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BCTYII/ INTRODUCTION

«lHO3eMHa MOBa» € HaBYAJIBHOIO AMCIMIUIIHOI, IO 3a0e3rneuye MiArOTOBKY
CTYJICHTIB CTYIICHsI «0aKanaBpy.

Meta kypcy - bopMyBaHHS HEOOX1THOT KOMYHIKaTUBHOI CIIPOMOXKHOCTI y cepax
npodeCcifHOr0 Ta CHTYaTMBHOI'O CIIUIKYBaHHS B YCHIH 1 THCBMOBIH (dopmax;
BJIOCKOHAJICHHSI BMIHb Ta HABUYOK YMTaHHS, Mepekiany, pedepyBaHHS CHeliaabHOI
JiTepatypu 3a (paxom; BUpPOOJIEHHS HABUYOK YWTaHHS Ta pedepyBaHHSI HAyKOBOI
iHpopMarlii 3 ¢axy, BeZeHHs Oeciau 3 mpodeciiiHOi TeMaTHKH, A1IOBOTO JIUCTYBAHHS Ta
poOOTH 3 KOMEPITIHHOIO JOKYMEHTAITIETO.

3aBIaHHSAMU JUCHUILIIHU «[HO3EeMHA MOBAY €:

e HaOyTTs HABUYOK MPAKTHUYHOTO BOJIOJIHHSA 1HO3EMHOI0 MOBOIO B PI3HUX BHUAAX
MOBJICHHEBOI JISJILHOCTI B 00CSI31 TEMaTHKH, 3yMOBJIEHOI npodeciiiHumu norpedamu;
oJiep KyBaHHS HOBITHROT (haxoBoi iH(opMaIlii yepe3 1H03eMHI JKepea;

® KOPUCTYBaHHS YCHMM MOHOJIOTIYHMM Ta IaJIOTIYHUM MOBJICHHSIM Yy MexXax
1oOyTOBO1, CYCHUIBHO-TIOJITUYHO1, 3araJilLHOEKOHOMIYHOI Ta JaXxOBOi TEMATHKH;

® [IepeKyIaj 3 1HO3EMHOI MOBHU Ha Pi/IHY TEKCTIB 3araJIbHOEKOHOMIYHOT'O XapakTepy;

e (opmMyBaHHS OCHOBHMX BMIHb BUKOPUCTAHHS 3HaHb Ha MPAKTHUIIl MIiJl Yac BEICHHS
ninoBoi Oecigu abo CHUIKYBaHHA MO TeleoHy B AUIOBUX IUJISX 3 YpaxXyBaHHSIM
KOHKPETHUX YMOB;

® O3HAlOMJICHHS 3 HAWOUIBII BIAOMUMH 3pa3KaMH MOBJICHHEBOI MOBEIIHKM TiJ 4ac
MIPOBE/ICHHS IUTOBUX 300p1B, MPE3EHTALlI Ta IEPETOBOPIB;

® HaBYaHHA NIATOTOBLI /0 y4acTi y HAayKOBHUX KOH(EpEHIisX, cemiHapax, aedarax,
TOIIIO;

® 03HaWOMJICHHS 3 OCOOJIUBOCTSIMU O(POPMIICHHSI HAHO1JIbIIT BYKMBAHUX TATIEPIB.

VY pe3ynbrari BUBYCHHS! HABYAIBHOI JUCIUTUIIHU CTY/IEHT TOBUHEH

3HATH:
® JICKCUKY, TPaMaTHKy, POHETUKY 1 opdorpadito iHO3eMHOI MOBH;
® [IpaBWJIa YCHOTO JiJIOBOTO CIJIKYBaHHS;
® OCHOBHI BUMOTH J0 KYJIbTYPU MOBJICHHS.

BMiTH:
® KOHCTpYIOBaTW maparpagu Juisi opraHizamii JyMOK B €IWHY IHTEJIEKTyalbHY
CTPYKTYDY,
® YUTaTU Ta MEpPeKyIaJlaMu TEKCT 3 MOOYyTOBOi Ta MpodeciiiHOl TeMaTUKU CepeaHbOl
CKJIaJHOCTI;
® CIIUJIKYBAaTHUCS 1HO36MHOIO MOBOIO Ha MOOYTOBI, CyCIUIBHO-TIOMITHYHI Ta TIpodeciitHi
TEMHU B MEKaxX BUBUEHOT JICKCUKU Ta TPAMATUKH;
® [MCAaTU KOPOTKI MOBIJOMJIEHHS Ta €C€ 1HO3EMHOI) MOBOKO JOTPUMYIOUHMCH MPaBHII
opdorpadii Ta rpamaTHKH;
® CKJIaJaTU JAUIOBI JOKYMEHTH Ha 3aJaHy TeMy, AOTPUMYIOUHCh MIKHApOIHUX
CTaHJIapTIB;
e 0JIepKyBaTH HOBITHIO (DaxoBy iH(POpMAIIiO Yepe3 HOBITHI JpKeperna.



® TPaMOTHO CIIUJIKYBaTHUCS B MEKaX YCHOTO MOBJICHHS;
® BECTH MPE3CHTAllli 3T1HO BUMOT J1JIOBOTO MOBJICHHSI.

JlaHi METOAMYHI BKa31BKHU CKJIaAal0ThCS 3 OCHOBHOI YaCTHHH, ITOA1ICHOIO 32 TEeMaMHU
3TiHO MPOrpaMy HAaBYAIBHOI AUCLUILIIHY, 3aBAAHb JIJIsl CAMOCTIHHOT poOOTH CTY/IEHTIB
Ta TepesiKy peKOMEH/I0BaHO]1 JIITEPATYPH.

Koxna Ttema (Unit) micTuTe BmpaBM Ha PO3BUTOK YCiX BHJIB MOBJICHHEBOI
TISUTBHOCTI: ayAiIOBaHHS, YUTAHHs, TOBOPIHHA Ta MUCEMHOTO MOBJICHHS, BUKOHAHHS
AKX CHpUA€ PO3BUTKY KOMYHIKATUBHOI KOMIIETEHIli CTYACHTIB JPYroro piBHsS
BHUBUYCHHS 1HO3€MHOI MOBH.

3aBiaHHs JUIsI CaMOCTIHHOI pOOOTHM CTYIEHTIB IependavyaroTb BUKOHAHHS
rpaMaTUYHHUX 3aBJaHb 10 KOKHOTO 3aHATTS Ta BOpPaB Ha MEpeKiaja s 3aKpiljieHHS
JIEKCUYHOTO MaTepiary KOXKHOI TEMH.

YACTHUHA 1.
3ATAJIBHI PEKOMEHJIALIT IIOJ0 BUBYEHHS JUCLUILIITHA

PART 1.
GENERAL STUDY GUIDE



1. Onuc nucuuIIiHT

HaiimeHnyBaHHS TOKa3HUKIB

XapakTepucTrKa JUCIUTLIIHA

OO0O0B's13K0BA (0712 cCMYyOeHmi8 cneyiaibHOCmi
"nazea cneyianvnocmi') |/ BUGIipKoBa
IUCIAIUIIHA

Oo0o0B’s13K0Ba

Cemectp (ocinniil / 6ecHsaHull)

OCiHHIii, BeCHSIHM

KiJbKiCTh KpEANTIB 5/5
3aranpHa KUIbKICTh TOJUH 150/150
KinpKicTh 3MICTOBHUX MOIYJIIB 4
Jlex1uii, roquH -
[TpakTHuHi / ceMiHapChKi, TOJIUH 70/80
JlabopaTopH1, TOJUH -
CamMocTiiftHa po00oTa, rOANH 80/70
TrKHEBUX TOJVH JIUIS ICHHOT (DOPMU HABYAHHSL:

ayJTUTOPHUX 5/5
CaMOCTIITHOT poOOTH CTYJIeHTa 4,3

3 cemecTp — 3aJIiK

Bu koHTpOIIIO
4 cemecTp — eK3aMeH

2. IIporpama qUCUMILTIHU

Lins — ¢dopmyBaHHs HEOOX1JHOI KOMYHIKaTHBHOI CHPOMOXHOCTI y cdepax
npoQeciiHOro Ta CUTYaTUBHOTO CHUIKYBaHHS B YCHIM 1 MHCBMOBIM (opmax;
BJIOCKOHAQJICHHSI BMIHb Ta HABUYOK YHWTaHHS, MepeKiany, pedepyBaHHS CHEIliaabHOI
miTepaTypu 3a (axoM; BUPOOJICHHS HABUYOK YHUTaHHS Ta pedepyBaHHS HAYKOBOI
iHpopmMmarii 3 ¢axy, BeneHHs Oeciau 3 mpodeCciiiHOT TEMAaTHKH, JIJI0OBOTO JIMCTYBaHHS Ta
PoOOTH 3 KOMEPIIHHOIO JOKYMEHTAIIIETO.

3aBaaHHs: HAOyTTS HABUUYOK MPAKTUYHOTO BOJIOJIHHS 1HO3EMHOIO MOBOIO B
PI3HHX BUJaX MOBJICHHEBOI JISUTBHOCTI B 00CS31 TEMAaTUKH, 3yMOBJICHOI TIpodeciitHuMu
noTpedaMu; oJep>KyBaHHS HOBITHBOI (DaxoBoi iH(popMallii uepe3 IHO3EMHI JIKepena;

KOPHCTYBaHHS YCHUM MOHOJIOTIYHMM Ta [IaJOTiYHAM MOBJCHHSIM Y Mexkax
MoOYyTOBO1, CYCHUIBHO-TIOJITUYHO1, 3araJlLHOEKOHOMIYHOI Ta JaXOBO1 TEMATHKH;

nepeKsaja 3 IH03€MHOT MOBH Ha PiJIHY TEKCTIB 3araJlbHOEKOHOMIYHOT'O XapakTepy;

dbopMyBaHHS OCHOBHUX BMIHb BUKOPHUCTAHHS 3HaHb HA MPAKTHUIII M1 Yac BeACHHS
ninoBoi Oecigu abo CHUIKYBaHHA MO TeleoHy B AUIOBUX WUISAX 3 YpaxyBaHHSIM
KOHKPETHUX YMOB;

03HAMOMJICHHS 3 HAHO1IBII BIIOMHMH 3pa3kaMy MOBJICHHEBOI ITOBEIIHKH TIiJ] Yac
MIPOBEJICHHS IUTOBUX 300p1B, IPE3CHTAIll Ta IEPETOBOPIB;

HaBYaHHS MIATOTOBLI JI0 yYacTl y HAYKOBUX KOH(EpeHLisX, ceMiHapax, aedartax,
TOILIO;

O3HAHOMJICHHSI 3 0COOJIMBOCTSIMHU O(DOPMIICHHS HAHOUIBII B)KWBAHUX TATIEPiB.

IIpeamert: iHO3eMHa (aHTJIIHChKA) MOBA.



3MiCT AUCHHUIIIHUA PO3KPHBAETHCS B TEMaXx:
Tema 17. InmycTpiss FOCTUHHOCTI

Tema 18. Meperka rotesiB Ta MOTEJIIB

Tema 19. Cnyx0u ynipaBIliHHS TOTEJISAMU

Tema 20. IIpodecii y rorenbHOMY TOCIIOIaPCTBI
Tema 21. Ilepconain peecTpaiiiHoro cToiy
Tema 22. TexHiuHi Ta aAMIHICTPATUBHI CITYKOU
Tewma 23. JlomaTkoBi ciry>k01 Ta IOCITYTH Y TOTEN1
Tema 24. @iHaHCOBI TUTAHHS.

Tema 25. Bupimmenss npo0iem

Tewma 26. Betyn 1o pectopanHoro 6i3Hecy
Tewma 27. Ciry:x0u xapuyBaHHs

Tema 28. CepBipoBKa cTonia

Tema 29. Po3paxyHku y pecTopaHi

Tema 30. @yHKIIIOHYBaHHSI PECTOpaHiB

3. CTpyKkTypa QUCHHUILUIIHA

KinpkicTs roguy
Ha3Bu 3MicTOBHX MOZYIiB i TEM Y Tomy uucni
1 /c 7120 cpe
1 2 3 4 5 6
Monayab 3
3microBuii MoayJb 5. IHAyCTpisi TOCTHHHOCTI
Tema 17. InnycTpist rOCTUHHOCTI 22 12 10
Tema 18. Mepesxa rotesniB Ta MOTEJIB 13 4 9
Tema 19. Cnyx01 ynpaBiliHHS FOTEISIMU 29 14 15
Tema 20. Hquecn y TOTENBHOMY 16 6 10
rOCIOJapCTBI
Tema 21. Ilepconain peectpaniitHoro 12 5 6
CTOILY
Tema 22. TexHi4HI Ta aAMiHICTPaTHUBHI 20 8 12
CITYyKOHN
Pa3om 3a 3MicTOBHM Moay/eM 5 112 50 62
3micToBuii MoayJib 6. PoGoTa 3 KilieHTaMu
Tema 23. JlonaTkoB1 cityk0u Ta MOCIYTH Y 12 5 5
roTei
Tema 24. ®iHaHCOBI MATAHHSL. 12 6 6
Tema 25. Bupimenns npo6iiem 14 8 6
Pa3om 3a 3mMicToBUM Moyj1eM 6 38 20 18
Pa3om 3a moay.aem 3 150 70 80
Moayas 4
3micToBuii MoayJib /. PecTopaHHe rocnoaapcrso
Tema 26. Beryn o pectopanHoro GizHecy 22 8 14
Tewma 27. CnyxOu xapuyBaHHS 54 40 14
Pa3om 3a 3micToBHM MoayJaem 7 76 48 28
3micToBuii MoayJib 8. DYHKIIOHYBAHHSI pecTOpaHiB

Tema 28. CepBipoBKa cTona | 28 | | 14 ] 14
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Tema 29. Po3paxyHKu y pecTopasi 22 8 14
Tema 30. OyHKITIOHYBaHHS PECTOPAHIB 24 10 14
Pa3om 3a 3micToBMM MojayJiem 8 74 32 42
Pa3om 3a moayJiem 4 150 80 70
¥Ycboro roquH 300 150 150
4. TeMu ceMiHAPCHLKUX/MIPAKTHYHUX/JIA00PATOPHUX 3aHATH
No KinbkicTs
Bun Ta Tema 3aHATTS
3/ TOIUH
Monyns 3
[IpakTuuHe 3aHATTS
49 . . 2
Tunu xutna. Active voice.
[IpakTiuHe 3aHATTS
50 . . 2
[Tomyk rorento. Active voice.
51 [IpakTuuHe 3aHATTS 5
I'otens “Hyde Park”. Active voice.
[IpakTruHe 3aHATTS
52 . 2
BponroBanHs HOMepiB
[IpakTruHe 3aHATTS
53 . 2
[Iporpamu n0sS7IHHOCTI
[IpakTruHe 3aHATTS
54 . 2
[TinTBepKeHHs] OPOHIOBAHHS
55 [IpakTruHe 3aHATTS 2
Pi3HHII MiK TOTEIISIMH Ta MOTEIISIMH.
[IpakTryHe 3aHATTS
56 . 2
[lepeGyBaHHs y MOTeII.
[IpakTryHe 3aHATTS
57 . 4
JloAaTKOBI OCITYTH MOTEIIO
[IpakTryHe 3aHATTS
58 ) . . 2
MenHeKMeHT roTenis. Passive voice.
[IpakTu4He 3aHATTS
59 . T 2
[TinBumenns kBamiikaiii mepcoHany.
60 [IpakTu4He 3aHATTS 2
O06oB’s13ku MeHemKepiB. Reported Speech.
61 [IpakTu4He 3aHATTS 2
BnamryBanns Ha po6oty. Reported Speech
6 [IpakTu4He 3aHATTS 4
Hanmcanus pestome. Reported Speech
63 [IpakTu4He 3aHATTS 5
Cmis6ecima. Reported Speech
64 [IpakTu4He 3aHATTS 5
Pobota y cdepi obcyrosysanns. Reported Speech.
[IpakTruHe 3aHATTS
65 , . . - 4
O060B’s13KHM TpalliBHUKIB penernitii. Prepositions.
66 [IpakTruHe 3aHATTS 4
3anoBHEHHs PeeCTPaliiiHOT KapTKH.
67 [IpakTruHe 3aHATTS 2

ITporec peectparrii. Conditionals.




[IpaxkTruHe 3aHATTS

68 Texuiunuii mepconan roremo. Conditionals. 4

69 IIpakTune SaHATTA 2
OO60B’3KH TEXHIYHOT'O MEPCOHAITY TOTEIIIO.
[IpakTruHe 3aHATTS

70 . - 2
OcHainerns HomepiB. Infinitive.

71 HpaKTI/I‘-IH.e 3aHATTS ‘ o ' 2
Jlogatkosi mociyru y roteni. Infinitive constructions.

72 [IpakTruHe 3aHATTS ‘ 2
OcHarneHHs Juisi KOHGEpEeHITiH.

73 IIpakTune SaHATTA 2
[locnyru A q03BULISL.

74 H]E)aKTI/I‘lH.C 3aHATTSA . 2
@D1HaHCOBI po3paxyHku. [ epyHaiil.

75 HpaKTHjHe 3aHATTS . . . 2
OcHOBHI po3LiHKHU. ['epyH/ianbHI KOHCTPYKLI.

76 [IpakTuune 3aHATTS 2
Buam po3paxyHKiB.

77 HpagTHqu 3aHATTSA . 2
Bupimenns npo6iiem. [lienpuKkMeTHHK.

78 [IpakTuuHe 3aHATTS 4
Ckapru.
[IpakTuuHe 3aHATTS

9 3amopyka rapHOTO BiJIIOYHHKY. 2
Pazom monyis 3 70

Monyns 4

[IpakTnuHe 3aHATTA

80 | PisHOBMIM 3akjaaiB PECTOPAHHOTO TocmojaapcTBa. JliempUKMETHHKOBI 4
KOHCTPYKII{

81 [IpakTruHe 3aHATTS 4
[Tpodecii pecropanHoro rocnoaapcTsa. JlieNpUKMETHUKOBI KOHCTPYKIIi{

82 [IpakTnuHe 3aHATTA 4
O60B’s13ku niepcoHalty. JlienpuKMETHUKOBI KOHCTPYKIII|

83 [TpakTuune 3aHATTS ' ' 4
[Tocnyru. JlienpuKMETHUKOBI KOHCTPYKIIIi

84 [IpakTnuHe 3aHATTA 4
O6cnyroByBaHHsI HOMepiB. [{i€ENpUKMETHUKOB1 KOHCTPYKIIL

85 [IpakTnuHe 3aHATTA 4
CniBpoOITHUKH chepu XapuyBaHHS.
[IpakTnuHe 3aHATTA

86 4
Buau MeHro.
[IpakTnuHe 3aHATTA

87 . 4
Tunu pecropanis. Modal Verbs.

88 [IpakTnuHe 3aHATTA 4
PoGiTauku pecropany. Modal Verbs.
[IpakTruHe 3aHATTS

89 . . . 4
Biranns i poscampkenns rocreii. Modal Verbs.

90 [IpakTruHe 3aHATTS 4
[Mosicuenns menro. Modal Verbs.

91 [IpakTruHe 3aHATTS 4

[TpaBuia moBeiHKHU 32 cTOJIOM. JliEMPUKMETHUKOBI KOHCTPYKII{
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92 HpaKTHqu SaHATTA . . 4
CepsipoBka croiia. JlienpuKMEeTHUKOBI KOHCTPYKITii
[IpakTruHe 3aHATTS

93 . . . 4
Bunu cepBipoBok. JlieMpUKMETHUKOBI KOHCTPYKIIIi
[IpakTruHe 3aHATTS

94 N } . . . 4
CTOJIOBHIA €THKET pi3HHUX KpaiH cBiTy. Articles.
[IpakTruHe 3aHATTS

95 : . 2
[TpaBuiia moBoKeHHs B pectopani. Articles.

96 [IpakTruHe 3aHATTS 2
XapuyBaHHs y roreni. Articles.

97 [IpakTruHe 3aHATTS 2
[Mpuiinsarrs 3amoBnenns. Modal Verbs.
[IpakTryHe 3aHATTS 5

% Cnoco6u omtaru. Modal Verbs.

99 [IpakTruHe 3aHATTS 2
Po6ora y komanzai. Modal Verbs.

100 [IpakTruHe 3aHATTS 2
bankeru. Modal Verbs.

101 [IpakTrune SaHATTS. ‘ 2
3amoBeHHs HeoOXiaHux npoaykris. Modal Verbs.

102 HpaK.TI/I‘lHe 3aHATTA 5
30epiranns nmpoaykris. Modal Verbs.

103 Hpa}KTI/Iqu 3aHATTS 5
Ominka pecropany. Modal Verbs.

104 [TpakTnyne 3aHATTA 5
Ckapru y pectopasni. Modal Verbs.
Pazom monynsb 4 80

Bcbozo 150

5. Po3noaiJ 0aJiB, IKi OTPUMYIOTH CTYACHTH
BignoBigHo 10 cucremu ouiHioBaHHS 3HaHb cTyAeHTIB JIoHHYET piBens
c(hOpMOBAHOCTI KOMIETEHTHOCTEH CTYACHTA OLIHIOETHCS y BHUMAIKY IPOBEICHHS
eK3aMeHy: BIPoJoBxk cemecTpy (50 0amiB) Ta npu mpoBEIEHI MiICYMKOBOTO KOHTPOJIIO -
ex3ameny (50 GamiB).

OuiHIOBaHHS CTY/ICHTIB IPOTATOM CEMECTPY
(ouna ¢popma HaBUAHHS)

Ilo3aaynuto
AynuropHa pobota yA
p-Ha poboTta
Ne TemMu Bukonan- 3aBgaHHs
MpaKTHY- HS O6roBopes- T TUISt '%
HOTO TecToBi | MpakTUYH- HS A CaMOCTIHHO- ©
JlyaJlbHe [IMK .
3aHSTTS 3aBJaHHs 1704 TEOPETHIHHUX ro S
3aBIaHHI S
3aBJaHb | MATAHb TEMU BUKOHAHHS O
TEMH
Mopynsb 3
3MiCcTOBUN MOAYIH 5

Tema 49 0,6 0,6 1,2
Tema 50 0,6 0,6 1,2
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Tema 51 0,6 0,6 1,2
Tema 52 1 1
Tema 53 2 0,6 0,6 3,2
Tema 54 0,6 0,6 1,2
Tema 55 0,6 0,6 1,2
Tema 56 0,6 0,6 1,2
Tema 57 0,6 0,6 1,2
Tema 58 2 0,6 0,6 3,2
Tema 59 0,6 0,6 1,2
Tema 60 0,6 0,6 1,2
Tema 61 0,6 0,6 1,2
Tema 62 2 0,6 0,6 3,2
Tema 63 0,6 0,6 1,2
Tema 64 0,6 0,6 1,2
Tema 65 0,6 0,6 1,2
Tema 66 2 0,6 1 0,6 4,2
Tema 67 0,6 0,6 1,2
Tema 68 0,6 0,6 1,2
Tema 69 0,6 0,6 1,2
Tema 70 2 0,6 0,6 3,2
Tema 71 0,6 1 0,6 2,2
Tema 72 0,6 0,6 1,2
Tema 73 0,6 0,6 1,2
Tema 74 0,6 0,6 1,2
Tema 75 0,6 0,8 0,6 2
Pazom
3MICTOBHI 10 15,6 3,8 15,6 50
MOJYJIb 5
3MicTOBUN MOZYIIb 6

Tema 76 0,8 2 0,8 3,6
Tema 77 2 0,8 1 0,8 4,6
Tema 78 1 0,8 2 0,8 4,6
Tema 79 2 0,8 1 0,8 4,6
Tema 80 1 0,8 2 0,8 4,6
Tema 81 2 0,8 1 0,8 4,6
Tema 82 1 0,8 2 0,8 4,6
Tema 83 2 0,8 1 0,8 4,6
Tema 84 1 0,8 2 0,8 4,6
Tema 85 2 0,8 1 0,8 4,6
PazoMm
3MICTOBHI 14 8 15 8 50
MOJTyJTb 6

Pa3zom moayan 3 100

Monyis 4
3micToBUl MOYIb 7

Tema 32 0,3 0,5 0,2 1
Tema 33 0,3 2 0,2 2,5
Tema 34 0,3 0,2 0,5
Tema 35 0,3 0,2 0,5
Tema 36 0,3 0,5 0,2 1
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Tema 37 0,3 0,2 0,5
Tema 38 0,3 0,2 0,5
Tema 39 0,3 0,2 0,5
Tema 40 0,3 0,2 0,5
Tema 41 0,3 0,5 0,2 1
Tema 42 0,3 0,2 0,5
Tema 43 0,3 0,5 0,2 0,5
Tema 44 0,3 0,2 0,5
Tema 45 0,3 0,2 0,5
Tema 46 0,3 0,5 0,2 1
Tema 47 0,3 0,2 0,5
Tema 48 2 0,3 0,2 2,5
Tema 49 0,3 0,2 0,5
Tema 50 0,3 0,5 0,2 1
Tema 51 0,3 0,2 0,5
Tema 52 0,3 0,5 0,2 1
Tema 53 0,3 0,2 0,5
Tema 54 0,3 0,5 0,2 1
Tema 55 0,3 0,2 0,5
Pazom
3MICTOBUHA 2 7,2 6 4.8 25
MOJYJIb 7
3MicTOBUN MOZYIIb 8

Tema 32 0,3 0,2 0,5
Tema 32 0,3 0,5 0,2 1
Tema 32 0,3 0,2 0,5
Tema 32 2 0,3 0,2 2,5
Tema 32 0,3 0,2 0,5
Tema 32 0,3 0,5 0,2 1
Tema 32 0,3 0,2 0,5
Tema 32 0,3 0,2 0,5
Tema 32 0,3 0,5 0,2 1
Tema 32 0,3 0,2 0,5
Tema 32 2 0,3 0,2 2,5
Tema 32 0,3 0,2 0,5
Tema 32 0,3 0,5 0,2 1
Tema 32 0,3 0,2 0,5
Tema 32 0,3 2 0,2 2,5
Tema 32 0,3 0,2 0,5
Tema 32 2 0,3 0,2 2,5
Tema 32 0,3 0,5 0,2 1
Tema 32 0,3 0,2 0,5
Pazom
3MiCTOBUI 6 5,7 45 3,8 25
MOJTyJIb 8

Pa3zom moay.b 4 50
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OuiHBaHHS CTYACHTIB POTSTOM CeMeCTPy

(3aouHa ¢popma HABYAHHS)

OciHHIi cemecTp

. Cyma B
[Toroune TecTyBaHHS Ta caMoCTiliHa poOoTa
Oaimax
. . IapuBinyansHue ) 5 IauBinyansHe
3MICTOBUNA MOAYIH 5 JHBLLY 3micToBUN MOAYIH 6 AMBULY
3aBJaHHA 5 3aBJIaHHA 6
45 5 40 10
Becnsanui cemectp
ITincymko-
o ey Cyma B
[ToTouHe TecTyBaHHS Ta caMOCTiliHA poOoTa BHUH TECT a1ax
(ex3ameHn)
3mMicToBUI [nnuBinyansHe 3MicToBHit [nauBinyansHe
MoayJb 7 3aBJaHHs 7 MOJyJIb 8 3aBJaHHs 8
20 5 15 10

3arajibHe OLIHIOBAHHS Pe3yJbTATIB BUBYEHHS JUCHMILTIHA

Ouninka
100-0aanHa mIKaJga IIxaaa ECTS HamionaabHa mikaJja

90-100 A 5, «BIIMIHHO»
80-89 B

75-79 C

70-74 D

60-69 E

35-59 FX

0-34 F
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YACTHUHA 2.
SMICT ITPAKTUYHUX 3AHATDH

PART 2.
PRACTICAL TRAINING SUBJECT MATTER
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UNIT 17
THE HOSPITALITY INDUSTRY
READING
1. Read and translate the text.
Types of accommodation

The hotels and catering industry is often treated separately from the tourist industry,
and certainly the training for both is very distinct. Its primary function is to provide
tourists with an accommodation and, to a lesser degree, food. So it is often referred to as
a hospitality industry.

The hospitality, tourism and leisure industries have become increasingly important
in terms of economies and employment throughout the world.

Travel and hotels have always been closely related.

In Europe and America, inns and taverns were spaced along the roads at the
distance a horse could travel in a day. The traveller usually had to share his bed with
another person, and as many as four other persons in some remote areas. The old-
fashioned inns, however, did provide food and shelter for both men and horses and
therefore became a symbol of hospitality. Indeed, the word inn has been used recently by
many modern hotels and motels.

A hotel is a temporary home for people who are travelling. In a hotel the traveller
can rest and have meals, either on the premises or nearby. The hotel may also offer
facilities for recreation, such as a swimming pool, a golf course, or a beach. Very often
the hotel also provides free space for the traveller’s means of transportation.

All of these services are designed to accommodate the traveller, so the hotel
business is often referred to as the accommodation industry.

The world motel was created by combining “motor” and “hotel”. When
automobiles were first used for travelling, flimsy and inexpensive tourist cabins were
built along the roads. Then, as people demand greater comfort, the cabins were replaced
by tourist courts and then by the modern motel, offering services comparable to the
traditional hotels.

All hotels do not serve the same clientele, that is, the same kind of guests. It is
possible to place hotels in four broad categories.

The first is the commercial hotel, which provides services essentially for
transients, many of them travelling on business. Many city hotels and motels fall into this
group.

The second category is resort hotels. They are located in vocation areas and often
provide recreational facilities of their own as well.

The third type of hotels aims its services largely at the convention trade.
Conventions are meetings of various business of professional groups held on a regular
basis.

The fourth category is resident hotels. People who do not wish to keep house
themselves can rent accommodations on a seasonal basis or even permanently in many
hotels.

No firm distinction exists between the different kinds of hotels. In large cities one
hotel may offer all types of service.
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Even a small motel may have banquet rooms and meeting rooms in addition to its
accommodations for transients. Many resort hotels are also designed with complete
convention facilities.

Another way of categorizing hotels is by the quality of service they offer.

At the top are the luxury hotels, which generally offer their guests the greatest
comfort and convenience possible. At the bottom are those that provide merely a place to
sleep. In between these two extremes are establishments offering a wide range of service
and comfort.

The system of rating hotels according to quality is widely used in France and other
countries. This system puts the top hotels in a special “deluxe” category, with others
receiving from five stars to one star or “A’s”.

The standard features include private bathrooms, room telephones, recreational
facilities and so on.

The difference in quality between hotels is not entirely a matter of equipment and
furnishings. The proportion of employees to guests and/or guest rooms is also a matter of
prime importance. In general, the accommodations industry is labour-intensive, that is, it
employs a large number of people to perform its services. In a luxury hotel, there may be
three employees for every guest room. In a large commercial hotel in a big city, the ratio
is usually closer to one employee per guest room.

A small hotel, family-owned and operated, may have only three employees per ten
rooms and hire a maid to do the housekeeping chores. Obviously, the services offered by
a small hotel will be far more restricted than those provided by a luxury hotel. A hotel
that prides itself on its quality of service also maintains high standards of performance.

2. Answer the following questions.

1) What is the primary function of the hotels and catering industry?

2) Why have the hospitality and leisure businesses become so important?
3) How did they develop?

4) What is a hotel?

5) What accommodation services do hotels provide?

6) How did motels appear?

7) How are holidays categorized in terms of their clients?

8) What is the difference between commercial hotels and resort hotels?
9) What do hotels for the convention trade aim their services at?

10) Who are resident hotels for?

11) Why is there no firm distinction between different kinds of hotels?
12) What other system of hotel rating do you know?

13) What does the quality service mean?

14) Why is the accommodations industry labour-intensive?

15) How are services in a small hotel different from those in a luxury hotel?
16) In what case can a hotel pride itself on its quality of service?

3. Sum up what you have learned from the text about:
the functions of the hospitality industry
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the historical facts of its development
the four broad categories of hotels according to their clientele
the way of categorizing hotels by the quality of service they offer

LANGUAGE AND SPEECH EXERCISES

4. Find in the text one word which means the same

1. Shelter, food, drink and other services for travellers or transients. Because it provides
these things, the hotel business is often referred to as the industry.

2. An establishment offering shelter and food for travellers. The term was customary in
the days of travel by horse. It has been revived because it conveys the idea of old-
fashioned hospitality.

3. In modern usage, a place that serves alcoholic drinks. Formerly, it was an alternate
term for an inn.

4. A shortened form for the place that provides accommodations for the traveller and a
parking space for his or her automobile.

5. A place or area to which people travel for recreational purposes. Hotels are important
features of areas.

6. A meeting of a business or professional group for the purpose of exchanging
information, electing officers and discussing and frequently voting on proposals for rule
changes in the organization. Hotels provide special facilities and services to attract such
meetings.

7. A large formal meal, given for a special purpose usually including speeches or some
kind of ceremony. Many hotels have rooms to accommodate functions of
this kind.

8. Of the highest quality. Hotels rated so, offer the greatest possible convenience, comfort,
and service to their guests. Such hotels are generally the most expensive.

9. Requiring a large number of people for the services that are provided by a business or
industry.

5. Match the following descriptions with the types of holidays given below

1) a resort hotel 4) commercial hotel 7) congress hotel
2) motel 5) airport hotel 8) guest house
3) country house hotel 6) confident

a) It is built specially to provide a service to motorists.

b) It provides every facility a wealthy guest might need.

c) It is situated in a place where tourists like to stay, often near the sea. Guests may
stay for a week or two and usually book in advance.

d) It provides accommodation for people going to or coming from other countries,
usually only staying for one night.

e) It is often situated in a town center, and provides accommodation for travelling
businessmen, staying only one or two nights.

f) It provides facilities for large meetings and conferences, with a lecture theatre and
exhibition facilities.
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g) It provides low-priced accommodation, usually on a small scale, for holiday
visitors or for long-stay guests.

h) It is situated in pleasant scenery, and provides comfortable but informal
accommodation for people who want to relax in a quiet place.

6. Read the text and fill in the gaps with the words in the box.

1) air-conditioned  4) furnished 7) relax 10) situated

2) entertainment 5) informal 8) rustic 11) spacious

3) facilities 6) lies 9) setting 12) value
Tradewinds is a) in b) grounds on the south coast at Diani,

just over twenty miles from the city of Mombasa and within easy reach of some shops.
c) on a spectacular white-sand beaches fringed by palm trees.

The main building is d) in style, with a thatched roof in the local African
manner, and the hotel e) include a restaurant, bar, hairdresser, and a shop.
By the swimming pool is an f) snack bar and a smaller pool for children.
Evening g) is provided by live bands or a disco.

The modestly h) rooms have a balcony or terrace, are fully i) :
and have a telephone and shower.

Opinion: In a superb j) , this is a simple, medium-class hotel offering
outstanding k) for money, and an ideal place to unwind and I)

before going on safari.

7. Say it in English.

1. OcHoBHa (DyHKIIISI TOTENIB — 3a0€3MEYUTH TYPUCTIB Ta IITOBUX JIIOJICH MICIIEM JIJIs
MPOKMBAHHS, KEIO Ta BCiMa HEOOX1JHUMHU YMOBAMH.

2. IcHy1OTh pi3HI BUIM TOTEIIB, 1 BOHU KJIACU(DIKYIOTHCA 32 PI3HUMU O3HAKaAMHU.

3. JIrogm, sIKi MarOTh MOKJIMBICTD 3aIlJIATUTH, BUMAraroTh OLIbIIe KOM(OPTY TiJ Yyac
ITOJOPOKEM.

4. T'oteni MPOMOHYIOTh CBOIM TOCTSIM TaK0X YMOBH JIJIs1 BIATIOUMHKY, 3aHSATh CIIOPTOM,
CIMEHMHHUX 3yCTpiueii Ta 1HII PO3Bar.

5. Torenm y BenMKUX MICTaX 1 B KYpOPTHIM MICIIEBOCTI CTHKAIOTHCS 3 PI3SHUMU
3aMUTaM¥ CBOIX KJIIEHTIB, ajie HE ICHY€E YITKOTO PO3MEKYBaHHS MK PI3SHUMHU BHUJIaMU
roTeJiB, TOMY IO BC1 BOHM MPHU3HAYEHI JIJIsl 33/I0BOJICHHSI MOTPE0 CBOIX MEIIKAHIIIB.
6. l'otem knacudikyroThCsi 3a PI3HUMHU O3HAKaMU, ajeé B OCHOB1 Oyb-AKO1
KJacudikaii JeKUTh SIKICTb MOCIYT Ta 3pYYHOCTI, K1 IPOMOHYIOTHCS TOCTSM.

7. Pi3HI droau BiAJaOTh TNEpeBary pi3HUM yMOBaM MPOXKUBAaHHSA, ajie BCl BOHU
nependayvaroTh, M0 B TOTEN MOKHA OTPUMATH XapuyBaHHS.

8. HoOpo3uunnBe CTaBJIE€HHS OOCITY>KYHOYOro IMEpPCOHANy Ta BHCOKOKBasi(hiKOBaHE
00CITyroByBaHHS BU3HAYAIOTh CTABJICHHS MEIIKAHIIIB O TOTO YH 1HIIIOTO TOTEJIIO.

8. Read the comments of four hotel users talking about what they think is important
in a hotel. Match the comments to the people who made them.
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a) a successful French research scientist who is often invited to speak at international

conferences.

b) a retired banker from the USA.

c) the sales Director of an export company in Turkey.

d) a travel writer for several British newspapers and magazines who also presents a

television programme on holidays and travel.
1. I travel a lot — up to three months a year, so I guess you could say | spend a quarter
of my life in hotels. For me, the ideal hotel has big rooms with comfortable beds and
good facilities — including a business center. It should also be as near the center of
town as possible, but within easy reach of the airport.
2. | love going on vacation, especially in Europe. | worked hard all my life, so | feel
| deserve a little luxury now — and I don’t mind paying for it. If you ask me, a hotel
that doesn’t make you feel really special isn’t a hotel.
3. | like smaller hotels because you can learn more about the country, the people,
and the culture. The staff have more time for you. I think most of the big hotels are
so impersonal. The all look the same. When you are inside them, you can’t tell which
country you’re in.
4. 1t’s my job to visit hotels, not just the de luxe 5-star ones, but also the small family-
run places with only a few rooms. But if you’re asking me personally, the most
important things are polite and friendly staff.

9. A tour operator is describing two different hotels in Sri Lanka to a client.
a) Put sentences in the correct order:

Right, well, there are two hotels that we usually recommend and they are the
Oberoi, which is in Colombo itself, and the Ivory Inn.

I’m not sure, really. Could you tell me a bit about the first one?

Is the Ivory Inn more or less the same?

Good afternoon, May’s Travel. Mary Shark’s speaking. How can I help you?

Yes, please. My name’s John Stevens, and the address i1s 11 London road,
Cambridge.

Is the Ivory Inn actually in Colombo, too?

Thank you very much, good-bye.

No, it’s very different. It’s a private guest house, in fact, not a hotel. It’s got
twenty rooms with ceiling fans, and there are showers, but there’s no hot water. It’s
very simple, really. Would you like me to send you the brochure?

No, it’s about seven miles away. What sort of hotel are you looking for?

Yes, the Oberoi is a first-class hotel, with all the facilities you would expect.
There’s a good choice of restaurants, a pool, large grounds, tennis courts and so on.

All right then, Mr Stevens. I’ll put that in the post this afternoon.

b) Read the dialogue out in the proper order and answer the questions:
Which types of hotels are described in the dialogue?

What facilities do they offer?

What hotel did the client choose? Why do you think so?
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What is your opinion on the both hotels?
Which one would you prefer? Why?

¢) Speak about the way you book hotel accommodation and the things which are
most important to you (the location, price, rating, the quality of service and others).

10. Read and analyse the information from the advertising brochure.
Park Hotels are a group of hotels which serve the South of England and the Midlands,
including five hotels in London. Our aim is to provide the highest standards of service
and hospitality, with the comfort and facilities you would expect of modern luxury
hotels, while preserving the traditional character of the properties themselves. You can
be sure of a warm and friendly welcome wherever you stay.
THE HYDE PARK Towers Hotel

41 - 51 Inverness Terrace, Bayswater, London W2 3JN
1. Following a multi-million pound refurbishment, The Hyde Park Towers Hotel has
been transformed into a luxury business class hotel with every modern amenity.
Ideally located in the heart of the capital on a tree-lined terrace, the hotel is only a few
minutes west of Oxford Street and offers easy access to London’s major business
centers and tourist attractions.
The elegant and stylish surroundings are perfectly complemented by the warmth of
personal service provided by the staff.
2. The hotel offers 115 luxuriously appointed bedrooms including 20 with their own
fax lines. Each has a private bathroom, direct dial telephone, colour television
(including 5 satellite channels), radio, tea and coffee making facilities, hair dryer and
trouser press. You bedroom will provide the perfect environment in which to relax and
at the end of a busy day.
The fines French cuisine is served in the elegant setting of Le Parc restaurant, where
the rich furnishings, pictures and mirrors help to provide a relaxing environment in
which to enjoy a meal. A choice of menus is offered and accompanied by our wine list
to complement your meal.
3. Adjacent to the restaurant, Le Parc lounge offers an ideal venue in which to relax
after a busy day, to meet with friends and colleagues or to enjoy a drink before dinner.
Full table service is provided for cocktails, beers, wines and spirits in traditional
surroundings.
4. To complement the facilities of the hotel, there are three function rooms, suitable for
meeting from eight to four or five. The largest is the Victoria Room, accommodating
up to twenty four people boardroom style and forty five theatre style. Each room is
fully air conditioned and features fax lines, telephone links and a comprehensive range
of presentation features.
Whether dining or business, enjoying an intimate meal for two or a celebration dinner,
the attentive service in Le Parc restaurant will provide for a rewarding experience.
5. Inverness Terrace is just off the Bayswater Road, a short walk from the rural beauty
of Hyde Park. Queensway tube station is a few minutes’ walk from the hotel and serves
the Central line, providing a direct service to Oxford Circle Chancery Lane and St
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Paul’s. Queensway itself is a busy shopping centre and fast road and rail links to
Heathrow airport are within easy reach of the Hyde Park towers Hotel.

SPEAKING
11. Discuss the facilities offered by the hotel.

12. Act out a telephone conversation with the receptionist of the Hyde Park Towers
Hotel.

WRITING
13. Write a similar description of hotel facilities for an advertising leaflet.

MAKING A ROOM RESERVATION

Welcome to the Royal Point Hotel’s online reservation system. This website
makes reserving the perfect room quick and easy. e

RS SO R SERR i

Reservation Basics Please note that during the high season, room
Select your dates: preferences will be subject to availability.
Check-in Now that you've chosen your room, please tell
Check-out us what kind of bed you prefer:

Number of rooms: — Two double beds __ King-sized

Number of guests: Aduits  Children Based on the selections you have made, we
Reservation Details estimate the room raEeA If you are e[igible for :
The Royal Point Hotel offers a variety of discounts or §pec|a| offers, notify the front ¥
different rooms. Select your preferences: desk upon arrival. Lower rates may be

Garden view __ Ocean view __ available during the off-season.

Deluxe suite (includes kitchenette) Calculated rack rate:
Smoking/Non-smoking $ ___per nigh

~ i WEIN

¥ ocean view e

— e T e

READING
14. Read the text on a hotel website, and then choose the correct answers.
1 What is the main purpose of this web page?
A to describe the hotel grounds and surrounding areas
B to help guests book a room at the hotel
C to inform guests of a reservation policy change
D to offer discounts to the customers
2 According to the website, the hotel...
A requires guests to confirm their reservation by phone
B does not allow smoking in guest rooms.
C charges more money for traveling with children.
D offers special pricing during certain times of the year;
3 Which of the following is NOT true of the hotel's reservation
A It lets guests book rooms through the Internet
B It shows the approximate of the room
C It provides the room rate for discounted rooms
D It allows the guests to express a room preference
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VOCABULARY PRACTICE

15. Complete the words or phrase that is similar in meaning to the underline part
1. Clarissa rented a type of room from which quests can see a plane where plants
grow because she enjoys looking at flowers.

a__e_ _ie_room
2. The hotel is nearly empty because it is a time when few people travel.

f aso

3. Mr. Keller rents a room with a small space to cook meals so he can prepare his
own food throughout the trip.
k _ch tt
4. During the time when many people travel, it can be hard to find a hotel room.

i s S
5. The Khan family received a special reduced rate because they rented more than
five rooms.
6. Stephanie forgot her coupon and had to pay the full price of a hotel room without
any discounts.
__ckr__

16. Match the words and phrases (1-6) with the definitions (A-F).

1_ subject to 4 _upon arrival
availability -

2 _ocean view 5 special offer

3 _eligible 6 room preference

A pricing that is not always available

B when you get somewhere

C to be qualified for something

D being able to see the ocean

E depending on whether there is enough of something
F the kind of room a customer wants

17. Listen and read the passage again.
What must you do to get a cheap rate at the hotel?

LISTENING

18. Listen to a conversation between a customer and a hotel booking agent. Then
(/) check the choices that the customer makes.

1 O deluxe suite 3 o king-size bed

2 0 double room 4 O ocean view

19. Listen again, and fill in the blanks.
Booking Agent: Good afternoon. You've reached the Royal Point Hotel. How may |
help you?
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Customer: Hi-I"d like to 1 for the month of July.

Booking Agent: All right. 2 guests will be staying in the
room?

Customer: I'll be traveling with my husband and three children.

Booking Agent: Excellent. How many beds 3 ?

Customer: Well, at least two.
Booking Agent: Okay. There are double rooms 4
available. Or if you want more space, you can take a

deluxe suite.

Customer: That sounds good, but I'll 5 the double room. Also, |
want to use a coupon for a discount.

Booking Agent: Very well. Well charge you the 6 right now.

Customer: When will I get the discount?
Booking Agent: You’ll receive the discount when you check in. Just remember
to give your coupon to the clerk at the desk.

SPEAKING

20. With a partner, act out the roles below, based on the dialogue from Task 7.
Decide who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:
I'd like to make a reservation. How many guests... ? There are... rooms available.

Student A: You are a booking agent. Help Student B reserve a room. Ask
questions to find out:

* how many people in the room

* how many beds

» what kind of room

Student B: You are a hotel customer. Answer Student A’s questions. Make up
details for your desired reservation.

WRITING

21. Use the conversation in Task 8 to fill out the hotel reservation form. Make up a
name for the guest.
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Check-in date:
Check-out date:

Name:

Number of guesis:
Number of rooms:

Room preferences:

LOYALTY PROGRAM

The Royal Point Hotel valugs its repeat customers. To show our

o/ appreciation, we present the exclusve Royal Point Hotel Loyalty
LOyalty P rogram Program. Loyalty benefits make your stay at any Royal Point Hotelbetter
As a loyalty member, you gain points each time you enjoy a night - member. You add the beneft of quaranteed 100 availapﬂity and
in one of our hotels. And when you travel with partner aifines, free room service. The highest membership level gives you

your points add up. The more points you eam, the greater your  access to even more benefits. Platinum members also eam
rewards. complimentary stay, plus early checkin.

Loyalty members enjoy many benefits. Siver-level members love  As a member of our loyalty program, you know you are our most
our turndown service. Double your points and become a Gold  important customer. Enroll today!

READING

221. Read the brochure from a hotel, and then mark the following statements as true
(T) or false (F).

1 _The loyalty program offers rewards to use at the airport.

2 Traveling by airplane can help loyalty members get more benefits.
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3 _Members at the highest level get a free night at the hotel.

VOCABULARY PRACTICE

23. Fill in the blanks with the correct words: exclusive, early check-in, complimentary,
partner, repeat customer, access.

1 Ms. Clark travels frequently and is a at the hotel.

2 Only very important people are allowed in this___ restaurant.

3 She didn’t have to pay for the meal because it w as

4 Guests earn points by flying with the hotel’s airline.

5 This key card gives guests to all the hotel entrances.

6 Greg arranged a(n)-------- at his hotel because his flight arrived at 7 in the morning.

24. Match the words and phrases (1-6) with the definitions (A-F).

1 level

2 enroll

3 loyalty program

4 turndown service

5 reward

6 guaranteed
A a system that provides benefits for people who use a service often
B an act that involves getting a bed ready for guests to sleep in before they arrive
C promised
D to become a member of a group E a measure of achievement
F something given in return for doing something good

25. Listen and read the brochure again.
What do you need to become a Gold loyalty member?

LISTENING

26. Listen to a conversation between a hotel guest and a front desk clerk. Then
answer the questions.

1 What does the front desk clerk offer the guest?
A a discount on her next visit

B a membership to the loyalty program

C a higher level of membership

D a special offer to upgrade her room

2 What will the woman probably do next?

A request room service

B book a room for a future date

C show the clerk her membership card

D join a reward program for return guests

27. Listen again, and fill in the blanks.
Clerk: Good morning, Ms. Jones. Did you have a good night?
Guest: Oh, yes! It was great. The 1 here is excellent.
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Clerk: You know, as a 2 member, you can get room service
for free.

Guest: Really? Does it cost me anything3 __ ?

Clerk: No, the program is our way of thanking you for staying at our hotel.

Guest: Can you tell me more about it?

Clerk: Well, you start as a silver-level member. So you get 4
, like the turndown service. When you get more points,
you can be a higher level member.

Guest: How do I 5 ?

Clerk: It’s pretty easy. Every time you check into one of our hotels, you earn points.
We even have partner airlines. When you fly with Royal Jet you get points, too.
Guest: That sounds really good; I travel a lot 6
Clerk: Would you like to sign up? | can give you a 7 card right now.
Guest: Yes, I think that’d be great!

Speaking
28. With a partner, act out the roles below, based on the dialogue from Task 7. Decide
who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:

Does it cost me anything to join? As a loyalty program member,... How do | earn
points?

Student A: You are a guest. You want to know about the hotel's loyalty program. Ask
Student B questions to find out:

* how to become a member

* what member benefits are

* how to earn points

Student B; You are a front desk clerk. Answer Student A’s questions. Make up a name
for the guest.

WRITING
29. Use the brochure in Task 1 and the conversation in Task 10 to create an overview

of one level of the loyalty program that guests can join, including a starting level of
points.
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@ Loyalty Program

\ List of benefits:

How to earn points:

Total points:

Dear Mr. Wilson,

| | am writing in reference to your inquiry about guest room availabilities at the
Royal Point Hotel. | am pleased to say that we were able to reserve a room for
you for the dates you requested. Below, please find the information you will
need in order to check in:

- Confirmation number: G10232
Date of amival: March 23 Date of departure: March 25

| The base rate is $99 per night. However, you made a special request for an
| upgrade to a room that is adjacent to the outdoor swimming pool. Thus, the
cost will be $109 per night.

The room will be ready for occupancy at 2 pm. However, if you need to occupy
the room before that, please contact the front desk to arrange for an early check-in.

Please review the information carefully. If any of the information is incorrect,
please respond to this email or call me at 1-800-555-9000. We are looking
forward to your stay with us.

Respectfully,

Mrs. Ann Logan, Booking Agent, Royal Point Hotel

READING

30. Read the email from a hotel booking agent to a hotel guest, and then choose the
correct answers.
1 What is the purpose of the email?
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A to apologize for not being able to fulfill a special request
B to ask the guest for more information about the reservation
C to inform the guest that some hotel features are not available
D to make sure that the guest's reservation details are correct
2 The email advises the guest to contact the booking agent if...
A he needs to make another reservation.
B the details of the reservation are wrong.
C he plans to occupy the room before the check-in time.
D he is unhappy with the service at the hotel.
3 What is probably true about Mr. Wilson?
A He has stayed at the Royal Point Hotel before.
B He will arrive before 2pm on March 23rd.
C He is willing to pay more in order to be near the pool.
D He has not contacted Ms. Logan in the past.

VOCABULARY
31. Match the words and phrases with the blanks.
1 base rate / special request

A Most guests are placed in standard rooms unless they make a for a
different type of room.

B Darrell paid twice the in order to stay in a room with a balcony.

2 inquiry / confirmation number

A Sam sent the company a(n) about the cost of replacing the carpet in
his home.

B The letter included a(n) _ which will help hotel employees find details

about Janie’s reservation.
3 confirm / respond

A Ms. Kelly took a long time to to the email because she was very busy at
work.
B Peter called the booking agent to the details of his reservation.

32. Complete the words or phrases that are similar in meaning to the underlined
part.

1 | wrote an email to Mr. Trager about the questions he asked me earlier.

_th_ e e _nc

2 As a worker responsible for making reservations. Sally has to know all of the current
room rates.

_00_in_a_ 't

3 The housekeeper prepared the room for people to stay in.

____u__ncy

4 Leslie stays in a room that is next to the elevator.

__jac_nt
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33. Listen and read the email again. What will the bill for Mr. Wilson’s stay be?

LISTENING

34. Listen to a conversation between a hotel employee and a guest. Mark the
following statements as true (T) or false (F).

1 Ms. Logan works at the front desk of the hotel.

2 Mr. Wilson changes his departure date.

3 The woman says she’ll call back later with the confirmation.

35. Listen again, and fill in the blanks.

Agent: Thank you for calling the Royal PointHotel 1
Department. This is Ann Logan speaking.
Guest: Hello, Ms. Logan. This is Mark Wilson.

Agent: Good morning, Mr. Wilson. How 2 you?
Guest: | received the 3 this morning. Thank
you.

Agent: Wonderful! Was all of the information correct?

Guest: Actually, I did find one problem.

Agent: What was it?

Guest: The 4 - IS not right.

Agent: | can fix the reservation for you right now. What date are you 5 ?
Guest: On March 26th.

Agent: Okay, Mr. Wilson. I've made that change to the departure date.

Guest: Will you send me a new confirmation?

Agent: Yes, Sir. I’'l1 6 it to you right now.

SPEAKING
36. With a partner, act out the roles below, based on the dialogue from Task 6.
Decide who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:

How can | assist you? | did find one problem. Will you send me a confirmation?
Student A: You are a customer. Talk to Student B about:

* a problem with your hotel reservation

* how the new confirmation will be sent

Make up a name for yourself.

Student B: You are a hotel employee. Listen to Student A’s problem. Then come up
with solutions and answer his or her questions.

Make up a name for yourself.

WRITING

37. Imagine that you are a hotel booking agent. Use the information from Task 7
and the email in Task 1 to write a new confirmation to a guest of the hotel (100-120
words). Make sure to include the following information.
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UNIT 18
HOTEL AND MOTEL CHAINS
READING
1. Read and translate the text.

The fast development of means of transportation resulted in a corresponding boom
in hotel construction. This rapid construction of new hotels led to the emergence of
hotel chains as a dominant force in the accommodation industry.

The hotel chains have several competitive advantages over individually owned
and operated establishments. One of the most important advantages is having the
resources to spend more money on advertising. The hotel chains have advertising and
public relations personnel on their corporate headquarters staffs, who give valuable
advice and support to their colleagues in the individual hotels. The headquarters staff
usually has more overall influence with the information media — newspapers,
magazines, radio and television — than is possible for staffs in the individual hotels.

The most important and most obvious advantage is the increased efficiency in
making and controlling reservations, when a chain is owned by an airline, the traveller
can make his reservations for flights and for hotel rooms at the same time and place.

Another advantage comes from the standardization of equipment and operating
procedures. The chains publish detailed manuals that specify procedures to be
followed even in such tasks as making beds and setting tables. This results in a very
visible degree of uniformity between the hotels in the chain. The travelling public has
an excellent idea of what kind of accommodations and service to expect. Even when
the different hotels in the chain are not tightly controlled by a central office, there is
usually an inspection system in order to guarantee that the overall standards are met.

Another advantage for the chains is the increased sales potential for conventions.
Some convention salespeople work in the corporate headquarters and promote the
whole chain rather than one hotel. In this way the sponsoring group can hold its
meetings in one location one year and another the next, while at the same time receiving
the assurance of very similar service and costs. Since it's commonly accepted now that
conventions should combine business and pleasure, the practice of changing locations
every year is very attractive to many sponsoring groups.

Another of the strengths of the chain system consists in the superior planning and
design of hotels. The benefits begin here even before the location is selected because
the chains have access to expensive market research data on site selection and size
of the hotel.

The large chains employ architects and interior decorators who specialize in hotel
work. Many chains often hire consultants to advise them. The chains can either use
their expert knowledge directly to build their own hotels or pass it along to others
when they participate in a joint venture, a management leasing arrangement, or a
franchising operation.

Hotel design poses special problems in such matters as size and location and their
relationship to each other. For example, the space allotted to service and storage areas,
which must be adequate but not excessive, may make the difference between the
profitability and unprofitability of the operation. In the interior design the use of
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furniture, fabrics, and equipment that have been tested can sharply cut maintenance
costs. From the time that construction of a new facility is decided on, the experts at
corporate headquarters can give valuable advice and help so that the design of the hotel
will contribute to its success.

Chain management also increases the efficiency of the total organization in
many ways. For example, it permits very large bulk purchases for some kinds of
equipment and supplies which result in economies of scale.

The accounting and auditing systems of the chains are centralized. A
centralized personnel office for managerial and technical positions throughout the
chain also provides an advantage in securing competent people.

2. Answer the following questions:

1) What factors led to the emergence of hotel chains?

2) Why are they more competitive than individually owned and operated
establishments?

3) Why do hotel chains spend more money on advertising? What methods do they use
in promoting their business?

4) How important is the increased efficiency in making and controlling reservations?
5) How does the standardization of equipment and operating procedures influence the
success of a hotel chain?

6) How are overall standards ensured?

7) How does the sales potential for conventions improve if the whole chain is
promoted?

8) In what way do sponsoring groups arrange their events? What practice seems very
attractive to them? Why?

9) What is the most obvious strength of the chain system in terms of planning and
design of new hotels?

10) What enables the large chains to benefit in every way when they build their own
hotels?

11) In what case can large chains share their expert knowledge?

12) Why does hotel design pose special problems?

13) In what way can maintenance costs be cut?

14) How does chain management increase the efficiency of the total organization?
15) What do economies of scale mean?

16) What is the advantage of a centralized personnel office?

3. Sum up what you have learned from the text about:

the emergence of hotel chains;

the competitive advantage in advertising for hotel chains;

the importance of meeting overall standards in all hotels in the chain;

the increased sales potential for conventions; the benefits in planning and design
of hotels;

the ways to cut costs and increase the efficiency of the total organization;
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4. Find in the text words or phrases which correspond to the following definitions:
1. A business that has several outlets. Many hotels are owned by corporations that own,
operate or manage a large number of establishments.

2. A method by which hotel chains have expanded. This involves joining with local
businessmen in investing in a new hotel.

3. A license to operate an enterprise under a corporate name and usually with standards
established by the licensing corporation. This is yet another way in which hotel chains
have grown.

4. A person or firm hired on a fee basis to give advice or carry out work for a limited
period. They are often called in by hotels for such purposes as accounting, in-terior
design, landscaping, advertising and so on.

5. Purchase of supplies and equipment in very large quantities, usually at a considerable
saving.

5. Match the following definitions with the words in the box.

1) suit 5) penthouse 9) junior suite

2) family room | 6) connecting or adjoining rooms | 10) lounger or sitting room
3) twin room 7) double room (Am. E. - parlor)

4) single room | 8) triple room

a) A room occupied by one person;

b) A room with one large bed for two people;

¢) A room with two single beds for two people;

d) A room with three single beds, or a double bed and a single bed, suitable for
occupation by three people;

e) A set of two or more rooms including a bedroom and a sitting-room;

f) A large room with a partition to separate the bedroom area from the sitting room
area;

g) A well-furnished and luxurious suite at the top of the building;

h) A room with four or more beds, particularly suitable for a family with children;

1) A room not used as a bedroom, where guests may read, watch television, etc.;

J) Two or more rooms with a door to allow access from one room to another.

6. Study the vocabulary which is useful in describing hotels and hotel facilities. Give
your explanation of the words in the list.

Example: adjoining next to each other
air-conditioned with temperature and humidity controlled

access economy shower
accommodation expand wash basin
amenities facilities sanitary facilities
balcony fee spacious
budget grade sparsely furnished
buffet service high season sofa
bungalows hospitality staff
business center lodge storey
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cabin luxurious suite

chain magnificent terrace
conveniences partition toilet
central heating permits trainee

(official documents)
connected range view
convertible resort well-furnished
elaborate reasonable within easy reach

7. Complete these sentences spoken by a hotel manager.
1. All our rooms have

2. They all have a anda .

3. Our single rooms are very c--f--t--I-.

4.0Orforreal |, let's suppose you have a sales conference. You could _ up your
sales staff and put them into __ rooms.

5. For something more ____, we can offer our special .

6. It has its own private , Where guests can sit outside and enjoy the view over
the lake.
7.1 can recommend our Western . Fromthe ___ there's a magnificent view over

the whole countryside.

8. Answer the clues and find the hidden word. All the answers are connected with
accommodation. The first one is done for you.

1. At the Mountain Lodge small (6)
2. The President stayed in a of six rooms on the top floor of the hotel. (5)
3. If you have a family, you should think about staying in a self-catering that
has three bedrooms, a kitchen and a bathroom. (9)
4. At the Paradise Hotel in Sochi, you can rent a double room or a separate in
the grounds. (7)
5. We took our tents and stayed in a lovely which had all the facilities we
needed. (8)
6. We stayed in a marvelous hotel that even had to keep your horse in. (7)
7. I'd rather stay in a five-star than in a bed and breakfast. (5)
8. Our room doesn't have a bath, but at least there is a . (6)
1
2
3
4
5
6 |
7
8
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. Give English equivalents for:

. IIMPOKUH CTIEKTP TOTEIBHUX MTOCTYT

. TIEpeBaru MEPeKEeBOI CUCTEMH TOTEIIB

. CTIpUATIIMB] YMOBH JUIs BIMOYUHKY (one word)

. IHTyCTpisi TOCTUHHOCTI

. IPOCTOPi HOMEPH

. YMOBH JIJIs1 IPOBEJICHHS 3'13/11B 1 KOH(epeHIIiii

. OpaTu y4acTb B CTBOPEHHI CIIJIbHUX MIANPUEMCTB

. IpuOYTKOBICTH Oi3HECY Ha OCHOBI (PpaHIINU3H

9. BCi cydacHi 3py4YHOCTI: IIEHTPaJIbHE OIMAJICHHS, MYIIOBa, BaHHA KiMHATa, KyXHs 3
yciMa MPUCTOCYBaHHIMHU

10. po3mmproBaT aCOPTUMEHT ITOCIYT

11. maBunryBaTH €(pEeKTUBHICTD YCiX CITYKO

12. MaTu MBUAKUAN JOCTYI A0 JAHUX JTOCHIJDKEHHS PUHKY

13. BuOpatu miciie 15t OyIIBHUIITBA HOBUX KOPITYCIB TOTEIIO
14. 3HU3UTHU EKCIUTyaTalliiiHl BUTpaTH

15. HOMepa, 10 JIETKO MEePETBOPIOIOTHCS B IIOBUN LIEHTP

16. no6pe o61aIHaHI HOMEPH KJIacy JOKC

17. Miciie THMYacOBOTO MPOXKUBaHHS (one word)

18. momipHa oriaTa (pO3IIHKH )

19. nokiaaHi1 IHCTPYKIIi, IO BU3HAYAIOTh po00Ul oneparlii 1o 00CIyroByBaHHIO
20. 1OTOBIp MPO JOBTOCTPOKOBY OPEHIY

O NON N W~ O

10. Read the dialogue between two former colleagues working in hotel business, who
meet at the annual Hoteliers' Conference.

John: Hello, Tom!

Tom: How nice to see you, John! | haven't seen you for ages!

John: No, not since I left the Hyde Park Towers. It must be four years. You're not still
there, are you?

Tom: [I'm the General Manager, actually. Congratulations! You've done well! Thank
you. What are you doing here?

John: Oh, I'm still involved with hotels. I'm a partner in a company that builds leisure
facilities — swimming pools, saunas, tennis courts, that sort of thing. | can't interest
you in a pool, can I?

Tom: I'm afraid you're too late. We've already got one. We've made quite a few
changes since you were there. We built a large extension a couple of years ago with a
pool, fitness center, solarium-and sauna. We've opened a couple j of tennis courts. It's
a pity we didn't know about you. We might have been able to give you some business.
John: Well, I've only been there for a little over a year. But tell me, you must be doing
pretty well, then?

Tom: Yes, things are a lot better than they were four years ago, that's for sure. You
know there was a take-over about a year after you left?

John: Yes, I heard.
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Tom: Well, they've put a lot of money into the hotel, and it really looks great now.
Our rooms are far more comfortable and we offer the best facilities in the area. So of
course we can charge higher prices. It's certainly paying off— occupancy rates are
right up!
John: Well, it was about time. What about those old family rooms in the annexes?
Tom: Last year, we converted them into business apartments and a business center.
John: Really? Good idea. A lot of hotels are going that way.

Tom: We're hoping to open a suite of conference rooms in the next year or two.
John: Well, the old Towers certainly sound a different place!

Tom: Yes. We've expanded the restaurant too.

John: Who's the chef? It's not still Jovanni, surely?

Tom: Heavens, no! He's gone back to Italy. No, in the end we hired a top French chef,
Marcel. Have you heard of him? He's been with us for more than three years now, and
he has certainly made a difference. You must come and have a meal with us some time.
John: Yes, I must. It's just a pity I can't sell you a swimming-pool.

11. Answer the questions:
. How long haven't they seen each other?
. Why did John congratulate Tom?
. What line of business is he in?
. How long has John been in the leisure facilities business?
. Why doesn't Tom need the services of John's business?
. How have the things changed in the Towers Hotel? What contributed to its success?
. Why can they charge higher prices now?
. How have they changed the annexes?
. What are their plans for further improvements?
10. How long have they had a new chef?
11. What has he done for their restaurant?

©Coo~NOoO UL WN -

12. Sum up the information about the facilities in the Hyde Park Towers Hotel.

13. Write Sentences about the renovation at the Marble Hotel using the Present
Perfect.

Example: repaint / all / rooms

The new owners have repainted all the rooms.
a) put/ new baths/ all /bathrooms

b) replace/ all / old beds

c) take down / old wallpaper

d) change / all / pictures

e) lay / new carpets

f) install / color TVs/ all / rooms

g) spend / a lot of money / curtains and fabrics
h) build / new cupboards / all / rooms
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14. Read a tour operator's report about a visit to the Marble Hotel. Put the verbs into

appropriate tenses.

REPORT: Marble Hotel

We 1) (visit) the Marble Hotel in July 2002, when we 2) (decide)

that we would not feature the hotel in our brochure. There 3) (be) a

number of reasons for this: the rooms 4) (need) upgrading, we 5)

(feel) that the stan-dard of service 6) (not/be) good enough, and the hotel 7)

(not seem) to be well managed.

However, a great deal 8) (change) since 2002, and the hotel is now under

new management. They 9) (redecorate) all the rooms and they 10)

(make) the restaurant much more comfortable and attractive.

They 11) (also/build) a new pool. They 12) (start) work on a

new extension which should be complete by April next year, and this will bring the

number of available rooms to 200. The new manager 13) (introduce) an

incentive scheme for the staff, 14) (increase) salaries, and 15) (send) a

number of employees on training courses, and as a result the level of service 16)

(improve) a great deal.
The restaurant is gaining a good reputation. The new chef 17) (be) at the
hotel for three months, and will clearly maintain high standards of cuisine. He 18)
(train) in Paris a few years ago, and then 19) (work) at the

Tour d'Argent. Since his arrival, he 20) (create) a new menu and 21)
(hire) a new maitre d’hoétel to train the waiters. We 22) (have) a

meal at the restaurant last night and 23) (think) the standards were excellent.

We therefore recommend that we feature the Marble Hotel in next year's brochure.

15. Read out the report again and find the phrases which mean the same:
. TIOMICTUTH 1H(HOPMAIIiIO TTPO ToTell B Opoirypi

. MU 3HAUIILIH, 110 PIBEHb OOCTYTrOBYBaHHS HEJOCTATHHO BUCOKHIA

. KIMHaTH MOTPiOHO OyJI0 MOJIEpHI3yBaTU

. YIPaBJIiHHS rOTejIeM OYyJI0 He Ha BHCOTI

. 3apa3 B roTeji 3MIHUIOCS KEPIBHUIITBO

. 6araTo 110 3MIHUJIOCS Ha Kpallle

. KIMHaTH BIJPEMOHTOBaHI

. pecTopaH cTaB OUIbILI 3pYYHUM 1 IPUBAOTUBUM

. ToOy1oBaHuUM OacelH

10. mouanucst po6oTH 3 OyAIBHULITBA PUOYIOBU

11. kinBKICTH HOMEPIB B €KCILTyaTallii 3pocte 10 200

12. HOBE KEpIBHUIITBO BBEJIO 320X0UYBaIbHY CXEMY JIJIsl CIIIBPOOITHUKIB

13. 301pIIMIIHMCS 3apIUIATH, 1 psiZi CHIBPOOITHUKIB OYJIM CIIPSIMOBAHI HA HABYAHHS
14. piBeHb 00CITyTOBYBaHHSI 3HAUYHO 3piC

15. pemyTartis pecTopany 3pocTae

16. HOBHII TIep-KyXap MIATPUMYE BUCOKUN PIBEHb MPUTOTYBAHHS CTPaB

17. BiH CTBOPUB HOBE MEHIO 1 B3B Ha pOOOTY METPAOTEsS JJIsl HABYaHHS O(iIliaHTIB
18. BiAMIHHY SKICTb 1K1

020 DNk~ WP

O
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16. Many guests have special needs. What extra facilities would the following people
require or find useful? Match with the column on the right.

1. a person in a Wheelchair a) Organized games and activities
2. an elderly person b) nappy-changing facilities

3. a family with a baby C) a resident nurse

4. a family with young people | d) push-chairs

5. a blind person e) special wide doors

f) a courtesy bus to the town center
g) ramps at all stairs

h) a playground and a playroom

1) hoists in bedrooms

J) lifts to all floors

K) notices in Braille

I) a low-level front desk

17. Match a word in A column with a word in B column. Complete the sentences
using the pairs.

A B

a) play 1. access

b) safely 2. size

C) stair 3. nurse

d) kind- 4. rail

e) resident 5. bus

) wheelchair 6. changing

g) nappy- 7. lift

h) courtesy 8. room
1. It the Weather is bad, the children at the hotel can use the on the ground floor.
2. In order to cater for guests who have babies, we have installed facilities
in the toilets.
3. There's no need to get a taxi from the airport. We provide a :
4. Because many of our clients are elderly, we have a in case they need

medical attention.
5. As the stairs are quite steep, we have fitted a

6. One of the toilets on the ground floor has been Wldened to provide for
disabled guests.
7. A number of our rooms now have beds as we have had complaints that

the beds were too small.
8. We decided that the cheapest way of giving people in wheelchairs access to the first
floor was to install a

18. A potential guest is phoning a country house hotel about differences between the
rooms. Complete the sentences using degrees of comparison.

Hotel: Good afternoon, Farmer Court Hotel. How can | help you?
Guest: Good afternoon. I'm phoning to ask you about the three suites you feature in
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your brochure — the Yellow, the Silver and the Pink. I'm trying to decide which one
would be 1) (suitable) for me. Are they all more or less the same?
Hotel: No, they are all individually designed. I'll start with the Yellow suite — it has
a single bed, a sitting-room and an en-suite bathroom. It costs £ 70 per night, so it's 2)

(cheap) of the three suites, but of course it is also 3) (small) of the
three because it is for one person.
Guest: How much 4) (big) are the other two?
Hotel: About twice the size. The Silver is quite a lot 5) (spacious) than the
Yellow, and has a double bed, en-suite bathroom, and a small dining-room. It's a little
0) (expensive) and costs £ 85 per night per person, but that does not include
dinner for two. It's the only suite on the top floor, so it has 7) (good) view
of the city.

Guest: And what is the Pink Suite like?
Hotel: Well, it's £ 105 per person per night including dinner, so it's our 8)

(expensive) suite, but it's also our 9) (popular) one and reservations need to
be made well in advance. It is 10) (large) than either the Yellow or the
Silver, and its 11) (quiet) than them because it's at the back of the hotel.

Guest: Thank you very much. I'll be in touch again soon.

19. Read out the dialogue again and sum up the information about the suites. What
suite do you think the guest will choose? Why do you think so?

20. Read the three dialogues between a prospective guest and the information desk
at three different hotels. Decide which class of a hotel is offered in each.

Dialogue 1

Caller:  And what about the  facilities  within  the  rooms?
Receptionist: OK. The rooms are on the third floor over-looking the park. They are
en-suite with bath and shower in each. All our rooms have a color television and a
telephone in them. There are coffee-and tea-making facilities. There's a mini-bar and
trouser press, too.

Dialogue 2

Caller: What facilities do your rooms offer?

Receptionist: Well, the rooms you're interested in are quite unusual. First of all, let me
say, they're on a split level. This means you go up to the sleeping area and then down
f again to the bathroom. They have beautiful crystal chandeliers and still have the
original high ceilings from the time it was; a country home. And, of course, they're
fitted with all the necessary features of a modern hotel.

Dialogue 3

Caller: And what are the rooms like?

Receptionist: They're medium-sized, 1 suppose. They're traditional, ... homely.
There's plenty of wardrobe space and the ladies like them because they've got large
full-length mirrors in each. What else can | say? Oh, well, the rooms facing south have
a view, of the bay. That's about it, | think.
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21. Act out a similar dialogue, enquiring about the facilities at the hotel you're
planning to stay at.

22. Read the story about staying in a motel. Analyze and discuss the information.

The site was a good one for tourists. There was this road through the forest and
halfway along it was a small lake, called Dreamy Waters, that was a traditional favorite
with the picnickers.

It was on the southern shore of this lake that the motel had been built, its reception
lobby facing the road.

There were forty rooms with kitchen, shower, and lava-tory, and they all had some
kind of view of the lake behind them.

The whole construction and design was the latest thing — air-conditioning,
television in every cabin, children's playground, swimming-pool, golf range — all the
gimmicks*. Food? Cafeteria in the lobby, and grocery and liquor deliveries twice a
day from Lake George. All this for ten dollars single and sixteen double.

Those dreadful Phanceys took me on as receptionist for only thirty dollars a week
plus keep. What a couple! It seemed their receptionist had walked out twenty-four
hours before and, what with the housekeeping and tidying up before they closed the
place for the season, they would have no time to man the desk*.Would | care to take
on the job of receptionist for the final two weeks —full board*and thirty dollars a week?

Now it happened that | could do very well with those sixty dollars and some free
food and lodging. | had overspent at least fifty dollars on my tourist spree*, and this
would just about square my books. Besides, this was the first job | had been offered on
my travels and | was rather curious to see how | would make out. Perhaps, too, they
would give me a reference at the end of my time, and this might help with other motel
jobs on my way south. So, | said the idea would be fine. The Phanceys seemed very
pleased and showed me the registration system, told me to watch out for people with
little luggage and station wagons*, and took me on a quick tour of the establishment.

The business about the station wagons opened my eyes to the seamy side*of the
motel business. It seemed that there were people, particularly young couples just
married and in process of setting up house, who would check in at some lonely motel,
carrying at least the minimum "passport"” of a single suitcase. This suitcase would in
fact contain nothing but a full set of precision tools, together with false license plates*
for their roomy station wagon that would be parked in the carport alongside their cabin
door. After locking themselves in and waiting for the lights to go out in the office, the
couple would set to work on inconspicuous things like loosening the screws of the
bathroom fixtures, the anchoring of the TV set, and so on.

Once the management had gone to bed, they would really get down to it, making
neat piles of bedding, towels, and shower curtains, dismantling light-fixtures, bed-
frames, toilet seats, and even the Johns themselves if they had plumbing knowledge.
They worked in darkness of course, with pencil flashlights, and, when everything was
ready, say around two in the morning, they would quietly carry everything through the
door into the carport and pile it into the station wagon. The last job would be to roll up
the carpets and use them to cover the contents of the station wagon.
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Then change the plates and softly away with their new bedroom suite all ready to
lay out in their unfurnished flat many miles away in another state!

Two or three hauls like that would also look after the living-room and spare
bedroom, and they would be set up for life. If they had a garden, or a front porch, a few
midnight forays around the rich out-of-town "swimming-pool" residences would take
care of the outdoor furniture, children's heavy playthings, perhaps even the lawnmower
and sprinklers.

Mrs. Phancey said that motels had no defense against this sort of attack.
Everything was screwed down that could be screwed down, and marked with the name
of the motel. The only hope was to smell the marauders when they/ registered and then
either turn them away or sit up all night with a shotgun.

In cities motels had other problems — call girls who set up shop, murderers who
left corpses in the shower, and occasional hold-ups for the money in the cash register.
But I was not to worry. Just call for Jed if | smelled trouble. He could act real tough
and he had a gun.

And, with this cold comfort, | was left to ponder on the darker side of the motel
industry.

(adapted from "The Spy Who Loved Me" by lan Fleming)

NOTES:
all the gimmicks  sl. Facilities
to man the desk  to hire someone as a receptionist
to man= to fill the vacancy
full board free food and lodging
on tourist spree  spending too much money on travelling
nopien. 0N a shopping
spree — spending
too much money on
a station wagon  a big, roomy car which can be used for carrying bulky luggage
the seamy side of something  the unpleasant, dark things which are usually hidden
from outsiders (cpasn. usnanounas cmopona)
false license plates  ¢danbiuBsie, mOAACTbHBIE HOMEPHBIC 3HAKHA HA aBTOMOOMIIE

23. Answer the questions:

1) Why was the motel attractive for tourists? Why did the girl accept the offered job?
2) What did she learn about the seamy side of the motel business?

3) What risks did the motel owners run How did they try to protect their business?

4) What do you think is the most effective way of avoiding this kind of trouble'?

5) Do you find the situation typical for hotels in Russia?

6) What things worry hotel managers in Russia?

24. Give your views on development of motel industry in Ukraine.

25. Render the newspaper story in English.
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UNIT 19
HOTEL MANAGEMENT
READING
1. Read and translate the text.

The head of a hotel may go by any of a variety of different title, such as general
manager, managing director, or resident manager. We will refer to this person as the
manager.

The manager is responsible for establishing the policies and procedures of
operation for the hotel and for seeing that they are carried out. In other words, he is the
boss. In a small hotel, he may be the owner or co-owner; in a large hotel, he is probably
a professional hotelman, or hotelier, to use a French word that is popular among hotel
people.

A hotel manager is a business executive and this means that he must have a
knowledge of accounting, tax and business law, sales and promotion, public relations,
as well as a command of the traditional services and functions of the hotel itself. In
earlier times, experience alone was considered the appropriate background to attain the
position of manager. Today, however, many universities and special schools give
courses in hotel management and administration.

The first specialized hotel schools were located in Switzerland, a country with a
long tradition both of tourism and of superior hotels. Swiss hotel schools still provide
education that emphasizes work experience rather than theory and business
administration.

The personal influence of the manager varies from hotel to hotel according to the
policies of the owners.

In a chain-operated hotel, for example, the manager usually must work within a
specific, tightly coordinated framework. In other hotels, he may exercise much greater
control, not only in carrying out policies, but also in setting them. Many hotels become
famous because of the distinctive personality that is given to them by their managers.
In a very real sense, the manager is the host who offers the hospitality of this
establishment to his guests.

In seeing that of the activities of the hotel run smoothly and efficiently, the
manager carries out routine spot checks, often on a daily basis, of different aspects of
the hotel’s operation. He also deals with unusual problems as they occur.

In a large hotel, the manager coordinates the work of the department heads who
supervise housekeeping, advertising and promotion, food services, and the rest of the
operation. The manager’s working relationship with these people contributes
significantly to the smooth functioning of the hotel.

Hiring and training are two other vital responsibilities of the manager. The
personality, experience and expertise of every employee in a hotel is a matter of
importance in a business where courtesy is one of the major services. The reference
given by job applicants must be carefully checked, and a watchful eye must be kept on
their performance after they have been hired.

Continuing in-house training programmes, either formal or informal, are
customary in large hotels in order to maintain the standards of the establishment.

42



Training in the fundamentals may extend to all the employees, especially in new
hotels.

The great increase in tourism in recent years has resulted in the construction of
many hotels which are located in areas where local customs differ greatly from those
of the hotel’s expected customers. In such cases, it is essential to give intensive training
to employees in every job category in the hotel before it opens.

This training usually includes a course in the languages of the expected customers.

In the addition to the manager, many hotels also include one or more assistant
managers on the staff. When there are several, they are often assigned to different
shifts: one for the morning and early afternoon, one for the late afternoon and evening,
and one for the late evening and early morning hours. The assistant managers
frequently have a desk in the lobby near the reception area, since they deal with routine
problems such as unsatisfactory room assignments or overbookings. They refer more
serious problems to the manager or the appropriate department head. The assistant
managers are usually in training for more responsible jobs in hotel management.

The management and administration of a hotel have a dual responsibility. First,
they must return a profit to the owners who are often themselves the managers in a
small hotel. Second, they must deliver the services and quality that the guests expect.
Fortunately, these two responsibilities usually work together, that is, the greater
satisfaction the guests receive, the greater the prospects that the establishment will be
financially successful.

2. Answer the following questions.

1) What titles are used for the head of a hotel?

2) What is the manager of a hotel responsible for?

3) What skills and knowledge are essential for the hotel manager?

4) Why do hotel managers need business education?

5) Where can you get specialized education for hotel management?

6) How does the personal influence of the manager vary?

7) What is the role of the manager in hotel business?

8) How does the manager ensure the smooth running of a hotel?

9) What responsibilities are vital for the smooth functioning of a hotel?
10) Why are in-house training programmes so important for the business?
11) What do training programmes usually include?

12) How are the duties of assistant managers arranged?

13) Where do they usually have a desk? Why?

14) How do they deal with more serious problems?

15) What is the dual responsibility of the hotel management?

16) What makes hotel business financially successful?

3. Sum up what you’ve learned from the text about:
the duties of the hotel manager

the education and skills essential for the job

the way the manager carries out his functions
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the training programmed offered to employees
the role and functions of assistant managers
the dual responsibilities of the hotel management and administration/

LANGUAGE AND SPEECH EXERCISES

4. Find in the text words or phrases which correspond to the following definitions:

1. The people who collectively perform the function of establishment and carrying out

policies for an organization are known as the

2. A French word for ‘hotelman’ that is frequently used in Enghsh In other words, a
is a professional in the hotel business.

3. A business enterprise that operates at least several outlets. The Hilton, Sheraton and

Holiday Inn enterprises are examples of worldwide

4. A work period, often for eight hour. Because hotels operate twenty four hours a day,

many jobs are scheduled on a morning, evening or night basis.

5. The process of making the public aware of an enterprise. Advertising is paid
, While publicity is usually unpaid.

6. The means of mass communication and information: newspapers, magazines, radio

and television.

7. Knowledge and experience in a particular area of activity / business.

8. The person who invites and receives guests and is in charge of all the necessary

arrangements for that.

9. Good manners, politeness and readiness to help customers in any circumstances.

10. Method of control which is carried out on a regular basis but without prior warnings

to the people under supervision.

5. A hotel is a product and hotel management should be able to sell the product — to
talk about the hotel, rooms, facilities, etc., so that guests want to stay in the hotel and
use its facilities.

What are the most important selling points in hotels?

Put the items below in order of importance.

a) Public areas (knowing about lounges, reading rooms, toilets);

b) Food and eating facilities (knowing about restaurants and bars, when they are open
and what they serve);

¢) Rooms (knowing individual rooms, their location, equipment and facilities);

d) People (knowing the people in charge of different departments of the hotel);

e) The hotel (knowing room rates, management, full postal address, transport
connections);

f) General facilities (knowing about laundry, car hire, hotel shops, sport facilities);

g) Rules (knowing rules about payment, checkout times, last orders);

h) The competition (knowing what other hotels in the same area offer);

1) Location and environment (knowing about the resort where hotel is situated, its
facilities and areas of interest nearby.
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6. Fill in the gaps with the adjectives used to describe personality. Use a dictionary
If necessary.

1) enthusiastic 4) flexible 7) punctual 9) practical

2) efficient 5) sincere 8) courteous 10) ambitious

3) reliable 6) confident
a) Mr. Thomas has a reputation for being very . However, People don’t
always appreciate hearing the truth.
b) If you could be a little more in the future, our meeting could start on
time for a change.
c) She’s extremely . I wouldn’t hesitate to give her more responsibility.
d) A good host should always be and serve his guests first.
e) I’m not terribly . I’m afraid. I can’t even fix a plug when it goes wrong,
f) You have to be in this job because half of the year we work shifts.
g) I’'mreally about my new job. There are great opportunities for me.
h) People who are will get promotion more easily.
1) To get the work done in time you’ll need to be very
J) She is very that she’ll be able to get the work done in time without

any problems.

7. Match a word from A and a word from B. Complete the sentences with the pairs
you get.

A B

permanent bedroomed

personal clientele

kitchen quarter

twelve- rate

turnover workload

regular garden

winter touch

heavy staff
a) We have quite a high staff . Our employees don’t stay with us for very
long.
b) We’re fully booked in spring, summer and autumn, butthe IS very quiet.
¢) We are a small family-run hotel, and our guests appreciate the that we
offer.

d) We can’t afford many staff, so the three of us who run the hotel have a
e) We grow all our own herbs and vegetables in the
f) Most of our guests come back again and again, so we have a falrly

g) They run a large hotel that has over fifty and twenty other temporary
employees.

h) My sister runs a small hotel with a small restaurant that is open to non-
residents.
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8. Read what different managers say about their responsibilities, make notes and
answer the questions.

1) Let me start by saying I’'m General Manager. That is to say, I have control over the
whole of the operation. As the General Manager, | must make sure that all our hotels
and business outlets are fulfilling the overall vision of the company as a whole, and
making money, too. We mustn’t forget that our aim is to make money.

The company structure works like this. The House Manager is directly answerable to
me. He or she is responsible for all six in-house departments, and their job is to keep
good information flows between the various departments. We can’t allow departments
to be run in isolation of each. They must also make sure that the hotel stays profitable.
They have a great deal of freedom to make decisions and don’t have to check with me
about day-to-day issues, although we are in regular contact by fax. Of course, the House
Manager should use his discretion about when to contact me.

In our organization, the Resident Manager has control over the customer-contact side
of the business. It is the Resident Manager’s job to ensure close, efficient liaison
between the two sectors under his control, that is to say Front-of-House Operations and
Housekeeping.

2) I’m the Front Office Manager. I report to the Resident Manager on a regular basis
but I can make a lot of daily operational decisions myself. I like the responsibility the
hotel allows me to have. | have to supervise Front-of-House Operations and to do that
efficiently. | need to have the assistance of the Head Receptionist, who looks after the
reception area in general and has a good deal of contact with both staff and guests.
We are concerned with day-to-day issues such as guests’ comfort and security, but we
also get involved in training and staff development, so there’s plenty to do on that side,
too.

3) I’'m hoping to become Head Housekeeper in the near future. I’ve been Housekeeper
for the executive suites for a year now and there’s a good chance I’ll take over when
Mrs Jones leaves at the end of the year.

At the moment, | give orders to the chambermaids and cleaners personally, but I’'m
looking forward to getting more involved in training and planning. [ know I shouldn’t
say this, but I think I’ll be pretty good at it.

1) What is the main responsibility of the General Manager?

2) How does he understand the key objectives of his position?

3) Why is it essential to keep good information flows between the departments?
4) Are heads of departments free to make decisions?

5) What principles do they function on?

6) What is the job of the Resident Manager?

7) What is the Front Office Manager responsible for?

8) What are the chances for promotion for the assistant managers?

9) Does it make them enthusiastic about their job?
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SPEAKING

9. Summarise what you’ve learned about the functions and responsibilities of the
managers.

10. Think and answer:

1) What is the best way to attain the position of hotel manager in Ukraine?

2) What is more important for being a good hotel manager: good education or
experience?

3) Do you agree that training in the fundamentals of every job should extend to all the
employees? Why do you think so?

4) Why are hiring and training employees two vital responsibilities of the manager?
5) Why do Ukrainian hotels differ in many ways from international standards? Is it
vital to overcome these differences? Why (not)?

6) What is your overall vision of further development of hotel business in Ukraine?

7) What do you know about the atmosphere in Ukrainian hotels?

8) Why is it so important to create friendly and warm atmosphere in a hotel? Is it
possible to do it in a big hotel?

9) What is more important for a manager: personal touch or efficient performance?
Give your reasons.

10) How do you see the future of hospitality business in Ukraine?

11. Decide whether the following statements are true or false.

1) The manager of a hotel is never responsible for establishing operating policies; he
only carries out policies that have been set by others.

2) The only way to become the manager of a hotel is by working one’s way up through
all the different departments in a hotel.

3) A student in a hotel school usually studies courses in business administration as well
as in hotel operations.

4) A wise and creative manager often gives a distinctive personality to the hotel that
he runs.

5) Unusual problems never occur in a hotel, so it is always possible to follow a detailed
manual of procedures.

6) Once hotel employees have been hired, no further training or supervision is
necessary to see that they are doing their jobs satisfactorily.

7) Employee training is particularly important for many new hotels because the
customs of the staff and the expected guests may differ sharply.

8) Assistant managers are often trainees for more responsible management positions.
9) A hotel that satisfies its guests is likely to be financially successful as well.
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UNIT 20
WORKING IN HOSPITALITY INDUSTRY
READING
1. Read and translate the text.
TEXT 1

A hotel is a complex operation. It includes places for people to sleep, to eat, to
shop; there are often recreational facilities and areas for public gatherings. Because of
its complexity, it is not possible to speak of a single career in the hotel industry; there
Is instead a wide variety of different careers.

The top people in the hotel industry are managers. The majority of them hold
management positions in individual hotels, but some work in the executive offices of
the hotel chains.

The principal function of management is to coordinate all the different activities
that take place in a hotel. The managerial personnel must therefore have a broad range
of experience in the various departments of a hotel.

One of the most important divisions of the hotel's administrative staff is the
accounting department. Hotel accounting has many distinctive features because guests'
bills must be kept up-to-date. All charges that a guest incurs must be entered, or posted,
in his or her account as soon as possible. In addition to the charge for the guest's room,
there may also be charges resulting from the use o telephone, the laundry service, the
restaurant and room service.

The size of the accounting staff varies with the size of the hotel. A large operation
employs a chief accountant, who's in charge of all the hotel's financial records. The
statements that he prepares for the management are important in locating trouble spots
in the hotel's operation and thus in determining overall policies. A good accountant can
analyze an unprofitable operation quickly. Management then can either try to correct
the problem or eliminate the operation. A small hotel usually employs an outside
accountant to check its books periodically.

Some hotel management people have worked their way to the top without formal
education in the field. They combined in-the-job experience with the special talents
and personal qualities that are necessary for a successful hotel career.

It should be noted that one necessary personal characteristic in hotel
management, and indeed throughout the hotel world, is the desire to serve and please
the guests. The hotel business is often called the hospitality industry because of the
importance of genuine warmth in dealing with the guests.

The executive staff of a hotel includes many people with special skills,
experience or professional training. The promotion staff, for example, must know not
only the hotel field, but also advertising and public-relations techniques. The head
housekeeper runs a complex organization with many employees, she needs to know
the intricacies of purchasing on a large scale, as well as how to make beds and clean
carpets properly.

The members of the engineering and maintenance staffs need education,
expertise, and experience which in a large hotel may be very diverse.
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The chefs and cooks, even though they are out of sight of the public, are
Important to the success of a hotel. Sometimes food and beverage department in some
hotels brings in more income than room rentals. Good cooking is a skill that requires
natural aptitude; indeed, many people consider cooking an art. In France and
Switzerland, people who wish to become chefs often begin to work as apprentices at
an early age. They are trained by an experienced chef in all aspects of kitchen work,
cooking and restaurant management. A head chef must be an expert not only in cooking
itself, but also in planning, purchasing and supervising other kitchen personnel.

Most of the remaining workers in the hotel world can be classified as skilled,
semi-skilled or unskilled. The carpenters and upholsterers in maintenance, the
plumbers and electricians in engineering, and the gardeners in the ground department
are among the workers usually classified as skilled. They all require special aptitudes
combined with special training. Semi-skilled workers include waiters and
chambermaids, who must have training for their particular duties.

Examples of unskilled workers are the helpers and dishwashers in the kitchen or
the laborers who perform such chores as loading or unloading shipments of supplies
and equipment.

The largest number of hotel employees fall into the semi-skilled and unskilled
categories. Every hotel must fill many of these jobs, and this fact is one of the
attractions in creating a diverse tourist industry.

Another phenomenon of the hotel industry is that it creates employment for a
number of people who cannot be considered typical hotel personnel. This is especially
true for resort hotels with recreational facilities. Cocktail lounges and nightclubs
employ entertainers and musicians. Outdoor recreational facilities make use of the
skills of people with a background in sports such as golf, tennis, skiing and swimming.

A majority of employees in a hotel have some degree of contact with the guests,
ranging from "frequent” on the front desk/reception to "occasional™ for chambermaids
and housemen.

Contact with the public means that hotel employees should have a genuine desire
to please and serve the public.

Many resort areas suffered a sharp loss of business because of stories carried
back home by visitors about a negative attitude on the part of employees in hotels where
they stayed.

In the age of international travel, language ability is also a definite aid in hotel
work. Most hotels now serve guests from many countries. Any employee who meets
and talks to the customers has an advantage if he or she can communicate in the guests'
language or in the international languages like English or French.

The economic benefits in hotel work can be very substantial. The top people in
management, the staff in the chain headquarters, executive housekeepers, and food and
beverage managers receive good salaries. Owner-managers of small hotels can make a
comfortable living, combined with economic independence. Top chefs are also very
well paid. There is often sharp competition in hiring them.
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Many hotel employees receive additional income from tips. Bellmen, waiters
and waitresses, bartenders, captains, doormen and chambermaids customarily
supplement their wages through tips.

Besides pay from salaries, wages and tips, some hotel employees also receive
other benefits. The manager of a hotel, for instance, usually has a room or even a suite
at his disposal; many managers live permanently in their hotels. Except for the
executive staff, most hotel employees wear uniforms while they are working, thus
saving a considerable amount of money on clothing. For employees in the hotel-chain
headquarters or on the promotional staff there are often frequent opportunities for
travel.

Hotels also offer opportunities for part-time work. There are a number of
consulting firms that specialize in various areas of hotel-related work. A consultant is
called in on a temporary basis for a fee to give advice or to perform a special job.
Consultants are available in such fields as hotel design and planning, the development
of recreational facilities, accounting .and overall management and operational
problems.

The financial condition of a hotel is often discussed in terms of its occupancy
rate, i.e. the percentage of rooms or beds occupied during a given period. The higher
the percentage over a longer Period, the more successful the hotel is. The staff of the
hotel can do a great deal to assure a high occupancy rate, not only through their
efficiency in their jobs but also through their manner of serving the guests.

The hotel business is a service industry, and one of the services that it sells is a
pleasant atmosphere. The employees of a hotel create that atmosphere.

2. Answer the following questions:

Why are there so many professions and careers in the hotel industry?

Why is the career of hotel managers so important?

What is the role of the accounting department?

How does the size of the accounting staff vary?

How can a good accountant contribute to a success of the whole operation?
What education is needed to become an efficient hotel manager?

What personal characteristic of a manager is absolutely necessary for successful
performance?

What do the executive staffs need to know apart from the hotel field? Why?
Why are chefs so important to the success of a hotel?

What is so special about this profession?

How are workers in the hotel world classified?

What professions belong to a skilled group? Why?

What jobs are considered semi-skilled? Why?

What employees fall into an unskilled category?

What is the phenomenon of the hotel industry in terms of creating jobs?
What does contact with the public mean for hotel employees?

Why can resort areas suffer a sharp loss of business?

50



How important is language ability for those who work in hotels serving guests from
different countries?

What are the economic benefits in hotel work?

Are they the same for all hotel employees?

How do tips increase the income of hotel employees?

What other benefits are mentioned in the text?

Why are consultants called in?

How are they paid?

What is occupancy rate?

Why is a high occupancy rate important to the success of a hotel?
How important is it to create a pleasant atmosphere in a hotel?

3. Sum up what you've learned from the text about:

the variety of careers in the hotel industry; the principal functions of hotel management;
the functions and importance of the accounting depart-ment;

the professional and personal characteristics needed for successful performance in the
hotel industry;

the classification of the workers in the hotel industry; the economic benefits in hotel
work;

the importance of the occupancy rate for the success of a hotel.

4, Find in the text words or phrases which cor-respond to the following definitions:

1) Training usually considered to be at the university level, given to doctors,
lawyers, accountants, hotelmen and business administrators.

2) A beginner who works under a trained and experi-enced person for a period of
time. Many chefs work as for several years before they qualify as full-
fledged chefs.

3) Work that requires special aptitude and training.

4) Work that requires a small amount of training, like waiters and chambermaids.

5) Work that requires neither training nor special aptitude.

6) A money payment in addition to wages or salaries for a personal service.

7) Payment for work. are figured on an hourly or daily basis.

are figured on a weekly, monthly, or yearly basis.

8) The percentage of rooms or beds occupied in a hotel during a given period.

5. Translate into English:

1) cknagHuit MexaHi3m / Oi3Hec;

2) yMOBHU ISl IPOKUBAHHS 1 BIJIMIOYUHKY;

3) ocHOBHA (QyHKIIISI KEPIBHUIITBA;

4) BIAMIHHI XapaKTePUCTUKH;

5) Butpatu, TOB'SI3aHI 3 BUKOPUCTAHHSM TejedOHY; MpaidbHI Ta 1H. BUJIB
00CITyroByBaHHS;

6) HenpuOyTKOBHI Oi3HEC;

7) yCyHyTH TIpOOIeMy;
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8) creuianpHy OCBITY B JaH1H ramysi;
9) ckaAHICTD 3aKyIiBEb Y BEJIMKUX MaciiTadax;
10) nmpupoaHi 1aHi / 31aTHOCTI,
11) ydens y 1ocBigueHoro med-Kyxaps;
12) B paHHBOMY BIIli;
13) cTBOpeHHs pi3HOOIYHOT IHAYCTPIi TYPU3MY;
14) ctBOproBaTH poOOYi MICIIS;
15) moTpanisaTi B KaTeropiro MaJokBatiikoBaHOI poOoUO0i CHIIH;
16) mmpe GaskaHHS TOCTAaBUTH PaIiCTh;
17) 3a3HaTH CEpHO3HUX 30UTKIB,;
18) matu mepeBary BOJIOIIHHS 1HO3EMHIMH MOBaMU;
19) eKOHOMIYHI BUT'OH BEJIBMH 1CTOTHI;
20) oTpuMyBaTH JTOAATKOBHIA JOXIiJ.

6. Complete the table of nouns and adjectives.

Noun Adjective
a) enthusiasm enthusiastic
b) experienced
c) friend

d) able

e) relevance
f) performance

9) responsible
h) availability

) aware

J) suitability

7. Now fill in the gaps in the following sentences using either the noun or the
adjective in each pair.

Example: She'd be marvelous at organizing children's ac tivities because she's got lots
of enthusiasm.

1) I'm rather shy and reserved, so | don't think a job in Reception would be

for me.

2) Please send us a letter and a CV giving details of your qualifications and
experience.

3) I'm surprised that she has decided to leave. | wasn't that she wasn't happy
here.

4) If you want to work in Front Office, you have to develop the to do three
things at the same time.

5) She is always happy, smiling and , SO everyone likes her.

6) | have several years' of working in a large hotel.

7) The Head Housekeeper is for making sure that the rooms are kept in
good condition.
8) Could you phone Mr. Stanton and ask him when he would be for the
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interview?
9) | worked there on a three-month contract but | did well and at the end they offered
me a job.

8. Answer the clues and do the crossword puzzle.
Find the hidden word. The first one has been done for you.

1|p |ujr |c|hja s |i |n]|g
2
3
4
5[ | |
6 [ ]
7
8 NN
9
10 |
11
12
1) | work in the Department. We are responsible for ordering and buying
everything that the other departments need and for keeping control of stocks. (10)
2) Some large hotels have a officer who hires new employees, conducts
interviews, and generally looks after the staff. (9)
3) There's no problem if you come back after midnight: the night will let
you in. (6)
4) In the Department, we are responsible for paying bills and salaries, and
for the financial side of the hotel. (8)
5) There's a vacancy for a at the Hilton Hotel. The job involves cleaning the
guests' rooms, making the beds, and making sure that everything looks right. (11)
6) As a , you will be expected to look after guests' special requests, and

you'll have to make theatre bookings, organize tours, travel arrangements and so on.
(9)

7) I work in the Office, so | deal directly with the guests, and for this kind
of job you need to have good social skills. (5)

8) The General has overall responsibility for the running of the hotel. (7)
9) The restaurant are looking for an experienced with good pastry skills
who can produce imaginative cuisine. (4)

10) I'm a , SO part of my job is to welcome the guests and give them their
room keys; you need to have a friendly, outgoing personality for this kind of work. (12)
11) Peter is the head of the Department, so contact him if you notice
anything that needs repair-ing. (11)

12) The Is in charge of the cleaners and chambermaids, and is responsible for
making sure that the rooms look as they should. (11)
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9. Hotels can be organized in different ways and the names of jobs and departments
vary from hotel to hotel. But there are certain departments that you will find in most
hotels.

Match the places on the left with the words on the right:

a) where guests make reservations, check in and check out; 1) Housekeeping

b) where guests eat; 2) Kitchen
¢) where food is cooked; 3) Restaurant
d) where guests drink alcoholic or soft drinks; 4) Front Office or Reception

e) the department that makes sure the hotel and the rooms 5) Bar
are clean, and that everything in the rooms is in order;

f) where bills are added up and money matters dealt with; 6) Cashier's Office

10. Do you know words for the following jobs?

There is more than one word that can be used.

1) The person responsible for the cooking in the kitchens.

2) The person who looks after guests' reservations.

3) The person in charge of service to guests in the restau-rant.

4) The person responsible for keeping the hotel clean and supplying linen.

5) The person who looks after all money paid to or by the hotel.

6) The person responsible for greeting guests, them with their luggage, organizing
their transport and dealing with their mail.

11. Read out the interview with a Hotel Manager describing his organization to a
reporter:

R. So you are the person who's in overall charge of the hotel?

M. That's right. But in fact, the Assistant Manager is responsible for the day-to-day
running of the hotel. You see, most of my time is taken up with negotiation with travel
agencies, planning, meetings, that kind of thing.

R. I see. And then, under the Assistant Manager there are all the departments of the
hotel...

M. Yes. You'll find much the same departments in every hotel, but the actual details
of organization always differ somewhat. In our case we have three main divisions —
the restaurant staff, the housekeeping staff, and the reception staff. Reception is what
the public see. And in our case we have three receptionists who work under the Head
Receptionist.

R. And do the porters come under reception too?

M. In this hotel, yes. Here, the Head Porter reports to the Head Receptionist. And

the Head Porter in turn has two porters under him.
R. And housekeeping is a separate department?

M. That's right. The Head Housekeeper is in charge of the chambermaids and the
cleaners.

R. What about the bars? Where do they fit in?
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M. Well, we have four bar operatives looking after the bars in the hotel. But the bars
and the restaurants all come under the responsibility of the Restaurant Manager. The
restaurant section includes both restaurant and bar service.

R. I see. And under the Restaurant Manager you also have the waiters and the
Kitchen staff?

M. Yes. As regards the waiters, the Head Waiter supervises three Station Waiters
and a part-time waiter. And then there are the chefs. Under the Head Chef we have the
Second Chef and two trainee chefs. And there are several part-time kitchen assistants
— the numbers vary.

12. Complete these sentences from the interview using the words in the box:

responsible charge includes to
under (x 3) after supervises
1) The Assistant Manager is for the day-to-day running of the hotel.
2) We have three receptionists who work the Head Receptionist.
3) In this hotel, the Head Porter reports Head Receptionist.
4) The Head Housekeeper is in chambermaids and cleaners.
5) We have four bar operatives, looking bars in the hotel.
6) The bars and the restaurants all come the responsibility of the Restaurant
Manager. The Restaurant Section both restaurant and bar service.
7) The Head Waiter three Station Waiters, and two part-time waiters.
8) the Head Chef we have the Second Chef, and two trainee chefs.

13. Ask and answer questions using the table:

the Manager
Assistant Manager do?
does | Head Chef look after?
What IS Head Housekeeper supervise?
the Head Receptionist | work under?
Who are the Head Porter in charge of?
do Head Waiter responsible for?
Bar Operatives
Chambermaids

14. Find out what the following people do. Then write sentences using the verbs in
the box.

look after in charge of work under
supervise responsible for report to
or any other suitable verb
1. Key Clerk
2. Chambermaid
3. Night Clerk
4. Hall Porter
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5. Head Porter

6. Switchboard Operator
7. Floor Attendant

8. Storekeeper
9. Maintenance Engineer
10. Waiter's Assistant
11. Valet

12. Concierge

15. Read the description and take notes about the details of the job.

In this organization, the Concierge's primary function is to provide for guests'
needs and special requests. This often involves contacting companies for information
or services which are external to the hotel. Typical requests are for him or her to make
bookings for tours, theatres and special attractions. The Concierge will also help guests
to organize and book their onward travel arrangements, including dispatch of luggage.

Consequently, there is a need to know what services local businesses have to offer.
That means businesses such as restaurants, travel agencies, and car-hire agencies.

To do the job effectively, the Concierge must be particularly aware of the arrival
and departure of groups and any special events taking place within the hotel.

Internally, the Concierge Department is responsible for the safe delivery of mail
and packages and they will maintain a supply of stamps for domestic and foreign
postage. In some hotels, it is still a Concierge's duty to fulfil requests for secretarial
work but here that comes under the remit 01 the business center.

A log-book is kept in which all guests' queries and requests are recorded. This is
another of a Concierge s many duties. A basic requirement that we have of our
concierge staff they display a courteous and professional manner in all their dealings
with guests and fellow employees.

Above all, he or she must have a friendly personality. We lay particular emphasis
on maximizing guest satisfaction. Therefore, a Concierge will endeavor to fulfil a
guest's requests, if at all possible, and hopefully do it with a smile.

16. Sum up what you've learned about:
a) personality required for doing the job efficiently;
b) the duties of a concierge;

17. Read the text again and match the following parts of phrases:

1. provide for a) a guest’s requests

2. contact b) a courteous manner

3. make c) guest’s needs

4. display d) a supply of stamps

5. maintain e) external companies

6. keep f) guest satisfaction

7. fulfil g) bookings for tours, etc.
8. maximize h) a log-book
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PART Il
APPLYING FOR A JOB
When applying for a job, people often have to send a summary of their career —
their education, the jobs they have done, their experience in other fields, etc. In Britain,
this is called a Curriculum Vitae (or CV for short), in America it is called a resume.

18. Read a CV for Michael Grave, then answer the questions under the CV.

Name: Michael John Grave

Date and place of 2 March 1970, Leytonstone, London
birth:

Marital Status: Single

Nationality: British

Education: Leyton Park Primary (1975-1981)

Leyton Senior High School (1981-1986)
Leytonstone Technical College, course in Food Service (1988-1990)

Qualifications: Certificate Is Secondary Education (Mathematics, English, French)
The Certificate In Food Service (1990)

Practical Bus boy, Park Hotel, Bristol (1987-1988)

Experience: Trainee waiter, Ibex Hotel, Gatwick (1988-1990)
Second Chef, Hyde Park Towers Hotel (1990-1995)

Language: French

Where was Michael born?

Is he married?

What course did he take after he left High School?
What qualifications did he get?

What was his first hotel job?

What foreign language can be spoken?

19 Write a similar CV with the details of your own education and experience. You
may invent the necessary work experience for a strong candidate.

20. Read the job advertisement, and then complete the letter of application using the
words in the box.

Conference Coordinator
We have an interesting opportunity for an enthusiastic person to handle conference
requirements as leader of a friendly team based at our prestigious Boston hotel.
Applicants will need to have international conference experience and the ability to
liaise at all levels.
Working conditions, salary and benefits are excellent. Interested applicants with
relevant experience should write with their CV to:
Christine Lloyd, Group Personnel Manager,
The International Hotel, Boston.
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A Letter of Application
Dear Ms. Lloyd

| am writing to 1) for the post of Conference Coordinator as 2) in

this month's edition of 'Caterer and Hotelkeeper' magazine.

| am particularly 3) in this job as | wish to work in America in order to

improve my English and 4) further 5) of hotel work.

| feel 1 would be 6) for the job as | have the relevant experience and

training. For the 7) two years, | have been working as Assistant 8)
for a large international 9) of hotels. Recently, | have 10)

to co-ordinate a large-scale international conference with over 400 11)
from thirteen countries. | also have three years' valuable Front-of — 12)
Management experience and a French Diploma in Hotel Management. As

well as speaking French, | have a good 13) of English and | speak some
Spanish and German.
| shall be 14) for interview from the middle of August,

| enclose me resume.
Yours sincerely
Marina Valova

21. Read out the letter again and answer the following questions.

What do you think of the job advertised?

Does it seem attractive to you? Why (not)?

What personal qualities does an applicant need for this kind of job?

What professional characteristics does the job demand?

Do you think the applicant (Marina Valova) has the necessary qualities? Why? Give
your reasons.

What job would you like to take in a hotel?

Do you have necessary qualities / qualifications for it?

22. Read the advertisement and write a letter applying for the job. Invent the
necessary work experience.
Simpson House Hotel, Montreal 300-roomed 4-star hotel situated in the heart of
Montreal requires Assistant Front-of-House Manager.
The suitable candidate should have a complete knowledge of computer Front Office
systems, be a good team leader possessing training and room management skills, have
high standards in customer care, sales awareness and experience of duty management.
Please contact: Michael Dane, Personnel

Director,

53 High Street, Montreal, Canada

23. Read the text and be ready to answer the question:
What qualities do you think are needed to work in

a) the Housekeeping section; b) the maintenance section of a hotel?
As you read, make notes about the following:
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qualities needed

duties

experience and training

Opportunities
a)  Housekeeping
Are you smart? Intelligent? Don't mind hard work? Interested in looking after guests
and helping to make their stay enjoyable? You could be just who we're looking for, to
join our hotel housekeeping staff.
As a member of the Housekeeping team, you may be given responsibility for one of
the bedroom areas. After the guests have checked out, you will then change beds,
towels, etc. and generally ensure that everything is clean and tidy.
Housekeeping, however, is not just about cleaning, bedrooms but also keeping every
public area pleasant, clean and tidy for other to relax and work in. You may find you
have to arrange flowers, displays of materials, publications, and be responsible for
ensuring stocks are up-to-date whether in a linen room or a mini-bar.
Other duties you may be involved in could be vacuuming, polishing and tidying other
areas in the building. You will certainly need to spend time checking everything is in
place.
Whether you work at a hotel, motel, bed and breakfast conference or holiday center, or
a tourist attraction, your guests will judge their accommodation by its appearance.
Clean rooms and good service enhance any accommodati-on and make your guests
return.
No previous experience is required and most of your training will be in the job, with
extra in-house training given by the company's training personnel.
b)  Maintenance
Just think how many things need doing around the house. Now imagine how many
more there are in a large hotel — or a leisure theme park! Lighting, heating, plumbing,
carpentry, even gardening needs taking care of.
Courtesy cars and staff buses need driving and many large hotels need grounds staff to
look after their golf-courses and keep them in tip-top condition.
Whilst some smaller hotels use outside contractors, most larger hotels, motorway sites
and leisure parks employ their own specialized support staff. Because guests and
visitors expect everything to work perfectly, maintenance and support staff must be
available 24 hours a day. This means you will probably have to work shifts and some
weekends.
Many people start in these jobs by applying direct. To get a job as a plumber, carpenter
or electrician you can start as an apprentice, no experience is needed, and you will be
trained on the job.
If your interest is in gardening or green-keeping, again no experience is necessary to
start, but you will need to have a real love of horticulture, and enjoy working out of
doors.
Whenever people travel on long journeys they need to stop for a break. At the sites
where they stop, more specialist support staff are needed to look after them — car and
coach parks need to be controlled, cloakrooms supervised, and all amenities kept clean
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and tidy. Obviously, every one of these jobs is different, but they all have one thing in
common — looking after the customer!

24. Use the given words to complete this description.

a) advertisement g) details

b)a CV h) interview

c) a short list 1) an appointment

d) the job title k) career

e) requirements J) vacancy

f) conditions
The hotel usually advertises the job 1) in a newspaper. The 2)
usually gives the 3) and a description of the job 4) . It sometimes
gives the salary and describes the working 5) and 6) prospects
as well.
The applicant usually sends in a letter of application and a 7) , Which gives
personal 8) and lists qualifications and experience.
The hotel personnel department then makes a 9) of the most suitable
candidates and invites them for an 10) . The hotel then chooses the best

candidate and makes an 11)
25. Read out the text again and retell it.

26. A Personnel Officer for the Hyatt Hotel chain has met three applicants at a Hotel
and Tourism Conference. He wants to recruit good staff for the Hyatt chain and he
is trying to find out about their Careers.

Read out the three interviews and make notes of the questions the Personnel Officer
asks.

Interview 1. Anna. Interviewer = |

Anna = A

I. Can you tell me how you came to choose hotel work?

A. Well, I became interested in hotel work because my mother is in the hotel industry.
She's a housekeeper with one of the big Lon don hotels. Then at school | was good at
languages. | speak French and German. So hotel reception seemed like a good career.
I. And did you go through training as a hotel receptionist?

A. Yes. After | left school | went to a Hotel College and did a Hotel Reception course.
The Hotel Reception Certificate is useful, career-wise.

I. And where did you start work?

A. My first job was as trainee Receptionist in the Smallway Hotel in Brighton, from
1998 to 2000.

I. 1 see, and then you got your present job?
A. No. Before | got by present job as Senior Receptionist | spent two years at the
Munich Smallway Hotel. | did various Front Office jobs there, so it was useful
experience. Then | got my present job with Birmingham Smallway.

I. So you've been six years with Smallway now...
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A. Just over six years.

I.  And what about the future? How do you see your career developing?

A. | don't know... Obviously I'd be hoping for a higher managerial post, perhaps
Assistant Manager, not necessarily with Smallway. But we'll have to wait and see.

Interview 2. Boris. Interviewer = |

Boris =B
I. You've been in the hotel industry quite a long time, haven't you, Boris?
B. Yes, ten years now. But only three years with Savoy.
I.  Where did you work before that?
B. In Moscow. | started as a busboy in a hotel in Moscow, right at the bottom, you
could say. But I'd always wanted to do hotel work... I'd always liked meeting people
— and as you know the tradition of hospitality to guests is very strong in Russia.
I. Yes, indeed.
B. So I wentto a Hotel College in Moscow and got my Hotel Diploma and got that
job as a busboy. That was in 1994. | must have done well, for they promoted me to
Junior Receptionist the same year.
I. That was quick promotion.
B. Then I gota job as Receptionist at the Ukraine Hotel. | was there for four years. It
was there | met my wife — she's English...
I.  Oh, no wonder your English is so good!
B. Thanks. Anyway, the Metropol took me on then... | suppose being able to speak
English and French counted, in my favour. That was as trainee Assistant Manager.
Then we got the chance to move to Britain, and | continued my training here at the
Savoy in Glasgow.
I.  And how do you see the future now?
B. Oh, I'd definitely like to go back to Russia and have my own hotel, a first-class
international hotel in Moscow.

Interview 3. Carlos. Interviewer = |

Carlos =C
I. Carlos, you've just started in the hotel industry, I think?
C. Not quite true, actually. I've been in hotels all my life! You see my father owns a
small hotel in Madrid...
I. Oh, I see. But you've just started with l1bex?
C. That's right — I've been there less than a year. And now I'm going through my
training with them.
I. But you obviously know the industry very well.
C. Well, of course, I worked for my father, doing most hotel jobs. But I still need to
go through the training. That's why I'm in Britain now, to spend six months doing
various front-of-house jobs.
I. 1 must say, your English is very good.
C. English, French, Portuguese and Spanish of course. That was one reason Ibex took
me on.
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I. You didn't actually go to Hotel School in Spain, then?

C. Inmy case, no. | worked in my father's hotel for two years father I left secondary
school. Then | joined Ibex. But next year I'll start day-release courses in Madrid as part
of key training.

I. And what do you see yourself doing in the future? What's your ambition?

C. My ambition? Oh, to own the largest chain of hotels in the world! What else!

27. Now perform similar dialogues inventing the necessary work experience and
using the questions bellow:

How long have you been with...?

Have you taken any courses in hotel work?

Have you got any diplomas or certificates?

What positions have you held so far?

Have you worked in any large hotels?

Have you made any plans for the future?

Why did you choose to do hotel work?

What is your ambition?

28. Boris Topalov applied for a job at the Inn on the Lake, a nice small hotel near

Glasgow. He has been selected for the short list and invited for a job interview.
Now he is talking to Mr. Rogers, the Hotel Man-ager.

Rogers: Good morning, Mr. Topalov. Please sit down.

Boris: Thank you.

Rogers: Now, | see from your curriculum vitae that most of your career has been spent

with large international hotels. Why do you want to work in a smaller, independent

hotel like this?

Boris: | feel that with a smaller hotel there would be more face-to-face contact with

people. Also, I think the work would be more varied and there would be more scope

for developing new ideas.

Rogers: | see. Now, our restaurant and banqueting is important. What experience have

you had in that line?

Boris: Well, the Savoy in Glasgow deals with more banquets and large-scale functions

than any other hotel in the North. A lot of my work has involved supervising that side

of things.

Rogers: I'm glad you speak Russian as we have quite a few guests from Russia. Now

tell me what would you say are the main things for an Assistant Manager of a hotel to

keep in mind?

Boris: | would say that attention to detail is very important... making sure that every

customer treated politely and goes away satisfied. But also looking after the staff,

getting on with them, seeing that they are happy too.

Rogers: Quite. Quite. And in our hotel we have staff from several different

nationalities, which sometimes makes things a bit tricky. Now, is there anything you

would like to ask about the job?

Boris: What kind of accommodation do you offer?
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Rogers: Ah yes. There's a house about a mile from the hotel. It's been recently
modernized. Or there's a suite of rooms actually on the premises. But | expect as you're
married...

Boris : Yes, it sounds as if the house would be more suitable. And then there's the
question of salary.

Robers: Yes, of course. Well, we're offering a starting salary of £ 15,000 a year plus
accommodation and meals during duty hours. But if we get on well we could reconsider
that figure after a suitable period.

Boris: | see.

Robers: Well now, | expect you'd like to have a look round. Oh yes, one thing, when
could you start?

Boris: Well, my present job requires two months' notice. So I could start any time after
the end of April this year.

Rogers: Fine.

29. Think and answer:

Why did Boris decide to work in a quieter place? Do you share his views?
Why did the manager offer him the job?

Do you think Boris will stay long with this hotel? Give your reasons.
Does the job seem attractive to you? Why (not)?

What are the advantages and disadvantages of working in smaller hotels?

30. Read a newspaper article.
Small Hotels Rise Above the Trade Glamour.

Business hotels have an undeserved reputation for blandness and standardization.

If all business travellers were fed up with big corporate hotels they would stay in
little private ones. But they don't. | actually like business hotels. | also enjoy small,
eccentric, proprietor-run hotels in out-of-the-way places, particularly if they are as
good as those in big international chains.

The two categories are not mutually exclusive, merely different. To advocate the
charms and advantages of the one, you do not have to bad-mouth the other.

But that is what happens, with the result that business hotels are often portrayed
as havens of gloom: monotonous, charmless, standardized, bland, money-grabbing.

In the UK, for example, the Good Hotel Guide, which is published by the
Consumers' Association, has long waged on heroic campaign on behalf of "small hotels
of character".

Puzzlingly, however, the Good Hotel Guide is rather fond of making its case on
behalf of small hotels of character by slapping — very hard — what it calls large
business-oriented city hotels. What it says is that there are no good hotels in big
industrial centers.

The guide takes a powerful swipe at business hotels. "There are plenty of hotels
to choose from in any industrial center. But most large business-oriented city hotels are
relatively indistinguishable one from another. They may differ in their architecture and
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facilities: some will have air-conditioning, four-posters and mini-bars, more spacious
public areas, more boutiques.

"And of course their management and service may be smart and spick and span
or, alternatively, slack, snooty or sullen. That can make a difference. But however good
a big corporation-owned city hotel may be of its kind, it will remain the hotel equivalent
of convenience food. And some of us want something else when we travel abroad."

The guide continues to say that the bad — or at least the mediocre — drives out
the good.

"Trust house Forte," it says, "has made a huge contri-bution to raising the
standards of hotel catering in Britain, but it is no accident that the guide lists no more
than one THF hotel.

"When it acquires an old hotel, THF will certainly improve its facilities, put in
baths en-suite and color televisions, and yet, again and again, its presence is a kind of
half-life kiss. And the same is true about the acquisitions of all the other large chains
... Who are in the business of catering more for customers en masse rather than the
individual." This is almost entirely unfair,

It is ridiculous to claim that however good a big corporation-owned city hotel may
be, it will remain the equivalent of “convenience food."

A good example is the Ritz Hotel, Madrid, a THF property, which is bang in the
middle of a large city and bears as much resemblance to convenience food as caviar to
cat food.

It is an excellent establishment in anyone's language: distinctive, distinguished
and managed with great flair and sensitivity. Big is not synonymous with second rate.
There are probably more good big hotels than there are good little hotels. A really good
big hotel is probably a better hotel for the business traveller to stay in.

Business travellers stay in big hotels — so called business hotels, though the
description has more to do with marketing than with anything else — because at the
end of the business day what they need, most of them, is something functional, familiar
and efficient.

If all business travellers were fed up with big hotels they would stay in little ones.
But they do not. As a matter of fact, it has often occurred to me that good big business
hotels are often a better place in which to spend a holiday than good big holiday hotels,
because they are not overrun by tourists. And they are certainly miles better than poor
small holiday hotels.

At least in my opinion.

31. Discuss the next questions.

What is the writer's viewpoint on the difference between small and big hotels?
What arguments in the story seem logical to you? Why?

What is the key point of the article?

Why is the issue so important for hospitality industry?

Is this issue so topical for Russia? Why not?
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UNIT 21
THE FRONT DESK
REDING
1. Read and translate the text.

Regardless of the numbers of workers, hotel employment itself falls into two
broad categories that are traditionally referred to as front of the house and back of the
house.

Jobs in the front of the house include management, the various jobs at the check-
in desk (the front desk), accounting, sales and promotion, baggage handling, car
attendants, and special services. It should be noted that some front-of-the-house
employees — those in accounting or sales and promotion, have little or no contact with
the public.

Jobs in the back of the house include food and beverage preparation and service,
housekeeping, laundry and valet service, engineering, and maintenance. Some of the
employees in this group -— restaurant or room-service waiters and chambermaids, for
example — have frequent, although rather limited, contact with guests.

The front desk is the term that designates the counter where the guests register,
pick up their keys and mail, request information; deposit their valuables, and pay their
bills. It is also called the reception area.

In a small hotel or motel, all of these different functions may be handled by one
or two people, but a large hotel assigns several people to clearly defined jobs at the
front desk.

The front desk is located in the lobby of the hotel. The lobby is the public entrance
area that gives access to the guest rooms, restaurants, bars, shops, and other facilities
in the hotel. In a commercial or resort hotel, the lobby is often a large space that
contains lounging, reading and writing areas. It is often used as a meeting place by the
guests and the general public.

For the convenience of guests, the front desk is almost always located near the
hotel's main entrance. In a large hotel, it is divided into sections. One section is the
registration desk, where guests register or sign in. A second section is the area where
the guests pick up their keys, mail and messages. This part of the counter has a rack
behind it with pigeonholes for each guest room in the hotel. The third section is an
information desk, where the guests can ask for information or make local travel
arrangements. The fourth section is the cashier's desk. The cashiers not only receive
payment from the guests, but also cash checks, make change, and exchange foreign
currency. Some hotels also offer a transportation desk, where the guests may get advice
or help with their travel plans.

Connected with the front desk, but normally out of sight of the public, are other
offices with support functions.

One office, for example, is often set aside to handle reservations. The cashier's
counter is usually connected to the hotel's accounting office, of which it is the public
part. The hotel's telephone switchboard is also usually located near the front desk.
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Many hotels have one or more assistant managers stationed either behind the front
desk or at a desk in the lobby. Their jobs may include greeting important guests, sorting
out problems with reservations, or handling routine complaints.

The employee who checks in arriving guests and assigns them to their rooms is
the room clerk. When the guest arrives, the room clerk checks his reservations or the
availability of the accommodation, the guest fills in a registration card with his name,
home address and any other required information. The room clerk fills in the room
number and the rate the guest will pay. All of these steps, which take only a few
moments in a smoothly functioning system, make up the check-in, or registration
procedure.

When it is completed, the room clerk calls a bellman and gives him a slip with
the room number. Other terms used for this employee are bellboy and bellhop. The
head of this service is the bell captain, which usually has a station near the front desk.
In addition to taking guests to their rooms, the bellman also shows them where to locate
light switches and other equipment. He also shows guests how to operate air
conditioners, television sets and other appliances in the room. Bellmen are also
expected to run errands for the guests, and they should be able to answer questions
about other services offered by the hotel, such as laundry, dry cleaning, restaurants and
room-service hours.

Some hotels have separate functions of the bellman and the porter. In such cases;
the baggage is turned over to a porter at the entrance and brought to the room by him
rather than the bellman. This procedure is customary in luxury hotels.

The employee in charge of keys and information is often called the concierge,
the French term for doorkeeper or custodian. Like the bellman, he must be able to
answer questions about the hotel's services. He is also expected to provide information
about local entertainment, events and sights of interest. He usually arranges for local
transportation, including taxis, airport buses, or sightseeing tours. He may also perform
small chores for the guests, such as mailing letters and packages.

In addition to the employees we have discussed, the hotel doormen are usually
considered front-desk employees. They are stationed at the entrances to the hotel and
help guests or other visitors in and out of cars and taxis.

They also summon taxis or other types of transportation and in many hotels they
carry baggage from the street into the lobby. They may give instructions and directions
to guests for reaching local places. Doormen often wear elaborate uniforms that are
meant to give the hotel an elegant image.

The primary job of front-desk personnel is to take care of the check-in and check-
out procedures and to provide helpful information to the guests in order that their stay
in the hotel may be comfortable and convenient.

In the eyes of most customers, the front-desk employees are the representatives
of the hotel. Their ability to work smoothly is an important factor in the success of the
hotel.

2. Answer the following questions:
What are the two categories of hotel employment?
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What do jobs in the front of the house include?

Do all employees in the front-of-the-house jobs work with guests? Why not?
What does the front desk mean? How else is it called?

How many people should work in the reception area?

Where is the front desk located?

What are the functions of the lobby? How is it usually used?

Why is the front desk divided into sections?

What is the job of every section?

What other support functions are carried out by the front-of-the-house?
What are assistant managers in charge of?

What are the job responsibilities of the room clerk?

How does the efficiency of the operation depend on their work?
Who accompanies guests to their rooms?

What does the bellboy do in addition to taking guests to their rooms?
What else are bellmen expected to do?

What do porters do in luxury hotels?

What is the job of a concierge?

What other functions are they supposed to perform?

Where are the hotel doormen stationed?

Avre their functions similar to those of a concierge?

In what way are they different?

How are doormen dressed? Why?

What is the primary task of front-desk personnel?

Why is their job so important?

3. Sum up what you've learned from the text about:
two broad categories of hotel employment;
responsibilities handled by the hotel staff working in front-of-the-house jobs;
the typical location of the reception area;
the support functions carried out by different sections;
duties of the assistant managers;
the job of a room clerk;
bellmen and porters;
the concierge and the hotel doorman;
the importance of front-of-the-house division for the overall success of a hotel.

4. Find in the text words or phrases which cor-respond to the following definitions:
1. Is another term for the front desk, the area in the hotel where
the guests register, pick up keys, pay their bills and so on.

2. is the public entrance area of the hotel. It often contains sitting, writing
and reading areas, as well as access to other parts of the hotel.

3. is the part of the front desk that is used to sign in or register
the guests of the hotel.
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4. A front-desk employee who registers the guests and assigns them to their rooms is
called a He / She is usually responsible for advance
reservations as well.

5. The steps for signing in or registering at a hotel are referred to as

6. Is a hotel employee who carries baggage and does other errands for the
guests. The terms and are also in use. In a large hotel,
a IS in charge of this service.

7. Is a person who handles the guests' baggage. In some hotels, the duties
of the bellmen and the are separate.

8. A French term for doorkeeper or custodian is . In a hotel, the employee at
the key or information desk is sometimes called so.

Q. is a hotel employee who is stationed at the door of the hotel to help the

guests with their bag-gage and obtain transportation for them.
10. The control point for a telephone system is

VOCABULARY PRACTICE.
5. Match the documents with the definitions.

1. Hotel Register

2. Reservation Form of Card

3. Reservation Diary or Daily Arrival List

4. Reservation Chart

5. Room Status Boar

6. Guest Index

7. Guest History
a) Provides a visual record of all reservations for a period and shows at a glance rooms
reserved and those remaining to be sold.
b) Lists all current guests in alphabetical order with their room numbers and provides
an additional quick point of reference in larger hotels.
c) Standardizes the details of each booking, forms the top sheet of any documents
relating to it, and enables a speedy reference to any individual case.
d) Records all previous visits to the hotel for any individual and contains important
statistical reservation and revenue data.
e) Shows all rooms by room number and floor, and gives the current and projected
status of all rooms on a particular day, with details of occupation.
f) Records all bookings by date of arrival and shows all arrivals for a particular day at
a glance.
g) Records all arrivals as they occur and gives details of all current and past guests.

6. A guest is phoning the Tavistok Hotel. Put the phrases in the correct order (1-14).
The first on has been done for you.

a) American Express. The number's 8773 457 238 5549. Will you need a deposit?

b) Hello, I'd like to book a room, please.

c) Yes, it's Henry Fox, and the address is 30 Lime Walk, deeds.

68



d) Certainly, sir. When would you like to come?

e) An individual booking - it's for our wedding anniversary.

) No, but you have been recommended to us by friends.

g) I'll just check availability. Yes, that's fine. Is this a company booking or an individual
booking, sir?

h) OK, 30 Lime Walk. May | ask if you've stayed with us before?

1) No, a deposit won't be necessary. If you'd like to make a note of your reservation
number, it's P 227.

(1) j) Tavistok Hotel, Reservations. Charles Thompson speaking.

K) That's nice to hear. How will you be paying?

I) Right, in that case we'll provide complimentary flowers and champagne. May | have
you name, please?

m) On the eleventh of May, for two nights. A double room for myself and my wife.

n) Thank you very much. Good-bye.

7. Use the information from the dialogue above to fill in this reservation card.
Reservation Card
Name:

Arrival Date:

No. of nights:

Room type:
Company / Individual:
Stayed before:
Method of payment:
Credit card No.
Address:

Reservation No.

8. Fill in the gaps with the words from the box:

a) access d) merge  g) windows

b) screen e) data h) format J) software

c) processor  f) network i) password

1) We have our guests' addresses on the computer, so it's easy to them and
send them a publicity letter.

2) | find it difficult to read the words on then because there's too much light
behind it.

3) You can work on different things at the same time —for example, you can work on
two letters and use the calculator, and they appear in different
4) | don't use a typewriter any more — all our docu-ments are done on the word-

5) I don't really like the way your letter looks — why don't you try doing it again in a

differ-ent ?

6) We gather as much information about our guests as we can and we store the
on a hard disk.
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7) The new program makes it much easier to the information that you need
to find.

8) Before you can get to the information about the hotel's finances, you have to type in
a secret :

9) Our computers are linked together in a we can all exchange information.
10) Whether or not a computer is easy to use depends on the rather than the
machine itself.

9. Read out the lecture and translate it.

Today I'm going to talk about some of the traditional ways of recording
reservations. Of course some hotels use computers nowadays, but one thing is the same
for almost all hotels, and that is that when the guest makes a reservation, the details of
the reservation are written down on a piece of paper — that's before we enter the
information into any other record, and before we key into a computer, or anything else.
The reservation is noted down.

How do we do this? Well, in most hotels, you would find a standard reservation
form. Now, you can see a reservation form is useful in several ways. First of all it acts
as a check-list. It helps you to make sure that you get all the necessary information
from the person.

Secondly, it standardizes the information. It gives the information in the same
place and the same order for every guest, and that means we can find the information
very quickly when we want it. And thirdly, it reminds us to tell the guest certain things
— things he should know, like the rate for the room.

OK, so we've filled in the reservation form. Next, we can enter all the reservations
into a reservation diary under the date when the guests are due to arrive... under the
date of arrival. Of course, this is a loose-leaf diary, you can take pages out and put
them in as you want. So you have a new page for each day of arrival. Each new page
goes at the back of the diary, and each old page is removed from the front, after the
guests for that day have arrived. Of course each page may have the names of several
arriving guests. Remember that these names aren't in alphabetical order. They are
written down m the order in which they make their reservation.

OK, the diary is fine for checking for arrivals, but it doesn't tell at a glance which
of your rooms are going to be occupied and for how long. It's useful to know the
advance occupation of each room, especially in hotels with many different types of
room.

So we record the advance reservations on a reservation chart. It's useful when
there are many different types of room because you can see immediately which type of
room is available and match each room with the guest's requirements. And of course
it's also useful in hotels where guests stay quite a long time, | mean three nights or
more. Without a chart you may not easily see when the room will become available.
So it is often used in the older, resort type of hotel, where guests often stay for several
days and book a long time in advance.
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10. Answer the questions.
1) Give two ways in which a reservation form is useful.
2) Where do new pages go into the reservation diary? Front or back?
3) Are names in the diary written in order of booking or in alphabetical order?
4) Why is the reservation chart useful when there are many different types of room?
5) Complete this sentence:
A reservation chart is also useful in hotels where guests...

11. Complete the text below using the words in the box:

a) computer  d)received ) date J) traditional

b) occupation e)recorded h) number k) recording

c) computers  f) key in 1) terminal

Nowadays, more and more hotels use . As soon as the reservation is
itis on the . Then later, when the Receptionist wants

to know about the of a room, all she has to do is the room
and the on the computer. However, in this unit we are going to look

at other, ways of information which are still widely used.

12. Read the first part of the lecture again and complete the sentences spoken by a
hotel staff trainer using the words in the box:
a) reservation form  d) reservations diary  h) reservation chart

b) reservation e) room 1) types
C) date f) arrive

g) advance (x 2)
1) As soon as a guest makes a , we write the details on the :
2) Next, we can enter all reservations into a , under the when the
guests are due to :
3) It's useful to know the occupation of each , especially in hotels
with many different of room. So we record the reservations in a

13. Read the final part of the lecture and sum up the information you've learned:

Now, none of these records we've talked about so far will let you check through
the names of guests alphabetically.

So I'm going to deal with one type of record which lets you do this. It's a
reservation rack, and it was a system called the Whitney System. This system is
rather like a reservation diary ... but instead of putting the reservations in a diary, you
write them on a special slip of paper. The information on the top of each slip is the
most important information, and that is the date of arrival, the name, and the room type
required.

OK, as | say, you don't have this information in a diary, but you put it on a slip,
and you put the slips into a rack.
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All the slips for a particular arrival date are put together, in a particular place in
the rack, and within each date they are arranged alphabetically. So you can check very
quickly to see if a guest has a reservation.

14. Think and answer:

1) How useful is the information in the lecture? Give your reasons.

2) What practical advice would you use in your work? Why?

3) Can computers replace every procedure of registration? Why (not)?

4) How important is the system of registration for the overall operation of a hotel?

5) Do employees need special training to work at the registration desk? What sort of
training?

6) Would you like to work at the check-in desk? Why (not)?

15. Read out the two dialogues.
Telephone Call 1. H — Hotel
R — Reservations
C —Caller
H. Hotel Melissa. Can | help you?
C. Yes, I'd like to make a reservation, please.
H. I'll put you through to Reservations. Hold the line, please.
R. Reservations, Alex speaking. Can | help you?
C. Yes, I'd like to make a reservation.
R. Certainly. What name, please?
C. Lewis, David Lewis.
R. Right, Mr. Lewis, when would you like to stay?
C. I'd like to reserve a double room for three nights from the 21st April.
R. OK. 21st April, three nights, double. I'll just check availability... Yes, we can do that
for you. Is this a company booking or an individual?
C. Oh, it's individual.
R. Have you stayed with us before?
C. No, I haven't.
R. Would you like one of our Executive rooms, Mr. Lewis, in the top floors with some
wonderful views?
C. Well, actually, no, I wouldn't. My wife doesn't really like using the lift and also she's
got a bad leg, so | was hoping we could have a room near the ground floor.
R. OK. I'll make a note of that and when you check in the receptionist will allocate a
room on the first floor for you.
C Thank you.
R. Will you be paying by credit card?
C. Yes, I will. It's Visa.
R. And what is the number?
C. Hold on... It's 4335 17136 094
R. So that's 4335 171 36 094. And your address?
C. 14 St John's Road, London.
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R. OK, Mr. Lewis, that's reserved for you. Your reservation number is PS 1462. We
look forward to seeing you on the 21st.

C. Thank you.

R. You're welcome.

Telephone Call 2. H — Hotel
R — Reservations
C — Caller
H. Hotel Melissa. Can | help you?
C. Good morning. I'd like to reserve a couple of rooms.
H. Certainly. I'll put you through to Reservations. Hold the line, please.
R. Reservations, this is Alex speaking. How can | help you?
C. Good morning. This is Jane Priestley from Imperial Plastics. I'd like to reserve a
couple of doubles for April 13th.
R. Two doubles for April 13th... Right. Availability is fine for that night. Is that a
company booking?
C. Yes, Imperial Plastics. The rooms are for a Mr. Hamilton and Mr. Johansson, spelt
J-O-H-A-N-S-S-O-N. They'd like the Executive rooms.
R. OK. You have an account with us, don't you?
C. Yes, we do.
R. But the guests haven't stayed with us before, have they?
C. No, I don't think so.
R. And how is the account be settled?
C. Full bill on the company account.
R. Can | just check your contact details? It's Miss Jane Priestley, Imperial Plastics, Old
Dock Road, London.
C. That's correct.
R. Right, Miss Priestley, the reservation number is PS 43307. | would be grateful if
you could just confirm in writing, by fax if you like.
C. Certainly. Thank you for your help.
R. You're welcome. Good bye.

16. Complete the information in the chart below.
The information Chart
Caller 1 Caller 2

Name of guest(s)

Arrival Date

No. of nights

Room type

Company / Individual

Stayed before

Method of payment

Credit card No.

Address:
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Reservation No.
Special Requests

LANGUAGE FOCUS.

Asking and answering questions.

17. Notice the way we use tag questions to ask for confirmation:
It was Miss King, wasn't it?
You have an account with us, don't you?
But the guests haven't stayed with us before, have they?

18. Now you add tag questions to the following statements:
There isn't a doctor in the hotel, ?
You wanted to pay in cash, ?
You haven't spoken to the duty manager yet, ?
We couldn't have a receipt for that, ?
It's more expensive in high season, ?
You are settling by credit card, ?
We can sign the agreement today, ?
They're not postponing the conference, ?
You have confirmed your booking, ?

19. Read about finding out the information you need and ask questions as in the
example.
Example: Find out it the guest requires a room with bath. — Do you require a

room with bath, sir?
. Find out when Mr. Harris confirmed his booking.
. You don't know if Mrs. Thomas has made a reservation.
. You want to know if Mr. Jones can change his booking.
. Find out if he will confirm in writing.
. You want to know if Mrs. Lake is cancelling her reservation.
. You want to know which tour group she is, with.
. You need to know where her next destination is.
. You don't know if the tour group has arrived.

. Find out if the receptionist checked the registration card.
10. You need to know who Mrs. Masters is waiting for.
11. Find out why Mr. Stanley is leaving earlier than ex-pected.
12. You need to know if he wants an early call.

O©CoO~NO Ul WN -

20. Notice how we use should when giving advice and make your own sentences.
Example: The receptionist didn't check the registra-tion cards. — You should
always check the registration cards.
1. The guest left his Key Card in his room.
2. The receptionist didn't prepare the arrival list.
3. The guest forgot his Hotel VVoucher.
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4. The clerk forgot to confirm a booking.
5. The receptionist was not polite to the guests.
6. The reservations clerk didn't note down the customer's name.

21. Read and translate the text.

It is important that the hotel receptionist should make sure that guests are
registered correctly. A hotel register or more usually, a registration card is used to
record the full name, nationality, home address and signature of each guest. Foreign
visitors must provide additional information such as passport number and its place of
Issue and their next destination.

Many hotels use the registration card to find out me about their customers and ask
guestions about occupation method of payment and purpose of visit.

The receptionist should always check that the registration cards are completed
correctly and legibly. What if there is a query? Well, then the receptionist should
politely ask the guest for clarification. It is also necessary to make sure that the
reservation details have not changed. After this the receptionist can inform the guest of
the room number and rate. With that sort of guest, the receptionist should obtain the
original hotel voucher and check it against the hotel’s copy. When large tour groups
are checking in, it is useful for the tour leader to deal with the registration cards and
hand them over to the reception desk himself.

Accurate information on room status throughout the hotel is most important, of
course. A room status system must provide clear information and it must be capable of
rapid alteration. There are various methods in use from simple manual systems such as
the room board to computerized systems such as electronic room status linking
receptionist housekeeping, and the cashier's office.

22. Answer the questions:

What kind of information is requested on registration cards?

Why must the receptionist check completed registration forms?

What should the receptionist obtain from a guest with a travel agency booking?
Why is it useful for a tour leader to deal with the registration cards for a tour group?
Give three examples of room status systems.

23. Read the description of the Whitney room status system and draw the flow chart
to illustrate it.

When a guest checks in, the receptionist looks at the room rack and allocates a
room by pushing the slider to yellow. This shows that the room is let. After the guest
has registered, the receptionist prepares a rack slip. These rack slips are normally in
four parts: in white, pink, yellow and blue. The white copy is placed in the room slot,
the pink copy goes into the alphabetical rack, the yellow copy goes to the telephonist
and the blue copy goes to the porter's desk. This system makes sure that the house list
is kept in alphabetical order.
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When a guest leaves, the rack slip is removed from the room rack and crossed
through with a red pencil. This is then sent to the other departments and the staff
removes the guest's slip. In this way, the house list is still kept in alphabetical order.

DISCUSSION

24. Discuss the next problem.

A guest who stays at a hotel without an advance booking is often called a **‘chance
guest". Receptionists have little information about these guests. There are different
ways of deciding whether to accept chance arrivals or not.

How do you think a hotel should deal with the problem?

25. Read and act the dialogue.

Mr. Grey has arrived in Moscow and is staying at Hyatt Hotel. He is talking to Igor
Leonov at the reception.

Mr. Grey — G;

Igor Leonov — R (Registration)

R. Good evening. Can | help you?

G. Yes. I've booked a room for the next three nights.

R. Could you give me your name, please?

G. Yes. It's Grey, Gerald Grey.

R. Ahyes, Mr. Grey. Here it is. A single with bath until the 27th. Would you fill in this
Registration Card while | prepare your Key Card?

G. Certainly. Ah good, it's in English. Let me see ... name ...J first name ... Why do you
need these passport details?

R. They are for the Police Department. We have to ask you for this information by law.
G. Here you are. | think I've filled it in correctly.

R. Yes, That's fine, Mr. Grey. Here's your key. It's room 408 on the fourth floor and
the daily rate is $300, excluding breakfast. And here's your Key Card with details of
you booking on the front. Inside, it tells you about all the services the hotel can provide.
You should carry it at all times. You'll need it as identification in the hotels and
restaurants if you want drinks and meals charged to your account.

G. Right. I'll take good care of that. You mentioned food. Is it possible to get something
to eat this late?

R. Yes, our restaurant ii still open: Or if you want something lighter, there's the Coffee
Shop. It's open round the clock.

G. Good. I'll put my luggage in my room first. How do | get to it?

R. Don't worry about that. The porter will take your bags up in the lift and show you
to your room.

G. Right. Thank you very much. Good night.

26. Answer the questions:

1. Why should Mr. Grey carry his Key Card?
2. At what time of the day did Mr. Grey arrive?
3. When does the Coffee Shop close?
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4. How will Mr. Grey find his room?

27. Match the words on the left with definitions on the right.
1) open round the clock a) a person in charge of a tour group

2) room status b) internal telephone number

3) hotel voucher ¢) place to which a person is going

4) legibly d) form issued by travel agent reserving hotel
accommodation and often recording part of full payment
in advance

5) tour leader e) open 24 hours a day

6) destination f) place where passport was obtained

7) adjoining g) condition and availability of each room

8) place of issue h) way of showing who you are, a passport, for example

9) identification 1) in a way that is easily read

10) extension J) next to each other

READING

28. ""Lodgistix" is a computer software company which specializes in providing
computer software for the hotel industry. You are going to read part of the
information brochure about their Reservation and Front Office Systems. Use a
dictionary it necessary.

LODGISTIX presents LANmark Property, Management System — the next
generation

Enter a world of incredible speed and knowledge!

Written by hotel people for hotel people, and especially for network technology,
LANmark is amazingly intuitive in use. Seamless integration of modules puts all your
hotel services together in a powerful computer system that is both flexible and
unlimited.

Reservations & Front Office.

1. The LANmark Reservation System provides total flexibility in tailoring the
system to meet each individual client's needs

2. There is greater potential to increase revenues by use of up-to-the-minute
statistics from market segments, sources of business, nationality codes, corporate client
details, guest history records, and property totals.

3. The Reservation System utilizes help keys and windowing features throughout,
enabling the reservationist easily to identify and act on organization displayed.

The use of colors is an important feature further aiding the operator. All
informational and screen formats have been designed for fast, accurate and complete
reservations processing.

4. On reservation entry, a search of matching Guest History names can be made
quickly and easily, greatly reducing the booking time for future reservations. The Guest
History record contains important statistical reservation and revenue data clearly
showing the last time the guest stayed, the total number of stays to date, and total spent.
Unlimited guest folios can also be stored including full transaction details.
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5. The Reservation System allows for the creation of word processing merge files
for all or selected Guest History masters, and is an important marketing tool. Both the
sales and marketing departments can access this information through management and
password controls

6. The Lodgistix LANmark Front Office System has been designed to improve
guest services and maximize profits.

7. There is provision for quick individual and group reservation check-in and
check-out to minimize guest waiting-time. Registration cards can be printed prior to
arrival in a batch print run or in arrival upon request. At registration, the receptionist
can auto-assign a room number or display the room rack to select a room number that
meets the guests’ requirements. Room selection can be by room descriptions, complex
room type, or rate code to give maximum flexibility in allocating the required rooms.

29. Match each paragraph of the text with one of the summary sentences below:
a) You will quickly be able to find out if a guest has stayed before and use this
information.

b) You can change the system to suit your particular ho-tel.

c¢) Your marketing department will be able to use the in-formation in the Reservation
System.

d) Your employees will find the system easy to use.

e) You will be able to process guests quickly when they arrive (and when they leave)
by allocating suitable; rooms immediately.

f) You can use detailed statistical analysis of the guests to help increase profits.
g) Your guests will get a better service and you will get a| bigger profit.

30. Find words in the text which mean:

a) a set of computers connected in order to send and share information

b) divisions on a computer screen to show separate pieces of information

c) the front glass surface of a computer monitor

d) the style in which information is displayed

e) information (for processing or storing)

f) files that combine different information from different sources into a single
document

g) obtain stored information from a computer's memory

h) a secret group of letters or numbers which must be used by a person before they can
operate a computer system

1) a single operation to produce a large group of similar documents

31. Read out some phrases from a conversation between a receptionist and a guest
checking in without a reservation. Put these phrases in a logical order.

____ Would you like an Executive at £125 or a Standard at £95?

And may | take your home address, please?

It's room 760 in the seventh floor.

Hello.
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____And the name, sir, is...?

Here is your credit card, passport, and here's your key.

This is your registration card. Can you just check through the details, please?
Just the one night?

____ Because you're not a British citizen; I'll require your passport in order to complete
the registration.

___ How will you be settling your account, sir?

32. Look at the flow-chart below showing the procedure that hotel staff should follow
when dealing with a reservation.
a) Check the order of phrases in the previous exercise.
Does it follow the pattern?
b) Write down what the hotel employee says at each of the numbered places. Act out a
conversation with a partner.
1 Answer phone and identify yourself
2 Find out caller’s name
3 Find out\dates

4 Check availability of rooms Company booking?
Yes No
5 Find out company name 5 Has guest stayed before?
Yes No
6 Special rates organized 6 Retrieve guests history 6 Offer more
and offer similar room expensive room
Yes No
7 Stayed before? 7 Continue with booking details 7 Take contact

(but also refer to Sales
&Marketing Dep.)
Yes No
8 Retrieve guests history 8 Put clients into system 8 Ask for confirmation by credit
(preference, etc.) card (if possible)
9 Reserve similar room 9 Offer most expensive room 9 Give reservation number
10 Find out how to be settled (by client/ on account; 10 Ask for confirmation in
full bill/ room & breakfast only) writing (if not by credit card)
11 Take contact details — enter account details
12 Give reservation number
13 Ask for confirmation in writing
14 Finish the call

33. Read out a real check-in conversation and compare it with your notes.
R - Receptionist

G - Guest

R. Can | help you, sir?

G. Hello, I'd like a room for the night.

R. Do you have a reservation?
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G. No, I don't.

. OK. Just the one night?

. Yes.

. And one person?

. One person, yes.

. Would you like an Executive at £125 or a Standard at £95?

. Just a Standard.

. OK... Do you have a preference for a twin or a double-bedded room?

. Twin, please.

. Do you have a preference for smoking or non-smoking?

. Non-smoking, please.

. OK. You are in room 760. How will you be settling your account, sir?

. Visa.

. By Visa card. May | take an imprint of your Visa card?

. Here you are.

. Thank you. And the name, sir, is...?

. Paul Smith.

. And may | take your home address, please?

. It's 5383 Collins Avenue, Chicago.

. OK, sir. Because you're not a British citizen, I'll require your passport in order to
complete the registration.

G. Here it iis.

R. Thank you very much.

G. Does the rate include breakfast?

R. No, it doesn’t. Breakfast is £7.50 for continental and £9.95 for English and is served
in the Restaurant on this floor from 6.30 all morning, or you can order in your room
through room service at no extra charge.

G. OK,

R. This is your registration card. Can you just check through the details, please?

G. Yes.

R. And sign here.

G. OK,

R. Thank you. Here's your credit card, passport, and here's your key. It's room 760 on
the seventh floor. The elevator is on the right. If you just tell a porter your room
number, he'll follow you up with the luggage.

G. Thank you very much. R. Enjoy your stay.
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34. Invent a similar situation, some details for yourself and your partner and act out
a dialogue.
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UNIT 22
THE BACK OF THE HOUSE
READING
1. Read and translate the text.

Most of the guests in a hotel are unaware of the facilities in the back of the house,
such as the linen rooms, the storage areas for extra furniture and equipment, the
workshops for carpentry and upholstering, the heating and air-conditioning units, and
all the other parts of the hotel that provide comfort to the guests. The design and
location of these facilities are an important aspect in a successful operation. To a
considerable extent, back-of-the-house jobs are performed out of sight of the hotel
guests, but they are vital components in a smooth and efficient hotel operation.

A hotel operates twenty-four hours a day. This is true of back-of-the-house
functions. Good organization and efficient utilization of the quiet night hours are
factors that help to run a hotel smoothly.

Hotels sell service rather than a product, or in other words, service is their product.
Nevertheless, each has a large and complex industrial-like operation with sophisticated
equipment and machinery that must be maintained in good working order.

The most important part of the operation is the guest room. Ina sense, it is
possible to say that a clean and attractive room is the product that the accommodations
industry offers. This makes the housekeeping department of primary importance in
the operation of any hotel, from the smallest motel to the most deluxe luxury
establishment.

A small hotel may employ only a few chambermaids to work under the
supervision of the manager or his wife.

A large hotel is likely to have a large department headed by an executive
housekeeper, with several assistants and many chambermaids and housemen. In
either case, housekeeping demands a considerable variety of materials, such as
cleaning materials, bed linens, pillows, towels, paper products, ashtrays, stationery and
so form. The list could go on to include all the items that are found in a normal hotel
room or are used to keep it clean and attractive.

The actual work of cleaning and caring for the guest rooms is performed by the
chambermaids. In most hotels these employees are women. Their duties include
making or changing beds, dusting furniture, sweeping or cleaning floors and carpets,
washing bathrooms, replacing towels and washcloths and supplying the rooms with the
items that are specified by management or custom. In addition, they are expected to
report any signs of damage or wear and tear that may make repairs necessary.
Depending on the type of operation, a chambermaid should be able to clean between
ten and twenty rooms a day. Chambermaids have a limited amount of .contact with
guests. A guest may ask the chambermaid to make up his room at a certain time, or he
may indicate he does not want to be disturbed at all. Almost all hotels provide signs
that the guest can hang on the doorknob. In addition, guests frequently ask
chambermaids for items that are supplied by the housekeeping department, such as
matchbooks, irons, special pillows or pitchers of cold water. In some hotels,
chambermaids pick up and deliver clothing for the laundry and valet service.
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Heavier chores are performed by men who are usually called housemen. Their
work involves window-washing, shampooing carpets, removing and cleaning
draperies, cleaning the public areas of the hotel, polishing metal, and many other tasks
that might be considered beyond the physical capacities of women. The housemen also
run errands for the housekeeping department, such as filling guests' requests for special
pillows, extra hangers, irons and ironing boards, and hair dryers.

The hotel laundry and valet service (for dry cleaning and press-ing) are also
parts of the housekeeper's domain.

The hotel's own work is the biggest part of the laundry's job: washing hundreds
or thousands of sheets, towels, tablecloths and napkins that are soiled during every day
of the hotel's operation. The same is true of the valet service, which cares for the
uniforms of the hotel staff. Laundry and valet service must also provide quick and
efficient service, to guests who need clothes washed, cleaned or pressed.

Hotel personnel constantly do repair and maintenance work. This includes
painting rooms and public areas, repairing worn or damaged furniture, repairing
plumbing and lighting fixtures, doing upholstery work, patching carpets and hundreds
of other chores that are necessary to keep the operation up to the established standard.
A few large hotels maintain their own workshops for such tasks as carpentry and
upholstering. Many hotels also employ their own painters who refurbish the guest
rooms and the public areas on a regular schedule. One repainting a year is usually
sufficient in normal circumstances, but damage to a room may make a special paint job
necessary.

In some hotels, engineering is a separate operation from maintenance. In these
cases, the engineering department is responsible for the mechanical equipment. A
modern hotel uses a great deal of complicated equipment, involving its heating and air-
conditioning systems, elevators, escalators, electricity and plumbing, to name only the
most important. Technicians in all of these specialties are employed under the
supervision of a chief engineer. Their real job is not so much to repair damage as to
prevent it. A guest room mat is out of service cannot produce any income for the hotel.
Through techniques that prevent damage and wear, the housekeeping, maintenance and
engineering staffs try to keep as many rooms in service as possible.

Some hotels, particularly those in the resort category, have exterior grounds that
must be maintained as carefully as the hotel's interior.

For these hotels, the head groundskeeper has a staff of gardeners and
maintenance men who water lawns, cut grass, plant and tend flowers, shrubs and
trees, and carry out other necessary tasks. A few hotels employ a landscape gardener
or architect, who works with the head groundskeeper as the interior decorator: works
with the housekeeper.

In other words, the landscape gardener designs the ground and gardens but asks
the advice of the groundskeeper in order to avoid maintenance problems.

The housekeeping staff must coordinate its activities closely with the front desk.
The front desk provides the housekeeper with a list of rooms that are being vacated
again as soon as possible.
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The complex structure and efficient operation of all divisions and departments in
a large hotel enable it to meet the requirements of guests and to maintain the high
standards of the establishment.

2. Answer the following questions:
What are the facilities in the back of the house?
Why are they vital components of the smooth hotel operation?
How do these facilities help to provide comfort to the guests?
Why is hotel compared to industrial-like operation?
What is the most important part of this operation?
What is the product that a hotel offers?
What makes the housekeeping department of primary importance?
What is a typical organizational structure of the house-keeping unit?
What materials are used to keep a hotel clean and attractive?
What are the duties of chambermaids?
What are they expected to report about?
Are there any additional chores and duties? Give examples.
Who performs heavier chores? Why?
What do these chores include?
What services does laundry and valet service provide?
What does repair and maintenance work include?
What is the engineering department responsible for?
What is the real job of technicians?
What is the best way to keep rooms in service?
How are exterior grounds kept?
Who normally takes care of gardens and the landscape?
What specialists are involved in designing and tending exterior grounds?
How important is good coordination for efficient functioning of a hotel?

3. Sum up what you've learned from the text about:
the variety of the back-of-the-house facilities;
their importance for smooth running a hotel;
the duties of  a) chambermaids;
b) housemen;
¢) technicians;
additional requests they have to fill;
the functions of the hotel laundry and valet service;
the importance of repair and maintenance work;
maintenance of exterior grounds;
close cooperation of all hotel departments arid services.

4. Find in the text words or phrases which cor-respond to the following definitions:
1) Performing necessary housework, such as cleaning, changing beds, laundry and
so on is referred to as
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In a hotel, this work is usually carried on under the supervision of an

2) Is a hotel employee who takes care of the housework in the guest room.

3) Is a hotel employee who does heavy housekeeping chores,
especially in the public areas of the hotel.

4) are articles traditionally made of linen, but today more often made
of cotton-sheets, pillow-cases, towels and so forth.

5) and service includes washing and dry cleaning and pressing. In

many hotels, and service takes care of the needs of the guests and the hotel itself.

6) A specialist in the design and furnishing of rooms or other interior spaces is
called :

7) involves keeping the building and furnishings in good repair by
necessary painting, carpentry, upholstery and so on. It is often a separate department
from housekeeping.

8) The department in a hotel keeps the mechanical equipment in good
working order; it is often a separate department from both maintenance and
housekeeping.

9) Is a person who takes care of gardens and other exterior areas.

10) A specialist in the design of gardens and other exterior areas is called

5. Here are some extracts from a hotel room guide about facilities a guest can obtain
inside the room. Complete he extracts using the words in the box:

a) selection e) handset 1) dial m) stock

b) 24-hour f) instructions 1) switchboard n) account

c) refrigerator g) drinks k) alcoholic 0) facility

d) local h) movies I) viewed p) overseas

Early morning Lift the 1) of your telephone.

call 2) the required time in hours and minutes using
the 3) clock, e.g. 08.15 (8.15 a.m.)

[Mini Bar | Soft 4) and a selection of 5) beverages
can be obtained in the 6) in your room. Items will be
charged to you 7) , and the 8) replaced daily.

[Tea and Coffee __]You will find a 9) for making tea and coffee in your
room.

[TELEPHONE ___ |For 10) calls, dial 0 and then the number. For long-
distance or 11) calls, dial 9 to contact the 12)

[TV and Video | programmes may be 13) on the TV set in your room.
A 14) of In-house 15) is available for your
enjoyment. For 16) on viewing and charges please see

our separate video guide.
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6. Here are some more hotel services described in a hotel guide:

VALET SERVICE THEATRE TICKETS
SIGHTSEEING HAIRDRESSING
DOCTOR PACKED LUNCHES

FOREIGN EXCHANGE
Match the headings above with the advice about each service below:
a) The Hall Porter will be pleased to advise you of cur-rent shows and will make
reservations to suit your requirements.
b) For minor alterations to clothes, sewing, stain re-moval, etc. contact the
Housekeeper.
¢) Please contact the Duty Manager if medical attention is required. Note that medical
fees are the direct re-sponsibility of hotel guests.
d) These are available if ordered from Room Service the day prior to requirement.
e) For tours in and around the city please contact the Hall Porter.
) Both of these will be exchanged at the reception desk at the displayed rate.

7. Hotel guests have a wide variety of needs. Some of these are listed below. Decide
which member, or members, of staff should deal with each of these requirements.
Example: If a guest wants a) some drinks in his room, he could call
6) Night Porter or 9) Room Service
A guest wants: Members of staff

a) some drinks in his room 1. Bookings Clerk
b) some soap 2. Cashier

C) to stay at the hotel again 3. Duty Manager
d) his shirts cleaned 4. Hall Porter

e) some writing paper 5. Housekeeper

f) to leave a message 6. Night Porter

g) to cash a traveler’s cheque 7. Porter

h) to extend her stay 8. Receptionist

1) some theater tickets 9. Room Service

J) medical attention

K) to hire a car

I) to change her room

m) to cash a personal cheque
n) to deposit some valuables
0) an early call

p) a newspaper in his room
q) his baggage moved

8. Find jobs that a chambermaid does. Match words in columns A & B. Usually,
more than one verb is possible.

A B
replace, wipe, vacuum, make, change, the plants, the bed, the mirror, the
water, empty, clean, polish, dust floor, the towels, the toilet, desk tops
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and table top, the bath, the carpets, the
sheets, the ashtray

9. The guests are mentioning problems with their rooms. Match the replies to the
requests from the list below:

1) Can you send someone up, please? The bulb in my bedside lamp is broken.

2) Can you help me, please? I'd like to make some telephone calls, but there's no
telephone directory in this room.

3) Can you send a chambermaid to room 303? The bed sheets haven't been changed.

4) Hello. I'm in room 217. Does nobody look after the plants here? The plant in my
room is almost dead.

5) I'm not satisfied with this room. The carpet is very heavy.

6) You haven't finished this room yet, have you? The ashtray needs emptying.

7) I've just unpacked and there's a small problem in my room. There are no coat
hangers in the wardrobe.

8) I'm afraid the chambermaid hasn't done a very thorough job in my room. The
bath hasn't been cleaned.

Replies are in a different order from the requests:

a) Oh, I am sorry. | didn't notice that. I'll empty it for you.

b) Really? I'm very sorry about that. Some of our staff is still going through training,
you see. I'll make sure she comes back and cleans it right away.

c) I'm very sorry. There ought to be one in every room. I'll bring one up to your
room immediately.

d) Certainly, sir. The Housekeeper will be up to replace it right away.

e) I'm very sorry, madam. The chambermaid should have changed them. I'll tell the
Housekeeper to come up and change them now.

f) Thank you for mentioning it, madam. The Housekeeper is usually very careful
about watering them, but she's been on holiday this week. I'll send someone up to water
it now.

g) Sorry about that, sir. I'll ask the floor maid to vacuum it at once.

h) Oh, dear, | don't know how that could have happened. Somebody must have taken
them. I'll bring some up to your room right away.

10. Now practice similar dialogues using the tables below:

Table 1

There’s no toilet paper inthe  room.

There are soap onthe washbasin.
towels bed.
sheets desk.
telephone directory bathroom.
room service menu bedroom.
television wardrobe.

coat hangers
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Table 2

Reply: Sorry sir/madam, 1’1l bring ngne up for you.
The bed hasn’t been made.
sheets changed.
bath haven’t been cleaned.
wastepaper basket emptied.

Reply: I’s sorry about  make

that, I’ll send someone change it

up to right away.

clean them
empty
Table 3

The bath needs cleaning.

sheets need changing.
furniture dusting.

Reply: I’'m terribly sorry, sir/madam  I’ll ask the clean it
Chambermaid to change at once.
come up and dust them

Table 4
Have you replaced the broken lightbulb/window?
reported the missing towel/ashtray, etc.?
cleaned the torn sheet/telephone directory?
the cigarette burn in the bedspread/carpet, etc.?
the stained desktop/bath, etc.?
the faulty TV set/radio, etc.?
the dirty lampshade/curtain, etc.?
Reply: - Yes, I’ve already  replaced it
done
- Not yet, but I'm  to replace
going to clean it now
to do

11. In every room, the Housekeeper of Chambermaid has to check for items that may
be damaged, missing, etc. Which items do you think may be:

a) broken? c) torn? e) out of order?

b) missing? d) marked or stained?

12. Read out the dialogues between a trainee chambermaid and the floor maid and
note down the items which are damaged, missing, out of order.
Dialogue 1
T. In Room 101 there's a bad cigarette burn on the bedside table - a new one I think.
And the bulb in the bathroom shaving lamp has gone.
M. Have you replaced the bulb?
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T. Yes, | have. But what do we do about the cigarette burn?
M. I'll come and see how bad the damage is.

Dialogue 2

M. What's 201 like?

T. The TV set isn't working. I've already contacted the Maintenance Engineer.
M. That’s fine. Anything else?

T. The telephone directory is badly torn.

M. Oh well, you'd better replace it. You'll get one in the bookstore.

Dialogue 3

T. I've just come from 301 and it's in a terrible mess. They've drawn pictures on the
walls, they've torn the curtains, they've broken a mirror and | think they've stolen the
bedspreads...

M. We'll have to report this to the General Manager immediately. It could be a matter
for the police.

Dialogue 4

T. There's a faulty radio in 401. It makes a terrible noise when | switch it on.

M. OK. Have you reported it to the Maintenance Engineer?

T. No, not yet.

M. Well, you'd better do that now. Is the room OK otherwise?

T. The bath is badly stained. | suppose there's rust in the pipes and it leaves a mark.
M. Yes, it's a common problem here. Have you cleaned it?

T. Not yet, but I'm going to clean it now.

13. Think of similar situations and make up dialogues.

14. Act out these situations.

Situation 1. You are a trainee housekeeper. You are contacting the hotel
Maintenance Engineer to tell him about:

- a TV set that is out of order in room 302;

- a telephone that is broken in room 123;

- a water pipe that is leaking in room 219;

- a window that cannot be shut in room 210;

- two bulbs that need replacing in the second floor corridor;
Find out:

a) it the Maintenance Engineer will attend to the jobs;

b) when the jobs will be done;

¢) what he wants you to do yourself.

Situation 2. You are a Housekeeper reporting to a Hotel Manager on the state of a
room after a guest has left it.
A lot of things have been damaged and a lot of things are missing.
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Situation 3. You are the Hotel Manager. Ask the Housekeeper questions, to find out
exactly how much is damaged or missing. Take a note of the information the
Housekeeper gives.

Decide what you are going to do about it.

15. Vocabulary Check: Translate into Russian the names of furniture items and
equipment in bedroom and bathroom.

tap (faucet = AmE) ashtray wardrobe

toilet flush towel hotel stationery
pillow coat hanger

curtains wall cabinet blanket

radiator shower curtain  bedside table

plug desk top sheet

16. Read and translate into Russian an article from ""The Financial Times".
BEYOND ROOM SERVICE.

With short-term overseas stays on the rise for executives, Lisa Freedman finds rooms

that are part flat and part hotel.

The service-term apartment is a hybrid, part hotel and part apartment, where
services are supplied, as in hotels, at varying levels.

Like hotels, they offer freedom from the tyranny of utility bills and maintenance,
and most provide daily or weekly cleaning.

Unlike hotels, however, residents have their own kitchen, living-room, front-door
key and telephone number. Also, they can leave their belongings in place and have
people to stay.

With prices between those of a hotel and a conventional rental, their primary
advantage is flexibility of time-scale. Although some London boroughs may insist on
a minimum stay, most providers can offer weekly or daily accommodation.

Serviced apartments have long been around, but primarily for tourists. It is only
since the late 1980s, with globalization, that they have acquired a business-related
emphasis.

Now it would appear, they offer an increasingly attractive option, where
accommodation can be booked at short notice and costs can be calculated in advance
and factored into budgets.

"It is also easy to know what you're getting," says the director of John D. Wood's
short-term lets department. "We've just let five flats in one block to one company.
They had a virtual tour and showed me flat to everyone on the team. Everyone could
be in the same place." With service apartment, companies needn't worry about
inventories or the bureaucracy of rates and bills.

And these apartments — partially under the influence of American providers,
such as Oakwood and Bridge Street who moved into the market in the 1990s — can
offer international level of service, with underground parking air-conditioning, 24-hour
concierge, gyms and business centers. For the roving executive, service flats also
supply a more relaxing base than a hotel.
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Martin Hazell, managing director of Hazell Marin Services, a marine insurance
company based in Greece, comes to London on business for at least one week every
quarter. "I've been using The Creechurch, in the heart of the city, for about five years
for stays from a few days to two weeks. There is a lack of hotel accommodation in the
area and this is much more like being at home.

There's a fax and an answering machine, and a washer and a dryer, and you can
be independent.”

Like the hotel trade, the service-apartment industry has a luxury and middle
market, and certain providers offer different brands for each sector.

It is the upper middle-market that is likely to benefit most from the growth
predicted by Cendant Mobility, a relocation company. "We intend expanding to 2,500
units in the next five years and moving into key cities in Europe, which are currently
not at all well served."

Indeed, if the concept is rare in Britain, it is almost non-existent in the rest of
Europe.

Most providers have seen London, with its significant transient business
population, as the gateway to Europe and have set up there first.

And though France has some three-star apartments, aimed primarily at tourists,
and Germany has its Comfort Inns, three-star, business-oriented apartments, neither
really offers the comfort expected by the modern chief rapidly, there is quiet confidence
at the top end.

The Cheval Group is a five-star provider, with locations such as Kensington,
Chelsea and the City.

Launched in 1984, it was one of the earliest into the market and is growing
steadily. Accommodation opening just off Sloane Square at Christmas will bring its
total provision up to 175 flats.

Cheval's market is the chief executive, requiring a worry-free environment.

"They don't have to worry about looking after their life, and their families can feel
secure and cared for, so the executive is more productive," says Cheval director Tony
Harding. "Service apartments offer greater privacy and security than a hotel, with no
maintenance problems.

Our apartments have CCTV coverage, a concierge and a maintenance team. There
will never be a need to deal with the dreaded British plumber."

Plumbing aside, what about the cost? As one might expect, service apartments are
more expensive than the weekly rate for an equivalent six-month let, though they tend
to work out at about 25 per cent less than a hotel of a similar standard. In most, the
longer you stay, the less you pay-Martin Hazell, for example, pays £150 a night for a
two-bedroom apartment in the heart of the City, compared with £180 for a single room
at a nearby hotel.

"If | stayed for 30 days or longer the cost would go down again, and a service
apartment is much more comfortable and convenient.”

17. Answer the questions:
What is a service-term apartment?
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In what way is it similar to a hotel?

How is it different from a hotel?

What is the primary advantage of such accommodation?

When did this kind of service appear?

Why is it becoming increasingly popular?

What attractive options are there for businessmen who travel a lot?
What facilities are offered to them?

Why do service flats supply a more relaxing base?

What markets are there in the new hotel trade?

What market is likely to benefit most? Why?

Where in Europe can this type of accommodation be found?

What kind of a company is The Cheval Group?

How do they view their customers?

How does the cost of service apartments compare with hotels and lets?
Do businessmen find it reasonable?

18. Sum up the information from the article.
Think and answer:
What do you think of this type of accommodation?
Is it easy to set up this kind of service? Why (not)?
What future is there for service apartments?
Have you heard about this service before? If yes, what connection?
Would you like to stay in such an apartment? Why (not)?

19. Find in the text English equivalents for:

IOCh CEPETHE MK TOTEJIEM 1 KBApTUPOIO;

PaxyHKH 32 KOMyHaJIbHI TIOCIYTH 1 TE€XOOCITYyrOByBaHHS;
MOCTAavaTy MOCIYTH Ha PI3HUX PIBHAX SKOCTI;

Ha BIJIMIHY BiJl TOTEJIB;

3aMpoIIyBaTH KOTOCh MOTOCTIOBATH;

TpaguIlIiHE KUTIIO TI1]] HalM;

ICHYIOTb BXK€ JJOBTUI Yac;

roJIOBHA TIEpeBara;

THYYKICTh THMYACOBHX I'pa(ikis;

BCE OUIbII TPUBAOIMBA MOXKIIUBICT;

HETaWHO XK;

MIKHApPOJHUHN PiBEHb 00CIYTOBYBaHHS;

HE TOTPIOHO TypOyBaTUCA PO 1HBEHTAP 1 paXyHKax;
CTpaxoBa KOMITaHisI MOPCHKHX TIEPCBE3CHb;

KOMIIaH1s 3 pO3MIIIEHHS,

nepeadavaTu 3pOCTaHHS PUHKY;

MaiiKe He ICHYE;

3Ha4YHa KUJIbKICTh TUMYACOBO MPOKHUBAIOTh 013HECMEHIB;
MPUKWTH HA PUHOK;
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IIOYMHATH (CIIpaBa, IPOEKT);

BIIUyBaTH MOTPeOy B CIOKIMHIN, O€3 KJIOMOTY, 0OCTaHOBIII;
BiluyBaTH cebe B Oe3Ielli 1 0TOYEHUM TypOOTOI0;

HE MTOTPIOHO MaTH CIIPaBY 3 KaXJIMBUM aHTIIHCHKUM CAaHTEXHIKOM;
MaloTh TeHJICHIIII0 00X0auTUCs Ha 25% JIemieBIe;

B camomy 1eHTpi CiTi;

BapTICTh MOCTINHO 3HIKYETHCS.
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UNIT 23
SPECIAL SERVICES AND FACILITIES
READING
1. Read and translate the text.

The list of special services offered by hotels is long. These services differ
according to the location and the clientele of the hotel; luxury hotels offer the greatest
range of services. This is, in fact, what makes them luxury hotels.

Large urban hotels also provide special services for businessmen. A commercial
hotel, for example, can provide a skilled secretary to take dictation and do typing for
travelling business people. If there is no specialist in the hotel itself, the front desk will
have information about where to get one.

International travel has grown to the point that many hotels find it necessary to
employ bilingual or even multilingual staff members. Fond-desk employees in
particular often are required to speak one or two languages.

Recreational facilities are another feature of many hotels and motels. A
swimming pool is the most common of these particularly in warmer climates and in
resort areas.

Sometimes a swimming pool in front of the building is a form of advertisement,
especially for motels.

Other recreational facilities include tennis courts and golf courses. Many resorts
are designed for winter sports such as skiing and ice skating; others provide horseback
riding and other outdoor activities.

All of these recreational activities require the employment of additional personnel.
Necessary swimming-pool maintenance is often contracted out. Golf courses must be
carefully tended by a special staff of groundskeepers. Horses require stables and
grooming.

Many resort hotels hire professional athletes to give lessons to the guests in tennis,
golf and skiing. Other employees include riding instructors and guides for hikers and
campers. Lifeguards are often necessary at swimming pools and beaches.

A few hotels, most of them in resort areas or large cities, include nightclubs as a
part of their operation. A nightclub offers entertainment, such as dancing, a singer, a
band, or a floor show in addition to food and drink. The engagement of a well-known
entertainer obviously gives the hotel an excellent promotional opportunity. The hotels
in the gambling resort of Las Vegas, for example, publicize not only the entertainers in
their nightclubs, but also the huge salaries that they receive.

In addition, many kinds of personal services are offered by almost all
establishments of any size. One service in great demand is babysitting. When a family
Is staying at a hotel and the parents want to go out for the evening, the housekeeping
department can arrange for someone, most frequently one of the chambermaids, to stay
with the children.

Or when a guest is ill, many hotels have a house doctor who either is a resident or
is on permanent call.

If there is no house doctor, the front desk gives information about nearby doctors
and hospitals.
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But the most profitable for the hotel industry is the convention business.

A convention is a meeting of members of a business or professional group, such
as scientists, dentists, booksellers or language teachers. It is held to exchange
information in the field and consider other business of the organization. A typical
convention lasts three or four days and includes business sessions, workshops and
seminars, professional exhibits, and special events.

The facilities required for a convention are extensive. A large auditorium or hall is
usually necessary for group meetings and events such as banquets. In addition, smaller
rooms preferably of a variety of sizes, are required for workshops and seminars.

An exhibit area with adjacent loading and storage facilities, is almost always
provided as well.

Attendance at many conventions runs to a thousand or more people. Attendance
figures normally include only the people who actually register for the convention and
do no take into account wives or other relatives or friends who may accompany the
group members.

A convention guarantees a good occupancy rate for the hotel over a period of at
least several days. In addition, the special exhibit and meeting areas are rented by the
sponsoring organization for a fee, and the people attending the convention also
generate more business in the hotel's restaurants, bars and shops. In many cases, the
business and professional people who are members of the sponsoring group are
accompanied by their families, and for them, in fact, a convention is a combination of
business and pleasure, a chance to get away from the usual daily routine.

A hotel that handles convention s has several specialized people on the staff, the
most important of whom are the salespeople who are responsible for bringing in the
business. Most of them have special contacts among the groups that sponsor
conventions. Negotiations for a convention may take place over a long period, as
sponsors have numerous choices and can shop around for the best bargains.

Standard arrangements include reduced room rates, and the lowest possible fee for
other facilities and service that are required. The salespeople must coordinate their
efforts carefully with other requirements for space in the hotel.

Many hotels also have a special manager to handle all the particular arrangements
that must be made once the convention has been booked into the hotel.

Conventions follow a general pattern, but they always create special problems
because each one differs in detail from all the others. All arrangements must be
coordinated with the other departments in the hotel.

The front desk must prepare for a surge of arriving guests, and the housekeeping
department must make sure the rooms are ready when needed. The food and beverage
service and the maintenance and engineering staffs must also do their parts. The
installation of the exhibits may require mechanical and electrical work, and loading
and unloading equipment may call for an additional work force.

If a banquet is to be served, the menu must be planned. Tables, napery and table
silver must be provided and set up. Experienced banquet waiters must also be on duty.

A banquet is a large formal luncheon or dinner that is customarily followed by
speeches and/or a ceremony. A banquet is often the final event of many conventions.
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Hotels that are equipped to handle conventions generally attract banquet business as
well, but any hotel with a sufficiently large dining room, ballroom or meeting room
can attract banquets. The arrangements for preparing the banquet are normally the job
of the bangquet manager, who is sometimes responsible for the sales effort as well.

Banquet waiters require special skills. They must be able to serve large numbers
of people in a short period. In many cases, they are not employed full-time, but work
on a part-time basis where and when they are needed. The tips that these waiters receive
are not paid by individual diners, but are included as part of the fee package negotiated
by the sponsoring group.

The hotel industry is a highly competitive business, so all hotel establishments are
seeking new forms and types of services to attract guests and to be able to meet all their
varying requirements.

2. Answer the following questions:

1) Why is the list of special services offered by hotels long?

2) How does the range of services provided differ?

3) Why do staff members have to speak foreign languages?

4) What types of services can be found in resort hotels? commercial hotels? luxury
hotels?

5) What do recreational facilities include?

6)Why do they require the employment of additional personnel?

7) What entertainment do nightclubs offer?

8) In what way do they promote their services?

9) Is babysitting in great demand? Why?

10) What medical service can guests have at hotels?

11) Why is the convention business so important?

12) What is a convention?

13) What facilities does it require?

14) Why does a convention guarantee a good occupancy rate?

15) Why do conventions generate more business for hotels?

16) What people are responsible for handling the convention business?
17) What do standard arrangements include?

18) How must all arrangements be coordinated?

19) In what way are different departments involved in servicing a convention?
20) What is a banquet?

21) When is a banquet usually held?

22) What skills are required for the personnel who handle banquets?
23) Why are hotels seeking new ways and forms of attracting guests?

3. Sum up what you've learned from the text about:
the variety of special services offered by different types of hotels;
recreational facilities found in different hotels;
professional specialists needed to provide additional services;
nightclub entertainment;
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a convention and the facilities required for holding conventions;
the factors that make the convention business so profitable;

the staff people who handle conventions;

the tasks of different departments in handling conventions;
banquets and the way they are prepared and served.

4. Find in the text words or phrases which correspond to the following definitions:

1. Is a meeting, usually held annually, of members of a professional or
business group. Information is exchanged and other pertinent business is conducted.

2. Is a workshop or special discussion group, often a feature of a convention.

3. Is a display of products or/and information. s of products or

services that are directed to a particular business or professional group are common
features of conventions.

4, is a formal meal for a large number of people, usually accompanied by
speeches or a ceremony of some kind. A manager is usually in charge of such
affairs in a hotel. A waiter is one who specializes in service at S.

5. is a place of entertainment that customarily offers food, drinks, dancing
and so on.

6. Is a structure for housing horses.

7. is the care and feeding of horses.

8. Is taking care of children on a temporary basis while their parents are
away in business.

Q. Is the person at a beach or swimming pool who prevents drowning

and other accidents.

5. Translate into English using vocabulary from the text:
IIPOIIOHYBATH IIUPOKUMA CIIEKTP MOCIIYT;
HaJaBaTH MOCIYTU KBaTi(hiKOBAHOTO MEPCOHATY;
HaliMaTH Ha POOOTY JIFOJICH, SIKI BOJIOIIOTH KIJIBKOMA 1HO36MHUMH MOBaMHU;
1€ OJ{Ha OCOOJIUBICTH (puca);
YMOBH JIJI BIATIOYMHKY 1 pO3Bar;
HaJaBaTH YMOBH JIJIs BEPXOBOI i3/M Ta BIJIMOYMHKY HA BIAKPUTOMY TOBITPI;
SIK YaCTHHA O13HECY;
3ampoIIeHHS Ha pOOOTY BiJOMOTO apTHUCTA;
CIpUSIE XOPOUIi peKiami;
KOPHUCTYBATHCS BEIIMKUM MTOTTUTOM;
oOMiHIOBaTHCS 1HPOPMALIIEIO B 1aH1ii 00J1acTi;
NOTpiOHI YUCIIEHHI 3aCO0U 1 YMOBH;
BIJIBIJIyBaHICTh JIOCATAE THUCSY1 a00 O1IbIIe 0Ci0;
HE NPUNMATH J0 YBaru;
crieriajgbH1 BUCTABKOBI IO Ta MPUMIIICHb JIJIS TIPOBEICHHS 300DiB;
3a IJIATHIO;
MOPOIKYBaTH OlIblle O13HECY;
B CyTpPOBO/Ii;
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MOJIMBICTH TITH BiJ] IOJEHHOT OYACHHOCTI;
OpraHi30BYBaTH 3'i3/11;

BIJIMOBIATH 32 3aIy4eHHs O13HECY;

YUCJICHHUM BUOID;

3aiiMaTHUCs BUBUCHHSM IPOTIO3UIIIM B MOIITYKaX OUIbIII BUT1IHOT YTO/IH;
BECTH MEPETOBOPH MPOTATOM TPUBAJIOTO YaCY;
CTaHJIapTH1 JOTOBIPHI YMOBHU;

CTBOPIOBATH MTPOOJIEMHU;

HaIUJIUB TOCTEM, 10 MPUOYBAIOTH;

BHOCHUTH CBIH BKJIAJ;

nmoTpeOyBaTUMeE JJOJIATKOBUX TPYJIOBUX pecypcax;
A0CBiMUeH] O(DiliaHTH;

MpaloBaT Ha TUMYACOBI OCHOBI;

MaKETHUH JOTOBIP MPO OIUIATY MOCHYT;

BEJIbMU KOHKYPEHTHUH 013HEC;

32/I0BOJIBHATH CAMHUM Pi13HOMaHITHI BUMOTaM

6. Here are some extracts from a hotel room guide, about facilities a guest can
obtain inside a room. Complete the extracts using the words in the box:

a)  selection f) instructions k) switchboard p) facility
b)  24-hour g) drinks 1) alcoholic q) overseas
C) refrigerator  h) movies m) viewed

d) local i) dial n) stock

e)  handset J) switchboard 0) account

Early Morning

Call Lift the (1) on your telephone.
(2) the required time in hours and minutes using the
(3) clock, e.g. 08.15 (8.15am). Your phone will ring at
the set time.
Mini Bar Soft (4) and a selection of (5) beverages can be
obtained in the (6) in your room. Items will be charged to

your (7) , and the (8) replaced daily.
Tea and Coffee You will find a (9) __ for making tea and coffee in your room.

Telephone For (10) calls, dial 0 and then the number. For long-
distance or (11) calls, dial 9 to contact the (12)
TV and Video  programmes may be (13) on the TX set in your room. A
(14) __ of In-house (15) is available for your enjoyment.
For (16) __ on viewing and charges please see our separate video
guide.
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7. Read out the dialogues between hotel guests and an enquiries clerk. Make a note

of the service that is being talked about in each dialogue.
Dialogue 1 G — guest

C —clerk

G.  Where can | park my car?

C.  You can park your car in the car park behind the hotel. It's free. Or we have
a lock-up underground car park. The entrance to that is behind the hotel,

too.
Dialogue 2

G. ldon't have a car and I'm not sure how | can get to the airport tomorrow
morning.

C.  There's no problem about transport to the airport. We have a courtesy coach
to the airport that leaves every half-hour. It only takes ten minutes to get
there.

Dialogue 3

G. Is there a laundry service in the hotel?

C.  Yes, indeed, sir. Just leave your laundry bag behind the door with a laundry
slip in it before nine o'clock. Your laundry will be collected and returned to
you by six o'clock in the evening.

Dialogue 4

G. I've got some valuable jewellery with me. I'd better not leave it in my room,
had i?

C.  That's right, madam. The hotel will not take responsibility for valuables left
in a room. But jewellery can be deposited in one of our safe-deposit boxes
here at reception, and the hotel will then be responsible for its security.

Dialogue 5

G. | won't be back in the hotel till after midnight tonight. Will it be possible to
get something to eat in my room?

C.  Certainly, madam, Just dial 4 from your room and tell Room Service what

you'd like, Hot and cold snacks are available at any time of the day or night,

8. Answer the questions:

1) If you are a guest, how can you make sure that nobody steals your car?

2) How often is there transport to the airport and how long does the journey take?

3) Where should guests leave clothes which are to be washed?

4) If you have something valuable with you, where should you leave it what number
should you dial if you want to get something to eat in your room?

9. There are different ways of expressing the same idea.

Examples:
A. formal speech, used mainly B. informal speech used in spoken
in writing. language
A. Drinks can be obtained from the bar. B. You can get drinks from the bar.
Car parking is available. You can park your car...
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10. Now write the sentences to match the sentences given:

A B

1. Soft drinks can be obtained from 1.

the mini-bar.

2. 2. You can get snacks from room service at any

time.

3. Traveller's cheques can be 3.

cashed at the cashier's desk.

4. A photocopying service is 4.

available at the Business Centre.

5. Postage stamps... 5. You can buy postage stamps at the sales desk.

6.

Foreign  newspapers are 6.

avertable at the news-stand.

11. Act out similar dialogues. How could a guest obtain there services?

a) room service

b) a mini bar

c) tea and coffee (without going to the coffee shop)
d) telephone (outside calls)

e) transport (e.g. a taxi, or transport to the airport)
f) car parking

g) an early morning call

h) a doctor

1) security for valuables

12. Martin and Alfred have recently become Manager and Assistant Manager of a
hotel in the south of England. The hotel is a little old-fashioned and they are thinking
of improvements they could make, additional facilities, etc.

M.

Alfred — A, Martin — M

One thing we ought to have is a baby-listening service with a microphone in
each room. | know the hotel provides a baby-sitting service with someone
staying in the room, if guests specially want it. But we should offer a
listening service from the central switchboard as well.

Well, we'll have to find out the possibilities'. The thing that strikes me as
most important is that we should modernize our telephone system. At
present we only have direct dialling for local calls — long distance calls
have to go through the switchboard operator. There ought to be modern
equipment that would meter all outgoing calls automatically, too.

That's right. Most hotels have that nowadays, and business people certainly
want to be able to dial long distance calls directly.

Talking about business facilities, we should provide better photocopying
facilities. We've been asking guests to hand in any documents for
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a)
b)

photocopying at reception. But you know we ought to provide a
photocopier with public access so that guests could do their own
photocopying if they wished.

M. | agree. And we should have a photography service for passport photographs

and so on. We could organize that through the Hall Porter.

A.  There's another facility we don't offer at present and that's a shoe-cleaning
facility — you know, shoe-cleaning machines. They're quite useful if you
want a quick shoeshine. We could install one on each corridor. Things like
that can make all the difference...

13. In your own words, say why Martin and Alfred want to add the facilities they
mention. Think of the purposes and needs that guests have.

Example: They want to provide a photocopying service

so that quests can...

for quests who need...

BRITISH AND AMERICAN ENGLISH.
14. There are seven requests made in American English to a receptionist. Match
them with the British English explanations.

1. "Where are the rest-rooms?"
2. "Where can | find a drug-store to get some band-aid?"
3. "Can you get gas on the freeways?"
4. "Can | make a reservation for the fall?"
5. "My wife left her purse in the elevator at the subway station."
6. "Can we have some cookies and candy for the kids sent up to the room?"
7. "We can't turn the faucet on."
a. He needs to buy some plasters at a chemist.
b. He wants to make a reservation for the autumn.
c. His wife left her handbag in the lift at the underground station.
d. There's something wrong with the tap.
e. He wants to know where the toilets are.
f. He wants to know if he can buy petrol on the motorway.
g. They want some biscuits and sweets in their room for the children.
15. Study the list of the most common Br E and Am E differences.
BrE AmE Russian translation
flat apartment KBapTUpa
car automobile aBTOMOOLTb
taxi cab TaKci
tin can KOHCEpBHa OaHKa
sweets candy I[YKEePKH
cupboard closet mkad (Ha KyxHi)
biscuit cookie MICYHBO
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chemist's drug-store anTeKa

lift elevator TihT

autumn fail OCIHb

tap faucet KpaH

motorway freeway 110ce; aBToTpaca

rubbish garbage / trash MyCOp

dustbin garbage can / Kop3uHa / Bipo IS Mycopa
trash can

petrol gas OeH3UH

post mail TOIIITa

the cinema movies KiHOTEaTp

nappy diaper MiATy3HUK

trousers pants Oproku

wallet pocketbook OyMaKHHK

public toilet rest room TyaJeT

crisps potato chips ’KapeHa KapToIuIs

sunglasses shades OKYJISIpH

pavement sidewalk TPOTYyap

shop store Mara3uH

cooker stove TUIMTa

tube, underground subway METpPO

van, lorry truck IPY30BHK

holiday vacation BIJITyCTKA, KAHIKYJIN

il sick XBOpHUH

return ticket round trip oiner

the city centre downtown IICHTPAJIbHA YaCTHHA MICTa

bill check paxyHOK

queue line qyepra

number plate license plate HOMEpHa TabJaMYKa Ha aBTOMOO1LT

off-licence liquor store JiKepo-TOplTYaHUi Mara3uH

dressing gown bathrobe JOMAITHIN Xanar

plaster band-aid JICHKOTIIACTUD

16. Now match the questions in Am E with the replies in Br E.

AmE

1) Is there a drugstore downtown where | can get some diapers?
2) Where's the rest room?

3) Reception, the trash cans are all full.

4) I'm in a bit of a hurry. Can you get ray check?

5) Did you have a vacation last year?

6) There's something wrong with the faucet in my room. Can you fix it?
7) Do you have a candy store in the hotel?

8) Do you have any potato chips?

9) Is there a gas station round here?
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10) Are the prices any cheaper in the fall?

Br E

a) Not exactly, but the souvenir shop has a range of sweets.

b) Yes, we have a range of special autumn breaks.

c) am sorry. I'll send a plumber to mend the tap at once.

d) Yes, there's a chemist called Boots in the city centre that has nappies.
e) Yes, the nearest garage is just round the corner.

) Yes, I'll prepare your bill at once.

g) No, I'm afraid we don't have any crisps, but we do have peanuts.

h) The ladies' toilets are down the corridor on the left.

1) Yes, | had a short holiday in Spain.

J) 1 do apologize. I'll send someone to empty the bins at once.

17. You can see words for different types of meeting below, but the definitions for
them are in the wrong order. Match the words on the left with the definitions on the

right.

a. Conference.
b. Lecture.

¢ Congress.

d. Convention.
e. Workshop.
f. Seminar.

1. A formal presentation by an expert. It is sometimes followed
by questions from the audience.

2. The general word for a formal meeting or series of meetings
between people who share the same interests. It often involves
both general lectures and discussion in smaller groups.

3. Sometimes organized as part of a conference, this is a meeting
of a smaller group in which people work on practical problems
and help each other to gain new knowledge. Often there are no
more than 30-40 participants.

4. A large meeting or series of meetings of experts in a particular
field — often experts from different countries. More formal
than a conference.

5. A large conference of people who do a particular job or who
belong to a particular political party. The word is used
especially in America.

6. A meeting of a small group (usually under 30 people) to learn
from an expert less concerned with practical or group tasks
than a workshop.

18. Match the definitions below with the names of items which may be needed in a

conference:
a)  overhead e) slide projector J) closed circuit TV
projector
b)  tape recorder f)  whiteboard k) flip-chart
c)  video recorder g) film projector I) lectern
d)  photocopier h) projectionscreen  m) gavel
1)  word processor




1) a sloping table used for holding a book, or lecture notes, when speaking to an
audience or reading aloud;

2) a machine which makes photographic copies of any drawn or printed page;

3) a machine which records sounds, speech or music, and allows these sounds to be
played back to a listener;

4) a machine like a typewriter which lets you see what you write on a kind of TV
screen;

5) a machine for passing light through a piece of film in order to show a still
(unmoving) picture on a screen;

6) a machine for passing light through moving film in order to show moving pictures
on a screen;

7) a machine which records moving scenes or pictures and allows them to be played
back on a TV screen;

8) a television system which sends pictures by wire to a particular audience in a
particular place;

9) a piece of white cloth, plastic, etc. on which pictures can be shown;

10) a machine which shows on a screen words or diagrams written on a piece of clear
film;

11) a kind «f book with large pages (suitable for drawing diagrams), which can be
turned over when a new, blank page is required;

12) a smooth white surface on which words can be written with a special pen;

13) a small hammer which a person in charge of a meeting uses, knocking it against
the table in order to get attention.

19. Dr Jackson in a conference organizer for the Association of Psychological
Researchers (APR).
Read out his conversation with the Manager of the Galaxy Hotel.
Dr Jackson —Dr J.; the Manager — M.

Dr J. ...50 the conference would be from the second to the sixth of April, with
around 320 participants. Have you got the facilities for that number of
people on those dates?

M. Yes, these dates would be suitable. We have a Farmers' Union Conference
finishing on the twenty-eighth of March, and a Lawyers' Conference
starting on the tenth of April, so we can fit you in very well. As regards
the facilities, perhaps | can give you a brief idea of what we can offer.

DrJ.  Yes, please, if you can give me some idea...

M. Basically, we have a multi-purpose conference center with seating for
over 450 delegates — that's including the seating in the auditorium. Our

main auditorium seats 350 people.

Dr J. So, it could hold all our delegates if we had a full session of the
conference?

M. Certainly. But we also have two smaller conference rooms, each with an
area of thirty-five square metres, which can be used for lectures if necessary.
The smaller conference rooms have a seating capacity of about 55 each.
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Dr J.

Dr J.

Dr J.

Dr J.

Dr J.

Dr J.

| see...

We have sound-proof folding doors between the conference rooms.
These can be opened up to form a single large room. So you could have
an extra seating capacity of about 110.

Good. That could be a useful feature. What about the technical side?
How about audiovisual facilities? At our last conference we had
problems with the equipment.

The auditorium has built-in audiovisual equipment. We've found it
performs extremely well.

That sounds good. Now, we may have a large group of Students from
University coming to hear a famous visiting speaker. Can you link the
auditorium with the other rooms?

Yes, indeed. We can provide a closed circuit television link-up from the
auditorium to the smaller conference, halls.

Good. Now, we may have several participants from Japan and China this
year. Is there equipment for translation?

Yes, there is. Our main auditorium has full simultaneous translation
equipment. And you'll find that both the auditorium and the conference
rooms have excellent acoustics. That's important when you have a lot of
participants listening to a foreign language, isn't it?

Indeed it is.

There's also an exhibition hall, for display purposes. You may be planning
to exhibit books and equipment and it provides you with an

area of 30 square metres.

Yes, we would like some exhibition space. By the way, have you got any
leaflets or brochures on these facilities? I'd like to study all the details.
Certainly. I'll give you a leaflet with a complete description of the
facilities, and a plan of the actual conference centre. But why don't you
come with me and have a look at the complete centre? I think you'll find
it quite an impressive building...

20. Answer the questions:

1) How many participants is Dr Jackson expecting at the conference?

2) What event will be held in the hotel before the APR conference?

3) What event will be held after the APR conference?

4) What does the Manager say about a) the seating capacity of the auditorium? b) the
area of the two smaller conference rooms?

5) What translation facilities will Dr Jackson require, and for what languages?

6) What does the Manager give Dr Jackson to take away and study?

7) What does the Manager suggest at the end of the conversation?

21. Fill in the gaps using the words in the box:

a)  seats e) sound ) built-in
b)  equipment f) acoustics ), single
C) seating (X-2) g) partitions K) centre
d) circuit h) exhibition




Basically, we have a multi-purpose conference (1) _ with (2) __ for over 450
delegates.

Our main auditorium (3) 350 people.

The smaller conference rooms have a (4) capacity of about 55 each.

We have (5) -proof folding (6) between the conference rooms.
These can be opened up to form a (7) large room.

The auditorium has (8) audiovisual (9) :

We can provide a closed (10) television link up from the auditorium to

the smaller conference halls.
You'll find that both the auditorium and the conference rooms have excellent (11) :
There's also an (12) hall, for display purposes.

22. Dr Jackson has arranged for the APR conference to be held at the Galaxy Hotel.

He is talking to the Hotel Manager to make sure that everything is ready.

Dr. J. OK, so if | just run through the equipment with you... see you have the
overhead projector and the sere already in position. Now how about

pens?

M. We have some black pens in this box. But perhaps you'll need some
extra colours.

Dr.J Yes. Perhaps you could get some extra felt-tip pens different colours.
I'm sure our speakers will need them.

M. Certainly. I'll order a complete range.

Dr J. This slide projector doesn't seem to be working. It probably needs a
new bulb.

M. I'll attend to that right away. No... it won't be necessary.
It wasn't plugged in properly.

Dr J. Fine. Now, let's see. The tape recorder has an empty spool, but the film
projector doesn't seem to have an empty reel.

M. No, that's in my office. The Personnel Manager borrowed it. I'll make a
note of it.

Dr J. And do you have an extra cartridge for the slide projector?

M. Yes, there are two in this drawer here. There's still some stationery to

come. My secretary will be up soon with pencils, notepads, folders and
name tags. And the gavel...
Dr J. Yes, we'll need that. Our discussions can get rather heated sometimes.
M. You'll also need a notice board. I'll make sure there's one ready for you.
By the way, you'll find a box of drawing pins on this shelf where we
keep the pens for the whiteboard, and the pointer.

Dr J. Ah yes, we have, the whiteboard here... Now, is there anything we've
forgotten, do you think?
M. We could perhaps test out the PA system (power amplifier). There's

nothing more annoying than finding the amplifier isn't adjusted properly
or the microphone isn't connected.
Dr J. ...or if you get a horrible whine coming through the loudspeakers. Yes,
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you're right — we'd better test it. What about the lighting? Can you
show me how it works?

M. Yes. Here's you dimmer switch for the main hall lighting and here's a
switch for the spotlights. There's a lectern light on the lectern itself ...
you see?

Dr J. Fine. | think, that's everything. Let's go and test this PA system.

M. Didn't you say you would need the translation: equipment?

Dr J. No, we won't need it after all. We were expecting some] participants

from China and Japan, but they won't be coming this year.

23. Read out their conversation and answer the questions:
Why did the slide projector not work immediately?
Why will interpreting equipment not be necessary?
Where is the empty reel for the film projector?
Why does Dr Jackson think the gavel will be needed?
24. Fill in the gaps using the words in the box:

a) VCR e) transparencies 1) microphone
b) photocopies f) translation J) loudspeakers
) PA system g) congress k) air-conditioning
d) technician h) screen I) acoustics
1) We'll need some additional for the overhead projector.

2) We've got a film projector, but unfortunately we haven'tgota _ to show the film
on.

3) The lecture theatre gets very hot if the isn't working.

4) One of our staff-trainers is giving a demonstration to a group of hotel receptionists
this afternoon. We'll need a to record the demonstration.

5) This equipment is so complicated that I've asked for a to come and operate it.
6) This room has very good microphone you can hear every word perfectly.
7) One of our speakers gave his lecture in Chinese. For-tunately, a simultaneous

was available.

8) Could you, please, make twenty of this page? I'd like everyone at the
meeting to have the in-formation in front of them.

9) Can you test the before the lecture starts? OK, I'll do it now. Testing: one,
two, three...

10) Our conference room is well-equipped, with a good . So it will be easy
to make an-nouncements to all the participants.

11) The reason the system works so well is that we have high-quality placed at
the front, middle and back of the room.

12) Next week there will be a of brain surgeons, with participants from many

different countries.

25. Read the newspaper article and discuss it.
On the convention bandwagon.
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Birmingham's quest for international status.

The drive to attract business visitors to Birmingham has reached the point where
Britain's second biggest city is being physically and dramatically transformed.

The reason is to be found in a strategy adopted by the city fathers to regain some
of Birmingham's last international standing as a centre of manufacturing industry by
building up its service sector — and in particular, business tourism.

It is not so very long ago that the city flourished from the early days of the industrial
revolution. It was renowned as the capital of the west Midlands industrial heartland
with customers from around the world beating a path to its factories' doors, up until the
late 1960s.

Boom turned to slump in the 1970s as British industry lost, its competitiveness and
recession began to bite.

With manufacturing employment plummeting, Birmingham decided to fight back
by building a new economic base that would transform it into an international business
centre.

Its first bold step came in the 1970s when it established the National Exhibition
Center, Britain's first purpose-built exhibition centre. The notion that an exhibition
centre could succeed outside London was widely ridiculed at the time, but the National
Exhibition Center worked. Opened in 1976, it now hosts nearly all the most important
British exhibitions and has helped put Birmingham bad on the international map.

Encouraged by this success, Birmingham has embarked on a still more ambitious
scheme aimed at attracting new investment and jobs. This is the construction of the
International Convention Centre.

It has 11 halls with seating capacities varying from 120 to 3,000 and includes 2,200-
seat symphony hall.

It is designed to cater for two main categories of convention business: association
conferences, such as the annual meetings of professional bodies, and corporate confer-
ences, along the lines of those held periodically by companies to motivate sales staff
or launch products.

The city has thrown itself into redevelopment in an attempt to transform itself into
a city to rank with the likes of Frankfurt, Barcelona or Milan.

One example of the redevelopment is the hotel building going on in Birmingham.
About 40 hotels are under construction, providing 4,000 bedrooms — the biggest of
the new hotels being the 24-storey mirror-glass Hyatt Regency.

Also built by the convention center is the Brindley Place which includes canalised
shopping, an aquarium, cinemas, a two-star family hotel, offices, car parking.

Today finds the city in a period of transition. For the moment, it lacks any
restaurants of distinction, but the amenities are improving, not just in terms of the
reconstruction, but also in Birmingham's determination to accomplish their ambitious
plans.

(adapted from the Financial Times)
26. Explain the meaning of the following:
the drive to attract business visitors;
to regain international standing;
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it was renowned as the capital of the industrial heartland;
boom turned to slump;

with manufacturing employment plummeting;
purpose-built exhibition centre;

the notion was widely ridiculed at the time;

has embarked on a still more ambitious scheme;

to cater for two main categories of convention;

to rank with the likes of Frankfurt, Barcelona or Milan;
any restaurants of distinction.

27. Answer the questions:

Why did the city authorities decide to transform it?

What was the status of Birmingham in the early days of the industrial revolution?
How did the situation change and why?

How did the city fight back?

What was the first step in the transformation process?

What did the first success encourage Birmingham to do further?

What kind of the International Convention Centre was constructed?

What is the most vivid example of the city redevelopment?

What period is the city living through now?

28. Give a summary of the text.
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UNIT 24
MONEY MATTERS
READING
1. Read the text and translate it.

Perhaps more than any other industry, hospitality industry is not one which just
relies on individual components. Its products are made up of several inter-related
ingredients, which together deliver a total experience.

Superficially, many hotels seem alike, especially in coastal resorts. They offer
similar facilities and are often within a short distance of one another. A guesthouse
may have the same number of bedrooms and basic services as its neighbour but is
somehow made different by less tangible elements, i. e. the view from bedroom
windows, pleasant garden, cosy lounge or warm welcome from the owners. The basic
elements of a hotel service may appear very similar but they can be brought together
in different ways to develop an experience which is vastly different from competitors.
This could mean a quicker service, one which is easier to book, an all inclusive price
or warmer welcome.

Competing on price can be dangerous. Reduce your prices and at some point
customers will either begin to suspect that you offer an inferior service or ask for
further discounts. During the recession many hotels and attractions offered special
discounts, accepted plenty of two-for-the-price-of-one vouchers and similar promo-
tions. Some of these are losing their effect because they have become so commonplace
and customers cease to value the product at its real value.

Hotels are expected to offer group discounts or commission to the travel trade
and most attractions also offer 10—20 per cent discount. It is general practice to offer
one free place for the driver or guide or group leader if there -are more than 15 people
in a group. The hospitality industry needs flexible payment systems because as a major
economic activity, it creates direct and indirect employment and provides an important
source of foreign currency.

The growth of the hotel trade has come about as a resuet of traditional industry
adapting to current conditions and modernising.

The hotel trade displays features associated with both heavy and labour-intensive
industries:

- Investments in hotel construction tie up large amounts of capital for medium —
to long-term periods, a typical feature of heavy industry;

- The activities connected with running a hotel are those of a service industry
which is labour-intensive. The ratio of employees to the number of rooms is very high,
particularly in superior-category establishments.

Industrialised countries have a competitive advantage, since sources of finance
for investments are generally more easily available to them. Although developing
countries have plenty of manpower, they often lack the necessary resources to
develop tourism adequately and to manage their services in a competitive manner.

A hotel is a commercial establishment offering rooms or furnished apartments to
a market which is either passing through the area or staying for several nights. It may
offer a catering service, bar and complementary services. It can operate all year round
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or seasonally. The hotel trade constitutes the principal accommodation capacity in
industrialized countries. However, the whole structure of the hotel trade is
undergoing profound change. The number of small independent and family-ran hotels
Is falling, while the number of hotel chains is growing rapidly. A study of the UK hotel
sector reveals that in terms of profitability per room, hotel chains are seven times
more profitable than non-affiliated hotels. Independent hotels are grouped together
by hotel consortia, in order to compete with integrated and franchised chains. Hotel
consortia benefit from economies of scale when it comes to purchasing and marketing.
The main benefits of joining a consortium are:

- joint production of guides and brochures, which advertise all the hotels in the
chain and are distributed at each hotel through tour operators and travel agencies;

- joint national and international publicity campaigns;

- links into computer reservation system (CRS) which allow agents to book
directly from a screen;

- centralized purchasing of hotel equipment to achieve economy of scale;

- technical assistance and management consultancy.

This enables the small hotel to be represented on the international market while
still keeping its managerial independence.

One of the most important divisions of the hotel's administrative staff is the
accounting department. Hotel accounting has many distinctive features because guests'
bills must be kept up-to-date.

All charges' that a guest incurs must be entered, or posted, on his or her account
as soon as possible. In addition to the charge for the guest's room, there may also be
charges resulting from the use of the telephone, the laundry service, the restaurant and
room service. In addition to posting the guest accounts, all the charges must also be
entered on other ledgers or financial records. In many hotels, these postings are done
by computerised accounting machines, but in smaller operations they are still done by
hand.

All the financial transactions not only must be posted, but also must be checked
for accuracy. This is usually the job of a night auditor, who goes through this mass
of figures on the night shift, when there is little activity in the hotel. The size of the
accounting staff varies with the size of the hotel. A large operation employs a chief
accountant, who is on charge of all the hotel's financial records. The statements that
he prepares for the management are important in locating trouble spots in the hotel's
operation and thus in determining overall policies. A good accountant can analyze
an unprofitable operation quickly. Management then can either try to correct the
problem or eliminate the operation. A small hotel usually employs an outside
accountant to check its books periodically.

In addition to the head accountant, bookkeepers on the staff post the transactions
in the various ledgers and guest accounts. In a small establishment, the manager may
take care of the bookkeeping himself.

Cashiers provide financial services to the customers at the front desk, including
receiving payment for bills, making change, and exchanging foreign currency. Cashiers
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in the various restaurants, bars, and shops in the hotel may also be responsible to the
accounting office.

In addition to the night auditor, mentioned above, who checks the accuracy of the
records, another kind of auditor is brought in from outside the hotel to check the
reliability of financial statements and records.

Some hotels also have a credit manager on the staff who checks the financial
ability of the hotel's customers or others with whom the hotel deals. This individual
also is often responsible for trying to collect overdue accounts.

2. Answer the following questions:

1) What is the main distinctive feature of hospitality industry?

2) Why do many hotels seem alike?

3) What intangible elements can make all the difference?

4) Why is competing on price dangerous?

5) How do hotels and attractions promote their services in terms of payment? Is this
method effective? Why not?

6) What system of payment does hospitality industry need? Why?

7) What features make the hotel trade labour-intensive?

8) Why is it compared to a heavy industry?

9) Why do industrialised countries have a competitive advantage in hotel industry?
10) What kind of establishment is a hotel?

11) What range of services does it offer?

12) Why are hotel affiliations becoming more popular?

13) How are independent hotels grouped? Why?

14) What are the main benefits of joining a consortium?

15) Why are small hotels interested in this kind of arrangement?

16) What is the importance of the accounting department for a hotel?

17) What are the functions of the accounting department?

18) What is a night auditor responsible for?

19) What is a chief accountant in charge of?

20) Why is a good accountant valuable for hotel operation?

21) What other positions in the accounting department are mentioned in the text? What
are their functions?

22) Why is an auditor brought in from outside the hotel?

23) What is the responsibility of a credit manager?

3. Sum up what you've learned from the text about:
- tangible and intangible elements of hospitality industry that might influence the price;
- price reductions and discounts in hotel industry;
- the features that make the hotel trade similar to heavy and labour-intensive
industries;
- competitive advantages for industrialised countries;
- the profound changes in the whole structure of the hotel trade;
- economies of scales and their benefits for small hotels;
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- the functions of the accounting department;
- the personnel of the accounting department and their responsibilities.

4. Give your explanation of the following:
inter-related ingredients;
superficially;
an all inclusive price;
an inferior service;
flexible payment systems;
direct and indirect employment;
labour-intensive industries;

a competitive advantage;
complementary services;

the principal accommodation capacity;
franchised chains;

economies of scale;

publicity campaigns;

to post the guest accounts;

to locate trouble spots;

to employ an outside accountant;
to eliminate the operation;
overdue accounts.

5. Read the memo explaining the Grand Hotel's policy on room rates. Think of
Ucrainian equivalents for the arrangements mentioned.

From: The General Manager Date: September 3,200...
MEMO

To: All Front Office Staff Subject: Pricing Policy
It's clear that some clarification of our policy on pricing and room rates is needed.
Basic Rates

We have a basic rate for all room types. However, it is common for

different rates to be charged. This is because the Sales and Marketing Department
negotiates special rates for different agents, corporate clients and other clients.
The basic rates are:

Standard rO00M: ........ccocvviiiiiiiie e £80,00 (double)

Luxury / EXecutive PIUS: ... £115.00 (double)

SUILE . ovviiiiii ettt e eeeeeeneene. INATVIDUALY priced
Standard discounts:

Weekend rate (Fri/SatorSat/Sun) .................ooeeeene. 15% discount

WeeKIy rate: .....cccooveveiiveiieeeie e, seven nights for the price of five

Specially negotiated rates:

Most guests come as part of a tour, through a tour operation, or as a corporate
guest. In this case a special rate will have been negotiated and will be on the computer
for Reservations and the Front Office to access.
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Free Sale Agents.

Free Sale Agents are sent availability charts every two weeks. They sell
rooms at an agreed rate (usually the corporate rate). They don't have to check with us,
so administration costs are kept low.

Allocation Holders.

Allocation Holders have a certain number of rooms which they agree to sell
(usually at FIT rates). The customer pays them directly and they take commission and
pass on what is left to the hotel.

For weekends they have the rooms on a 48-hour release (in other words the hotel can
take them back by Thursday and resell).
If you have any more questions, please speak to the Reservations Manager or the Sales
and Marketing Department

6. Answer the questions:

a) Who decides the rate for different agents?

b) When must a guest stay to get a 15% reduction?

c) Where does the hotel get most of its guests from?

d) Why does selling rooms through Free Sale Agents keep administration costs
down?

e) What is the difference between a Free Sale Agent and an Allocation Holder?

7. Using the information in the memo, calculate the income for the hotel in each
of these cases:

a) Three couples staying for two nights (Friday and Saturday) in Standard rooms.

b) One businessman staying in an Executive Plus room for three nights (not a
corporate client).

c) A group of ten corporate clients each staying in a separate room (luxury) for one
night.
The Sales and Marketing Department has agreed a 20% discount with this company.

8. Read out the interview with the Reservations Manager of the Grand Hotel,
recorded a year after the memo was sent. Note the changes that have been made in
the policy of the Grand Hotel regarding room rates.

| — Interviewer; RM — Reservations Manager
I. Do you have a fixed room rate?
RM. In common with most large hotels, our room rate policy is quite complicated. We
have a basic room rate for all our | room types, but the way that we sell our rooms
means that we often charge a different rate from this. This is because our Sales and
Marketing Department has negotiated different rates with different agents, corporate
clients, and other clients.
I. What are your basic room rates?
RM. Well, we have a Standard room which contains all the basic facilities, such as
private bath, TV, tea-and-coffee- making facilities, and the basic rate for the double is
£85 a night. Our Luxury rooms, or Executive Plus as some of them are called, contain
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a little bit extra: they're a bit more spacious, have better views and so on — they are
£115 a night. Then we also have suites, which vary a lot in price.

I. What discounts do you offer on these basic room rates?

RM. You mean discounts for the individual non-corporate booking? (Yes). Well, we
have special weekend rates: two nights, either Friday / Saturday or Saturday / Sunday
will get a 10% discount. That's to encourage a two-night booking even though
weekends can be our busiest time. And our weekly rate is calculated on the basis of
seven nights for the price of six. That's on all room types.

I. Can you tell us how the specially-negotiated room rates work?

RM. Like most hotels of our size, individual bookings paying the full room rate are a
minority. Most of our guests come through some other source, either as part of a tour,
through a tour operator, or a corporate guest. We get lots of repeat guests from
particular companies and they obviously have a contract with us. There's a corporate
rate, but there are special rates negotiated and arranged with the Sales and Marketing
Department, who enter them onto the computer for the Reservation and Front Office
to access whenever an enquiry or reservation comes in. In addition, a lot of our rooms
are sold through agents and representatives: these are either Free Sale Agents or
Allocation Holders.

I. What exactly are Free Sale Agents?

RM. Well, every week, or even daily at busy periods, we send out availability charts
to Free Sale Agents, who are usually in the States or Europe, are usually either part of
our own company or reputable agents. They sell rooms at an agreed rate — normally
the corporate rate — which is arranged by the Sales and Marketing Department. They
are told every week what rooms they can sell and if they can sell at a discounted rate
or not. The Free Sale Agent doesn't need to check with us first, so it lowers
administration costs; they just send in a confirmation sheet.

I. What about Allocation Holders?

RM. Allocation Holders are agents who have a certain number of rooms that they agree
to sell in our hotel. They normally sell on FIT rates — Fully Inclusive Tariff rates —
which are from the leisure side of the business and are cheaper than corporate rates.
The customer pays them directly, they get commission and pass on what is left to the
hotel. The rate is agreed with the Sales and Marketing Department. An Allocation
Holder usually has up to twenty rooms over a weekend, on a seventy-two hour release
— in other words, by Wednesday, the can take the rooms back and re-sell them.

9. Answer the questions:

Why is the room rate policy complicated?

What facilities does a Standard Room contain?

Why do they have special weekend rates?

What is the difference between a corporate rate and specially-negotiated room rates?
How do they work through Free Sale Agents?

In what way are Allocation Holders different from Free Sale Agents?
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10. Match the calculations on the left with the answers on the right. They all relate
to prices at a New York hotel.

A B
1. $45+10% a) is $2.70
2. $200—15% b) comes to $49.50
3. £100 at $1.624 to the £ c) comes to $3 each
4. $12:4 d) is $170
5 $121.25%x4 e) comes to $162.40
6. $0.90 x 3 f) is $485

11. Decide which calculation above refers to each situation below.

Example; Lunch for two in the hotel restaurant including the service charge.
1/b -+ Forty-five dollars plus ten per cent comes to forty-nine
dollars and fifty cents.

a) The price of a standard room from Monday to Friday lunchtime.

b) The cost of three Coca-Colas from the mini-bar

c) The amount in dollars you would receive when changing £100 at the bureau de
change.

d) The price of an executive room with a corporate discount.

e) The cost per person of a ten-minute taxi ride shared by four people.

12. Do the puzzle by finding the tlrjalt]e]s [ —
clues: 2L | ‘ ~{
1. Room _ (5) for our regular 3 |
corporate guests are lower that those 4 |
for individual bookings. 5| | '
2. In a Visa transaction, give the 6
guest the top copy of the _ (7). 7 )
3. I'd like to pay by _ (6) card. Do
you accept American Express?
4. No, there'snoneed to paya _ (7) : 9
. You can just leave us your passport 10

as
security.
5. If you go on a package tour, you may have to pay in _ (7) .
6. | haven't got any _(4) on me-could you lend me 50p for the bus?
7. 1T you have still got the _ (7) . the shop will give you a refund.
8. I've got my guarantee card, but I can't seem to find my (6) book.
9. Could you prepare my bill, please? I'd like to check _(3) now.
10. I’ve got £50 — could you give me ten £5 (5) ?

13. Arrange the sentences below into two passages.
They both describe the procedures to follow when accepting credit cards. Passage A is
a formal description issued by the credit card company.
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Passage B is what a hotel employee telling a new trainee informally.

A B
Formal description Informal instructions
In order to prevent credit card Basically, what you have to do is this.

fraud, the following
procedures must be followed.

a) If the date is still valid, an authorization code should be obtained from the credit card
company.

b) Then you fill in the voucher and ask them to sign it while you are looking.

¢) When they've signed it, check that the signatures are the same.

d) First of all, make sure that the card isn't out of date.

e) If they are, you give them back their card and the top sheet of the voucher, and that's
it.

f) In order to prevent credit card fraud, the following procedures must be followed.

g) Firstly, the expiry date of the card must be checked.

h) Finally, if the signatures match, the card and the top copy of the voucher should be
returned to the customer.

1) If it's still valid, you phone the credit card company for an authorization number.

J) Basically, what you have to do is this.

k) The voucher should be filled in and signed in the presence of the employee.

1) The signatures on the card and voucher should be compared.

14. Choose the appropriate variant from the words in brackets and complete the

dialogue:

Guest:  I'd like to (check out) (depart) now, please.

Hotel:  Certainly, madam. May | (have) (know) you room number?

Guest:  Yes, it's 429 and the name's Ann Smith.

Hotel:  (I'll) (I'm going to) get your bill straight (up) (away).

Guest:  Thank you.

Hotel:  (Here) (Here you are), madam. Would you like to (verify) (check) it?

Guest:  Thank you. (There's) (I have) just one thing — do you know what these
extras are (from) (for)?

Hotel:  Phone calls, | think, but (I'll) (I'm going to) check, if you like.

Guest:  No, don't (mind) (worry), that (can) .(must) be right. Everything
(appears) (seems) fine.

Hotel:  How (would) (will) you like (to pay) (to buy)?

Guest:  You (accept) (receive) Visa, (isn't it) (don't you)?

Hotel:  Yes, (we do) (itis).

Guest:  Here you are.

15. Read out the dialogue again and try to reproduce it.
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16. Transform these sentence into the Passive:

Example: They gave corporate clients a 15% discount last year. Last year corporate
clients were given a 15% discount.

a) I'm afraid they are emptying the pool for maintenance.

b) We ask guests to check out by 12,00.

c) We will return guests' laundry by 9 a.m. the following morning.

d) 1didn't know if the bill had included service.

e) Why hasn't anyone paid this bill yet?

f) He called a taxi while they were bringing down his luggage.

17. Read out the information about hotels in Midford from the brochure.
Hotels in Midford 1 (June - September; tariffs include service and VAT)
The Phoenix Hotel
Single room £16, with bath £20;
Double room £28, with bath £35;
Breakfast £5 per person;
Children under 12, 50% reduction.
The Dalton Hotel
Single room with bath £30;
Double room with bath £60;
Children under 12 in same rooms as parents free;
Breakfast £6 per person,
The Park Hotel
Bed and breakfast per person £1 6;
Double room with bath £25:
Dinner bed and breakfast £29 full board.
The Castle Inn
Single room £12; Double room £15;
Includes continental breakfast (English breakfast f3 extra).

18. Answer the questions below.

a) Which hotel is the cheapest? Which is the most expensive?

b) In which hotels do all rooms have a bathroom?

¢) In which months do the rates apply?

d) Inwhich hotel can children stay free in the same room as their parents?
e) Which hotels include breakfast in the room rate?

f)  Which hotel quotes an inclusive rate for dinner, bed and breakfast?

g) Which hotel quotes only rates per person?

h) In which hotel is there the smallest difference between the price of a single room
and the price of a double room?

1) What other word means "room rates"?

19. Read out a conversation between a clerk in a Hotel Reservations Bureau and a
tourist.
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C — Clerk; T — Tourist
C. ...so here's a brochure with the hotels in Midford. It gives you all the rates...
T. I'msorry, my English isn't so good. Can you explain this to me?
C. Yes, of course. First of all we have the Castle Inn, it's the cheapest. It will cost you
only £12 for a dingle room and £15 for a double. The price includes continental
breakfast. If you want a full English breakfast you'll have to pay extra...
T. What is this "English breakfast"?
C. Oh, you know, hot food, fried egg, fried bacon, porridge, whereas the continental
breakfast is coffee, tea, rolls, jam and honey — nothing cooked, you see.
T. 1think | would prefer the continental breakfast.
C. Well, yes, that's included. And then we have the Dalton Hotel, more expensive, but
very nice, a bathroom attached to every room. The Dalton charges £30 for a single
room and £60 for a double. But there is no charge for children under 12 who stay in
the same room as their parents.
T. 1'won't have my children with me. But maybe my husband will come a later...
C. Well, the Park Hotel is very reasonably priced. £16 per person. Every room has a
bath. There's a special rate of £25 which includes dinner, bed and breakfast — what
we call half-board. Or you can have full-board, that's the room plus all meals for £29
per person per night.
T. We would only want breakfast.
C. [Isee. You could try the fourth hotel here, the Phoenix. It will cost you £28 for a
double room with, bath. Breakfast is £5 per person.
T. Yes. But what about the extra money, what do you call it in English, the service...
C. All these rates include a service charge of ten per cent. They also include VAT —
that's Value Added Tax.
T. If we come later in the year will it be cheaper?
C.  Yes. These are the rates for June to September. You would pay less at times of
the year.
T. I'll talk about it with my husband. Thank you for explaining everything to me.
C. You're very welcome.

20. Answer the questions:
What is full board?
What is half board?
What is a continental breakfast?
What is an English breakfast?
How much service charge is included in the prices?
What do the letter VAT stand for?
What is the Russian abbreviation for the same term?

21. Complete these sentences using the words from the dialogue:

a) (The Castle Inn). The price includes continental break fast. If you want a
full breakfast you'll have to pay extra.
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b) (The Dalton Hotel). There is no for children under 12who ____in
the same room as their parents.

¢) (The Park Hotel). There is a rate of £25 which _ dinner, bed and breakfast.

d) (The Phoenix Hotel). It will you £28 for a room with :

e) These are the rates for June September. You would pay at
other times of the year.

22. Now you choose four similar hotels in your district/city and make up similar
dialogues, explaining to a visitor tariffs and services provided by the hotels.

LANGUAGE REFERENCE
There are several names for different payment arrangements that show how the
room rates and prices are formed.

23. Study the list below and give Ukrainian equivalents for similar rrangements:

Meals

English breakfast: a breakfast including cooked
food; offering, for example,
porridge, fried bacon, fried
egg, sausages, etc.

Continental breakfast: a breakfast consisting of tea or
coffee and baked produce
(bread, buns, rolls, croissants,
toast) with butter and jam,
honey or marmalade.

Lunch.
Dinner.

Food plans

European plan: the rate for a room alone, with no meals included at all.

Bed and breakfast / continental plan: the rate includes the room and

breakfast.

Half board / demi-pension / modified American plan: this includes the room, plus

breakfast and one other meal (lunch or dinner).

Full board / en pension room and all meals included.

American plan:

Expressions used in quoting rates: for a single / double room;

per person / room...
the price includes...

Nouns of cost: the room rate(s); the tariff(s);
a supplement; service charge;
VAT; areduction of (20% per
cent); a discount.

Verbs of cost: the room costs £...; the hotel
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charges £...for a room; it will
cost you £... for a room.

24. Read out a dialogue between a secretary of a company and the Manager of the
Valley Hotel. Make a note of the way different **plans'* are discussed.

Secretary —S., Manager — M.
S. ...50 we have trainees from abroad with us for several weeks at a time, and we
are considering putting them with local hotels as long-stay guests.
M. Well, in that case we would charge you on a weekly basis. But of course we
might be able to offer you a discount. Our most basic plan is for the room only, with
no meals at all included — what we call European Plan. Our normal weekly rate for
room only is £150.
S. | see. But | think we would prefer to have the accommodation on the basis of
meals provided — perhaps even all meals during Christmas holidays and so on...
M. Right. Well, we can offer a choice of plans for this. Obviously there's the ordinary
bed and breakfast system, what we call Continental Plan, and for that we normally
charge £165 a week.
S. Just a moment. £165... bed and breakfast. Now, what about people who want to
stay en pension, with all meals included?
M.  Well, we call that our American Plan. Our normal rate is very reasonable — £220
a" week.
S.  Isee. And that just leaves the trainees who have lunch in our canteen but get all
their other meals in the hotel. Do you have a plan to cover this — demi-pension,
including an evening meal?
M.  Yes, we can certainly offer that. It's what we call our Modified American Plan.
It includes room, breakfast and dinner, and normal rate is £195 a week.
S. Fine. Now let me tell you more about our numbers and you can tell me what
kind of discounts you can offer...

25. Think and answer:
What payment scheme is most suitable for long-staying guests? Why?
What other services can be included in the tariffs?
Are the above mentioned "plans"” practiced in Russia?
What are the most popular international payment arrangements?

26. Read and translate a newspaper article.
A question of better quality.
Profile: Mariott.

The MARIOTT hotel chain has one of the most comprehensive range of hotel
grades and locations.

Mariott was formed more than 60 years ago when Willard and Alice Mariott
opened a nine-seat root beer stand called the Hot Shoppe in Washington DC.

There are Mariott hotels in all 50 US states and some 24 countries worldwide —
including Warsaw, which recently saw the opening of Mariott's 500th hotel.
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Mariott has hotels in all market segments — it has pioneered the way in the budget
hotel sector, and is involved in airport and other restaurant catering operations.

Mariott hotels are located in downtown, suburban, airport and resort sites in both
the US and overseas. While most of the hotels are managed directly by the company,
some are franchised in the US.

Mariott is addressing its quality problems with a new programme to ensure
consistency of services, especially to business customers. It believes it has a marketing
edge with its frequent traveller programme, introduced five years ago and subsequently
upgraded. This enables frequent travellers to gain extra room nights free, and offers a
wide range of other benefits.

The international hotels tend to be of a higher standard and Mariott has earmarked
Europe as a large area for expansion. Mariott recently concluded a joint venture with a
Japanese development company to acquire and develop up to nine Mariott hotels in
Europe at a cost of $400 m.

Mariott's policy of segmenting the hotel market has led it into several acquisitions.
Among these was the purchase of Residence Inn.

Fairfield Inn was Mariott's entry into the economy sector in 1987.

Each hotel typically has 130 rooms. Mariott's Courtyard hotels were the first of
the new mid-price hotels in the US without all the extra facilities associated with up-
market hotels.

Mariott has more than 180 Courtyard hotels either open or under construction in
the US.

(adapted from the "Financial Times")
27. Answer the questions:
1) What range of hotel grades and locations does the Mariott chain have? Why?
2) Where are Mariott hotels located?
3) How does the frequent traveller programme enable the Mariott chain to compete
successfully?
4) Why did the chain earmark Europe for further expansion?
5) What is their policy aimed at?
6) What are the advantages of the new mid-price hotels?

28. Give a summary of the information you've learned from the article.

29. Read and translate a newspaper article.
NOTE: C$ Canadian Dollars
Business Cities: Toronto offers a room with a sporting view

Sports-loving business travellers visiting Canada's commercial and financial hub
have an attractive new option to consider when deciding where to spend the night.

The 348-room Sky Dome hotel, part of the Sky Dome stadium, the city's new
£305 m sports complex which boasts a Hard Rock cafe and a retractable roof among
other amenities, has 71 rooms overlooking the playing surface.

Nightly rates range from C$175 {about average for a Toronto luxury hotel) to
C$850 for a bi-level suite.
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Rooms with a view will start at C$275 a night for dates when events are scheduled.

The stadium is centrally located, so the hotel should be relatively convenient for
business meetings.

However, for those seeking to avoid the soulless anonymity which can pervade
even the best chain hotels, the hostelry of choice in Toronto remains the Windsor Arms.

This small hotel, recently purchased by Edoken Canada, is situated near the
expensive Yorkville shopping area, a ten-minute taxi ride from the financial district.
Individually - furnished rooms lend it something of the air of a country mansion. The
hotel's high teas are strongly recommended, as is the Three Small Rooms restaurants.

The general standard of restaurants in Toronto has risen by leaps and bounds, the
legacy partly of the accelerating influx of immigrants into the city from all corners of
the globe.

Most of the ethnic tastes are catered for. The city's sprawling Chinatown is a
particularly happy hunting ground. Probably the best restaurant in town for the certified
"foodie" is Jamie Kennedy's adventurous Palmerstons. The menu specialises in unusual
combinations of flavours, sweetbreads are a speciality. Expect to pay C$60—C$70 per
head, including wine.

In the medium price range the restaurant Southern Accents is hard to beat, not
least for its generously proportioned cocktails. Blackened and bronzed dishes are
uniformly flavourful. For spice lovers, piquant shrimp pasta is the order of the day.
Service is outstanding. Advance bookings are advised for both establishments.

Among the pick of the bunch in the cheap and cheerful category is The Real Jerk,
a raucous West Indian restaurant. A range of roti and curry dishes is on offer, as well
as a surprisingly delicately spiced Jerk chicken. It is not unusual to escape for less than
C$15 per person. It helps if you enjoy a reggae music accompaniment.

Recommended at lunchtime are Sangam, an Indian restaurant which serves a first
class luncheon buffet catering particularly well for vegetarians, and Simcoes, an up-
market pasta eatery. The latter also boasts a fine selection of fruit sorbets.

On a less cheerful note, it is worth bearing in mind that Toronto's traffic problem
Is getting worse. Two upshots of this are: first, allow at least an hour for the trip to the
airport. Second, become familiar with the subway. This is safe, efficient and very, very
tidy. Finally, although everybody knows that Canada is cold in winter, Toronto's
oppressive summer heat and humidity is often overlooked. If visiting between June and
early September, lightweight clothing is accordingly indispensable.

(adapted from the FT)

30. Explain the meaning of the following:

visiting a hub

a retractable roof

a bi-level suite

the soulless anonymity

high teas

has risen by leaps and bounds

to cater for the ethnic tastes

a happy hunting ground
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the certified "foodies"

generously proportioned cocktails

Is the order of the day

the pick of the bunch in the cheap and cheerful category
It is not unusual to escape for less than ... per person.
luncheon buffet catering

an up-market pasta eatery

it is worth bearing in mind

summer heat and humidity is often overlooked
lightweight clothing is indispensable

31. Answer the questions:

Why is the Sky Dome hotel recommended to sports-loving business travellers?
What other amenities attract visitors?

What are the room rates at the Sky Dome?

How different is the Windsor Arms?

Where is it located?

What features are especially recommended?

Why did the standard of Toronto restaurants rise by leaps and bounds?
Why are different ethnic tastes catered for?

What part of the city is a happy hunting ground? Why?

What types of restaurants are there?

How are restaurants classified according to the prices charged?

What other recommendations are given to visitors to Toronto? Why?

32. Give a summary of the text.
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READING

1. Read and translate the text.

UNIT 25

DEALING WITH COMPLAINTS

Wherever people travel, they look forward to smooth and trouble-free journey,
including a comfortable stay at a hotel. When your booking is accepted by the hotel, a
legally binding contract is made between you and the company providing the
accommodation. They are under a legal obligation to do their job with reasonable skill
and care, and you will have a claim if they do not.

Things very often go wrong, though. The descriptions in the advertising
brochure may not be accurate, the accommodation may not be of the standard you
expected or you may not get the room with the view that you requested.

This text explains your rights in dealing with hotels and answers the questions
most frequently asked by guests.

Question 1

Answer

Question 2

Answer

We picked what the tour operators described in

their brochure as a "3-star" hotel. But it was shabby
and dilapidated and had no restaurant. We
complained to the tour operators but they said they
had rated it as 3-star, and that was the end of the
matter. Can they get away with this?

The problem with star ratings is that they vary

between countries, even within the European
Community. Therefore many tour operators choose
to use their own rating system to assess the
accommodation they offer. This means that a claim
against the tour operator based on the star rating
system alone is difficult to argue, unless you can
prove that it failed to meet even its own criteria in
assessing the accommodation.

However, you may still have a viable claim for
compensation, based on the fact that the
accommodation was not of a reasonable standard in
view of the price paid and/or the description given
in the brochure.

When | arrived at the hotel where I'd booked a

weekend break, | was told that they had made a
mistake and the hotel was full. The only other hotel
in the area that had room for me was a more
expensive one in the next town, so I'm out of
pocket. What are my rights?

The hotel accepted your booking and was obliged

to keep a room available for you. It is in breach of
contract and liable to compensate you for the
additional expenses arising out of that breach —
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the difference in cost between what you were
expecting to pay and what you ended up having to
pay in the more expensive hotel, plus any extra
travelling costs. You should write first to the hotel
manager explaining what happened, and enclosing
copies of receipts for your additional expenditure.

Question 3 While | was staying at a hotel my video camera
was stolen from my room. Is the hotel liable?
Answer Hotel owners owe you a duty of care and must look

after your property while it is on their premises.
They are liable for any loss and damage as long as
it was not your fault (your claim would be unlikely
to succeed if you left the camera clearly visible in a
ground-floor room with the door and window
unlocked).

However, providing the hotel owners display a
notice at reception they can limit their liability to
£50 per item or £100 in total. They cannot rely on
this limit if the loss was caused by the negligence
of their staff, although you will have to prove such
negligence to make a higher claim.

Question 4 After booking a room in a Brighton hotel | had to
cancel. | told the hotelier immediately, but he kept
my deposit and wrote asking for extra
compensation. Is he entitled to this?

Answer If a hotel accepts your booking (whether it is made
by phone, letter or in person), you have made a
binding contract whereby the hotel agrees to
provide the accommodation for the specified dates
at the agreed price, and you agree to pay for it. If
you later back out, or fail to turn up, the hotel can
keep your deposit to cover its administrative costs.
The hotel must try to re-let your room, but if it
cannot it may claim the profit it has lost from you,
and this is likely to be a high proportion of the total
price.

Question 5 Our hotel in Tunisia was very pleasant, with good
food and facilities, but our holiday was marred by
the building work going on across the road — a
massive new apartment complex was under
construction. The work started at 5 a.m. every day
and we could not sit on our balcony due to the
noise and dust. The tour operator is refusing to
compensate us for this, claiming that it is not
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Answer

Question 6

Answer

Question 7

Answer

Question 8

responsible for circumstances outside its direct

control. What can we do?

The tour operator may be right. But you would
certainly be entitled to compensation for the loss of
enjoyment (and sleep) if:

a) the building work was going on within the
hotel itself, in which case you could reasonably
have expected to have been warned in advance
and to have been offered an alternative hotel if
the disruption to your holiday would be great;

b)  this new complex had been under construction
for some considerable time before your
holiday, in which case you could argue that the
tour operator, via its rep, ought to have known
about the proximity of the work and should at
least have warned you.

While I was in bed in my hotel room a section of
the ceiling caved in. | was shaken and slightly
injured, but it could have been worse. Can I claim
for the shock and injuries?

Hotel owners are responsible for the physical safety
of their guests. You have a claim for compensation
and would be wise to seek legal advice to have it
properly assessed.

When | called to book a room the hotel told me it
would cost more if | wanted to pay by credit card.
Is this legal?

Yes. Dual pricing has been legal in the UK since
1991, and some hoteliers have increased their

charges to guests who pay by credit card in order to

recover the commission they pay to the card
company. But to be entitled to the increased charge
hoteliers must draw it to your attention when you
book and indicate it on the tariff displayed in the
reception.

If you were not informed — contact the Trading

Standards Department at the council offices local to

the hotel.

My hotel room was shabby and dirty with soiled
towels and grubby sheets. | refused to pay the
whole bill, but then the hotel refused to let me
remove by luggage until | settled up in full. Was
the hotel within its rights to hold my luggage
hostage like this?
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Answer Any hotel room, whatever its price, should be clean
and safe and offer a reasonable standard of
accommodation for the price paid. As yours failed
to do so it is reasonable to seek a reduction in the
bill. However, the hotel does have a right to hold
on to your luggage until the bill is paid.

It is probably easier to pay up in full but give

written notice that you are paying under protest

and are reserving your right to seek compensation

in the courts.
2. Answer the following questions:
1) Why do claims arise?
2) What is booking accommodation in terms of legal obligation?
3) What can you do if the hotel you stayed at did not meet the standards you had
expected?
4) What is the problem with star ratings?
5) Why is it difficult to argue such claims?
6) What is a hotel obliged to do if they accept your booking?
7) What compensation are you entitled to if they fail to keep a room available to you?
8) Is the hotel liable for any loss and damage to your property?
9) In what case can their liability be limited?
10) What are the regulations for settling financial matters if you cancel your booking
in the UK?
11) Why was the holiday in Tunisia marred? Whose fault was that? Was the hotel liable
for the loss of enjoyment? Why not?
12) What was the clear case for raising a claim?
13) Why is the traveller recommended to seek legal advice?
14) When was dual pricing accepted in the UK?
15) What should hoteliers do if they want the increased charge?
16) What is the best way of settling such matters?
17) Why did the guest complain?

3. Sum up what you've learned from the text about:

the legal aspect of booking accommaodation;

the reasons for claims;

the problem with star ratings;

the rights of the guest in case when a hotel fails to keep a booked room for him;
the liability of hotel owners for any loss and damage to the property of the guests;
the financial arrangements in case of cancellation;

the circumstances outside direct control of the hotel and the way to claim compensation
in such case;

the responsibility of a hotel for physical safety of the guests;

dual pricing in the UK hotels;

the right of a hotel to hold their guests' luggage until the bill is paid.
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4. Give your explanation of the following:

smooth and trouble-free journey;

to make a legally binding contract;

to be under a legal obligation;

and that was the end of the matter;

the tour operator failed to meet even its own criteria;

to have a viable claim for compensation;

the additional expenses arising out of the breach of the contract;
hotel owners owe you a duty of care;

your claim would be unlikely to succeed,;

of the loss was caused by the negligence of the staff;

if you later back out or fail to turn up;

our holiday was marred by the building work;

| was shaken and slightly injured;

to have compensation properly assessed;

dual pricing;

to recover the commission they pay to the card company;
indicate it on the tariff displayed in the reception;

the hotel refused to let me remove my luggage;

to give written notice that you are paying under protest.

5. Read out a conversation between a woman who is talking about her stay in a hotel
and her friend. The woman had a disastrous time when she stayed in a hotel because
a lot of things went wrong. Make a note of the things that went wrong.

Woman — W., Friend — F.

W. | must tell you about this one hotel we stayed in, about three years ago.

F.  Where?

W.  Well, it was just a little place in the country. We went for our anniversary —
thought it would be relaxing and romantic. We'd seen it advertised in a

magazine and it looked really quiet and peaceful.

And wasn't it?

Well, not exactly, no! For a start, when we arrived on the Friday evening,
there was no one at the desk, so we rang the bell and waited, but nobody
came. Then we heard voices in the back room, shouting and getting louder
and louder, so we rang the bell again and eventually this little red-faced man
popped out and shouted, "Yes? What do you want?"

Oh.

Well, we were a bit taken aback, but we explained we had a reservation and
he calmed down and we checked in. He told us the room number — 106.

You' ve got a good memory!

Well, there's a reason. Anyway, he gave us the key and off we went, only to
find that the key didn't fit the door. It turned our that he'd given us the
right key but the wrong room — we should have been in room 107.

F.  And was the room OK?

=T

=T

=T
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W. Yes, it was fine — the bathroom was a bit small, but OK. There were no
towels, though. | went down to ask for some and he just said, "You want
towels? You didn't bring one?" | was furious. Anyway, he apologized and
brought us some.

Sounds awful.

Well, it doesn't end there! It went from bad to worse. Dinner was a disaster.
The service was appalling. The waiter was drunk and could barely stand
upright, let alone carry the food. He dropped my soup all over the floor. And

the food was vile — tasteless and overcooked.

Did you complain?

We were sick of complaining! It was more trouble than it was worth. We just
left and walked along the river to the local pub, which was lovely. But then
we went back to the hotel to spend the night.

Oh no! What happened then?

We got back and went to bed. So far so good. But then after about ten
minutes a horrible screaming noise started. We didn't know what it was. It
sounded like someone being murdered, but we came to the conclusion it
must be to do with the water pipes. Well, whatever it was, it went on all
night and we hardly slept at all. By the morning we'd had enough. There
was no way we were going to spend another minute there. We got our
things together, had breakfast, which was surprisingly good, and asked for
the bill. He got all upset and asked why we were leaving, at which point we
complained about everything. He got really annoyed and said we'd have to
pay for the second night because we'd made a reservation. Well, he
eventually backed down after we threatened to write to the local tourist
board and the local newspapers, but he still tried to charge us for some
newspapers we never had.

Did you go to another hotel?

Oh no, we just gave up and went home. Our weekend was already ruined. But
anyway, the final chapter in the horrible saga happened about a month later.
| was reading the paper and | came across a story about a murder in a
country hotel. Guess which hotel?

No!

Yes! There were photos of it plastered all over the paper. The hotel owner had
killed his wife after a row and hidden the body in one of the bedrooms. But
a guest was given the wrong key by mistake and found the body by chance.

F.  Oh, no, that's horrible

W. And worst of all: guess which room the body was hidden in.

F.  Oh, not yours. | don't believe it.

W. Yes, number 107!

=T

=T

=T

=T

=T

6. Read out the dialogue again and say if these statements are true (T) or false (F):
a) The woman had seen an advertisement for the hotel in a shop window.
b) The couple went to the hotel to celebrate a birthday.
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c) The man at the front desk had probably been arguing.

d) They were given the key to room 106.

e) The woman complained about the size of the bathroom.

f) They didn't complain in the restaurant.

g) They didn't sleep very well because they heard a screaming noise.
h) They quite enjoyed the breakfast.

1) They went to another hotel after checking out.

J) The murder took place in room 107.

7. Retell the story about the disastrous stay at a country hotel.

8. Think and answer:
1) Have you ever had a disastrous stay in a hotel?
2) What went wrong?
3) What could go wrong in these areas?
a) front desk / checking in
b) the guest's room
c) in the restaurant
d) checking out / the bill
4) How would you handle the following people complaining in your hotel:
a) A drunk customer in the hotel restaurant complaining loudly about the
slow service.
b) A guest who can't speak Russian very well, complaining about the
size of his / her room (you think).
c) An extremely rude and angry guest complaining about his / her bill
when checking out.
d) A dinner guest who is complaining about the quality of the food.
e) An elderly gentleman complaining about how many stairs he has to
walk up to get to his room.
f) A foreign visitor complaining about the weather in Russia.

9. Look at some of the main "'rules" for handling complaints and match them with
the additional sentences bellow.

a) Listen carefully to the complaint.

b) Do not interrupt.

c) Wait until the person has completely finished.

d) Apologize.

e) Speak normally.

f) Summarize the complaint.

g) Explain what action will be taken, and how quickly.

h) If the guest is angry, aim to remove the scene to somewhere private.
1) If you repeat the main points of a complaint, you make sure that there is no
misunderstanding about the reason for the complaint, and saying the main points
calmly helps to cool down the situation.
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2) Before saying anything at all, be certain that the guest has completely finished
talking and is not just pausing for breath.

3) Ashort clear apology should be the first thing you offer the guest. This must come b
e f o r e any explanations or reasons.

4) Do not let your voice rise to match the voice of the guest. This will only lead to
more argument.

5) Make clear what you will do. Give the guest a definite time so that he understands
that his complaint will be attended to.

6) An interruption will cause the guest to carry on louder and longer.

7) Itis important to show that you are giving the guest full attention.

8) This could be an office, or an empty lounge. Try to find a place where there is no
barrier (table or desk) between you and the guest.

10. Think and answer:

Which of these rules are most important? Decide on the three most important rules.
Which rule is most difficult to follow? Why?

Do you think the staff in Russian hotels are trained according to these rules? Give your
examples.

11. Read out two dialogues and compare the ways the receptionist handles the same
complaints,
Make a list of the things the guest is complaining about.
Dialogue 1 G. — Guest
R. — Receptionist

R.  Good evening. Can help you?

G.  Well, I hope you can. I'm in room 607 and frankly, it's disgusting. I'm
extremely annoyed.

R.  Oh, dear. What exactly is the problem?

G.  Everything. For a start, the room is ridiculously small. specifically requested
a large room.

R. Isee. Is there anything else?

G.  Yes, there is, It's absolutely filthy. Yesterday, when | arrived, it was dirty,

and it's quite obvious that it hasn't been cleaned for days - the bath's got
dirty marks all over it and there'd dust everywhere.

R.  Well, that's strange: they should have cleaned it this morning and yesterday.
Are you sure?

G.  Of course, I'msure. I know dirt when see it! And another thing: the sheets
haven't been changed.

R.  Oh, dear, I'll send room service up with some clean sheets, and I'll make sure
the room is cleaned first thing tomorrow morning.

G.  Tomorrow! I'm afraid that's not good enough. | want it cleaned now,
immediately, do you hear?

R.  Well, I'm terribly sorry, but that's not possible. The cleaning staff have all
finished now. You should have complained earlier.
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G.  What? This is totally unacceptable! If you can't clean my room then | want
to move.

R.  I'mawfully sorry, but we're fully booked.

G. | don't believe this | demand to see the manager!

Dialogue 2

R.  Good evening. Can help you?

G.  Well, I hope you can. I'm in room 607 and frankly, it's disgusting. I'm
extremely annoyed.

R.  OK. Mrs. Jenkins, isn't it?

G. Yes.

R.  Now, what exactly is wrong?

G.  Well, for a start, the room is very small - | requested a large room.

R.  Actually, room 607 is one of our larger rooms.

G. Isit? Well, I'm bitterly disappointed, I'm afraid. Also, it's very dirty: the bath
hasn't been cleaned and the sheets haven't been changed.

R.  Oh, I'm terribly sorry, Mrs. Jenkins. It must be most up setting for you. I'm
quite sure there's been some mistake. I'll send someone up immediately to
look at it.

G. Well, really I'd like to move room now.

R. I understand. We are very busy, but I'll see what can do. Why don't you wait
in the lounge bar while | sort this out, I'll arrange for a complimentary drink
for you.

G. Well, OK, then.

R. I really am most sorry, Mrs. Jenkins, for the inconvenience you've suffered.

12. Think and answer:

In what way does the receptionist behave differently in the second conversation? What
does she offer to do?

Why is the outcome different in each situation?

13. When people complain, they want to emphasise an adjective or make it stronger,
especially during an emotional exchange. It is common to use intensifying adverbs,
such 35X

extremely, absolutely, very, terribly, quite.

However, not all combinations of adverb and adjective are possible.

Make a note of the combinations in the box and use them in the sentences

below:

a) extremely / very / terribly annoyed d) absolutely / quite unacceptable
b) absolutely /quite filthy e) extremely/veryl/terribly disappointed
c) absolutely/quite sure f) extremely / very / terribly sorry
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1) I'm that I didn't make any international phone calls from my room.

2) We were with the hotel, considering that so many
people had recommended it to us.

3) The standard of the food was terrible. It was .

4) The swimming-pool obviously hadn't been cleaned for ages. It was

5 I'm that it's so noisy. Unfortunately, it's unavoidable because
we're having essential repairs done.
6) The chef is obviously a perfectionist. He gets if

the slightest thing goes wrong.

14. Choose the best word to complete the sentences.
1) Send someone up to my room at once — the bathroom hasn't been cleaned and it's

disgusting.
a) very  b)extremely c)terribly d) absolutely
2) The food isn't bad but the service is slow.

a) absolutely  b) utterly  c) totally  d) very
3) The training that they give their staff is extremely :
a) brilliant ~ b) magnificent c)good d) wonderful
4) The problem with holidays in England is that the weather is often very :
a) awful  b) terrible  c) dreadful  d) bad
5) This is the worst bottle of wine | have ever had. It is absolutely — it tastes like

vinegar.
a)bad b)sour c)disgusting d) unpleasant
6) I'm sorry Room Service haven't brought you your coffee yet. I'll ask

them to bring it up straightaway.
a) bitterly  b) quite  c¢) absolutely  d) terribly
7) Please tell the chef that was the best steak | have ever had. It was marvellous.
a) terribly  b) absolutely  c) very  d) extremely
8) The room I'min is having another one.
a) quite  b) absolutely  c) totally  d) extremely
9) I'm certainly not going in the pool — it looks very
a) dirty  b) filthy  c) disgusting  d) revolting
10) The last hotel where | worked was absolutely — there were over 900
bedrooms.
a) enormous b) big c)large d) high

VOCABULARY PRACTICE
15. Match the words on the left with definitions on the right:

1) complain a) warned that

2) ignored b) given free of charge

3) cope with c) causing a strong feeling of dislike

4) filthy d) become or make smb. become quiet when
they are angry or upset

5) appalling e) very bad or harmful
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6) complimentary f) paid no attention to

7) disastrous g) say that you are not satisfied or
8) disgusting happy with something

9) calm / calm down h) shocking or terrible

10) threatened to 1) deal successfully with

J) very dirty

16. Read out another example of a complaint and answer the questions below:
G — Guest DM — Duty Manager

G. Can't you do something about the service in this hotel?

DM. I'm sorry, madam. What's the problem, exactly?

G. My breakfast, That's the problem!

DM. Yes?

G. | ordered breakfast from Room Service at least half an hour ago...

DM. Yes?

G. I've telephoned Room Service three times, but my breakfast still hasn't
come...

DM. |see...

G. I've got an important meeting at nine o'clock and now it seems I'll have to

go there without breakfast! Really, | don't think this is good enough!

DM. I'm very sorry about this madam. You ordered breakfast half an hour ago,
and you've phoned three time's since then?

G.  That's right.

DM. | really must apologize. You should have received the breakfast no later that
five or ten minutes after you ordered it.

G.  That's what | thought.

DM. The problem may be that they've been rather short-staffed in the kitchens
recently. But I'll look into this, and I'll make sure that the breakfast is sent
to you immediately. Full English breakfast, was it?

G.  Full English breakfast, with corn flakes.

DM. Very well, madam. I'll deal with this myself, and I'll have it sent up to your
room right away.

What is the guest's complaint?

While listening to the complaint, does the Manager speak at all? What does
he say?

What is the first thing he says after hearing the complaint?

How does he check that he understood the complaint?

He apologizes several times during the conversation. What does he say?

What explanation does he give?

What action does he promise?

17. Give replies to the complaints below. Use any suitable phrase of apology, and any
suitable phrase promising action.
Example: We've been waiting half an hour for our suitcases.
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You: — I'm sorry about that, sir. I'll have them sent up right away.
a) This tablecloth is filthy! Can't you give us another one? (replace)
b) Why is it taking so long to make our bill up? (make up)
¢) | paid the parking attendant to wash my car, but no body has washed it. (wash)
d) I'msure the sheets on the bed haven't been changed after the last guest, (change)
e) There's a mistake in the bill. We didn't have dinner here last night, (check)
f) We arranged for an extra bed to be put in the room for our young son. But there's
only one double bed here, (attend to)
Useful prompts: I'm sorry, I'll have (it sent up right away)
I'm very / extremely sorry (about this / that)
I'll get it (attended to immediately)
| really must apologize,
I'll make sure (it's brought to you immediately)
| do apologize,
I'll, deal with this myself;
I'll look into this...;
I'll sort out (this mistake, etc.)
What I'm going to do now is ...
The first thing I'm goingto do is ...

18. Read another dialogue between a Duty Manager (DM) and a guest (G). Make a
note of how the Duty Manager does the following things:

a) moves the scene of the complaint to a less public place;

b) shows that he is listening carefully;

c) apologizes;

d) summarizes the complaint;

e) gives a possible explanation of the event;

f) tells the guest what action will be taken.

G.  Are you the Manager?

DM. I'm the Duty Manager. And you're Mr. Clarke from the Seaways group,
aren't you? Can | help you?

G. You'd better. My suitcases have been stolen and | want them back, quick.'

DM. Let's go into my office, and you can tell me exactly what's happened, (they
go into the office)

G. Two suitcases. They've been stolen from outside my room...

DM. Yes.

G. | put them out this morning for the Porter to collect. He was supposed to take
them down to the Seaways Tour bus. But I've just been down to the bus, and
there's a pile of suitcases there, but mine aren't among them. They must,
have been stolen.

DM. | see. What time did you put them out?

G.  About seven-thirty.

DM. And can you tell me what they look like?
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G. They are large, soft grey leather suitcases with Seaways stickers on them.
Look, I want some action on this!

DM. Yes, of course Mr. Clarke. I'm very sorry about this. Just let me get clear
what happened. You left two suitcases outside your door at half-past seven,
for the Porter to take down to the tour bus. You've been to the bus, and
there's no sign of the suitcases.

G. Right.

DM. Right then, Mr. Clarke. It's possible that the suitcases have been put down in
the wrong place. So the first thing I'm going to do is contact the Porter, the
Head Porter and the Tour Courier. Together we'll check the hotel and the
bus thoroughly. I'll also contact the Hotel Security Officer, and we'll see
then if we have to contact the police.

19. Learn the dialogue by heart and act it out with your partners.

SPEAKING
20. Make up and act out with a partner a dialogue based on the following situation.

A guest comes up to Mrs. Dale, The Duty Manager, complaining angrily about
the Hall Porter's Department. Since there are other guests present, the Duty Manager
invites the guest to come to her office to talk things over.

The guest tells the Duty Manager that the Hall Porter yesterday promised to obtain
theater tickets for a show in the city. He says that today, when he went to collect the
tickets there was another porter on duty. The porter could not find any tickets for the
guest, and could not find any record of the request for tickets.

It seems that the porter on duty today did not believe that the guest had made any
request for tickets. The guest says that the tickets were promised, that he has made
arrangements to go to the theater that night, and that it is the hotel's job to provide the
tickets.

The Duty Manager apologizes, summarizes the complaint, and says that the Hall
Porter is off duty today. However, she knows where he is. She promises to telephone
him immediately and find out about the tickets. She says that if the hotel has made a
mistake, she will personally contact the theatre and do her best to reserve tickets for
this evening's performance.

Most business takes complaints very seriously; but some complaints are more
serious than others and some customers complain more than others. It is often the
responsibility of an individual member of staff to deal with the problem. Sometimes,
of course, it is necessary for the staff member to refer an unhappy customer to someone
else, such as a manager.

Decide which member of the hotel staff is best suited to deal with the complaints
below; perhaps, the duty manager, the assistant manager, the head receptionist, a
receptionist, a station waiter, the head waiter, or someone else.

Give reasons for your choices.
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21. Read the complaints that guests are making to staff at the Metropol Hotel.

- Mrs. Lyle says that she did not get her early morning call.

- Mr. Stanley in room 402 is very annoyed about the loud music and voices
from room 403.

- Miss Marple says there is no coffee in her room.

- Mr. Shaw is complaining loudly in the restaurant about badly cooked
meat.

- Mr. Brown says his wallet is missing from his room.

- Mr. Anderson is complaining about the air-conditioning for the fifth time
in four days.

- Mrs. Edwards says that she finds the floor waiter very rude.

- Mr. Green says that his bathroom shower doesn't work.

- Mr. Fairfax is complaining in the lobby that the hotel has let his reserved
room to someone else.

- Mrs. White says she can never get an outside line.

- Mr. Shephered is not sure if the wine is corked

- Mrs. Pearl is most upset that her usual suite of rooms is not available.

22. Act out dialogues based on some of the above situations.

23. Very often dissatisfied customers write letters of complaint, describing the
difficulties they had during their stay or the unpleasant experience of being a guest
at the hotel which did not live up to their expectations.

Read out the two letters below and underline ex-pressions used to complain.
Letter 1

Dear Sir,

I'm writing to you concerning my recent stay at your hotel. My wife and | arrived
on Saturday and stayed for a week. Although we were treated well and found the
service and your staff excellent, there are one or two matters which we felt we should
bring to your attention.

Firstly, we had hoped for a complete break from our busy work lives, and indeed
your advertisement promised "peace and quiet' and the chance to relax.

However, we were surprised to find that there was a lot of noisy building work. |
understand that repairs are sometimes needed, but is it really necessary to start at seven
o'clock in the morning?

Secondly, we had hoped to make use of the "luxurious pool'. To our astonishment,
we found that this was closed for the entire period of our stay.

| hope you do not mind me writing to you about these things, but | would be
grateful if you could give me some explanation. As | said at the start, it is a pity when
your service is so excellent in other areas.

| look forward to hearing from you.

Yours faithfully,

Simon Bradley
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Letter 2

Dear Sir,

| recently had the bad luck to stay in your hotel, and | am now forced to write to
you to express my disgust with the service you provided.

From the moment | arrived | was treated in an unfriendly manner. | also found
that the promises you made in your advertisement were not true. The hotel was not
relaxing — it was noisy and uncomfortable. The restaurant was not romantic, and
indeed it was hardly a restaurant, as it offered very little variety of food.

Furthermore, there was no transport into town. When | complained about this |
was simply told there was a bus strike. Surely you could have provided a taxi service
for your guests.

| am a fairly reasonable man, and | am quite prepared to put up with a little
inconvenience, but this was too much for me.

If I do not receive a satisfactory explanation and appro-priate compensation, |
shall be forced to take the matter further. I am sending a copy of this letter to my
solicitor and to the local tourist board.

Yours faithfully

Sean Penn

24. Answer the questions:
1) Who is the letter from?
2) What is the writer complaining about?
3) Was there anything positive?
4) What action does the writer want the hotel to take?
5) What is the tone of the letter?
6) What is the outcome going to be?

25. Imagine that you are the manager of the hotel and you must reply to the unhappy
guests. You don't want to make excuses but you know there were reasons why the
things promised in the advertisement did not happen.

Use the notes below:

Problem

a) swimming-pool essential maintenance due to
closed damage to pump system

b) incomplete head chef had to go to hospital
restaurant service suddenly

c) noisy building building new recreation centre
work (and this is least busy time of year)

In your reply follow this structure:

Paragraph 1: Thank writer for letter. Make general apology.

Paragraph 2: Make specific apology and give explanation/reason for
each complaint.

Paragraph 3: Offer some compensation (if you want).
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Paragraph 4: Repeat general apology and make closing remarks.

Write a letter to one of the guests apologizing for the difficulties they
had and explaining the reasons.

If you want to, you can offer some compensation.

26. Follow-up practice.

Student A. Write a letter to a hotel manager complaining about the service
provided by the hotel during your recent stay.

Your are angry because: the service was slow; the room was not properly
cleaned either before or during your stay; the receptionist seemed unwilling to answer
your enquiries; and no porters were available to help with your luggage.

You say that although you have stayed at the hotel several times in the past, you
are unwilling to come again unless there is some guarantee of improvement.

Student B. As Hotel Manager, write back to the guest.

Apologize for the problems that the guest had during her stay.

Explain that unfortunately you had to take on temporary staff during the period of
the guests' stay owing to illness of some long-serving staff.

Say that the situation is now back to normal, and that you are now fully confident
that you can provide your normal standard of service. Apologize once again.

Say that you hope that the guest will return for a further stay, and that she will let
the management know immediately if the service is unsatisfactory in any way.

27. Read and translate the article, and answer the questions which follow. A
computer program trains waiters by simulating restaurant complaints
Does your computer make rude remarks to you?

While manufacturers struggle to make their machines more user-friendly, Richard
Margetts, a catering lecturer at Granville College, in Yorkshire, has developed a
program that positively encourages the computer to be nasty towards its operator.

The software, called Custom, has been funded by the employment department'’s
learning technologies unit, and is designed to help hotel and catering trainees to cope
with customers' complaints. Such complaints can make or break a business. The idea
for the program grew out of an unpleasant evening Mr. Margetts and his wife had at a
hotel. In a scene that could have come from "Fawlty Towers"”, the BBC television
comedy series, the couple were left standing in the hotel lobby while the receptionist
continued making a personal telephone call. During the meal they were ignored by the
waiter and had to order their drinks at the bar and carry them back to the table. The
couple complained to the manager who sympathized but said it was difficult to train
staff in customer care.

"Britons are very complacent about complaints,” says Mr. Margetts, who used to
run his own restaurant. '‘Good service is not seen as being very important.'

Hence the computer-based training package. The first part analyses how
complaints arise. The complaints included those from the few customers who go to a
restaurant determined to make a fuss, perhaps in the hope of a free meal.
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Mr. Margetts says: 'Within the program we have included ways of spotting those
complaints, and those that can arise because of a bad experience somebody has had
even before entering the restaurant.’

"The program will also identify the complaints that can occasionally arise merely
from customer boredom. Somebody may have decided he cannot stand his dining
companion, for example, and takes his unhappiness out on the food or the unfortunate
waiter."

The waiters assemble a customer profile. "How am | dressed — shabby, average
or immaculate?" the computer asks.

"Is my accent local or non-local? Do | speak perfect English or might I be a
tourist? Am I alone or with a group? Is it a mixed-sex group? What is my age bracket?
How much alcohol do | seem to have drunk?"

The computer then suggests successful ways of tackling the customer.

Mr. Margetts says: "The idea is that the trainee sees that personal attributes such
as accent or dress are a weak indicator of how a customer will respond during a
complaint, whereas attitude and alcohol are much stronger.

In the second part of the program, the computer becomes less than friendly. The
trainee takes part in role-play simulations in which the computer acts like a
complaining customer.

The computer can be programmed to be angry, rude, reasonable, or rambling. The
trainee's task is to recognize the warning signs and calm the situation.

At the end of a session, trainees are told how many attempts it has taken to reach
the correct response. The results are saved for the course tutor to read.

But although the program uses graphics and text to good effect, it cannot yet
convey complex factors such as the customer's tone of voice, body posture, or facial
expression. Future versions may use video pictures and sound for greater realism.

However, Mr. Margetts says there are no plans to incorporate a robot arm that
grabs the user by the lapels.

(adapted from ' The Times")
VOCABULARY NOTES:

nasty unkind

make or break cause either success or complete failure

make a fuss cause a lot of problems with no real reason

shabby dressed in old, untidy clothes

Immaculate perfect, very neat

rambling talking in a long, unorganized way

lapels the two parts of the front of a jacket that are folded back

28. Answer the questions:

1) What is Mr. Margett's job?

2) Who is the software program going to help?

3) What two things did Mr. and Mrs. Margetts complain about?
4) What was the manager's response?
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5) The article mentions three causes of complaints which are nothing to do with the
quality of service of food. What are they?

6) What questions does the computer ask in order to construct a customer profile?

7) Which factors decide how a customer will react during a complaint?

8) During the role play, what must the trainee try to do?

9) What does the program not do yet?

29. Sum up the information you've learned from the text.

30. Think and answer:

1) Do you think this form of training is effective? Give reasons.

2) Is this form of training expensive? Why do you think so?

3) Why is it important to train staff in customer care?

4) The text says that Britons are very complacent about complaints. Can you say the
same about the Ukrainians?

5) Can you think of the difference in attitude to complaining customers in European
and Ukrainian hotels?

6) What typical complaints can by heard in Ukrainian hotels?

7) What is the response of the management?

8) Do you think you could handle complaints in a proper way? Give examples.
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UNIT 26
AN INTRODUCTION TO THE CATERING INDUSTRY

Essential vocabulary

Food and beverage service

beverage Harii

income npuOyTOK

derive OTPUMYBATH; JIICTABaTH

to derive an income OTPUMYBATH JJOXOJIH

banquet O€HKET; 3BaHUM 00111

convention 1) 360pwu, 3'131;
2) 3BUYail; YMOBHICTb

virtually (GaKkTUIHO; TIO CYTI

premises OpUMIIICHHS, OyAMHOK (3 MNPUJICTIUMU
Oy IBJISIMU 1 JIIJITHKOXO); BOJIOTIHHS

spoil TICYBaTH; TICyBaTHCS

establishment syn. setup yCTaHOBA, 3aKJIa]I

napery CEPBETKH, CKATEPTHHH, 03700JICHHS CTOITY

apron dapTyx

storekeeper KOMIpHHK, KpaMap

chef syn. head cook TOJIOBHUI MOBap

supervise KOHTPOJIFOBATH, KEPyBaTH POOOTOIO

elaborate BUIIYKAHUH,  MalCTepHO  3pOOJICHHH,
CKJIQJTHUHN, TIPOTyMaHU

sauce Coyc, TapHIp 3 OBOUIB

appliance IIPUCTOCYBAHHS, TIpUJIaI, o0y TOBI

domestic electric appliances CJICKTPOTIPUIIA TN

captain syn. hostess METPI0TENb, KIHKA-PO3MOPSITHUK

busboy noMmiuHWK  odimianra, 1O  TpUOHpae

busgirl OpymHUU TOCYyHn 31 CTONy B peCTOpaHi;

MOMIYHHUIIS, TPUOUPATTLHULIS

wine steward syn. sommelier (¢p.)

o(diIlaHT-PO3NOPSATHUK BUHAMU; Oy(DEeTHHUK

bartender O0apmeH

customary 3BUYaWHUN, 3BUYHUAMN

a la carte Ha 3aMOBJIEHHS, [T0 MEHIO

ambiance aTMocdepa, 03100 IeHHS

bar staff NpaliBHUKU Oapy

buffet car BaroH-pecTopaH

cabin crew eKinax kaOinu (y JiTaKy, MoTs3i, TOIIO)
cafe (UK) , coffee bar (US) kade

canteen i1anbHs
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catering

PECTOPAHHE I'OCIIOAapPCTBO

chain MepeKa

course CTpaBa

cuisine KYXHS

to eat in ictu He BIOMA

family-run cimMeiiHa cripaBa

fast food outlet Kade MIBUIAKOTO XapuyBaHHS
food critic KPHUTHK 1K1

gourmet restaurant racCTPOHOMIYHHI pecTopaH
motorway service station 3aKyCOYHA

reasonably priced 3a JOCTYITHUMH IIIHAMU
recommendation pEKOMEHIAITisS

made to order

3po0JICHUI HA 3aMOBJICHHS

service charge

IjiaTra 3a O6CJIYTOBYB3HHH

set number

IEeBHA KUJIBKICTH

snack

EPeKyc

social gathering

BEUIpKa, CyCHUIbHUMN 3aXi]l

sparkling water

MiHEepaJIbHa BOJIa

special crieriaJabHui

starter 3aKyCKa

steakhouse CTeHKXay3

still water HEra3oBaHa BOJA

table d 'hote KOMILIEKCHUI 00111, pikCOBaHE MEHIO
venue MICIIE 3yCTpiyi

waiter service

ob6ciyroByBaHHs O(iIiaHTIB

wedding reception

BECLJIbHUM OaHKET

wine waiter COMEJIbE

takeaway Opatu 3 co00r0 (TIPo TKY)
READING
Text 1

1. Decide if these sentences about catering are true (T) or false (F).
1 Catering is providing people with food and drink.

2 The term 'catering' is only used for social situations like parties.

3 You find catering services only in hotels, restaurants or cafes.

2. Read the text about catering and check your answers.

Catering is the provision of food and drink and it is divided into two basic sectors:
commercial businesses, where the main aim is to make a profit, and non-commercial
businesses (welfare), where the main aim is to provide a nonprofit-making social
service.

Commercial catering is usually found in hotels, restaurants, pubs, bars, cafes or
fast food outlets, where you can eat in or take away the food and beverages you buy.
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But commercial catering can also be found in the transport industry in places such as
railway stations, airports or motorway service stations and on ships and trains, where
the place you eat is called a buffet car and offers self-service, or on aeroplanes, where
on the other hand there is waiter service provided by the cabin crew. In other words,
whenever people travel any distance for work or pleasure, they are able to eat and drink
thanks to the catering service provided.

Catering at private events, such as social events or gatherings and wedding
receptions, or public events including rock concerts or football matches is also
considered commercial.

Welfare catering ranges from providing food for workers at a subsidised price in
factory or office block canteens, to catering in hospitals, schools or prisons, where
people pay nothing or very little for the service.

3. Read the text again and match these words with the pictures.
Canteen fast food outlet  buffet car service
station  self-service waiter service

Text 2
4. Read the text and answer the questions.

Businesses focusing on providing catering services are varied and multiple.
Restaurants offer customers a range of food, drink and service options. At the high end
of the market there are a la carte restaurants, so-called because of the type of menu
which lists and prices all items individually and prepares dishes to order. Service is
generally of a very high standard with waiters/waitresses as well as specialist bar staff
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and wine waiters and the atmosphere is formal. Within this category, gourmet
restaurants are the most expensive, reflecting the high quality of food and beverages
and the fact they often have recommendations from important food critics and
organisations, which are highly prized.

Table d’hote menu restaurants with fixed-priced menus, a set number of
courses with choices within each course, are a cheaper alternative. Items on the menu
are ready at the same time, rather than made to order. This kind of restaurant is often
family-run with a more informal atmosphere.

Examples of specialist restaurants are steakhouses, seafood or vegetarian
restaurants. There are also ethnic restaurants providing food and drink from a
particular country. The most widespread of these are Italian, Indian and Chinese
restaurants. Both ethnic and speciality restaurants can have either an a la carte, table
d’hdte or a combination of both kinds of menus.

Nowadays, many restaurants are part of a regional, national or international
chain, so menus, service, ambiance and cost are unified and you know exactly what to
expect. This is particularly true of fast food outlets, many of which specialise in a
particular type or region of cuisine and prepare food which is served and eaten quickly.
These can either be eat-in restaurants, which are mostly self-service or takeaway
restaurants where you buy cooked food to eat somewhere else, or sometimes both.
Examples include pizzerias, kebab or fish and chip shops.

In addition to restaurants, cafes, coffee bars, bars and pubs also provide catering
although the focus may be more on drinking than eating. Cafes and coffee bars serve
reasonably priced hot and cold drinks and light meals or snacks and are usually only
open during the day. Bars and pubs are always open at night but increasingly they are
serving food and drinks during the day too. In pubs the food is usually home-made and
traditional, whereas bars tend to offer a European-style menu of salads and sandwiches.

1 What do restaurants offer customers?

2 What is highly prized by gourmet restaurants?

3 What are the main differences between table d’hote and a la carte menus?
4 What kind of food can you eat at a specialist restaurant?

5 Which are the most popular ethnic restaurants?

6 Why do you know what to expect in chain restaurants?

7 What is the main characteristic of fast food restaurants?

8 When are cafes and coffee shops usually open?

9 How does pub and bar food differ?

Text 3
5. Read and translate the text.
Food and beverage service is a major factor in hotel operation. In some large
hotels, the income derived from this source actually exceeds income from room rentals.
The food and beverage income in many hotels is increased by providing service
for banquets and conventions.
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Virtually every modern hotel offers some form of food and beverage service. In
some, facilities are available only for a continental breakfast that is a light meal of
bread or rolls and coffee, while others have a small coffee shop or restaurant on the
premises.

Because of the large proportion of income contributed by a hotel's bars and
restaurants, the food and beverage manager is a key member of the management staff.
He has the overall responsibility for planning the food and drink operation and
purchasing the hundreds of items that are necessary for the restaurants and bars.

Because food can spoil quickly, ordering supplies is a daily routine. In a very large
establishment, two people may be assigned this task: one to order food and the other to
order wines and spirits. The purchase and care of some items, such as table linens, or
napery, or aprons for the kitchen help, must be closely coordinated with the
housekeeping department.

The food and beverage manager's staff may also include a storekeeper, who
stores and issues food, beverages, and restaurant and kitchen supplies.

The kitchen itself is a separate kingdom within the hotel. The head cook, who is
almost always called by the French word chef, is the boss of this area. The chef is
responsible for planning the menus (the food that is being served on a particular day),
and for supervising the work of the other chefs and cooks.

In very large or elaborate setups, the head cook is called the executive chef, and
his responsibilities are largely those of a manager. He plans, purchases and frequently
coordinates the operation of several restaurants.

Depending on the size of the establishment, several assistant chefs report to the
chef. These include a sauce chef, a salad chef, a vegetable chef, and so on. Under the
chefs are the cooks who actually cook the food and then place it on the plate for the
waiters to pick up.

Under the cooks’ supervision are the kitchen helpers who peel potatoes, cut up
vegetables, and bring food from the storeroom to the kitchen. The kitchen staff also
includes dishwashers, even in a kitchen equipped with electrical appliances, since pots
and pans usually need special attention, and someone must load and unload the
machines.

In the restaurant, as well as in the kitchen, there are also different kinds of jobs.
The person who seats the guests is called a captain or maitre d' (short for maitre
d’hotel), or a hostess, if a woman. In restaurants with a very formal style of service,
the captain also takes the guests’ orders. The meals are served by waiters or
waitresses. In less formal restaurants, the waiters and waitresses take orders and serve
the meals. Most restaurants also employ busboys who pour water, clear and set tables,
and perform other similar chores.

In an elaborate restaurant, there is often an employee called the wine steward, or
sommelier, who takes orders for wine and sometimes for other alcoholic drinks.

Finally, there are cashiers who receive payment or signed bills from the guests.
When the guest puts his restaurant bill on his hotel account, this information must be
passed along to the accounting office as quickly as possible.
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In additional to a restaurant, most hotels also have a bar or cocktail lounge where
drinks are served. Bartenders work behind the bar which is a long counter. Note that
the word ""bar"" is used both to denote the room in which the drinks are served and the
counter itself.

They mix drinks and serve them to the customers at the bar. Additional waiters or
waitress are needed to serve customers who are seated at tables. In a very busy bar, one
bartender may fill orders only for the waiters and waitresses while others take care of
the guests at the bar.

The bar or cocktail lounge may also offer food service, although it usually simpler
than the food served in the hotel dining room. Fast food, such as sandwiches or
hamburgers, is customary.

6. Answer the following questions.

1 Why is food and beverage service considered to be a major factor in hotel operation?
2 How can the income from the food and beverage services be increased?
3 What kinds of food service are offered by department hotels?

4 What are the responsibilities of the food and beverage manager?

5 What other jobs are vital in this area? Why?

6 What is a chef responsible for?

7 When is he called the executive chef?

8 What are the duties of the kitchen helpers? Dishwashers?

9 What people work in the front of the house?

10 What are the duties of a captain? The wine steward?

11 How else are they called? Why are many job titles in French?

12 How is payment made?

13 What are the functions of a bar? What does the word mean?

14 What else can a cocktail lounge offer?

7. Sum up what you've learned from the text about:

the importance of food and beverage service for the hotel industry;
the job responsibilities of the management staff;

the jobs in the kitchen;

the people who work in the restaurant itself, helping the customers;
bars and cocktail lounges.

Text 4
8. Read and translate the text.

Providing meals and drinks in the guests’ rooms is another service extended by
most hotels. Room service is ordered by telephone from a menu that is placed in each
room. The menu itself in some cases is the same as the one for the dining room, but
more often it is simplified to make for easier preparation and service.

Special employees take the orders and special waiters carry them to rooms. To cut
down on orders for ice and soft drinks, many hotels nowadays have machines on each
floor to dispense these items.
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Room service in most hotels closes down at the same time the kitchen does,
normally ten o’clock and midnight. Some hotels, however, are prepared to provide
sandwiches even during the late-night hours. Some luxury hotels have small kitchens
or pantries on each floor that are used either for warming food or for preparing
breakfasts. More room service orders are for breakfast than for any other meal. In some
hotels, the guest can order breakfast before he goes to bed by filling in a slip which he
leaves outside his door. The meal is then served at the time the guest has specified.

Even in hotels with more than one restaurant, there is usually just one central
kitchen. The special types of food served in the various restaurants are normally
prepared by different chefs and cooks rather than in separate kitchens.

Like the housekeeping department, the food and beverage department needs
additional space for storage of the many items that must be kept on hand for the
restaurants and bars. These items include not only the food and beverage themselves,
but items such as table linens, dishes, knives, forks, spoons, plate warmers, trays,
ashtrays, aprons and dish towels.

One food and beverage facility that is often not connected with the main hotel
Kitchen is the snack bar.

The snack bar is a small unit that provides fast-order food and drink service to
guests who are using the hotel’s swimming pool or some other recreational facility.

Snack bars are a prominent feature of resort hotels. Where the recreational
facilities are in great demand, the snack bar often has its own staff of cooks, usually of
the short-order variety, and waiters and waitresses.

Hotels generally employ a large number of workers in proportion to the number
of guests. The restaurant business as a whole is one of the most labor-intensive of all
industries, and this is true whether the restaurant is in a hotel or not.

Much of the activity in connection with food and beverage service is invisible to
the guests, but many of the employees the department have frequent contact with them.

These especially include the dining-room and room service personnel. They must
adhere to the same standards of hospitality and courtesy as all other employees who
meet and talk with the guests in the hotel.

9. Answer the questions.

1 How is room service different form providing food in a restaurant?

2 How is it usually arranged?

3 What do luxury hotels provide for their guests?

4 How many kitchens are needed to meet all the requirements of the guests?

5 Why does the food and beverage department need additional space?

6 What is a snack bar?

7 Why are they a prominent feature of resort hotels?

8 Why is the restaurant business labor-intensive?

9 Why do employees in the restaurant business have to be friendly and polite?

10. Sum up the information about room service and snack bars from the previous
text. Think and answer:
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1 Do Ukrainian hotels offer high-quality food and beverage service? What do you
know about it?

2 What happens if guests do not like the food offered by the hotel?

3 What kind of food is offered to people staying at hotels?

4 What personnel is employed in the restaurant business?

5 Is the business profitable? Why?

LANGUAGE AND SPEECH EXERCISES

11. Complete the sentences with the correct form of these words.
bar beverages café  provision reception

profit  subsidized eatin takeaway

1 It's really expensive to at our local restaurant because you have to pay
a service charge.

2 The wedding was held in a beautiful setting by the sea.

3 We're meeting in the tonight for cocktails at 7 p.m.

4 1 love meeting my friends in a and chatting over a cup of coffee.

5 ‘We would like to inform passengers that we will shortly be passing through the first
class cabins of this train serving hot and cold snacks and
6 ‘Let's get a tonight, I don't feel like cooking’.

7 Companies that run to help others and not to make money are non- -
making.

8 Nowadays a lot of children in the UK have free or school meals
because their families can't pay for them.

9 When there are wars or natural disasters, organisations like the Red Cross are
responsible for the of emergency aid.

12. Complete this catering survey about the area you live in.
CATERING SURVEY

(Please tick your answers)

* What kind of restaurants are available in your area? [(Jalacaree [Jgourmet [ rable d’hote
[ specialist (please specify) [ ethnic (please specify)
[] fast food outlets (please specify) [ other (please specify)

* Is the service good?  [] Yes, usually. [J Notalways. [] Sometimes. [] Not usually.
* How much does an average meal cost?

* Are they easy to reach using public transport? [] Yes, they are.  [] Yes, someare. [ No, they aren't.
* Are there many cafés, bars and pubs available in your area?  [] Yes, there are. [ No, there aren't.
* What is good about them?
[J cost (] atmosphere [ service [ food and drink [ other (please specify)
» What could be improved in them?
[ cost (] atmosphere [ service [ food and drink [ other (please specify)
* Where would you recommend having an eat-in meal in your area and why?
* Where would you recommend purchasing a takeaway meal in your area and why?

* Whar catering services do you think are missing in your area?
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13. Find in the text 3 words or phrases which correspond to the following definitions.
1. A breakfast customarily consisting of bread or rolls and coffee is called

2. Is the word for table linens such as tablecloths and napkins.

3. Is the person in charge of storing and issuing food, beverages and kitchen

and dining-room supplies in a hotel food and beverage service department.

4, Is a French word, designating a head cook in American usage. Many large

kitchen organizations distinguish between the head or executive , Who

plans and supervises the cooking, and the cooking, who actually does the cooking itself.

There are also many specialized who prepare sauces, salads, desserts and

SO on.

5. Is an employee who does such chores as cutting up

vegetables in a kitchen.

6. In a restaurant, or are the employees who go to the

customers' tables, take their orders, and then bring the prepared food to the tables.

7. Is an employee who seats a guest in a restaurant. In some restaurants,

he may also take the guest’s order. This employee is also known sometimes as the

French maitre d’hotel. In larger restaurants, there may be a maitre d' and several

under his supervision. A woman who greets and seats the guests in a

restaurant is known as a . The duties of the and

the may vary according to management policies.

8. A restaurant employee who pours water, empties ashtrays, cleans the tables, and so

on is called

9. A restaurant employee Who serves wines and sometimes other drinks is called
. This person is called the sommelier in French, an expression also used in

English.

10. is the employee who mixes and serves drinks at a bar or in a

cocktail lounge.

SPEAKING
14. Listed below are the duties of a reception waiter, station waiter, and wine waiter
in a restaurant.

15. Read out the dialogues of some people ordering food from the menus. Say what
they order for a starter, the main course and dessert. Practice the dialogues and
perform similar conversations.

Dialogue 1
M —a man
W —a women
Waiter

M. I've already decided what | want.
W. What's that?
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M. I'm going to have the fondue. It's delicious here.
Waiter  I'm sorry, sir, the fondue's off.

M. Really? In that case, let me think— I'll have the pork medallions.
W. | think I'll have the same.
M. And we'll have a bottle of Chablis.

Waiter  Very well, sir. Thank you very much
Waiter  Would you like any desserts?

M. Yes, I'd like some chocolate ice-cream, please.

W. Just a coffee for me, please.

M. Make that two coffees.

Waiter  Thank you.

Dialogue 2

W. Could we possibly order, please?

Waiter Certainly.

W. I'd like the mixed salad, please, followed by the fondue.
Waiter Sorry, the fondue off tonight.

W. Oh. What do you recommend, then?

Waiter The veal is very good

W. Well, I'll have that then.

Waiter Very well, madam. And for you, sir?

M. I'll have the salmon mousse, | think.

W. And to start, sir?

M Nothing, thanks. Do you think you could bring us the wine list, though?

Waiter  Yes, of course.

Waiter  Are you ready to order dessert?

W. Yes. Could I have the parfait, please .

M. And I'll have the soufflé glacé.

Waiter  Certainly

Dialogue 3

Waitress  Are you ready to order?

M. Yes, | think so. I'd like the Beef Madras

W. Yes. Could have the fish, please?
Waitress ~ What vegetables would you like?

W. Baked potatoes... and peas, please.

Waitress  And would you like a starter?

W. Chicken liver pate for me, please.

M. And melon and prawn cocktail for me, please.
Waitress  Fine.

W. And can you bring us a bottle of water, please?

Waitress ~ Certainly.

16. Four people, Jeff, Pierre, Susan and Helen, have ordered breakfast, but their
orders are jumbled.
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a. Work out who ordered what. Each person ordered three food items and at least
one drink.

a) Jeff has ordered orange juice and coffee.

b) Helen wants croissants.

¢) Everyone wants orange juice except one person, who wants grapefruit juice and tea.
d) Everybody wants either eggs or croissants, but nobody wants both.

e) One man and one woman have ordered eggs.

f) The woman who wants fried eggs wants orange juice and no hot drink.

g) The man who is having coffee does not want croissants.

h) The man who wants croissants also wants orange juice and hot chocolate.

1) Both croissant-eaters want butter, but only the woman wants jam.

J) The person with no hot drink has ordered sausages and mushrooms.

k) The person who wants fruit yoghurt does not drink coffee.

I) The person who wants scrambled eggs has also ordered toast and butter.

b. Act out dialogues using your ideas of who ordered what

WRITING

17. Use the information in exercise 10 to write a short entry for an online guide about
the catering services available in your area. Include a general introduction and some
specific recommendations. You could give marks for cost, atmosphere, service and
food and drink and suggest the best dishes to try.

Catering in my area is very varied...

18. One of the most important services for hotel guests is the food and drink service.
In a large hotel this is organized in what is

called 'the food and beverage cycle', and /ﬁ[ PURCHASING ]N
involves a considerable number of staff. ~Seine | [recaviG |
There are five sections in the cycle:

19. Put the jobs into the relevant sections of K[ PREPARING | |STORING & ISSUING|
the chart: S

Purchasing Receiving Storing & Preparing Selling

Issuing

10. Match the job titles with the job descriptions:

1. head chef a) sets and clears the tables

2. storeman b) buys food and drinks, deals with suppliers:

3. wine waiter c) welcomes the clients to the restaurant, deals with complaints
4. receiving officer d) looks after one section of the kitchen

5. commis chef e) checks deliveries, arranges transfer to

6. head waiter f) cooks food and is training to be a chef

7. maitre d' g) arranges staff's work in the dining
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8. purchasing officer  h) plans menus, trains and supervises kitchen staff

9. chef de partie 1) serves customers, takes orders, brings food

10. busboy J) helps supervise kitchen staff

11. sous chef/ k) looks after stock, gives it to various under chef departments
12. waiter / waitress I) takes drinks orders, advises on wines

20. Give Ukrainian translation for the jobs on the list.

21. Listed below are the duties of a reception waiter, station waiter, and wine waiter
In a restaurant.

22. Decide in which order these activities should take place for the correct service
of guests.

The station waiter brings the guests' first course.

The reception waiter checks on the time of the booking and the number of guests.
The wine waiter offers the guests the wine list and takes orders for aperitifs.

The wine waiter takes the order for wine.

The station waiter takes the order for food.

The reception waiter receives and welcomes the guests.

The wine waiter brings the wine.

The station waiter seats the guests.

The reception waiter takes the guests to their table.

The station waiter offers the guests the menus.

The wine waiter brings the aperitifs to the guests.

23. Read out the dialogues of some people or-dering food from the menus. Say what
they order for a starter, the main course and dessert.

Dialogue 1 M — a man; W — a woman; Waiter
M. I've already decided what | want.

W. What's that?

M. I'm going to have the fondue. It's delicious here.
Waiter I'm sorry, sir, the fondue's off.

M. Really? In that case, let me think — I'll have the pork medallions.
W. | think I'll have the same.

M. And we'll have a bottle of Chablis.

Waiter Very well, sir. Thank you very much.

Waiter Would you like any desserts?

M. Yes, I'd like some chocolate ice-cream, please.
W. Just a coffee for me, please.

M. Make that two coffees.

Waiter Thank you

Dialogue 2

W. Could we possibly order, please?

Waiter Certainly
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W.
Waiter
W.
Waiter
W.
Waiter
M.
W.
M.
Waiter

Waiter
W.

M.
Waiter
Dialogue 3
Waitress
M.

W.
Waitress
W.
Waitress
W.

M.
Waitress
W.
Waitress

I'd like the mixed salad, please, followed by the fondue.
Sorry, the fondue's off tonight.
Oh. What do you recommend, then?
The veal is very good.
Well, I’ll have that then.
Very well, madam. And for you, sir?
I'll have the salmon mousse, | think.
And to start, sir?
Nothing, thanks. Do you think you ¢ wine list, though?
Yes, of course.

Are you ready to order dessert?

Yes. Could | have the parfait, please
And I'll have the soufflé glacé.
Certainly.

Are you ready to order?
Yes, | think so. I" d like the Beef Madras
Yes. Could I have the fish, please?
What vegetables would you like?
Baked potatoes... and peas, please.
And would you like a starter?
Chicken liver pate for me, please.
And melon and prawn cocktail for me, please.
Fine.
And can you bring us a bottle of water, please?
Certainly.

24. Practise the dialogues and perform similar conversations.

25. Complete the waiter's part, using the prompts. Then act out the dialogue.

Waiter —  You Customer — C
You: (Evening)
C: Good evening.
You: (Two?)
C: Yes, please.
You: (Aperitif?)
C: No, thanks.
You: (Menu)
C: Thanks.
You: (Order?)
C: Well, I'm not quite sure what to have.
You: (The veal?)
C: All right. I'll have that.
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You: (Wine?)

C: Yes. A bottle of house white, please.
You: (All right?)

C: Yes, thanks. Delicious.

You: (Dessert?)

C: Chocolate soufflé for me, please.
You: (Coffee?)

C: Yes, thanks. That would be nice.

26. Imagine that you are a waiter / a waitress in a restaurant. Your customers want
explanations of different items on the menu. Answer their questions using a phrase
from each of the three columns.

Example: What is Chicken Kiev?

You: It's a chicken breast filled with garlic butter and coated with breadcrumbs.

A B C

a chicken breast with a white stem with garlic and cream

a variety of shellfish made with egg whites and a green top

a kind of sweet made with chocolate eggs and liqueur

a kind of meat made with milk and has pink flesh

thinly sliced potatoes that is quite large but are much smaller

a kind of sauce filled with garlic young calves

a very light dish butter vanilla, eggs and sugar

a kind of fish that look like lobsters and coated with
breadcrumbs

a kind of vegetable that comes from and baked in the oven

that are baked

What are prawns?

What are chocolate truffles?

What is veal?

What are pommes de terre lyonnaises?
What is custard?

What is a soufflé?

What is salmon?

What is a leek?

27. Now think of tree dishes that are popular in Russia but that foreign customers
might not know. Write short explanations of what they are.

28. Read out the dialogue and answer the questions below.

Mr. and Mrs. Stanley are staying in the Metropol Hotel in Moscow and are ordering
lunch in the restaurant at the hotel.

Waiter Good morning, madam. Good morning, Sir.

Mrs. S. Good morning. Have you got a table for two, please?

Waiter  Certainly. Where would you like to sit? By the window of further back?
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Mrs. S. | think we'd prefer by the window so that we can watch people in the street.

Waiter Right. Won't you sit down?

Mr. S. Thank you very much. This is pleasant.

Waiter Yes, it's a beautiful day today. What would you like to order?

Mrs. S. Do you think you could explain the menu to us? You see, our French

isn't good enough and we don't speak any Russian at all.
Waiter Of course. I'll give you an English-language menu and explain everything
that might seem confusing. Here you are.

Mr. S. & Thank you. What's for starters?
Mrs. S.
Waiter There are three types of salads or vegetable soup.
Which would you prefer?

Mrs. S. I'd rather have a fish salad with grilled tomatoes, it sounds very good.
Mr. S. Vegetable soup for me, please?
Waiter  Certainly. And for the main course there's grilled bacon, chicken or steak.
Mr. S. Well, bacon is a bit spicy* for me. I think I’ll have the steak.
Mrs. S. Steak for me, too, please.
Waiter How would you like them cooked?
Mrs. S. | don't like my steaks too underdone. Make mine well done.
Mr. S. Rare for me, please.
Waiter Fine. What would you like to go with your steaks?
Mrs. S. Chips and a green salad, please.
Mr. S. I'll have chips. And peas, if you have them.
Waiter Yes, that's fine. And what would you like to drink?

Bottled beer? Wine?
Mrs. S. We like wine better.
Waiter We have a very pleasant house wine served by the carafe.*
Mr. S. Yes, | think a carafe of red would do nicely.
Mrs. S. It isn't too dry, is it?
Waiter No, no. It's a medium wine.

Mrs. S. Good. We'll have that then. And also a bottle of mineral water.

29. Answer the questions:

Why does Mrs. Stanley prefer to sit by the window?
Why does she ask the waiter to explain the menu?
What does Mr. Stanley order for his first two courses?
How do the Stanleys want their steaks cooked?

What kind of red wine doesn't Mrs. Stanley like?

30. You have noticed already that many terms related to restaurant business and
meals are of French origin. Why do you think it is so?

31. Translate some more words and expressions of French origin:
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1. ala carte menu 2. gueridon service 3. carafe, ¢pp 4. table d'hote, ¢pp 5. hors-
d'oeuvre, ¢p. 6. aperitif, gp.

32. Read out the text and find terms of French origin.

Try and think of English equivalents. Is it always possible?

The range of food service found in hotels and restaurants today is extensive. In the
first category, there are restaurants offering the highest grade of service with a full a la
carte menu.

This includes dishes served by the waiter from a trolley in the dining room, and is
known as gueridon service. The gueridon waiter must always be skilled, for he has to
carry out procedures such as filleting, carving and cooling speciality dishes at the table.

A second, less complicated, type of service is silver service where the menu can
be either a la carte or table d’hote. In this system, the food is prepared in the kitchen
and then put on to silver flats and presented to the guests in the dining-room.

A third form of table service, used mainly with a table d' hote menu, is plate
service. Here, the waiter receives the meal already plated from the service hotplate and
only has to place it in front of the guest and make sure that the correct cover is laid and
the necessary accompaniments are on the table. Plate service is often offered where
there is a rapid turnover and service of the meal and is, therefore, labour-saving in such
tasks as washing-up.

In a fourth type of service, called self-service, a customer collects a tray from the
service counter, chooses his dishes and selects the appropriate cutlery for the meal.

Today, with ever-increasing needs for economy, many establishments usually
prefer a variety of types of service.

Tourist hotels, for example, frequently offer a combination of self-service and
plate-service for breakfast and another combination of self-service and silver service
for luncheon.

33. Check your comprehension:
What kinds of skills does a waiter require for gueridon service?
Why is plate service labour-saving?
What kinds of service are used with a table d' hote menu?
What is the difference between silver service and plate service?
Why is self-service often used by hotels?

34. Read, translate and discuss the text below. Make a note of the use of the word
“commis” = an apprentice or trainee waiter.
Waiter for a week.

| was to be a commis waiter for a week at the restaurant. There are 50 waiters.
Commis waiters and waiters work as a team. The waiter is the front man, taking orders,
chatting to the customers. The commis, rather less glamorously, runs to the kitchen to
bring up the orders and assist in serving them at the table. Although the commis will
actually do more physical work, they share the pits equally.
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All in all this is fair, as it must be pointed out that the senior waiter is actually
responsible for keeping a running account of the bills and if he makes a mistake, or
undercharges, the fault is rectified through his wage packet. It's an important working
relationship.

| reported for work at 11am. That may sound like a relaxed time to start the day,
but the hours, I was soon to learn, are hell. The last client at lunchtime may not leave
until half past three, or later, and the evening shift starts at 6pm. The hours, it was
generally agreed, are the worst thing about waitering.

The commis takes the orders from the table down to the kitchen. He places the
order for hot food under the nose of the souse-chef who is shouting out orders to the
cooks, while orders for cold dishes and salad go to a separate counter, and desserts are
from yet another area. The; kitchen is two flights of stairs away from the restaurant.
The commis then comes up to see if any more orders have been taken while the
previous one is being prepared. At the same time, dishes have to be cleared or put| on
the table, glasses refilled, ashtrays emptied, and somehow there always seems to be a
new table with six or eight new orders to be filled — two flights away in the kitchen.

Hell, I rather imagine, is like the kitchen of that restaurant. Yelling chefs, endless
banging of pots and crockery, steaming casseroles, hissing frying pans, men with red
shining faces, trays with loads heavy enough to break your wrists.

And running. Always running. Up and down, down and. up. And since everyone
Is running, and always with loaded trays, you need the co-ordination of a gymnast to;
stay out of trouble. I spent as much time as possible in the dining room itself.

| noticed that wearing a uniform somehow transformed me into a role. It wasn't
play-acting. Customers become sir or madam. Deference, a quality | usually lack,
became the order of the day. | became very sensitive about the way | was treated. |
hated being summoned by the click of the finger or the bend of the index finger.

It was hurtful if conversation deliberately stopped as | served the meal, and yet
unkind if it continued as if I didn't exist, | began to notice if people said please and
thank you, and then whether they looked at me when they said it.

(adapted from the Sunday Express).

35. Say whether the following statements are true or false.

1. A commis waiter has to be careful to add up bills correctly.

2. The senior waiter earns more in tips than the, commis waiter.

3. The commis waiter has to wait in the kitchen while the food is prepared.
4. The kitchen was extremely noisy.

5. There was a danger that waiters would crash into each other.

6. The writer normally finds it easy to be respectful to people.

7. He felt that some customers behaved rudely to him.

36. Choose the most likely meaning for the following words or expressions:
1. glamorously. A glamorous job is:

a) an active, energetic one;

b) an exciting, attractive one;
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2. rectified...

3. yelling:

4. co-ordination:

5. deference:

6. the order of
the day:

7. summoned:

37. Think and answer.

1. The writer didn't like customers to click their fingers to call for service. How do you
normally call a waiter? Do you know any different methods of attracting a waiter's
attention? 2. Why did the writer feel hurt when conversations stopped as he served a
meal? Do you stop speaking while a waiter is serving you; or do you carry on? Why?
3. Do you like a waiter to be extremely polite to you or do you prefer more casual
service? 4. Do you approve of tipping, or do you think it should be stopped? Why? 5.

c) a difficult one

“the fault is rectified through his wage packet means:
a) the money is taken from his earnings;

b) he has to pay a fine for his mistake;

c) he must pay back the money to the customers
a) working;

b) singing;

c) shouting.

a) skill,

b) courage;

C) strength.

a) being tidy;

b) showing respect to people;

¢) fighting back.

a) the most popular dish of the day;

b) the programme of work for the day;

¢) the normal way of behaving.

a) answered;

b) touched;

c) called.

When is it normal to give tips in Ukraine? Which people do you always tip?
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UNIT 27
CATERING FUNCTIONING

Essential vocabulary

PHRASES

to be hungry

OyTH TrOJIOJTHUM

to be thirsty

BiTUYBaTH COpary

to have a meal

OICTH

to have a snack (a bite)

IIEPEKYCUTH

to have smth. for breakfast (lunch, etc.)

Ha CHIJIAHOK

three (two, etc.) course dinner

0011 3 TphOX CTpaB

for the first course

Ha IICpuic

to begin with smth.

MOYATH 3 YOTO-HEOYIh

What would you like to begin with?

3 4oro B MOYHETE ?

What about...?

Sk mono ...7

to taste

1.0yt Ha cmak; 2.mpoOyBaTH

It tastes sweet (delicious)

COJIOJIKO (CMAYHO).

Will you taste my porridge?

cripoOyiTe MO0 Kalry

to one’s taste

KOMYCb IO CMaKy

to pass 1epelaBaTu

Here you are Ocb, Oyb J1acka
Not at all HEMa 3a 1110

Help yourself'to... [Tpuromaiirecs ...

Have some more

BizeMiTh 11E ...

No more, thank you

binbiie He Tpeda

I'm full

S cutuit

table manners

npaBuiia MOBEIIHKHU 33 CTOJIOM

to follow a diet, to be on a (slimming)
diet

OyTH Ha Ji€Ti

to put on weight

HaObupaTH Bary

to lose weight (to be slimming)

XyJIHYTH
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A place setting

1. salad plate 5. water glass silverware 13. teaspoon
2. bread-and-butter 6. wine glass 10. salad fork 14. soup spoon
plate 7. cup 11. dinner fork 15. butter knife
3. dinner plate 8. saucer 12. knife
4. soup bowl 9. napkin
READING
Text |

1. Read the text below
TABLE MANNERS

Do not attract undue attention to yourself in public. Try to make as little noise as
possible when eating. Sit up straight and face the table, keep your feet under you, don’t
stretch them all the way under the table. EIbows are never put on the table while one is
eating. Don’t encircle a plate with the left arm while eating with the right hand.

At a small party do not start eating until all are served. At a large party it is not
necessary to wait for all after a few guests have been served, it is perfectly all right to
start eating.

When eating take as much as you want, but eat as much as you take. Do not eat
too fast or too slowly. Take a little of every dish that is offered to you. Don’t shovel
food into your mouth, take small maneuverable pieces. Don’t talk with your mouth
full, first chew and then swallow.

When helping yourself remember: the first rule is to pay attention to what you are
doing and handle a serving fork or spoon in such a way as not to scatter food particles
over either floor, table or yourself. When you are being served, don’t pick. One piece
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is as good as the next. Do not reach across the table, simply say, ‘Would you pass me
the salt, please’.

When refusing a dish or a helping you simply say: ‘No, thank you’, when
accepting — ‘Yes, please’.

When passing plate for second helping always leave knife and fork on the plate
and be sure the handles are far enough or not to topple off. In between courses don’t
make bread-balls to while the time away and do not play with the silver.

Never spoil your neighbors’ appetite by criticizing what they just happen to be
eating or by telling stories which are not conductive to good digestion. When a dish is
placed before you do not eye it suspiciously as though it were the first time you had
seen it, and do not give the impression that you are about to sniff it. No matter how
surprised you are take it all in your stride.

Never read whilst eating (at least in company).

When you help yourself to condiments, gravies, pickles, jellies remember: gravy
should be put on the meat, and the condiment, pickles and jelly at the side of whatever
they accompany. Olives, radishes, or celery are put on the edge of the plate from which
one is eating.

If there’s a napkin on the table unfold it and spread it on your lap. Do not tie it
around your neck. Use your napkin often and skillfully. Several pats on the lips will
take the grease off. Don’t use your napkin as though it were blotting paper.

All juicy or soft fruit or cake is best eaten with a fork; in most cases it is a matter
of dexterity rather than rule. If you are able to eat a peach or ripe pear in your fingers
and not smear your face let juice run down, or make sucking noise, you are the one in
a thousand and may continue to do so. But if you can not eat something — no matter
what it is — without getting it all over your fingers, you must use a fork, a knife or a
spoon.

Don’t use a spoon for what can be eaten with a fork. The forks are placed at the
side of the dish in the order in which they are to be used (salad fork, fish fork, meat
fork, etc.).

If there is no spoon in the salt-cellar, use the tip of a clean knife.

Don’t eat off the knife. Vegetables, potatoes, macaroni are placed on your fork
with the help of your knife.

Drink any thing soup that is served in a cup or sip it from a spoon as you prefer.
Don’t sip your soup as though you wanted the whole house to hear.

Do not empty your glass too quickly — it will be promptly refilled.

Don’t put liquid into your mouth if it is already full.

There is no better pusher than a piece of dry crust. Lacking this, the knife is also
correct if properly used.

If your food is hot don’t blow on it as though you were trying to start a campfire
on a damp night.

Cut your meat into small pieces that can be chewed with ease. Cut off one piece
at a time.

Fish bones or other incidental bones are taken between fingers and thumb, and
removed between compressed lips. Pits and seeds must be eaten quite bare and clean
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in the mouth and dropped into the cupped fist and then into the plate. Removing bones
from fish lift the end of the bone with a fork, and then lift it all the way out pinched
between the knife and fork together, or with fingers. Do not let the fingers touch the
fish.

Bread should always be broken into moderate-sized pieces with the fingers before
being eaten. If it is to be buttered, a piece is held on the edge of the bread and butter
plate, and enough butter spread on it for a mouthful to two at a time, with a butter-
knife.

Take aslice of bread from the bread-plate by hand, don’t harpoon your bread with
a fork. Don’t bite into the whole slice, break it off piece by piece. All ordinary
sandwiches not only at picnics but everywhere are eaten from the fingers.

Cheese is one thing that may be spread with either a knife or a fork.

Don’t push back your plate when finished. It remains exactly where it is until
whoever is waiting on you moves it. Don’t lean back and announce, ‘I’m through!” The
fact that you’ve put your fork or spoon down shows that you have finished. To indicate
that you have had enough place knife and fork together, not criss-cross.

Do not leave spoon in your cup when drinking tea or coffee.

Don’t pick your teeth in company after the meal even if tooth-picks are provided
for the purpose.

And, finally, don’t forget to say ‘Thank you’ for every favour or kindness.

2. Read the questions and think about your answers

1) What do you say at the start of a meal?

2) What time do you have lunch and dinner?

3) How long do does a typical lunch or dinner last?

4) Do you usually use a knife and fork? If so, which hands do you hold them in?
5) Do you use a napkin? If so, where do you put it?

6) At which meals do you eat the following food? Melon, pasta, fish, steak.
7) Where do you put your knife and fork when you have finished your meal?
8) Where do you put your hands when you’re at the table but not eating?

9) Do you eat cake with a fork or a spoon?

10) What food do you often eat with your fingers at the dining table?

11) When do you usually drink coffee and tea?

12) When can you smoke during a meal?

13) What do you say and do when someone raises their glass?

14) Do you have soup in the summer?

15) Do you eat salad in the winter?

Text 2

3. Answer the questions before reading:

e Speak about the table manners you should observe in your homes or in the public
cafeteria.

e What do you do before eating?

e Are there rules about your hands or the way you sit?
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e What do you do at the end of a meal?
e Why do we have rules about how to eat?
e Have you ever been in situations where the rules you are used to are not appropriate?

4. Read the text below

DIFFERENT COUNTRIES, DIFFERENT ETIQUETTE
Whether one is travelling for business or for pleasure, new cultures are generally part
of the process. Although there are many differences between cultures in the world,
there are also similarities. The similarities do not get us into trouble, but the differences
can destroy a business deal or a pleasure trip. Learning some facts and some of the
patterns of other cultures, as well as various travel customs and tips, can help you be
successful.
France
In a country where food is king it's good to have courtly manner. So:
1 Don't cut your salad with a knife or fork. Instead fold your salad on your fork using
your knife.
1 Never cut bread. Break bread with your fingers. And usually there aren't bread/butter
plates. So place your bread on the table above your dinner plate on the left.
[1 Cut cheese vertically. Do not cut off the points.
[1 Never eat fruit whole — Always peel and slice it before eating.
1 When you're finished eating, place knife and fork side by side on the plate at the
5:20 position. The fork should be on the left and the knife should be on the right with
the blade of the knife facing the fork.
[1 To signify that you would like more food, cross your knife and fork across your
plate.
Italy
Italians are known for expressing themselves through body language. So:
1 Greet friends with a kiss on both cheeks.
[1 Keep eye contact while talking. If not, Italians think you are hiding something.
[ To call a waiter or waitress, raise your index finger and make eye contact.
[ Stand when an older person enters the room.
China
In China, it's all about respect. So:
[1 When introduced to a group of Chinese people, they may greet you with applause.
Be sure to applaud back.
1 Greet the oldest, most senior person first.
1 Address the Chinese by Mr., Mrs., Miss plus family name.
[1 The Chinese dislike being touched by strangers. Other than shaking hands when
greeting them, do not hug, lock arms or make any other body contact.
Argentina
Always fashion-conscious. So:
[1 Dress well if you want to make a good impression.
[1 Women are expected to dress stylishly.
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1 And don't be offended by their humor, which may mildly attack your clothing or
weight.

1. Answer the questions:

1. What are the differences and similarities between the table etiquette in your country
and the countries that you have read about?

2. What are some mealtime habits or rules in your home that a visitor from one of these
countries may find unusual? What could you do to make your visitor feel comfortable?
3. How did you learn what behavior is appropriate at mealtime?

4. Why are rules of etiquette so important? Whose rules do you follow when you're
sharing a meal at someone's house? Whose rules do you follow in a restaurant?

Text 3

5. You have noticed already that many terms related to restaurant business and meals
are of French origin. Why do you think it is so?

Note down some more words and expressions of French origin:

1. a la carte menu pecTopaHHEe MEHIO 13 3a3HAYCHHSM I[IHM KOKHOT CTpaBH

2. gueridon service 0o0OCIIyroByBaHHS y  CTOJHMKA, IPUTOTYBaHHS  CTpaB
0e3rocepeIHbO Ha OYax Y BiJIBIyBayiB

3. carafe, ¢p. rpadin

4. table d'hote ¢p. 3arajJbHUMA OO1AHIN CTLI | TaOJIBIOT, KOMILIEKCHHI 0011

5. hors-d'oeuvre, ¢pp. 3aKycka; J0JaTKOBE OO0

6. aperitif, ¢p. anepUTHB

6. Read out the text and find terms of French origin. Try and think of English
equivalents. Is it always possible?

The range of food service found in hotels and restaurants today is extensive. In
the first category, there are restaurants offering the highest grade of service with a full
a' la carte menu.

This includes dishes served by the waiter from a trolley in the dining room, and is
known as gueridon service. The gueridon waiter must always be skilled, for he has to
carry out procedures such as filleting, carving and cooling speciality dishes at the table.

A second, less complicated, type of service is silver service where the menu can
be either a' la carte or table d'hdte. In this system, the food is prepared in the kitchen
and then put on to silver flats and presented to the guests in the dining-room.

A third form of table service, used mainly with a table d'héte menu, is plate
service. Here, the waiter receives the meal already plated from the service hotplate and
only has to place it in front of the guest and make sure that the correct cover is laid and
the necessary accompaniments are on the table. Plate service is often offered where
there is a rapid turnover and service of the meal and is, therefore, labour-saving in such
tasks as washing-up.

In a fourth type of service, called self-service, a customer collects a tray from the
service counter, chooses his dishes and selects the appropriate cutlery for the meal.

Today, with ever-increasing needs for economy, many establishments usually
prefer a variety of types of service.
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Tourist hotels, for example, frequently offer a combination of self-service and
plate-service for breakfast and another combination of self-service and silver service
for luncheon.

7. Check your comprehension:

What kinds of skills does a waiter require for gueridon service?
Why is plate service labour-saving?

What kinds of service are used with a table d'hote menu?

What is the difference between silver service and plate service?
Why is self-service often used by hotels?

LANGUAGE AND SPEECH EXERCISES
8. Complete this advice for visitors to Britain
1) Don’t speak ...
2) Don’t reach across ... . Ask someone to pass it.
3) Don’tput ...
4) Don’t wave your ... in the air.
5) Don’t lift your bowl ...

9. Prepare advice on table manners for someone visiting Ukraine (in writing)

10. Write the right statements under the corresponding pictures:




...........................................................................

They are having dinner.

He*s clearing the table.

Rim is washing the dishes with her mother.

Mrs Smith is laying the table.

Sarrah is putting the table cloth.

She is putting the spoons, the knives, the plates, the glasses
and the napkins on the table.

They are roasting the meat.

11. Give the right instruction.
The following hints may help you: (dip the bread-fork upside down- arms on the
table- napkin in the lap)

12. Look at the sentences below describing table manners. Tick (+) the ones
describing good manners and put a cross (X) next to the ones describing bad
manners.

1 smoking at the table

2 using a napkin

3 reaching across the table
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4 chewing with your mouth closed
5 putting your knife in your mouth
6 putting your elbows on the table
7 not starting to eat before everybody is served

8 wiping your plate with bread

9 blowing your nose

SPEAKING

13. Discuss table manners in different countries (at least 5 countries)

14. Then role-play a telephone conversation to say that you can/can’t accept the
invitation to a dinner party. Use the following expressions.

... accept with thanks

I’m afraid ...

... kind invitation

... we won’t be able to ...

I’m sorry ...

WRITING

15. This is an example of a formal invitation to dinner

Mr. & Mrs. Alan Smith
request the pleasure of
Mary and John brown’s
company at Dinner
on Friday, 6" January,
at 8 o’clock

7, Brookside RSVP
London WC2 01-2422
3128

16. Reply to the invitation.

Remember:

It is polite to reply to invitations formal and informal.

It is impolite to arrive late for dinner parties.

It is polite to take a small present when you are invited to
dinner. (People usually take a bottle of wine, a bunch of
flowers, or a small box of chocolates).

It is polite to write ‘thank you’ notes after an invitation.
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UNIT 28

EATING OUT
Essential vocabulary
restaurant pecTopan
eating-house 3aKyCOYHa, iaJIbHs
cafe kade
canteen, self-service Oyder, inanpHs (y KO, HA 3aBO/II), iMaTbHS
caM00OCITyrOByBaHHs
cafeteria kade-3akycouna, kaderepii
refectory imanbHs (B KOJIEIKI )
snack bar imanbHs, Oap, Oydert, 3aKycouHa
pub, public house a0, MMBHA
bar Oap
saloon bar Oap, MUTHAN 3aKJIa]]
tavern TaBEpPHA, 3aKyCOYHA
2.EATING OUT
to eat out, to dine out icTH He BIoMa
at the restaurant B peCTOpaHi
waiter, waitress odiriadT, odiriaHTKa
visitor BiJIBITyBa4
single table CTOJIMIK JIJISL OJTHOTO
table for two CTOJIMK IS IBOX
menu (card) MEHIO
assortment ACOPTUMEHT
cover TIpHIaj
appetizer 3aKycKa
specialty ¢bipmMoBe 0Jr010
table cloth CKaTepTHHA
napkin CepBeTKa
to pay the bill 3aIIATUTH 32 PaXYHKOM
to split the bill down the middle TUTATUTHU B «CKIIATUUHY»
to give tips (to tip) JATU YaioBi
to book the table 3aMOBHUTH CTOJIUK
to order 3aMOBJICHHS
to take the order NPUIHATH 3aMOBJICHHSI
Mouth waters CIIMHKU T€YYTh
READING
Text 1

1. You are going to read the passage ‘Eating out — Some rules for diners’. Before
you read the passage, look at these questions. What do you expect the answers to be,
from your own experience of eating out?
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When you are eating out why should you...

. bother to ring up to cancel a booking?
. ring up if you’re going to arrive late?

. inform the restaurant beforehand if you’re bringing a young child with you?

. read the menu outside before you go in?

. ask the staff questions about the dishes on the menu?

. worry about your fellow diners?

. criticize the way the meal was prepared, if it was poor?
give the waiter a tip even if you had a bad meal?

1
2
3
4
5. spend plenty of time studying the menu at your table?
6
7
8
9.
1

0. tell your friend about your eating experience?

2. Read the magazine article and find the answers that the Good Food Guide gives
to the questions above. Are they the same as your answers?
Work in small groups. Ask your partners these questions

How do the Good Food Guide’s recommendations differ from your own ideas?
Which of them would you NOT follow at a restaurant in our own country?

Which of them do you try to follow when eating out? Why?

What advice would you give a foreign visitor about eating in our country?

How do you attract a waiter’s attention in our country?

What are ‘polite table manners’ in our country? Is it bad manners to eat chicken with

your fingers, put your elbows on the table, etc.?

SOME RULES FOR DINERS

If you don’t very often eat out in a
restaurant, you may need some advice —
as the latest issue of the Good Food
Guide points out. Several rules for people
eating out are given, some of which seem
perhaps to favour restaurant staff more
than they are likely to help diners!

For example the Guide tells its readers
to be sure to phone up and cancel any
booking they make which they can’t
keep. The restaurant may otherwise be
holding a table and turning away
customers at its busiest time. Apparently
this is a legal requirement, though how
anyone could trace a Mr. Smith or a Ms
Jones who didn’t turn up with a party of
Six IS anyone’s guess.

The Guide also advises you to ring up if
you’re going to be delayed by more than

later. By the way, don’t be afraid to order
two different dishes and to swap with a
companion half-way through

Another rule is to ask the staff
guestions: how is this dish cooked? what
goes with what? what’s that rather tasty
looking dish the people at the next table
are having? and so on. The Guide stresses
that the people at the next table deserve
consideration, too. If you want to smoke,
you should ask them if they mind. This is
more than just a polite formality since
many people do object to breathing in
other people’s cigarette or, worse, cigar
smoke while they’re trying to appreciate
good food.

While you’re eating, someone will
probably ask you ‘Everything all right?’
and probably expect the answer ‘Fine,
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a quarter of an hour; if you don’t, your
table may be given to someone else and
it’s only polite, according to the Guide.

Another rule they give is to let the
restaurant know in advance if a member
of your party has any special needs. So if
you’re eating with a small child, a very
old person, a disabled person, a
vegetarian or a Moslem let the restaurant
know at least a day ahead so that you can
all be sure of having better food and a
happy time. A good restaurant owner will
be only too happy to look after his guest’
individual requirements.

Before you go inside the restaurant,
make sure you spend some time reading
the menu outside quite carefully. Try to
notice what the prices include and what
they don’t include. In particular look for
any mention of cover charges, service
charge and VAT. You might be in for a
nasty shock when the bill comes if you
haven’t budgeted for these ‘extras’ and
not all the menus you’re shown at table
mention these items. Once inside and
seated comfortably at a table (and if you
want a table by the window or in a quiet
corner, do say so when you book) look at
the menu carefully and insist that you’re
allowed enough time to decide at leisure
what to order and to discuss with your
companions what you’re each going to
have. There’s nothing worse than being
rushed into making a choice you’ll regret.

lovely!” but experienced diners should
treat this as a serious enquiry and be
prepared to offer compliments, criticism
(or both) honestly. Don’t take any notice
of companions who urge you not to
‘make a fuss’. The trouble is, however,
that you’re usually asked this question
when you have a mouth full of food,
which makes it difficult to do more than
nod and go ‘Mmm’.

Finally, at the end of the meal, when
you’ve been given the bill and are ready
to pay you should thank the staff. Giving
the waiter as big tip is no substitute for a
warm thank you and a smile — if you’ve
been served professionally and cheerfully
you should reward the waiter with both
gratitude and money! And if the food was
poor, don’t blame the waiter (it probably
wasn’t his fault — he wasn’t the one who
cooked the food) and don’t refuse to give
him a tip, either. In this case ask to see the
manager and tell him you didn’t really
enjoy the meal and make sure you explain
why.

By following these rules and
guidelines, says the Good Food Guide,
you can help yourself and others to enjoy
better food. And if you do have a really
good meal locally, tell your friends about
it and encourage them to go to the same
place. If you have a disastrous one, tell
them about that too. After all, a good
restaurant deserves to do good business
and a bad one shouldn’t be in business at
all, perhaps.

(The Good Food Guide is published annually by the Consumers’ Association)

Text 2

No ordinary place to eat
» Which do you think is the most unusual restaurant?

» Which would you like to visit? Why?

« Do you eat out? How often? What's your favourite restaurant?
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» Do you know any unusual restaurants? Tell the class.

1. Dinner in the sky.

Dinner in the Sky is for people who want more than a little excitement when they
go out to eat. They sit at a huge table which hangs from a crane fifty metres in the air.
It's not a good idea for people who are afraid of heights or for those who don'-have
much money. It costs £10,000. The twenty-two diners wear seat belts and relax and
enjoy the views while the chefs prepare the finest food in front of them. The restaurant
opened in Belgium in 2006, but now has branches in Paris, Dubai, Florida, and Las
Vegas.

David Ghysels, the Belgian organizer says. ‘We realized that people were bored
with going to the same old restaurants. They wanted to try something different. The
sky's the limit with us!’

The crane is checked carefully before every sitting. The table is 9m x 5m and
weighs six tonnes. In the centre there is a sunken platform for the chef and two waiters.
The food is delicious, but most guests don't feel like eating until after a few drinks!
Then they also get the courage to look down at the ground where tiny people are
looking up in amazement and waving.

Dinner in the Sky is very exciting and the food is good, but there are problems.
For example, even in quiet weather conversation is difficult because of the wind.
Guests shout to each other across the table. Also, the loo. You can't go to the loo until
the table descends again. Difficult for some! But later, back on earth, after a visit to the
loo. the guests have a great experience to talk about.

2. Ithaa Undersea Restaurant

Welcome to the Maldives and the first underwater restaurant in the world. The
Ithaa Undersea Restaurant on Rangali Island sits five metres below the Indian Ocean.
Ithaa means ‘pearl’ in the Maldivian language and the guests are like pearls in a glass
oyster.

It's not cheap - about £160 for dinner - and there aren't many seats, only a dozen,
S0 it's not easy to get a reservation even if you've got enough money. However, it is
easy to get to. You don't need to be a swimmer or a scuba diver, but you do have to
wear formal clothes. You simply descend to the restaurant down some spiral stairs.

The manager, Carlton Schieck says, ‘We have used aquarium technology to put
diners face-to-face with the fish. Our guests are speechless at the colour and beauty of
the underwater world. They can enjoy the views and the fine food and not get their feet
wet.’

The views are spectacular. In the crystal-blue sea, a few metres from your head,
there are sharks, sting rays, turtles, and thousands of tropical fish looking at you as you
eat. There is also a fabulous coral garden to add to the colour. The experience is both
romantic and magical - and you can guess what's on the menu!

The restaurant opened in 2004 and cost over £3 million to build. In April 2010 it
also became a hotel. If you want more excitement and would like to sleep underwater
with the fish, you can do this for just £7,500 a night!
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However, an underwater building can't last forever. It is thought that it will have
a life of about twenty years.

3. ‘s Baggers Restaurant

Germany likes to call itself The Land of Ideas end ‘s Baggers Restaurant in
Nuremberg is certainly an amazing idea. It's a restaurant with no waiters to serve you.
You do everything for yourself with touch-screen TVs and computers. It opened in
2007 and is the first automated restaurant in the world.

When you arrive you pick up an ‘s Baggers credit card and go to sit at a big, round
table with three or four computer screens. You put your card into the computer and
order your meal by touching the pictures on the screen. You don't see the chefs. They
are in the kitchen high above you. They're real men, not machines (at least not yet).
The food is all freshly cooked and when it is ready it is put in a pot and sent down a
spiral tube where it lands on the table in front of you. This gives a new meaning to fast
food! The TVs are connected to the Internet, so if you get bored while waiting, you can
send and receive emails and text messages.

A businessman called Michael Mack had the idea for ‘s Baggers. He decided that
waiters were unnecessary and too expensive. ‘You don't need waiters to run to and
from customers taking orders to the kitchen and back.” Mack is planning to open more
restaurants and now has the patent for the idea.

The meals are not too expensive - about €8 (£6) a portion. And if you want you
can pay by direct debit at the end of the month. And something else that saves money
- there is, of course, no need to leave a tip!

LANGUAGE AND SPEECH EXERCISES
2.
A.  Explain the difference between the following kinds of places where people
go to eat:
snack bar,
café,
pizzeria,
refectory,
buffet,
canteen,
pub,
restaurant,
e night club
B. What kind of restaurant from the list would you recommend to the following
people
1) A man who wants to meet some local people
2) Someone who wants a quick and cheap meal
3) A family who wants to celebrate some special occasion
4) A student who spends the whole day at university
5) A factory-worker at lunch-time
6) A young couple who want to relax and have some meal late at night
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3. Solve the logic puzzle below

WHAT WAS YOUR ORDER?

There are eleven related facts listed below for this logical puzzle. After reading them,
help the waitress who is serving the table to figure out the answer to this question: Who
ordered the cola, cheeseburger with pickles, and French fries?

. Six friends went to a hamburger drive-in and decided to eat inside the restaurant.
. The friends sat in a booth, three people on each side of the table.

. They ordered six different meals.

. Jack sat next to Jill.

. Jill sat opposite the boy who sat next to Betty.

. Archie ordered cola, a plain hamburger and French fries and sat across from Jane.
. The boy who had the vanilla milk shake and two hot dogs sat across from Betty.

8. The girl who ordered the diet cola, fish sandwich, and onion rings sat between
Archie and Reggie.

9. Reggie didn’t order a diet cola, grilled chicken sandwich, and French fries or a cola
and taco salad.

10. The girl who ordered the diet cola, grilled chicken sandwich, and French fries sat
across from Archie.

11. The girl who sat next to Jack had a cola and taco salad.

~No ok~ WDN P

4. Read the dialogue and fill in the gaps with the words below
appetizer  chef chives chowder comes
with  dressing entree  menu salmon  well-done

Waitress: Good evening, are you ready to order, or do you need a little more time?
Tim: Yes, I'm ready to order.

Waitress: Did you notice on our ... that we have two seafood specials tonight? One is
poached ... and the other is grilled shark.

Tim: That sounds really good, but I think | am going to start with the shrimp cocktail
... And as for my ..., I think I'll have the New York steak.

Waitress: And, how would you like that steak?

Tim: I'd like that ... | don't like it when the meat is even a little pink.

Waitress: I'll make sure the ...prepares it just the way you like it. The New York
steak ... mashed potatoes, a baked potato, or steak fries.

Tim: I'll take the baked potato.

Waitress: Would you like sour cream and ... on that?

Tim: I'll have sour cream.

Waitress: Your meal also includes a choice of soup or salad.

Tim: What is the soup today?

Waitress: Clam ... or chicken vegetable.

Tim: | think I'll have the salad instead.

Waitress: What kind of ... would you like?

Tim: Blue cheese.
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5. Put the lines of the dialogue between Nancy and the waitress in the correct order.
The first two have been done for you. Act out the dialogue

Nancy: Hi. I’d like a corned beef sandwich, please.

Waitress: Will that be on white, rye, or whole wheat bread?

Nancy:

- Id like mustard, please.

- Will that be hot or regular?

- That’1l be $3.95 altogether.

- Lettuce.

- Do you want anything else with that?

- Regular. And could I have a dill pickle?

- On whole wheat, please.

- Sure. Here you are, madam.

- Oh, I quite forgot. | want a coffee, too.

- Would you like lettuce or cabbage on that?

- I’d like romaine.

- Ok. We have regular coffee, Colombian special blend, Brazilian, Kenyan, Java,
espresso, cappuccino or decaffeinated ...

- Great.

- Regular, please.

- Would you like ketchup, mayonnaise, or mustard?

- There you go.

- We have romaine, endive, radicchio, or ordinary lettuce.

- Thank you.

- Do you want regular potato chips, chili flavour, blue cheese flavour ...?
- I’d like a small coleslaw and a bag of potato chips.

6. Choose the right answer.

1. We must go now. Would you mind asking the waiter for the ?
a) account b) bill  c)charge d) price
2. This voucher you to a free meal in our new restaurant.

a) allows  b) credits c)entitles  d) grants
3. As a service charge is included in the bill, any further tipping is
a) unforgivable  b) unnecessary c) unpleasant  d) unsatisfactory

4. Food 1s very expensive now as there’s been yet another in prices.

a) advance b)gain  c)increase d) lift

5. Let me the bill before we leave this restaurant.

a) arrange  b) conclude c)payup d) settle

6. Mr Generous decided to leave the waiter a big as the food and service

had been excellent.
a) addition b) gift c) note d) tip

7. Try our delicious four-course meal, offering you superb for money.
a) cost b) price c)value d) worth
8. At many restaurants a service iIs included in the bill.
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a) charge  b) gratuity c)tax d)tip

9. “Is the tip included in the bill?”

“No, I don’t think so. It says on the menu: Gratuities at your own
a) consideration  b) desire  c) discretion  d) will

10. You us to believe that service and V.A.T. would be included in the
price.

a)led b)let c¢)made d) trickled

2

7. Put the following names of food and drink under the right headings on the menu.
MENU:

l. APPETIZERS

Il.  SOUPS

[1l.  MAIN DISHES a) meats b) poultry  c¢) fish

IV. SIDE DISHES

V. BEVERAGES

VI. SWEETS

VIl. CHEESE
apple pie blue cheese salad dressing coffee
dumplings fruit salad hot chocolate
pork chops spice cake roast beef and
apple sauce butter cream of mushroom
Emmentaler game pie hot fudge sundae
prawn cocktail spareribs Yorkshire pudding
avocado vinaigrette Camembert creole haddock
farmhouse cheddar grilled tomatoes peach melba
roast duck tossed green salad fried fillet of plaice
beef Wellington cheese dip (fondue) sole in white wine sauce

turkey grilled veal fillet

8. Choose the right answer.

1. Mr Extrovert guests to dinner almost every week.

a) amuses b)claims  c) greets d) has

2. Mr Snob that only his club sells real English ale.

a) brags b) crows c)exults d) rejoices

3. Our restaurant can for parties of up to 300 people.

a) cater b)deal c)handle d) supply

4. Drop in for a to eat!

a) bit b)bite c)nip d)sip

5. Mr Newrich invited his guests to an expensive restaurant. However, he felt
at ease.

a) ill  b) painful c)sick d) unwell

6. The little country hotel served them a meal fit for

a)aking Db)alord c)anemperor d)aqueen
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7. Heis to think that he is the only person who knows everything about

good food.
a)apt b)impressed c) prejudiced  d) subjected
8. Lobster is an expensive In most restaurants.

a) chaser b) delicacy c) flavour d) spice

9. Fill in the blanks with the right word.

1. She doesn’t eat any Sweets as she wantsto _~~ weight.

2. He drank almost all his coffee. There was only a little leftatthe ~_t _ of his cup.
3. To make bread rise youuse_ _a

4.1love fruit, | peaches.

5. The yellow part of an egg isthe

6. Be careful with that knife! It is rather h___ and you might cut your finger.
7.Can |l ___u_ some more tea into your cup?

8. As he didn’t have enough cash to pay for his dinner, he madeouta q
9. The sauce is terribly _ _ .You put far too much pepper in it.

10. There was a strong _ m_ ___of fish.

11.Wewere _ _r_ _ _bya ‘waiter with a _t Iltalian accent,.

10. Crossword.

l 12

1] 1 s

i

ACROSS:

1. what Japanese people eat with (10)

6. green vegetables found in pods (4)

8. skin of an orange or a potato (4)

9. thick slice of pork or lamb with a bone in it (4)
11. not well-done (4)

12. American maize (4)

13. cook without water (5)
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16. used for carving (5)

17. flesh of a pig (4)

20. part of a recipe such as flour, eggs, etc. (10)

21. flesh of a bull (4)

DOWN:

1. pots, plates, cups made of baked clay (8)

2. an eye-watering vegetable (5)

3. to drink, taking a very small quantity at a time (3)
4. favourite dessert of children (8)

5. deep metal cooking pot with a lid and a handle (8)
6. made of pastry with apples or meat (3)

7. an item of cutlery (5)

10. main ingredient of all soups (5)

12. the main cook (4)

14. fruit popular in Poland (5)

15. rub cheese into small pieces (5)

18. young goat (3)

19. hard or soft boiled (3)

SPEAKING
11. Discuss in pairs

o What fast food restaurants have we got in this country?

e Which one is the most popular?
e What is the aim of fast restaurants?

Fast food restaurants like McDonald’s are an American export but other countries also
have fast food. For example, in the Far East, open-air food stalls serve hot food quickly

and cheaply.

In Britain however, these open-air food stalls of the orient became the Chinese
takeaways, which you can find in many of the cities, towns and villages of Britain.
Takeaways sell hot food you carry out to eat in another place. Takeaway food is a treat
for many families. However, the most famous British takeaway is still the fish and chip

shop.

What do you know about fish and chips? Work in pairs and decide if these

statements are true or false. Tick one of the boxes.

1. The fish in ‘Fish and Chips’ is boiled
2. People put vinegar on their fish and chips
3. Newspaper is used to keep fish and chips warm

4. The fish in ‘Fish and Chips’ is cut into small pieces

5. People eat bread and butter with fish and chips

12. Discuss in groups

e What are the advantages of takeaways and fast food restaurants?

e Do you like them?
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o Are there any takeaways or fastfood restaurants that are typical of our country?
e What are they like?
e What do they serve?

13. Read out the dialogue and answer the questions below.
Mr. and Mrs. Stanley are staying in the Metropol Hotel in Moscow and are ordering
lunch in the restaurant at the hotel.

Waiter Good morning, madam. Good morning, sir

Mrs. S. Good morning. Have you got a table for two, please?

Waiter Certainly. Where would you like sit? By the window of further back?
Mrs. S. I think we’d prefer by the window so that we can watch the people in
street.

Waiter Right. Won't you sit down?

Mr. S. Thank you very much. This is pleasant.

Waiter Yes, it's a beautiful day today. What would you like order?

Mrs. S. Do you think you could explain the menu to us? You any French isn't
good enough and we don't speak Ukrainian all.

Waiter Of course. I'll give you an English-language menu and explain everything

that might seem confusing. Here you are.
Mr. and Mrs. S. Thank you. What's for starters?
Waiter There are three types of salads or vegetable soup. Which would you prefer?

Mrs. S. I’d rather have a fish salad with grilled tomatoes, it sounds very good.
Mr. S. Vegetable soup for me, please?

Waiter Certainly. And for the main course there’s grilled bacon, chicken or steak.
Mr. S. Well, bacon is a bit spicy for me. | think I'll have the steak.

Mrs. S. Steak for me, too, please.

Waiter How would you like them cooked?

Mrs. S. | don't like my steaks too underdone. Make mine well done.

Mr. S. Rare for me, please

Waiter Fine. What would you like to go with your steaks?

Mrs. S. Chips and a green salad ,please

Mr. S. I’11 have chips. And peas, if you have them.

Waiter Yes, that’s fine. And what would you like to drink? Bottled beer? Wine?
Mrs. S. We like wine better.

Waiter We have a very pleasant house wine served by the carafe.

Mr. S. Yes, | think a carafe of red would do nicely.

Mrs. S. It isn't too dry, is it?

Waiter No, no. It's a medium wine.

Mrs. S . Good. We'll have that then. And also a bottle of mineral water.

Answer the questions:
Why does Mrs. Stanley prefer to sit by the window?
Why does she ask the waiter to explain the menu?
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What does Mr. Stanley order for his first two courses?
How do the Stanleys want their steaks cooked?
What kind of red wine doesn't Mrs. Stanley like?

WRITING

14. You are going to tell your partner about one of your favourite restaurants. Decide
which restaurant you are going to describe. Think back to the last time you ate there.
Look at the questions below and think about what you’re going to say and the
language you will need

Where is the restaurant?

What kind of restaurant is it?

When did you last go there?

Who did you go with?

Was it a special occasion?

What did you eat?

How often do you go there?

Do you always go with the same people?
Do you always eat the same thing there?
What do you like most about the restaurant?
Who first introduced you to it?

When do you think you’ll next go back?
Would you recommend it to your partner?
Is there anything else you’d like to add?
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READING

15. Read the article from a trade magazine,
and then mark the following statements

as true (T) or false (F).

1. Improving customer flow helps restaurant
owners make more money.

2. __ The host or hostess plays an important role
In managing customer flow.

3. Paging systems alert restaurant patrons
about when their food is ready.

VOCABULARY
16. Check (/) the sentences that are true.
1. __A The server offered Ellen a comped
appetizer, so she didn't pay for it.

___ B Randy made a good impression by
being rude to the employer.

2. ___ A Peter makes a phone call with a
pager.

__B Rita makes reservations in advance
to
avoid wait times.
3. __A The restaurant patron greeted Lisa
and

took her food order.
__B The owner of the restaurant wants to
turn more tables in order to earn a profit.

17. Complete the sentences with the correct
words or phrases from the word bank.
buzzes booth seats customer flow
on the house paging system

1. The hostess Mr. Wilson at a table
near a window.

2. The alarm clock when it is time to
wake up.

with her party, so none of them have their own chairs.
lets customers know when the hostess is ready to show them to

3. Ellen sits at a

their table.

5. Ms. Shaffer hopes that the techniques will help improve at her restaurant.
6. The server offers the group a dessert because they had to wait for a

long time.
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18. Listen and read the article again. How can a host or hostess deal with
frustrated customers?

LISTENING

19. Listen to a conversation between a hostess and a restaurant customer. Then
answer the questions.

1 What are the speakers mostly talking about?

A making a reservation at the restaurant

B using the restaurant’s paging system

C changing the number of people in a party

D cancelling a dinner reservation

2 Why can’t the hostess seat the man’s group right away?
A He didn’t make a reservation.

B He arrived earlier than expected.

C The restaurant is not open yet.

D The entire group is not there.

20. Listen again, and fill in the blanks.

Hostess: Good evening, sir. Welcome to the Post Meridian
Restaurant. Do you have a reservation?

Customer: Yes. It’s 1 “Jackson”.

Hostess: Here it is: Mr. Jackson, 2
Customer: Actually, I’'m expecting two more people. Is it possible to get a table for
Six?

Hostess: Yes, but I’m afraid there would be a 3

Customer: How long will the wait be?

Hostess: About ten minutes. Is that okay?

Customer: Yes, that’s fine.

Hostess: And | just want to remind you that we can't 4 until everyone is here.
Customer: That’s okay. I'm sure my companions will be here 5

Hostess: Perfect! Here’s a pager. It’11 6 when your table is ready.
Customer: Thank you for your help.

SPEAKING
21. With a partner, act out the roles below, based on thedialogue from Task 7.
Decide who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:

How long will it be?

I'm afraid there would be a... wait.

| just want to remind you that...

Student A: You are a patron at the restaurant. Talk to Student B about:
* how long the wait is
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» when your party will be seated

Make up details about your party.

Student B: You are a host or hostess at a restaurant. Talk to Student A about:
* how long the wait is

* the restaurant's policies about

seating parties.

WRITING

22. Imagine that you are a host or hostess at a restaurant. Use the information
from Task 8 and the article in Task 2 to write instructions for managing customer
flow (100-120 words). Make sure to answer the following questions:

e What questions should you ask new customers?

e What information do you tell new customers?

e How can you help customers who are frustrated with long wait times?

Entrées
Appetizers All entrées are cooked to order

Entrees come with your choice of soup or salad, ?
. @ Brolled salmon with rice and steamed broccoli !
e Fried chicken strips, i (low-fat and low-calorie option) : Desserts

served with a honey | @ Merickan Burger, topped with melted cheese and a |
musiard dipping sauce : spicy sauce, with a side of our award-winning Chocolate brownie
Baked potato skins, served with | fries ' \\"‘l; bfa?‘;ﬁ'eiig;[c"e
any three of the following & Steak grilled to perfection, served (" gsauce ‘ s 2
cheese, bacon, onions, beans wath boiled potatoes and peas ' : ¢ S'?an:mg :g e
lettuce i @ Pork chops simmered in a pu,.a = . o- "
e Shrimp platter with cocktai : sweet and sour sauce, with rice 3 R.a.jan:fmy 5(-)? er"
sauce (serves two) e Half a roasted chicken seasoned with herbs, with ::c:‘:--(ﬁs;o?znfa
e House salad with ow signalure a side of our salty potato chips. : ! '
drassng (ow-fat and fow-calore
option) |
L ¥ N RN e
READING

23. Read the lunch menu from a restaurant, and then mark the following statements
as true (T) or false (F).

1 The restaurant has menu options for people on a diet.

2 _ Customers are not allowed to share meals at the restaurant.

3 _ The restaurant doesn’t open until dinner time.
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VOCABULARY
24. Match the words with the blank

1 steamed / baked
Mrs. Johnson the meatloaf in the oven.
James heated the water and the vegetables.

2 spicy / sweet
Sarah turned red and her eyes watered because her food

was very
Phillip put four spoonfuls of sugar in his coffee because he
likes it

3 fried / roasted

Mike___ the chicken for several hours in the oven.

Gina the fish in lots of oil, to make it crispy.
4 grill / simmer

| let the sauce  for several minutes, making sure that it
didn’t start to boil.

Dad likedto _ because he preferred to cook outside,

over a fire.

5 salty / sour

| put some lemon juice into the water because | like------- foods
Jenny felt thirsty because she ate a lot 0 f------- beef jerky.

25. Complete the word or phrase that is similar in meaning to the underlined part.
1 The couple ordered two small dishes which are eaten at the start of a meal.
__pe_i__rs

2 We ate steak that was cooked for a short time at very hot temperature.

__oi_e_

3 Mom set the large plate used for serving food on the dining table.

l_t e

4 The chicken was prepared in a thick, cooked liouid and served over rice.

5 The food tastes great because it is only prepared when it is ordered.
c_k dt o _de_

6 | ate fish with peas for my main dish of the meal.

_nt_e_

26. Listen and read the menu again. How many main dishes are available at the
restaurant?

LISTENING
25. Listen to a conversation between a restaurant server and a customer. Then
answer the questions.
1. What is the conversation mostly about?
A a description of foods on the menu
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B a guide to preparing a dish
C a problem with the man’s order
D a compliment about the meal
2. Why doesn’t the man want the potato skins?
A He does not like baked foods.
B He prefers dishes that are fried.
C He cannot eat spicy foods.
D He wants to eat something sweet.

26. Listen again, and fill in the blanks.

Server: Hi - my name’s Brittany and I’1l be your 1 today.

Customer: Hi. | have a question about the 2

Server: What is it?

Customer: | see you have 3 How are those prepared?
Server: The potato skins are baked, sir.

Customer: | see. And are they very 4 ?

Server: No, but they are salty.

Customer: Oh, I don’t like 5 I’d rather have

something 6

Server: Then you might like the fried chicken strips.

Customer: Are those sweet?

Server: Well, the chicken isn’t sweet. But the dipping sauce that comes with it is.
Customer: That sounds fantastic. Thanks!

SPEAKING
27. With a partner, act out the roles below, based on the dialogue from Task 7. Decide
who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:
I'll be your server today. How are the ... prepared?
Is it very...?

Student A: You are a customer at the Post Meridian Restaurant. Ask Student B about:
* how a dish is prepared

» what the dishes taste like

Tell Student B the kinds of food you like, how you like it cooked, etc. Make up a name
for the server.

Student B: You are a server at the Post Meridian Restaurant. Answer Student A’s
questions. Then make a suggestion based on the type of food he or she likes.

WRITING
28. Imagine that you are a food critic. Use the information from the menu and Task
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8 to write a magazine review of the food you ate at the hotel restaurant (100-120
words). Make sure to answer the following questions:

MAGAZINE FOOD REVIEW

e How was the food prepared?

e How did the food taste?

e What did you think of the service?

& well done )

e S L ek J

o

L LG
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READING
I

Wi
Zake he

Secvers who can remember everything a
six-top orders are sue 1O Mpress
customers. How can servers at your
restaurant accomphsh ths? By using s
notepad and the pivotl point syslem. The
prvo! pont systaem works Oy assigning each
s=al al s 1athe a number. Then the sarver
writes the order infomabon next to the right
numbesr. Never agan wif your servers have
to ask which guest ordered his sieak rare,
medium rare or well done. Al of the
informatbon about the order = In tha notas!

Ancther way Yyour sarvers can impweass
customers is by double-checking the order.
Belfore the secver leaaves 1he 1abie, ne or she
should repeaal the entke order (Nncludng any
special requests ke substitutions). Thes
healps the server catch mistakes before s
toc late. N1 also gwes the Ccustlomer an |
opoortunity o change his or her mnc |

29. Read the article from a trade magazine, and then choose the correct answers.
1 What is the article mostly about?
A what questions servers should ask customers
B how to know what a customer will order
C ways that servers can impress customers
D what mistakes servers commonly make
2 What is good about the pivot point system?
A It allows customers to change their minds.
B It provides information about customers’ seating preferences.
C It only requires a notepad in order to work effectively.
D It helps servers remember customers’ orders.
3 What can be inferred about restaurant servers?
A They ask customers about how the food should be prepared.
B They discourage customers from changing their orders.
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C They repeat orders to kitchen staff to avoid confusion.
D They don’t double-check orders when they use the pivot point system.

VOCABULARY
30. Choose the correct meaning of the underlined word or phrase.
1 Ellen keeps a notepad with her to help her remember the orders.
A a system that numbers each seat at a table
B a table with six guests
C a book with papers to write on
2 The server is busy taking orders.
A asking what the customers want to eat
B making sure about what the customer said
C finding problems
3 Sara orders her hamburger medium rare.
A cooked so the middle part is warm and grey
B cooked so the middle part is warm and slightly red
C cooked so the middle part is cold and very red

31. Choose the correct word or phrase to complete each sentence.
1 The restaurant’s (Quesswork / pivot point system) allows servers to easily remember
customer's orders.

2 Gina cooked the meat for a long time because she likes it (rare / well done).
3 Alex asks the customers at the (six-top / substitution) what they want to drink.

32. Listen and read the article again. In what two ways can servers impress
customers?

LISTENING
33. Listen to a conversation between a server and a restaurant customer. Then
answer the questions.
1 What are the speakers mostly talking about?
A a problem with the food
B the availability of a certain dish
C what the customer wants for his meal
D how long it will take to prepare the meal
2 What does the customer decide to change?
A the way his entree is cooked
B the appetizer order
C the size of the entree
D the entree dish

34. Listen again, and fill in the blanks.
Server: Good evening. My name is Shirley and I’ll be your
server tonight. Can | get you started with 1 ?
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Customer: Yes, I’d like to try the stuffed mushrooms

Server: Perfect! I’ll be back with those in just a few moments.

Customer: Actually, I'm 2 my entrée as well.
Server: Okay. What 3 ?

Customer: I’d like the steak, please.

Server: How would you 4 ? Rare, medium rare or
well done?

Customer: 5 is fine.

Server:. Medium rare... Okay. So you’re starting with the stuffed mushrooms. And
then you'll move on to a medium-rare steak.

Customer: Actually, I think I’d like to have the 6 instead of the stuffed
mushrooms.

Server: Not a problem. Those will be ready in a few moments.

Customer: Thanks very much.

SPEAKING
35. With a partner, act out the roles below, based on the dialogue from Task 7.
Decide who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH
What will you have?

So you're starting with

And then you Il move onto...

Student A: You are a server at the Post Meridian Restaurant. Talk to Student B about
what he or she will order for:

* an appetizer

* an entree

Make up a name for the server and make sure to double check the order.

Student B; You are a customer at the Post Meridian Restaurant. Talk to Student A
about what you will have for:

* an appetizer

* an entree

Then change a part of your order.

WRITING

36. Imagine you are a restaurant server. Use the information from Task 8 and the
article in Task 2 to write advice about taking orders (100-120 words). Make sure to
talk about the following:

e What tools/systems do you use to help you remember orders?

e Why is it important to double-check the table's orders?
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In-Room Dining Menu
Breakias! - 37 Lunch - $12 Dinner - §15
Fruit and berrles Burger Crab cakes
French toast Chicken sandwich  New York steak
Pancakes with syvup House salad Vegetable pasta
- Fer your corveniance, the Royal Pant Hotel ofers 24-how
| room service r00m service, To place an order, dial *0" ¢n the hotel room

atiendant

phene and ask lor room service. A room secvice attendant
will l3e your order. Please note that delivery times depend
an the kitchen load

Upon delivery, reom sendce attendanis provide plates and
cutlery. Wnen you sign for the food, please nole that our
senvice charge ncludes a tip Howeaver, guests are welcome to
gve an addbional tp for exceliant sanvice. When you frvsh your
maal put the tray on tha cart outside the door for colection

A late-night delvery fee wil apply for orders placed alter
midnight

READING

37. Read the hotel’s room service menu, and then mark the following statements as
true (T) or false (F).

1 Food delivery times vary.

2 Itis necessary to tip the room service attendant.

3 __The hotel adds an extra charge to orders received after 12am.

VOCABULARY
38. Complete the sentences with the correct words or phrases from the word bank.

room service attendant signs for late-night dialed in-room

1. Sara didn’t want to leave her hotel room to eat, so she ordered a meal from the
dining menu.

2. Sammy picked up the telephone and  his friend’s phone number.

3. Lauragavethe _ atip for the great service.

4. Keith returned to his room late and had to paya __ fee to order room service.

5. Shelly___ the order and thanks the employee for delivering the food.

39. Match the words or phrases with the blanks.

1 cutlery / tray
A room service attendant arrived at Jim’s room, carrying the food on a
Gina asked the server for so that she could eat her food.
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2 delivery time / kitchen load

The _ for pizza was too long so Jill ate something at home instead.

Customers waited a long time for the food because the was very heavy.

3 cart/ fee

Barbara paid an extra because she made longdistance calls from her room.
Harry uses a to take the 4.food order to the fifth floor

40. Listen and read the menu again. What two things do servers bring with a food
delivery?

LISTENING
41. Listen to a conversation between a room service attendant and a hotel guest.
Then choose the correct answers.
1 According to the dialogue, what does the room service attendant’s job involve?
A collecting the room service trays
B preparing room service orders
C collecting money from guests
D delivering room service orders
2 What question does the guest have about the receipt?
A why there's an additional charge on her bill
B how much she should give as a tip
C where to sign for the meal
D how much extra she pays for late-night deliveries

42. Listen again, and fill in the blanks

Attendant: Good evening, ma’am. | have your 1 May
| come in?

Guest: Yes, of course.

Attendant: Where would you like me to put the tray?

Guest: There’s space 2
Attendant: Okay. Here’s your 3 and napkin. Is there anything else |
can do for you?

Guest: No, everything is fine, thanks.

Attendant: Very well. Could you please 4 ?

Guest: Sure. Urn... | see there’s an extra fee on here 5 ?
Attendant: After midnight, the hotel adds a 6 - to all
deliveries.

Guest: That makes sense. One more thing - what do | do with the tray after | finish
eating?

Attendant: Just place it on the cart outside your door Someone will remove it for
you.

Guest: Great. Have a good night!
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SPEAKING
7. With a partner, act out the roles below, based on the dialogue from Task 7. Decide
who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:
| have your room service order.
There’s an extra fee on here.
After midnight, the hotel adds a
late-night fee.

Student A: You are the guest. Ask Student B questions about:
* the charges on the receipt
» where to leave the tray

Student B: You are the roomservice attendant. Answer Student A’s questions. Make
sure he or she understands the room servicesystem.

WRITING

43. Imagine that you ordered room service at a hotel. Use the conversation from Task
8 to write a review of the hotel’s room service (100-120 words). Make sure to answer
the following questions:

» What did you think of the room service attendant’s attitude?

» What fees were charged for the service?

» What kind of instructions did the room service attendant give?
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READING

44. Read the job posting from a hotel’s website, and then mark the following
statements as true (T) or false (F).

1 _ The maitre d’ is a higher position than the banquet server.

2 Banquet servers fill out damage reports for equipment.

3 __ Banquet servers have to be able to lift equipment.

VOCABULARY

45. Complete the word or phrase that is similar in meaning to the underlined part.
1 The banquet server placed the dirty dishes into a large tray used for clearing tables.
b _t_ vy

2 The banquet captain assigned Sarah lots of small tasks in addition to her regular
duties,

S e o0
3 Steven filled the container on wheels withseveral shelves with food e a
c_t
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46. Choose the word that is closest in meaning to the underlined part.

1. The person who leads a team of banouet workers instructed the employees to
bus

tables.

A banquet server

B banquet captain

C maitre d'

2. | warm up my lunch in the machine for heating food.

A coffee maker

B beverage machine

C microwave

3. Preston placed the set of forks, spoons, and knives used for eating on the table.
A silverware

B glassware

C dishware

4. Paul poured a cup of coffee from the large round container with a lid.

A pre-meal meeting

B urn

C toaster

5. As banquet manager, Rosie is in charge of supervising special events at the
hotel.

A functions

B liquor liability laws

C bus trays

47. Listen and read the job posting again. What must a banquet server be physically
able to do?

48. Listen to a conversation between a restaurant employee and a job candidate.
Then answer the following questions.
1 What is the conversation mainly about?
A the responsibilities of the position
B the need for training on the job
C where to get a job application
D ways to get experience in food service
2 What is NOT true about the woman?
A She has experience in food service.
B She wants to apply to be a banquet server.
C She worked as a banquet server in the past.
D She read about the job on the Internet.

49. Listen again, and fill in the blanks.
Candidate: Good morning. I’m here about the 1 position.
Employee: Okay - you’ll have to 2 an application.

194



Candidate: No problem. I do have one question, though.

Employee: Sure - what is it?

Candidate: Well, 3 says experience is preferred. Does that
mean experience as a banquet server?

Employee: No, not necessarily.

Candidate: Oh, good. I’ve never worked in 4

Employee: Basically, we’re looking for people who have worked in food service
before.

Candidate: Food service... likeasa5 __ at a restaurant?

Employee: Exactly. Do you have any experience waiting tables?

Candidate: 6

Employee: That's helpful. Make sure to mention that on your job application.
Candidate: Thanks, I will.

SPEAKING
50. With a partner, act out the roles below, based on the dialogue from Task49.
Decide who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:

I’'m here about the ... position.

| do have one question, though.

Make sure to mention that on your job application.

Student A: You are a job candidate. Talk to Student B about:
* the position you’re interested in

* a question you have about the job

* how to apply for the job

Make up some work experience in a restaurant.

Student B: You are an employee at the Post Meridian Restaurant. Answer Student
A's questions about the job.

WRITING

51. Imagine that you are a banquet manager. Use the conversation from Task 8
and the job posting in Task 2 to describe the duties of a banquet server for
applicants (100-120 words). Make sure to answer the following questions:

e What do banquet servers do?

e How can someone apply for the job?

195



iabel 1ood gropecty. From top 1o
potiom, organize 100d on the fncdge
shavwas n the folowsng ardarn

e Coosad and ready-1o-eat focas

: 10 store oy goods

Such as bread pasta, anc canmed
goods Keep the pairy cleaan ang
dry 1o avoid atiracting nsacts Anc

out® systerm. Tha! meanas that you
adways usa 1he oldes! lood Sirse
Tha! way, you use al food belore
1he expiration date

READING
52. Read this poster from a restaurant kitchen, and then choose the correct

answers.
1. What is the purpose of the poster?

196




A to teach workers about nutrition
B to explain how to identify spoiled food
C to show where to place shelves in a kitchen
D to describe how to store food safely
2. According to the passage, which is NOT a rule about food storage?
A use the “first in, first out" system for dry goods
B store poultry on the top shelf of the fridge
C keep canned goods in the pantry
D store ready-to-eat foods in the fridge
3. Restaurant workers should always use older food first to avoid...
A spending time on organization.
B running out of storage space.
C attracting bugs to the pantry.
D using expired food.

VOCABULARY
53. Match the words and phrases (1-9) with
the definitions (A-I).
___spoilage
2 __fridge
3 __ pantry
4 walk-in freezer
5  seafood
6 expiration date
7__ preservation
8 _ set the temperature
9  pork

A alarge, cooled room used for storing frozen food

B to adjust how hot or cold something is

C food products made from fish and other animals that live in the sea

D a specific time after which food is no longer safe to eat

F food products made from pig meat

G aplace for keeping food chilled, but not frozen

H a storage room with shelves for dry foods being ruined or unsafe to eat
| the process of keeping food safe and fresh

54. Match the words or phrases with the blanks.

1 beef / poultry

Leslie is allergic to so she cannot eat chicken or any other type of bird.
Many families in the area raise cows, so dishes are very popular there.
2 dry goods / canned goods

The pantry is stocked with all different kinds of like pasta, rice and
cereal.
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such as soup usually stay fresh for a long time.
3 on ice / ready-to-eat

| usually keep some foods in hand to eat when | do not have time to
cook.
Restaurants usually put drinks to keep them cold.

55. Listen and read the poster again. How is it possible to keep insects away from a
pantry?

56. Listen to a conversation between an executive chef and a prep worker at a
restaurant. Then mark the following statements as true (T) or false (F).

1 The executive chef wants the worker to put the food away.

2 __ The shipment contains dry goods.

3 __ The worker isn’t familiar with the first in, first out system.

57. Listen again, and fill in the blanks
Worker: Chef, there’s a truck outside of the Kitchen.
Chef: That must be the 1

Worker: Do you want me to 2 the boxes?
Chef: No, someone else will unload them. But you can help 3
away.
Worker: I’d be happy to help.
Chef: This is a shipment of 4 - mostly pasta and canned food.
Worker: All of that goes in the 5 , right?

Chef: That’s right. When you start, can you do me a favor?

Worker: Sure - what is it?

Chef: Make sure to move up the older items to the front of the shelf. And put the new
items in the back.

Worker: No problem. I used the 'first in, first out” system at my old job, too.

Chef: Good. That helps us use the food before it 6

SPEAKING
58. With a partner, act out the roles below, based on the dialogue from Task 7.
Decide who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:

That must be the food shipment.

You can help put the food away.

Can you do me a favor?

Student A: You are an executive chef at a restaurant. Give Student B instructions
about:

» what type of food is in the shipment

* how to properly store the food
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Student B: You are a worker at a restaurant. A food shipment arrives. Respond to
Student A’s instructions.

WRITING

60. Imagine that you are executive chef at a restaurant. Use the information from
Task 57 and the poster in Task 52 to write instructions to a new worker on how to
properly store food (100-120 words). Make sure to answer the following questions:

e\Where is food stored in the kitchen
eHow is food stored in each area?

e\What are a few ways to make sure food is stored safely?

The Post Meridian Restaurant
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READING

61. Read the restaurant inventory list and notes, and then choose the correct answers.

199



1. According to the passage, what is the par level used for?
A verifying packing dates
B negotiating with vendors
C contacting distributors
D determining supply levels
2. Which of the following is John NOT responsible for?
A checking the storeroom
B contacting a vendor
C asking about packing dates
D negotiating product prices
3. What can you infer about Jason Arnold?
A He decides which distributor the restaurant uses.
B He has ordered food for the restaurant before.
C He typically doesn’t stay within the restaurant’s food budget.
D He has been an executive chef for a short time.

VOCABULARY
62. Match the words and phrases (1-8) with the definitions (A-H).
1 __inventory 5  distributor

2 __ Qquantity 6 _ storeroom
3 food budget 7 _ reorder
4  par level 8 outof

A a person or business that provides restaurants with supplies

B the maximum amount of money a restaurant can spend on food
C aplace where items are kept until they are needed

D a list of all the items in a business

E to buy more of something

F the amount of food a restaurant should always have available
G not having any more of something

H the amount of something

63. Put a check (/) next to the response that answers the question.
1. Do you know the packing date for these eggs?

A Yes, they were placed in containers on March 1st.

B __ Yes, they were in the storeroom near the steak.

2. Is the restaurant running low on lobster?

A Yes, there is plenty of lobster available.

B Yes, there are only a few of them left.

3. Are there many vendors in town?

A __ No, there aren’t many people selling things.

B __ No, there aren’t many exotic foods.

64. Listen and read the list and notes again. How many kilos of food need to be
ordered to get back to desired stock levels?
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LISTENING

65. Listen to a conversation between an executive chef and a vendor. Then mark
the following statements as true (T) or false (F)

1 The Post Meridian Restaurant is 5 kilograms under par for shrimp.

2 __ The half-price deal is for orders of 10 kilograms or more of shrimp.

3 __ The delivery date for the items is March 3rd.

66. Listen again, and fill in the blanks.

Vendor: Thank you for calling Seaside Distribution. This is Beth.

Chef: Hi, Beth. This is Jason Arnold from the Post Meridian Restaurant.
Vendor: Oh, hi Jason. How can | help you?

Chef: I needto 1

Vendor: No problem. How much do you need?

Chef: Well, we’re about 5 kilograms 2

Vendor: 5 kilos of steak, then. And how 3 for shrimp?

Chef: We have 4 shrimp. Why do you ask?

Vendor: We’re offering a deal on shrimp right now. Order 10 kilograms or more and
getith

Chef: That’s a good deal. I'll take 20 kilos of shrimp. | can use it in a steak and
shrimp special at the restaurant.

Vendor: Okay. Now, what 6 would work best for you? We
can deliver the items to your restaurant on March 3rd or March 13th.

Chef: March 3rd would be great. Thank you.

SPEAKING
67. With a partner, act out the roles below, based on the dialogue from Task 66.
Decide who Student A and Student B are. Then switch roles.

USE LANGUAGE SUCH AS:

How much do you need?

How are you set for...?

What delivery date would work

best for you?

Student A: You are a vendor. Ask Student B questions to find out:
* how much food the restaurant needs

« if he or she is interested in a special deal

Create details for you and your company.

Student B: You are an employee at the Post Meridian Restaurant. Order more food.
Respond to Student A's questions.
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WRITING

68. Imagine that you are an executive chef. Use the conversation from Task 8 to
write a note for the restaurant employee ordering this month’s food supply (100-120
words). Make sure to answer the following questions:

e What items is the restaurant running low on?

e How much food does the restaurant need?

e What delivery date would be best?
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3.1. GRAMMAR
THE ACTIVE VOICE

Present Tense Forms

1. Use the right tense form of the verb.

1. What time (the meeting/end)?

2. Tomorrow | (fly) to Moscow to visit my aunt Sally.

1. Right now he (talk) on the phone.

2. The Earth (go) round the Sun.

3.1 (look) for my camera for an hour.

4. Could you close the window? | (freeze)

5. The man (paint) the walls all day long.

6. The coffee (smell) good.

7. At the moment we (take) a walk around a beautiful village.
8. We (not/finish) our history project yet.

9. Kim (never/be) abroad.

10. School always (close) for Easter holidays.

11. ’m exhausted. I (train) my stomach muscles all morning.
12. What (usually/you/do) in your free time?

13. Look! Your mum (water) tomatoes in the vegetable garden.

2. Choose the right variant.
1 The boy his homework and now he -TV.
a) already has done, watches
b) already does, has watched
¢) has already done, is watching
2. They about Russian traditions since the beginning of the lesson.
a) have been talking
b) are talking
c) talk
3. This is the best conference |
a) am
b) have ever been to
C) ever have been to it
4. The postman usually at 9 in the morning. It is half past 9 now but he

a) comes, has not come yet
b) comes, has not been coming
c) is coming, has not come yet
5. They the walls and they nice.
a) have painting, are looking
b) have painted, look
c) have been painting, look
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6. The economic situation in the world is already bad and it Worse.
a) is getting
b) gets
c) have gotten

3. Use Present Simple, Present Continuous or Present Perfect.

Hello Nancy

It (1) (be) time since my last letter to you. | (2) (still/work)
at ABS and the company (3) (do well). This is very fortunate as many
of my friends (4) (lose) their jobs. Our savings (5) (take)
a disastrous dive because of the economy. | (6) (know) the situation
everywhere is difficult and | (7) (be) happy I still have a job. My friend
Michael and his wife Georgia (8) (now, live) in Virginia. Michael
9) (finish) studying massage therapy. He (10) (run) a
small clinic in partnership with another woman. He and Georgia (11)
(look) for a full-time job, though, as they (12) (lose) money also. As
| say, many people (13) (have) a hard time now.

4. Translate into English.

1. Bi" TUBUTHCS TENEBI30P 13 CAMOTO PaHKY.

2. 3aBTpa y MeHe ypok anrmiicekoi o 8:00.

3. [ToBiTpst y MicTi cTae nenani OpyAHIIIAM 1 OpyIHIIIIM.
4. §1 3aryOuB ramMaHelb.

5. I Bonmoccs 6pynuae. Bona dapbysana 6yIHHOK IiNHii TEHS.
6. Tu mocTiitHO 10Ch TYOUTH!

/. Tu nuien TBip BXke JAB1 TOJAUHMU.

8. A xomxy 10 OGaceiiHy Tpu pa3u Ha THK]ICHb.

9. TaTo peMOHTY€ MaIlIMHY 13 CAMOTO PAHKY.

10. Bin 35mamaB HorYy.

5. Use the right tense form of the verb.

1. I can’t speak about the book. I (not read) it yet.

2. Every day I (wind up) my watch at 7 o’clock in the morning.
3. It’s Friday. ... you (see) him this week?

4. It’s a pity, but I (not buy) this dictionary yet.

5. As arule, we (do) many exercises in class.

6. He (tell) this joke many times.

7. | already (translate) these sentences into French.

8. They (have) their English many hours a week.

9. She (work) much and usually (get) many good marks.
10. We (buy) a new TV set this year.

6. Use Present Simple, Present Continuous or Present Perfect.
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1. I must know what you (talk) about. 2. I (be) in this country for some time. 3. He
(admire) you greatly. He (see) the play three times. 4. | (not know) what Harry (tell)
you. 5. | want to see how much he (change) since | (see) him last. 6. We (be) to the
cinema about twice a week since then. 7. Hello, what you (do) here at this late hour?
8. I (think) you never (do) any harm to people. 9. I always (stay) at home in the
evenings. 10. | (hear) you (look) for a new house.

7. Use Present Simple, Present Continuous, Present Perfect Continuous or Present
Perfect.

. Is Andy here? — I don’t know, I ... (not see) him today.

. Where ... you ... (go)? — To the library.

. Would you like ... (borrow) this magazine? — No, thanks. I ... (read) it before.
. Betty’s bus ... (arrive) at 5 o’clock. I must go and meet her at the bus station.

. Have you seen my record book? I ... (look) for it all the morning.

. Mike ... (talk) to his friend for an hour already.

. More and more forests ... (disappear) because of fires nowadays

. How long ... you ... (work) on this problem?

. The first lesson ... (not finish) at 9.45.

10. They ... (play) football tonight.

11. Linda is disappointed. She ... (fail) her test.

12. School ... (prepare) children for life.

13. We ... (have) a party next Saturday night. Will you come?

14. ... you ... (try) to take photos? It’s not allowed, you know.

15. ... you... (remember) where he ... (work)?

O©Coo~NoO ol WwWwN -

8. Chose the right variant.
1. Jeremy ..... basketball this season; he wants to concentrate on his studies.

doesn’t play hasn’t been playing isn’t playing hasn’t played
2. What ..... with yourself? There is mud all over you!

has you been doing are doing did you do have been doing
3. As far as [ know Mike ..... Italian for quite some time, but he still doesn’t understand
very much.

is learning has been learning has learnt learns
4.1 am sorry Ann can’t come to the phone right now because she ..... a shower.

is taking has taken takes has been taking
5. How long ..... Jerry? - But I don’t know him at all. I have never met him.

do you know have you known has you known did you know

6. - Hello! May | speak to John, please? - Sorry, he is out. He has gone to the library.
He ..... for his History exam there.

has been reading is reading reads has read
7. Excuse me | ..... a public telephone. Is there one near here?

have been looking for have looked for look for am looking for
8. Her family ..... from town to town ever since she can remember.

IS moving has moved moves has been moving
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9. About 85 percent of American students ..... public schools, which are supported by
state and local taxes.

attend are attending have attended have been attending
10. You may take this magazine. I ..... through it already.

look have looked am looking have been looking
11. I don’t like Alice. She ..... about difficulties of life all the time.

complains Is complaining has complained has been complaining
12. Nora, you look awfully tired. What ..... all day?

do you do are you doing have you been doing have you done
13. Sara, my next door neighbour, has a car, but she ..... it very often.

doesn’t use isn’t using hasn’t used hasn’t been using

14. 1 think you ..... very silly. Don't get out of bed. You’ll only make your temperature
go up again.

are are being were have been
15. Peter and Mary ..... on the platform. They have been waiting for their train for half
an hour.

have been standing are standing stand have stood

9. Use the right tense form of the verb.

1. How much money........ (you/spend) on food every week?

2. Lo, (never/eat) octopus, but I .......... (eat) squid.

3. Where is Ann? She .....(sunbathe) in the garden.

........... (you/watch) the TV? - No. You can switch it off if you like.

I’m afraid I......... (not/speak) Spanish very well.

We .......... (look) everywhere for a purple silk shirt, but we.......... (not/find) one

yet.

o .. (you/hear) the latest news? A bomb ......... (explode) in the station at 10
o’clock this morning.

8. John .............. (look for) a bigger flat.

9. She ........... (usually/finish) work before 6 o’clock.

10. .......... (you/know) how to use this computer programme? Not yet. But

o 0k

11. Where .....(Joe/go) with that gun in his hand? Oh, he.......... (always /carry) it with
him when he goes walking in the woods.

12. Oh, hello Debby! I'm sorry, I.......... (not recognize) you at first. You........ (lose)
weight!

13. Be quiet! I.......... (think) Dad .......... (sleep) upstairs.

14. 1 ....(not/like) cooking, but I .....(love) eating.

15. Why ......... (you/cry)? Have you hurt yourself?

16. Something ......... (smell) good. What .......... ( you/cook)?

17. In autumn the leaves .......... (fall) from the trees.

18. Gary.......... (not/be) to work since Monday.

19. How many times ........ (you/be) to the cinema this year? I went twice in January,

207



20. Look at that! Someone.......... (leave) the fridge door open again! It wasn’t me.
I........ (not/be) in the kitchen for hours.

2.1 .......... (just/read) your composition. It’s very good. How much time did you
spend writing it?

22. You......... (work) very hard recently. I’'m surprised the boss did not give you a
pay rise when you asked him.

23. Ohno! I'think I.......... (break) Mum'’s stereo.

24. Sally is very clever. She ........... (speak) five languages.

25. I don’t understand those people. What language ........... (they/speak)?

10. Translate into English.

1. Jlinma Bxxe mpurorysaia Bedepio? - Ille Hi. BoHna rorye moch Bxe roguay. CtpaBa
naxHe ayxe cmauHo. 2. [le ben? - Bin y rapaxi. - Illo BiH poburts? - PemoHTye
MaiuHy. BiH mpaifioe 3 BocbMOi ToJIMHU paHKy. 3. TBO1 0aTbKU BXKE MOBEPHYJIUCSA 3
Kapmat? - Ille Hi. - Ik 10Bro BOHU MOJOPOXYIOTH? - BOHU TIOJIOPOKYIOTh BXKE JI€CATh
nHiB. Bonu moBepTaroThcs HacTymHoro BiBTOpoka. 4. o tu pobum? - 4 mykaro
iH(dopmarliito Ay cBoro npoekry B [atepHeri. - Tu 3HaiimoB mo-Hedyas? - Tak, s
3HAWIIOB KiJIbKa IIKaBUX cTaTel. 5. Bu Bxke BukiIMKamu jikaps? - Tak, ajne BiH 11e He
IPUHIIOB. - SIK JaBHO BU Horo yekaere? - Mu yekaemo Bxke Bl roauHu. 6. J[elH B
cBoilt kiMHati? - Hi, BoHa 30upae ciuBu B cany. baOycst xoue nmpurotryBaTu CIMBOBE
BapeHHs. 7. Tu Bxke moroBopuB 3 6aThkoM? - Hi, BiH 11Ie HE MOBEpHYBCS J0A0MYy. Bin
3aBXKJIM TTIOBEPTAETHCS JOA0MY O choMil Beuopa. 8. Tom rpae B hyTd0a 3 mpy3samu? -
Tak, BOHU IpatoTh Bxke OubIne rogudu. 9. 3 kum Canapa po3MoBIIsi€e 1o Teaehony?
Bona po3moBnsie Bxke maiike roguny! - Tak, BoHa po3moBisie 3 ['aHHOw. BoHu
00roBOpIOIOTH TUTaHKU Ha BuXiaHi. 10. Tu Bxe KynuB KBUTKH Ha moi3a? - Tak. Iloizx
BIJIIIPABJISIETHCS 3aBTpa O JeB'sTi roauHi Bewopa. He cmizntoiics! 11. Mu 3 Opatom
IPAEMO B IIaXH BXKE MIBTOPH ToAuHU. 12. Mu He TMBUMOCS TeIeB130p yKe aBa jaHi. 13.
He xmomunku? S He 6auuB iX 3 paHKy. - BoHU 3 paHKy JOBJSATH puOy Ha 03epi. Bonu
XOJATh pubanutu mocyootu. 14. Bama cectpa Bunthes B yHiBepcuteTi? - Tak. Bona
BXKE€ TPU POKH BUBYA€E €KOHOMIiKY. 15. Sk maBHo [[xynmis mpaitoe cromaronorom? -
Bona npairoe ctoMaTosioroM BxKe JIeCATh POKIiB. AJle B Hallllil JiKapHi BOHA MPAIIO€
BCcboro yotupu poku. 16. Tom dapOye BikHa B Hamomy odici 3 panky. Bin yxe
nogapOyBaB IIICTh BIKOH. 3apa3 BiH (apOye BikHa Ha npyromy nosepci. 17. [lo Jlinga
pobuTh Ha KyxHI? - BoHa roTrye MOJOYHMI KOKTEillb. Bu mrobute MoioyHUN
KOKTeisib? - Tak. - Ajie BU 1ie He mpoOyBaiu KOKTeW, siki rotye Jlinga! Bona rorye
HalicMayHiIIi B CBITI KokTeii. 18. Hagimo v po3nosiB ToMOBI npo Hall mogapyHoOK?
- 5] Hivoro He ka3aB ilomy. - [IpaBna? YoMy BiH 1M paHOK po3nuTye MeHe? - S He
3Hato. 19. YUomy ben cmierbea? - BiH TUBUTHCS HOBY KOMEiIO MO TeneBi3opy. Bin
TUBUThCSA 1i Bxke roauHy. 20. CKUIBKM ICIMTIB BH CKJIQJIM HAa LIbOMY THXHI? - Mu
CKJIAJIM JBA €K3aMeHU. - SIKuil iCUT BaI Apy3i 34a0Th 3apa3? - Bonu 31a10Th icnut
3 icTopii.
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Past Tense Forms

1. Put the verbs in brackets into the Past Simple, the Past Continuous, the Past
Perfect or the Past Perfect Continuous Tense.

1) The boys ... (to play) volleyball on the beach yesterday. 2) They ... (to play)
volleyball from 9 to 11 yesterday morning. 3) By 5 o’clock yesterday their team ... (t0
play) two games of volleyball. 4) Den ... (toplay) volleyball for ten minutes yesterday
when he suddenly ... (to twist) his ankle. 5) At that time Ron ... (to listen) to music in
his room and ... (not to hear) the doorbell. 6) The secretary ... (to talk) on the phone
for twenty minutes when the door ... (to open) and her boss ... (to come) into the room.
7) Peter ... (to drive) towards the airport last Sunday when he suddenly ... (to
remember) that he ... (to leave) his passport at home. 8) We ... (to go) to a cafe after
we ... (to meet) Sally. 9) When David ... (to return) home yesterday his wife ... (to
cook) the chicken which she ... (to buy) in the supermarket the day before. 10) It ... (to
be) midnight and Linda ... (to sleep) but John ... (to lie) sleepless because he ... (to
think) about the words his chief ... (to tell) him at the end of the working day.

2. Put the verbs in brackets into the Past Simple, the Past Continuous, the Past
Perfect or the Past Perfect Continuous Tense.

It ... (to happen) last July. A month before my friends and I ... (to decide) to go to the
seaside for a holiday. We ... (toplan) that trip for three weeks before we ... (to choose)
the place to go to. On the day of our departure we ... (to go) to the railway station when
Den ... (to realize) that he ... (to leave) the tickets for the train at home. He ... (to take)
his mobile phone and ... (to ring) his father. At that time his father ... (to take) a bath
but fortunately his mother ... (to hear) the phone. She ... (to find) the tickets, ... (to
catch) ataxi and ... (to go) to the railway station. We ... (to wait) just for fifteen minutes
when we ... (to see) Den’s mother hurrying to our carriage. She ... (to give) Den the
tickets and we ... (to show) them to the conductor. Just a minute before the train ... (to
depart), we ... (to take) our places in the compartment.

3. Put the verbs in brackets into the Past Simple, the Past Continuous, the Past
Perfect or the Past Perfect Continuous Tense.

1) Rachel ... (to meet) Den in front of the library five minutes ago. He ... (to speak) to
Alex about some project. 2) Sam and Monica ... (to skate) together for four years before
they ... (to enter) the competition. 3) When Victor ... (to get) off the bus, he ... (to
decide) to phone his mother but suddenly ... (to realize) that he ... (to forget) his mobile
phone in the hotel room. 4) The driver ... (to speed) down the road when suddenly an
old woman ... (to step) in front of the car. 5) Two men ... (to walk) through the forest
for five hours before they ... (to see) the house of the forest guard. The two men ... (to
be) hungry because they ... (not to eat) anything since last evening. 6) Maggie ... (to
look) for her gloves when the door ... (to open) and her mother ... (to come) in. 7) Phil
... (to wait) for twenty-five minutes before Pamela ... (to send) a telegram and ... (to
return) to the car. 8) By the time Steve ... (to reach) the airport, Andrew and Nora ...
(already to receive) their luggage and ... (to have) coffee in a cafeteria outside. 9) Linda
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... (to phone) her dentist yesterday because one of her teeth ... (to ache) for weeks. 10)
When Tony ... (to arrive) at Tina’s place yesterday, she ... (to read) a detective story
which she ... (to buy) some days before.

4. Use the right tense form of the verb.

| remember the first time 1) (go) abroad on holiday. 2)

(just/leave) school. 1 3) (study) very hard for my final exams and | 4)
(feel) that | needed to get away. A friend of mine 5) (want) to

go away as well, so we 6) (decide) to look at some brochures at a travel

agent's. We 7) (search) for about an hour when my friend 8)

(find) the perfect holiday - two weeks in Cuba. We 9) (be) very excited

about it. Finally, the day of our holiday 10) (arrive). We 11)

(just/leave) the house when the phone 12) (ring). 113) (run)

back into the house but the phone 14) (stop) by the time | 15)

(reach) it. When we 16) (get) to the airport, . we 17) (check)

in and 18) (go) to the cafeteria. While we were having our coffee, the

airline 19) (make) an announcement.

Our flight was delayed for eight hours. It was then that | 20) (realise) what

the phone call was about.

5. Chose the right variant.

1. By 2008, Katie ....... six countries in Europe.

A had already been visiting C already visited

B was already visiting D had already visited

2. The children were cold. They ....... in the snow all afternoon.

A had played B had been playing C were playing D played

3. This time last week, I ....... an exam.

Asat Bhadsat C hadbeensitting D was sitting

4. Lucy was gardening ....... Adam was painting the kitchen.
Awhen Bassoonas Cafter D while

5. Paul ....... an expensive mountain bike last year.

A was buying B had bought C bought D had been buying

6. He ....... tennis every day during the summer holidays.
Aisplaying B hadplayed C hadbeenplaying D played

7. While Matthew was fixing the window, he ....... off the ladder.

A fell B was falling C had fallen D had been falling

8. It was a chilly evening. A strong wind ....... and clouds were covering the sky.
A was blowing Bblew Chadblown D had been blowing
9. They ....... for three hours before they found the house.

A have walked B had been walking  C walked D are walking
10. By the time they arrived at the beach, it ....... to rain.

A was starting B started  Chadstarted D had been starting

6. Chose the right variant.
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1. "Have you ever lived in a big city before?"

"No, but I'm sure I will ........... to it."

A be used B used C get used
2. "Do you know that girl?"

"Yes, we ...... to go to the same school.”

A are used B were used C used

3. "Do you remember when we were children?"

"Yes, Grandma. . . . .. always make us strawberry muffins."

A would B got used to C was used to
4. "Mr Miller looks different now, doesn't he?"

"Yes. He .......... to wear glasses and have a moustache."

A used B would C is used

5. "Tom had trouble with the group project."”
"Yes. He ...... to working with others."

A is used B isn't used C used

6. "Amir has never done computer work before."

"Don't worry, he will soon ...... it

A be used B used to C get used to

7. "Do they find it difficult living in Switzerland?"
"Yes, they haven't ...... the cold yet."

A been used to B got used to C used

8 "Why do you look so tired?"

"Well, I ...... to waking up so early."

A am not used B used C am used
9. "Do you have fond memories of your camping trips?"

"Yes, my cousinsand I .. ... go fishing by the lake."

A would B were used C used

7. Use the right tense form of the verb.

Sy the time Mark and Steve reached the old cabin in the forest, it1) ............. (get)
dark and a cold wind 2) ................... (blow) in their faces. They 3) ......cccccvveneen, (walk)
for more than two hours and they felt exhausted. It had all begun when they 4)
.............. (go) into the forest to take photos of trees their environmental group 5)

................... (plant) a previous year. Everything 6) ....................... (o) well until it

7). (start) to rain heavily. Unfortunately, they had ost their map as they 8)
....................... (cross) a river but after a couple of hours they had found the cabin. They
9) e, (open) the door and 10) ......ccccceevnneen. (go) in. To their surprise, they

found three tourists inside. At least they weren't alone!

8. Chose the right variant.

Don't feel bad if your first job isn't anything exciting. Before they were famous, some
of today's stars 1) ............ ordinary jobs, too! Tom Cruise 2) ...... from a wealthy
family. When he was a teenager, he 3) ........ newspapers in his neighbourhood. 4) .......
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Beyonce Knowles was a Singer and well-known actress, she helped out at her mother's

beauty salon. She5) ............. money cleaning the floors.
Brad Pitt wasn't always a famous actor. 6) ........... he was trying to get acting roles,
he7) ... many odd jobs to pay his bills. Once he worked at an the Polio Loco
restaurant dressed as a giant chicken!
Pop star Gwen Stephanie 8) ............. start off on stage. Beforeshe 9) .......... a famous
singer, she 10) ............. at a local ice cream shop.
1 Ahad B were having C had been having D have had
2 A hasn't come B not came C didn't come D was not coming
3 A delivered B was delivering C has delivered D had delivered
4 A When B Before C While D Since
5 A did make B had made C has made D made
6 A While B After C By D By the time
7 A does B did C was doing D had done
8 A didn't use to B wouldn't C didn't D had not
9 A become B has become C became D was becoming
10 A had used to B used to work C was used to D wouldwork
work working

9. Fill in each blank by putting the verb in (brackets) into the correct past tense.

1.1............ (see) my first baseball game when ......... (live) in New York.

2. How many pints of beer ............ (he/drink) before he ............ (leave) the pub?
3. It......... (rain) sO W€ ............ (decide) to stay at home all afternoon.

4. Bythetimel......... (leave) university I ......... (be) to France fifteen times.

5. What ............ (you/do) at the time the murder was committed?

6. Whenwe ............ (get) home we saw that someone ......... (break) in to steal the
DVD recorder.

7.He ......... (send) to prison four times before he ............ (decide) that it would be
better to go straight.

8. Ididn't realise I ......... (lose) my credit cards until I ......... (try) to pay for dinner
at the restaurant.

9.1......... (write) an email to my sister when she ......... (ring) me.

10. She was so upset by the news that she ......... (drop) herteaand ......... (start)
crying.

10. Fill in each blank by putting the verb in (brackets) into the correct past tense.
1. Why are you out of breath? (EXERCISE) Because I ............ for the last
hour.

2. Your light was on when | walked past last night. (CHAT) Yes, I......... online to

my cousin in Australia.
3. You’ve really improved on the flute. (PRACTISE) Well, | hope so because |
......... a lot lately.
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4. You’re not jealous of my other friends, are you? (SEE) No, but you .......... quite
a lot of them recently.
5.1 didn’t wake you up, did I? (SLEEP) No,I.............. :

6. Did you quit your job in the end? (THINK) I ............... of doing so for a long
time, but then I decided not to.
7. Why is your street such a mess? (DIG) Oh, the council ............. up the roads, but

they should finish this weekend.

11. Complete the second sentence, using the word in brackets, so that it has similar
meaning to the first sentence.
1. | started working at 8 and | was still working at 6 in the evening, when you called.

(BEEN) Whenyoucalled ............... ten hours.

2. We often went to the seaside with our grandparents as children. (USED)

Our grandparents ....................... to the seaside as children.

3. It’s about 7 years since Laura started to learn Russian.
(LEARNING) Laura ................ 7 years.

4. Being with the older children soon stopped being frightening when | went to
secondary school. (USED) I................ the older children when I went to secondary
school.

5. Every night for the past week | have had the same dream. (HAVING) 1| ...........
for a week now.

6. I always disliked karate lessons but now I’m starting to enjoy them. (USED)
| Karate lessons, but now I’m staring to.

12. For each sentence, choose the correct tense of the verb.

| D (take) a shower when you called.

a) was taking b) took c) was taken

2. My brother ................ (have) never been to Europe until he went there last year.
a) has b) had c) hadn't

3.Diane ............... (feel) very sick but she decided to go out anyway.

a) was feeling b) has been feeling c) has felt

4. He........... (call) her all night.

a) has called b) call c) was calling
S.Tho, (want) to go swimming but the water was too cold.

a) have wanted b) wanted c) am want
6.1............ (be) able to sleep well for a week now.

a) didn't was b) was not c) haven't been

7. When I first saw her, she ........... (stand) on the balcony.

a) was standing b) has stood c) has been standing
8. Really? You moved to a new apartment? How long .......... (live) there?

a) have you been living b) did you live c) did you living

9. Every time | see that movie, it ............ (make) me cry.

a) has made b) made c) makes
10.1.......... (stop) smoking three years ago.
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a) have stopped b) have been stopping c) stopped

13. For each sentence, choose the correct tense of the verb.

I.T........... (take) a shower when you called.

a) was taking b) took c) was taken

2. My brother ............. (have) never been to Europe until he went there last year.
a) has b) had c) hadn't

3. Diane ......... (feel) very sick but she decided to go out anyway.

a) was feeling b) has been feeling C) has felt

4. He............ (call) her all night.

a) has called b) call c) was calling
5.1, (want) to go swimming but the water was too cold.

a) have wanted b) wanted c) am want
6.1......... (be) able to sleep well for a week now.

a) didn't was b) was not c) haven't been

7. When I first saw her, she ........... (stand) on the balcony.

a) was standing b) has stood c) has been standing
8. Really? You moved to a new apartment? How long ......... (live) there?

a) have you been living b) did you live c) did you living

9. Every time I see that movie, it ......... (make) me cry.

a) has made b) made c) makes
10.1.......... (stop) smoking three years ago.

a) have stopped b) have been stopping c) stopped

14. For each sentence, choose the correct tense of the verb.

1. He a new car last month, but he doesn't really like it.

A bought C had bought

B was buying D had been buying

2. | burned my finger while | breakfast.

A was cooking B had cooked C had been cooking
3. By the time | came back, Mike and Jane , S0 | couldn't tell them about it.
A were already leaving C had already been leaving

B had already left

4. He for twenty years when he finally quit smoking.

A smoked B was smoking C had been smoking
5.1 you yesterday because my telephone was out of order.

A didn't call B hadn't called C hadn't been calling
6. He was waiting for his bus at the bus stop when the robbers him.
A attacked C had attacked

B were attacking D had been attacking

7. 1 wanted to ask my son for help, but | saw that he , and | decided not to
wake him up.

A slept C had slept

B was sleeping D had been sleeping

8. Yesterday | went to an interesting museum that | before.




A didn't visit B wasn't visiting C hadn't visited

9. By the time we arrived, she for us at the train station for three hours.
A waited B was waiting C had been waiting

10. Christopher Columbus America in 1492,

A discovered C had discovered

B was discovering D had been discovering

15. Use the right tense form of the verb.
1. | was exhausted at the end of the exam. | (write) for over two hours. 2.
When thieves stole my favourite leather jacket, | was really upset. | (have)
it for over ten years. 3. Please step out of the car, Mr. Jones. Do you realise you
(drive) at over90mph? 4. We didn't really want to go and see the musical
again. We (alreadysee) it twice - so we said "no" and we went to a
restaurant instead! 5. | arrived over an hour late to the office and everyone was
working. Actually, they (work) for over two hours on the new project and
| felt really guilty. 6. The kitchen was full of steam when we arrived. Joan was in the
kitchen and she (cook) a huge meal for everyone at the party. 7. It was a
bit embarrassing to arrive at their house and find Mary looking so sad. | think
she (cry) before we got there. 8. No-one even noticed when | got home.
They (all watch) the big gameon TV.

16. Choose the most likely tense to complete the following statements correctly. In
most cases only one answer is possible; in some, two answers may be possible, but
one of these is much more likely than the other.

1) The plane at New York three hours late.
a) has arrived c) did arrive
b) was arriving. d) arrived
3) I can't go home until | this job.
a) have finished ¢) had finished
b) was finishing d) finished
4) 1| in London since | was a little child.
a) lived ¢) have lived
b) was living d) did live
4) As soon as | saw the man, I realised that we before, in Caracas.
a) met c) have met
b) were meeting d) had met
5) After leaving London, we on to Birmingham without stopping.
a) drove c) have driven
b) were driving d) had driven
6) She ran away with her lover, while her husband in Australia.
a) worked ¢) has worked
b) was working d) had worked
7) Where can he be? | can only imagine that he an accident
somewhere.

a) had b) was having



¢) has had d) did have

8) He had worked in the company for 15 years before he promoted.
a) got ¢) has got

b) was getting d) had got

9) I the office after everyone else.

a) left ¢) have left

b) was leaving d) had left

10) Hi, I'm really pleased to see you again, but I'm afraid | your name.
a) forgot c) have forgotten

b) was forgetting d) had forgotten

17. Translate into English.

1) Mu BYOpa Kynuiu HOBHI XOJIOAWIBHUK. 2) Buopa niTu ryisuid B apKy 3 M'AToi 10
BOCHMOI1 Bedopa. 3) Mu BuOpa I'yJsuid B apKy OuTbIe rOANHY, KOJU nodaymiu Toma.
Bin 3 kumock po3moBigB Outs kiHoreatpy. 4) Ilepen TuM sk MM BiANpaBHIA
3anpoieHHs, bob mie pa3 nepeBipuB aapecy. 5) Jxyinis He 3Hana, KOro ii 60c yekas
y>ke Olable roguHy. BoHa mosmBaia KBiTH, KOJIM BUCOKHI YOJIOBIK 3aiIIOB B oic 1
1aB 1if CBOIO BI3UTHY KapTKy. 6) Bin uekaB odilianTa Bxke I'Th XBUJIWH, KOJIU T0OAYNB
CBOTO CTaporo JApyra, sKud CHUJIIB 3a CTOJUKOM Oinsi BikHA. 7) JKiHka Oyna mayxke
BTOMJICHOIO, TOMY III0 BOHa MpoCHLIAa 011 XBOpOi AUTHHM BCIO Hid. §) Maiik
MOJ3BOHUB O JIECATIH roAuHl Bedopa. Mu 3HamM, 10 BiH BXKE€ MOBEPHYBCA 3
BIIPSI/UKEHHS, ajle B TOM Be4lp MU HE 4YeKanu ioro na3BiHka. 9) Ilicns Toro sk
KOH(epeHLis 3aBepluniacs, s MaiimoB 10 npodecopa 1 TONPOCUB HOro MpOYUTATH
moro ctarTio. 10) Iloku Emma pobuna ¢doTokomii JOKYMEHTIB, s TEpEBIPSB
€JIEKTPOHHY MOIITY 1 N00aYuB JHCT, akui Ten BianpaBuB MeHi AeHb ToMy. 11) Bin
MOBEpPHYBCS 3 KOH(DepeHIlii mBroguau Tomy. 12) [1oku s po3MoBIIsIB 110 TenedoHy,
MOSI CecTpa yBa)HO ciiyxayia HOBUHM 10 pajio. 13) Komu Hik npuiimoB nomnomy, BiH
3rajiaB, 10 HE BIJIMIPaBUB MOBIAOMIICHHA MeHemkepy ¢Gipmu. 14) Mu peMoHTyBaiu
MAaIIUHY B rapaxki, KOJIM MOYYJIH SIKUICH IITyM Ha ByJHIli. 15) Mu po3MoBIIsiiin OJIM3bKO
JIECSITU XBUJIMH, KOJIU PANTOM 33J[3BOHUB Miii MOOUTbHUI TenedoH. 16) JIiTHs xeHka
3ampocuiia Hac y BITAJIBHIO 1 MPUTOCTHIIA MHUPOTOM 3 KaIyCTOIO, SIKUH BOHA CIIEKJIA
BpaHii. 17) Jlitu rpanu B caay JiBa TOJMHM J0 TOTO, SIK TTovaBcs jaoil. 18) ben mouas
IpairoBaTd B HamIiil Qipmi micis TOro, SK BiH 3aKiHYMB yHiBepcuteT. 19) Onsar
XJIOMYUKIB Oyja OpyaHuH, TOMYy IO BOHM Tpaiud B (yTOonm mimmi aeHb. 20)
PaTyBanbHUKM MpalfoBajIv BCIO HiY, IEPII HIXK TPHUIETIIN TeIIKONTEPH 3 JIKAPSIMHU.

216



Future Tense Forms

1. Fill in the gaps with will or be going to.

A: I've lost my keys!

Bl o help you look for them.

2 A: Watch out! You ................... knock over the vase.
B: Oh ! I didn't see it.

3 A: Would you like a drink?

Bil .o have a glass of water, thanks.

4 A: What's the matter?

B: Be careful, you ...........cc.......... hit

the wall!

5 A: I don't know how to send an email!

Bil e, show you.

6 A: Have you seen John today?
B:No,butl....coovvveeririneen, visit him this afternoon.

2. Put the verbs in brackets into the Present Simple, the Present Continuous or the
Future Simple.

HI! My name Is Nuno and | am Portuguese. Like every teen, | enjoy spending time
with my friends. Unfortunately, my parents 1) ............ (not / think)) | am old enough
to stay out late at night. They say that 12) ................. (be able to) when I am older.
In Portugal, chldren of my age 3) ....c.cccevvennennnn. (watch) a lot of sports, especially
football. My favourite football player Is Cristiano Ronaldo. At present, he

4) o, (play) for Real and is also the captain of the Portuguese national
team. Apart from watching sports, | listen to rap music. My favourite singer Is Kayne
West. He5) ............... (come) to Portugal this summer. I'm so excited!

At the moment, in school 1 6) ...........cccccueeee. (1ry) to get good grades. After | ftnish
high school, I hope 1 7) ................. (go) to university. But like most teenagers, | just
want to have fun for now!

3. Put the verbs in brackets into the Present Simple, the Present Continuous or the
Future Simple.

Jack: 1) ............. (you/come) to the concert on Saturday?

Peter: NO, 1 2) ooveiie (be) in London then.

Jack: Really? Why 3) ..o, (you/go) there?

Peter: 14) .ocovvvieee, (visit) my sister. It's her birthday at the weekend and we

5) i (go shopping) for a present.

Jack: 6) ..o, (you/give) me a ring before you 7) .......ccocvenee. (leave)? There
are a few things I'd like you to buy me while you 8) .................. (be) there.

Peter: Sure. No problem. 19) .................. (call) you on Friday.

4. Put the verbs in brackets into the Future Perfect or the Future Perfect
Continuous.

217



1. By 7:00 pm they .......ccoc........ (play) cricket for eight hours.

2.1 o, (finish) painting your room by the time you get home.

3. By the end of next month, I .................. (live) in London for exactly three years.
i o] 1 IR (write) his th ird novel by the end of th is year.

5. By the time he arrives in London, John ....................... (drive) for five hours.

6. Thisfilm ..o (probably/not/finish) until eleven.

5. Complete the sentences (1-6) about what Megan will be doing next week / will
have done before her parents get back from their holiday. Use the verbs below in
the Future Continuous or the Future Perfect.

watch clean water cook do
1. Megan .......cccouee. home early on Monday morning.
She .o, home by 9 o'clbck in the morning.
2. Megan .................... the plants this evening.
She .o the plants by the end of the day.
3. Megan .........cccccueennen, the house after she finishes school on Wednesday.
She .o, the house by Wednesday evening.
4. Megan .................... the shopping on Saturday morning.
By Saturday afternoon, she ...................... the shopping.
5.Megan ........ccceeuenen, a DVD with some friends on Sunday evening.
By the end of the weekend, she ..................... a DVD with some friends.
6. Megan ........ccccceenenn, a special meal for her parents on Monday afternoon.
She .o a special meal for her parents by the time they get home.

6. Put the verbs in brackets into the Future Continuous, the Future Perfect, the
Present Continuous or the Present Simple.
1. A: I'm going on holiday with Emma in June. I'm so happy!

B, (you/finish) your exams by then?
2. Al e, (go) to the school dance?
B: No, because my family ................... (move) to Newport by the end of the school
year.
3. A: My SISter ......coeevverieenne (fly) to Paris tomorrow.
B: What time .................. (she/leave)?
4. A e, (you/use) the phone much longer? | need to make a call.
B: I'm sorry but this is really important. Give me another ten minutes.
5 A i (leave) the library by 6 o'clock at the latest.
B: Great! The film................ (start) at 7:00 pm. You will have plenty of time to get
there.

7. Fill in the correct present or future forms.

Dear Veena,

1) to tell you about the exciting plans | have for when you 2)
................. me in New York City! Assoonas | 3) ............... you up from the
airport, I'll take youto my flat. 4) ............... you settle in, we are going to dinner at



the famous Rainbow Room in Rockefeller Center. It has a great view of the city. The

nextdayweb) ............... famous sites all day like the Empire State Building and the
Statue of Liberty. There6) ................. plenty of time to take a walk through Central
Park and visit Times Square as well. In the eveningwe 7) ................. Mamma Mia
at the Broadway Theatre. Don't worry, 8) .............. you leave, you will have the
chance to go shopping on Fifth Avenue at some of the best shops in the world. | promise
you, by the time you leave, you9) ................ the best of New York. Let me know if
youl0) ................ anything. | can't wait to see you!
Love,
Monica

A write B am writing C will write D will be writing

2 A will have visited B are visiting C visit D will be visiting

3 A will pick B will be picking C am picking D pick

4 A Until B After C By the time D While

5 A will be visiting B will have visited C are visiting D visit

6AIs B will be C is going to be D have been

7 A see B will have seen C will see D are going to see

8 A after B as soon as C before D while

9 A will have seen B will see C will be seeing D see

10 A will need B will be needing  C will have needed D need

8. Choose the correct item A, B, C or D.

1.l expectwe ............. there in half an hour.
A are being Bwillbe Care D will have been
2.1 ...... see the Picasso exhibition at the National Gallery tomorrow.

A am going to B will have gone to C will be going to D will go to

3. Andrew ...... thirteen years old on September 3rd.

A is being B is going to be C will be D will have been

4. He ...... to Frankfurt by the time I arrive in London.

A will have flown B will be flying Cisgoingto fly D will have been flying
5. This time next week, I ...... to Jamaica.

A fly B will be flying C will fly D am going to fly

6. It's really cold today. I think it ...... :

A will be snowing  Bisgoingtosnow C will snow D will have been snowing
7. John ...... in London for three years by the end of the month.

A will be working B will have been working  C will work D is going to work
8. I'msure we .......... the match tomorrow.

A will be winning B are going to win C are winning D will win

9. Complete the dialogue using the correct future form.

A:Whatl)............... (do) tonight Bob?
Bil2) i, (try) to finish my homework because 1 3) ................... (go) to my
cousin's wedding on Saturday and 14) .................... (not/be able) to do it then.



A:Whattime5) .....c.cccevveinnne (the wedding/start) on Saturday?

B: The ceremony 6) ................. (begin) at 2 o'clock. Afterwards we 7)
....................... (go) to the reception.
AiB) i (any of your friends/be) there?

B: No, but my cousin says | can bring a friend. 9) .......ccccocviiiis v v,
(you/do) anything on Saturday night?

A:No, but 110) .o (feel) shy not knowing anyone else there.

B: Don't worry. It 11) ...cccoveviiiiiienee, (be) a big party and I'm sure you 12)
........................ (have) a great time.

A: OK, then! Thanks for inviting me.

10. Chose the right variant.

1. Jim was tidying up in the kitchen while Jen ............... the dog.

A is feeding C was feeding

B has been feeding D had been feeding
2.1 oo, lunch with Sergei tomorrow.

A am having C have had

B have been having D had had

3. You can't leave the table until you .............. your dinner.

A finished C are going to finish

B finish D will finish

4. Dave ..... in Manchester for several years before he decided to move to London.
A will have worked C had been working

B has worked D works

5. Don't phone me tonight. I ................. for my French exam.

A will study C study

B will be studying D will have studied

6. These cakes ................ delicious! Can | have one more, please?
A tastes C tasting

B are tasting D taste

7. There was no lemonade left because the girls ................. it all.
A had been drinking C had drunk

B are drinking D were drinking

8. Eric was sunburnt because he ................... on the beach for six hours.
A had been sitting C has been sitting

B has sat D is sitting

9. WhenIwasachild, I .................. go to the cinema on Sundays.
A use to C used

B would D get used to

10. What ..... at 10 o'clock last night?

A have you done C were you doing

B had you done D have you been doing
11. PIEITE woveviieieeeen, as a chef for five years, then he opened his own restaurant.
A works B has worked
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C worked D has been working

12. Sarah ....ccoveevviienee a bike to work but now she drives a car.

A used to ride C had ridden

B would ride D used to riding

13. He's a famous musician. He ................ lots of concerts so far.
A is giving C gives

B has given D had been giving
14. I'mafraid I ................. to come to the party.

A don'tgo C won't

B won't be able D can't

15. While JO .......ovvveveeee. the carpets, the bell rang.

A hoovers C has been hoovering
B was hoovering D had hoovered

16. Stephen won't phone us until he .................. some news.

A had C will have

B is having D has

17, i, to the bank later? If you are, can you please deposit this cheque for
me?

A Will you be going C Do you go

B Have you gone D Did you go

18. They will have finished their work ..................... 6 o'clock.

A until C by the time

B since D by

19. They ............... Paris twice this year.

A have gone in C have been to

B had gone to D had been in

20. Mary is a good girl. She ................. her mother with the housework.
A always helped C had always helped
B always helps D was always helping

11. Complete the letter with the appropriate tense form.

Dear Maggie,

I'msorry 1) coovennenee (not/be) in touch lately but 2) ................ (study) hard for my
exams. | can't wait to finish!

Anyway, I've got some great news! After the exams, 3) ......cccccevenee. (go) on holiday
for a week. Guess where? Madrid! My pen friend Gabriela4) ................. (live) there
and she 5) ..o, (invite) me to visit.

[6) o, (already/book) my flight. 1t 7) ................. (leave) on June 10th.
Herdad 8) ................. (wait) for me at the airport. After | arrive, Gabriela and | 9)
..................... (visit) famous Sights such as the Prado Museum and the Opera House.
Of course, there 10) ................. (be) time for me to do my shopping as well.

Oh, I nearly 11) ......c.coc....... (forget). On June 20th, 112) .................. (have) a garden

party to celebrate by birthday. Please try to come. You're welcome to spend the night
here.
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Well , that's all for now. | promise 1 13) .................. (send) you a postcard from Madrid.
Love,
Julie

12. Choose the correct item.

1.1.... my wallet. | can't find it anywhere.

A have lost B have been losing C am losing

2. The plane ...... by the time | reached the airport.

A already left C had already been leaving

B had already left

3.You're late. I ...... for half an hour.

A am waiting B have waited C have been waiting
4. The train ...... Manchester at nine o'clock.

A leaves B is leaving C will leave

5. They ...... with friends at the moment.

A are staying B have been staying C stay

6. Look out! You ...... !

A are falling B are going to fall C will fall

7. She ...... eats broccoli because she doesn't like it.

A will be B will have been C am going to be
8. I promise | ...... home in time for dinner.

A always B ever C never

9. This shampoo ...... of roses.

A smells B is smelling C has been smelling
10. By the end of the day, she ...... for ten hours.

A will be working C will have been working

B will have worked
11. Paul ...... the bank. He hasn't come back yet.

A has been to B has gone to C has been in
12. He ...... the doctor this afternoon.

A is seeing B sees C will have seen
13. ... did the Millers move to Edinburgh?

A While B How long C How long ago
14.1...... James tonight, so I'll tell him the news.

A will see C will have been seeing

B am seeing

15. My parents ...... in a big house in the country.

A used to live B would live C living

16. The film will have finished ...... 10 o'clock.

A until B by C before

13. Put the verbs in brackets into the Future Continuous, the Future Perfect or the
Future Perfect Continuous Tense.
1) Peter ... (to fix) the TV set by next Tuesday. 2) At this time next Friday we ... (to lie)
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on the beach in Malta. 3) By next Monday Linda ... (to work) as a secretary for three
years. 4) ... you ... (to use) your computer tonight? Can I play my favourite computer
game? 5) By the end of the year Roger and Monica ... (to live) in our district for five
years. 6) The boss ... (to read) all the documents by the end of his working day. 7)
Don’t phone me tonight. I ... (to write) an article for a scientific journal. 8) By the end
of the day we ... (to reach) that settlement. 9) What ... you ... (to do) at 4 o’clock
tomorrow? — | ... (to help) my parents in the garden. 10) By the 13" of January he ...
(to work) on his novel for ten months.

14. Circle the correct item.

1. By the end of this month Andrew and Carol ... together for three years.
a) will be living; b) will have lived;

c¢) will have been living.

2. At 10 o’clock tomorrow Mr Anders ... a lecture for his students.
a) will be giving; b) will have given;

c¢) will have been given.

3. Sandra ... the hospital by next Wednesday.

a) will be leaving; b) will have left;

c¢) will have been leaving.

4, .... out a bit later? Can you bring me a hamburger, please?

a) Will you be going; b) Will you have gone;

¢) Will you have been going.

5. By 4 o’clock the girls ... for three hours.

a) will be cooking; b) will have cooked;

c¢) will have been cooking.

6. Shall | send Mike a message? — No, | ... him at the meeting anyway.
a) will be seeing; b)will have seen;

¢) will have been seeing.

7. At this time next Sunday we ... in the Red Sea.

a) will be swimming; b)willhave swum;

¢) will have been swimming.

8. Who ... the pictures for the exhibition by next Monday?

a) will be sending; b)will have sent;

c¢) will have been sending.

15. Put the verbs in brackets into the Future Continuous, the Future Perfect or the
Future Perfect Continuous Tense.

1) They ... (to publish) our advertisement by next Monday. 2) At this time tomorrow
we ... (to drive) to the mountains. 3) Jack ... (to become) a chief manager by the
beginning of October. 4) By next month Ron ... (to play) football in our football club
for 3 years. 5) I didn’t remind Den about the picnic! — Don’t worry. I ... (to meet) him
at the university tomorrow morning. 6) What ... your sister ... (to do) at 10 o’clock
tomorrow morning? — She ... (to help) mother with the house chores. 7) By 2 p.m. the
boys ... (to fish) for five hours. 8) ... you ... (to use) your car tonight? Can I borrow it?

223



9) Don’t phone me before 11 o’clock tomorrow. I ... (to sleep).

16. Translate into English.

1) 3aBTpa B 1eii yac Mu OyzeMo o0ifaTh 3 IPy3sIMHU MOIX OaThKIB y pecTopaHi. 2)
ABToOYyC npudyie 3aBTpa Ha Micie 10 JAeB’aToi Bewopa. 3) Jlo moyaTKy HaCTYIHOTO
MICSIIISl BUTIOBHUTBCS PiK, K Mii Opat mnparroe B iboMy 0aHky. 4) Jlxek nodapoye
TBIM BEJIOCHIIE] 10 KiHIlsL poOodoro . 5) Bu Oyaere mpaiioBatu 3a KOMII FOTEPOM
ChOTO/THI BBeUepi? MorkHa MEHI BiJIIPABUTH €JIEKTPOHHOTO JIUCTAa CBOEMY JIPYTOBi? 6)
B meili yac HacTymHOTO THXXKHS MH OyjneMo MojopoxyBaTH €Bpororo. 7) Bu Oynere
YeKaTH Ha MEeHe 3aBTpa 0 BocbMii? — Tak. 8) Takci mpuine 3aBTpa A0 11’ AT01 TOAUHU?
— Tak. 11) 3aBTpa no cromoi Bewopa JIkek mpusese BaM (pororpadii. 12) B meit gac
HACTYITHOTO TIOHEIIKa MH OyJeMO JIETITH Haa okeaHoM 1o bpaswmmii. 13) Jlo ki
HACTYITHOTO MIiCSIISl BUTIOBHUTHCS TPHIIATEH POKIB, SIK BOHA MPAITIOE MeIcecTporo. 14)
HactynHoro derBepra 3 nBoX a0 mmectd Tom Oyae NpPOBOAWTH TMEPETOBOPU 3
iTamigmu. 15) 3aBTpa o choMilt roauHI BU OyJeTe TpeHyBaTUCs B criopt3ani? - Hi,
3aBTpa O CbOMIH g Oyay nquBUTHCS (PyTOOIBHUI MaT4 HA cTajlioHl. 16) XTO HagpyKye
TEKCT IIbOT0 JOKYMEHTa JI0 MoYaTrky cemiHapy? - Miit cekperap. 17) Jlo tperboi
roJInHu OyJie BXKE I'SITh TOJMH, SIK BOHH KaTaroThCs Ha Jimkax. 18) O kotpiit 3aBTpa
CriB O6yne ¢apOyBatu nax Oynunky? - Bin Oyne ¢gapOyBaTu nax 3aBTpa O JECSTiH
panky. 19) O m'sriii Oyze BxKe JBi 3 MOJIOBUHOIO MOJUHM, sIK AHHA rpae B TeHic. 20)
Bu Oyaere iitu Ha nan4 mi3Hime? [IpuHeciT MeH1 MOpO3UBa, Oy/b Jacka.
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THE PASSIVE VOICE
Decide whether the sentences are written in Active or
. They often listen to music.
. She is reading the newspaper now.
. These cars are produced in Japan.
. Alan teaches Geography.
. German is spoken in Austria.
. Lots of houses were destroyed by the earthquake in 1906.
. Henry Ford invented the assembly line.
. The bus driver was hurt yesterday.
. You should open your workbooks.
0. This house has been built by my father.

H«)oo\lowo-l.booml—\!—\

. Use by or with to complete the sentences.

. The room was tidied up ... my brother.

. A lot of goods have been bought ... customers.
. The tree will be cut down ... a saw.

. This dictionary is often used ... our students.

. He was hit in the eye ... a snowball.

. The mixture must be stirred ... a fork.

. In the future big cities will be blocked ... cars.
. The car will not be repaired ... William.

. Was this circle drawn ... a pencil?
0. Could the dog be fed ... you?

P OWOONOOUIT,WNDEDN

. Introduce correct passive forms of the verb in Simple Tenses:
.Jam ... (make) from fruit, from strawberries, for example.

. The results of geography test ... (announce) next Friday.

. Two people ... (injure) in the accident that | saw last night.

... speaking loudly ... (forbid) in the libraries?

. I ... (wake) up by some loud screams yesterday morning.

. That conversation ... (not/finish) until we reach a deal.

. We ... (warn) against thieves in the place we stayed last summer.
. All prizes ... (hand) in tomorrow at 4 o’clock.

. The letter ... (not/post) a week ago, it was earlier.

10. ... your shop ... (close) for a long time? I hope it won’t.

11. My flowers ... (not/water) every day. I do it every three days.
12. ... that car ... (produce) in Sweden or Italy? How old was it?
13. My car ... (drive) by a friend of mine tomorrow.

14. Mike and I ... (catch) reading my sister’s diary yesterday.

15. T ... (tell) to be quiet at least twice during each lesson. I’'m used to it.

©CONODUTAWNEW

Passive.

4. Introduce correct passive forms of the verb in Present and Past Tenses:

1. He ... (offer) a new job last week.
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. The bridge ... (blow up) yesterday.

. This novel ... (write) by Hemingway.

. Flies ... (catch) by spiders.

. All the trees ... (cut) down yesterday.

. We ... (tell) to go home now.

. Their purse ... (steal) yesterday night in the disco.

. Rain ... (hold) up by fog.

. He ... (admit) to the University a week ago.

10. Pigs ... (use) to find truffles.

11. The old theatre ... (reopen) last Friday.

12. She ... (ask) about the accident by the police yesterday.
13. Rotten eggs ... (throw) at him last month in Bristol.
14. Mice ... (catch) by cats.

15.1 ... (often / ask) for her address.

OO ~NO O WN

5. Introduce correct passive forms of the verb in Continuous Tenses.
1. A lot of new supermarkets ... (build) in Warsaw now.

2. The door ... (lock) when I arrived.

3. I'm sure my house ... (watch) at the moment.

4. My trousers ... (mend) at the moment.

5. The cause of the accident ... (investigate) for five months last year.

6. The ship ... (unload) from 3am till 7pm yesterday.

7. Her books ... (not/sell) in many bookshops now.

8. My letter ... (copy) when I entered the office.

9. Spanish ... (Iearn) by more and more people now.

10. Her novel ... (read) by George now.

11. Our beds ... (make) when we came back to our room.

12. Mary’s hair ... (do) by my sister when I entered the room.

13. The car ... (repair) so we have to wait for a while.

14. The quiz contestants ... (inform) about the rules when I switched on TV.
15. The amount of fat ... (reduce) in our diets now.

. Introduce correct passive forms of the verb in Perfect Tenses.
. ... you ever ... (rob) in the street? Yes, once.

. The house ... completely ... (burn) before the fire brigade arrived.
. Our conversation ... interrupt by phone calls three times so far.

. Your wages ... (not/pay) by next Tuesday.

. After all exams ... (pass), we went on holiday.

. How ... your ideas ... (receive) since you came back to work.

. Jack’s flat ... nicely ... (furnish) before he invite us to visit him.

. ... your town ... (invade) with so many tourists before? No, it is the first time.
. The letter ... (open) before Jim came back from work.

10. Not much ... (say) since I joined my friends.

11. All the cash ... (spend) by the end of next week.

OO NO O, WNEFEO
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12. My street ... (not/sweep) even once since I moved in.

13. Such bad weather ... (not/expect) so we were all angry.

14. Everything we learned ... (forget) by the end of our holiday.

15. That song ... already ... (play) five times! I can’t listen to it any more.

. Provide correct forms of modal verbs in the passive.

. I'm afraid this task can't ... (do) right now.

. That book should ... (give) to Kate on her birthday next week.

. Helen shouldn't ... (criticize) for her work yesterday.

. Umbrellas must ... (Ieave) in the cloakroom.

.John can't ... (see) yesterday as he was home all day.

. The meeting on Wednesday might still ... (cancel).

. Sue must ... (tell) the good news because she looks so happy.

. That milk ought to ... (use) two days ago. Throw it away.
.Itcould ... (do)ina dlfferent way. Let’s try.

10. Your bicycle can ... easily ... (repair). It’s not a problem.

11. The dinner should . (prepare) before I came.

12. I may not ... (forgive) for lying to him at the time.

13. The problem that we had couldn’t ... (solve) in any easier way.

14. Your room ought to ... (clean) at last. It’s so messy!

15. Ann may ... (recognize) by George at the party yesterday.
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. Put into passive.

. We ... (observe) when we were going home last night.

. My parents ... (expect) to come back next Monday.

. My article ... (comment) On in tomorrow's paper.

. George felt ill and he ... (examine) by a doctor yesterday.

I ... (not/ask) out since last summer.

. Her work can’t ... (continue) right now.

. I’'m afraid the bank ... (close) at the moment.

. I could ... kill in that accident if I hadn’t fastened a seat-belt.

. The date of the meeting ... (not decide) yet.

10. The delay of our plane ... (announce) when we reached the airport.
11. You ought to ... (instruct) in the use of a computer a long time ago.
12. That sculpture ... (create) by a friend of mine last year.

13. Washing up ... (do) by my sister as | prefer hoovering the flat.

14. Jane shouldn’t ... (promise) that car last year.

15. Our journey must ... (plan) carefully before we go.

©O~NDUTAWNE ®

9. Change the sentences below into the correct passive tense.

1. Someone burgled my house while | was away. My house ... while | was away.
2. He started to leave before they had given him the directions. He started to leave

before he ... directions.
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3. 1 went to the showroom but was informed that they had sold all the houses. | went
to the showroom but was informed that all the houses ... .
4. They were still building the hotel when we stayed there. The hotel ... when we

stayed there.
5. They sent my son home from school for being cheeky to the teachers. My son ...

home from school for being cheeky to the teachers.
6. My doctor prescribed me some medicine for my cough. I ... some medicine for my

cough.

7. They haven't finished fixing my car yet. They're so slow! My car ... yet. They're so
slow!

8. I visited my home town last year, only to find that they'd demolished the house I'd
grown up in. | visited my home town last year, only to find that the house I'd grown
upin ...

9. Someone stole my bike while | was in the shop. My bike ... while | was in the
shop.

10. They've just repaired the bridge in the park. The bridge in the park ... .

11. They were always changing the bus timetable. It was really annoying. The bus
timetable ... .

12. They discharged my brother from hospital yesterday. My brother ... from hospital

yesterday.

13. My lawyer informed me of the changes to the contract. I ... by my lawyer of the
changes to the contract.

14. When | arrived at the cinema | found that they had cancelled the film. When |
arrived at the cinema I found that the film ... .

15. After six weeks the shop still hadn't sent my books. After six weeks my books still

10. Change these active sentences to passive. Choose if you need the agent or not.
1 People speak Portuguese in Brazil.

2. The Government is planning a new road near my house.
3. My grandfather built this house in 1943.

4. Picasso was painting Guernica at that time .

5. The cleaner has cleaned the office .

6. He had written three books before 1867.

7. John will tell you later.

8. By this time tomorrow we will have signed the deal.

9. Somebody should do the work.

10. The traffic might have delayed Jimmy.

11. They are building a new stadium near the station.

12. At six o’clock someone was telling a story.

13. Somebody has drunk all the milk!

14. | had cleaned all the windows before the storm.

15. By next year the students will have studied the passive.
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11. Correct the mistakes in these passive voice sentences.
. All bottles was frozen before transportation.
. Everything are forbidden.
. Everything is going be forgotten.
. Everything that had is overheard remained a secret.
. I have not be given the money.
. It had not been knew for years.
. It are said that learning English is easy.
. South Florida and Hawaii has been hit by a hurricane.
. The battles for liberation had been fighted before the liberation of the Iron Curtain.
10. The best way will been found.
11. The money have not been given to me.
12. The picture is beeing lent to a famous museum.
13. The treasure must has been hidden.
14. Peter and Tom was hurt in an accident yesterday.
15. The thing could not been kept secret.
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12. Change from passive into active.
. Your test should be checked before handing in.
. He was offered a new bank loan by my cousin.
. Mobile phones are used by many young people.
. My wallet has been taken by Amanda.
. The packtes are being packed into the plastic boxes.
. Who was the prize won by?
. Harry is being questioned by the police.
. Will a new decision be made soon?
. My jewellery has been stolen!
10. The portrait was painted by an unknown artist.
11. I was told by my mum to get ready to the flight.
12. Has it been decided by the school authorities that Mr. Anderson will come back?
13. The form will have to be filled in.
14. She was found two weeks ago.
15. Where was he seen?
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13. Active or passive. Choose the correct tense.

. They often ... (listen to) music.

. She ... (read) an e-mail at the moment.

. Houses ... (build) few months ago.

. Boys ... (play) soccer every weekend.

. This room ... (paint) blue now.

. Cricket ... (play) in Australia every summer.

.1 ... (give) a prize by president right now.

e ... (do) our homework last Sunday.

. The report ... (complete) last Friday at 5 o’clock.

©CoO~NOoOUAWNER
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10. They ... (sing) a song yesterday at 5.00.

11. A letter ... (write) to her a month ago.

12. The bike ... (repair) at the moment.

13. You ... (see) dolphins here in two weeks.

14. The telephone ... (invent) by Alexander Graham Bell.
15. The electricians ... (test) the fire alarm yesterday.

14. Translate into English.

1. I1i nmutanHs 3a3BU4ail 00rOBOPIOIOTHCSA MICIS POOOTH.

2. barato 6ynuHKiB Oyy€TbCs B BallIOMY MICTi?

3. Uu 3HaeTe BY, 110 111 KHUTA OyIia mepekiiajeHa Ha aHTIiHChKY MOBY TUTBKH JIBa POKU
ToMYy?

4. MeHe moOnpocwid AOMOMOITH MOMY 3aKIHUMTH II0 POOOTY ChOTOJHI, TOMY 5
MOBUHEH OYB 3aJIMIIIUTUCS B YCTAHOBI MICISL POOOTH.

5. loMy MOXYTb JIaTH KypHaJI y HOHE/ILIOK BPAHII.

6. Bam noka3zanu Bce, 1110 BU XOTUIH MTOAUBUTHUCS?

7. Horo Tpeba 3apa3 xe 3HaifTy,

8. Ipo ueit ¢pitbM 6arato roBOpsITh.

9. Jlekmii IleTpoBa ci1yxaroTh 3 IHTEPECOM.

10. Tpeba 3apa3 xe nocnaru 3a ToBapuiieMm [BaHoBuM.

15. Translate into English.

1. CKinbKM pa3iB Ha AeHb FOAYIOTh pu6? - IX rogyIoTh O1MH pa3 B JIEHb.

2. Komu no6yyBanu Bamry mkomny? - Ii no6yyBanu naTHaanaTh pOKiB TOMY.
3. [Tiny Bxe npunecnu? - Hi, ii 3apa3 roTyroTs.

4. Konu BiZIpeMOHTYIOTH It 10pory? - [i OTpEMOHTYIOT 10 KiHIA MicsLs.

5. MeHi BUOpa HE cKa3aju Mpo Ball Bi3HT.

6. le Jxex? Moro uekarots.

7. Bac xonu-HeOy1b BUMIIH, SIK TTOBOJIUTUCS?

8. [liTe#t BiAmpaBUiIN CIATH MEPE]] TUM, SIK TTOYACBCS (QLITBM.

9. Jle Jlinna? - [it 3apa3 nokasyroTs ii HOBYIO KiMHATY.

10. Ioch moTpiOHO 3pOOUTH JJIST TIUX JIFOJIEH.

16. Translate into English.

1. Ha upoMy 3aBoi BUPOOJISIIOTH CLIIBCHKOTOCTIOAAPCHKI MAMHY. 2. YuTanbHui 3ai
IPOBITPIOETHCS YOTUPHU pa3u Ha AeHb. 3. s padpuka Oyna 30ynoBaHa necsTh POKiB
tomy. 4. IlinpydyHuku npoaaBaTUMyThes 3aBTpa. 5. Konu Oyno BUIAHO 110 KHUTY. 6.
[ii mamm ykpaiHchKko-aHITiHCBKMII CIOBHHK. 7. I>'I0My 3alIpONIOHYBAJIM KBUTOK Ha
KOHIEpT. 8. BaM 3amnararts 3a 1o poboTy 3aBTpa. 9. IM Hakaszamu 3amumury 3ain. 10.
Conpartam Oys10 Haka3aHo mepenpasuTics yepes piuxy. 11. II monpocunu 3acnisatu
IIf0 TiCHIO e pa3. 12. MeHe 3amuTanu, 4u MU migemMo B tearp. 13. Skmo MeHe
3aMHUTalOTh, g IM Bce po3kaxy. 14. [le muranns 3apa3 oOroBoproeTbes Ha 300pax. 15.
Komnu s 3aitmoB g0 3aiy, e nutanHs o0roBoprooBaiock. 16. Mict Oyno 3pyiHOBaHO,
nepI HiXK MU TpUOynu TyAu. 17. Yauresns ckasas, 1110 Hallll AUKTAHTHU BXKE TIEPEBIPEHI.
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INDIRECT SPEECH

Change from direct into indirect speech.

. Roger remarked, "The waiter is in no hurry to serve us".

. Mary said, "My mother plays the piano very well".

. Mum said, "I have already calculated all the expense".

. Bob said, "You should read the instruction first".

. Liz said, "I don't like to sweep the floor".

. Alan said, "I'm going to take a shower".

. My colleague said, "The boss wants to see you immediately".
. The actress said, "l won't speak to the reporters".

. She said, "I can't ride a horse".

. Bess said, "l haven't sent the fax yet".

. Granny said, "You must take several sandwiches with you".

. Mr. Jones said, "My son never begs for money".

. The teacher said, "You needn't do this exercise in writing".
.Jerry said, "I'm finishing my composition now".

. Joan said, "I looked through some fashion magazines yesterday".
. The traveler said, "You should visit South America".

. Our relatives said, "We enjoyed the play immensely"

. Mary said, "l used to take dancing lessons at the club”.

. He said, "I have always been fond of fishing".

. My aunt said, "Polly was quite ill yesterday".

. | told the nurse, "The doctor examined me a few minutes ago".

. Pete said, "l seldom dine out".

. John said, "I will be very busy tomorrow".

. Sheila said, "I took the children to the Zoo yesterday".

. The speaker said, "The economic situation is gradually improving".

Translate into English.

. Hernci momituna, mo Tex HIKOJIM HE pO3YMI€E JKapTiB.

. berTi ckazana, 110 BOHa MpUTIISLAAE 32 BCIM, 11O JIETHCS Y JOMI.

. XJIOMYMK BUTYKHYB, III0 aBTOOYC HaOIUKAETHCSI.

. [Ipodecop ckazaB CTyJIEHTY, 110 TOW MOBUHEH MPAIIOBATH 1€ OMIbIIIE.
. TaTo cka3as, 1110 BiH HE PO3YMIE€, JI0 YOTO 51 XHIIIO.

. liaych ckaszaB, 110 B HHOT'O 3aKIHYMIIUCS JIIKH.

. Bona ckazana, 1110 He BMi€ TOTyBaTHu CYII.

. Bin He3a710BoJIeHO MPOOYPKOTIB, IO YEKAE MEHE BXKE MIBrOJAUHH.

. XeJIeH cKa3alia, 10 MOYHE MepeKsiaj] TUIbKU 3aBTpa.

10. JlonpKa cka3ajia Mami, 1110 Ha CHiJJaHOK BOHA iJ1a BapeHe SAHIIe.

11

. Cem ckazas, mo Oyze uekaTu MeHe 3aBTpa 3 3-0i 10 4-01 rOAMHH.

12. Mama cka3zana, 110 3aBTpa s 3MOXKY IMOCIIaTH JIOBIIIE.
13. CtyneHT cka3aB BUKJIQ/IaueBi, [0 BiH 3aKIHYUTHh KypCOBY pOOOTY 10 TIOHEILIIKA.
14. Cycin cka3zaB, 110 BiH 0a4uB, 110 MU 3aKIHIYEMO OYTIBHHUIITBO.
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15. Jlappi cka3aB, 10 KyMHB 1€ aBTO MHUHYJIOT'O POKY.

16. Bin ckazas, 1110, Ha IIACTs, 3apa3 HOMY He MOTPIOHO MPOKUAATUCS PAHO.

17. BoHa 3 ropaicTio cKa3aiia, 10 ii CHH 3aKiHYMB IITIKOJIY 3 BIJI3HAKOIO.

18. 41 3i3HaBcH, 110 HIKOJW HE OyB y My3ei.

19. Miii gsimpKo cKasaB, [0 3aBK/IU BiJJlaBaB TiepeBary curapam, a He CUTapeTam.
20. JIinga cka3zaja, 1110 BOHM TOBapHIIYIOTh 3 TUTUHCTBA.

21. EnH cka3ana, 1o BoHa 3aBXIH Mpisijia PO TaKy CYKHIO.

22. BoHa mporienoTijia MeHl Ha ByX0, 1110 MEH1 TOTPiOHO 3adecaTucs.

23. OHyK CcKa3aB JiayceBi, IO HOMY M0I00a€ThCSI MPaIfOBAaTH Ha depmi.

24. Bona ckasana, 1110 BYOpa 3 JPYyroi 10 NI0CTOI TOJMHH MPALIOBaja Y YUTAIBHOMY
3a7i.

25. Bona nosicHna, 110 HIOXa€ M'sco, 00 BOHO Ma€ IMBHUM 3amax.

. Change from direct into indirect speech.

. She begged, “Let me go to the party”.

. The teacher said, “Open your books at page 10”.

. Mother said, “Hurry up, otherwise we’ll miss the train”.

. Granny asked, “Turn on the lights, please, it’s dark already”.
. The husband asked, “Give me something to eat, |’m starving”.
. The manager warned, “Be careful when speaking to him”.

3
1
2
3
4. The doctor said, “Take this medicine three times a day”.
5
6
7
8
9

. Mother said, “Don’t go out today, you’re coughing”.

. She advised, “Go to bed early if you want to feel better tomorrow”.
10. Mary commanded, “Wipe your feet and then come in”.
11. Mr. Brown said, “Don’t wait for the postman, he has fallen ill”.
12. The officer ordered, “Do your bed again™.
13. The secretary said, “Leave your application form here”.
14. The detective said, “Don’t lose sight of him even for a minute”.
15. The lab assistant said, “Add some more acid into the pipette”.
16. Mother said, “Stop crying, let me see your scratched knee”.
17. The child begged, “Mummy, buy an ice-cream, please”.
18. The teacher said, “Read louder if you want to get a good mark”.
19. The girl asked, “Don’t ask any questions now”’.
20. Father said, “Take the dog out for at least five minutes”.
21. The receptionist said, “Fill in the form, please”.

22. The doctor said, "Give up smoking before it's too late".

23. | asked the librarian, "Give me something about travelling, please™.
24. She said, "It looks like rain, take your umbrella”.

25. We suggest, "Let's arrange a picnic on Saturday".

4. Translate into English.

1. Miii cycin npaBopyd MONPOCUB MEHE NepeaTu Homy XJiioa.

2. Cectpa mompocuia MeHe He BiIKpUBAaTH BIKHO, TOMY II[0 BOHA 3Mep3Ja.
3. Bona Gnarana MeHe He THIBaTHCS Ha HEi Ta Mpo Bce 3a0yTH.
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4. I'enepan HakazaB o(iliepam NPOBECTH HABUAHHSI.

5. bpart 3anpononyBaB MeH1 TOMIHATHCS KIMHATaMH.

6. KoHykTOp MONpPOCUB MOKA3aTH KBUTKHU.

7. [Iponasers MOMPOCHUB CIUIATUTH 3a KYTJIEHE B Kacy.

8. Jlikap 3BeJiB MEH1 IPUNUTH HA MPUMOM HACTYITHOTO JTHS.

9. Yuurenb nmopaauB MeHi O1IbIIIE YUTATH BroJIOC.

10. Mama cka3zajia MeHi KylmuTH XJ1i0a 1 MOJIOKa 1O JJOpo31 31 IIKOJIH.

11. [lexan 3BeiB MEHI HETAMHO 3alTH JO HHOTO B KaOIHET.

12. Canni monpocusna MeHe, o0 s 1omoMora it BHOpaTH mogapyHoOK JIsl MaMHU.
13. TakcucT monpocuB, MO0 MU TPIIIKK 3a4EKAIIH.

14. baGycs nmonpocwia MeHe, o0 s 3aBapuiia Jai.

15. TpeHep ckazaB CIOPTCMEHY, IITOO TOM paHIIIe JsIraB CIIaTH.

16. Bona nonpocuia MeHe He XBUJIIOBATHUCS 1 BUCITYXaTH 11 Ay’e YBaXKHO.
17. IIpoBIAHUK TIOTIPOCUB MIPOBOJKAIOYUX BUNUTH 3 BaroHy.

18. HauanbpHKUK Haka3aB MEHI 3/1aTH 3BIT.

19. YonoBik monpocus, 1100 s BUMIpacyBayia HOro COpoUKy.

20. Buutens 3anpornoHyBaB HaM OpPTaHi3yBaTH €KCKYPCIIO.

21. A momnpocuia iX He 0OroBOPIOBATH PEICH3110 O€3 MEHE.

22. IlomiuistHT MOTPOCHUB CB1JIKIB JIETAJIbHO ONKMCATH 30BHIIIHICTD 3JIOYMHIIS.
23. 5 ckazana 6partoBi, 00 BiH HE 3aTPUMYBABCS JIOMI3HA.

24. ®inin monpocuB MEHE HE 3aIi3HIOBATUCS.

25. TaTo nmopasiuB MEH1 HABYUTHCS I'paTH B OACKETOOJ.

5. Change from direct into indirect speech.

1. Linda asked, “Are you looking forward to your trip?”’

2. Jerry asked, “Do you feel better now?”’

3. The dean asked, “Can you remind me about it tomorrow?”’

4. My friend asked, “Shall I go to the post-office at once?”

5. The hostess asked, “Would you like some tea?”

6. The passerby asked, “Is it far from here to the market place?”
7. Mother asked, “Did you see Jean yesterday?”

8. Fred asked, “Have you been working at it long?”

9. Lily asked, “Were you translating the whole day yesterday?”
10. Sandy asked, “Do you really like semolina?”

11. She asked, “Was it difficult to catch up with the others?”
12. He asked, “May I use your phone?”

13. My fiancé asked, “Are you thinking of your work again?” 14. Mother asked, “Did
the vegetables taste good?”

15. The salesman asked, “Have you made your choice?”

16. He asked, “Were you discussing it all meeting long?”

17. Frieda asked, “Do I want too much?”

18. The judge asked, “Have you finished the cross-examination?”
19. Mother asked, “Are you sure you aren’t hungry?”

20. Father asked. “Will you have come back by Saturday?”
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21. The speaker asked, “Can everybody hear me well?”

22. The waitress asked, “Did you visit our café long ago?”

23. He asked, "Must they do all these corrections themselves?"
24. Granny asked, "Had they all come by your arrival?"

25. She inquired, "Have you brought the magazine?"

6. Translate into English.
1. Jlikap 3anuTaB, 41 4acTO B MEHE OOJIUTH rOPJIO.

2. Ilepexosxuii 3anUTaB, 4d € AeCh NOOIU3Y Tele(oH-aBTOMAT.

3. YuuTens 3anuTaB, 4yd MPUHAIYTh HOTO OaThKU Ha OATHKIBCHKI 300pH.

4. Mama 3anuTana, Y4 IOYKCTUIIA 5T OBOYI.

5. JIxxon 3anutaB Caii, 91 3roJlHa BOHA 3 HUM OJIPY>KUTHCS.

6. lupexTop KpamMHHII 3alHUTaB MPOJABLS, YU J0Ope PO3MPOJAIOTHCS KHUTH I[HOTO
aBTOpA.

7. Tato 3anuTaB, 4d 3yCTPIBCS 51 BUOPA 3 MPUATEIIEM.

8. Exk3ameHaTop 3amnmTaB, Yd TOTOBHM 5 BIATIOBIIaTH.

9. BaGycs nolikaBuiiacs, 4d KymnuB 5 yce, 110 BOHA MpOCUJa.

10. 4 3anuTana y cecTpu, Y4 MOXKHA MEHI YBIMKHYTH TEJIEBI30D.

11. Konu s npuifiiioB 10A0My, Mama 3anuTajia, Yd Ha BYJIUII MOTETUIIIIAJIO.

12. Jl>xuHa TOIIKaBUIaCs, YM BCTUT S 3/IaTH TBIP J0 A3BIHKA.

13. JuBisiurich Ha MOTO po3naTiaHe BOJIOCCS, 5 3alUTaB, YU PO3UICYE€ThCS BiH Xoua O
1HKOJIH.

14. Cexperapka 3anuTaia, Y4 IOBUHHA BOHA MIATOTYBATH Marepy Ha IiJIuC.

15. MeacecTpa yBiiiuIa 10 MajiaTu 1 3aMuTalia, 4Yu 100pe Bci ce0e MouyBatoTh.

16. bankip MOIIKaBUBCS, YX 3pOCIIH I[IHA HA 3€MJII0 3a OCTAaHHIH THXKJICHbD.

17. XKypnanicTka rnoIjikaBuiacs B apXeoJioTiB, YU JABHO BOHU BEAYTh PO3KOIIKH IOTO
Kyprasy.

18. 5 3anuTana y XiMuucTL1, Y4 OyZ€ MO€ 3aMOBJIEHHSI BAKOHAHO JI0 3aBTpa.

19. Mu 3anuTtanu agBokaTa, Ui Mae 1€ IKeCh BIIHOLIEHHS /10 HAIIO1 CIIPaBHU.

20. 4 nuBUBCs Ha HET 1 yMaB, UM CIpaBl BOHA TaKa HaiBHA, SIKOIO 37a€ThCA.

21. Penaktop 3anuTaB, Y1 MOKHA HOMY BUKPECIIMTH 31 CTaTTI HEMOTPIOHE.

22. @anHi 3anurana Hac, Y1 He XOTLIM O MU 3aliHITHCS CBOIMM CIIpaBaMH 1 AaTH i
CIOKIH.

23. 5 3anuTana mictepa CmiTa, 4d 3aKIHYATHCS 300pH 10 IIOCTOI TOANHH.

24, CaiiMOH TIOIIIKaBUBCSA, YU HE PO HHOTO I MPIO.

25. KitTi 3anuTana, yu He 3MOXKY 5 JOTIOMOTTH i TIEpeBE3TH pedi Ha HOBY KBapTHUDY.

7. Change from direct into indirect speech.

1. The chairman asked, "How long do you intend to speak?"

2. The girl asked, "Where did you buy this wonderful doll?"

3. The friend asked, "How did you manage to make so much money in such a short
time?"

4. He asked, "Why are you so anxious about his departure?"

5. My brother asked, "What else can you see through the window?"

234



6. Margaret asked, "Who knows what it means?"

7. The student asked the scientist, "How long have you been watching these birds?"
8. The policeman asked, "When did your driving licence expire?"

9. Mary asked Nancy, "Why are you wearing this funny dress today?"

10. The hostess asked, "Why won't you taste this meat pie?"

11. Jerry asked, "How much did Harry pay for his new car?"

12. Ann asked, "Where can | get any information on this subject?"

13. The customer asked, "Why is this computer twice as expensive as that one?"

14. Mrs. Fox asked, "How did you like his latest novel?"

15. One of the guests asked, "Where were these photos taken?"

16. She asked, "Why did he change so much? Has he been working too much lately?"
17. Mother asked her daughter, "Where did you learn it all from?"

18. Father asked angrily, "How could you fail your finals?"

19. Susan scolded her little sister, "Why didn't you take the dog out?"

20. He asked, "When are you going to see your family in the country?"

21. Lucy asked, "Where is he again? Has he gone on business again?"

22. My roommate asked, "Why have you been sitting over your textbook for so long?"
23. She asked, "Where were you yesterday? | kept calling you the whole day, but
nobody answered".

24. He asked, "Why is Sam still working day and night? Hasn't he passed his exams
yet?"

25. My aunt asked, "How did you spend your last weekend?"

8. Translate into English.

1. Maru 3anuTana cuHa, YoMy BiH J10C1 BAOMA, SKIIO YPOKHU NToyanucs Bxke 15 XBuinH
TOMY.

2. 4l 3anmTana ii, YMM BOHA 3apa3 3aiIMa€ETHCA.

3. 51 3anurtana Kelit, XTO TO¥# I0OHAK, IO CTOITH OIS BiKHA.

4. Orasigad 3anuTaB y TOCTS IPOTpaMu, YOMY B KpaiHi 3pocTae 6e3po0iTTs.

5. KoxkHOro pasy, Koy sl MPpUX0JIUB J0 HUX T0J0MY, cTapa Micic CIMIICOH 3anuTyBaja
y MEHE, 3BIJIKH sl POJIOM.

6. Bona 3anurana, sik s TUBITIOCH HA SIEYHIO 3 IIMHKOIO Ha BEYEPIO.

7. BoHa 3amnuTana MeHe, SIKOIO €JIEKTPUUKOIO 51 DKIKY JOJ0MY.

8. 5 He X0T11a, 1100 MEHE PO3NMUTYBAJIU, YOMY S MIlLIA 3 BEUIPKH.

9. BiH no1ikaBUBCS, YOMY MM TaK JIOBFO pOOMMO PEMOHT.

10. [loitHO YBIMIIOBIIM A0 XaTH, BOHA 3alKUTaja, KOJIU MPUXOIUB CAaHTEXHIK.

11. MeHne 3anurainu, BIIKOJIH s CTajla TAKOIO HEPBORBOIO.

12. B ankeTax 3aBXKIU 3alUTYBaJIOCh, SIKMM HaBYAJILHUN 3aKJI1aJl BU 3aKIHYMIIH.

13. VYpanmi Bci cyciau 3anmuTyBajid OJWH OJHOTO, UM coOaka BCIO HiU T'aBKaB Mif
BIKHAMHU.

14. Bona mnoriikaBuiiacs, CKUIBKY 9acy s BUTpavaro Ha JOPOry.

15. Ii romvHAKMK 3ynMHMUBCS | TOMY BOHA MOCTIHHO MUTANa, KOTPA FOIMHA.

16. Bona He Morya 3po3yMiTH, YOMY CTaBJICHHS J10 HET TaK 3MIHMJIOCS.

17. Bin 3anuTaB, HaBIlO s [UIANA J€Hb CUKY HaJ KPOCBOPIAOM.
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18. 5 3anuTana y HOro, 7€ BiH TaK 10OpEe HABUMBCSI TOBOPUTH aHTIIIHCHKOIO MOBOIO.
19. Konu 0 s ii He 3ycTpiia, BOHA 3aBXK/IM B MEPIIY Yepry MUTaa, K s cede MmouyBaro.
20. MeHe 3anuTainy, YoMy s KUHYJIa 3aiMaTUCS CIIOPTOM.

21. Xnom4aky 3anuTaiy y MUCbMEHHUKA, 3B1IKM B1H 3HA€ TaK 0arato mnpo iHiaHIIiB.

22. BoHa 3auBYyBajacs, 110 5 He CJyXarw OCTaHHI HOBUHH.

23. BoHa 3amnurana y mBeinapa, je i 3ylmuHUTH MalliHy.

24. 51 3anuTaB y IpyKUHH, K T BAAI0Cs AICTaTH KBUTKH Ha IIEH CIIEKTaKIIb.

25. MeHne 3anmuTaiy, KOJId MU TIOYHEMO €KCTICPUMEHT.

9. Change from direct into indirect speech.

. "Wait for him a little. He will be ready soon", John's mother said to us.

. "Whom are you waiting for?", he asked them.

. "'l want to talk to you about this", said the boy's mother. "What's this?"

. She said: "My grandmother hates leaving doors open".

. "Do you think you always right?" she asked me.

. "'Is there something wrong with you?" my friend said to me. — "What can | do for
you?"

7."You told me to objective and that's what | do", said Mary to her mother.

8. Frank said to Jane: "I suppose nothing will change your decision”.

9. "Please, don't help him!" said woman. - "He can do it himself".

10. "Which of you is free now?" asked the teacher.

11. "Don't criticise your friend", said Nike.

12. Rita said to me: "What has mother told you to do today?"

13. "I can look after myself*, said the old man.

14. "Why did you use the phone without asking?" said John.

15. "Don't fold back the pages of my book!" Frank said to Mary.

16. Mark said to me: "You have never been so insulted!"

17. "Do you think it's strange that he wants sleep on the floor?" Julie asked Tom.

18. "If | feel better, I will come to see you tomorrow", said Helen to me.

20. She asked me: "What are you planning for summer"»

21. "Don't smoke in the compartment", asked the passenger.

22. "Why did you return home so late last night?" my mother said to me.

23. He asked Jane: "How long have you been waiting for your cousin?"

24. "I'm not paying for your lunch, Tom", said his friend. "l haven't got any money".

25. She said to Mabel: "I've never heard anyone worse. He is a bad singer".

26. "When did they leave the country?" he asked Helen.

27. Bob said: "I don't think it will happen".

28. "l won't eat until you give me some money", said the boy.

29. "What is that book in your hands?" he asked me.

30. "Please, let me go", she said.

31. "What do you think we will do on Sunday?" my son asked me.

32. Paul said to me: "If he phones, tell him that | am not at home".

33. "Do you think that the doctors are good?" asked Lucy.

34, "Listen, Ann!" said her friend. — "I've met Boris with another girl".

OO0k WNE
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10.
1
2
3
4
5.
6
7
8
9.
1

0.

11.

1
2
3
4
5.
6
7
8
9.
1

0.

12.

. "What's the weather like? Is it still raining?" asked my aunt.

. "Don't be late. We will be waiting for you", they said to me.

. "Do you believe him?" said the old lady.

. "What is this play about?" said Tom to Mary.

. Jenny's father said to her: "Stop talking!"

. "Have you left a message on an answer phone?" | asked him. '
. My granny said to me: "Turn off the radio immediately".

. "Why hasn't Bruno finished the conversation?" said Ron.

. She said to the policeman: "Can you show the right direction?"
. "Get out of the car and don't move!" they told him.

. "Do you think hole ozone layer will get bigger?" asked the scientist.
. I asked my friend: “What did they tell you to do?”

Cross out the unnecessary word.

. Our friends told us that we had better to avoid the city center.

. Annabelle asked Tony where he was being going for his holidays.

. They asked me if | would like to buy her a gift and I said | would so.

. Paul suggested that they should to inform the police as soon as possible.

Rebecca told to her husband that the postman had delivered a parcel for him.

. The man wanted to know if where the nearest post office was.
. Melissa promised that to call us as soon as she reached Madrid.
. The teacher told us do not to make any noise.

Rhonda asked me that what | would like for my birthday.
He insisted on that we should tell the truth about the incident.

Find the mistake and correct it.

. They suggested to see the film.

. She asked me where was | going.

. Can you tell me what time is it?

. He told me to not touch the parcel.

| wonder why did he lie to me.

. The suspect denied to murder the young woman.
. They accused him to have committed the crime.
. She asked me where is the bank.

They asked me where was | going.
He told me to not touch the parcel.

Translate into English.

1. S 3anuTana, yu crpaB/ii BCS IXHSI POJIMHA IIOHEILTI XOJAUTh 10 HIEPKBH.

2.

Bona po3aparoBano 3anuraina, HEBXe sl HE UyI0, 10 B ABEP1 A3BOHSTS.

3. 51 3nar0, YoMy BiH HE X0UY€ PO3MOBIAATH MEHI BCI€T ITpaB/Iy.

4.
S.
6.

Bin norikaBuBcs, e MU 3a3BUYal IPaEMO Y BOJICHOOI.
Bona naka3zana Ham 3aiiHsATHCS 00110M, a cama KyAUCh MIlLIa.
Bona 3anmrana, ik JOBTO 5 BXKE IITyKaio poOoTy.
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7. 51 6osnacs 3anUTaTH, SIK MIPOUIILIA Oneparllis.

8. Bona 3anuTana, sik s IicTaroCs 10 poOOTH, KOJIH 3aIi3HIOIOCh.

9. Odinep HakazaB conataM MiIrOTYBAaTUCS JI0 3yCTPiul KOMaHIMpa MOJIKY.

10. CryaenTu ckaszaiay, 10 OCTaHHIM YacoM Yy HHUX 3MIHHMJIOCS TpU BHKJIagada
aHTJIIHCHKOT MOBH.

11. Bin ckazaB, 110 Ay»Ke€ BTOMHUBCS, TOMY III0 OCTaHHIM YacOM IIpaIfoBaB y HIYHY
3MiHY.

12. S myxxe po3mrOTHIACS HAa HBOTO 1 CKazaja, 100 BiH WIIOB 1 OubIlIe HIKOIU HE
MTOBEPTABCHL.

13. Mama 3anuTtana MeHe, YOMY 5 IOBEPHYJIACS TaK MI3HO, SIKIIO YPOKU 3aKiHUMITUCS
paHiIlle, HiK 3a3BUYail.

14. BoHa cka3aiia, 1o cTana 3a0yBaTH IMEHA JIIOJeH, SKUX KOJIUCH 3HaJa.

15. Bona 3anWrtania MEHe, Yd HE MPUTOTYIO S CHOTOJHI BEYEpI0, TOMY IO BOHA
CMEpPTEJIbHO BTOMUJIACS.

16. Bin no1iikaBUBCS, IKUM BUIOM TPAHCIOPTY s 3a3BUYAl KOPUCTYIOCS.

17. Yapmi 3anuTas, Ae 5 3apa3 Mparioro.

18. Bona noBro posmosijiaja HaM B yCiX JeTalsX, SKy aBapilo BoHa Oaywia Ha
epexpecTi.

19. Bona 3po0usia BUTJISA, 1110 BIIEpIIIE HOro 0a4uTh, 1 HE CTajga 3 HUM PO3MOBIIATH.
20. YV npuiiManbH1 MEHI CKa3aju MoYeKaTH, TOMY IO JIiKap caMe OTJIsIa€ MallieHTa.
21. MeHi 3aBXAM XOTUIOCS 3HATH, CKIJIBKM 4Yacy BOHA 3a3BMYail BUTpada€ Ha CBOIO
3aYiCKYy.

22. Bona 3amurajia, XTO MO TTO3WIUTH 1l TPOXH TPOIIeH 10 3aBTpa.

23. Bona 3amuTaia, 4oMy s 3aBXKIH 1M031Xark0.

24. Komu mictep XaJCOH 3aluTaB, Jie MMOKOIBKa, HOMY MOSICHHIIA, 1110 BOHA PO3KJIa1ae
YUCTY OUTU3HY.

25. BoHa 3aBx/I1 pO3MHUTYBaJia PO BCe, IO TPANTUIIOCS 31 MHOIO 32 JICHb.
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20.

to

21.
22.
23.
24,
25.
26.
217.
28.
29.
30.
31.
32.
33.
34,
35.
36.
37.
38.
39.
40.

CONDITIONALS

Put the verb into the correct form.

. If it (to rain) we’ll have to stay at home.

. If he (to work) hard he would have achieved great progress.

. If it is not too cold I (not to put) on my coat.

. I (to write) the composition long ago if you hadn’t disturbed me.

. If he (not to read) so much he wouldn’t be so clever.

. If my friend (to be) at home he will tell us what to do.

. If he weren’t such an outstanding actor he (not to have) so many admires.
. If you (to give) me your address I’ll write you a letter.

. If she (not to be) so absent-minded she would be a much better student.

. If my sister does not go to the south we (to spend) the summer in Kyiv together.
. If they (not to go) to Lviv last year they would not have heard that famous musician.

. If you (not to get) tickets for the Philharmonic we’ll stay at home.

. If you were not so careless about your health you (to consult) the doctor.

. If she (to ask) me yesterday I’d certainly have told her all about it.

. If you (to do) your morning exercises every day your health would be much better.
. If he (to be) here now, he could give you a good advice.

. He wouldn’t have been so upset if Susan (to write) to him earlier.
. If I (to work) at this firm, I’d earn more.

. If she (to fail) in her present job, she could think about another one.

If he (to know) that Chinese was going to be so difficult, he would never have started
learn it.

If father (to manage) to repair his car, he could have driven us to Kyiv.
If they (can have) some more lessons, they could improve their pronunciation.
If Emma (to know) the clue, our team could solve it.

If | offered them money, they (to stay) here?

If she (to borrow) your book, she might return it.

Tell us if there (to be) anything wrong.

If I (not to be) in the bathroom, I would answer the call.

We wouldn’t have gone to this party if we (to know) the truth.

He might have heard the news if he (not to turn off) the radio.

If Sally (to have) spare time, she could pay you more attention.

If I lived in France, | (to speak) French well.

If they (to lock) the doors, the burglars wouldn’t have got in.

We (to have) a party, if Alan passes his driving test.

| (to give) John your message if | should see him today.

They (not to have) any money if their cousin hadn’t lent them some.
Those plants (not to grow) if you don’t water them. =

I would buy that bag if it (to be) cheaper.

If she (to open) the letter, she would have been surprised.

If I (to know) the result now | would phone her immediately.

If you had let me know yesterday | (to bring) you my book.



. Analyze sentences 1 — 10 and find the ending for each one from the list a - o.
. Had Tom studied the English language well enough when he was at school
. The English proverb says that you can take the horse to the water

. If I told him that you would come tomorrow

. Discovering that he had a talent for music

. The teacher gave the pupil his book

. However hard he might try, he will

. The first part of the work having been completed

. It was raining all day yesterday

. The morning being very cold

0. If I went to the cinema with you today

P OoO~~NOoO O, WNEDN

a) but you cannot make him drink.

b) Nick put on his hat and overcoat.

c) never be at the head of the class in the competition.

d) and you can make him drink.

e) the shop assistant gave up his job to become a professional singer.
f) he will be very glad.

g) he would be glad.

h) they publish the results in the form of an article.

1) the results were published in the form of an article.

J) and children are at home.

K) the children had to stay indoors.

I) I should not be able to finish my composition.

m) he would have been able to read any book without a dictionary.
n) so that he may learn the poem.

0) so that he might learn the poem.

3. Put the verbs in brackets into the correct tense.

1. A: lwish | (play) a musical instrument.
B: You should take lessons.

2. A: If only the wind (stop) blowing so hard.
B: Yes, it’s very windy today, isn’t it?

3. A: | wish John (come) with us.
B: Sodo I. He would have really enjoyed it.

4. A: Paul, I wish you (stop) making so much noise.
B: Sorry, I'll try.

5 A: lwish | (study) more when | was at school.
B: It doesn’t matter now. You’ve got a good job.

6. A: 1 wish | (be) young again.
B: So do I. We had some good times back then.

7. A: lwish | (not/speak) to Jane like that.
B: Don’t worry. I’'m sure she’ll forgive you.

8. A: If only Bob (call) me.
B: Well, he promised to call today.
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9. A: I’'m exhausted. I wish I (do) some of the housework yesterday.
B: Sorry I wasn’t here to help you.
10. A: 1 wish you (make) less noise when you come in.
B: It’s not my fault. The door squeaks when you open it.
11. A: Are you going to your school reunion party next week?
B: No. I wish | (go) because | would like to see everyone again.

3. Rephrase the following sentences using the beginnings given.
1. You’d better see a doctor.

If

2. He won’t help you if you don’t ask him.

Unless

3. Take your medicine, otherwise you won’t get better.

If

4. You won’t make any spelling mistakes provided you use a dictionary.
If

5. If you park here, you’ll be fined $20.

Don’t

6. You’d better confess your crime.

If

7. She went home early because she was exhausted.

If

8. You won’t understand the story unless you finish the book.

If

9. She can’t go out if she doesn’t promise to be back early.

Unless

10. The bee won’t sting you as long as you stay still.
Provided

4. Translate into English.

1. 51 nox3BOHIO TOOI, SKIIO MATUMY Yac.

2. Sx1o 15 CyKHSI KOIITYBaTUME HAJITO I0POTO, S KYILTIO IHIITY.

3. Jlikapi nomomoriu 6 To01, SKOM TH CiTyXxaB iXHI peKOMEHIaITI].

4. Slx6wm 1i 4oJI0BiK OYB TYT, BOHA OyJa O 1acIUBOIO.

5. Mu ninuiu 6 Ha Ty BEeUIpKY, SIKOM 3HAWIIUIN HIHBKY JJI1 MaJIFOKa.

6. SIxOu BiH CKJIaB OCTaHHIM ICTIUT, BIH BCTYNHUB OW O YHIBEPCUTETY. AJi€ 1IbOTO HE
CTaNoCH.

7. SIxko g Oyny BIIbHUM 3aBTpa BBeUEpl, 5 My 3 BaMU J0 HIYHOTO KIyOy.

8. SIkOuM BIH XOTIB, BIH MIr OM 6araTo 4oro JOMOI'THCS.

9. SIx6u TH BYHMJIACh TOPIK CTAPAHHO, TH O YCHIITHO CKJIaJia iCIIUTH.

10. S0 BU He OJUIETE KBITH, BOHU 3aCOXHYTb.

11. SIx6u BoHa He x0oTLIa TeOe OaunTH, BOHA HE TenedoHyBaa 0.

12. Bin, 3Bu4aiiHo, Bi/IMOBIB Ha TeJle()OHHUHN A3BIHOK, SIKOM OyB BIIOMa BUOpA.
13. 5 6yny panuii K110 BU MIPUHAMETE MO0 TIPOITO3HUIIIFO.

14. 5Ix6u s mana Oible yacy, st O 13 3a10BOJIEHHSAM XOAMJIA 10 TeaTpy.
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15. Skmo Bac IKaBIATH TyMaHITapHI HayKd, BaM CJIiJ BCTYNUTH JO HAIIOrO
YHIBEPCHUTETY.

16. ko 6ap Oyae HAATO JFOAHUM, MU IT1JIEMO B 1HIITHHA.

17. o Tk pobuTUMel, SKIIO TaKCl HE Tpuiiae?

18. SIxOu BoHa mpalroBaia HamoJIeTJIuBiIlIe, BOHA O 3apo0isiia OibIIe.

19. SxOu Mu Manu 4yac, s 0 Mir po3ka3zatu To01 OiIbIIIE.

20. I1lo 6 BoHM poOuIH, SIKOU S HE O3UYUB iM BYOpa IpoIIei?

21. SIkOwu 51 3ycTpiB ii paniiie, s1 0 0Py HUBCS 3 HEIO, 5 HEe 3 Mapiero.

22. SIxmo BM BiAMOBHTECS BiJ poOOTH 3apa3, BaM HIKOJU OUIbIIE HE TPAMMUTHCS TaKa
OJiMcKy4a Haroja.

23. SIxOm BiH TIpaIffoBaB, HOMy O HE JOBEJIOCS MOCTIHHO MPOCUTH TPOIII Y MaTepi.

24. SlkOu B MeHe OyB yac BUOpa, s O MpUHIIIIA paHIIIe.

25. 51 He miy Tyau, SIKIO JIOII HE MPUITUHUTHCA.

26. Sx6u s He Oyna neaadoro, s 6 BUMIIACS Ha «BIIMIHHOY.

27. SIxO6u Ti pUHAIUTa HAa BOK3aJ JIBl TOJAMHHU TOMY, TO 3yCTpisia O foro.

28. 51 moroBOpPIO 3 HUM TIPO IIe, AKIIO 3YCTPIHY HOTO.

29. SIxmio Bu OyjeTe MpaifoBaTH HAMOJIETIIMBO, TO IO KIHIIS JHS 3aKIHYUTE pOOOTY.

30. SAx6u s 3ycTpiB TeOE AECATH POKIB TOMY, MOE KUTTS CKJIAJIOCS O 1HAKIIIE.

242



MODAL VERBS
1. Modals of Ability. Put in ‘can’, ‘can't’, ‘could’ or ‘couldn't’. If none of these is
possible use 'be able to" in the correct tense.
1. ... you swim when you were 10?
2. We ... get to the meeting on time yesterday, because the train was delayed by one hour.
3. He ... arrive at the party on time, even after missing the train, so he was very pleased.
4. He's amazing, he ... speak five languages, including Chinese.
5.1...drive acar until I was 34. Then | moved to the countryside, so | had to learn.
6. I looked everywhere for my glasses but I ... find them anywhere.
7. I searched for your house for ages. luckily I ... find it in the end.
8. She's seven years old, but she ... read yet. Her parents are getting her extra lessons.
9. | read the book three times, but | ... understand it.
10. James ... speak Japanese when he lived in Japan, but he's forgotten most of it now.
11.1 ... understand the chapter we had to read for homework. It was so difficult.
12.1 ... lift this box - it's too heavy! Would you help me?
13. Lucy ... make it to our meeting after all. She's stuck in traffic.
14. John ... play tennis really well. He's champion of his club.
15. Julian ... play excellent golf when he was only ten.

2. Modals of Obligation. Put in 'mustn’t’ or ‘don’t / doesn't have to".
1. We have a lot of work tomorrow. You ... be late.

2. You ... tell anyone what I just told you. It's a secret.

3. The museum is free. You ... pay to get in.

4. John's a millionaire. He ... go to work.

5. We ... rush. We've got plenty of time.

6. You can borrow my new dress, but you ... get it dirty.

7. We ... miss the train, because it's the last one tonight.

8. She ... do this work today, because she can do it tomorrow.

9.1 ... clean the floor today because | cleaned it yesterday.

10. We ... forget to lock all the doors before we leave.

11. We ... stay in a hotel in London; we can stay with my brother.
12.1... spend too much money today, as ['ve only got a little left.
13. They ... get up early today, because it's Sunday.

14. We ... be late for the exam.

15. He ... cook tonight because he's going to a restaurant.

. Modals of Probability. Choose 'must' or ‘can't'.

. Why is that man looking around like that? He ... lost.

. That woman ... be a doctor! She looks far too young.

. The food is really good at that restaurant. They ... have a great chef.

. This ... be John's house. This house has a red door and it's number 24, just like he said.
. What a lot of lovely flowers you have! You ... really like gardening.

. This ... be Jamie's coat. He's tall and this is tiny.

. He ... be at work now, can he? It's nearly midnight.

. Where's Lucy? She ... be at the library, as she often goes there at this time.

CO~NO OIS WNEFE W
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9. This bill ... be right! £50 for two cups of coffee!

10. Emma'’s amazingly good at the piano. She ... practise a lot.

11. The car in front is driving so slowly that I think they ... be looking for something.
12. You've already eaten enough for three people! You ... still be hungry!

13. This book ... belong to the library. It's certainly not mine.

14. 1t only takes three hours to fly from London to Sydney? That ... be correct!

15. There ... be something wrong with the fridge! It's making a very unusual noise.

. Rewrite the sentences and use the verbs can, may or must.
. Maybe she will return tonight. - She ... return tonight.
. Don't stand up! - You ... stand up!
. I'm sure they will finish it in a minute. - They ... finish it in a minute.
. There is no need to answer the letter. - You ... answer the letter.
. Please, do it for me. - ... you do it for me?
. I'd like to see your children. - ... I see your children?
. I am not good at football. - I ... play football.
. Do your homework! - You ... do your homework.
. Let's take a taxi. - We ... take taxi.
0. Read this book! - You ... read this book.

PO ~NO O, WNDE DM

5. Choose the right modal verb in the brackets to fill the gap.
1. You ... (must/may) obey the law!

2. You ... (must/should) write her a letter.

3. ... (Must/May) | smoke ?

4.You ... (must/mustn't) drive on the right in Great Britain.

5. It ... (must/may) rain this afternoon.

6. How ... (must/can) | contact you ?

7.You ... (mustn’t/shouldn't) have drunk so much.

8. She looks beautiful, she ... (must/could) be a model.

9. She ... (must/can't) be more than thirty, she looks so young.
10. Who's that man over there ? He ... (must/should) be the one you were waiting for.

6. Use the verbs can, may, must, need in positive or negative forms.
Excuse me! ... you speak French?
Alan isn't coming tonight. He ... come tomorrow, | hope.
There's a lot of work to do in the house. You ... help me!
You ... call him anymore. I have already called him.
She is over there. ... you see her?

.. I borrow your pen, please?
Teachers ... beat children. It's forbidden.
| can hear some voices. Someone ... be in the house.
We ... eat sweets! We are on a diet.
You ... buy it on Sunday if you want. The shops are open.
You ... drive me to the station. | can walk.
We want to be the best. We ... practise!

244



7. Choose the most appropriate answer to express the idea specified in parentheses.
1.You ... gotherewith me. | can handle it, it's not difficult. (Absence of necessity)
may not” must not” don't have to” had better not
.. bring me a glass of cold water? (Request)
Could you” Can'tyou” Wouldyoumind® Why don't you
3.1 ... give you a lift to the station. My car broke down yesterday. (Ability)
“ must not® should not” may not” can't
4. | don't know what to do. — You ... your father for advice. (Suggestion)
are able to ask” could ask® must ask” have to ask
He didn't go to the park with us yesterday because he ... write a report. (Necessity)
should® must” hadto” could
| left my bag here just five minutes ago. You ... it! (Strong probability)
may have seen” must have seen” were able to see” could see
7.You ... the bills two weeks ago. (Advice)
~ had better pay” should pay” ought to pay” should have paid
8. I don't know how to help you. Try asking Anton for help. He ... be able to find a
solution. (Possibility)
~ must” hasto” might” will
9.1 ... play tennis every day when | was younger. (Repeated action in the past)
~ hadto” wasableto” wusedto” could
10. You want to call them now? It's already after midnight! They ... (Strong probability)
"~ mustsleep” should sleep” may sleep” must be sleeping
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8. Make statements or questions.
1.1 -ask - may - her?

2. he - not - cook - dinner — need.

3. round - she - the corner - be - must
4. feel - it - they — can?

5. we - not - drink - must — this milk.
6. can - the - she - violin - play?

7. invite - he - may — to the party - us.
8. wait - must - | — outside?
9. Jack - can - stay - not — there.
10. must - swim - not — here - I.

9. Fill in each gap using one of the above modal verbs: must, can’t, could, may, might.
Example: Someone is knocking on the door. I’m sure it’s my brother — he promised to
come today. - Someone is knocking on the door. It must be my brother — he promised to
come today.

1. I'm sure he is here - | can see his car in front of the building. - He ... be here. | can see
his car in front of the building.

2. They're coming this week but | don't know which day. They ... be coming tomorrow.
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3. I'm not sure I'm going to pass the exam. | don't feel very confident. - | ... pass the exam.
| don't feel very confident.

4. I've bought a lottery ticket. There's a chance I'll become a millionaire! —1 ... become a
millionaire!

5. I'm sure she doesn't speak French very well - she's only lived in Paris for a few weeks.
— She ... speak French very well. She's only lived in Paris for a few weeks.

6. My key's not in my pocket or on my desk so I'm sure it's in the drawer. - My key's not
in my pocket or on my desk so it ... be in the drawer.

7. Someone told me that Mark was in Mexico but | saw him yesterday so I'm sure he's
not abroad. - Mark ... be abroad.

8. You got the job? That's great. I'm sure you're delighted. - You got the job? That's great.
You ... be delighted.

9. They told me to prepare the project by tomorrow but it's alomost impossible to have it
done so fast. — I ... finish it by tomorrow if I stay at work all night, but I'm not sure.

10. I asked them to send the goods as soon as possible; we ... receive them by the end of

the week if the post is fast.

10. Translate into English.

1. Bona mana 0 11e 3HaTH.

2. BiH He 3MOe NMPUITH 3aBTpa.

3. Imue crin TYJY XOJUTH.

4. BiH MOBUHEH 1€ 3pOOUTH cam?

5. Jle moxxHa npuadaTy MiApyYHUK?
6. Im moBemocst JOBro ueKkaTH.

7. XTO MOXe iX 3yCTpiTu?

8. Bomna He Ma€ BUXOIUTH 3 KIMHATH.
9. Mu MOXXEeMO TTOTOBOPHUTH 3apa3?
10. BiH moBWHEH 3aJUITUTHUCS TYT.
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INFINITIVE. GERUND
1. Use the infinitives in brackets with or without to.

1. You ought (to know) foreign languages if you want (to
work) for a foreign company. 2. Mary needs (to find) another job because her
company is going out of business. 3. Can you (to help) me (to
translate) this article? 4. 1 would like (to speak) to your manager, please. 5.
The policeman made the kids (to tell) the truth. 5. Let me (to call)
you next week. 6. You should (to devote) more attention to your parents. 7.
You have better (to do) it yourself and not (to ask) for a help. 8. |
was made (to leave) without any explanation. 9. Why not (to go)
to Bulgaria this summer? They say it isn’t very expensive.

2. Complete the sentences, choosing the correct variants.
1. When I told Jane the news, she seemed :

A to surprise B to be surprised C to have been surprised D have surprised
2. We agreed the food equally.

A to divide B to be dividing  Cto be divided D to have been divided
3. Are you sure you told me? I don’t recall about it

A to tell B to have beentold Cto be telling D be told

4. We’d better not call Ann now: it’s very late and she may :

A to sleep B be sleeping C to be sleeping D to have been slept
5. Mary decided her friend’s critical remarks.

Atoignore B tohaveignored C to be to be ignored D to have been ignored
6. | expect at the airport by my cousin.

A to meet B to be met C to have been met D to be meeting

7. After | failed at the exam, | was allowed to try again in a month. I am so lucky
a second chance.

A to give B to have been given Cto be giving D to have been giving
8. It’s nice in the shadow of the tree on such a hot day.
A to sit B to have been sitting  C sit D to be sitting

3. Paraphrase the following sentences according to the model.

Model: To get used to the left side traffic in Great Britain is very difficult.

— It is very difficult to get used to the left side traffic in Great Britain.

1. To meet her there was totally unexpected for me. 2. To understand a foreign
language when people are talking fast is very difficult. 3. To swim in such windy weather
Is very dangerous. 4. To get away from everybody and everything for a couple of weeks
was really great. 5. To ask him to tell the truth was out of the question. 6. To expect
immediate results will be naive. 7. To persuade all the rest to follow our example will be
very easy. 8. To tease animals is cruel.

4. Combine the sentences using the Complex Object.

Example: | did not see him. He entered the house.
| did not see him enter the house.
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1. They did not notice us. We passed by. 2. He saw her. She burst into tears. 3. |
haven’t heard you. You called my name. 4. She heard the footsteps. They were dying
away. 5. He hasn’t seen the accident. It occurred round the corner. 6. We many times
heard him. He told this story. 7. You will become my friend one day. 8. | expect it the car
disappeared round the corner. The girls saw it. 9. You must tell me the truth. I want it. 10.
Nick is the best friend in the world. Mary believes it. 11. Your kids often watch horror
films before going to bed. You shouldn’t let that. 12. We shall go to the party together. 1
would like that. 13. The poet read some more of his poetry. The public made him do it.
14. The burglar got into the house. The neighbors noticed it. 15. Don’t worry! You will
go to the party. We’ll let it.

5. Translate into English.

1. MeHi 3aIMIINTH BIKHO BIIKPUTUM Y TH Xouell, o0 s iioro 3akpus? 2. Tu
4yB, 110 1 CKa3aB, YM MeHi moBTopuTH? 3.BOHa ckazana oMy, 100 BiH 3aKPUB HTYXJISTY
cToyia Ha Kiro4. 4. Miif 6aThbKO JI03BOJIMB MEHI B3STH MOro MamuHy. 5. S X0y, 100 BH
3HAJIU TipaBay. 6. Mu He yekasy, 110 Mpo 11e HaMm 00’ SIBJIATH 1o pajio. /. Koiau BiH mouys,
110 HOTO J0YKa IIjIade, BiH BCTaB 1 MIIIOB JO JUTA4Y0i KIMHATH. 8. S 6 XOTiB, mo00 HIXTO
He OpaB Moix peueit. 9. Bin He momiTuB, K MU HiAIANLTH 10 Hboro. 10. Mu 6 xoTinw,
00 BU JOCTaBWJIM TOBapH 10 KiHIA JumnHa. 11. BoHu He yekanu, 1m0 Moro 3anuTarTh
npo 1e. 12. bateko xoue, mo6 Oro cMH 4acto OyBaB Ha CBXOMy MoBiTpi. 13. Mu
BI/IYYJIM, IO KaBa MMOYMHAE KUIIITH 1 MOCHIIIWINA HAa KyxHI0. 14. Tepmitu HE MOXKY, KOJI
TH BTPYYa€UICs B MO€ KUTTS. 15. A BiquyBaB, 110 MIOCh pyXaJIOCh, IO KIMHATI 1 MOOAYUB
BEJIMKOTO METENMKa, 110 JIiTaB miJ JrocTporo. 16. bateku Yapnp3a He T03BONISIOTH HOMY
JUBUTHUCS TEJEBI30p Mi3HIIIe JeB’siToi rogunu. 17. Bona momiTuna, 1mo BiH mepenaB
3anmucKy Ha creny. 18. IloBepHyBmIMCH MOAOMY, BiH MOOAYMB,INO JITH JIKyBajlu
cobauky.19. S Bimuyna, mo B MeHe 3 Aymri 3BanuBcs kKaminb. 20. Bonu mouymnm, sk
CIpaIlfoBaja HiYHa CHUTHAJI3aIlls, 1 Mo0aYMIM JBOX OXOPOHIIIB, IO OIrJIM 10 BXOIYy B
Oank. 21. Mu BigdyBamu, 10 y HROTO € MOYYyTTS TyMopy. 22. Uepe3 nesxkuit yac BiH
MOMITHB, 1110 HOTO mepeciiaye nosineicbka MammHa. 23. Jlaiite MeH1 3HATH MpO Balli
wiady. 24. batbku 3a3BUYail mpenoiaratTh, MO iX AITH OyIyTh CIIyXHSIHUMU. 25. XTO-
HeOy b X04e, 00 51 3poduia oyrepopoau?

6. Open the brackets and use the Complex Subject.
Model: He is said (to study) now.
He is said to be studying now.
1.He is believed (to work) at an urgent problem now. 2. They are known
(to make) a new discovery a month ago. 3. She is supposed (to
work) in the phonetic study from 2 to 6 p.m. tomorrow. 4. The delegation is reported
(to leave) London tonight at 10 a.m. 5. They are known (to live)
in France for a long time. 6. She is considered (to be) a good actress. 7. Mary
is expected (to make) a report next Monday. 8. The film is considered
(to be) the worst of the year. 9. They are thought (to go away)
some days again. 10. Ann is known (to help) them to solve a problem when
they were in trouble. 11. The expedition is said (to reach) the North Sea. 12.
He is known (to have) a large art collection. 13. The US President is reported
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(to arrive) in Paris. 14. The plan proved (to be) a great success.
15. They seem (to wait) for the professor upstairs. 16. The treaty is expected

(to sign) soon. 17. They are likely (to join us). 18. There is certain

(to be) some good news from my brother. 19. There happened (to
be) an actor among them. 20. The new art gallery is said (to be) the most
beautiful

7. Choose the right variant.

1. The rain seems . Call the children in. I don’t want them

A to be, to be got wet through

B to be starting, to get wet through

C to have started, to have got wet through

D to have been started, to be getting wet through

2. The English colony, Plymouth, in Massachusetts, is known by the Pilgrims
who arrived on the Mayflower in 1620.

A to be established

B to have been established

C to have been establishing

D to have established

3. Look, they are likely to the news. They seem
A to listen, to be excited

B to be listening, to be excited

C to have listened, to be being excited

D to have been listening, to have excited

4. He is sure a liar. Everybody heard him that in go many words.

A to be, to say

B be, say

C to be, say

D be, to say

5. When | came in, the discussion seemed to an end. They appeared
patience because they turned out for it.

A to have been coming, to have been losing, be ready

B to be coming, to be losing, not to be ready

C to have come, to have lost, not to be being ready

D to come, to lose, to be ready

6. Jane, you seem too fast. The speed is already 100 miles. | am afraid. |
want you the speed to 40 miles.

A to have driven, slow down

B to be driving, to slow down

C to be driving, to be slowing down

D to drive, to slow down

8. Translate into English.
1. BigoMo, 110 BiH BEJIUKHH TIOOUTEIb KHMKOK. 2. IloB1lHOMIISIIOTH, 110 Oarato
OyniBesb OyJI0 MOMTKOHKEHO T Yac moxexi. 3. BBakaroTs, 1110 1Ie# CTYIeHT KpaIuil B
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Hamnit rpymi. 4. Mu 3Hanm, 1mo BiH Tyke xopoOpuil. 5. KaxyTs, 1110 y HROTO BeIHMKa
KOJICKITisl KapTHH. 6. 371a€Thes, 111 KHATA JTy’)Ke MOMyJsipHa cepe unTadiB. 7. OUiKyIOTb,
IO JOTOBIp MAMHUINYTH y T STHHUIO. 8. OUeBHIHO, BOHU 0 HAC MPHUETHAIOTHCA. 9.
HaBpsn uu s migy Ha Beuipky 10 Cema. Bin Tak 1 He HajicnaB 3anpoineHHs. 10. HamesHo,
BOHHM MOiAyTh 11b0TO JiTa B Onecy. 11. ManoiiMoBipHO, 110 BiH BUKOHAE 1€ 3aBJaHHS
Buacno. Moro memae B wmicti. 12. Bin 000B’S3K0BO npuiiie 10 HAac Ha Bedepro. 13.
Haspsiz, mo0 iii 4osoBiK JaB Ipolili Ha HOBI YepeBUKHU. Born 3aHanro mpopori. 14. Hopa
BUSIBUJIACH TANAHOBMTOIO MiaHiCTKOIO. Ii Bech 4yac 3ampolIyloTh racTpomoBaTd. 15
.Mabyns, iMOBIpHO, 1110 TAPTHEPH 3TOAATHCA Ha Hamll ymoBH. 16. Cxoxe, 1110 Oye o1,
Crano TeMHO 1 XMapu Taki 9opHi. 17. Mama BUNaAKOBO 3HAWMIIIIA MOI JIMCTH, HATMCAaH1
Ponom. 18. Bin BUsBMBCA HaWKpallMM TaHLIBHUKOM Yy Iukoji. 19. OdikyroTh, 110
neneraitis npuOyae 3aprpa. 20. KaxyTs, 1110 BiH mUIIe 11ei poMaH Bxke Tpu poku. 21. A
BHITAJIKOBO 3YCTpiIa CBOIO MOJAPYTYy MO A0pO031 A0AOMY. 22. 31a€ThCs, BU HE MOXKETE
BUPIIIUTH 110 TipoOiemy. 23. Tpamunoch Tak, 10 3 HAMHU B JITaKy JIETIB BIIOMUUN
XynoXHUK.24. 3aaeThes, [laTprk BUTpaTUB yCi Tpolili Ha HOBI KaceTH. 25. BusiBuiocs, 1o
Maiik 3Ha€ IeKUIbKA 1HO3EMHUX MOB.

9. Form the gerund, using the verbs in the gaps.
1. When a boy, he was very fond of (to skate). 2. I remember
(to hear) something about it. 3. Are you looking forward to (to
see the New Year in)? 4. They spoke about (to buy) a house on the Dnipro. 5.
Her father strongly objected to (to smoke). 6. I really don’t know what is the
use of (to send) you to school. 7. The child is still very sick. He needs
(to look after) more than his elder sister. 8. The fence looks so dull. It requires
(to paint). 9. He appeared almost to dislike (to hear) music. 10. |
suggest (to telephone) the hospital before (to ask) the police to
look for him. 11. Would you mind (to lend) me $10? 12. Would you mind
(to shut) the window? | hate (to sit) inadraught. 13. He wore dark
glasses to avoid (to be) recognized. 14. Nick was fined for (to
exceed) the speed limit. 15. If a thing is worth (to do) at all it is worth
(to do well). 16. I don’t enjoy (to go) to the dentist. 17. Stop
(to argue) and start (to work). 18. They stopped (to
laugh) when they saw me. 19. After (to finish) the experiment they discussed
the results.

10. Choose the correct answer.
1. I wonder if there is any use him.
A. trying, to improve
B. trying, improving
C. to try, to improve
D. to try, improving
2. He had some difficulty his temper. This scene was worth . After
that he avoided by his friends.
A. being controlled, being watched, to be seen
B. to control, to watch, to see
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C. controlling, watching, being seen
D. controlling, watching, seeing
3. I don’t object there, but I don’t want alone.
A. to your living, you living
B. to your living, you to live
C. your living, you to live
D. you to live, your living
4. | remember that hill in twilight. An age seemed since the day
that brought me first to Liverpool.
A. to descend, to elapse
B. being descended, to be elapsed
C. to descend, to elapse
D. descending, to have elapsed
5. He felt something from him and demanded truth.
He wasn’t worth lie.
A. they were hiding, being told the, telling a
B. them to hide, to tell the, telling the
C. them hiding, they will tell a, to tell a
D. they hide, telling a, telling the
6. On his way home Ann couldn’t help what charming fellow
John had turned out
A. reflecting, the, be
B. to reflect, a, to be
C. reflecting, a, to be
D. being reflected, the, have been
7. Susan was looking forward to the leading part , and she was
greatly at not even it.
A. being given, to play, disappointed, being offered
B. give, playing, disappointed, offering
C. to be given, to play, disappointed, to be offered
D. giving, playing, disappointing, being offered
8. Did you remember the parcel | gave you? Yes, | remember it a week ago.
A. to post, to post
B. to post, posting
C. posting, to post
D. posting, posting
9. | suggest as soon as possible. | before sunset.
A. our starting, would rather come
B. us to start, would rather to come
C. us starting, would prefer to come
D. our starting, had rather come
10. The accused men near the bank during the robbery. It’s no use
the case without direct :
A. denies to be anywhere, to investigate, evidences
B. deny being somewhere, investigating, evidence
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C. deny being anywhere, investigating, evidence
D. denies to be somewhere, to investigate, evidences

11. Translate into English.

1. KonekiioHyBaHHS MapoK — Iie¢ X0001, SKUM 3aXOIUTIOIOTHCS HE TUIbKHU JITH. 2.
Onucatu Te, 1Mo cranocsd, Oyae Hederko. 3. YMIHHS 3alaro/KyBaTh CBOi CIPaBU
YCHIITHO MPUXOJIUTh 3 IPAKTUKOIO. 4. Y TpUMaHHS BiJ] KUPHOT 1K1 1y*kKe KopucHe 5. byro
0 myXe IIKaBO BUCITyXaTH 1HIIY CTOpOHY. 6. Tu HEe mpoTH TOrO, MOO MOiXaTH HAM 3a
KOpPJOH Ha BiAmMounHOK? 7. BiH pO3MOBIB HAM CMINTHUN aHEKIOT. MU HE MOTJIH HE
po3cMmiaTuch. 8. Sl MpomOBXKYyIO CHomiBaTHCS Ha Te, MO BiH mpwiine. 9. [laBaiite
BiKJIaieMo Hamr Bix 'i3a g0 cybotu. 10. Bona mopaauna Ham moyekatu Ao 3aBTpa. 11.
Bonu 3amepeuyBanu, mo BKpanu rpoimi. 12. 3amicte Toro, mo0 3aiimartucs, Motipa
minuia Ha koHuept. 13. JIskyro BaM 3a Te, 110 JOMOMOTIIA MEH1 IOHECTH 111 BaXKK1 BaTi3H.
14. 51 Bubauymnace nepesa Cyciikoro 3a Te, 1110 He KyIuJja il ChOrOAHINIHBOT ra3eTu. 15.
Kynu Mu migemo croromni obimatu? Tu He 3amepedyelll, KO MU IMJAeMO B KUTaHChKUM
pectopan? 16. He3Baxatouu Ha Te, mo Mepi nmorano cebe mouyyBajia, BOHa IiIjIa Ha
poboty. 17. BoHu oapyXuiIuCh, HIKOMY HIYOTO He ckazaBmu. 18. Ili HOXI pu3HavYeH1
TUIBKM JIJIS1 Hapi3aHHs oBouiB Ta ¢pykTiB. 19. [lomn 3aBaguB HaM 3aKiHYUTH pPOOOTY B
cany. 20. ¥ CriBa HemMae HISIKOTO MIAHCY CKJIACTH 1CTIUT 3 MaTemaTuku. 21. 51 paguit, mo
3ycTpiBCS 3 Bamu. 22. Sl Mana HaMip 3aKiHYUTH CBOIO JIONOBIJIb y4Opa, ajie MEHI1 II¢ He
Branocs. 23. Bin 3 HeTepmiHHAM YekaB 3ycTpidi 3 Hewo. 24. byno Ttak cmimHo. S He Mir
HE pO3CMIATUCK. 25. BoHa 3ampononyBaa BigBigaTH KapTUHHY rajnepero. 26. Leit dhinpm
BapTO MOAMBHUTHCH. Bam He MoOke He crio100aTrch rpa akTopiB. 27. Bin TepmiTi HE MOXKe,
Ko #oro xBamsaTh. 28. YoMy BHM HacTowere, o0 BiH OyB TyT mpucytHim? 29.
CrioiBarock, 110 B HE 3arepedyeTe, SKII0 S FOBOPUTUMY 3 Bamu BinsepTo. 30. Ii mami
HE c1mo00a10Ch, 110 BOHA MPHUAHSIIA 10 MPOTo3uIlito. 31. Mu HIYOTO HE MaEMO TIPOTH
TOTO, III00 BOHHU MOiXaiu Bijipasy. 32. Bin 0osiBcs, 1110 5 3MiHIO pimieHHs. 33. MeHi 1iiicHO
COPOMHO 3a Te, IO 5 He TMcaB BaM Tak J0Bro. 34. Ilicis Toro, K BiH JeTaJbHO BUBYUB
IPOTHO3 TOTOJIA, BIH CKa3aB, 10 MoBepHEeThcs 10 Jlonaona. 35. Bam He moTpiOHO
3arnepevyyBaTH, 1110 BOHU CKa3alld paBy.

12. Put the following verbs into the correct columns.

apologize, arrange, avoid, approve, decide, demand, discourage, dream, enjoy, expect,
finish, help, hope, imagine, enquire, insist, intend, invite, learn, would like, look forward,
manage, mind, miss, object, offer, plan, pretend, refuse, seem, succeed, want, wish

Verb (+ person) + Verb + preposition + Verb + gerund
infinitive gerund
arrange (for smb.) apologize for avoid

13. Put the verbs in brackets into the infinitive or the gerund.

1. The monopolist will keep on (produce) the good as long as the current
profit associated with it exceeds the fixed cost.

2. You are strongly recommended (seek) professional advice.

3. She will regret (lose) a close political ally.

4. | take all the blame for not (see) further than my nose.
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5. A passer-by told the driver (move) his car so that it was not causing
an obstruction.

6. Did you invite him? - Yes, | did and he promised (come).

7. He has been invited (attend) the meeting as an observer.

8. I don't mind (give) it if it's for a good cause.

9. If you decide (return) the merchandise, you have 14 days.

10. People usually complain about (have) to deal with too much
bureaucracy.

11. A man claiming (be) a journalist threatened to reveal details about her
private life.

12. You certainly believe in (give) tit for tat! You have to pay your
debts, you know.

13. Do you approve of (hunt) after foxes?

14. 1 know you don't approve of (smoke) so I won't smoke in here.
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3.2. IOJATKOBI BITPABHU HA ITEPEKJIA L

Unit 2.

Heo0xigHo mam'sitaty, 10 O, SKi MOJOPOKYIOTh 3 OCOOMCTUMHU a00 JTIJTIOBUMH
IIJIIMHM, MaloTh PI3HI MOTPeOH, Tak caMoO SK BIIPIZHAIOTHCS BHUMOTH JO TOTEIIO Yy
IPYIOBUX Ta 1HAUBIIyaATbHUX TYPUCTIB.

['oteni 3 mOBHUM HAOOPOM TMOCIHYT, K1 MOXKYTh MOJUISITUCS HA TOTEN THUITY JIFOKC,
BHCOKOKJIACHI TOTeNl 1 roTedi 3 HaOOpOM OCHOBHHMX IOCHYT, IO 3a0€3MeuyloTh came
IITUPOKE PO3MAITTS 3aC00IB OOCITYTrOBYBaHHS 1 3pyYHOCTEH.

Yac Big yacy Bcl Kareropii roTeiiB 3 MOBHUM HAa0OpOM TMOCIYT CXWJIbHI 0
HaMIpHOT MPOTNo3uIlii (0COOMBO TOTEII 3 OCHOBHUM HaOOPOM TTOCIIYT).

Po3MilieHHsT €KOHOMIYHOTO KJIacy 00CITyroBye OOMEKEHUN CErMEHT CIIOKHBAYiB 1
HaJae 0COOTUBOTO 3HAYEHHS HOMEPaMH, SIKi KOHKYPYIOTh 3 HOMEpaMHU TOTENIB 3 TOBHUM
HabOpOM TOCIIYT.

Cnyx0u XxapuyBaHHS 1 HamoiB, baHKeTHHT cepio3HO OOMEXKEHi, aje KOMITaHIi
HAroJIONIYIOTh BUCOKY SIKICTh TIOCIIYT, 1[0 HAJIaI0ThCS.

YacTtka aepkaBHUX 1 OIOPKETHHX TOTENIB CEpell TOTEIIB €KOHOMIYHOTO KJacy
POOUTH aKIIEHT HAa HU3bKI IIHU 1 MEHII KIMHATH JUIS TOCTeH a00 MiHIMAJIbHI 3pyYHOCTI.
Jlep>kaBH1 TOTEIl TUMY JIOKC KOMOIHYIOTh MaJICHBKHUH PO3MIp HOMEpPA 3 PO3KIIIHOIO
00CTaHOBKOIO KIMHATH JIJIsl TOCTEH.

AKIIEHT B TOTENsAX THUIy amapTaMeHTd poOUTHhCS Ha HOMEpHU, aje dacTo
MPOTIOHYIOTHCS TAaKOXK MOCITYTH CITY>KOW XapuyBaHHS 1 HAIO1B.

@DiHAHCOBl PE3YJbTATH MOKAa3ylOTh, II0 TOTENSIM 3 IMOBHUM HAa0OpPOM MOCIYT
HaHOCHUTHCS JIy>Ke ICTOTHOI KO KOHKYPEHLII€I0 3 O0KY rOTEeIIIB 3 00MEXEHUM Ha0OpOoM
MTOCITYT.

['oteni nns BIANOYMHKY IMPHU3HAYEH] JUJISl MOJOPOXK] 1 MOBUHHI HaJaBaTH IIUPOKUI
CIIEKTp pO3Bar i BUIB JIsUTbHOCTI.

Taiimimepu CTalOTh OKPEMUM BHJIOM TIOCHIYT, TPOMOHOBAHUX TOTEIbHUMHU
KOMITIaHISIMH, SKUH XapaKTepU3YEThCS OUIBIION CKIQJAHICTIO 1 OIIBII TPUBAIUM
TEPMIHOM 3000B's13aHb.

Po3minieHHst B TOTENSIX BUKOHYE BaXKIMBI CYCIUIBbHI (YHKIN, ane mi GyHKIii He
MOXYTh OyTH VCIIIIHO peali30BaHl JOTH, TOKH TOTEIb HE 3MOXKE IIpaItoBaTh
pruOyTKOBO.

TpusipkoBi nepcneKTuBM

VY cronuIsx CBITY MajluX TOTEIIB OUIbIIE, HIK BEIUKUX, ajie He B MOCKBI.

MockBa Ha opo31 HOBOI, TJI00AIBLHOT MPOTrpaMu PO3BUTKY Typusmy 110 2010 p [Llo6
BU 3HAJIA: IIOPIYHO HA CTOJIMITIO IPUIKIKat0Th moAUBUTUCST 900 TrC. YoMOBIK, TOA1 K
3aBASKU MPOrpami IIAHYETHCS 30UIBIIUTHU 1€ YKCIIO 10 5 MITH. YOJIOBIK.

I 106 Jech PO3MICTHTH MaiOyTHIX TypuCTiB, nmporpamoro Bupimeno I10BOITH
YHUCJIO MICBKUX TOTEIIIB CEPEIHBOTO KIIACY - TaK 3BaHUX 2-3-31PKOBHUX MaJIMX TOTEJIB.

Y Mocksi cborogsi roreni 6iu3bko 140, mosoBHHA MYCTYy€ 1 LIJIKOM MOTJIH O
3aHATH HINTY MaJuX, TPUHICIIN KOPUCTH COO1 1 CBOIM MOTEHIIITHUM TOCTSIM.

Amxe kpim «Harrionaney, «Metpomnoiis», «Pocii» 1 «[Ipesunent-I'orentoy» icHyIOTh,
Hanpukiaaa, KoMmiuieke «Momomikauii», «FOHICTE», «AkamemidHay, «ApPKTHKa», SKi
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BIJIMTOBI/IAIOTh OCHOBHUM BHMOTaM 2-3-31pKOBHUX TOTENIB 1O HAOOPY MOCIYT, IO
HAJIAI0THCS 1 32 [[IHAMHU Ha Il TTOCITyTH.

3BUy4aitHO, 3 (OpMaTbHOI TOYKH 30pYy, KOJJHA MOCKOBCbKa TOTEIh HE MOXKE
HA3MBATHUCS MaJIOi B CUIJIY CBOTO PO3MIpY. 3arajJbHONPUUHATO, 1110 B Maioi He Ouibir 150
HOMEpiB. AJle MU 3BUKJIM KUTH 1 OyAyBaTH MO-KPYIIHOMY, 1 T€, 110 B YChOMY CBITI
HA3UBAEThCS CepellHbOi Ta Benukoi rotesnem (Big 300 mo 600 HOMepiB), y HAC TaM HE €
Maja. AJie sk JIeTie 3pyHHyBaTH OyJIWHOK, HIXK BiApEeCTaBpyBaTH MOTro, Tak 1 MPOCTIIIe
moOyyBaTH HOBHIM TOTENb, HIX PO3IIIUTH OJHY BEJIMKY Ha Kijgbka momente. Jlaemr
MoTem!

Sk BU BKE€ BCTUTIIN 37I0TAJIATUCS, 32 HOBOIO MPOTpaMoro B MoCKBi OOYAYIOTh MaTi
rOTeJll, BUXO/SYH B IIEPIITY gepry 3 SaFaHBHOHpI/II/IHﬂTI/IX crangapris. [le 6yz[yTb 1 MoTeni,
1 KeMIiHTH, 1 TmpocTo ToTenl. BoHM He TUTBKH «CHOPMYIOTH OUIOBY 1 TYpPHUCTCHKY
MIPUBAOJIMBICTH MICTa, aJie¢ 1 MOCIPHUSIIOTh PO3BUTKY MaJIOTO Oi3HECY, CTBOPEHHIO HOBUX
pobounx Micib y cdepl mociyr, 3pocTaHHS HAJIXO/KEHb JO OIDKETy MicTa 1
MYHIIHUMATBHI OFOJIKETH.

3 TuM, 10 HOBI OyiBIII (POPMYIOTH MICBKE CEPEIOBHIINE, CIIEpEeUaTUCs HIXTO HE
Oyne. A ot mo/10 6i13HeCy, TaKk BU3HAYEHHS «MaJIHiD) - Ty’Ke YMOBHE.

VY BCbOMY CBITI MaJii TOTEJI - 11€ B MEpIITy Yepry HEBEIUKUM, CIMEHMI Oi3Hec. Alie
y Hac Majuil - 3HAYUTh, IO CKJIAJAETHCS 3 JEKUIbKOX IMalOBUKIB, OJHUM 3 SIKUX
HEOJIMIHHO € MICTO, 1HIIIMM - IKaCh B1JIOMa TYPUCTUYHA KOMIIaHisl, @ TPETIM ... 013HECMEH,
MIPUYOMY BEJIMKWN, TOMY SIK MaJICHBKOMY TPOIIIEH HE BUCTA4UTh, 00 OpaTh ydacTh y
MICBKI{ TpOrpami .

[ITo cTocyeThes CTBOPEHHS HOBUX pOOOYMX MICIIb, TaK I1€ I1ie 0111 yMOBHO. barato
roteiB B MOCKBI PEKOHCTPYIOETHCS, YaCTHUHA 3aKPUBAETHCS, 10 3BUIBHUIUCA Kaapu
MICIs NEePEniArOTOBKY MepeadadaeTbes 3a15TH B MaJIUX rotessax. Tak 6arato uu Buiijae
HOBUX poOOYUX MICIIb?

Uu He kpaiie Oyio cpsMyBaTH BUIIJIEHI PECYpCH Ha CTBOPEHHS B YK€ 1CHYIOUMX
rOTEJISIX MAHCIOHIB I ITOCTIHHUX KJIICHTIB.

Ie 1 marpuMka Manoro Oi3HeCy, 1 MATPUMKA MOCKBHUYIB, K1 HE MalOTh MMOCTIHHOTO
KUTJIA 1 BUMYIIEHUX OPEHyBaTH HOro 3a unmalti rpoii. Takux B MOCKBi ayxe 6arato
- II'iTa YaCTHHA B/ 3araJIbHOI'0 YHMCJIa MOCKBHYIB.

Tak mpuitHATO B €BpOMEHCHKUX CTONUILIX. YoMy He 3pobouTtu Tak B MockBi? Tum
ounbiie, mo Ha 1,8 muH. [lon. Bike BUTpaueHMX Ha Mporpamu rpoiieid, MokHa 0yio 6
MIATPUMATH BiApa3y KUIbKa ICHYIOUUX FOTEIB.

(3a marepianamu razet « ApryMeHTH 1 (hakTh»)

Unit 4.

['onoBHa (yHKIS TOTEIBHOTO MIANPUEMCTBA — HAJaHHS TUMYAcCOBOTO >KHUTIIA.
OpranizaifiiHa CTPYKTypa BHU3HAUa€ThCS MPU3HAYEHHSIM TOTENI0, i po3TallyBaHHS,
cnenuikoro rocteil Ta iHmmMMH (akTopamu. BoHa € BiOOpaKeHHSIM MOBHOBAaXKEHb 1
000B'sI3KiB, TIOKJIQJICHUX Ha KOKHOTO ii mpamiBHUKAa. HeoOXimHO BU3HAYMTH OCHOBHI
CIIy>kOU, HasiBH1 B Oyb-sIKOMY TOTEI:

- cmy>k0a yrpaBlliHHS HOMEPHUM (HOHIOM;

- aIMIHICTpaTUBHA CITY»0a;

- c1yx0a rpoMaICbKOro XapuyBaHHs; KOMepLiiiHa ci1y:x0a;
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- IKEHEPH1 / TeXHIYHI1 CITyK0u;

- JIOMMOMDXKHI 1 IOJATKOB1 CITY>KOH.

Cnyx0a ymnpaBimiHHA HOMEPHUM (OHAOM 3alMAEThCS BHUPIMICHHSAM IHUTaHb,
MOB'SI3aHUX 3 OPOHIOBAHHSIM HOMEPIB, MPUMOMOM TYPUCTIB, SIKi IPUOYBaIOTh B TOTENb, 1X
PEECTpAII€I0 Ta PO3MIIICHHSIM MO HOMEpaX, a TaKOX BIANPABIECHHAM J0J0MYy abo 110
HACTYMHOIO IMyHKTY MaplIpyTy MOJA0POXKI.

Bona takox 3a0esneuye OOCIyroByBaHHS TYPHCTIB B HOMEpax, MIATPUMYE
HEOOX1THUN CaHATOPHO-TITI€HIYHWI CTAaH HOMEPIB 1 piBeHb KOMGOPTY B KHUTJIOBUX
MPUMIIIEHHSX, 3aiiMaeTbcsa HaJaHHSAM NMOOYTOBUX MOCTYT TocTsaM. J[o ckiaay ciyxou
BXOJIITh JUPEKTOp ab0 MEHEeKep 3 eKCIUTyaralii HOMEpiB, ciyxkba mnpuilomy i
pO3MIIIECHHS, ClTy’k0a MOKOIBOK, 00'elHaHa cepBicHa ciyx0a (1IBednapu, KOpUIOpHI,
rapZepoOHHUKH, CIY>KOOBIII TapaXHOTO TOCIOAApCTBa), CIOyk0a MOPThE, CIyx)Oa
KOHCBEPIKA, CITYy>KOa MOCHIIBHUX, IHCIIEKTOP 3 MPUOUPAHHS HOMEPIB, CITy>K0a Oe3MeKH .

AnMiHICTpaTUBHA CITy>k0a BIJIIOBIJIA€ 32 OpPraHi3alliio yrpaBliHHSA BCiMa Cy>k0aMu
TOTENbHOIO KOMIUIEKCY, BHpilIye (IHAHCOBI MUTAaHHS, MUTaHHS KaJpOBOIO
3a0€3MeUeHHs], 3aiMa€ThCsl CTBOPEHHSIM 1 MIATPUMKOIO HEOOXIHUX YMOB Tpari st
HEPCOHAITY TOTENI0, KOHTPOIE JOTPUMAaHHS BCTAHOBJIEHUX HOPM 1 IIPaBUJI 3 OXOPOHHU
npaili, BApOOHUYOI caHITapii Ta MPOTUIIOKEKHOTO Ta €KOJIOTiuHO1 Oe3mneku. CiyxOa
BKIIIOYA€E CeKpeTapiaT, piHaHCOBY CIyKO0y, KaJpoBy ClIykO0y, €Kojora Ta 1HCIEKTopa 3
MIPOTHUIIOKEKHOT OE3MEKH 1 TEXHIKU OE3MEeKH.

KomepuiiiHa ciyx0a 3aiiMa€eTbCsi MHUTAHHSAMHU ONEPATUBHOTO 1 CTPATEr1yHOTO
IJIaHYBaHHS, a TAKOK aHAII3Y€e PE3yNbTaTH FOCIOAPCHKOI 1 (PiHAHCOBOI NisIBHOCTI. J{0
il ckiamy 3a3BUYail BXOJUTh KOMEPIIHHUN AUPEKTOP 1 CIIyK0a MApKETHHTY.

[HxeHepH1 (TEXHIYH1) CIY>KOU CTBOPIOIOTH YMOBH Ji (DYHKI[IOHYBAHHSI CHUCTEM

KOHJIUI[IOHYBaHHS, TEIJIONOCTaYaHHS, CaHITapHO-TEXHIYHOTO 00aIHAHHS,
€JIEKTPOTEXHIYHUX MPUCTPOIB, CIYXKO PEMOHTY 1 OyAIBHUIITBA, CUCTEM TeleOAYEHHS 1
3B'A3KY.

JlomoMi>kHI ClTy>)kOM  3a0€3MeUyroTh MPOIEC POOOTH TOTEIHLHOTO KOMILIEKCY,
MPOIIOHYIOYH MOCTYTH MpalibHi, KPaBEUbKOi, OUTM3HAHUNA CITY>KO, CITy:kOU pruOupaHHs
PUMIIICHbB, IOCTYTH CKIIATy Ta 1H.

JlonaTkoBi city>kOM HaJal0Th MIIATHI MOCIYTH. [{0o 1X cKiIaay BXOIATh MEpyKapHS,
OaceiiH, cayHa, COJIsIpiii, CHOPTUBHI CTIOPY/IY Ta 1HIII MiAPO3/IIH.

Cnyx0a TpoMajChKOrOo XapuyBaHHS 3abe3redye OOCIyroBYBaHHS TOCTEH
MIIIPUEMCTBA B PECTOpaHax, Kade 1 0apax rorento, BUPIIIYE MATAHHA 3 OpraHizaiii Ta
o0cnyroByBaHHs OaHKETIB, MPE3EHTAIllH 1 T.1I.

CyyacHuil roTeNnhb — 1€ CKJIAJHUM, KOMIUICKCHHM MEXaHi3M, YITKICTh 1
3JIarOJIKEHICTh POOOTH SIKOTO 3aJIEKUTh Bl MPAaBUIBHOI 1 €(EeKTUBHOI CHUCTEMHU
ynpapiiHHs. o6 OyTM KOHKYpEHTOCHPOMOXKHOIO B CyYaCHMX YMOBax, LSl CUCTEMa
yIOpaBJIIHHS TOBUHHA OYTHM MPOCTOI0 1 THYYKOIO, HAIIUIEHOi, B Mepuly 4Yepry, Ha
CTBOPEHHSI MPUEMHOI 1 JOOPO3UWIMBOI atMocdepH, sika Tak mpuBabIWMBA ISl TOCTEH
TOTeJIO.

Unit 5
1. Cnyx06a mpuiioMy 1 pO3MIIICHHS TPATUIIHHO HA3UBAETHCS «CIYKOOIO
MEePEHBOTO TUIAHY», OCKUITEKH 0€3M0CePEaHBO 3aiMAETHCS TTOCTOSITBIISIMH.
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2. IMoTpibHO BiA3HAYMTH, 11O HE BCI MIIPO3AUTH aaMiHICTpauii Oe3mocepeaHbo
IPAIOIOTh 3 TOCTSAMHU.

3. Buau gomoMmixkHOTO OOCIYyroByBaHHSI Taki, SK CIy)0a TIpoMajachKoro
Xap4yBaHHs, MpajbHI, TEXHIYHE OOCIYrOBYBaHHS, CIIy»0a NMPUOUpaHHSA MNPHUMIIICHb
HA3MBAIOTBCA «CIYKO00I0 3aJHbOro MmiaaHy». OpHak, iX chiBpoOITHHKHK (odimiaHTH,
MOKOTBKH, KPABIIl) PErYJISPHO MAIOTh CIIPABY 3 MOCTOSIIBISIMHU.

4. Criiika agMiHICTpaTOpa - I1€ T€ MICIIE B TOTEJ, JIe T1ICTh PEECTPYETHCS, Oepe KITroUi
1 IOILITY, HABOJIUTH JIOBIJKHU, OIJIauy€ paXyHKH 1 HaBITh 371a€ Ha 30epiranHs I[iHHOCTI.

5. Y ManeHbKOoMy ToTeil CTiiika MajeHbKa 1, HMOBIPHO, YKOMILJICKTOBaHa TUIbKH
OJTHUM a00 JIBOMa TTOPTHE.

KoxeH 3 HUX roTOBUH 0O BUKOHAHHS MOBHOTO Jiana3oHy (yHKIIIH, SIKHX BUMarae
TiCTb.

6. Crilika agMIHICTpaTOpa, SIK MPaBUJIO, PO3MIIIEHA B XOJI TOTENIO, 3BIJIKU JIETKO
MOTPAIUTH B HOMEPH, PECTOPAHU, Oapy, Mara3uHu Ta 1HIII CIIyKOU TOTEIIO.

7. ly>ke 4acTo X0J1 CIY>KUTh MICIIEM 3yCTpideil 1 BIAMOYMHKY MOCTOSIIBIIIB 1 dKUTEIB
MicTa.

8. ¥ 6ararpbox roressix nporec npulOyTTs rocTs 34a€ThCs MPOCTOIO CIIpaBoro. ['ocTs
BITaIOTh, 1H (popMaIlisi MPO HHOTO MEPEBIPSETHCA, MPOBOJAUTHCS OIIaTa 1 BUOUPAETHCS
HOMEp. BITBIIICTh TOCTEN MPOXOAATh PEECTpallito 0e3 €IMHOI JYMKH MPO CKIIAJIHICTh
GyHKIIS CITy>KOU TPUIOMY 1 PO3MIIIICHHS.

9. V¥V mporeci peecTpailii 3'SCOBY€ThCSI HAsIBHICTh a00 BIJCYTHICTh MOMEPEAHHOTO
OpOHIOBAaHHS, XapaKTep pO3MIilEHHS. SKIIO MiATBEPXKEHHS Ha pO3MIIIIEHHS OTPUMAHO,
TICTh 3allOBHIOE PEECTPALIMHY KapTKy, B sKIi BKa3dye aapecy IOCTIMHOTO MiCIs
MPOKMBAaHHS Ta OyAb-SIKYy 1HIIY HEOOXIHY 1H(POPMAILIIIO.

10. IneanbHa peecTpaliist e HEOMIYEHOI TOCTEM, TOMY IO BCS TOTENb - 1 CIy)0a
NpuioMy 1 pO3MILIEHHS - (YHKLIOHYIOTh 3J7aro/ukeHo. Big ueproBoro, mapKyBaHHS
aBTOMOOLb, JIO IIBEHIapa, KWW BITA€ TOCTS, BiJl TOCHJIBHOTO, SKUM 3BEPTAETHCS 3
OaraxxeM, 70 TIEPCOHAITY 3a CTIHKOIO - BCSI CUCTEMa IMOBUHHA MPAIIOBATH CHHXPOHHO.

11. VY Benukux rorensx cTiika Moxke 0yTH 3 20 a060 O1IbIIIE MOPTHE, 1 KOKEH MOPTHE
Ma€ CTPOro MEBHY PYHKIIII0. Y KOXXHOTO MOPThE € TaOJIMUKa, SIKa BU3HAYa€ Horo PyHKIIii,
1 mprOyBarOTh TOCTI 3a3BUYall camMi BUOUPAIOTh, /10 SIKOTO MOPTHE i IIATH.

Translate from Ukrainian into English:

3a3Buyail mpoueaypa peecTpaiii 3M1MCHIOEThCS IIBUAKO, TICTh BKa3ye B
peeCTpalliifHiil KapTIi CBOIO aJpecy, iM's, MIAMUCYE ii, a TOPThE BKA3y€e NaTh NMPUOYTTH 1
BiN'i3y, HOMEp, WIHY 1 CBId TNepcoHaNbHUN KoiA. 3 KOMIT'HOTepa Oarato jaHi
PO3APYKOBYIOTBCS TIPOTATOM MOMEPETHBOT HOYI, TaK IO Yac PEECTpallii CKOPOIYETHCS.
ITin yac peectparii ogHOYACHO BiIOYBa€ThCs O€3i14 MOIIN: MEepeBIpsSIEThCS HASIBHICTh
OpOHI; TICTh BITAEThCS; BH3HAYAIOTHCA ab0 MEPEOLIHIOITHCS MNOTPEeOU ToCTS;
MPOBOAMTHCS HEBEIMYKA PO3MOBA; MOPThE MPOMOHYE TOCTIO JOJATKOBI IMOCIYTH;
MEePEBIPAETHCA OCOOUCTICTh TOCTS; YTOUHIOETHCS TPABWIBHUM 3aluc 1IMEHI 1 aapecw;
Y3rOJDKYEThCS  OUIKyBaHa JaTa BIA'i3/y; 3alOBHIOETHCS PEECTpAlliifHA KapTKa;
MepeBIPAEThCA KpeAuTHAa KapTka. HapemTi, BUKIWKaHWN TOCWUJIBHUN, 1 TICTh
PO3MIIIIEHUH B HOMEDI.

Bce e - 3Buuaiina po6oTa, 0JHaK, Ci1y>kKO0BIII TOBHUHHI 3aJIMIIATUCS YBAKHUMU 10
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MEBHUX CUTYAIIii.

[lopThe TOBHHHI CTSXHTH 3a HOMEpaMH, 3a0pOHHOBAHMMHU IO PEKIAMHHX
OTOJIOIIEHHAX, 32 BaydepaMHU TYPUCTCHKUX areHTCTB (TiCTh OIIa4ye€ MPOKWBAHHS
TYPUCTCHKOMY areéHTCTBY, SIKE 3aMOBJISIIO HOMED), 1 3@ CTICiaIbHUMU I[iHAMH.

[TpoTsiroM Bci€i mpolieypy MOPTh€ HE3MIHHO TTOBHHEH 3QJIUIIIATHCS CIIOKIHHUM 1
100po3uwIHBUM. JlesiKi BBaXKAIOTh, 110 CTABJICHHS MOPTHE - HAWOIBII BaKJIMBA YaCTHHA
BCI€T MPOLIEIYPH peeECTpallii.

[lepen mpUMHATTAM pilICHHS, sIKI HOMEpU OyayTh HagaHi MpUOYBAaIOTh TOCTSM,
HEOOX1/THO 3'ACyBaTH 3aBaHTAXKEHHS TOTENI0. TakokK BHU3HAYAETHCSA 00CAT OYIKYBAHOTO
3aizmy. LI maHi MOXyTh OyTH MEpPErNIAHYTI KUIbKa pa3iB MpoTIroMm AHs. bpoHroBaHHs
rapaHTy€e€ BHCOKHH pPiBEeHb BIIEBHEHOCTI, IO CIEIlalbHI 3alUTH OyayTh 3a70BOJICHI.
Ko 5 rotens nepenoBHeHa, BCTAHOBIIIOETHCS CIIUCOK MPIopUTETY. BpoHb KepiBHUIITBA,
VIP 1 3a0poHbOBaHI 3a37a1€ri/ib MICIISl OYOJIIOIOTh CIIUCOK MplopuTeTy. HezanexHo Bia
TUTaHYBaHHS, KBaJli(DiIKOBAaHUN MEHEKEP 3aBXK/IM PAaHO BPaHIll Pe3epBYE KiIbKa HOMEPIB
Ha Hemepen0avyeHui BUMANOK. Y II0 KaTEropil0 BXOAATH anmapTaMEHTH, HOMEpPU Ha
BUIIAJ0K PaHHBOTO MPUOYTTSI, HOMEpa JJisi HEKYpAILIUX, 3a0pOHbOBaH1 KEPIBHUIITBOM.

SIKIO roTenb CHJIBHO NEpPENOBHEHA, HaBITh CIIELIAJIbHI 3allUTH MOXYTh UY€KATH
3BUIbHEHHSI HOMEpPiB. BoHM 0QOopMIISIIOTHCS CIIOYATKy Ha BUTbHI HOMEPH (SKIIO HOMEpa
BIJIMOBI1AAIOTh BUMOTaM), 1 TUTBKH ITOTIM Ha 1HIIII HOMEPH.

Unit 6

1) Cnyx06a ynpaBiiHHA HOMEpHUM (OHIOM 3abe3neuye KOMPOPTHE 1 CHOKIWHE
nepeOyBaHHs TocTei B roreii. BoHa 3aliMaeThCsl BUPIIICHHSM MUTAaHb, MOB'SA3aHUX 3
00CITyroByBaHHSAM TYPHUCTIB B HOMEpax, MATPUMY€E HEOOXITHUI CaHITapHO-TITE€HIYHUI
CTaH HOMEpIB 1 piBeHb KOM(POPTY B KUTIOBUX NPUMILICHHSIX, 3alMAa€ThCsl HAJJTaHHAM
MOOYTOBUX MOCHYT.

2) T'oTensb - 11e MiANPUEMCTBO, SIKE MPOMOHYE TMOCIYTH, 1HIIUMH CIIOBAMHU, TOCITYTH
€ OCHOBHHUM IPOJIYKTOM 1HIYCTPii TOCTUHHOCTI. TOMY BEJHKI TOTEN MOKHA TIOPIBHSITH
31 CKJIQJHUM MPOMHCIOBUM TMIAMPUEMCTBOM 31 CKJIQJHOI CHUCTEMOIO YIPABIIHHS 1
BHCOKOKJIACHUM YCTaTKyBaHHSIM.

3) T'ocriogapchbkuil BiAALUT BIAITPA€ OCHOBHY POJb SIK Y BETUKHX, TaK 1 B MaJUX
rotessix. Pi3Huis nuiie B ToMy, 10 B MaJIMX TOTENSX KibKa IMOKOTBOK IMPAIIOIOTh ITi]T
yIpaBIiHHIM 0e3M0cepeIHBO rocmoaaps abo HOTo IPYKUHHU, a Y BEIUKUX TOTEISAX ICHYE
oprasizailiifHa CTpyKTypa, Ha 4OJIi sIKOi 3HAXOAUThCSI TUPEKTOP 3 EKCILTyaTallii HoMepiB
3 JEeKUIbKOMAa 3aCTYNMHUKAMH, K1 O0O01MMaroTh KEPiBHI MOCAIU BEIMKUM KOJICKTUBOM
MOKOTBOK, MAaHCTPiB 1 pOOITHUKIB IO MPUOMPAHHS PUMIILIEHb.

4) V rorenbHOMY TOCIOJAPCTBI BUKOPUCTOBYETHCS BEJIMKA PI3HOMAHITHICTb
rOCIOJIAPCHKUX MaTepialliB 1 MPEAMETIB, TaKUX SK TMOCTUIbHA OiM3HA, MOMYIIKH,
PYILIHUKH, KAHUEISPCbKI TOBAPH, MUIOY1 peuyOBUHU 1 T. 1.

5) B 000B's13k1 MOKOTBOK BXOAUTH MPUOUPAHHS HOMEPiB, 3MiHA MTOCTLIHHOT O1TU3HH,
CTUPAHHS TWIY 1 YUINECHHS KUJIMMIB, 3aMiHA PYITHUKIB 1 TPUOUpaHHS BaHHUX KiIMHAT.
BoHu Takok MOBUHHI CBOEYACHO TIOBIJJOMIIATH PO BC1 O3HAKU YIIKOJKEHD 1 3HOCY.

6) IHoal rocti mpocATh, MO0 iX He TypOyBaiu, 1 I LMX IIeH y BCIX TOTENAX €
crieriagbHl TaOJIMYKH, K1 BUBIIIYIOTHCS 30BHI HA ABEPHIN pyqIIi.

7) Binpm Baxkki poOOTH, Taki SIK MHUTTS BIKOH, MHUTTS KHJIMMIB, 3MIHA IITOP,
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npuOupaHHs TPOMAJACHKUX MPUMILICHb, MOJIPYBaHHS METaleBUX MoBepxoHb 1 T. IL
BukoHy0ThCS, SIK TpaBUIIO, YOJIOBIKAMH, OCKIIBKH 111 POOOTH (h13MIHO BAXKKI JJISI KIHOK.

8) TexHiuHe 0OCTYyroBYBaHHS 31MCHIOETHCS 1H)KEHEPHUMH CirykO0aMu. CydacHHM
roTeNb - 1€ CKJIaJHE B TEXHIYHOMY BiJHOIICHHI CTIOpYJa, /€ € CUCTEMH OIaJeHHS,
KOHJIUIIIOHYBaHHS MOBITPSI, TI(PTH, €CKAIATOPH, CKJIAJIHE CAHTEXHIYHE 00JIaJHAHHS Ta T.
I1., SIxi BUMararTh MOCTIHHOTO KOHTPOJIIO 3 OOKY (haxiBIliB. 3aBAaHHS TEXHIYHUX CITYKO
B TOMY, 11100 HE JOMYyCKaTH 3001B B 11 CKIaAHINA TEXHIYHIN CHCTEMI.

9) Ilpunerai TepuTOpii rOTENIB BUMAraroTh CTIJIBKU K yBaru 1 JOTISAY, CKUTBKY 1
BHYTpIIIHE 03700seHHA. ToMy iCHye IITaT CaaiBHUKIB 1 qu3aiiHepiB JmaHAmadTy, SKi
BIJIMOBIIalOTh 3a BCi poOOTH Ha mpwiermx TepuTopisax. CamiBHUKA 1 JOTIsAgadl
MOJINBAIOTh Ta30HU, JOTJSAAIOTH 32 KBITaMHM, JepeBaMHU Ta YarapHUKaMH, IMiJIpi3aioTh
TpaBy 1 BUKOHYIOTH 1HIIII CaJ0BHI POOOTH.

AnapTaMeHTH He HAa OJIVH JeHb.

[lo 3 cebe mpeacTaBisoTh anapT-roteni? Y Pocii roremnto /st THMYacoOBOTO, alie
TPUBAJIOrO MPOKMUBAHHA BiZOMI JaBHO. IX HasuBanM 3a uaciB JlOCTOEBCHKOIO
npuOyTKOBUMH OyIMHKAaMHU. 32 POMaHAMH MH MOXEMO CYAMUTH, K MPOTIKaia >KUTTS
POCTUX CMEPTHUX TiJ] 1aXOM JOXIIHUX OYJIMHKIB: KHM)KKOBI BJIACHUKU TOTEJIB OyIn
CKHapa, BOHM THOOWIM 1 OOpakaJid CBOiX TOCTOSJIBIIB, BHUMarajiu IUIaTy Brepen 1
BUTAHSJIM THUX, XTO HE MII BYacHO 3amiatutd. KiMHATH B JOXITHUX OyJAMHKAX
BIJIPI3HSUIMCS TICHOTOIO 1 yOOTICTIO 0OCTAaHOBKH.

VY cyuacHiii MOCKBI TeX € rotem AJid MNOCTOSJIBLIB, 110 3HIMAaIOTh HOMEPH Ha
TpUBaJIMil TepMiH (HaiiBigomim «MixHapoaHa-2» abo «I3mainoBoy»). Y mnomiOHHX
TOTEJSAX FOCTI OTPUMYIOTh 3HUKKY B 3aJI€KHOCTI BiJ] TEPMIHY MTPOKUBAHHS - UMM JOBILIE,
TUM JICTICBIIIC.

VY anmapTaMeHTHMX TOTEJISIX MOXHa >KUTH Maixe B JoMallHix ymoBax. [lnomia
AmnapTt-HOMepiB Ounbllle, HDK B 3BHYaWHUX TroTeNsX, Ha 25% (cepemHs Tuioma
OpeH0BaHO1 KBapTupH - 60 kB. M).

Kpim cnanbhHi B amapTameHTax 3a3BHUYail 3HAXOMUTHCS BITAIBHS 3 Kpiciaamu 1
JTMBAHOM, CEpPBAaHTOM, HEBEJIMKA KyXHs 3 IUIMTOI0 Ta MOBHUM HAOOpPOM KyXOHHOTO
pUIIaIIs.

Kepytoui amapt-rotesniB nparuyTh J0 CTBOPEHHS JOMAIIHHOTO 3aTUIIKY JIJISi CBOIX
rOoCTeH, BOHM 3aIliKaBjieH1, 00 IXH1 KJIIE€HTH JAJIEKO BiJ OaTHKIBIIMHM BiA9yBaH ceOe
KOMQOpPTHO 1 B Oe3merl.

VY anaprameHTHHX TOTeNsIX MOCKBH 3YNUHSAIOTHCS HE TUIBKH JKUTEN1 HAIIO1 KpaiHHu,
a M 1HO3eMHI T'pOMAJSHU: KOMEpPCAHTH, CIMEHHI TYypUCTH, JIIOAM, SIKI MpHUiXadd Ha
HaBYaHHA, 1 T. /1.

Uu He OaraTo rocTed CTOJMII 3HAIOTh, IO B MIBJACHHIA YacTHHI MOCKBU
pO3TaIoBaHuil MPUCTOWHNUN AmMapT-ToTeab «OpexoBO», B SIKOMY 3YIMUHAETHCS ILTKOM
MPUCTOMHA My0JIiKa: CIOPTCMEHHU, KOMIBOSKEPH, O13HECMEHHU CEPEIHbOI PYKH 1 HaBITh
MOCKBHYi, $IKI THMYacOBO 3HIMalOTh B «OpexoBO» KBApTHUPY, OCKUILKH B CBOEMY
BJIACHOMY OyJIMHKY pOOJITH PEMOHT.

Sx BUrIsAa€ TUMIOBUN SKUTIOBUN OYIWMHOK, YSBHUTH HEBAXKKO. AJie TOTENIb B
0J10KOBOMY OYyIMHKY YSIBUTH CKJIQJHIIIIE.

JIupeKTop roTeI0 BIACHOPYY B3SIBCS 3a CKJIAJIaHHSA IUIaHY PEKOHCTPYKIIIT TOTEITIO.
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B roreni 3po0wim HaAcKpi3HI NPOXOAM HA MOBEpxax, MoOyayBaldu BeCTUOIOMNI, 10
OCHOBHOI OyniBII TpubyayBanu ¢oie. Ha cboroguinHiit 1ens B «OpexoBo» - 800 micilb
1 6im3bko 475 HOMepiB. Y MpoCTOpUX HOMEpax 3'aBWiiacs cydacHa kpacuBi meOmi. 10
HOMEPIB MIJBHUIIEHOT KOMGOPTHOCTI 3p00JIeHI B CTHJI 3axiJHUX TOTEIIB, 3 YXUJIOM B
mojiepH. Ha TepuTopii rotento po3ranioBaHi 3aKpyuTa aBTOCTOSIHKA, TEHICHI KOPTH, cCayHa
1 CaJIOH KpacH.

l'otenp mificHO 3MiHWJIACA, 3BUYAMHHI 0OaraTOIOBEPXOBHM >KUTIOBUN OyJIMHOK
MEPETBOPHUBCS B KOMPOPTaOETbHUI rOTENb KaTEropii «TPU 31pKI».

3a cmoBaMH ii AUPEKTOPA, TOCTSIM, SIKi IPOBEJIH B TOTEITI MICSIlh, HAJIAIOTHCS 3HAYHI
3HIDKKU. UM JOBIIMIA TEPMiH MTPOKUBAHHS - TUM 1CTOTHIIIE TUCKOHTH.

KrienTtam «31 craxkem» abCcoMOTHO 0€3KOIITOBHO BUSBISIOTHCA 10AATKOBI TPUEMHI
nocimyru. Hampukian, iHO3eMHMM CiM'SM  JONOMAararOTh BIIAIITYBAaTH JITEH B
MOCKOBCBHKY IITKOJTY.

Jlo peui, mMaitxke 40% MpPOKUBAIOTH CKJIAJAIOTh 1HO3EMINi. IM MOA00AETHCS TOTENb
e ¥ TUM, 110 BOHA pO3TalloBaHa B KpacuBoMy llapunimHchbKOMy TapKy, B €KOJIOTTYHO
yucTOMY pailoni MockBu.

Mera rotento «OpexoBoy, 3a CIOBaMH ii KEPIBHUKA, CTATH JAPYTOIO JIOMIBKOIO JIJIs
CBOIX I'OCTEM.

[IpaBna, Ha moAiOHMI «OYyAMHOK» MOXYTh PO3PAaXOBYBaTH, 3BUYANHO, JIIOIU
IJIATOCIIPOMOYKHI, SIKMM, CKa)KIMO, HECKJIAJHO BHUKIACTH B Micsip mnpubauzHo 600
JI0JIapiB.

Unit 7

I'otenpHuii kommiekc «KocMmoc» 3HaXOOuUThCA B OJHOMY 3 HaWKpacHBIIIMX 1
€KOJIOT1YHO YHUCTUX pailoHiB MOCKBH, B 3py4HOMY KOM(opTadberbHOMY 26-I0BEPXOBOMY
OynuHkKy, moOyaoBaHomy B 1979 pomi 3a (QpaHiy3bkum mpoekToM. ['oTens
po3ramoanuii mopyu 3 BBII (Bcepociiicbkuii BuctaBkosuii LleHTp) - 11eHTpOM A110BOi
AKTUBHOCTI 1 MICIIEM MPOBEJICHHS BUCTABOK 1 ()ECTUBAIIIB.

3 BIKOH TOTEJIO BIJKPUBAETHCS MTPEKPACHUM BUJ] HA HalllOHAJIBHUM napk «Jlocunwmii
ocTpiB» 1 boraniunwmii ca.

Bynisns rotento po3ramoBana B 20 xBuiuH 314 Big YepBonoi muiomri 1 B 100 meTpax
BiJl HAHOMMKYOT CTAHIIIT METPO, IO J03BOJISIE 32 10 XBUIIMH ICTaTUCS JI0 IICHTPY MICTa,
a moi3Ka B aeporopT 3aiiMe y Bac He Oinbie 45 XB.

1700 cBiTAIMX 1 M[POCTOPUX OJHOKIMHATHUX JBOMICHHUX HOMEpiB, 53
KoM(popTabesTbHUX HOMEPIB-JIIOKC 1 6 PO3KIIIHUX arapTaMEeHTIB CKJIaJal0Th HOMEPHUIN
dboH ToTeIo.

Bci HOMepu MaroTh BaHHY KIMHATy, KOHAMIIIOHEp, CYIYTHHUKOBE 1 KaOelbHE
TeneOaueHHs, NpsAMUNA MDKHApOAHUHN TenedoH, pagionpuiiMay, XOJOIUIbLHUK, Mi—HI-
6ap.

VY pecropani «l'anaktuka» Bam 3amnpononyrots €Bporneiicbky 1 Pociiicbky KyxHi,
JHOOMTEN HalllOHAIBHOT KYyXHI CMOXYTh CKYIITYBaTH HaWKpallll I'py3WHCHKI CTpaBU B
pectopani «Jlapiany.

Kaszuno «Kocmoc» macte Bam MokuBicTh BUIIPOOYBATH CBOIO JIOJIO, a IIOOUTETIB
HIYHOTO XKHUTTS 3aBX]IU paji 0auuTH B HIYUHOMY Kiy01 «Comsiprcy.

[{imomo6oBoO mpairoe Oi3HEC-IIEHTP MPOMOHYE BCI BUIAM CEKPETAPCHKHUX TMOCHYT,
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BKJIIOUAIOYU KOMIT'IOTEp, MePEeKIaa, KOMIOBaHHS JOKYMEHTAIIl1, TOCIyTH MIKHAPOAHOTO
TenedOHHOro Ta (aKCUMIJILHOTO 3B'sI3KY B CydacHid KOH(1AEHITIHHIN 00CTaHOBIII.

Konneptauit 3am Ha 1000 wmicip mnpomoHye oOJagHaHHS I CHHXPOHHOIO
nepekIiaay 1 ayaio-Bifeo o0aagHaHHI MIXKHAPOIHUX CTaHIAPTIB.

Jlo Bammux mociyr TakoxX pi3HOMaHITHI 3aid JJIsl TPOBEACHHS KoH(EepeHIin i
neperoopiB Ha 20-400 mronuHa, 6aHKETHI 3aJIM, IO JA03BOJISAIOTH po3MicTuTh 10 1000
YOJIOBIK, IPUMIILICHHS JJIsI MIPOBEJACHHS BUCTaBOK 1 MPE3EHTAIIIM.

Bu Takox MoOXeTe CKOPUCTaTHCS TIOCIyraMH CaJIOHy KpacH, Tia3eMHOI0
aBTOCTOSTHKOIO; XIMUUCTKOIO, MPajIbHEI0, MyHKTaMU OOMiHY BalOTH.

Kpim Toro, 1o Bamux nociyr cyBeHipHi Ta anTe4Hi KIOCKH, O0YIIHT, (piTHEC-LIEHTP
3 OacelHOM Ta CayHOIO, 3aMOBJICHHS KBUTKIB Ha BCl BUJIU TPaHCIOPTY, B Teatp,
€KCKYpCIiifHE 1 TpaHCTIOPTHE 0OCITYTOBYBaHHS.

Unit 8

1. JlisapHICTh OYJb-SIKOTO TOTEII0 CKIATAETHCS 3 B3a€EMO3B'SI3aHUX aCIEKTIB, K1
MO-PI3HOMY TOETHYIOTH 1 CTBOPIOIOTH 3arajibHe BPa)KEHHS BiJl AKOCTI pOOOTH TOTEINIO.

2. Ha nmepmmii orsisi, 6araTo roTesiiB MPOMOHYIOTh JY>Ke CXOKUN CIEKTP MOCHYT,
ajie pI3HUIl MOJISITa€ B Ba)XKO BU3HAYECHHMX EJIEMEHTAaX, sIKI MPUBAOIIOIOTH OUIBIILY
KUTbKICTh TIOCTOSIJTBIIIB.

3. IliHoBa KOHKypeHIIisi HE 3aBkau ceOe BUMpaBaOBYe. barato mronel roTosi
3aIaTUTU Olnibllle, ajle MpU LIbOMY OTPUMAaTH CHOBHa 3a cBoi rpomnl. HeckiHueHH1
3HIDKKH TIEPECTAIOTh 3aJydaTd CHOKMBAYiB, TOMY 110 BOHH IMOYMHAIOTH IT1I03PIOBATH,
10 3a [IUM KPUETHCS OB HU3BKY SIKICTb.

4. Ilpm rHy4YKid cuUcTeMi OIUIATU B I1HAYCTPii TOCTUHHOCTI CTa€ MOKJIMBUM
CTBOPIOBATU HOB1 poOOYl MICIS 1 MPUCTOCOBYBATUCS O CYYaCHUX YMOB €KOHOMIYHOI
TISUILHOCTI.

5. IuBectumii B OyAIBHHUITBO HOBHX TOTENIB BHMAaralTh BEJIWYE3HHUX
KaImiTaJIOBKII/IEHb, SIK1 OKYIIaIOThCS JIUIIE MTPOTITOM TPUBAIUX TEPMIHIB.

6. CriBBIJHOIIICHHS KUIBKOCTI OOCIIYyTOBYIOUOTO TIEPCOHATY J0 KUIBKOCTI HOMEPIB
3a3BUYall TyKe BHUCOKA, OCOOJIMBO B TOTENsAX BUIOi Kareropii. e mo3Bosisie BBaXkaTu
roTeNbHUN O13HEC 1IHIYCTPIEIO 3 BUCOKUM CTYIIEHEM 3aiHSATOCTI.

7. llpu Hajymmiiky poOouoi cuid B KpaiHaxX, IO PO3BUBAIOTHCS KpaiHax ICHYE
nedinuT HeoOX1THUX MaTeplaJbHUX PECYPCIB, IO HE J03BOJISIE PO3BUBATU TYPUCTUYHUN
013HEC HaJEKHUM YHHOM 1 BUTPABaTH B )KOPCTKIM KOHKYPEHIIIi.

8. Y po3BUHEHHX KpaiHax OCHOBHA YacTKa TOTEIbHMX HOMEpIB TpHUIAZac Ha
rotenbHui O13Hec. Lli kpaiHM MalOTh OYEBUAHY NEpeBary B KOHKYpPEHIIi, TOMY IO
JoKepena piHaHCYBaHHS 1 IHBECTHUIIIT HabaraTo JOCTYMHIIIE B IUX KpaiHaX.

9. JlocnimkeHHsl TOTeNIbHOTO O13HECY MOKa3yloTh, 110 BiJHOCHO MPUOYTKOBOCTI,
MEpPEXKEeB1 TOTENIB BIiCIM pa3iB MPUOYTKOBIIIE OTMHOYHUX.

10. Betyn 10 KOHCOpIiyMy J1a€ MajuM TOTEJISIM Macy TepeBar, TOJIOBHE 3 SKUX -
ekoHoMiss Ha wMmacmTabax. lle o3Hawae, MO 3aIMIIAIOYNCH HE3ANEKHUM, TOTEIh
MIPE/ICTaBJICHA HA MID)KHAPOTHOMY PUHKY.

11. Y Oynp-aKoMy THIT TOTENIO OyXTaJITepis € OAHUM 3 TOJIOBHUX TIIPO3ALIIB, BT
YITKOT POOOTH SIKOTO 3aJICKHUTh YCITIX BCHOTO MIMTPHUEMCTRBA.

12. V mrrati Oyxrantepii mpaimroTh BUCOKOKBaTi(hikoBaH1 (axiBiii, SKi BMIIOTh Y
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HAWKOPOTIINN TEPMIH BU3HAYUTH MPOOJEMHI AUISHKMA 1 MIBUAKO JIKBIAyBaTH 300i B
poOoTI.

13. Hiynuit aynutop npucrynae 10 podotu B 22.45 1 3akiHUY€ CBIM poOOUHil JeHb
o 7.15. Konu Bce odopmileHHS 3aKiHYEHI, ayJUTOP CKJIAJa€ paxyHKy, sKi He Oyiu
BpaxoBaHi MOTEPEHIMHU 3MIHAMH, IT1CJIS YOT'0 BiH MIJBOIUTH MiJCYMOK (0ajiaHc) 3a 100y,
BpPaxOBYIOUYH BC1 BUTPATH 1 IJIATEXKI.

14. Bcix rocreit mpocsATh BKa3aTH KPEAWT MpU peecTparii. ['ocTel, sAki miIaTATh
TOTIBKOIO 200 SIKi BCEISIOTH Mi03pYy (SKIIO y HUX Mano abo Hemae Oaraxy), TroTeib
MIPOCUTH 3a3/1aJIET1b OIJIATUTU CBOE MepeOyBaHHS.

Unit 10

[Tigpo3ainu rpoMaaCchKOro XapuyyBaHHS, 110 BKIIIOYAIOTh B cebe pectopal, Kade,
Oapu, TIAPO371a 3 0OCIYroByBaHHS OaHKETIB 1 KOH(EpEHIi, a TakoX XapdoOiIoK
(KyXHI0), 3a0€3Me4YyI0Th TOCTEH MOCIyraMy XapuyBaHHS.

KepiBHuK ci1y:k01 rpoMaJICbKOT0 XapuyBaHHS CKJIaJla€ MEHIO, 3a0€31eUy€e TOCTaBKY
HEOOX1THUX BUXIJTHUX MPOIYKTIB, POMOIUISIE MO JUITHKaX 0OCIyrOBYIOUHI MTEpCOHA,
KOHTPOJIIOE SIKICTh TOTOBOI MPOAYKIIi 1 0OCIyrOBYBaHHS, JOTPUMYIOUUCH TIPU IBOMY
PO3YMHHM PEKUM €KOHOMII.

Koxen Bimmim B ciyk01 Mae CBOro KepiBHHKA, BKIIOYAIOUM MEHEKepa 3
00CITyroByBaHHS B HOMEpax.

Pectropan sk miapo3ain rpoMajchbKOro XapyyBaHHSA OOCIYroBY€ TOCTEH 3TrIAHO
MEHIO, SIKE€ € OCHOBOIO OyAb-KOi pecTOpaHHOI KOHIICIIi, He3aJeXHO, A0 SIKOTO THUITY
JaHe MIANPUEMCTBO XapyyBaHHSA BIIHOCUTHCA. Benuky poisib Mpu 1IpOMY BiAirpae
npodecioHanizM METPAOTENIB 1 O(]IIiaHTIB, M0 3HAXOIATHCS B OE3MOCEPEIHHOMY
KOHTAKTI 3 KJIIEHTaMH.

Byderne abo OapHe o0OCHyroByBaHHS IMOJSITa€ B OCHOBHOMY B 3a0e3MedeHHI
KIIIEHTIB CINUPTHUMU HAmosMH. Y 0apax MOXYTh TaKOX TOTYBaTHUCS HAMoi IS iX
BXKMBAHHS B pecTopani. Takuii 6ap HOCUTh Ha3BY CEPBICHOTO.

KyxHss € BUpOOHMYMM IIEHTPOM. 3aMOBJIEHHS Ha BHUPOOHHUIITBO KOHKPETHOI
OPOAYKIlI HAAXOASATh 3 pecTopaHy BiA o@dimiaHTiB (Ha OCHOBI CKJIQJIEHOTO 1
IIPOMOHOBAHOTO KIIIEHTAM MEHI0), a TaKOXX 3 OaHKETHOTO 3aily, IO Mpalie 3a
MOTIEPETHIM 3aMOBJICHHSIM.

Kyxapi roTyroTs He0OXiIHI CTpaBU, a TOJIOBHUM OOOB'SI3KOM KEPIBHHIITBA B I[bOMY
CEKTOpl € JIMIIE KOHTPOJb 3a IIHOKI Ta SIKICTIO KIHIIEBOro mHpoAykTy. Ilpm upomy
OCHOBHUM OOJINYYSIM, Y BEJICHH1 IKOTO 3HaXOAUTHCS BUPOOHUIITBO XapuyBaHHsI B TOTEI,
€ med-Kyxap.

Ile monuHa, siKa OTpuUMana CHEliadbHy OCBITY, KBali(iKyeTbcsl HOTO SK
npodeciitHoro Kyxaps.

Xoua ynpaBiIiHChKOMY IEpCOHATY HE MOTPIOHO 3aBKAM MPUCYTHIN NMPHU BIAKPUTTI 1
3aKPUTTI MICIIb Xap4yBaHHsI, JEsIKI MPOBITHI CIIBPOOITHUKH, TaKl K Kacup abo mmied-
Kyxap, TTOBUHHI B3SITH Ha ceOe BiAMOBINAIBHICTh 32 BIIKPUTTS 1 3aKPUTTS TUIONT JJIS
30epiraHHs MPOJIyKTiB, 32 BKJIIOYCHHS CBITJIA 1 yCTaTKyBaHHS, 32 BCTAHOBJICHHS KACOBOTO
pericTpa i T.1.
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**k*k

Ha kanikyan g0 liza Mopo3sa

B3umMmKy THCSY1 TypUCTIB MOCIHIMIAIOTh Ha 6aThKIBIIMHY pociiickkoro [ina Mopo3a
- B Benukuii Ycrtior. BiBiayroTs #0T0 pe3u/IeHIil, OrIsSAal0Th BOJIOTOICHKI MOHACTHUPI 1
dopreni, Mmcias YOro 3aJal0ThCsl MUTAHHSAM - Je moicTH. CTapiioMy MOKOJIHHIO
crapoxuwin Bemukoro VYcriora pekoMeHIylOTh Tiepekycutu B «PectopaHi Ha
Y CcneHChKOD.

Bin o0po6nienuit 1epeBoM 1 Aparom, depes 1€ IOXOIUTh Ha CIIPABKHIO POCIMCHKY
3aKyCOYHY (B XOPOIIIOMY CEHCI ITbOTO cJioBa). J[Jist Oakarounx ycamiTHUTHCS € KaOiHKH.
VY npoMy pecTopani paasth 000B'3K0BO ClipoOyBaTu M'sico «JIicoBuil ropix» - BiIOMBHY
MiJ] COycOM 3 MailOHE3y 1 TOBUEHUX TOPIXiB.

Jns tux, XTO mpHixaB B Bemukwuii YcTor 3 AiThMHU, TiAilAe KyJIbTYpHO-
po3BaxkanbHui HeHTp «Bomomit». [liTell TyT MOXHa BIAOpaBUTH B OaceilH abo B 3ai
ITPOBUX aBTOMATiB. THUM 4acoMm JOPOCIi MOXKYTh MOTrpaTu B OUIbspA abo po3ciadbutucs
B cayHl. Kade 3HaxoauThCcs Ha mepiiomMy MOBEpCi IEHTPY. Haraaye mnedepy NnepBICHOT
moauuu. [loBHUM 00617 MO CyCiICTBY 3 OMyJajioM fliepa 001iaeThCs A CIM'T 3 TPhOX
oci6 npu6iusHo B 300 pyOmiB.

Tum yacoM MOJIOAUM JIOJSIM MOKHA TIOpaauTH Kade-TucKoTeky «/[xara-mkaray.
[IpaBna, BuOIp 1K1 TYT JOCUTh CKPOMHUU - B 0api € HAIOi 1 3aKyCKU. 3aTe MOTAHIIOBATH
MO>KHA BJIOCTaJb.

**k*
Mopaa Ha myc

CrpyHka aiBunHa, MeHexep kade "Fame", po3noBiia, 110 OCTaHHI TEHACHIII B
KOHJIUTEPCHKOMY CBITI - 11€ MycH. BoHM JIerki 1 MEHII KanopiiHi, HIX 3BUYalHI TICTEUKa
3 )kupHUM KpeMoM. DipmoBe TicTeuko "Fame" B popmi kparii 3p00sieHo 3 TPhOX 1apiB
MYCY: IIOKOJAHOTO, KABOBOT'O 1 BEpIIKOBOro. Fame - tumnose mickke kade. KuTTs B
HBOMY T€Ye IIBUJIKO, JIOIU 3YCTPIYAIOTHCS, PO3MOBISIOTH 1 PO3XOASITHCS MO CBOIX
cipaBax. | cama oOcraHOBKa mependavae MITOBUN CTHIb CIUIKYBaHHS - CKJISIHI CTOJIH,
BEJIMKI BIKHA,

B Fame He BmacThcst po3ciiabuTHcs - BC1 3aiHATI, BCI mocmimarTb. Hezabapom mo
yeTBeprax B Fame mo4yHyTh MpOBOJUTH KOKTEHIHHI Beuipku. PiBHO 0 9 roauHi Bedyopa
OyIlyTh TAaCUTH CBITJIO 1 CITIBATH KOKTEWJIbHI TiMHU. KyxHs B Kade mpairroe 111510100080,
1 SIKIIO panToOM TIOCEepe]] HOYl 3aX04YeThbCsl IMOJacyBaTH - HIMIO HE 3MOXKE IbOMY
TIEPEIIKOIUTH.
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