | would like to ask about ........ tour?
e Canlgetinformation about ......

e Canltake a brochure?

e What does this tour include?

e What time does it start/finish?
e What do you serve for lunch?

Asking Price

e How muchis...?

e s there any discount?

e Can | pay by credit card?

e Whatis included in the price?

LOTS (what, where, when, which)

HOTS (why and how)

What activities do you do?

Which tour is the best for children?

How do you persuade a customer to buy a tour?

Why may a tour start late?

Resources:

https://www.aplusTopper.com/conversation-between-travel-agent-and-cusTomer/

https://www.xanthostravel.com/culturalTours.html

https://www.englishclub.com/english-for-work/Tour-guide-vocabulary.htm



https://www.aplustopper.com/conversation-between-travel-agent-and-customer/
https://www.xanthostravel.com/culturaltours.html
https://www.englishclub.com/english-for-work/tour-guide-vocabulary.htm

Lesson 4: Shopping in an ice-cream shop

Duration 80 minutes

Background

Jenny wants to eat ice cream on a very hot day. She goes to the ice cream shop and asks for a
scoop of ice cream made from a local fruit. Jenny tells the salesperson she is allergic to goat's milk.
The salesperson misunderstands Jenny and tells her they don't have ice cream without milk.

Jenny wants to eat ice-cream and doesn't leave the shop. She asks the salesperson to ask their
colleague for a translation of the word 'goat milk'.

Finally, despite the difficulty she has, Jenny eats goat's milk-free ice cream, which makes her very
happy.

The objective of the lesson

Teach students about shopping in an ice-cream shop

Learners should know Learners should be able to

The names of ice-cream types/flavors Help customers by using the shopping phrases
learned

Shopping phrases that can be used in an ice-

cream shop

Materials

e Pictures/ images of ice creams
e Online materials such as flashcards, puzzles, videos
e Online exercises

e Worksheets

Lesson about shopping in an ice-cream shop

You can see a lot of different types/flavors of ice-cream in an ice-cream parlor. The most
common ones are: chocolate, vanilla, strawberry, mint chocolate chip, butter pecan, lemon,
rocky road, coffee, pistachio, watermelon, mandarin, orange, honey, raspberry, hazelnut,
coconut, banana, peanut, no-sugar-added vanilla, caramel, Italian caramel, blackberry

134




Related vocabulary: scoop, cup, cone, ingredients, milk, goat milk, cow milk, sugar, sugar-free,
local taste, include, made from, taste, chocolate sauce, be allergic to something, without sugar

Lesson about the phrases a salesperson and a customer might use
The phrases a salesperson might use in an ice-cream shop:
Welcome

e Welcome
e Good morning/afternoon
e How can | help you?

During the conversation

e What would you like to buy?

e Would you like to try?

e |am sorry but we don’t have .......

e | am sorry but we ran out of that.

e |t contains sugar, milk, almond, vanilla, etc.
e [t's a good choice!

e This flavor is very popular.

e How many scoops would you like?

e Inacuporinacone?

e Sorry we don’t sell waffles.

e Onescoopis 2 Euros.
e You can only pay with cash.
e You can pay by credit card.

Goodbye

e Have a nice day!
e Thank you!

e You're welcome.
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The phrases customers might use :
Buying ice-cream:

e Doyou have........ ?

e What flavors of ice-cream do you have?
e Canltry?

e Do you have a vegan type?

e Isthere any local flavor?

e | would like to buy fruit ice cream.

e |am allergic to.....

Asking about ingredients:

e What does it contain?
e [sitsugar-free?
e Canyou tell me its ingredients, please?

Asking Price

e How much is one scoop?
e Can | pay by credit card?

LOTS (what, where, when, which) HOTS (why and how)

What flavor is the local? How do you produce vegan ice-cream?

Which types have no sugar?

Resources:

https://www.youtube.com/watch ?v=W6kvhoa8bS0

https://parade.com/1359045/stephanieosmanski/ice-cream-flavors/

https://englishforall.info/50-daily-english-conversations-ice-cream-shop/

https://tarateaspoon. com/24-exciting-ice-cream-flavors-you-can-make-tara-teaspoon/
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https://www.youtube.com/watch?v=W6kvhoa8bS0
https://parade.com/1359045/stephanieosmanski/ice-cream-flavors/
https://englishforall.info/50-daily-english-conversations-ice-cream-shop/
https://tarateaspoon.com/24-exciting-ice-cream-flavors-you-can-make-tara-teaspoon/

Topic 11: Spa / gym / pool attendant

Lesson 1: Thermal springs / Nature and Geology
Duration: 1 hour

Background

Jabal, a young Pakistani working at the famous Széchenyi thermal bath in Budapest, is facing a
difficult question asked by a tourist: does the Széchenyi hot spring water come from volcanic
activity or by convection? Jabal doesn't know much about geology, but he's pretty sure there are
no active volcanoes in Hungary, and for sure not in Budapest. He therefore replies To the Tourist,
saying he's not an expert but he is quite sure the water is heated by convection from the ground,
but he suggests checking the Széchenyi official guide to know for certain.

The objective of the lesson

Teach students about hot springs and thermal baths

Learners should know Learners should be able to

Know the source of thermal springs Inform and advise customers about thermal

properties
Learn about the benefits of thermal water

Know about the thermal bath culture

Materials

e Pictures and factsheets from thermal baths
e Leaflets, brochures and flyers from spa and thermal baths

Lesson about thermal springs

Hot springs, also called thermal springs, are water sources where the water temperatures are
substantially higher than the air temperature of the surroundings. Most hot springs release
groundwater that is heated underground by shallow intrusions of magma (molten rock) in
volcanic areas. However, some thermal springs are not related to volcanic activity and the
water is heated by convective circulation. This occurs when groundwater percolates downward,
reaching depths of a kilometer or more, where the temperature of rocks is high due to the
normal temperature gradient of the Earth’s crust. Because heated water can hold more
dissolved solids than cold water, the water that issues from hot springs often has a very high
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mineral content, containing everything from calcium to lithium. The overall chemistry of hot
springs varies: from alkaline chloride to acid sulfate to bicarbonate to iron-rich.

Humans have made use of hot springs for bathing, relaxation, or medical therapy for thousands
of years. From earliest times,

healing and healing cults have
been associated with springs and
other sources of water; water is
seen as the source of life in many
cultures. Like the spa-therapy uses
of hot springs (bathing in mineral
waters) in contemporary health
resorts, thermal and mineral
springs were also conceived to be

curative in ancient times. Every
country in which they occur has healing traditions associated with such springs.

The major therapeutic effects of moving in thermal water are: relaxing the muscles,
improvement of the mobility of the joints and range of motion, reduction of muscle spasms and
contractions, considerable soothing of pains and inflations, and stimulation of blood circulation.
In terms of rheumatology and phlebology, the large quantity of mineral salts facilitates
movement and relaxes the muscles. For digestive and metabolic disorders, the absorption of
thermal water with high calcium and magnesium content stimulates intestinal activity and
activates the secretions of the digestive system. The respiratory system benefits from the
decongesting and anti-inflammatory effects of sulfur, the main component of sulfate.

LOTS (what, where, when, which) HOTS (why and how)
What is the origin of hot springs ? Why do humans like it?
What thermal water is rich? How old is the thermal bath culture?

Which benefits might it have?

Resources:

1 Hot spring | geology | Britannica

2 Hot spring - Wikipedia
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https://www.britannica.com/science/hot-spring
https://en.wikipedia.org/wiki/Hot_spring

Lesson 2: Wellness and Massage therapy

Duration: 90 minutes

Background

During the holidays in Austria with her family, one Australian tourist is attending a wellness
section in her spa hotel after a skiing day in the snowy mountains. At the entrance of the spa she
met the lady responsible for giving her towels and bath equipment. The lady, an immigrant from
Bolivia asks the guest if she wishes to have a masseur as well because it is included in the offer.
The Australian Tourist has no clue what the lady is talking about because she has never heard the
French word before. So, smiling, she asks the spa attendant if it's a sweet dish served at the end of
the section. The attendant, laughing slightly, replies that it is about booking a massage from a
professional who, here in Europe, is called a masseur.

The objective of the lesson
Teach students about massage therapy and wellness

Learners should know ‘ Learners should be able to ‘

Basic knowledge about types of massage | Advise customers about different massage
techniques therapy techniques

Know about the equipments used by masseurs | Inform about the benefits of massage therapy

Materials

e Videos and links to different massage techniques and wellness therapies

Lesson about massaging

Massage is the manipulation of the body's soft tissues. Massage techniques are commonly
applied with hands, fingers, elbows, knees, forearms, feet, or a device. The purpose of massage
is generally for the treatment of body stress or pain. In European countries, a person
professionally trained to give massages is traditionally known as a masseur (male) or masseuse
(female). In the United States, these individuals are often referred to as massage therapists,
because they must be certified and licensed as "licensed massage therapists". Massage therapy
is one of the most commonly practiced forms of holistic medicine. Massage therapists heal
patients by using their touch to manipulate the muscles and other soft tissues of the body. This
therapeutic touch is used to relieve pain, help heal injuries, improve circulation, relieve stress,
increase relaxation, and aid with general health and wellness. Massage therapy, especially in
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spa and wellness centers, is often associated with other sense-stimulating techniques such as
aromatherapy or is combined with mud, olive oil, mich and other natural products.

In professional settings, clients are treated while lying on a
massage table, sitting in a massage chair, or lying on a mat
on the floor. Facilities, equipment and supplies of a
masseur are typically the massage tables and chairs, warm-
water therapy pools, dry-water massage tables, Vichy
showers, creams, lotions, gels, and oils.

There are many different modalities in the massage
industry, which include (but are not limited to):

e Acupressure- physical pressure is applied to
acupuncture points with the aim of clearing
blockages in those meridians.

e Aquatic bodywork- aquatic bodywork comprises a diverse set of massage and bodywork
forms performed in water. This includes land-based forms performed in water as well as
forms specific to warm water pools.

e Ashiatsu- In ashiatsu, the practitioner uses their feet to deliver treatment. This
technique typically uses the heel, sesamoid, arch, and/or whole plantar surface of foot,
and offers large compression, tension and shear forces with less pressure than an
elbow, and is ideal for large muscles, such as in thigh, or for long-duration upper
trapezius compressions.

e Ayurvedic massage- The massage technique used during Ayurvedic massage aims to
stimulate the lymphatic system. Benefits of regular Ayurvedic massage include pain
relief, reduction of fatigue, improved immune system, and improved longevity.

e Biomechanical stimulation (BMS) massage- Biomechanical stimulation (BMS) is a term
generally used for localized biomechanical oscillation methods, whereby local muscle
groups are stimulated directly or via the associated tendons by means of special hand
held mechanical vibration devices.

e Biodynamic massage- it was created by Gerda Boyesen as part of Biodynamic
Psychotherapy. It uses a combination of hands-on work and "energy work" and also
uses a stethoscope to hear the peristalsis.

e Lymphatic drainage- Manual lymphatic drainage is a technique used to gently work and
stimulate the lymphatic system and to assist in reduction of localized swelling.

e Medical massage- It refers to a general category of massage and many methods such as
deep tissue massage, myofascial release, and trigger-point therapy, as well as
osteopathic techniques, cranial-sacral techniques, and many more that can be used to
work with various medical conditions.
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e Myofascial release- Myofascial release refers to the manual massage technique that
claims to release adhered fascia and muscles with the goal of eliminating pain,
increasing range of motion, and equilibrioception.

e Shiatsu- A type of alternative medicine consisting of finger and palm pressure, stretches,
and other massage techniques.

e Sports massage- Sports massage is the use of specific massage therapy techniques in an
athletic context to improve recovery time, enhance performance, and reduce the risk of
injury.

e Swedish massage- Swedish massage techniques vary from light to vigorous.!®®! Swedish
massage uses five styles of strokes. The five basic strokes are effleurage (sliding or
gliding), petrissage (kneading), tapotement (rhythmic tapping), friction (cross fiber or
with the fibers) and vibration/shaking.

e Thai massage- Thai massage combines both physical and energetic aspects. It is a deep,
full-body massage progressing from the feet up, and focusing on sen or energy lines
throughout the body, with the aim of clearing blockages in these lines, and thus
stimulating the flow of blood and lymph throughout the body.

LOTS (what, where, when, which) HOTS (why and how)
What massage can be done? Why is it needed?
Where massage is performed? How does the technique generally work?

Which tools does the masseur use?

Resources:

1) Massage - Wikipedia
2) HisTory of Massage Therapy | AMC Massage Therapy School | Miami (amcollege.edu)
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https://en.wikipedia.org/wiki/Massage#cite_note-66
https://en.wikipedia.org/wiki/Massage
https://www.amcollege.edu/blog/history-of-massage-therapy-amc-miami

Lesson 3: Sauna, wellness and healing
Duration: 2 hours

Background

In a gym a customer is looking for the “Finnish sauna” so he approaches one gym attendant and
asks where that sauna is. The attendant is a person with Nigerian origins living in Europe for just a
few years, so he doesn't know a lot about Finland and just a little bit about saunas. However he
knows for sure that the gym has a sauna, so he brings the customer there. In front of the sauna he
thanks the gym attendant and explains that this is a classic Finnish sauna, with a stove and stones,
and that he had asked before because sometimes the gyms have an infrared room which is not a
sauna.

The objective of the lesson

Teach students about the sauna, wellness and healing culture

Learners should know ‘ Learners should be able to ‘
Know the most common sauna traditions Inform and advise customers about the benefits
of sauna

Basic knowledge about sauna practices
Learn about sauna benefits

Learn about sauna culture in the world

Materials

e Pictures and cards showing saunas;
e Article informing about sauna culture, its uses and the benefits

Lesson about Sauna and Its Cultural
Significance

A sauna or sudatory, is a small room or
building designed as a place to experience

dry or wet heat sessions, or an
establishment with one or more of these

facilities. The steam and high heat makes the




bathers perspire. Saunas reach an average temperature of 75-100 °C. The word sauna itself is of
Finnish origin. In Estonian it is saun.

The Finnish sauna is a substantial part of Finnish and Estonian culture that became popular all
around the world and is present in many spas, hotels and wellness centers. In 2020 the Finnish
sauna was inscribed on the UNESCO Intangible Cultural Heritage List. In the case of Esonia, the
UNESCO Intangible Cultural Heritage List has contained the smoke sauna tradition since 2014.
Almost every house in these countries has a sauna (or more) inside. As is tradition, people enter
the sauna naked, and after, or as a break, jump into cold water, usually a river or lake, or in
certain cases they lay in the snow. These techniques help stimulate blood circulation and
muscle relaxation. The Finnish sauna is usually warmed up with a wood or electric stove and
river sTones are heated and water is poured on them intermittently to increase the humidity in
the environment.

Sauna culture in different forms is also present in other countries. In Turkey and the Middle-
East it is called Hammam. This type of treatment is considered a form of public bathing,
cleansing, and relaxation. In Mexico a sauna is called a Temazca, a traditional Mexican sweat
lodge held in a stone, igloo-like structure. This type of steam bath is designed to clear your
mind and body of negativities and impurities. While the body benefits from detoxification
through sweating, the spirit is also renewed through ritual and spiritual practice. The “Banya”
is a Russian steam bath with a wood stove, where sauna rocks are used to warm the space. In
Russia, public saunas are strictly single-sex. Similar to Finland, Russians use bath brooms—
“venik” made from a collection of soft tree branches to gently beat and clean the body. The
herbal steam sauna ‘hom yaa’ is very popular in Laos, especially with women. Various mixtures,
such as yogurt and ground coffee, are applied on the skin as a beauty treatment. The sauna is
heated by wood fire, and herbs can be added directly to the boiling water or as part of the
steam. A steam can be infused with fresh herbs and spices, such as lemongrass, basil, mint,

rosemary and eucalyptus. It's typical that Bael fruit tea—muktam—is served.

Nowadays, beside the spa centers, sauna facilities can be included in public sport centers, gyms
and swimming pools. As an additional facility, a sauna may have one or more Jacuzzis. In some
spa centers, there are the so-called special "snow rooms," also known as a cold sauna or
cryotherapy operating at a temperature of -110 °C.

What are some benefits of regular sauna use?
e Enhances mood and combats SAD (seasonal affective disorder)
e Detoxification — drainage and elimination of toxins/waste products
e Promotes a healthy immune system
e Assists in fat loss and increases metabolism
e Promotes heart health
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e Provides chronic joint and muscle pain relief and speeds injury recovery
e Promotes relaxation, reduces stress, and improves sleep

LOTS (what, where, when, which) ‘ HOTS (why and how)

What is beneficial from using a sauna? Why do humans like saunas?

Where does the most popular sauna tradition | How is the sauna performed in Finland and other
come from? Scandinavian countries?

Which temperatures can the sauna reach?

Modern Sauna Old Finnish smoke sauna

Resources:

1 Finnish sauna - Wikipedia

2 Sauna culture in Finland - intangible heritage - Culture SecTor - UNESCO

3 Sauna Culture Around the World — mke mindbody wellness (mkewellness.com)
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https://www.rawpixel.com/image/5922323/free-sauna-public-domain-cc0-photo
https://commons.wikimedia.org/wiki/File:Smoke_sauna,_Siida_Museum,_Inari,_Finland_%281%29_%2836637910296%29.jpg
https://en.wikipedia.org/wiki/Finnish_sauna
https://ich.unesco.org/en/RL/sauna-culture-in-finland-01596
https://www.mkewellness.com/blog/2022/1/14/sauna-culture

Lesson 4: Safety in water
Duration: 1 hour

Background

An elderly British woman at the pool resort needs a floating support to enter and exit the pool so
she asks the pool attendant Andreju for a cork jacket. Andreju who comes from Albania is not a
native English speaker therefore he is unsure what the lady is asking for, but he's quite sure they
have nothing made of cork. Nevertheless he asks the lady if she knows another word for what she
is looking for, because he does not understand her. Then the lady starts to think for a few
seconds, and uses more technical terms, saying, “It's a personal flotation device that looks like a
jacket.” “Aaah it's a life jacket! Of course, we have several of them here, would you like to have
the pink one?” exclaimed Andreji.

The objective of the lesson

Teach students about base tools for safety in water

Learners should know Learners should be able to

Learn the equipment for safety in water Give informations about safety equipments in
water contexts

Materials

e Pictures with explanations/information regarding different rescue equipments

Lesson about life safety in water

Life jackets are defined as “something that is worn over your
upper body like a jacket or vest and that is designed to save you
from drowning by holding you up when you are in water” or “a
piece of equipment, like a jacket without sleeves, that is filled with
air or light material and is designed to help you float if you fall into

water”

More generally it can be defined as a personal flotation device
(PFD; also referred to as a life jacket, life preserver, life belt, life
vest, life saver, cork jacket, buoyancy aid or flotation suit), a device

in the form of a vest or suite that is worn by a user to prevent the

wearer from drowning in a body of water. These devices are
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https://dictionary.cambridge.org/dictionary/english/piece
https://dictionary.cambridge.org/dictionary/english/equipment
https://dictionary.cambridge.org/dictionary/english/jacket
https://dictionary.cambridge.org/dictionary/english/sleeve
https://dictionary.cambridge.org/dictionary/english/fill
https://dictionary.cambridge.org/dictionary/english/air
https://dictionary.cambridge.org/dictionary/english/light
https://dictionary.cambridge.org/dictionary/english/material
https://dictionary.cambridge.org/dictionary/english/design
https://dictionary.cambridge.org/dictionary/english/help
https://dictionary.cambridge.org/dictionary/english/float
https://dictionary.cambridge.org/dictionary/english/fall
https://dictionary.cambridge.org/dictionary/english/water

commonly worn in locations where there is a danger of drowning such as swimming and/or
other activities that require an individual to be in the water.

This is for safety reasons, such as preventing the drowning of
weak swimmers, swimmers in dangerous conditions or
swimmers far from safety, to make swimming easier and less
demanding, to allow someone who is unable to swim to safely
enter water, or as assistance for sport activities. At a minimum,
every swimming pool should be equipped with a ring buoy and
rope. However, there may be situations when a ring buoy can’t
be enough and other equipment like the life vest are needed.

Therefore here’s some other rescue equipment that is
recommended to have poolside:

e Shepherd’s Crook (a rounded arm-like hook attachment for your pole. Used to reach
out to and pull in distressed swimmers)

e Rescue tubes (These are the tubes lifeguards have on their laps at the pool. Can be
used like a ring buoy but offers more flexibility and usability)

e Life vest or life jacket

e Backboard/Spine Board

e Reaching pole

e First aid kit

Defibrillator LOTS (what, where, when, which) HOTS (why and how)

What are the most recommended pieces of safety | Why is rescue equipment required?
equipment in pools”?

Where are they used?

When is safety equipment needed?

Resources:

1) Life jacket Definition & Meaning | Britannica Dictionary

2) LIFE JACKET | meaning, definition in Cambridge English Dictionary

3) Personal flotation device - Wikipedia
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Topic 12: Waiters

Lesson 1: Local Beer Specialties

Duration: 1hr 30min

Background

A British tourist is in a pub in Berlin. The waiter is from Lebanon. The guest asks the waiter about a
traditional local beer specialty that he has read about in a guidebook. The waiter does not
understand what the guest is asking about and points to the list of local beers on the menu. The
guest remembers that the guidebook indicated that the specialty is a combination of beer and
something sweet. The waiter still does not understand. Another guest at the next table who has
overheard the conversation knows what the British guest is looking for and offers his help:
“Berliner WeiRe mit Schuss” is the name of the local specialty. The waiter goes to the bar to ask
the bartender and returns with a glass of bright green beer.

The objective of the lesson

Teach students about local beer specialties

Learners should know Learners should be able to

The names of local beers and beer specialties Inform and advise customers about local beer

specialties

Materials

e Pictures/images of local beers
e Flashcards with name and image of beer specialties
e Comparison guinness
e Vocabulary
e The name of the containers and the beverages: glass, cup, bottle, can, coffee,
fruit juice, sparkling water, still water, tap water, etc.
e The structures that waiters use: How do you want your water, sparkling or still?
Do you prefer still water? Do you want ice in your drink? With milk?

Lesson about Berliner Weisse

Berliner Weisse (German: Berliner WeilRe, pronounced [beg li:ne 'varsa] (#listen)) is a cloudy,
sour beer of around 5% alcohol by volume. It is a regional variation of the wheat beer style
from Northern Germany, dating back to at least the 16th century. It can be made from

147



https://en.wikipedia.org/wiki/Help:IPA/Standard_German
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https://en.wikipedia.org/wiki/Sour_beer
https://en.wikipedia.org/wiki/Alcohol_by_volume
https://en.wikipedia.org/wiki/Wheat_beer

combinations of malted barley and wheat, with the stipulation that the malts are kilned at very
low temperatures or even air-dried to minimize color formation. The fermentation takes place
with a mixture of yeast (Saccharomyces cerevisiae and Brettanomyces) and lactic acid bacteria,
which are required to create the lactic acid taste, a distinguishing feature of Berliner Weisse.

By the late 19th century, Berliner Weisse was the most popular alcoholic drink in Berlin, with up
to fifty breweries producing it. By the late 20th century, there were only two breweries left in

Berlin producing the beer.

Berliner Weisse from different breweries

Most beer authorities trace the origins of Berliner Weisse to
an unknown beer produced in Hamburg, which was copied
and developed by the 16th century brewer Cord Broihan.!?
Broihan's beer, Halberstddter Broihan, became very
popular, and by the 1640s, a version was brewed by the

Berlin doctor J.S. Elsholz. An alternative origin, theorized by
Protz, among others, is that migrating Huguenots developed the beer from the local red and
brown ales as they moved through Flanders into Northern Germany. Some sources, such as
Dornbusch, give the date 1572 as being the earliest record of the beer being brewed in Berlin.

Frederick Wilhelm encouraged the spread of the beer through Prussia, declaring it as "best for
our climate", and had his son, Frederick the Great, trained to brew it. A popular story is that
Napoleon's troops dubbed it "The Champagne of the North" in 1809.

At the height of Berliner Weisse production in the 19th century, it was the most
popular alcoholic drink in Berlin, and 700 breweries produced it. By the end of
the 20th century there were only two breweries left in Berlin, and a handful in
the rest of Germany.

A glass of Berliner Weisse flavored with raspberry syrup

Berliner Weisse is often served in a bowl-shaped glass with flavored syrups, such as raspberry
(Himbeersirup), or artificial woodruff flavoring (Waldmeistersirup). The beer may also be mixed
with other drinks, such as pale lager, in order to balance the sourness.
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LOTS (what, where, when, which) HOTS (why and how)

What is “Berliner Weisse”? Why is the popular drink called “Berliner Weisse mit

Schuss”?
Which flavors of syrup are traditionally added

to the beer?

Resources:

https://en.wikipedia.org/wiki/Berliner Weisse

https://www.quide-ireland.com/type-of-drink/quinness/

https://www.mes-english.com/
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Lesson 2: Beverages Differences in Restaurant Cultures
Duration: 2 hours

Background

A group of American tourists are at a restaurant in Berlin. They speak some German and decide to
place their order in German. They order food, wine and water. The waiter asks them in German, if
they would like sparkling or still water. The Americans are expecting two jugs of tap water, but
cannot explain this in German. They switch to English, trying to explain. The waiter does not
understand, and assumes that they want two bottles of still water.

He serves them two large bottles of still water and the guests drink them. When the waiter brings
them the bill, they complain about being billed for the water. They expected to get free tap water
and refuse to pay for the bottles of mineral water.

The objective of the lesson

Teach students about beverages and differences in restaurant cultures

Learners should know Learners should be able to

The names of beverages and containers Inform and advise customers about German

restaurant culture
Differences in restaurant cultures

Materials

e Pictures/images of containers (jugs and bottles)
e Flashcards with name and image of beverage

Lesson about difference in restaurant culture

Phrases for advice in a restaurant context

"You might want to consider...'

"I suggest trying..."
"If you're in the mood for , | recommend
ordering..."

"It's worth trying..."
"Have you considered ordering...
"I highly recommend the..."
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"You should definitely try the..."

"If you're unsure, you can't go wrong with...'
"I'd advise going for..."

"If you're a fan of , you'll love the..."

LOTS (what, where, when, which) HOTS (why and how)

What is “tap water” and “sparkling water”? Why is it not common to get tap water in German
restaurants?

What is the difference between tap water and

bottled water? How do you explain this to guests?

Which kinds of water are served in German

restaurants?

Resources:

Photo by <a

href="https://unsplash.com/es/@clintmckoy?utm_source=unsplash&utm_medium=referral&ut
m_content=creditCopyText">Clint McKoy</a> on <a href="https://unsplash.com/s/phoTos/jug-

of-

water?utm_source=unsplash&utm medium=referral&utm content=creditCopyText">Unsplash<

/a>

https://youtu.be/R3cBzClI24bA
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Lesson 3: Means of Payment

Duration: 90 minutes

Background

An American tourist enters a restaurant in Berlin. In his travel guide he has been warned that in
Berlin, it cannot automatically be assumed that all restaurants accept credit cards. Before taking a
seat at a table, he makes sure to ask the waiter if the restaurant accepts credit cards. The waiter

does not speak English very well. However, he does understand that it is a question about “cards”
and replies, “Yes, we take cards”.

The customer orders his food and enjoys his meal. When the waiter finally brings him the bill, it
turns out that the restaurant does not accept credit cards, but only European EC cards (debit
cards).

The objective of the lesson
Teach students about polite forms and phrases to politely refer customers to the reception

Learners should know Learners should be able to

The names of different means of payment | Inform customers about methods of payment
(credit cards, debit cards, cash etc.) available.

Differences between payment methods

Polite phrases to inform customers of the
methods of payment available

Materials

e Pictures/images of means of payment
e Flashcards with name and image of means of payment

Lesson about methods of payment

Polite phrases to inform customers of the methods of payment available
e Sorry, it is only possible to pay by cash.
e Sorry, we can not accept small changes.
e Do you want to pay with cash or credit card?
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e We can not accept credit cards because we don't have connection now/ we don't have a
pos machine.

What is the difference between a credit card and a debit card/ec card?
Debit card directly uses the money in your bank account.

LOTS (what, where, when, which) HOTS (why and how)

What is a credit card? Why is it important to inform of the methods of

payment in advance?
What is the difference between a credit card

and a debit card/EC card? How do you explain to the guest that his preferred

method of payment is not accepted?
Which methods of payment are there?

Resources:
1. Photo by <a
href="https://unsplash.com/@stereophoTotyp?utm_source=unsplash&utm_medium=ref
erral&utm_content=creditCopyText">Sara Kurfefs</a> on <a

href="https://unsplash.com/s/phoTos/means-of-
payment?utm source=unsplash&utm medium=referral&utm content=creditCopyText">
Unsplash</a>

2. https://quizlet.com/88645178/payment-methods-flash-cards/
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Lesson 4: Hot vs Spicy
Duration: 2 hours

Background

An English tourist is at a Turkish restaurant in Berlin. On the menu there are hot and cold
appetizers offered. The tourist chooses a dish he has never had before. The waiter is aware that
most people unfamiliar with this dish underestimate how spicy it is. He wants to warn the
customer. However, instead of using the term “spicy”, he tells the customer that the dish is very
“hot”. The customer believes that the waiter is referring to the temperature of the dish, informing
him that this particular dish belongs to the group of hot appetizers as opposed to the cold
appetizers. He confirms his choice.

When the dish is served the guest tastes it and is shocked at how spicy it is. He complains that will
not be able to eat it and that he should have been warned in advance.

The objective of the lesson

Teach students about ingredients and adjectives which describe flavors

Learners should know ‘ Learners should be able to
The names of flavors, spices and ingredients Inform and advise customers about flavors and
ingredients

Multiple meanings of terms: the adjective “hot”
can be used to specify the temperature or the
flavor of a dish.

The subtle difference between “hot” and “spicy”
in the realm of flavors

Materials

e Pictures/images of dishes and ingredients
e Flashcards with name and image of dishes and ingredients
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Lesson about hot vs spicy

The Difference Between “Spicy” and “Hot”
“Spicy” and “hot” both describe the same type
. v B s of flavor. However, “spicy” describes a flavor
I W” created by the addition of spices. “Hot”
describes the “heat” of certain flavors. Some
chilies, for instance, are both hot and spicy.

Many people consider these two words synonymous. Many will use “spicy” and “hot”
interchangeably. This is fine for casual conversation, as most people do not care to make a
technical distinction between the two.

For instance, many consider the following examples effectively identical:
This curry is too hot for my tastes.
This curry is too spicy for my tastes.

Most English speakers take either of these sentences to mean that the food is too much of a
certain flavor for someone. You can use either word in most cases and people will know what
you mean.

However, there are some minor differences between “hot” and “spicy”. If you want to learn
what those differences are, you’ll have to read on.

Spicy
Merriam-Webster defines “spicy” as “having the quality, flavor, or fragrance of spice”. So

officially, “spicy” describes something that is flavored by an ingredient identified as a spice.

For instance, cinnamon is a spice. Therefore, cinnamon flavored things are spicy. “Hot” is often
used as a synonym for “spicy” because many spices add heat to a dish. However, not all of them
do.

Cumin, for instance, is a spice, but it does not add heat to a dish. So cumin is “spicy”, but not
“hot”. Any flavor added by a spice is “spicy”. It’s just that many popular spices also add heat,
which is why people treat “hot” and “spicy” as synonymous.

However, just because a dish has spice in it does not mean the dish is “spicy”. Unless the main
flavor of the dish is created by spices, you cannot describe it as “spicy”. If you cannot really
taste the spice used in a dish, it’s inaccurate to call it spicy.
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Hot

Merriam-Webster defines “hot” as “having a component that creates a burning or tingling
sensation in the mouth”. In other words, it is the sensation of heat that defines “hot” food, not
a particular flavor.

Some foods are “hot” without actually tasting like much. Other foods are spices, but do not
offer a burning or tingling sensation. This means that “hot” food is not necessarily “spicy” food,
and vice versa.

Consider a bell pepper. Peppers are spices. Therefore, they are “spicy”. But bell peppers are not
actually “hot”. They do not provide a tingling or burning sensation To the eater. In the same
way, a “hot” food might give you a burning sensation, but it is only “spicy” if its flavor derives
from a spice.

Just remember, food is only spicy if its flavor is produced by spices. Heat has nothing To do with
it.

Conclusion

“Spicy” and “hot” both describe flavor profiles. “Spicy” describes flavors provided by spices.
“Hot” describes food that provides a burning or tingling sensation when eaten.

Because many spices also create a burning or tingling sensation, the words are used
interchangeably by many. However, not all spices are hot, and not everything hot is spicy. Some
foods are both, while some are one or the other. Be sure to pick the right word to describe your
food.

LOTS (what, where, when, which) HOTS (why and how)

What is the difference between hot and spicy? Why is it important to inform a customer that a dish

is spicy?
Which spices and dishes are spicy?

Why is it important to pay attention to the multiple
meanings of the word “hot” in the restaurant
context?

Resources:

https://grammarhow.com/difference-between-hot-and-spicy/

https://unsplash.com/phoTos/qVwe5ZwKRig
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