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FRANCES IIl PARA HOTELARIA

Cursos

GESTAO HOTELEIRA (1. ciclo) (*)

(*) Curso onde a unidade curricular é opcional

Unidade Orgéanica

Escola Superior de Gestao, Hotelaria e Turismo

Codigo da Unidade Curricular

14171164

Area Cientifica

LINGUAS E LITERATURAS ESTRANGEIRAS

Sigla

Cédigo CNAEF (3 digitos)

222

Contributo para os Objetivos de
Desenvolvimento Sustentavel -

ODS (Indicar até 3 objetivos)

48

Linguas de Aprendizagem

Francés fr
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Modalidade de ensino

Docente Responsavel

Presencial e/ou a Distancia.

Josete Correia de Sousa

DOCENTE TIPO DE AULA TURMAS TOTAL HORAS DE CONTACTO (*)

Josete Correia de Sousa OoT,; TP TP1; TP2; OT1; OT2 84TP; 60T
* Para turmas lecionadas conjuntamente, apenas é contabilizada a carga horaria de uma delas.

ANO | PERIODO DE FUNCIONAMENTO* HORAS DE CONTACTO HORAS TOTAIS DE TRABALHO ECTS

30 S1 42TP; 30T 126 4.5

* A-Anual;S-Semestral;Q-Quadrimestral; T-Trimestral

Precedéncias

LINGUA ESTRANGEIRA I, FRANCES Il PARA HOTELARIA, LINGUA ESTRANGEIRA I, FRANCES | PARA HOTELARIA, OPCAO -
LINGUA ESTRANGEIRA, FRANCES | PARA HOTELARIA E TURISMO

Conhecimentos Prévios recomendados

A2+.
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Objetivos de aprendizagem (conhecimentos, aptidées e competéncias)

1. Compreender e produzir documentos profissionais;
2. Interagir oralmente em contextos profissionais;

A - Reclamacdes
Descrever uma mise en place;

1. Compreender os pedidos e reclamages dos clientes;

2. Responder, explicar, justificar(-se), pedir desculpa e sugerir uma alternativa/ compensacéao;
3. Dar resposta a disfuncionamentos (overbooking, etc.);

4. Redigir cartas de resposta a reclamacoes.

B - Check out

1. Acompanhar a partida do cliente, ajuda-lo nas formalidades e nas obrigagdes;

2. Apresentar a fatura e responder a pedidos de informacao;

3. Elaborar um questionario de avaliagéo dos servicos de hotelaria e restauracéo;

4. Redigir uma carta de fidelizagao (oferta de animagao, promog¢&o, novos servicos, etc.).

C - A gestéo da relagdo com o cliente : Apresentar, de forma argumentada ou polémica, uma exposi¢éo oral sobre um aspeto atual e/ou

inovador da &rea profissional.

Contelidos programaticos

La progression suit celle du manuel: Hétellerie-restauration.com (cf. Bibliografia)

Unité 1 - Réclamations: Au restaurant, a la réception, a I'étage; le courrier électronique, la lettre d'excuse.
Unité 2 - Le départ du client: Préparer le départ du client; présenter la note; évaluer les prestations; la lettre de vente.

Unité 3 - La gestion de la relation client: Définitions de réclamation; formes traditionnelles et nouvelles formes de traitement des

réclamations; les fonctions de la gestion des réclamations dans la gestion hoteliere.

Grammaire: Pronoms personnels, relatifs et adverbiaux; les temps du passé (passé composé, imparfait); le subjonctif; le conditionnel;
I'expression de la quantité; les formes active et passive; la comparaison; les connecteurs logiques et temporels.
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Metodologias de ensino (avaliacdo incluida)
Ensino presencial e participacdo ativa nas atividades na aula: simulagées, trabalhos de grupo, leituras, exercicios e audi¢é@o de textos.
Avaliacdo da UC:
- Componente de Avaliagcéo por Frequéncia CAF (peso 40%) + Exame (peso 60%)
- Admissao ao exame de época normal: necessaria CAF >= a 6 valores
- Avaliacédo da CAF:
50% - Teste
50% - Trabalhos e apresentacdes.
Dispensa de exame: CAF>= 12 valores

Caso seja favoravel ao aluno, a nota de exame de época normal pondera com a CAF para o calculo da nota de admisséo a exames
posteriores durante o ano letivo de obtencdo da CAF.

Na época especial de conclusdo de curso ou de melhoria de classificacéo, o resultado do exame corresponde a 100% da nota da UC.
O aluno pode utilizar a CAF obtida no ano letivo anterior na UC, mediante solicitagdo prévia, por escrito, ao docente.

-A falta a qualquer um dos momentos de avaliagdo sem justificagdo e a tentativa de fraude implicam a classificagédo zero, sem hipétese de
reposicao.

Bibliografia principal

CHERIFI, Soade, GIRARDEAU, B., MISTICHELLI, M. (2009). Travailler en francais en entreprise. Niveaux A2/B1. Paris: Didier.
CHOLVY, Jérébme. (2014). En cuisine! Niveaux A1-A2. Livre de I'éleve. Paris: Clé International.

CORBEAU, S., DUBOQIS, C., PENFORNIS, J.L. (2013). Hotellerie- restauration.com. 2 éme édtion. Paris: Clé International.
DUSSAC, E., (2017). Bon Voyage! Francais du tourisme. Niveaux A1-A2. CLE International.

GREGOIRE, M. et THIEVENAZ O. (2004). Grammaire progressive du Francais. Niveau Intermédiaire. Paris : Clé International.
LAYGUES. A et COLL. A. (2016). Le Francais en contexte: Tourisme. Niveaux: A1+/A2+. Editions Maison des langues.

ORIN, P. (2014) Le guide Michelin Portugal. Paris : Editions Voyage.
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Academic Year

2021-22

Course unit

FRENCH Ill FOR HOTELS

Courses

HOTEL MANAGEMENT (st cycle) (*)

(*) Optional course unit for this course

Faculty / School

SCHOOL OF MANAGEMENT, HOSPITALITY AND TOURISM

Main Scientific Area

Acronym

CNAEF code (3 digits)

222
Contribution to Sustainable
Development Goals - SGD 4,8
(Designate up to 3 objectives)
Language of instruction

French fr

Teaching/Learning modality
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Coordinating teacher Josete Correia de Sousa
Teaching staff Type Classes Hours (*)
Josete Correia de Sousa OT, TP TP1;, TP2; OT1, OT2 84TP, 60T

* For classes taught jointly, it is only accounted the workload of one.

Contact hours T TP PL TC S E oT o) Total
0 42 o [0 I8 I8 13 [0 | 126

T - Theoretical; TP - Theoretical and practical ; PL - Practical and laboratorial; TC - Field Work; S - Seminar; E - Training; OT -
Tutorial; O - Other

Pre-requisites

OPCAO - LINGUA ESTRANGEIRA, FRANCES | PARA HOTELARIA, FRANCES | PARA HOTELARIA E TURISMO, LINGUA
ESTRANGEIRA I, FRANCES Il PARA HOTELARIA, LINGUA ESTRANGEIRA II

Prior knowledge and skills

A2+

The students intended learning outcomes (knowledge, skills and competences)

According to the professional profiles defined by ESGHT for the course, the aims for the third year are to consolidate and develop previously
acquired linguistic, sociolinguistic and cultural knowledge; to develop reading, writing, listening and speaking skills and to interact with clients
using a wide variety of source materials; to develop research skills about management of customer relations, including dealing with
complaints and developing techniques for autonomous language learning.

Syllabus

The progression follows that of the manual: Hotellerie-restauration.com (according to the bibliography)

Unité 1 - Réclamations: Au restaurant, a la réception, a I'étage; le courrier électronique, la lettre d'excuse.

Unité 2 - Le départ du client: Préparer le départ du client; présenter la note; évaluer les prestations; la lettre de vente.

Unité 3 - La gestion de la relation client: Définitions de réclamation; formes traditionnelles et nouvelles formes de traitement des
réclamations; les fonctions de la gestion des réclamations dans la gestion hoteliere.

Grammaire: Pronoms personnels, relatifs et adverbiaux; les temps du passé (passé composé, imparfait); le subjonctif; le conditionnel;
I'expression de la quantité; les formes active et passive; la comparaison; les connecteurs logiques et temporels.
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Teaching methodologies (including evaluation)

Classroom teaching and active participation in classroom activities: simulations, group work, reading, exercises and listening to texts.
- Continuous Assessment (CA) component (40%) + Exam (60%)

- Admission to the exam during the «época normal» period: a final CA grade of >= 6 is needed

The CA component comprises: test - 50%; assignments - 50%

- Students with a final CA grade of >=12 are exempt from the exam.

- If favourable to the student, the exam mark from the 1st exam period calculated with the CA grade will be applied for admission to further
exam periods during the same academic year.

- In the Special Exam Period for concluding the Course, or for improving the final classification, the exam weighting is 100%.

- The student may use the CA grade obtained in the previous academic year by applying in writing to the course unit teacher.

Main Bibliography

CHERIFI, Soade, GIRARDEAU, B., MISTICHELLI, M. (2009). Travailler en francais en entreprise. Niveaux A2/B1. Paris: Didier.
CHOLVY, Jérbme. (2014). En cuisine! Niveaux A1-A2. Livre de I'éleve. Paris: Clé International.

CORBEAU, S., DUBOIS, C., PENFORNIS, J.L. (2013). Hotellerie- restauration.com. 2 éme édtion. Paris: Clé International.
DUSSAC, E., (2017). Bon Voyage! Francais du tourisme. Niveaux A1-A2. CLE International.

GREGOIRE, M. et THIEVENAZ O. (2004). Grammaire progressive du Frangais. Niveau Intermédiaire. Paris : Clé International.
LAYGUES. A et COLL. A. (2016). Le Francais en contexte: Tourisme. Niveaux: A1+/A2+. Editions Maison des langues.

ORIN, P. (2014) Le guide Michelin Portugal. Paris : Editions Voyage.
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