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This document provides all the key vocabulary terms presented in this course at a glance. The terms are listed alphabetically; the lesson number identifies the first time a term is introduced in the course. To use the words only from a particular lesson, please see the Key Vocabulary resource included in the Teacher Resources document for that lesson.
	Term
	Definition
	Lesson #

	accessibility
	Characterized by being easy to approach or speak with.
	4

	active listening
	A communication technique in which the listener tries to paraphrase or repeat back what he or she heard in his or her own words. If done correctly, it can defuse a tense conversation and ensure good communication. 
	7

	adhere (to)
	Stick to, follow—as in a rule or policy.
	4

	alienate
	Make someone feel alone; drive someone away. 
	4

	attitude
	An emotion or complex mental state involving beliefs and feelings; causes one to act in a certain way (behavior can reveal one’s attitude).
	6

	automated checkout
	Using a computer to check out of a hotel instead of interacting with a hotel employee.
	2

	bachelor’s degree (BA or BS)
	An academic degree typically requiring four years of study, conferred on someone who has successfully completed undergraduate studies; a bachelor of arts is a BA and a bachelor of science is a BS.
	15

	best practices
	Commercial or professional procedures that are accepted as being correct or most effective.
	9

	biased
	Having or showing prejudice; influenced by personal feelings or interpretations.
	11

	body language
	The use of gestures and other physical movements to communicate.
	6

	budget
	The amount of money that is available for, required for, or assigned to a particular purpose.
	5

	business letter
	A letter written in formal language, usually used when writing from one business organization to another, or for correspondence between such organizations and their customers, clients, and other external parties.
	8

	CEO
	Chief Executive Officer, the highest-ranking executive in a company or organization.
	11

	clarification
	A question or statement used to check for understanding of ideas, facts, or other information.
	7

	closed-ended question
	A question that solicits a “yes,” “no,” or limited response.
	7

	code-switching
	The ability to shift or switch between languages or language variations (e.g., slang and Standard English) based on factors in conversation such as who one is speaking to, the environment, and so forth.
	7

	college
	An institution of higher learning that offers undergraduate programs, usually of a four-year duration, that lead to a bachelor’s degree in the arts or sciences (BA or BS).
	15

	commensurate
	Corresponding in amount, magnitude, or degree.
	14

	communication
	The exchange of information and/or ideas through verbal, nonverbal, or written messages.
	1

	concierge
	A hotel employee who assists guests with making restaurant reservations and various travel arrangements, getting tickets to special events, and arranging for spa services; also recommends nightclubs and tours of interesting places to visit, and assists guests in maximizing their experience by being an expert in the local area.
	14

	conclusion
	The final section of a paper or proposal that summarizes its major points and leaves the reader with a final thought as to why those ideas are important and valid.
	5

	confidential
	[bookmark: _GoBack]Speaking, writing, or acting in strict privacy or secrecy.
	8

	consistency
	Following the same principles, course, or form.
	4

	consulting
	Giving professional advice to the public or to those practicing a specific profession.
	11

	consumer motivation
	Why people choose to buy certain products or services or why people choose to buy from certain companies.
	3

	courtesy
	Good manners; respectfulness; politeness.
	4

	cover letter
	A letter of interest that typically accompanies a resume or application when a candidate is applying for a job.
	15

	customer
	A person who benefits from another person’s work; the customer may or may not receive something tangible and he or she may or may not pay for the service/product.
	1

	customer relationship management (CRM)
	A strategy that involves the entire company working together to increase customer loyalty and boost profits. CRM often depends on using computer systems to manage data so that all employees can access a customer’s personal information or records in order to provide the best possible service and offer more targeted sales and marketing pitches.
	9

	customer service
	A series of activities designed to meet or exceed a customer’s needs and expectations, ultimately resulting in positive word-of-mouth publicity and return business.
	2

	customization
	Designing something to meet the needs of a specific market; the opposite of standardization.
	2

	desalinization
	Removal of salt (especially from sea water).
	12

	efficient
	Functioning in the best possible manner with the least waste of time and effort.
	5

	ego
	The fourth level of Maslow’s Hierarchy of Needs; the need to feel special and respected.
	3

	emoticon
	A symbol used to convey emotional content in writing.
	8

	emotional labor
	Regulating emotions to achieve a specific effect in the workplace; jobs that involve emotional labor require employees to interact directly with external customers, to work to obtain a specific emotional response from the customer, and to control or conceal his or her own personal emotional responses when necessary. Many hospitality and tourism jobs involve emotional labor.
	3

	empathy
	Understanding or experiencing the feelings, thoughts, or attitudes of someone else.
	4

	entry level
	What a job is called if it doesn’t require prior work experience, making it suitable for someone who is new to the field or has just graduated and is looking for a first job.
	14

	etiquette
	An established and commonly followed set of rules for a given situation, such as writing an email, dining, or hosting a wedding.
	8

	expectation
	What a person believes or anticipates will happen.
	1

	experience
	To have directly observed or participated in an event. There can be positive and negative experiences in customer service, both of which can directly affect a customer’s opinion of a company.
	1

	external customer
	A person who is outside the organization and someone who usually pays for the service.
	10

	external customer service
	Service provided to a customer who is outside the organization; this is what people commonly think of when they think of “customer service.”
	10

	facial expressions
	The gestures in one’s face that communicate mood, attitude, or emotions.
	6

	flow pattern
	The way in which the different parts of a system or process work together.
	5

	franchise
	A business that pays a fee and a percentage of sales to another company in order to sell its goods or to be associated with its brand and use its marketing strategies to operate. McDonald’s and Subway are examples of franchises.
	2

	graduate school
	Post-college education, usually in pursuit of a master’s degree, a doctorate, or a professional degree.
	15

	halo effect
	When the positive feeling resulting from a first impression lasts through subsequent encounters.
	3

	hands-on experience
	Direct, active, and personal participation in an activity for the sake of learning.
	14

	hard skills
	The technical knowledge and information needed to perform a job, such as computer skills and knowledge of administrative policies.
	3

	hashtag
	A tool used to identify specific topics being discussed on Twitter, preceded by a # (e.g., #vocabulary).
	9

	imbalance ripple effect
	A continuing series of negative consequences caused by poor management of the flow of service.
	5

	industry
	A basic category of business activity. This term can describe very specific business activity (e.g., hotel management) or broader business activity (e.g., technology).
	1

	inflection
	A change in pitch, volume, or emphasis in speech.
	6

	internal customer
	A person who is employed by the organization and someone who benefits from the output of work from another employee.
	10

	internal customer service
	Service provided by an employee to another employee; it happens “behind the scenes” and is not generally visible to external customers or the general public.
	10

	intersperse
	To scatter throughout or place at intervals. 
	11

	jargon
	Words or phrases that are specific to an industry, profession, or group.
	7

	libel
	Publication of something false that hurts a person or company’s reputation.
	12

	major
	The subject, theme, or professional field in which students choose to specialize during their undergraduate education.
	15

	manager
	A person who plans and directs the work of a group of other people. The manager is typically a more experienced employee and may be a business owner. The manager is frequently responsible for hiring, supervising, and correcting and/or firing employees as necessary. 
	10

	Maslow’s Hierarchy of Needs
	A theory of consumer motivation proposed by Abraham Maslow, it identifies five levels of consumer needs: physiological, safety, social, ego, and self-actualization.
	3

	master’s degree (MA or MS)
	A graduate degree typically requiring two or three years of study beyond a bachelor’s degree; an academic degree higher than a bachelor’s but lower than a doctorate; a master of arts is an MA and a master of science is an MS.
	15

	memo or memorandum
	A short, informal type of written communication most often employed in a business environment.
	8

	minor
	A subject the student will focus on while in college, but with less focus than his or her major; while a student might take 30 or more units in a major, a minor might require only 10–15 units.
	15

	mirroring
	Nonverbal communication technique in which a person copies the physical posture, and so on of another person in order to deepen the connection/improve communication.
	6

	monotone
	Lack of inflection in the voice.
	6

	morale
	The attitude of a person or group of people toward a specific task or group of tasks; good morale is characterized by confidence, cheerfulness, discipline, and willingness to perform the task(s).
	10

	needs
	Things that are basic and necessary for a decent quality of life. Needs include shelter, food, and clothing.
	1

	neutral
	Not engaged in either side (e.g., not positive or negative).
	12

	nonverbal communication
	Process of exchanging information or sending messages without words.
	6

	objective (adj)
	Not influenced by feelings, interpretations, or prejudice; unbiased.
	11

	online
	Available on or involving the Internet.
	1

	on-the-job training
	Training that takes place in a normal working situation, using the actual tools, equipment, documents, or materials that trainees will use when fully trained.
	14

	open-ended question
	A question that usually starts with “How,” “Why,” or “What do you think about…” and solicits a full, meaningful response rather than a “yes,” “no,” or limited response.
	7

	opportunity
	A chance to take action or progress in some way.
	1

	paraphrase
	To restate in your own words what someone has said; a strategy used to check for understanding.
	7

	pass the buck
	Passing responsibility on to someone else (usually undeservedly).
	4

	patronize
	To be a customer of (give one’s patronage to) a specific business or organization.
	12

	perception
	Observation or perspective. 
	3

	PhD or doctorate
	One of the highest earned academic degrees conferred by a university; a PhD is a “doctor of philosophy” rather than an MD, which is a “doctor of medicine.”
	15

	physiological
	The first level of Maslow’s Hierarchy of Needs; physical needs like eating or sleeping.
	3

	pitch
	The property of sound that reflects the frequency of vibration; a high pitch sounds squeaky like a mouse and a low pitch sounds deep.
	6

	postsecondary education
	Education pursued after high school (secondary school).
	15

	probing question
	An open-ended question used with the purpose of getting more information or detail.
	7

	profit-sharing
	A system in which employees receive a share of the net profits of the business.
	10

	proposal
	A suggested plan for consideration.
	5

	proxemics
	The distance between people as they interact.
	6

	psychology
	The science of behavior.
	3

	purser
	An employee on a cruise ship who handles money and answers customer questions/addresses customer complaints.
	12

	rapport
	Similar perspective, being in sync or on the same wavelength as the person with whom one is communicating.
	8

	safety
	The second level of Maslow’s Hierarchy of Needs; the need to be protected from the weather, from danger, from illness.
	3

	scheduling
	To appoint, assign, or designate for a fixed time.
	5

	self-actualization
	The top of the pyramid in Maslow’s Hierarchy of Needs; the need to fulfill your potential.
	3

	service
	The act of serving or helping another person.
	1

	service provider
	A person providing a product or service.
	10

	slang
	Informal words or expressions often used by a specific group of people or in a specific geographic area.
	7

	social
	The third level of Maslow’s Hierarchy of Needs; the need for interaction with other people.
	3

	social media
	Forms of electronic communication (such as websites for social networking and microblogging) through which users create online communities to share information, ideas, personal messages, and other content.
	9

	social media dashboard
	Software designed to help businesses track their mentions online.
	9

	soft skills
	The attitudes or personality traits that can contribute to a person’s success, such as courtesy, listening skills, and so on. Also known as people skills.
	3

	solution
	The answer to a problem; a problem may have several solutions that are equally satisfactory.
	5

	sommelier
	The wine expert of a restaurant, responsible for buying and storing wine, developing the wine list, and pricing the wine by the bottle and by the glass.
	14

	speculate
	To reason or think about the future, often based on inconclusive evidence.
	11

	staffing
	To furnish a project with the necessary employees or personnel.
	5

	Standard English
	English spelling, grammar, pronunciation, and vocabulary that are substantially uniform and widely recognized wherever English is spoken and understood.
	7

	standardization
	Conformance to a standard, rule, or principle.
	2

	steward
	An employee on a cruise ship who supervises cleaning cabins and interior public areas, delivering food to cabins (rooms), laundry, and transporting luggage.
	12

	stewardess
	Term for the first flight attendants; they were all young women.
	2

	summary
	A succinct overview highlighting the main issues of a problem or situation.
	5

	synchronization
	Something that occurs at the same time or according to a standard time frame.
	2

	taxonomy
	A categorized list of terms that are related to a particular topic.
	1

	thank-you letter
	A letter acknowledging a response, gift, donation, or special effort.
	8

	tone of voice
	The sound quality of one’s speech that reflects a mood, emotion, or attitude; includes pitch, volume, and inflection.
	6

	training
	To transfer valuable skills and knowledge to another person.
	5

	trend
	The general direction in which something tends to move.
	2

	undergraduate
	A university student who has not yet received a bachelor’s degree.
	15

	unit
	A value that indicates the amount of college credit assigned to a course. In many cases, one hour of lecture a week equals one unit of credit. Units are used to determine whether a student is full-time or part-time and may also be a part of scholarship requirements.
	15

	university
	An educational institution that usually maintains one or more four-year undergraduate colleges (or schools) awarding bachelor degrees, a graduate school of arts and sciences awarding master and doctoral degrees (PhDs), and graduate professional schools (such as a law school or medical school).
	15
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