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BCTVYII/ INTRODUCTION

«[TormnbneHe BUBYEHHS 1HO3EMHOI MOBHY» € HABUYAJILHOIO JHCIMILIIHOIO, IO
3a0e3mneduye MArOTOBKY CTYJIEHTIB CTYIEHS «OaKaiaBpy.

Merta kypcy - dopmyBaHHS HEOOXIAHOI KOMYHIKATMBHOI CIPOMOXHOCTI Y
chepax mpodecifHOro Ta CUTyaTUBHOI'O CHUIKYBAaHHS B YCHIM 1 MUCHMOBIN (opmax;
BJIOCKOHAJICHHSI BMIHb Ta HAaBUYOK YHMTaHHS, MepeKiany, pedepyBaHHs CIELIaIbHOT
miteparypu 3a (axom; BHUpPOOJICHHS HABUYOK YUTaHHS Ta pedepyBaHHS HAYKOBOI
iHbopmarlii 3 gaxy, BefeHHs 0eciiy 3 TpodeciiiHOl TeMaTHKH, J1I0BOTO JINCTYBAaHHSA Ta
po0OTH 3 KOMEPIIMHOIO JOKYMEHTAIII€IO.

3aBaanHsaMu gucHUIIing «[lormubneHe BUBYCHHS iHO3EMHOT MOBH €:

e HaOyTTS HAaBHYOK MPAKTHYHOTO BOJIOJIHHSA 1HO3EMHOI0 MOBOIO B PI3HUX BHIaX
MOBJICHHEBOI JISJIBHOCTI B 00CA31 TEMaTUKH, 3YMOBJICHOI MpodeciitHuMU
norpedamu; oJepKyBaHHS HOBITHbOI (paxoBoi 1H(oOpMaLli yepe3 1HO3EMHI
JoKepena,;

® KOPHUCTYBAaHHS yCHUM MOHOJIOTIYHMM Ta JIaJOTiYHUM MOBJIEHHSIM Yy MeXax
noOyTOBOi,  CYCHUIBbHO-TIOJITUYHOI,  3arajlbHOEKOHOMIYHOI Ta  (paxoBoi
TEMaTHUKH,

® TqepekiaZ 3 1HO3eMHOI MOBHM Ha PIJHY TEKCTIB 3aralbHOEKOHOMIYHOIO
XapakTepy;

e (¢GopMyBaHHS OCHOBHHX BMiHb BHKOPHCTAHHS 3HaHb Ha TPAKTHUINl T dac
BEJICHHs JUIOBOI Oeciin ab0 CHUIKYBaHHA MO TeledOHY B JIIOBUX IIIAX 3
ypaxyBaHHSM KOHKPETHHX YMOB;

e O3HAMOMJICHHS 3 HAWOUIBIN BIJIOMMMH 3pa3kaMH MOBJICHHEBOI MOBEIIHKH ITiJT
Yyac MpOBEACHHS A1IOBUX 300piB, MPE3EHTAIllH Ta eperoBopiB;

e HaBYaHHS MIATOTOBII JI0 YYacTl y HAyKOBUX KOH(EpEHLIisIX, CceMiHapax,
nebaTax, TOLLO;

® 03HaMOMJICHHS 3 OCOOJIMBOCTSIMU O(DOPMIICHHS HAMOUIbII B)KMBAHUX IArePiB.

VY pe3ynbTari BUBUYEHHS HABYAJIbHOI TUCUUIUIIHU CTYJEHT MOBUHEH
3HATHU:
® JIEKCHKY, TpaMaTHKy, (poHETHKY 1 opdorpadito iHO3eMHOT MOBH;
® [IpaBWJIa YCHOTO J1JIOBOTO CIUIKYBAaHHS;
® OCHOBHI BUMOTH JIO KYJIbTYPH MOBJICHHS.
BMiTH:
® KOHCTpyIOBaTH maparpadu Ais OpraHizamii TyMOK B €IMHY IHTEIEKTyaJbHY
CTPYKTYDY,
® YUTaTH Ta MEpeKIagaMu TEKCT 3 MOOYTOBOI Ta MPOo(dECIHOI TEMaTUKU CEpEeIHBOT
CKJIaJHOCTI;
® CIJIKYBaTUCS 1HO3EMHOIO MOBOIO Ha TMOOYTOBI, CYCHUIbHO-TIONITHYHI Ta
npodeciiftHi TeMU B MeKaX BUBUEHOI JIEKCUKHU Ta FPaMaTUKH;



® [ucaTH KOPOTKI TMOBIAJOMJICHHS Ta €ce€ 1HO3EeMHOI MOBOI JOTPUMYHOYHCH
npasui opdorpadii Ta rpaMaTHKY;

e CKJaJaTH JIUJIOBI JOKYMEHTH Ha 3aJaHy TEeMY, JOTPUMYIOYHCh MIKHAPOIHHX
CTaHJIapTIB;

e O/IepKyBaTH HOBITHIO (haxoBy 1H(POPMAILIIIO Yepe3 HOBITHI JIKEpea.

® TPAMOTHO CIUIKYBaTHUCS B MEXKaX YCHOTO MOBJICHHS;

® BECTH IIPE3CHTAIlli 3T1IHO BUMOT JIIJIOBOT'O MOBJICHHS.

Jlani meTonmuyHi peKOMEHJaIlli MamTh 32 METy HAOYyTTA CTyACHTaAaMU HaBUYOK
YUTAaTU Ta NEPEKIaAaTH TEKCTH 3 MOOYTOBOi Ta Mpo(eciiiHOl TEMATHKH CEpeaHbOi
CKJIQJIHOCTI, CIIUJIKYBAaTHUCS 1HO3EMHOIO MOBOIO Ha Mpo(eciiiHi TeMU B MeKax BHBUYECHOT
JIEKCUKU Ta TPaMaTUKH, MHCATH KOPOTKI MOBIJIOMJIEHHS Ta €C€ 1HO3EMHOI MOBOIO
JOTPUMYIOUYHUCH IpaBuil opdorpadii Ta rpaMaTHKH.

MetoaudHi pekoMeHaaii ckiragaTbes 3 oquHaansata TeM (Units), mependaueHmx
poOOUYOI0 HABYAJIBHOIO MPOrpamor0 3 AUCHUIUIIHUA. KokeH po3All MICTUTh BIpPaBU Ha
PO3BUTOK YCIX BHJIIB MOBJICHHEBOI AISUIBHOCTI: ayJlIIOBaHHS, YATAHHS, TOBOPIHHS Ta
IUCEMHOI'0 MOBJICHHS, BHKOHAaHHA SIKUX CIpHUS€ PO3BUTKY KOMYHIKATUBHOI
KOMIIETEHIIi CTYICHTIB MEPILIOro Ta APyroro piBHIB BUBYEHHS 1HO3EMHOI MOBH.



IJL%CTI/IHA 1.
3AT'AJIBHI PEKOMEHJIALII OO0 BUBYEHHA AUCIHUIIJITHA

PART 1.
GENERAL STUDY GUIDE



1. Onuc pucuMnJIiHu

HaiimeHyBaHHS TOKa3HUKIB XapakTepucThKa TUCIUTUTIHH
OO6oB's13K0Ba / BUOIPKOBA JTUCIIUTIITIHA 000B'SI3KOBA JIJIs1 CTYJICHTIB CHeIiaabHOCTI 241
«["oTenpHO-pecTOpaHHA CITPABay
CemecTtp 3-i
KinbkicTh KpeauTiB S)
3arajpHa KUIBKICTh TOIUH 150
KinpkicTh MOTYyIB 2
Jlexuii, rogun -
[TpakTruHi/ ceMiHapChKi, TOJIUH 65
JlaGopaTopHi, TOAUH -
CamocriitHa po6oTa, FOJIMH 85
THXHEBUX TOAMH AJIs IeHHOI ()OpMU HaBYAHHS:
ayIUTOPHUX 4,5
CaMOCTIHHOT poOOTH CTyJIEHTa 9,5
Bun konTpoio 3aIIIK

2. MeTta Ta 3aBJAaHHS TUCHUILIIHA
Meta — pO3BUTOK y CTYJEHTIB 1HIIOMOBHOi KOMYHIKaTUBHOI KOMIETEHLIli, TOOTO
MPaKTUYHE OBOJIOJIHHS PI3HMMH BHUJAMH MOBJICHHEBOI JISUIBHOCTI BIJAMOBIAHO 10
npodisit0 MaildyTHRO1 CHEL1aTbHOCTI.

3aBaaHHs — HAOyTTS HAaBUYOK MPAKTUYHOTO BOJIOJIHHA 1HO3EMHOIO MOBOKIO B
PI3HHX BUJAaX MOBJICHHEBOI AISUIBHOCTI B 00CS31 TEMATUKH, 3yMOBJIEHOI IpOdeciitHUMU
noTpebamMu; oJiepKyBaHHS HOBITHHOI (axoBoi iHdopmallli depe3 1HO3eMHI JKeperna;
KOPUCTYBaHHS YCHUM MOHOJIOTTYHHUM Ta JI1aJIOTTYHUM MOBJICHHSIM y MeXaX MOoOYyTOBOI,
CYCTUTbHO-TIONITUYHOI, 3arajJbHOCKOHOMIYHOI Ta ¢haxoBOi TEMATUKH, TEpeKiIaa 3
1HO3€MHOT MOBHU Ha pIiJIHy TEKCTIB 3araJlLHOEKOHOMIYHOTO XapakTepy; (pOpMyBaHHS
OCHOBHUX BMIiHb BHKOPHCTAHHS 3HaHb HA IPAKTHII i 9ac BEACHHS IIJIOBOI Oeciam
abo crigKyBaHHsS 1O TeiaedOoHY B JUIOBHX IUIAX 3 YpaXyBaHHSIM KOHKPETHHUX YMOB;
O3HAMOMJICHHSI 3 HaWOLIBII BIJIOMMMH 3pa3KaMH MOBJICHHEBOI IMOBEIIHKU IIiJI 4ac
MIPOBENICHHS JIIJIOBUX 300piB, MpPE3eHTalllii Ta MEeperoBOpiB;HABUYAHHS IMiTOTOBI [0
y4acTi y HAyKOBHX KOH(epeHLIsX, cemiHapax, Ae0arax, TO I0; O3HAWOMIICHHS 3
0coOIUBOCTSIMH O(OPMIICHHS HalO1IbIII B)KUBAHUX TMAIEPiB.



3. CTpyKTypa IUCUMILTIHA

KinekicTts roanu
Has3Bu 3MiCTOBUX MOAYIIIB 1 TEM VY Tomy uncii
yCbOTO
bl m/c a6 cpe
1 2 3 4 5 6
Moayas 1
3microBuii MoayJib 1. InaycTpis rocTHHHOCTI
Tewma 1. [HaycTpist TOCTUHHOCTI 13 6 7
Tema 2. Mepera roTesiB Ta MOTEIIB 13 4 9
Tema 3. CnyxOu yripaBIiHHS TOTEIISIMH 13 6 7
Pasom 3a 3micTroBuM Moynem 1 39 16 23
3microBuii moay.Jb 2. Ilpodecii y chepi roresbHoro GizHecy
Tema 4. IIpodecii y roresbHOMY 12 4 8
TOCTIOJIAPCTBI
Tewma 5. Ilepconan peectparitHoro 12 6 6
CTOJY
Tema 6. TexHiuHI Ta aAMiIHICTPATUBHI 12 6 6
CITYXOHn
Pa3zom 3a 3micToBUM MoOIyIieM 2 36 16 20
Moayan 2
3microBuii MmoayJb 3. Pobora 3 KilieHTaMu
Tema 7. JlonaTkoBi ciryOu Ta MOCIYTH y 12 6 6
roreni
Tema 8. @iHAHCOBI MUTAHHS. 12 6 6
Tema 9. Bupimensst npobyiem 12 6 6
Pa3om 3a 3MicTOBHM MoJysieM 3 36 18 18
3micToBuii Moay.ab 4. PecTopaHHe rocnoiapcTsBo
Tema 10. Ciy>xOu xapuyBaHHS 19 8 11
Tewma 11. dyHKIIOHYBaHHS PECTOPaHIB 20 7 13
Pa3zom 3a 3micToBuM mMoaynem 4 39 15 24
Ycporo ronuH 150 65 85
4, TeMu ceMiHAPCHKUX/TIPAKTHYHUX/JTA00PATOPHUX 3AHATH
No KinpkicTb
Ha3zBa temu TrOAuH
3/m
1 | IlpakTuuHe 3aHATTS 2
Tunu xwutna. Active voice.
2 | IlpakTuune 3aHATTS 2
[Momryk roresnto. Active voice.
3 | IlpakTHuHe 3aHATTS 2
I'otenp “Hyde Park”. Active voice.
4 | IlpakTHuHE 3aHATTA 2
Pi3sHUI MIXX TOTEISIMA Ta MOTEIIMU.
5 | IIpakTuune 3aHATTS 2
IepeGyBannst y motei. Passive voice.




[IpakTuuHe 3aHATTS
MenemxkMeHT roTeiis. Passive Voice.

7 | IlpakTHuHe 3aHATTA
[TinBumenHs kBamidikalii mepcoHay.
8 | IlpakTnuHe 3aHATTSA
OO6oB’s13ku MeHeKepiB. Reported Speech.
9 | IlpakTHuHE 3aHATTS
Po6Gora y chepi obcnyrosysanns. Reported Speech.
10 | IlpakTuuHe 3aHATTA
BramryBanus Ha po0oTYy.
11 | IlpakTuuHe 3aHIATTS
OO00B’sI3kM TpaIliBHUKIB pereniiii. Prepositions.
12 | IlpakTu4He 3aHATTS
3anmoBHEHHS PEECTPAIIHOT KapTKH.
13 | IIpakTuuHe 3aHATTS
I[Mpouec peectparii. Conditionals.
14 | IlpakTuuHe 3aHATTS
Texniunuii nepconan roteno. Conditionals.
15 | IlpakTuuHe 3aHATTA
OO0O0B’SI3KM TEXHIYHOTO MEPCOHATY TOTEIIO.
16 | IlpakTuuHe 3aHATTS
OcHaenns HoMmepiB. Infinitive.
17 | IlpakTuuHe 3aHATTS
Jloxatkosi mocayru y roteni. Infinitive constructions.
18 | IIpakTuune 3aHATTA
OcHamnieHHs U1 KOH(DepeHTITii.
19 | IIpakTH4HEe 3aHATTS
[ocayru Ui 103BULIS.
20 | [IpakTuyHe 3aHATTS
@diHaHCOBI po3paxyHKU. ['epyHii.
21 | IIpakTuuHe 3aHATTS
OcHoBHi po3uiHky. ['epyHaianbHi KOHCTPYKIIIi.
22 | [IpakTuyHe 3aHATTS
Buu po3paxyHkiB.
23 | [IpakTuyHe 3aHATTS
Bupimenns npo6iem. JlieNpuKMETHUK.
24 | [lpakTU4HE 3aHATTS
Ckapru. J[ienpuKMeTHUKOBI KOHCTPYKIIII.
25 | IlpakTuyHe 3aHATTS
3anopyka rapHoro BiJIIOYHHKY.
26 | [IpakTuyHe 3aHATTS
XapuyBaHHs y roreni. Articles.
27 | IlpakTuuHe 3aHATTS
CniBpobiTHHKH cdepu xapuyBaHHs. Articles.
28 | IlpakTuyHe 3aHATTS
Bunu menro.
29 | IIpakTuuHe 3aHATTS
Tunu pecropanis. Modal Verbs.
30 | IlpakTruHe 3aHATTS

PobiTHuKM pecTopaHy.
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S. InauBinyaJbHi 3aB1aHHA

1. Ornsin nepioguyHOT 1 MOHOTpaiuHOT HAYKOBOT JIITEPATYPH.
2. ITigrotoBka pedeparis, JOMOBIALH 32 0OPaHOIO TEMOIO.

3. [linroroBka Te3 AOMOBIEH 3 METOIO BUCTYITY Ha YHIBEPCUTETCHKUX, BCEYKPATHCHKUX
Ta MDKHApOJHUX CeMiHapax Ta KOH(pEpeHIIsAX.

6. O0csirm, 3MicT Ta 32c00M JIArHOCTUKHU CAMOCTIIHOI po00OTH

KinbkicTb
TOJTUH
Tema caMocCTiit- 3MmicT caMoCTiitHOT poOOTH 3aco0u J1IarHOCTUKU
HOL
pobotu
Moxyas 1
3microBuii MoayJib 1. IngycTpist rocTHHHOCTI
1. BukoHanHs 3aB1aHb Ta Bripas Unit 1. 1. YcHi Ta mMchMOBI
2. BuBYeHHS JIeKCHYHUX OIMHMIIb TA TPAMATUYHUX | BIITOBI/II CTY/ICHTIB.
MpaBuJI, Iepe10aYeHUX TEMOIO. 2. BukoHaHHs
7 3. PoGoTa 31 clloBHUKaMU, TpaMaTUYHIMU MOTOYHHUX TECTOBUX
JIOBIJTHUKaMH, IHTEPHET-PECYPCAMH. 3aBJIaHb.
IHaycTpis 4. YurtaHHs Ta epexsiaj TEKCTIB. 3. Hanncanns
TOCTUHHOCTI. CJIOBHUKOBOT'O
JIMKTAHTY.
1. BukonanHss 3aBiasb Ta Brpas Unit 2. 1. YcHi Ta mICchMOBI
2. BuBYCHHS JTEKCUYHUX OJMHUIIh T TPAMATUYHUX | BITIOBIII CTY/JICHTIB.
MpaBIJI, TIepe0aYSHUX TEMOIO. 2. BukonaHHss
3. PobGora 31 CIIOBHUKaMH, TpaMaTUYHUMH | IOTOYHUX TECTOBHUX
Mepexa 9 JIOBIJTHUKaMH, IHTEPHET-PECYPCAMH. 3aB/IaHb.
TOTEJIIB Ta 4. YutaHHS Ta IEPEKIIA]T TEKCTIB. 3. 3axXHCT MPOEKTIB.
MOTEIB. 5. IligrotoBKa MpOEKTy MpPO BHUTH TOTENIB Ta
MOTEIB.
1. Bukonanns 3aBanp Ta Brpas Unit 3. 1. YcHi Ta mIcEMOBI
2. BUBYEHHS JISKCUYHHUX OJMHHIIb Ta TPAMATHYHUX | BIATIOBi/II CTYJICHTIB.
TpaBIJI, epeI0aYeHUX TEMOIO. 2. Bukonanus
7 3. PoGota 3i CIOBHMKaMH, TpaMaTHYHUMH | TIOTOYHHX TECTOBUX
Cnyx0u JIOBITHUKaMHU, IHTEPHET-PECypPCaMHu. 3aBJIaHb.
YIIPaBIIiHHS 4. YuraHHs Ta IEPEKIIaj TEKCTIB. 3. Hanucanns
roTeIsIMU CJIOBHUKOBOT'O
JIMKTAHTY.
3micToBuii Moay.b 2. [Ipodecii y cdepi roreabHoro dizHecy
1. BukonanHs 3aB1anb Ta Bripas Unit 4. 1. VcHi Ta Imc5MOBI
2. BuB4YeHHS TEKCUYHUX OJMHUIIH T TPAMATUYHUX | BITIOBIII CTY/ICHTIB.
IMpodecii y MpaBIJI, TIepe0aYeHUX TEMOIO. 2. Bukonanus
roreini 3. PobGota 31 CclIOBHMKaMH, TpaMaTUIHUMH | IOTOYHUX TECTOBUX

JIOBIJTHUKAMH, IHTEPHET-PECYPCAMH.

4. YuraHHS Ta IEPEKIIAT TEKCTIB.

5. IlinroroBka mpoekTy mpo mnpodecii Ta 000B’I3KH
y TOTEJi.

3aB/IaHb.
3. 3aXHUCT MPOEKTY.

11




1. Buxkonanss 3aBnanb Ta Bipas Unit 5 .
2. BUBYEHHS JTEKCUYHUX OJIMHUIIb Ta TPAMAaTUUYHUX
MIPaBWI, TIepe0aYeHIX TEMOIO.

1. YcHi Ta micsMoBi
BIITIOBI/Ii CTY/ICHTIB.
2. Buxonanusa

6 3. PoGora 3i CIIOBHHMKaMH, TpaMaTUYHUMHU | TIOTOYHUX TECTOBHUX
[Tepconan JIOBIJTHUKAMH, IHTEPHET-PECypPCaMHU. 3aBJaHb.
peectpartiii- 4. YuTaHHs Ta epeKiaji TEKCTIB. 3. Hanmcanus
HOTO CTOJIY CJIOBHHKOBOT'O
JIMKTAHTY.
1. Bukonanss 3aBaaHb Ta Bipas Unit 6 . 1. YcHi Ta MMCEMOBI
2. BuBuUeHHS JIEKCUYHUX OJIMHUIIL T TPAMAaTUYHUX | BIIIOBI/II CTY/ICHTIB.
TMIPaBWII, TIepea0aYeHIX TEMOIO. 2. Buxkonanns
TexHivHI Ta 5 3. PobGora 31 CcIOBHMKaMH, TpaMaTHIHUMH | TIOTOYHUX TECTOBHUX
agMiHiCTpa- JIOBITHAKAaMH, iHTEPHET-PECYPCaMHU. 3aBJ/IaHb.
THUBHI 4. YuraHHS Ta IEPEKJIAT TEKCTIB. 3. Harmmcauusa
CITYXKOMU. CIIOBHUKOBOT'O
JIMKTaHTY.
Monayas 2
3micTroBuii Moy b 3. PoGora 3 kiieHTamMmn
1. BukonanHs 3aB1anb Ta Brpas Unit 7. 1. YcHi Ta mUCEMOBI
2. BUBYEHHS JIGKCHYHUX OJIMHMIIb Ta TPAMATHYHKX | Bi/IITOBI/II CTYCHTIB.
dinaHCOBI TpaBUII, IEpeI0AYCHUX TEMOIO. 2. BukoHaHHs
MUTaHHS. 6 3. Pobora 31 CIIOBHHMKaMH, TpaMaTUYHUMH | TIOTOYHHUX TECTOBHUX
JIOBITHIKAaMH, iHTEPHET-PECYPCaMHU. 3aB/IaHb.
4. YuraHHS Ta TIEPEKIIAT TEKCTIB.
1. Bukonanss 3aBnanb Ta Bripas Unit 8. 1. YcHi Ta micsMoBi
JlonaTkoBi 2. BuBUeHHS JIEKCUYHUX OJIMHUIIH T4 TPAMATUYHUX | BIITOBI/II CTY/ICHTIB.
CITyX0u Ta MIPaBWII, TIepe0aueHIX TEMOIO. 2. Bukonanns
MOCITYyTH Y 6 3. PoGora 3i CIIOBHHMKaMH, TpaMaTUYHUMU | TIOTOYHUX TECTOBHX
roreni JIOBIJTHUKAMH, IHTEPHET-PECYpPCaMHU. 3aBJaHb.
4. YuTaHHs Ta MepeKiaj TEKCTIB.
1. Buxkonanss 3aBnanb Ta Brpas Unit 9. 1. YcHi Ta MMCEMOBI
2. BuBUEHHS JIEKCUYHUX OJIMHHUIIH Ta TPAMAaTUYHUX | BIITOBI/II CTY/ICHTIB.
MpaBIJI, Iepe0aYeHUX TEMOIO. 2. BukoHaHHs
Bupimenns 6 3. PoGora 3i CIIOBHUKaMH, TpaMAaTUYHHMH | TIOTOYHUX TECTOBHX
mpoOeM. JIOBIJTHUKAMHU, IHTEPHET-PECYpPCaMHU. 3aB/IaHb.
4. YuraHHs Ta epeKsiaj TEKCTIB. 3. 3aXUCT NPOEKTIB.
5. TligrotoBKa MPOEKTIB MPO OCHOBHI MPOOJIEMH
KJIIEHTIB M1 Yac nepedyBaHHs Yy TOTeJI.
3micToBuii MoayJb 4. PecTtopanm y roreJisx.
1. Buxkonanss 3aBianb Ta Bripas Unit 10 . 1. YcHi Ta micsMoBi
2. BuBUEHHS JIGKCUYHHX OJIMHUIIH T TPAMATUYHUX | BIIIOBI/II CTY/ICHTIB.
MIPaBWI, Tepea0aYeHIX TEMOIO. 2. BukoHaHHs
CnyxOu 3. PoGora 31 CIOBHMKaMH, TIpaMaTHYHUMH | IOTOYHHX TECTOBUX
XapuyBaHHS 11 JIOBIJTHUKaMHU, IHTEPHET-PECypPCaMHu. 3aB/IaHb.
4. YuraHHs Ta epeKsiaj TEKCTIB. 3. Hanucanns
CJIOBHHKOBOT'O
JIMKTAHTY.
1. Bukonanus 3aBmanp Ta BrnpaB Unit 11 | 1. YcHi Ta nMceMoBI
Responding to requests. BI/ITIOBI/Ii CTY/ICHTIB.
Turnn 13 2. BUBYEHHS JIEKCHYHUX OJIMHUIIb T TPAMATUYHUX | 2. BUKOHaHHS
pecTopaHiB TIpaBIJI, TIepeA0aYeHUX TEMOIO. MOTOYHHUX TECTOBUX
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3. Pobora 31 CIIOBHUKaMH, TpaMaTUYHUMU | 3aBIaHb.
JIOB1THIKAaMH, iHTEPHET-PECYPCaMHU. 3. 3aXUCT MPOCKTIB.
4. YuraHHS Ta IEPEKIIaT TEKCTIB.

5. IligroToBKa pecTopaHiB MPO THITH PECTOPaHIB.

7. Pe3yJibTaTH HABYAHHA

1. 3HaHHSA JEKCHYHUX OJWHMIL Ta TPAaMAaTUYHUX KOHCTPYKIIH TeMm, mependadeHux
IPOTPaMMOI0.

. BMiHHS ynTaTH Ta epekIagaTH TEKCTU Ha 3aJjaHy TEMY.

. BonoainHs eKcMYHUM 3armacoM, HEOOXITHUM JIJISI BUCJIOBJICHHS BJIACHUX JYMOK Ta
PO3yMIHHS IHIIOMOBHOI MOBU B MEKaX 3aJ1aHO1 TEMH.

. BoroainHs 6a30B00 TEPMIHOJIOTIED 3 CHEIIaTbHOCTI aHTIIIHCHKOK MOBOIO.

. BMiHHS poOUTH Npe3eHTalli aHTIHChKOK MOBOIO.

. Bminns Bectn mpodeciitHuii gianor 3 Koieramu.

. 3HaHHS HAWOLIBII BiAOMHUX 3pa3KiB MOBJIECHHEBOI MOBEIIHKH IIiJl Yac MPOBEICHHS
I110BHX 300piB, MpE3EHTALll Ta IEPErOBOPIB.

w N

NN D B

8. ®opmu HaBYaHHA

[IpakTuyHi 3aHATTS, caMOCTIHa poOoTa (MAroTOBKAa Ipe3eHTallii, pedeparis,
CaMOCTIMHO ONpAaIOBAaHHS JI0JJaTKOBUX MUTAHb 3a HABEJICHUM TEPEIIIKOM JIITEpaTypH).

9. MeToau OLiHIOBAHHSA

3auik.
10. Po3noain 0ajiB, AKi OTPUMYIOTH CTYACHTH
Bun po6ortu/6anu
No remu :
Buxkonanns [uauBi- o
MPAKTUYHOTO Tecrosi Curyariiiai a
p y MPaKTUYHUX yAIBEe TIMEKC YM
3aHATTS 3aBIaHHS 3aBJIaHHSA 3aBJaHb OaniB
3aBIaHHS
TEMH
Monayas 1

3microBuii MoayJs 1
Tema 1 - 2 4 - -
Tema 2 - 2 4 2 -
Tema 3 - 2 4 - - 6
Pa3zom 3MicToBuHii _ 6 12 2 ) 20
Moaynb 1

3micToBuii MoayJIb 2
Tema 4 - 2 4 2 - 8
Tema 5 - 2 4 - -
Tema 6 - 2 4 - -
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Pazom 3micToBuit 6 12 10 30
MOJylb 2
Monayas 2

3micToBuii Moay.Jab 3
Tema 7 2 4 )
Tema 8 2 4 ]
Tema 9 2 4
Pa3zom 3micToBuid 6 12 - 20
MOIynb 3

3micToBuii Mmoay.Jib 4
Tema 10 - 4 5 ) ) o
Tema 11 - 4 5 2 - 9
Pa3zom 3micToBuit . ) 10 2 10 30
Moaynb 4
Pazom 100

11. Metoanune 3a0e3ne4eHHA

1. MeroanyHi BKa31BKA 3 BUBYEHHS TUCIUAIUIIHH.

2. TectoBi 3aBaaHHs 715 IEPEBIPKU 3HAHB CTY/ICHTIB.

3. HaBuanbHa Ta HayKoBa JiTeparypa, HOpMaTUBHI JOKYMEHTH.
4. 301pHHUK TpaMaTUYHUX BIPAB.

12. PexomenoBana Jjireparypa
ba3zoBa
1. Ocranenko C. A., lyminina L. II. 30ipHuK rpamaTU4YHUX BHOpPAB 3 JUCLUILIIHU
«IlHO3emMHa (aHTJilicbKa) MOBa» IS CTYJICHTIB EKOHOMIYHHX CIelialbHOCTeH /
C. A. Ocranenko, 1. I1. lyminina. — Kpuswuii Pir : JoutHYET, 2016. — 148 c.
2. ©ypr . B. English for Hotels and Catering. Meroau4ni BKa3iBKH 10 BUBYCHHS
TuctuIUiiHg «[HO3eMHa (aHTUTiiichbka) MOBay IS CTYACHTIB HampsMy MiAroToBKu 241
«[otenpHO-pecTopanna cupasay / 1. B. @ypr. — Kpuswuii Pir : IonHYET, 2016.

3. ®ypr . B. English for Hotels and Catering. 30ipHMK TecTOBMX 3aBIaHb 3
TUCIUILTIHA «IHO3eMHa (aHTIiiicbKa) MOBa» JUIS CTYJICHTIB HampsMy MiAroToBku 241
«["orenbHO-pecTropanna cupasa» / JI. B. ®@yprt. — Kpuswuii Pir : JlTonHYET, 2016.

4. V. Evans. (2011) Career Paths. Hotel and Catering / E. Virginia, D. Jenny,
C. Veronica. — Berkshire: Express Publishing, 39 p.

JlomomMizkHa

1. Bapanorceka T. B. I'pamaTtuka aHrmichbkoi MOBU. 30IpHUK BIIpaB: HaBUAJIbHHI
nocionuk / T. B. bapanoBceka. — Kuis : OO0 «UI1 Jloroc-M», 2010. — 384 c.

2. BopobbeBa C. A., KuceneBa A. B. JlemoBoii aHTTIMICKUNA SA3BIK JIJIS TOCTUHUYHOTO
omsHeca. 2-e u3. — M., ®dmwiomaruc, 2006. — 336 c.
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3. Tomuupbiackuit FO. I'pammatuka. COopuuk ynpaxsenuit / 0. ['oaunpiHCKuM. —
Cankrt-IlerepOypr : KAPO, 2014. — 476 c.

4. Alison Pohl. Test your business English. Hotel and Catering. 75 p.

5. Francis O’Hara. (2002) Be my Guest. English for Hotel Industry. Cambridge, 113 p.
6. L. Alexander. (2002) Longman English Grammar Practice. Longman, 372 p.

7. P. Emmerson. (2008) Business Grammar Builder. MacMillan, 274 p.
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/ T. Stott, R. Revell. — New York: Oxford University Press, 112 p.
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UNIT 1
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.
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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.

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
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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
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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.

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 (YHKIIIS TOTENIB — 3a0€3MEUUTH TYPUCTIB Ta JIUIOBUX JIOJEH MICLIEM IS
MPOKMBAHHS, KEIO Ta BCiMa HEOOX1THUMHU YMOBAMH.

2. IcHy1OTb Pi3HI BUJIM TOTENIB, 1 BOHU KJIACU(DIKYIOTHCA 3@ PI3HUMHU O3HAKAMM.

3. JIrogm, sK1 MarOTh MOXJIMBICTB 3aIUIATUTH, BUMAararoTh Oulblie KOM(pOPTY Mia yac
MO OPOKEM.

4. T'oTeni MPONOHYIOTh CBOIM TOCTSM TaKOXX YMOBH JISI BIATIOYMHKY, 3aHSATH CIIOPTOM,
CIMEHHUX 3ycTpiuel Ta iHIII pO3Bary.

5. T'oteni y BENMUKUX MiCTax 1 B KypOPTHIM MICIIEBOCTI CTUKAIOTHCS 3 PI3HUMH 3alUTAMU
CBOiX KIJIIEHTIB, aje HEe ICHY€ YITKOTrO PO3MEKYBaHHS MK PI3HUMH BUJAMH TOTENIB,
TOMY I110 BC1 BOHU MIPU3HAYEHI JJIsI 33]I0BOJICHHS TTOTPeO CBOIX MEIIKAHIIIB.

6. 'oteni knacudikyrOThCs 3a PI3SHUMHU O3HAKaMH, ajie B OCHOBI Oyb-AKO1 Ki1acudikarii
JIKUTD SIKICTh MOCIYT Ta 3pYYHOCTI, SIKI TPOIIOHYIOTHCS TOCTSIM.

7. Pi3HI d0au BIAAIOTh IEepeBary pi3HUM yMOBaM IMPOKUBAaHHS, aje€ BCl BOHU
nependayvaroTh, M0 B TOTEN MOKHA OTPUMATH XapyyBaHHS.

8. JloOpo3uwimBe CTaBiIEHHS OOCIY)XYIOUOro TMEPCOHATY Ta BUCOKOKBalli(pikoBaHE

00CTyroByBaHHS BU3HAYAIOTH CTABJICHHS MEIIKAHIIIB JI0 TOTO YH 1HITOTO TOTEIO.

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.
a) a successful French research scientist who is often invited to speak at international

conferences.
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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 | 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. I like smaller hotels because you can learn more about the country, the people,
and the culture. The staff have more time for you. | 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. It’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 is 11 London road,

Cambridge.

Is the Ivory Inn actually in Colombo, too?

Thank you very much, good-bye.
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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?

What is your opinion on the both hotels?

Which one would you prefer? Why?

c) 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.
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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.

. 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.

. 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.

. 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.

. 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
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and St 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.
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UNIT 2
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
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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
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?
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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.
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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

cabin luxurious suite

chain magnificent terrace
conveniences partition toilet

central heating permits (official documents) trainee
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 and a :

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

4. Or for real , 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

lake.
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7. 1 can recommend our Western . From the 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
3)
6
Z
8
9

9. Give English equivalents for:

1. WIMPOKUIA CTIEKTP rOTEIbHUX MOCITYT
2. mepeBaru MepekeBoi CUCTEMHU I'OTENB

3. CIpUSTIMBI YMOBH JIJIsl BIAMIOYUHKY (one word)
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4. iHAYCTpIS TOCTUHHOCTI

5. mpocTopi HOMEpH

6. yMOBHM JJIs1 IPOBEIECHHS 3'i3/11B 1 KOH(pEpEHI1I

/. Opatu y4acTh B CTBOPEHHI CIIJILHUX MIAMPUEMCTB

8. mpuOyTKOBICTh Oi3HECY HA OCHOBI (hpaHIIN3U

9. BCl cydacHi 3pydYHOCTI: IEHTpajbHE OMAJCHHS, JYIIOBA, BAaHHA KIMHATa, KyXHS 3
yciMa IPUCTOCYBAHHSIMHU

10. po3mupoBaTH ACOPTUMEHT MOCTYT

11. migBumyBaTu €eKTUBHICTD YCIX CIYKO

12. MaTu MBUAKUAN JOCTYN 0 AAHUX JOCIIIKEHHS PUHKY

13. Bubpartu micue aJist OyAiBHUIITBA HOBUX KOPITYCIB TOTEIO

14. 3HU3UTH eKCIUTyaTalliiiHl BUTPATH

15. HOMepa, 110 JIErKO NEPETBOPIOIOTHCS B AUTOBUI IIEHTP

16. noGpe obs1aHaHI HOMEPH KJIACy JIFOKC

17. miciie TUMYAcOBOTO MPOkUBaHHS (one word)

18. momipHa orutata (PO3IiHKH)

19. noknamHi IHCTPYKIIi, IO BU3HAYAIOTH POOOUI omepailii mo 006CIyroByBaHHIO

20. 1OoroBip MPO TOBTOCTPOKOBY OPECHTY

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. I can't interest you

in a pool, can I?
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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, | heard.

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 | can't sell you a swimming-pool.

11. Answer the questions:

1. How long haven't they seen each other?

2. Why did John congratulate Tom?

3. What line of business is he in?

4. How long has John been in the leisure facilities business?

5. Why doesn't Tom need the services of John's business?
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6. How have the things changed in the Towers Hotel? What contributed to its success?
7. Why can they charge higher prices now?

8. How have they changed the annexes?

9. What are their plans for further improvements?

10. How long have they had a new chef?

11. What has he done for their restaurant?

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

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.
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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’hotel 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:
. IOMICTUTH 1H(GOPMAILIiIO ITPO roTeli B Opoinypi
. MU 3HaWIILIH, 10 PiBeHb 00CITYTOBYBaHHS HEIOCTATHHO BUCOKUI
. KIMHaTH OTPiOHO OyJI0 MOJIEpHI3yBaTH

. YIOpaBJiHHS roTejaeM OyJio He Ha BUCOTI

1
2
3
4
5. 3apa3 B TOTeN 3MIHUIOCS KEPIBHUIITBO
6. 6araro 110 3MIHIJIOCS Ha Kparie

7. KIMHATH BIIPEMOHTOBAHI

8. pectopaH cTaB OUIBII 3pYYHUM 1 PUBAOTUBUM
9. nmobynoBaHuit 6baceliH

10. movaynmcst po60TH 3 OyAIBHUIITBA TPUOYTO0BH

11. kiTBKICTH HOMEPIB B €KCILTyaTallii 3pocte 10 200

12. HOBE KEPIBHULITBO BBEJIO 320X0UYBAJIbHY CXEMY ISl CHIBPOOITHUKIB
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13. 30UIBIIMIIMCS 3apIUIATH, 1 PsiJL CIIIBPOOITHUKIB OY/IU CHPSIMOBAaHI HA HABYAHHS
14. piBeHb OOCIYTrOBYBaHHS 3HAYHO 3piC

15. penyrartisi pectopany 3pocTae

16. HOBWMIT mIe(p-KyXap MIATPUMYE BUCOKUIN PIBEHb MMPUTOTYBAHHS CTPaB

17. BiH CTBOPHB HOBE MEHIO 1 B35IB Ha pOOOTY METPAOTES U HaBUaHHS OQIiIliaHTIB

18. BimMiHHY SKICTh 1K1

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
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f) 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 widened 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
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 itisalso 3) _ (small) of the
three because it is for one person.

Guest: How much 4) (big) are the other two?
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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 6)
(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 &)

(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.
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Dialogue 3
Caller: And what are the rooms like?

Receptionist: They're medium-sized, I 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, I think.

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
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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.

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.
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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  ¢danpIuBbIe, MOAACIbHBIC HOMEPHBIC 3HAKH Ha aBTOMOOKIIC

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?
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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 3
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.
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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.

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.

45



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

the training programmed offered to employees
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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 English. 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);
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b) Food and eating facilities (knowing about restaurants and bars, when they are
open and what they serve);

c) 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.

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 . '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’'m really 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
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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

a) permanent 1) bedroomed

b) personal 2) clientele

c) kitchen 3) quarter

d) twelve- 4) rate

e) turnover 5) workload

f) regular 6) garden

g) winter 7) touch

h) heavy 8) 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 fairly

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 | can make a lot of daily operational decisions myself. | 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.
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At the moment, I give orders to the chambermaids and cleaners personally, but I’'m
looking forward to getting more involved in training and planning. I 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?

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?
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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?

10. 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 4

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.
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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.

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.
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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?
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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?

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;
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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.

6. Translate into English:

1) cknaguuit MexaHi3m / 6i3Hec;

2) yMOBH 117151 TPOKUBAHHS 1 BIATIOYMHKY;

3) ocHOBHA (DYHKIIISl KEPIBHMIITBA,;

4) BIIMiHHI XapaKTEPUCTUKU;

5) BuTpaTu, TOB'SI3aHI 3 BHUKOPHUCTAHHSIM TeNeQOHY; MpaidbHI Ta 1H. BUMAIB
00CIIyrOByBaHHS;

6) HempuOyTKOBUH O13HEC;

7) ycyHyTH IpoOIIeMy;

8) creriaabHy OCBITY B JJaHIM rajysi;

9) cxiIaIHICTh 3aKyMiBENb Y BEIMKUX MacITadax;

10) npupoaHi naHi / 31aTHOCTI;
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11) yuens y nocBigueHoro med-Kyxaps;

12) B paHHbOMY BILIL;

13) cTBOopeHHs Pi3HOOIYHOI IHAYCTPIi TypHU3MY;

14) cTBoproBaT po60di MicCIIs;

15) moTpamuisaT B KaTeropito MajaokBaiihikoBaHOT poOOUO0i CHIIH;
16) mupe Oa)kaHHS TOCTaBUTH PaIiCTh;

17) 3a3HaTH cepiio3HUX 30UTKIB;

18) maTu nepeBary BOJIOJIIHHS 1HO3EMHUMU MOBaMHU;

19) ekoHOMIYHI BUTOJIY BEJIbMU 1CTOTHI;

20) orpuMyBaTH J0JaTKOBUI JTOXII.

7. Complete the table of nouns and adjectives.

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

d) able

e) relevance

f) performance

) responsible
h) availability

) aware

j) suitability

8. 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.
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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
interview?

9) | worked there on a three-month contract but | did well and at the end they offered

me a job.

9. Answer the clues and do the crossword puzzle.

Find the hidden word. The first one has been done for you.

1 p ur ¢ hlajJs i n g
2
3
4
5
6
7
8
9
10
11
12
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1) I 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) 1 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 , S0 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 s in charge of the cleaners and chambermaids, and is responsible for

making sure that the rooms look as they should. (11)

10. 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
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b) where guests eat; 2) Kitchen
c) 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 are 5) Bar

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

11. 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.

12. 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. | 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
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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?

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. | 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.

13. 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.
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14. 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

15. 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
Key Clerk
Chambermaid
Night Clerk
Hall Porter

Head Porter

Switchboard Operator
Floor Attendant

. Storekeeper

© © N o g B~ w DN e

Maintenance Engineer
10. Waiter's Assistant
11. Valet

12. Concierge

16. Read the description and take notes about the details of the job.
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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.
17. Sum up what you've learned about:
a) personality required for doing the job efficiently;

b) the duties of a concierge;

18. 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
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5. maintain e) external companies

6. keep f) guest satisfaction
7. fulfil g) bookings for tours, etc.
8. maximize h) a log-book

PART II

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.

19. Read a CV for Michael Grave, then answer the questions under the CV.
Name: Michael John Grave
Date and place of birth: 2 March 1970, Leytonstone, London

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)
Quialifications: Certificate Is Secondary Education (Mathematics, English, French)
The Certificate In Food Service (1990)
Practical Experience: Bus boy, Park Hotel, Bristol (1987-1988)
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?
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What was his first hotel job?

What foreign language can be spoken?

20. Write a similar CV with the details of your own education and experience. You

may invent the necessary work experience for a strong candidate.

21. 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.

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 | 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, |1 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
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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

22. 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?

23. 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

24. Read the text and be ready to answer the question:

What qualities do you think are needed to work in
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a) the Housekeeping section; b) the maintenance section of a hotel?
As you read, make notes about the following:

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.
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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 and tidy. Obviously, every one of these jobs is different, but they all have one

thing in common — looking after the customer!

25. Use the words in the box to complete this description.
a) advertisement

b) aCV

c) a short list

d) the job title

e) requirements

f) conditions

g) details

h) interview

1) an appointment

K) career
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J) vacancy

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)

26. Read out the text again and retell it.

27. 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, | 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.
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I. Isee, 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...

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 went to 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 got a 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.
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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, | 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 lbex?
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. I must say, your English is very good.
C. English, French, Portuguese and Spanish of course. That was one reason Ibex took
me on.
I. You didn't actually go to Hotel School in Spain, then?
C. In my case, no. | worked in my father's hotel for two years father | 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!

28. 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?
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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?

29. 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.
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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?

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 | could start any time after
the end of April this year.

Rogers: Fine.

30. 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?
31. Read a newspaper article.

Small Hotels Rise Above the Trade Glamour.

Business hotels have an undeserved reputation for blandness and standardization.
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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
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.
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"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.

32. 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 5
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
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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.

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
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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?
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?
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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?

Are 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;
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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.
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
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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.

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

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

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

f) 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?
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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 the because there's too much light
behind it.
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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) | 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.

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
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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.

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...
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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

it is 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 , Wwe 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
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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.

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
. Hotel Melissa. Can | help you?
. Yes, I'd like to make a reservation, please.
. I'll put you through to Reservations. Hold the line, please.
. Reservations, Alex speaking. Can I help you?
. Yes, I'd like to make a reservation.
. Certainly. What name, please?
. Lewis, David Lewis.

. Right, Mr. Lewis, when would you like to stay?

O X O 0 O O T O I

. I'd like to reserve a double room for three nights from the 21st April.
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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 I 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?

. Yes, | will. It's Visa.

. And what is the number?

. Hold on... It's 4335 17136 094

. So that's 4335 171 36 094. And your address?

. 14 St John's Road, London.

R. OK, Mr. Lewis, that's reserved for you. Your reservation number is PS 1462. We

A o 6 10 O

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?
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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-
0O-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
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Method of payment
Credit card No.
Address:
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?
1. Find out when Mr. Harris confirmed his booking.

2. You don't know if Mrs. Thomas has made a reservation.
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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.

© © N o 0 &~ W

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.

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.

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 questions about occupation method of payment and purpose of visit.
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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. Ah yes, 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
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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?

4. How will Mr. Grey find his room?

27. Match the words on the left with definitions on the right.

1) open round the a)a person in charge of atour group

clock

2) room status b) internal telephone number

3) hotel voucher c) 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
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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
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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 I take your home address, please?

It's room 760 in the seventh floor.

Hello.

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.
I'Answer phone and identify yourself
EFind out\l(/:aller’s name

E’:ind out%lates
\%

z'Check availability of rooms Company booking?
\Z \%
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Yes No

EFind out company name ElHas guest stayed before?
Yes</ No
: : A4 :
ElSpemal rates organized ElRetrleve guests history ffer more
i l and offer similar room  expensive room
Yes No
tayed before? ontinue with booking details ake contact

(but also refer to Sales
&Marketing Dep.)

A N
Yes No
E?etrieve guests history |8[Put clients into system Ask for confirmation by credit
(preference, etc.) card (if possible)

E?eserve similar room ElOffer most expensive room Epive reservation number
T_O'lFind out how to be settled (by client/ on account; [I0JAsk for confirmation in

full bill/ room & breakfast only) writing (if not by credit card)
111Take contact details — enter account details

EGive reservation number

T3JAsk for confirmation in writing
ElFinish 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?

G. No, I don't.

R. OK. Just the one night?

G. Yes.
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R
G
R
G
R
G
R
G
R.
G
R
G
R
G
R
G
R

. 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
R
G
R
in
th
G
R
G
R
G

. Here it is.

. Thank you very much.

. Does the rate include breakfast?

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

rough room service at no extra charge.

. OK.

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

. Yes.

. And sign here.

. OK.
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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.

34. Invent a similar situation, some details for yourself and your partner and act

out a dialogue.
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UNIT 6
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.
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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.

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
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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.

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.
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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;
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c) 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
In a hotel, this work is usually carried on under the supervision of an
2) ___isahotel employee who takes care of the housework in the guest room.

3) iIs 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
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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 call | Lift the 1) of your telephone.

2) the required time in hours and minutes using the
3) clock, e.g. 08.15 (8.15a.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.

6. Here are some more hotel services described in a hotel guide:
VALET SERVICE THEATRE TICKETS
SIGHTSEEING HAIRDRESSING

| DOCTOR | PACKED LUNCHES

FOREIGN EXCHANGE

107



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.

c) 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

) to change her room
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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 floor,
water, empty, clean, polish, dust the towels, the toilet, desk tops 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. I didn't notice that. I'll empty it for you.
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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 on the  washbasin.
towels bed.
sheets desk.
telephone directory bathroom.
room service menu bedroom.
television wardrobe.
coat hangers

Reply: Sorry sir/madam, I’ll bring one up for you.

some
Table 2
The bed hasn’t been made.
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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 ’'m  to replace
going to clean it now

to do
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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 1 think.
And the bulb in the bathroom shaving lamp has gone.

M. Have you replaced the bulb?

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 I 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.
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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.

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.
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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.
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"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.

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
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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?

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?

116



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:

IIOCh CEPEHE MiXK TOTENIeM 1 KBapTUPOIO;

pPaxyHKH 3a KOMYHaJIbHI ITOCIYTH 1 TEXOOCIyrOBYBaHHS;
MOCTaYaTH MOCIYTY Ha PI3HUX PIBHSIX SAKOCTI;

Ha BIMIHY BiJ] TOTENIB;

3aMpouIyBaTH KOroch MOrOCTIOBATH;

TpaIUIIHHE JKHUTIIO 1] HAlM;

ICHYIOTh BX€ JIOBTMH Yac;

roJI0OBHA MepeBara;

THYYKICTh TUMYAaCOBHUX Irpadikis;

BCE OUTBII MPUBAOJIMBa MOXKJIIUBICTS;
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HETalHO X;

MDKHApOJHUI PIBEHb 00CIyrOBYBaHHS;

HEe OTp10HO TypOyBaTUCA PO 1HBEHTAP 1 paxyHKax;
CTpaxoBa KOMIIaHIsl MOPCHKUX TEPEBE3CHb;

KOMIIaHis 3 PO3MIIIIECHHS;

nependavaTH 3pOCTaHHS PUHKY;

Maifke He 1CHYE;

3HAaYHa KUIbKICTh TUMYACOBO MPOKUBAIOTH O13HECMEHIB;
NPUITH HA PUHOK;

MoYMHATH (CIpaBa, MPOEKT);

BIJIUyBaTH MOTPeOy B CIIOKIHIHI, 0€3 KIOoMnoTy, 00CTaHOBII];
BiJIuyBaTH ceOe B Oe3Mmelll 1 0TOUEHUM TypOOTOIO;

HE NOTPIOHO MATH CIIPABY 3 KAXJMBHUM AHIIIHCHKUM CAHTEXHIKOM;
MalOTh TEHACHIIII0 00XoquTHucs Ha 25% aelesIie;

B camomy meHTpi CiTi;

BaPTICTh MOCTINHO 3HIKYETHCA.
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UNIT 7
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
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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.

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
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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.
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
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attract banquets. The arrangements for preparing the banquet are normally the job of the
banquet 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?
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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;
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. isaworkshop 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
affairsinahotel. A waiter is one who specializes in service at S.

5. is aplace of entertainment that customarily offers food, drinks, dancing and

SO on.
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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:
IIPOMOHYBATH IIUPOKUHN CIIEKTP MOCIYT;
HAJIaBaTH MOCIYTH KBaJIi(PiKOBAHOTO TEPCOHATY;
HaliMaTH Ha poOOTY JIOJIEH, SIK1 BOJIOAIIOTh KIJTbKOMa 1HO3€MHUMU MOBaMU;
1Ie 0JTHa OCOOJIUBICTH (puca);
YMOBH JIJIs1 BIIIIOYMHKY 1 PO3Bar;
Ha/IaBaTH YMOBU JJIsS BEPXOBOI 13711 Ta BIANOYMHKY Ha BIIKPUTOMY HOBITPI;
AK YacTHHA O13HECY;
3aMpoIIeHHs Ha poOOTY BIJIOMOTO apTHUCTA;
CIIpHsIE XOPOIIIii peKiiami;
KOPHUCTYBATUCS BEJIUKUM TIOIUTOM;
oOMiHIOBaTHUCS 1H(pOpMAIli€IO B AaH1H 00J1acTi;
NOTPIOH1 YMCIIEHHI 3aCO0U 1 YMOBH;
BIJIBIIYBaHICTh JIOCSTAE TUCAY1 a00 OUIbIIE 0CiO;
HE IPUIUMAaTH 10 yBaru;
creliagbHl BUCTABKOBI IUIOIII Ta MPUMIIIEHB JJIs IPOBEACHHS 300DiB;
3a IJIaTHIO;
HOPOJKyBaTH OubIIe Oi3HECY;
B CYNPOBO/II;
MO>KJIMBICTD IITH BiJ] IIOJICHHOI OYI€HHOCTI;
OpraHi3oByBaTH 3'13/11;
BIJIMOB1/IaTH 3a 3aTy4eHHs O13HECY;

YHUCIIEHHUN BUOID;
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3aiiMaTHCsl BUBYEHHSIM MTPOIIO3UIIIi B MOLIYKax OUIbII BUT1IHOT YTOIU;
BECTH MEPErOBOPH MPOTATOM TPUBATIOTO Yacy;
CTaHJApTHI JOTOBIPHI YMOBH;

CTBOPIOBATH MPOOJIEMHU;

HAIUTUB TOCTEH, 110 MPHOYBaIOTh;

BHOCHTH CBI1il BKJIAL;

norpedyBaTUMe JOJIaTKOBUX TPYJOBUX PECypcax;
JOCBITYEH] O(IIliaHTH;

MpaIffoBaTH Ha TUMYACOBIM OCHOBI;

HaKEeTHUM JOroBIp MPO OIJIATy MOCIYT;

BEJIbMU KOHKYPEHTHHI O13HEC;

3aJI0BOJIBHATH CAMHM PI3HOMAHITHI BUMOI'aM

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 gq) overseas
C) refrigerator  h) movies m) viewed

d) local 1) dial n) stock

e) handset J) switchboard 0) account

Early Morning Call Liftthe (1) ___ on your telephone.
(2) ___ therequired 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) _ andaselectionof (5) _ beverages can be
obtained in the (6) in your room. Items will be charged to
your (7) __ ,andthe (8) __ replaced daily.

Tea and Coffee You will find a (9) __ for making tea and coffee in your room.
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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.

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 li?

C.  That's right, madam. The hotel will not take responsibility for valuables left
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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 B. You can get drinks from the bar.

from the bar.

Car parking is available. You can park your car...

10. Now write the sentences to match the sentences given:

A B
1. Soft drinks can be obtained 1.

from the mini-bar.
2. 2. You can get snacks from

room service at any time.
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3. Traveller's cheques can be
cashed at the cashier's desk.

4. A photocopying service is
available at the Business
Centre.

5. Postage stamps...

6. Foreign newspapers are

avertable at the news-stand.

5. You can buy postage stamps
at the sales desk.
6.

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.
Alfred — A; Martin — M

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.
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A.  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.

M.  That's right. Most hotels have that nowadays, and business people certainly
want to be able to dial long distance calls directly.

A.  Talking about business facilities, we should provide better photocopying
facilities. We've been asking guests to hand in any documents for
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. I 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

a) so that quests can...

b) 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?"
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"Can you get gas on the freeways?"

"We can't turn the faucet on."

"Can | make a reservation for the fall?"
"My wife left her purse in the elevator at the subway station."

"Can we have some cookies and candy for the kids sent up to the room?"

He needs to buy some plasters at a chemist.

He wants to make a reservation for the autumn.

His wife left her handbag in the lift at the underground station.
There's something wrong with the tap.

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
flat
car
taxi
tin
sweets
cupboard
biscuit
chemist's
lift
autumn
tap
motorway
rubbish
dustbin

Am E
apartment
automobile

cab

can
candy
closet
cookie

drug-store

elevator

fail
faucet
freeway

garbage / trash

garbage can /

Russian translation
KBapTHpa
aBTOMOOLJTb

TaKcl
KOHCEpBHa OaHKa
IYKEPKH
mkad (Ha KyxHi)
IICYHBO
arTeKa
Tt
OCIHb
KpaH
1oce; aBToTpaca
MyCop

Kop3uHa / Biipo U1 Mycopa
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petrol

post

the cinema
nappy
trousers
wallet

public toilet
crisps
sunglasses
pavement
shop

cooker

tube, underground
van, lorry
holiday

il

return ticket
the city centre
bill

queue
number plate
off-licence
dressing gown

plaster

trash can
gas
mail
movies
diaper
pants
pocketbook
rest room
potato chips
shades
sidewalk
store
stove
subway
truck
vacation
sick

round trip

downtown

check

line

license plate

liquor store

bathrobe
band-aid

OCH3UH
TIOTIITa
KiHOTEaTp
MiATY3HAK
Oproku
OyMaXHUK
Tyajer
KapeHa KapTOoTIs
OKYJISIpH
TpoTyap
Mara3uH
TUIATA
METPO
TPY30BUK
BIJIITYCTKA, KaHIKYJH
XBOpUH

ourer

LOCHTpaJIbHa YaCTHUHA MicTa

PaxyHOK

yepra

HOMEpHa TabJIMYKa Ha aBTOMOO1ITI

JIKEpO-TOPLTYaHUN Mara3uH

JIOMAIIIHII XaJiaT

JIEUKOTUIACTHP

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?

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¢) I 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.

f) 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.

c 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
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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)  projection screen 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,
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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 I 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
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Dr J.

Dr J.

Dr J.

Dr J.

Dr J.

Dr J.

over 450 delegates — that's including the seating in the auditorium. Our
main auditorium seats 350 people.

So, it could hold all our delegates if we had a full session of the
conference?

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.

| 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
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planning to exhibit books and equipment and it provides you with an
area of 30 square metres.
Dr J. 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.
M. 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? | 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.
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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...
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Dr J.

Dr J.

Dr J.

Dr J.

Dr J.

Yes, we'll need that. Our discussions can get rather heated sometimes.
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.

Ah yes, we have, the whiteboard here... Now, is there anything we've
forgotten, do you think?

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.

...or if you get a horrible whine coming through the loudspeakers. Yes,
you're right — we'd better test it. What about the lighting? Can you
show me how it works?

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?

Fine. | think, that's everything. Let's go and test this PA system.

Didn't you say you would need the translation: equipment?

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 ) acoustics
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2) We've got a film projector, but unfortunately we haven't got a ___ to show the film

on.
3) The lecture theatre gets very hotif the _ isn't working.

4) One of our staff-trainers is giving a demonstration to a group of hotel receptionists
this afternoon. We'llneeda __ to record the demonstration.

5) This equipment is so complicated that I've asked fora _ 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.
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
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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
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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;

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 8
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.
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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
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.
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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
in the various restaurants, bars, and shops in the hotel may also be responsible to the ac-

counting office.
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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?
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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:

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;
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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 TOOM: .......cceiviiiiiiie et £80,00 (double)

Luxury / Executive PIUS: ..o £115.00 (double)

SUILE ..viiiiii et erree e seee e ennne INATVIdUALLY priced
Standard discounts:

Weekend rate (Fri/Sator Sat/Sun) ...................ooeel. 15% discount

WeeKIy rate: ......ccooovevieniiiiecie 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.

Free Sale Agents.

147



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?

¢) 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.
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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 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

149



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?

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
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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. $121.25x4 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

¢) 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.

1 Lr a t = 5 [ ] ]
12. Do the puzzle by finding the 2| | 1__{
clues: 3 | J‘
1. Room _ (5) for our regular . l__ i

corporate guests are lower that &

those for individual bookings.

2. In a Visa transaction, give the

guest the top copy of the (7). 10| !
3. I'd like to pay by _ (6) card. Do you accept American Express?

9

4. No, there's no need to pay a _ (7) . You can just leave us your passport 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?
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7. If you have still got the _ (7) . the shop will give you a refund.

8. I've got my guarantee card, but | 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.

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.

c) 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.
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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, I 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.

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) [Ididn't know if the bill had included service.
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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) In which 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?
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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.

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 I 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. l'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...
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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.

b) (The Dalton Hotel). Thereisno __ for children under 12 who ____in
the same room as their parents.

c) (The Park Hotel). There is a rate of £25 which _ dinner, bed and breakfast.

d) (The Phoenix Hotel). Itwill_ you£28 fora roomwith

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.
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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 Russian 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; a reduction of (20% per
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cent); a discount.
Verbs of cost: the room costs £...; the hotel
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. | see. 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...
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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.

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.
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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.

160



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.
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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
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?
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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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UNIT 9
DEALING WITH COMPLAINTS
READING
1. Read and translate the text.

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 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?

Answer 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.
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Question 2

Answer

Question 3

Answer

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 —
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.

While | was staying at a hotel my video camera
was stolen from my room. Is the hotel liable?

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).
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However, providing the hotel owners display a
notice at reception they can limit their liability to
£50 per item or £100 1in 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

responsible for circumstances outside its direct
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control. What can we do?

Answer 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.

Question 6 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 | claim
for the shock and injuries?

Answer 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.

Question 7 When | called to book a room the hotel told me it
would cost more if | wanted to pay by credit card.
Is this legal?

Answer 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
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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.

Question 8 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 I settled up in full. Was
the hotel within its rights to hold my luggage
hostage like this?

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?
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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.

4. Give your explanation of the following:
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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. I 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.

F. And wasn't it?
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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.

And was the room OK?

Yes, it was fine — the bathroom was a bit small, but OK. There were no
towels, though. I 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
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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.

AL

Did you go to another hotel?

W. 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?

F. No!

W. 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!

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.
¢) 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.
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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.
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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.

2) Before saying anything at all, be certain that the guest has completely finished
talking and is not just pausing for breath.

3) A short 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.
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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. I see. 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'm sure. | 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.

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. I don't believe this | demand to see the manager!
Dialogue 2
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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 1 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 3SX

extremely, absolutely, very, terribly, quite.

However, not all combinations of adverb and adjective are possible.
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Make a note of the combinations in the box and use them in the sentences

below:
a)  extremely / very / terribly d) absolutely / quite
annoyed unacceptable
b)  absolutely /quite filthy e) extremely/veryl/terribly
disappointed
c)  absolutely/quite sure f) extremely / very / terribly
sorry
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
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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. Itwas __ 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

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

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
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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 I 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?
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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.
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)
c) | paid the parking attendant to wash my car, but no body has washed it. (wash)
d) I'm sure 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 going to 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;
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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.  Areyou 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?

G. They are large, soft grey leather suitcases with Seaways stickers on them.
Look, | 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

181



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.
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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.

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.
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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

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 I arrived | was treated in an unfriendly manner. I 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.
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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 T 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)

185



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).

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
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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.

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.

187



"Is my accent local or non-local? Do | speak perfect English or might | be a
tourist? Am | 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:
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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?

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 10
DRINKS AND BEVERAGES
READING
1. Read and translate the Text 1.

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.

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 to 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 Kkitchen
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
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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'hoétel), 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.

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 is usually
simpler than the food served in the hotel dining room. Fast food, such as sandwiches or

hamburgers, is customary.
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2. Answer the following questions:
Why is food and beverage service considered to be a major factor in hotel operation?
How can the income from the food and beverage services be increased?
What kinds of food service are offered by department hotels?

What are the responsibilities of the food and beverage" manager?

What other jobs are vital in this area? Why?

What is a chef responsible for?

When is he called the executive chef?

What are the duties of the kitchen helpers? dishwashers?

What people work in the front of the house?

What are the duties of a captain? the wine stuart?

How else are they called? Why are many job titles in French?

How is payment made?

What is the functions of a bar? What does the word mean?

What else can a cocktail lounge offer?

3. 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.

4, Find in the text words or phrases which cor-respond to the following
definitions:
1. A Dbreakfast 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 is-suing food, beverages

and kitchen and dining-room supplies in a hotel food and beverage service department.
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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 cook, 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.

5. Read and translate Text 2:

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 is 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.
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Special employees take the orders and special waiters carry them to the rooms. To
cut down on orders for ice and soft drinks, many hotels nowadays have machines on
each floor to dispense these items.

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 labour-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 in the department have frequent contact with them. These

especially include the dining-room and room service personnel. They must adhere to the
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same standards of hospitality and courtesy as all other employees who meet and talk

with the guests in the hotel.

6. Answer the questions:

How is room service different form providing food in a restaurant?

How is it usually arranged?

What do luxury hotels provide for their guests?

How many kitchens are needed to meet all the requirements of the guests?
Why does the food and beverage department need additional space?

What is a snack bar?

Why are they a prominent feature of resort hotels?

Why is the restaurant business labour-intensive?

Why do employees in the restaurant business have to be friendly and polite?

7. Sum up the information about room service and snack bars from the previous
text. Think and answer:

Do Ukrainian hotels offer high-quality food and beverage service? What do you know
about it?

What happens if guests do not like the food offered by the hotel?

What kind of food is offered to people staying at hotels?

What personnel is employed in the restaurant business?

Is the business profitable? Why?

8. 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 /ﬁ[m.mN

called 'the food and beverage cycle', and Ty recevmG |
involves a considerable number of staff. K _/
There are five sections in the cycle: [PREPARING | [STORING & ISSUING

-

9. Put the jobs into the relevant sections of the chart:
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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

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 ) takes drinks orders, advises on wines

11. Give Ukrainian translation for the jobs on the list.

12. Listed below are the duties of a reception waiter, station waiter, and wine

waiter in a restaurant.

13. 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.
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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.

14. 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
W. I'd like the mixed salad, please, followed by the fondue.
Waiter Sorry, the fondue's off tonight.
W. Oh. What do you recommend, then?
Waiter The veal is very good.
W. Well, I’ll have that then.
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Waiter
M.
W.
M.
Waiter

Waiter
W.

M.
Waiter
Dialogue 3
Waitress
M.

W.
Waitress
W.
Waitress
W.

M.
Waitress
W.

Waitress

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 I 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.

15. Practise the dialogues and perform similar conversations.

16. Four people, Jeff, Pierre, Susan and Helen, have ordered breakfast, but their

orders are jumbled. 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.
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c) 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 youghurt does not drink coffee.

I) The person who wants scrambled eggs has also ordered toast and butter.

17. Act out dialogues using your ideas of who ordered what.

18. Check your answers with the key.

Drinks Food Items
Juice Hot drink 1 2 3
Jeff | orange coffee scrambled eggs  toast butter
Pierre | orange hot chocolate croissants butter fruit youghurt
Susan| orange none fried eggs sausage  mushrooms
Helen' grapefruit tea fried eggs sausage  mushrooms

19. 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)
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C: Thanks.
You: (Order?)

C: Well, I'm not quite sure what to have.
You: (The veal?)

C: All right. I'll have that.

You: (Wine?)

C: Yes. A bottle of house white, please.

You: (Allright?)
C: Yes, thanks. Delicious.

You: (Dessert?)

C: Chocolate soufflé for me, please.
You: (Coffee?)
C: Yes, thanks. That would be nice.

20. 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
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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?

21. Now think of tree dishes that are popular in Russia but that foreign customers

might not know. Write short explanations of what they are.

22. 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?

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?
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Mrs. S.

Mr. S.
Waiter
Mr. S.

Mrs. S.

Waiter

Mrs. S.

Mr. S.
Waiter

Mrs. S.

Mr. S.
Waiter

Mrs. S.

Waiter
Mr. S.

Mrs. S.

Waiter

Mrs. S.

I'd rather have a fish salad with grilled tomatoes, it sounds very good.

Vegetable soup for me, please?

Certainly. And for the main course there's grilled bacon, chicken or steak.

Well, bacon is a bit spicy* for me. I think I’1l have the steak.
Steak for me, too, please.

How would you like them cooked?

| don't like my steaks too underdone. Make mine well done.
Rare for me, please.

Fine. What would you like to go with your steaks?

Chips and a green salad, please.

I'll have chips. And peas, if you have them.

Yes, that's fine. And what would you like to drink?

Bottled beer? Wine?

We like wine better.

We have a very pleasant house wine served by the carafe.*
Yes, | think a carafe of red would do nicely.

It isn't too dry, is it?

No, no. It's a medium wine.

Good. We'll have that then. And also a bottle of mineral water.

23. 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?

24. You have noticed already that many terms related to restaurant business and

meals are of French origin. Why do you think it is so?
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25. Translate some more words and expressions of French origin:
1.a la carte menu 2. gueridon service 3. carafe, ¢pp 4. table d'hote, ¢p

5. hors-d'oeuvre, ¢p. 6. aperitif, ¢p.

26. 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.
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27. 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?

28. 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.

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, | 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,
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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 | 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).

29. 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.

30. Choose the most likely meaning for the following words or expressions:
1. glamorously. A glamorous job is:

a) an active, energetic one;
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2. rectified...

3. yelling:

4. co-ordination:

5. deference:

6. the order of
the day:

7. summoned:

31. 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.

When is it normal to give tips in Ukraine? Which people do you always tip?

b) an exciting, attractive one;

¢) 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;

¢) he must pay back the money to the customers

a) working;

b) singing;

¢) 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.
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UNIT 11
CATERING FUNCTIONING

READING

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.
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.
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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
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’hdte menu restaurants with fixed-priced menus, a set number of

courses with choices within each course, are a cheaper alternative. Items on the menu
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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’hote 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?
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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.

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
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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’hétel), 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.

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.
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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.
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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.

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.
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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:

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

10. Complete the sentences with the correct form of these words.
bar beverages caf¢  provision  reception

profit  subsidized eatin takeaway

1 It's really expensive to at our local restaurant because you have to pay

a service charge.
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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 | 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

b

class cabins of this train serving hot and cold snacks and

6 ‘Let's geta 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)

* Whar kind of restaurants are available in your area? [Jalacarte [Jgourmet [ rable d’hbte
[ specialist (please specify) ey [ ethnic (please specify) -
[ fast food outlets (please specify) [ other (please specify)

» Is the service good? [ Yes, usually. [J Not always. [ Sometimes. [ Not usually.

* How much does an average meal cost?

* Are they easy to reach using public transport?  [] Yes, they are.  [] Yes, some are. [] 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 [J 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?

*» What catering services do you think are missing in your area?

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.

215



3. isthe 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. ____isan 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. isan 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 . Thedutiesofthe  andthe  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 iscalled
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
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W —a women

Waiter

Waiter
Waiter
M.
W.
M.
Waiter

W.
Waiter
W.
Waiter
W.
Waiter
W.
Waiter
M.
W.
M.
Waiter

Waiter

I've already decided what | want.
What's that?
I'm going to have the fondue. It's delicious here.
I'm sorry, sir, the fondue's off.
Really? In that case, let me think— I'll have the pork medallions.
| think I'll have the same.
And we'll have a bottle of Chablis.
Very well, sir. Thank you very much
Would you like any desserts?
Yes, I'd like some chocolate ice-cream, please.
Just a coffee for me, please.
Make that two coffees.
Thank you.
Dialogue 2
Could we possibly order, please?
Certainly.
I'd like the mixed salad, please, followed by the fondue.
Sorry, the fondue 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 could bring us the wine list, though?

Yes, of course.

Are you ready to order dessert?
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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. 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.

c) 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.
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[) The person who wants scrambled eggs has also ordered toast and butter.

17. Act out dialogues using your ideas of who ordered what

WRITING

18. 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...

219



YACTHHA 3. )
METOAUYHI PEKOMEHJAIIIL 3 OPTAHI3ALIIl CAMOCTIMHOI POBOTU
CTYJAEHTIB

PART 3.
STUDENTS’ SELF-DIRECTED ACTIVITY ORGANIZATION GUIDE
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3.1. GRAMMAR

PASSIVE VOICE

to be (y morpibHiii ¢popmi) + Past Participle

Tense Active Voice Passive Voice
He writes a new play every A new play is written by him
Present _ _ ] )
time the theatre asks for it. | every time the theatre asks for it.
Simple 5 He wrote a new play last A new play was written by him
ast
month. last month.
Future He will write a new play A new play will be written by
some day. him some day.
He is writing a new play A new play is being written by
Present _
now. him now.
Conti- 5 He was writing a new play | A new play was being written by
ast
nuous when we came to see him. him when we came to see him.
He will be writing a new
Future _ He earcusacmucs
play on holiday.
He has just written a new A new play has just been
Present ) )
play. written by him.
Perfect 5 He had written a new play | A new play had been written by
ast
by then. him by then.
) ) A new play will have been
He will have written a new _ _
Future written by him by the end of the
play by the end of the year.
year.
He has been writing a new
Present ) He sorcusaemocsa
play since last Monday.
Perfect He had been writing a new
Conti- Past play for a month when he He sorcusacmuocs
nuous fell ill.
Future | He will have been writing a He eorcusacmuocs
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2015.

new play for 15 years by

Ocoo1ueocmi 6>1CuU6AHHA

[TimMeT macMBHOIO CTaHy MOXKE CTaBaTH

SAK IIpAMHUM, TaK 1 HCIIPAMHUM OOOATKOM.

Serge gave me a pen. —
A pen was given to me by Serg. (npsimuii
JOJATOK).
| was given a pen by Serg. (Hempsimuii

J0JTATOK)

B macuBHOMY CTaH1 HE BXKUBAIOTHCS
JiecioBa cTaHOBHMIIA appear, belong,
consist, cost, depend, exist, detest, have,

lack, fit, owe, matter, doubt i T.m.

The work of the whole group depends on
him.
Strange ideas exist in her mind.

He was lacking in common sense.

B macuBHOMY CTaHi HE BXKUBAIOTHCS
nmiecioBa 3 macuBHUM 3HadueHHAM Sell,
wash, wear, read, bake, clean, reprint i

T. II.

This wine is selling quickly.
These clothes wash well.

Her novel is reprinting already.

HiecnoBa, ki MOTPeOyOTh
NPUIMEHHUKOBOT KOHCTPYKIIii, B
MaCUBHOMY CTaHI MPUIMEHHHUK

30epiraroTh.

They laughed at him. — He was
laughed at.
| can depend on her. — She can be de-
pended on.
We'll look into this matter soon. — This

matter will be looked into soon.

1. Decide whether the sentences
1. They often listen to music.

2. She is reading the newspaper now.

3. These cars are produced in Japan.

4. Alan teaches Geography.

5. German is spoken in Austria.

are written in Active or Passive.

6. Lots of houses were destroyed by the earthquake in 1906.
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7. Henry Ford invented the assembly line.
8. The bus driver was hurt yesterday.
9. You should open your workbooks.

10. This house has been built by my father.

. 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.

2

1

2

3

4

5. He was hit in the eye ... a snowball.

6. The mixture must be stirred ... a fork.
7. In the future big cities will be blocked ... cars.
8. The car will not be repaired ... William.
9. Was this circle drawn ... a pencil?

10.Could the dog be fed ... you?

. 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.

© 00 N O O A W N P W

. 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. | do it every three days.

12. ... that car ... (produce) in Sweden or Italy? How old was it?
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13. My car ... (drive) by a friend of mine tomorrow.
14. Mike and I ... (catch) reading my sister’s diary yesterday.

15. 1 ... (tell) to be quiet at least twice during each lesson. I’'m used to it.

. Introduce correct passive forms of the verb in Present and Past Tenses:
. He ... (offer) a new job last week.

. 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.

O 00 9 &N O B~ W NhD P Bs

. 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.

. Introduce correct passive forms of the verb in Continuous Tenses.
. A lot of new supermarkets ... (build) in Warsaw now.

. The door ... (lock) when I arrived.

I'm sure my house ... (watch) at the moment.

My trousers ... (mend) at the moment.

The cause of the accident ... (investigate) for five months last year.
The ship ... (unload) from 3am till 7pm yesterday.

Her books ... (not/sell) in many bookshops now.
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My letter ... (copy) when I entered the office.
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9. Spanish ... (learn) 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.

6

1

2

3

4

5. After all exams ... (pass), we went on holiday.

6. How ... your ideas ... (receive) since you came back to work.

7. Jack’s flat ... nicely ... (furnish) before he invite us to visit him.
8. ... your town ... (invade) with so many tourists before? No, it is the first time.
9. 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.

12. My street ... (not/sweep) even once since | 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.

7
1
2. That book should ... (give) to Kate on her birthday next week.
3. Helen shouldn't ... (criticize) for her work yesterday.

4

. Umbrellas must ... (leave) in the cloakroom.
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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.

© ©o N o O

It could ... (do) in a different 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.

. 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.

.Icould ... kill in that accident if I hadn’t fastened a seat-belt.
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. 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 I prefer hoovering the flat.

14. Jane shouldn’t ... (promise) that car last year.

15. Our journey must ... (plan) carefully before we go.

9. Change the sentences below into the correct passive tense.
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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.
3. 1 went to the showroom but was informed that they had sold all the houses.
I 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. | 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 up in ...
9. Someone stole my bike while I was in the shop.
My bike ... while I 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 I arrived at the cinema I found that the film ... .
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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.
People speak Portuguese in Brazil.

The Government is planning a new road near my house.

My grandfather built this house in 1943.

Picasso was painting Guernica at that time .

The cleaner has cleaned the office .

He had written three books before 1867.

John will tell you later.

By this time tomorrow we will have signed the deal.
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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!

14.1 had cleaned all the windows before the storm.

15.By next year the students will have studied the passive.

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.
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. The battles for liberation had been fighted before the liberation of the Iron Curtain.
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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.

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?
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. 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?

13. Active or passive. Choose the correct tense.
1. They often ... (listen to) music.

2. She ... (read) an e-mail at the moment.

3. Houses ... (build) few months ago.

4. Boys ... (play) soccer every weekend.

5. This room ... (paint) blue now.
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6. Cricket ... (play) in Australia every summer.

7.1... (give) a prize by president right now.

8. We ... (do) our homework last Sunday.

9. The report ... (complete) last Friday at 5 o’clock.

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. I1 nuTaHHs 3a3BUYail OOrOBOPIOIOTHCS MICIS POOOTH.

2. baraTo 6yauHKIB Oyay€ThCs B BallIOMY MICTi?

3. Yu 3HaeTe BH, IO L KHUra Oysa nepekiiajeHa Ha aHIICbKY MOBY TUIbKH JBa POKU
TOMY?

4. MeHe TONPOCWIH JIOMOMOITH HOMY 3aKIHUMTH II0 POOOTY CHOTOJIHI, TOMY 5
MMOBUHEH OYB 3aJUIIUTUCS B YCTAHOBI ITICIIs POOOTH.

5. oMy MOKyTb JIaTH )YpHAJ Y TIOHE/IIOK BPaHIIi.

6. Bam nokasanu Bce, 1110 BU XOTUIA NOAUBHUTUCS?

7. Woro tpeba 3apa3 xe 3HaiiTH,

8. IIpo ueit dhitbm 6arato roBOpsITh.

9. Jlekmii [TerpoBa ciryxaroTh 3 IHTEPECOM.

10. Tpeba 3apa3 xe mociaaTu 3a TOBapuIleM IBaHOBUM.
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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 I 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. T ... 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.

. Modals of Obligation. Put in 'mustn’t' or ‘don't / doesn't have to’.
. We have a lot of work tomorrow. You ... be late.

. You ... tell anyone what I just told you. It's a secret.

. The museum is free. You ... pay to get in.

. John's a millionaire. He ... go to work.

. You can borrow my new dress, but you ... get it dirty.
. We ... miss the train, because it's the last one tonight.

2
1
2
3
4
5. We ... rush. We've got plenty of time.
6
7
8. She ... do this work today, because she can do it tomorrow.
9

. I ... clean the floor today because | cleaned it yesterday.
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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.T... spend too much money today, as I'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.
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. 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.
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. 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.

4. Rewrite the sentences and use the verbs can, may or must.

1. Maybe she will return tonight. - She ... return tonight.

2. Don't stand up! - You ... stand up!

3. I'm sure they will finish it in a minute. - They ... finish it in a minute.

4. There is no need to answer the letter. - You ... answer the letter.
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5. Please, do it for me. - ... you do it for me?

6. I'd like to see your children. - ... I see your children?
7. 1 am not good at football. - I ... play football.

8. Do your homework! - You ... do your homework.

9. Let's take a taxi. - We ... take taxi.

10. Read this book! - You ... read this book.

. Choose the right modal verb in the brackets to fill the gap.
. You ... (must/may) obey the law!

. You ... (must/should) write her a letter.

. ... (Must/May) | smoke ?

. You ... (must/mustn't) drive on the right in Great Britain.

. It ... (must/may) rain this afternoon.

. How ... (must/can) | contact you ?

. You ... (mustn’t/shouldn't) have drunk so much.

. She looks beautiful, she ... (must/could) be a model.
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. 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.

. 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, I hope.

. There's a lot of work to do in the house. You ... help me!

. You ... call him anymore. I have already called him.

6

1

2

3

4

5. She is over there. ... you see her?
6. ... I borrow your pen, please?

7. Teachers ... beat children. It's forbidden.

8. Ican hear some voices. Someone ... be in the house.
9. We ... eat sweets! We are on a diet.

10.You ... buy it on Sunday if you want. The shops are open.
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11.You ... drive me to the station. | can walk.

12.We want to be the best. We ... practise!

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)

maynot” mustnot” don'thaveto” had better not

2. ... bring me a glass of cold water? (Request)

Couldyou" Cantyou” Would you mind” Why don't you
3.1 ... give you a lift to the station. My car broke down yesterday. (Ability)

must not® should not” maynot” can't

4. 1 don't know what to do. — You ... your father for advice. (Suggestion)

are abletoask” could ask® mustask” have to ask

5. He didn't go to the park with us yesterday because he ... write a report. (Necessity)

should” must® hadto” could

6. | left my bag here just five minutes ago. You ... it! (Strong probability)

“ mayhaveseen musthave seen® were abletosee’ could see

7.You ... the bills two weeks ago. (Advice)

“ had better pay”  should pay” oughtto 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” usedto” could

10. You want to call them now? It's already after midnight! They ... (Strong probability)

© mustsleep” shouldsleep” maysleep” must be sleeping

8. Make statements or questions.
1.1 - ask - may - her?
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. he - not - cook - dinner — need.

. round - she - the corner - be - must
. feel - it - they — can?

. We - not - drink - must — this milk.
. can - the - she - violin - play?

. invite - he - may — to the party - us.

. wait - must - | — outside?
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. 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. I 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.

3. I'm not sure I'm going to pass the exam. | don't feel very confident. - I ... 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.
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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.

Bona mana 0 1ie 3HaTH.

Bin He 3Mo3ke mpuiiTH 3aBTpa.

Im He crif Tyau xoauTH.

Bin noBuHeH 1€ 3pooutu cam?
Jle MmoxkHa ipUA0aTH MiAPYIHUK?
IM 0BeOCsS TOBro YeKaTH.

XTO MOXe iX 3yCTpiTh?

BoHna He Ma€ BUXOOUTH 3 KIMHATH.
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Mu MOKEMO TTOrOBOPUTH 3apas?

10. BiH MOBUHEH 3QJIUIITUTHUCS 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. | 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 | 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 bedivided 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 C to 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 beignored 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. 1 am so lucky

a second chance.

A to give B to have been given Ctobegiving 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
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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 1s 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.

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. | 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 3aMMIIATH BIKHO BIIKPUTHM Yd TH XOUeIll, 100 s Horo 3akpuB? 2. Tu
qyB, IO s CKa3zaB, yd MeHI mnoBtopuTu? 3.BoHa ckazana iomy, mo0 BiH 3aKpHUB
yXJsay cTojla Ha Kirod. 4. Miit 6aThbKO J03BOJIMB MEHI B3SATH HOro MammwuHy. 5. S
xouy, 11100 BU 3HAIU IpaBay. 6. Mu He yekaiu, 1o 1po 11e HaM 00’ IBIATH 10 pafio. 7.

Komnu BiH mouyB, 1110 Horo go4ka riade, BIH BCTaB 1 MIIIOB 0 AUTSA4Y0i KiMHaTH. 8. S 6
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XOTIB, 1100 HIXTO HEe OpaB MoiX peueil. 9. BiH He MOMITHUB, SIK MU TiAIAIUIM 10 HBOTO.
10. Mu 6 XOTiH, 00 BU TOCTaBWJIM TOBapH 10 KiHI aunHsA. 11. Bonu He yekanu, mo
fioro 3amuraroTh mpo 1e. 12. batbko xoue, mo6 #Woro cuH yacto OyBaB Ha CBLKOMY
noBiTpi. 13. Mu Biauynu, 1m0 KaBa MOYMHAE KHUIIITH 1 MOCHIIIWIA Ha KyxXHIO. 14,
TepmitT HE MOXYy, KOIW TH BTpydYaemics B Moe xuTTsa. 15. S BimduyBaB, mo moch
pyxanoch, o KiMHATi 1 OOAaYuB BEIMKOrO METENHKA, IO JITaB IMija JOCTpor. 16.
barbku Yapnbza HE H03BONSAIOTh HOMY JUBUTHCS TEIEBI30p MI3HIIIEC JAEB’SATOI TOJAUHHU.
17. Bona nomiTuia, 0 BIH MepenaB 3anucky Ha ciieHy. 18. [loBepHyBIIHCH J0/10MY,
BIH MO0AQYMB,II0 JITH JIIKyBalu cobauky.19. § Bimuyna, mo B MeHe 3 Ayl 3BaJUBCA
kaminb. 20. BoHM mouynu, SK chpaifoBajla HiYHA CHUTHai3aIls, 1 moOaumid JIBOX
OXOPOHIIIB, 0 Oirfu 10 Bxoay B Oank. 21. Mwu BimuyBaiu, 10 Y HbOI'O € MOYYTTS
rymopy. 22. Uepe3 neskuil 9yac BiH MOMITHB, HIO HOro MEpecliaye MOoilneHchKa
mammHa. 23. JlaliTe MeH1 3HaTH Npo Bali maaHu. 24. batbku 3a3BUuail mpenoaararoTh,

10 iX TITH OyAyTh CIyXHAHUMHU. 25. XTO-HEOynb xoue, 100 51 3poduna 6yrepOpoan?

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 (to arrive) in Paris. 14. The plan proved

(to be) a great success. 15. They seem (to wait) for the professor
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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
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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. Bigzomo, mo BiH BEIUKHUM JTIOOUTEIL KHIDKOK. 2. IToBigoMiIstioTs, 1m0 6arato
OyaiBenp OyJo MOLIKOKEHO MIJ] Yac MOXKexkl. 3. BBaxkaroTp, 110 e CTYyIEHT Kpaluii
B HamIii rpymi. 4. Mu 3Hanu, 1o BiH ayxe Xopoopwuii. 5. KaxyTp, 1110 y HOro BelIHKa
KOJIEKIISl KapTHH. 6. 31a€ThCs, L KHUTA AYXKe MOMyJsipHa cepes untadiB. 7. OUiKyOTb,
10 JIOTOBIP MIAMUINYTh y IIATHHIO. 8. OUeBHIHO, BOHHM J0 HAC NPHETHAIOTHCS. 9.
HaBpsan uu s migy Ha Bewipky no Cema. Bin Tak 1 He HanmicnaB 3ampormieHas. 10.
Hamnesno, Bonu noinyts 1poro jita B Ogecy. 11. ManoiiMOBipHO, 1110 BiH BUKOHAE II€
3aBJIaHHS BYACHO. Moro uemae B micti. 12. Bin 060B’43K0BO MIpUiiJie 10 HAC HA BEUYEPIO.
13. HaBpsin, mo0 it 4oJIOBiK JaB rpoliri Ha HOBI yepeBUKU. Bonu 3anaaro gopori. 14,
Hopa BusBMIach TaJaHOBUTOK MiaHICTKON. [i Bech Yac 3ampoLIyIOTh TacTPONIOBATH.
15 .MaOynb, HIMOBIpHO, 110 MapTHEPHU 3roJAThCs Ha Haill ymMoBH. 16. Cxoxe, 1o Oyae
nomr. Ctamo TeMHO 1 XMapu Taki 4opHi. 17. Mama BUMaaKOBO 3HAWILIA MOi JIUCTH,
Hanucani Ponom. 18. BiH BusiBUBCS HallKpaliuM TaHLIBHUKOM Y mikomi. 19. O4ikyroTs,
mo aeneramist npuoyae 3aBTpa. 20. KaxxyTs, 110 BiH THUIIIE 1€ pOMaH BKE TPU POKH.
21. 4 BuUmaakoBO 3yCTpijia CBOIO MOAPYTY MO J0pOo3i gomomy. 22. 3Ma€ThCs, B HE
MOXeTe BHUPIIUTU 10 Tpobiemy. 23. Tpamuimock Tak, IO 3 HaAMU B JITaKy JETIB
BITOMHUI XynokHUK.24. 3naetscs, [larpuk BuUTpaTHB ycl Trpollll Ha HOBI KaceTH.

25.Busgsunocsk, 1110 Malik 3Ha€ JeKijJbKa IHO3EMHUX MOB.
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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) in a
draught. 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

C controlling, watching, being seen

D controlling, watching, seeing
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3. Idon’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
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

since the day

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
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
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

charming fellow

., and she was

8. Did you remember the parcel | gave you? Yes, | remember it a week ago.
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A 1o post, to post

B to post, posting

C posting, to post

D posting, posting

9. I 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

C deny being anywhere, investigating, evidence

D denies to be somewhere, to investigate, evidences

11. Translate into English.

1. KonekimioHyBaHHS MapoK — 1ie Xx0001, SKUM 3aXOILTIOIOTHCS HE TIIBKU JITH. 2.
Onucatu Te, MO0 cTanocs, Oyae Helerko. 3. YMiHHS 3ajlaro/KyBaTH CBOi CIPaBH
YCHIIIHO NPUXOAMUTH 3 MPaKTUKOW. 4. YTpUMaHHS Bif )KUPHOI 1KHU JTy>)KE KOPUCHE O.
Bbyno 6 myxe 1ikaBo BUCIyXaTH 1HITY CTOPOHY. 6. TH HE MPOTH TOrOo, 100 MOIXaTH HAM
3a KOPAOH Ha BIANOYMHOK? 7. BiH po3MOBIB HaM CMIIIHUIA aHEKAOT. Mu He MOrjau He
po3cmiaTuch. 8. 1 MPOmOBXKYIO CHoMiBaTHCS Ha Te, IO BiH mpwitae. 9. [laaiite
BiJIKJIajieMo Haml Bix 131 g0 cyootu. 10. Bona mopanuna sam modyekatu g0 3aBTpa. 11.
Bonu 3anepeuyBanm, mo Bkpanu rpomii. 12. 3amicte Toro, mo6 3aiimatucs, Moiipa
minia Ha KoHmeprt. 13. JIskyro BaM 3a Te, IO JIOMOMOTJIM MEHI JOHECTH Il BaXKKi
Banizu. 14. 4 BubOauunach mepen CyCiIKO 3a Te, 0 He Kymuia i ChOrOAHIIITHBOI
razeru. 15. Kynu mu niemo choroni o6imatu? Tu He 3anmepedyer, Ko MU IiJIeMO B
KkuTacekuiit pecropan? 16. Hespakarouu Ha Te, 1m0 Mepi nmorano cede movyBaia, BOHA

ninuia Ha poOoty. 17. BoHu oapyXuiuck, HIKOMY HIi4Oro He ckaszaBmu. 18. L{i HOX1
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MpU3HAYEH] TUIBKU JIJIs1 Hapi3aHHs 0BoUiB Ta ¢pykTiB. 19. Jloml 3aBaiB HAM 3aKIHYUTH
po6oty B caxy. 20. V¥ CriBa HeMae HISKOTO IIAHCY CKJIACTH iCITUT 3 MateMaTtuku. 21. 5
paaui, 1mo 3ycTpiBcs 3 BamH. 22. S Mana Hamip 3aKiHYMTH CBOIO JIOTIOBiIb y4dopa, aje
MeH1 1e He Baanocs. 23. BiH 3 HeTepmiHHSAM uekaB 3ycTpiui 3 Hew. 24. Bymo tak
cmimHo. 1 He MIr He po3cMiATuch. 25. BoHa 3ampomonyBasia BigBiaTH KapTUHHY
raiiepero. 26. lleit dbinmeM BapTo moguBuTHCh. Bam He MoOXe He cmomgo0aTuch rpa
akTopiB. 27. BiH TepmiTu HE MOXKe, KOJIU HOro XBaliaTh. 28. YoMy BH HACTOIO€TE, 1100
BiH OYB TyT npucyTHiM? 29. CriofiBaroch, 1110 BU HE 3allepedyeTe, SKIIO s TOBOPUTUMY
3 Bamu BigBepTo. 30. [i Mmami He criogobaiock, O BOHA npuiHAIa 110 mporno3uiito. 31.
Mu Hi4oro He MaeMo MPOTH TOTO, 1100 BOHU Moixanu Biapasy. 32. Bin GosBcs, 1m0 s
3MiHIO pimeHHs. 33. MeH1 I1HCHO COPOMHO 3a Te, 1110 sl He MHCaB BaM Tak JOBro. 34.
[Ticnst Toro, sIK BiH J€TaJIbHO BUBYMB MPOTHO3 MOTO/H, BIH CKa3aB, 1110 MOBEPHETHCS JI0

Jlormona. 35. Bam He moTpiOHO 3amepedyBaTH, 10 BOHU CKa3aJiH MPaBIy.

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 | won't smoke in
here.
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3.2. JOJATKOBI BITIPABU HA TIIEPEKJIA /I
Unit 2.

HeoOxigHo mam'ataTu, IO JIFOAU, SKI IOJOPOXKYIOTh 3 OCOOHMCTHMH abo
JTIJTOBUMHU ITUISIMH, MAalOTh PI3HI MOTPEOM, TaK caMO SK BIAPI3HSIIOTHCS BUMOTH 0O
TOTEJII0 y TPYNOBUX Ta IHAUBIIYaIbHUX TYPHUCTIB.

loteni 3 moBHUM HAOOPOM MOCHYT, SKI MOXYTh MOJIISATHUCS Ha TOTEIl THITY
JIFOKC, BUCOKOKJIACHI TOTEJ 1 TOoTeN 3 HAOOPOM OCHOBHHMX MOCIYT, IO 3a0€3MeUyI0Th
came IIMPOKE PO3MAITTS 3ac001B 00CIYrOBYBaHHS 1 3pYYHOCTEH.

Yac Bix 4yacy BCl KaTeropii rotemiB 3 MOBHUM HAO0OpPOM MOCIYT CXWJIbHI J10
HaJMIpHOT MPOMO3uIIii (0COOJMBO TOTENI 3 OCHOBHUM HAOOPOM TOCTYT).

Po3MilieHHsI  €KOHOMIYHOTO  KjIacy OOCIyroBye OOMEXKEHHH  CEerMEeHT
CIIOKMBAYIB 1 HAJa€ OCOOJMBOrO 3HAYCHHS HOMEpaMHU, sIKi KOHKYPYIOTh 3 HOMEpaMu
rOTEJIiB 3 IOBHUM HAOOPOM ITOCHYT.

CnyxOu xapuyBaHHs 1 HamoiB, baHkeTUHT cepio3HO OOMEXKeH1, ajne KOMMaHil
HaroJOUIYIOTh BUCOKY SKICTh MOCIYT, 1110 HA/IaI0ThCSI.

YacTka nepkaBHUX 1 OIOJDKETHHX TOTENIB Cepel TOTENB €KOHOMIYHOTO Kiacy
pOOUTH aKIEHT Ha HU3bKI I[IHU 1 MEHIIII KIMHATH JIJIsl TOCTel a00 MiHIMaJIbHI 3py4HOCTI.
Jlep’aBHi roTen TUMY JIOKC KOMOIHYIOTh MajleHbKHI pO3Mip HOMEpa 3 PO3KIIIHOO
00CTaHOBKOI KIMHATH ISl TOCTEM.

AKIIEHT B TOTENIIX THUIy amapTaMEHTH pPOOUThCA Ha HOMEpH, aje dYacTo
MPOIIOHYIOTHCS TAKOXK TTOCIYTH CITY>KOU XapuyBaHHS 1 HAIOIB.

®diHaHCOBI pe3yJbTaTH MOKA3yIOTh, IIO TOTENISIM 3 MOBHUM HAa0OpOM TMOCIYT
HAHOCUTBCS JY>K€ ICTOTHOI IHIKOAW KOHKYPEHIIE€I0 3 OOKYy TOoTeliB 3 OOMEKEHHM
HAaOOPOM MOCHYT.

lotenmi nmg BIANIOYMHKY TpU3HAYEHI Ui TMOJOPOXI 1 TOBHHHI HaJaBaTH
ITUPOKHUHN CIIEKTP PO3Bar i BUJIB AiSIIILHOCTI.

Taiimiiepu CTalOTh OKPEMUM BHUAOM MOCIYT, MPOIMOHOBAHUX TOTEIbHUMHU
KOMIIaHISIMH, SKUH XapaKTEepU3YEThCA OUIBLIO CKIAJAHICTIO 1 OLIbII TPUBAIUM

TEpMIHOM 3000B's13aHb.
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Po3milieHHst B roTensix BUKOHY€E BaXKJIMB1 CYCIUIbHI (QYHKIIII, ane i PyHKIIi He
MOXXYTh OyTH YCHIIIHO peadi3oBaHl JOTH, IOKHA TOTEelIb HE 3MOXE IMpalioBaTH

pUOYTKOBO.

Tpu3ipkoBi nepcrneKTUBH

VY cTonuIgx CBITY MajuX TOTENIB OUIbIIIE, Hi’K BEIMKHX, aje He B MOCKBI.

MockBa Ha 1Mopo3i HOBOI, TJI00AIBHOI MpOrpamMu po3BUTKY Typusmy g0 2010 p
[11o6 BM 3HANM: MIOPIYHO HA CTOJUINO NpUDKIKaOTh noguButHcs 900 tuc. YonoBik,
TOJ1 SIK 3aBJISIKU MPOTPaMi TUNIAHY€EThCS 30UTBIIUTH 1€ YKUCIIO 0 5 MiTH. YOJIOBIK.

I mo6 pgeck pO3MICTUTH MaMOYTHIX TYPHUCTIB, MPOrPaMOI0 BUPIIICHO
IIOJBOITH umcio MichbKHX TOTENiB CEPelHbOrO KIacy - TaK 3BAHMX 2-3-31pKOBHX
MaJiiX TOTEIB.

Y MockBi cborofHi roreniB 0au3bko 140, monoBuHA MycTye 1 HIJIKOM MOriau O
3alHATH HIIY MaJIUX, IPUHICIINA KOPUCTH COO1 1 CBOIM MOTEHIIIMHUM TOCTSIM.

Amxe kpim «Hamionanesy», «Merponons», «Pociin 1 «lIpesungent-I'orentor»
ICHYIOTh, HamNpHWKIad, KoMIuiekc «Momomikuuiiy, «lOHICTBY, «AKaaeMiduHay,
«ApPKTHKay, sIKI BIIMOBIIaIOTh OCHOBHUM BHUMOTaMm 2-3-31pKOBHX T'OTEJIB MO Habopy
MOCITYT, 110 HAJIAFOTHCSA 1 3a IIHAMH Ha I1i TTOCIYTH.

3BuuaiiHo, 3 (opMaabHOI TOYKH 30Dy, JKOJAHA MOCKOBCHKA TOTENh HE MOXE
Ha3UBaTHUCS MaJIOl B CHJIy CBOTO PO3MIpy. 3arajibHONPUUHSITO, 10 B MaJIoi HE OUIbII
150 HomepiB. AJle MU 3BUKJIM JKUTH 1 OyAyBaTH MO-KPYIMHOMY, 1 T€, III0 B YCbOMY CBITI
Ha3UBA€EThCS CepeliHbOi Ta Benukoi roteneM (Big 300 mo 600 HOMepiB), y HAC TaMm HE €
Mana. AJe sk JIeriie 3pyiHyBaTu OyJIMHOK, HIX BiIpecTaBpyBaTH HOro, Tak 1 mpoCTile
noOynyBaTH HOBUU TOTeNb, HIK PO3AUIMTH OJIHY BEJIUKY Ha Kilbka momenme. Jlaem
mMotei!

Sk BU B)K€ BCTHUIJIM 37]0TaJaTHCs, 32 HOBOIO MporpaMmoro B MockBi moOyayOTh
MaJii TOTeJ1, BUXOSIYM B TIEPITYy YepTy 3 3arajlbHONPUHHATHX cTaHaapTiB. Lle OyayTh 1
MOTeNl, 1 KEMIIIHTHd, 1 MpOocTO Toreli. BoHM He TUIbKH «ChHOPMYIOTH JUIOBY 1

TYPUCTCBKY TPHUBAOIMBICTH MiICTa, ajieé 1 MOCHPHUSIOTH PO3BUTKY Majoro Oi3HECY,
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CTBOPEHHIO HOBHMX pOOOYMX MiCllb Yy cdepi MOCIYr, 3pOCTaHHS HAAXOMKEHb 0
OI0JIKETY MICTa 1 MYHIITUTIATbHI OIOKETH.

3 TuM, 10 HOBI OyAIBIl POPMYIOTH MICBKE CEPEIOBHILE, CIIEPEYATUCS HIXTO HE
Oyzae. A ot o0 6i3HecCy, TaKk BUSHAUEHHS «MaJuil» - Ay’Ke YMOBHE.

VY BChOMYy CBITI Maji roTefi - 1ie B MepIly 4epry HeBEIUKHiA, CiIMeiiHUI Oi3Hec.
Ane y Hac Manuil - 3HAUUTh, 10 CKJIAJAETHCS 3 JIEKUIbKOX MAalOBUKIB, OJHUM 3 SIKUX
HEOJMIHHO € MICTO, IHIIMM - $Kach BiJloMa TYpUCTHYHA KOMIIAHIS, a TPETIM
013HECMEH, TPUUOMY BEIUKUH, TOMY K MaJIECHbKOMY I'pOIIEH HE BUCTAUYUTh, 11100 Opatu
y4acTh y MICBKIH TIporpami .

IITo cTocyeTbes CTBOPEHHSI HOBUX POOOYMX MiCIlb, TAaK L€ 1€ OUIbII YMOBHO.
bararo roreniB B MOCKBI peKOHCTPYIOETHCSI, YACTUHA 3aKPUBAETHCS, 110 3BUIBHUIUCS
KaJIpy MICJIsl NEPEniAIrOTOBKY Nepen0avaeThes 3a11TH B MaIMX rotessix. Tak 6arato uu
BUIAJIe HOBUX POOOYMX MICIIb?

Yu He kpame Oyno cropsMyBaTH BHUAUIEHI PECypcH Ha CTBOPEHHSA B YXKe
ICHYFOUMX TOTEJISX TMaHCIOHIB JJIS MOCTIHHUX KITIEHTIB.

[le 1 migTpumka Majoro Oi3Hecy, 1 MIATPUMKA MOCKBUYIB, SIKI HE MAalOTh
MOCTIMHOTO KUTJIA 1 BUMYIIIEHUX OPEHAYBAaTH HOro 3a yumaii rpoimri. Takux B MockBi
ayxe Oararo - I'aTa 4acTHHA B1J] 3araJIbHOTO YUCJIa MOCKBUYIB.

Tak nmpuitHATO B €Bporenchkux cToiuix. Yomy He 3poOutu Tak B MoCKBi?
Tum Oinbine, mo Ha 1,8 muH. Jlon. Bike BUTpaueHMX Ha Mporpamu Tpolied, MoXHa
Oyso 6 miATpUMAaTH BiJipasy KUIbKa ICHYFOUUX T'OTENIB.

(3a maTepiasiamu razeTu «ApryMeHTH 1 (paKTu»)

Unit 4.

l'onoBHa (pyHKITIS TOTENHHOTO MIAMPUEMCTBA — HAJaHHS THUMYACOBOTO JKHTIIA.
Opranizaiiiina CTpyKTypa BU3HAYA€THCS MPU3HAYEHHSM TOTENIO, il PO3TallyBaHHSI,
crenudikoro rocredt Ta iHmMKUMH (pakropamu. BoHa € BimoOpa)keHHSIM IMOBHOBaXEHb 1
00O0B'sI3KIB, TOKJIQJCHUX Ha KOXKHOTO ii mpariBHHKa. HeoOxiqHO BU3HAYUTH OCHOBHI
CITy>KOH, HasiBH1 B Oy/Ib-IKOMY T'OTEJIi:

- clIy»k0a ynpaBJIiHHS HOMEPHUM (POHIOM;
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- aIMIHICTpaTUBHA CIy»*0a;

- ClIy’k0a TpOMajICbKOT0 XapuyBaHHs; KOMEpIliiiHa c1yk0a;

- IH’KEHEpH1 / TEXHIYHI CIyKO0u;

- TOTIOMDXHI 1 TOJATKOB1 CITYKOH.

Cnyx0a ympaBiiHHS HOMEpPHUM (DOHIOM 3alMA€THCS BUPINICHHAM IUTaHb,
MOB'SI3aHUX 3 OPOHIOBAHHSM HOMEPIB, MPUHOMOM TYPUCTIB, SIKi TPUOYBAIOTh B TOTEINb,
iX peecTpalii€ro Ta po3MIIIEHHSIM 10 HOMEpax, a TaKOX BIAIPABICHHIM J00MY a0o0 110
HACTYIHOT'0 MMYHKTY MaplIpyTy MOJA0POXKI.

Bona Takox 3abe3nedye OOCIYroByBaHHS TYPUCTIB B HOMEpAX, MIATPUMYE
HEOOX1THUI CaHATOPHO-TITE€HIYHUM CTaH HOMEPIB 1 piBEHb KOMQOPTY B KUTIOBUX
MPUMIILICHHSX, 3aMMaEThCA HaJaHHSAM MOOYTOBUX MOCHYT rocTsMm. Jlo ckiamxy ciyxkOu
BXOJIATh JUPEKTOp ab0 MEHEKep 3 eKCIUlyaTalli HOMeEpiB, ciyxk0a npuilomy 1
pO3MILIEHHS, clly’)k0a MOKOIBOK, 00'eJHaHa cepBicHa ciyx0a (1Beiapyu, KOpHIOpHI,
rapZepoOHUKH, CIYXKOOBIII Tapa)kHOTO TOCHOJApCTBA), CiIyxk0a TMOpPThE, Ciyx0a
KOHCBhEPIKA, CITy)K0a OCUIILHUX, THCTIEKTOP 3 MPpUOMpPaHHSI HOMEPIB, CITy)k0a Oe3MeK .

AnMiHICTpaTUBHA Cyk0a BIJINOBIa€ 3a OpraHi3alliio YIpaBIiHHSA BciMa
CIIyk0aMH TOTEIHHOTO KOMIUIEKCY, BUpIIITye (PiHAHCOBI MUTAHHSA, MUTAHHA KaJPOBOTO
3a0€3IeUeHHs, 3aiMaEThCSI CTBOPEHHSAM 1 MIATPUMKOIO HEOOXITHUX YMOB Tparli s
MepPCOHAITY TOTENI0, KOHTPOIIOE JOTPUMAHHS BCTAHOBJICHUX HOPM 1 MPaBWI 3 OXOPOHHU
npaili, BApOOHUYOI CaHITapli Ta MPOTUIIOKEKHOTO Ta €KoJoriyHoi Oe3neku. CiyxoOa
BKJIIOUA€E CeKpeTapiar, (piHaHCOBY CIyXO0y, KaJIpoBy CIIy>KO0y, €Kojora Ta iHCIEKTopa 3
MIPOTHUIIOKEKHOI OE3MEKH 1 TEXHIKU OE3MEKH.

Komepmiiina ciyx0a 3aiiMaeTbcs MUTAHHSIMH OINEPATUBHOTO 1 CTPATEri4HOTO
IUTAHYBaHHS, a TAKOX aHAJI3ye Pe3ylbTaTH rOCMONAPChKOi 1 piHaHCOBOT AisibHOCTI. [0
il ckiTamy 3a3BUYail BXOAUTH KOMEPIIMHUI AUPEKTOP 1 CITy)k0a MapKETHHTY.

[mxenepHi (TeXHIYH1) CIIyKOHW CTBOPIOIOTh YMOBHU JIJisi PYHKITIOHYBaHHSI CUCTEM
KOHIUI[IOHYBaHHS, TETJIONOCTaYaHHS, CaHITapHO-TEXHIYHOTO oOJaHaHHS,
CIICKTPOTEXHIYHUX MPHUCTPOIB, CIYKO PEMOHTY 1 OyJIBHUIITBA, CUCTEM TejeOadeHHs 1
3B'A3KY.

JlomoMixkH1 CIIy»KOU 3a0e3MeuyloTh Mpolec POoOOTH TOTEIBHOTO KOMILIEKCY,
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MIPOTIOHYIOYH TOCIYTH MpalibHI, KPaBeIbKOi, OUTM3HAHUHN CITY>KO, CIIy>KOW NMpUOUpaHHS
MPUMIIIEHb, IOCAYTU CKIAAy Ta 1H.

JlonaTkoBl ciaykOM HanalTh IUIATHI nocayru. Jlo iX ckimagy BXOIATH
nepykapHs, 0aceiiH, cayHa, COJISIpii, CIIOPTUBHI CLIOPY/IH Ta 1HIII TAPO3ILIH.

Cnayx0a TpOMaaChKOro XapuyBaHHS 3a0e3meuye OOCITYroByBaHHSI TOCTEH
MiIPUEMCTBA B peCTOpaHax, kade i 6apax roTento, BUPIINIY€e MUTAaHHS 3 OpTaHi3allii Ta
00CIyroByBaHHsI OaHKETIB, MPE3EHTAIIIH 1 T.I.

CyyacHuid TOTEIhb — II€ CKIAJHUM, KOMIIGKCHUHW MEXaHI3M, YITKICTh 1
3JIarO/KEHICTh POOOTH SIKOTO 3ajieKUTh BiJ NPaBUIBbHOI 1 €(EKTUBHOI CHCTEMU
ynpasiiHHsg. 106 OyTH KOHKYpPEHTOCTIPOMOKHOIO B CYyYaCHHUX YMOBax, I cUCTeMa
VIOPABIIHHS TOBMHHA OYTHM MPOCTOI0 1 THYYKOIO, HAIUIEHOi, B Mepuly 4epry, Ha
CTBOPEHHS NMPUEMHOI 1 J0OPO3UUIMBOI aTMOCheEpH, siIka Tak MpUBaOIMBaA JJI FOCTEH

T'OTCIIIO.

Unit 5

1. Cnyxb6a mnpuiioMy 1 pO3MIIIEHHS TPAAMIIIIHO HA3UBAETHCS «CIYKOOIO
MEePENHBOTO IJIAHY», OCKUIBKH 0€3IM0CEePEIHBO 3aiMAETHCS TTOCTOSIIBISIMH.

2. IloTpiOHO BiA3HAYMTH, IO HE BCl MAPO3AUIA aJMIHICTpallil 0e3MocepeIHbO
MPAIOIOTh 3 TOCTSIMH.

3. Buau nonomixkHOro oOOCIYrOBYBaHHSI Taki, $IK CIyk0a TIpoMaJChbKOro
XapuyBaHHS, MpalibHI, TEXHIYHE OOCIYrOBYBaHHs, CIy>k0a NPUOMpPAaHHS MNPHUMIIIECHb
HA3MBAIOThCA «CIIYKO00I0 3aAHbOro miany». OpHak, iX cHiBpoOITHUKM (Oo(dimiaHTH,
MOKOTBKH, KPABIi) PETYJISIPHO MAIOTh CIIPaBY 3 TOCTOSIIBISIMH.

4. Criika agMmiHicTpaTopa - 1€ T€ MICIIe B TOTEI, JIe TICTh PEECTPYETHCS, Oepe
KJIIOYl 1 TIOMITY, HABOJAUTH JOBIAKH, OIIady€ pPaxyHKH 1 HaBiTh 37a€ Ha 30epiraHHs
IIHHOCTI.

5. Y ManeHbKOMY roTeni CTiiika MajieHbKa 1, HUMOBIPHO, YKOMIUIEKTOBaHA TUTbKU
OJTHUM a00 JIBOMA MOPTHE.

Koxen 3 HuUX TroToBHMil 1O BUKOHAHHS MOBHOTO jiama3oHy (QYHKIIH, SKUX

BUMArae ricThb.
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6. Criiika agMiHICTpaTopa, SK MPaBWIO, PO3MIIIEHA B XOJIi TOTEII0, 3BIAKU
JIErKO MOTPANUTH B HOMEPH, PECTOpaHH, 0apHu, MarasuHM Ta 1HILI CIY>KOU TOTEINO.

7. dyxke 4acTo XOJI CIYKHTh MICHEM 3YCTpldued 1 BIANOYMHKY IOCTOSUIBIIIB 1
KUTEITIB MiCTa.

8. Y OaraThox rorensix Mmpouec MpUOYTTS rOCTS 3A€THCS MPOCTOIO CIPABOIO.
l'octs BiTaroTh, 1H (Qopmallis MpPo HBOTO TEPEBIPSIETHCS, MPOBOAMTHCS oOIiaTa 1
BUOUPAETHCS HOMEP. BUIBIIICTh TOCTEN MPOXOAATH peecTparlito 6€3 €IUHOT TYMKH PO
CKJIQJIHICTh (DYHKIIIS CIY>KOU MPUMOMY 1 PO3MIILICHHS.

9. ¥V nporeci peectpallii 3'1COBY€ETbCS HasBHICTh a00 BIJICYTHICTh TOTIEPETHHOTO
OpOHIOBAHHS, XapaKTep PO3MIIICHHS. SIKIIO MIATBEPKEHHS HA PO3MIIIEHHS] OTPUMAHO,
TiCTh 3allOBHIOE PEECTPALIHY KapTKy, B SIKId BKa3ye aapecy IMOCTIHHOro Micus
MPOKMBAHHS Ta Oy/b-SKY 1HIIY HEOOX1JHY 1HPOpMALIO.

10. IneanbHa peecTparlisi Wae HEMOMIUYEHOI T'OCTEM, TOMY IO BCSl TOTENb - 1
ciy:x6a mpuiioMy 1 po3MilleHHs - (YHKIIOHYIOTH 3Jaro/pkeHo. Bim ueprosoro,
MapKyBaHHA aBTOMOOLTb, 110 IIBEWIlapa, SKUH BITa€ TOCTSA, BiJ MOCHILHOTO, SKUUN
3BEpTAEThCS 3 OarakeM, 10 MEPCOHANY 3a CTIMKOIO - BCSl CUCTEMa ITOBUHHA IPaIIOBATH
CUHXPOHHO.

11. V Benukux rorensx cTiiika moxke 0ytu 3 20 ab6o OuTble MOPThE, 1 KOKEH
MOPTHE MA€ CTPOTO MEBHY (YHKIIIO. Y KOXXHOTO MOPThE € Ta0IMyKa, sKa BU3HAYAE
Horo ¢yHkIii, 1 mpuOyBalOTh TOCTI 3a3BUYail cami BUOUPAIOTh, /10 SIKOTO TMOPThHE

MIINTH.

Translate from Ukrainian into English:

3a3Buuail mporeaypa peectpaiiii 3AIMCHIOETHCS IIBUAKO, TICTh BKa3ye B
peecTpaliifHiil KapTIli CBOIO aapecy, IM's, MMUCYE i1, a TOPThE BKA3y€E MaTH MPUOYTTS 1
Bini3ay, HOMEp, IiHY 1 CBId TIepcOHaIbHUM KoA. 3 KOoMm'ioTepa OaraTo JaHi
PO3APYKOBYIOTBCS MPOTITOM MOIMEPEAHBOT HOYi, TaK 0 Yac PEECTPAIlii CKOPOUYETHCS.
ITix gac peectpariii ogHOUAaCHO BiIOYBa€ThCs O€3/14 IMOMIIN: TePEeBIPSIETHCA HASIBHICTD
OpoHi; TICThb BITAETHCS; BHU3HAYAIOTHCA a00 TIEPEOIHIOITHCS TMOTPEOH TOCTS;

IMPOBOAUTLECA HEBCIMYKAa PO3MOBA, IIOPTHE IIPOIIOHYE TOCTIO I[OJI&TKOBi IMOCIYIH;
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MEPEBIPSIETHCS OCOOUCTICTh T'OCTS; YTOUHIOETHCS MPAaBWIBHUI 3amuc 1IMEH1 1 ajpecH;
Y3rOJKYEThCSl OYiKyBaHa JaTa BiA'I3[ly; 3allOBHIOETHCS peEecTpalliiiHa KapTka;
MepeBIpseThbCsl  KpeauTHA KapTka. Hapeiri, BUKIMKaHUW TOCWUJIBHUN, 1 TICThb
PO3MIIIIEHUH B HOMEDPI.

Bce 1e - 3Buyaitna po6ora, oiHaK, CIy>KOOBII TOBUHHI 3aJUIATUCS YBAXKHUMHU
710 TICBHUX CUTYaITiH.

[TopThe TOBHMHHI CTEXUTH 3a HOMEpaMH, 3a0pOHBOBAHHMMHU [0 PEKJIAMHUX
OrOJIOLLIEHHSIX, 34 BaydepaMu TYPUCTCbKMX areHTCTB (TICTh OIUIaYy€ IPOXKUBAHHS
TYPUCTCHKOMY areHTCTBY, SIKE 3aMOBJISIIO HOMED), 1 3a CHeLIaIbHUMU LIIHAMH.

ITpoTsirom Bei€l nporenypy NOpThbe€ HE3MIHHO MOBUHEH 3aJIMIIATUCS CIIOKIMHUM
1 1o0po3uwinBuM. Jleski BBaXKarOTh, IO CTaBJICHHS MOPThE - HAWUOLIBII Ba)KJIMBa
YacTHHA BCIET MPOLEAYPHU PeeCTpallli.

[lepen mpUAHATTAM pIlIEHHS, K1 HOMEpU OyIyTh Ha/laHl NPUOYBAIOTh TOCTAM,
HEOOX1/THO 3'ICyBaTH 3aBaHTAKEHHS TOTEN0. TaKoX BU3HAYAETHCS OOCAT OUIKYBaHOTO
3ai3ay. 1li maHi MOXYTh OyTH TIEpETJITHYTI KUTbKa pasiB MpOTSATOM JHs. BpoHIOBaHHS
rapaHTye BUCOKHM PIBEHb BIIEBHEHOCTI, IO CIEIIaJIbHI 3alUTH OYIyTh 3a/J0BOJICHI.
Komu > rorenh mnepenoBHEHa, BCTAHOBIIOETbCS CIHMCOK IMpiopuTery. bpoHb
kepiBHUIITBa, VIP 1 3a0poHbOBaHI 3a37ayieTiib MICISI OYOJIOIOTh CIUCOK IPIOPUTETY.
He3zanexHno Bij mianyBaHHS, KBaTi(h1KOBAaHUI MEHEIKEP 3aBKIM PAaHO BPaHIIl PE3EPBYE
KUJIbKa HOMEPIB Ha Hernepea0aueHnii BUTIAJ0K. Y 10 KaTeropiro BXOASTh allapTaMeHTH,
HOMEPHU Ha BUIAJOK PAHHBOIO MPUOYTTSA, HOMEpa A HEKYypsIIMX, 3a0pOHbOBAHI
KEpPIBHULITBOM.

SIK1I0 TOTENb CHIIBHO MEPENOBHEHA, HABITh CIEIaNbHI 3alIUTH MOXKYTh YEKaTH
3BUTHHEHHST HOMEPiB. BoHM 0hopMIISIIOTHCS CITOYATKy Ha BUTbHI HOMEPH (SKIIIO HOMEpa

BIJIMOBI1IAIOTh BUMOT'aM), 1 TUIBKH ITOTIM Ha 1HIII HOMEPH.

Unit 6
1) Cnyx6a ynpaBiinHs HOMepHUM (DoHIOM 3abe3neuye KoM(MOpPTHE 1 CIIOKIHHE
nepeOyBaHHs TocTell B roTelni. BoHa 3aiiMaeThcss BUPINICHHSM IMUTaHb, MOB'SI3aHUX 3

00CJIyroByBaHHSIM TYPUCTIB B HOMEpaX, MATPUMY€E HEOOXITHUIN CaHITapHO-TIME€HIYHUN
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CTaH HOMEPIB 1 piB€Hb KOMQPOPTY B KUTJIOBUX NPUMILICHHSIX, 3alMA€ThCSl HAJTAHHIM
noOyTOBUX MOCHYT.

2) T'otenp - 1€ MIANPUEMCTBO, SIKE€ MPONOHYE IOCIYTH, IHIIMMHU CJIOBAaMH,
MOCIIYTH € OCHOBHUM TPOJYKTOM 1HAYCTpPii TOCTUHHOCTI. TOMYy BEIWKI TOTEIl MOXXHA
MOPIBHATH 31 CKJIAJHAM TPOMHUCIOBUM IMIAMPUEMCTBOM 31 CKIIQHOIO CHCTEMOIO
YIPABIIHHS 1 BUCOKOKJIACHUM yCTATKyBaHHSIM.

3) I'ocnomapchkuil BIALUT BIAITPA€ OCHOBHY POJb SIK Y BEJMKHUX, TaK 1 B MaJIUX
rorensix. Pi3Huns nuire B ToMy, 1110 B MQJIUX TOTENSIX KUIbKa MOKOIBOK MPAIIOIOTh Mij
yIpaBIiHHIM Oe3MocepeHb0 Tocnoaaps ado HOro ApY>KWHHU, a Y BEJIMKUX TOTENSNX
ICHye oprasizalfiiHa CTPYKTypa, Ha 4Ojl SKOi 3HaAXOJIUTHCS TUPEKTOp 3 eKCIUTyaTarlii
HOMEPIB 3 JEKUIbKOMAa 3aCTyIHUKAMH, $KI OOIMMalTh KEpIBHI MOCAAH BEJIUKUM
KOJIEKTUBOM MTOKOIBOK, MaiiCTPiB 1 pOOITHUKIB MO MPUOUPAHHS NPUMIILIEHb.

4) VYV rorenbHOMY TroCHOJAapCTBI BUKOPHCTOBYETHCS BEJIHMKA PI3HOMAHITHICTb
rOCIIOIAPCHKUX MaTepialliB 1 MPeIMeTiB, TaKUX SIK TMOCTUThHA OUTHW3HA, MOIYIIKH,
PYITHUKY, KaHIEISIPChKI TOBApH, MUIOY1 pedoBUHU 1 T. I1.

5) B 000B'I3kM TOKOIBOK BXOAUTH MPUOMpPAHHS HOMEpIB, 3MiHA MOCTUIBHOI
OUTU3HU, CTUPAHHS MUY 1 YAIIEHHS KWJIMMIB, 3aMiHa PYITHUKIB 1 TPUOUpPAHHS BAHHUX
KiMHaT. BOHU TaKoO>X MOBHHHI CBOEYACHO IMOBIJOMIISITH MIPO BCl O3HAKHU YIIKOJKEHb 1
3HOCY.

6) IHoA1 ToCTI IPOCATH, MO0 X HE TypOyBaH, 1 I ITUX IIJIeH Y BCIX TOTENAX €
crnerianabHl TaOJIWYKH, K1 BUBIIIYIOTHCS 30BHI Ha ABEPHIN pydlli.

7) Binbm Baxkki poOOTH, Takl K MUTTSI BIKOH, MUTTS KWUJIMMIB, 3MiHa IITOP,
npuOUpaHHs TPOMAJACHKUX MPUMIIICHb, TOJIPYBaHHS METAJIEBUX MOBEpXoHb 1 T. I
BUKOHYIOTBCS, SIK TPAaBWIIO, YOJOBIKAMH, OCKLIBKH IIi pOOOTH (I3MYHO BaXKKi IS
KIHOK.

8) TexuiuHe 0OCIyroByBaHHS 3IIUCHIOETHCA I1HKCHEPHHUMH CIy>KOaMU.
CydacHuil roTenb - 1€ CKJIaJHE B TEXHIYHOMY BIJIHOIIEHHI CIOPYJa, /€ € CUCTEMHU
OMaJIeHHs, KOHJIMIIOHYBAaHHS TOBITPsA, JiPTH, ecKanaTopu, CKIAJHE CAHTEXHIYHE
oonmamnanns Ta T. II., SIki BMMararThb MNOCTIMHOTO KOHTPOJIO 3 OOKY (axiBIliB.

3aBIaHHS TEXHIYHUX CIYyX0 B TOMy, 100 HE JOIMycKaTu 300iB B I CKJIAAHIN
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TEXHIYHINA CHCTEMI.

9) Ilpuiersi TepuTopii rOTENIB BUMAratoTh CTUIBKH K YBaru 1 JAOTJISAY, CKUIbKA
1 BHYTpIIIHE 03700seHHs. ToMy iCHYe mITaT CaJiBHUKIB 1 IU3ailHEpiB JaHAWAPTy, SKI
BIIMOBIAAIOTh 3a BCI poOOTH Ha mnpwiermux Teputopisx. CaaiBHUKH 1 JOTJIsmadi
MTOJIMBAIOTh T'a30HH, JIOTISIAAIOTH 32 KBITAMH, JIepeBaMU Ta YarapHHKaMH, IiIpi3aroTh

TpaBy 1 BAKOHYIOTh 1HIII CaJ0BHI pOOOTH.

ArmnapTaMeHTH He Ha OJIUH JCHb.

[Io 3 cebe mpeacraBsaOTh anapT-roreni? Y Pocii rorento s THMYacoBOIO,
ale TPMBAJIOr0 MNPOKMBAHHA BiJOMi JaBHO. IX HasuBamu 3a 4yaciB JlOCTOEBCHKOIO
MpUOYTKOBHMH OyIMHKAaMH. 33 POMaHAMH MH MOXXEMO CYAHTH, SK MPOTIiKajga >KUTTS
MPOCTUX CMEPTHHUX 1] AAXOM JOXIAHUX OyIMHKIB: KHMKKOBI BJJACHUKH TOTENIB OyIH
CKHapa, BOHM THOOWJIM 1 OOpakaju CBOIX IOCTOSUIBbIIB, BUMarajiu IUIaTy BIepen 1
BUTAHSUTM THX, XTO HE MIr BYacHO 3amiaTtuTd. KiMHAaTH B JOXITHUX OyJaHHKAX
BIJIPI3HSUTACS TICHOTOIO 1 yOOTICTIO 0OCTaHOBKH.

VY cydacHiit MOCKBI TeX € roTeii JJis MOCTOSUIBIIB, 10 3HIMAlOTh HOMEPU Ha
TpuBajauil TepMmiH (HaiiBimoMimi «MikHapoaHa-2» abo «I3mainoBo»). Y momioHUX
rOTENSAX TOCTI OTPUMYIOTH 3HHKKY B 3aJIEKHOCTI BiJ] TEPMIHY MPOKUBAHHS - YUM
JIOBIIIE, TUM JICIICBIIIC.

VY anmapramMeHTHHUX TOTEJISIX MOXKHA JKUTH Maike B JIOMalllHiX ymoBax. Ilnoina
Amapt-HoMepiB Ouabllle, HIK B 3BHYAMHUX TOTeNsIX, Ha 25% (cepemHs 1uIomia
OopeHJ0BaHOi KBapTUpH - 60 kB. M).

KpiM cnanpHi B amapraMeHTax 3a3BHYail 3HAXOIUTHCS BITAIbHS 3 Kpiclamu i
JMBAHOM, CEPBAHTOM, HEBEJIMKA KyXHsI 3 IUIMTOI Ta TIOBHHUM HAOOpPOM KyXOHHOTO
TIpUIIAIS.

Kepyroui amaprt-roresniB mparHyTh JO CTBOPEHHS JOMAalIHBOTO 3aTUIIKY IS
CBOiX T'OCTEH, BOHH 3alliKaBJIeHl, 11100 iXHI KIIEHTH JajdeKo BiJ OaThKIBIIMHU BITIyBaIH
cebe koMpopTHO 1 B Oe3melti.

VY anapramMeHTHHX TOTeIsiX MOCKBU 3YMUHSIOTHCS HE TUIBKU SKUTENl Halioi

KpaiHu, a ¥ 1HO3€MHI TPOMAJIIHU: KOMEPCAHTH, CIMEWHI TYPUCTH, JIFOJIH, K1 TMpHUiXaau
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Ha HaBYaHHA, 1 T. JI.

Un ne Oarato rocTed CTONMII 3HAIOTh, III0 B MIBJACHHIA YacTuHI MoOCKBH
pO3TaIIOBaHUI NpUCTOMHUN AmnapT-rorens «OpexoBO», B AKOMY 3yMHUHSAETHCSA LIIKOM
MPUCTOWHA My0JTiKa: CIIOPTCMEHHU, KOMIBOSDKEpH, O13HECMEHU CEPEeNHbOI PYKH 1 HaBITh
MOCKBHUYI, SKI THMYacoOBO 3HIMalOTh B «OpexoBO» KBapPTUPY, OCKIIBKA B CBOEMY
BIIACHOMY OYJIUHKY POOJISTH PEMOHT.

Sk BUrIsgae TUMOBUN >KUTIOBHH OYJAMHOK, YSIBUTH HEBaXXKO. AJjie TrOTelb B
0JIOKOBOMY OYAMHKY YSIBUTH CKJIA HIIIIE.

JlupekTop TOTeN0 BIACHOPYY B3SIBCA 3a CKJIAJIaHHS IUIAHY PEKOHCTPYKIII
rorento. B roreni 3po0miM HACKpi3HI MPOXOAM Ha MOBEpxax, MoOyayBald BECTHUOIOI,
710 OCHOBHOI1 OyniBii npubdyayBanu ¢oite. Ha cboronnimHiit genp B «Opexoo» - 800
Miclb 1 0iau3bko 475 HOMepiB. Y IPOCTOpHX HOMEpax 3'sBUJIACS CydacHa KpacHBI
MeOm. 10 HoMepiB MiABUILEHOT KOM(POPTHOCTI 3pO0JIEH] B CTHI1 3aXiIHUX TOTEINIB, 3
yXWiIoM B MojiepH. Ha Teputopii rorento po3TamioBaHi 3aKpUTa aBTOCTOSIHKA, TEHICHI
KOpPTH, CayHa 1 CaJloH KpacHu.

['oTenb giiicHO 3MiHMIIACS, 3BUYANHUI 0aratornoBEepXOBUM JKUTIOBUN OyIUHOK
MepPETBOPUBCS B KOM(MOpTaOEIbHUN TOTENbh KaTeropii «Tpu 31ipKu».

3a cnoBaMu ii JUPEKTOpa, TOCTAM, SKI MPOBEIM B TOTENl MICsIb, HAJAAIOTHCS
3HAYHI 3H>KKU. YUM JOBIINNA TEPMiH MPOKUBAHHS - TUM ICTOTHIIIE TUCKOHTH.

Kmenram «31 craxeM» aOCOJIOTHO OE3KOIITOBHO BUSIBISIOTHCI JOIATKOBI
npueMHi nociyru. Hanpukmnana, iHO3eMHUM CIM'SIM J0MOMAararoTh BJIAILITYBaTH JITEH B
MOCKOBCBKY IIKOITY.

Jlo peui, maitke 40% mNPOKMBAIOTH CKIAAAIOTh iHO3EMIN. IM mMomo6aeThes
roTenp Ie ¥ TUM, [0 BOHA PO3TalllOBaHAa B KpacuBoMy llapunumHchkoMy mapky, B
€KOJIOTTYHO YHCTOMY pailoHi MockBu.

Mera roremto «OpexoBoy, 3a CIIOBaMHU i1 KEPIBHHKA, CTATH JPYTOI0 JOMIBKOIO
JUISI CBOIX TOCTEMH.

[IpaBna, Ha monmiOHMN «OYIMHOK» MOXYTh PO3paxOBYBAaTH, 3BHUYANHO, JIIOJIU
TUTATOCTIPOMOXH1, SIKUM, CKaXIMO, HECKJIaJHO BUKIACTU B Micslp npuomusHo 600

JI0J1apiB.
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Unit 7

['otenbHuil kKoMIIeKe «KocMOC» 3HAXOAMTHCS B OAHOMY 3 HAaWKpACHBIIIMX 1
€KOJIOTIYHO YHUCTUX paiioHIB MockBH, B 3pydyHOMY KomdopTadeabHOMYy 26-
MOBEPXOBOMY OynuHKY, moOygoBaHoMy B 1979 pomi 3a ¢paHIy3bKUM HPOEKTOM.
['otens posramoBanuii mopyy 3 BBII (Bcepociiiceknii BucraBkoBuii LleHTp) - meHTpOM
J1JI0BOT aKTUBHOCTI 1 MICIIEM ITPOBEJICHHS BUCTABOK 1 (DeCTHBAJIIB.

3 BIKOH TOTEN0 BIIKPUBAETHCS NPEKPACHUN BHUJA Ha HAIlOHAIBHHUM MapK
«Jlocunuii octpiBy 1 boraniunuii ca.

byniensa rorento posramopana B 20 xBuiauH i34 Big YepBonoi miomt 1 B 100
MeTpax BiJl HaWOJMXK4Oi CTaHLIi MeTpo, 1O A03Bois€ 3a 10 XBWIMH AiCcTaTHCS 10
LIEHTPY MICTa, a Moi3/ika B aeponopt 3aiiMe y Bac He Ounbiiie 45 XB.

1700 cBiTIMX 1 MOPOCTOPUX OAHOKIMHATHUX JBOMICHHUX HOMEpiB, 53
KOoM(popTabenbHUX HOMEPIB-JIIOKC 1 6 pO3KIMIHUX alapTaMEeHTIB CKJIaJaloTh HOMEPHUUN
(dhoH TOTENIO.

Bci HoMepu MaloTh BaHHY KIMHATy, KOHIUIIIOHEp, CYNYTHUKOBE 1 KaOeibHe
TenebaueHHs, MPSAMUNA MDKHApOAHUHN TenedoH, pajionpuiiMad, XOJOJAWIbHUK, Mi—Hi-
oap.

VY pectopani «['anaktuka» Bam 3ampononyioTe €Bpomeiicbky 1 Pocilicbky
KyXH1, JIOOMTENl HaI[lOHAJIbHOI KYyXHI CMOXYTh CKYIITYBAaTH HaMKpalll T'py3WHCHKI
CTpaBH B pectopani «Jlapian.

Kasuno «Kocmoc» macte Bam MOkmuBicTH BHUIIPOOYBaTH CBOIO OO, a
JOOUTENIB HIYHOTO JKUTTA 3aBXKAM paji 0aunTu B HIYHOMY Ki1y01 «Colsipuc.

[{imomo6oBo mparioe Oi3HEC-TIEHTpP MPOTMOHYE BC1 BUAM CEKPETAPCHKUX IMOCIYT,
BKJIIOYAIOYM  KOMIT'IOTEp,  MEpeKiaj,  KOMIIOBaHHS  JOKYMEHTalli, TIOCIyTH
MDKHApOIHOTO TeNe(POHHOTO Ta (HAKCUMITBLHOTO 3B'SI3KYy B CydyacHid KOH(]imIeHIIHIN
0OCTaHOBIII.

Konmneprauit 3an1 wma 1000 wmicup mnpomoHye oOJIaJHAaHHS IJII CHHXPOHHOTO
nepeKIiany 1 ay/1io-Bifieo o0aaHaHHS MIXKHAPOIHUX CTaHIAPTIB.

Jlo Bammx mociyr Takox pi3HOMaHITHI 3aJIM JJIsl TIPOBEACHHS KOH(MEpeHIii i

neperopopiB Ha 20-400 mronuna, 6aHKETHI 31, 10 J03BOJISIOTH po3micTuTu 10 1000
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YOJIOBIK, IPUMIIIIEHHS JJIs IPOBEACHHS BUCTABOK 1 MPE3EHTALIIN.

Bu TakoxX MOXeTe CKOpPHCTATHCS IMOCIyraMd CajOHY KpacH, IiJ3€MHOIO
ABTOCTOSIHKOIO; XIMUKUCTKOIO, MPaIbHEI0, MyHKTAaMHU OOMIHY BAaJIFOTH.

Kpim Toro, no Bammx mociyr cyBeHipHI Ta anTedHi KiOCKH, OOyIiHT, (iTHEC-
HEHTp 3 OaceHOM Ta CayHOIO, 3aMOBJICHHSI KBUTKIB Ha BC1 BUJU TPAHCIOPTY, B TeaTp,

EKCKYpCIiHE 1 TPaHCTIOPTHE 00CITYTrOBYBaHHS.

Unit 8

1. HisnpHICT OyIb-SIKOTO TOTEI0 CKJIAJIA€ThCA 3 B3a€EMO3B'SA3aHUX ACIEKTIB,
K1 TIO-PI3HOMY TOEJHYIOTh 1 CTBOPIOIOTH 3arajibHe BPaKEHHS BIJ SKOCTI POOOTH
TOTEIIO.

2. Ha nmepummii mornsia, 6araTo roTeniB HNPOMOHYIOTh JYXKE CXOXHI CIIEKTp
MOCTYT, ajie¢ PI3HUIS TMOJSrae B BAXKO BU3HAUEHUX EJIEMEHTAX, SIKI MPUBAOIIOIOTH
OUTBIITY KUTBKICTh MOCTOSUIBIIIB.

3. IliHOBa KOHKYpEHIlisi HE 3aBXIu ceOe BUIpaBIOBYy€. baraTo mojel roToBi
3ariaTUTU Olbllie, ajie MpU 1bOMY OTPUMATH CIIOBHA 3a CBOi Tpoimi. HeckiHueHHI
3HIDKKH TIEPECTAIOTh 3aJlydaTy CIIOXKUBAYiB, TOMY 1110 BOHU MOYMHAIOTH MiJ03PIOBATH,
1110 3a IIUM KPHUETHCS OLIBII HU3BKY SKICTb.

4. Tlpn THyYKiid cucTeMi OIUIAaTH B IHAYCTPIi TOCTUHHOCTI CTa€ MOXKJIUBUM
CTBOPIOBATH HOBI poOOYl MICIIsl 1 MPUCTOCOBYBATHCS O CYYaCHUX YMOB €KOHOMIUHOI1
IISTIBHOCTI.

5. ImBectumii B OyAIBHUITBO HOBUX TOTEIIB BUMaralTh BeIUYE3HUX
KaIliTaJlOBKIIaJICHb, SIKI OKYMAIOThCS JTUIIIE IPOTSATOM TPUBAJIUX TEPMIiHIB.

6. CHiBBIIHOLIEHHS KUIBKOCTI OOCIYrOBYIOUOrO MEPCOHANY OO0 KIUIbKOCTI
HOMEDIB 3a3BHYal JIy’)KE€ BHCOKA, OCOOJIMBO B TOTENSIX BUIIOI Kareropii. Lle mo3Bomsie
BBa)XAaTH FOTENbHUN O13HEC 1HYCTPI€IO 3 BUCOKUM CTYIIEHEM 3aiHSITOCTI.

7. llpu Haamumky poOovoi cuiiM B KpaiHax, IO PO3BUBAIOTHCS KpaiHaxX iCHYe
nedinuT HEOOXIMHMX MaTeplalbHUX pecypciB, 10 HE J03BOJISE€ PO3BUBATU
TYPUCTUYHUHN O13HEC HAJIC)KHUM YMHOM 1 BUTPABATH B KOPCTKil KOHKYPEHITI].

8. ¥V po3BHMHEHHX KpaiHax OCHOBHA 4YacTKa TOTEIbHUX HOMEpIB MPHUIAJAE HA
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rorenbHuM O13Hec. Lli kpaiHu MarTh OYEBHAHY MepeBary B KOHKYPEHLIi, TOMY IO
JoKepena piHaHCYBaHHS 1 IHBECTHIIIT HabaraTo JOCTYMHIIIE B IUX KpaiHaX.

9. JocnipKeHHs TOTEIbHOro 013HeCy MOKa3yoTh, IO BIAHOCHO MPUOYTKOBOCTI,
MEpEXKeB1 TOTENIB BiCIM pa3iB MPUOYTKOBIIIE OAMHOYHUX.

10. Betyn 10 KOHCOpIiyMy Ja€ MaJIuM TOTEJISIM Macy TepeBar, TOJIOBHE 3 SKHX -
eKOHOMIsI Ha MacmTabax. lle o3Havae, M0 3aMUIIAIOUNUCH HE3AIEKHUM, TOTENb
MIPE/ICTaBICHAa HAa MI>)KHAPOITHOMY PUHKY.

11. ¥V Oyap-sKkomMy THII TOTEIIO0 OyXrajaTepiss € OJHUM 3 TOJOBHUX MiAPO3ILTIB,
BiJIl YITKO1 pOOOTH SIKOT'O 3aJI€KHUTh YCIIX BCHOT'O MIANPHUEMCTBA.

12. V mrrari 6yxranrepii npamrooTh BUCOKOKBaTi(hiKoBaH1 (axiBili, SKi BMIFOTh
y HaUKOPOTIIMH TEPMIH BU3HAYUTH MPOOJIEMHI AUISHKYU 1 IIBUIKO JIKBIAYBAaTH 3001 B
poOOTI.

13. Hiunwmii aynurop npuctynae a0 poootu B 22.45 1 3akiHUye CBii poOouHii
aenb o 7.15. Konu Bce odopMieHHS 3aKiHUEHI, ayIUTOp CKIIAJa€ paxyHKY, sSKi He Oynu
BpaxoBaHi MOMEPEIHIMA 3MIHAMH, MICJIS YOro BiH MABOAWTH MiACYMOK (OanaHc) 3a
100y, BpaxOBYIOYH BC1 BUTPATH 1 IUIATEXKI.

14. Bcix rocteit mpocsTh BKa3aTH KPEAUT TMpH peecTparlii. ['ocTeit, ki miatarh
TOTIBKOIO a00 SK1 BCENSAIOTH MI03PY (SIKIIO Y HUX Majo ab0 Hemae 0araxy), roTeib

MIPOCUTH 3a3/1aJIeT1/Ib OIJIATUTH CBOE TMIEpeOyBaHHS.

Unit 10

[Tinpo3ainu rpomMajchbKOro xap4yyBaHHs, 110 BKJIIOYAlOTh B cebe pecTopaH, kKade,
Oapu, mapo3AiT 3 0OCIyroByBaHHS OaHKETIB 1 KOH(EPEHIliH, a TaKoX XapdoOJIoK
(KyxHI0), 3a0€31e9yI0Th TOCTEH MOCTyraMu XapuyBaHHSI.

KepiBHUK CiykOM TpOMajaChKOTO XapdyBaHHS CKJIaJa€ MeEHI0, 3abe3neuye
MOCTaBKY HEOOXIJHUX BUXIHUX MPOIYKTIB, PO3MOAUIAE MO AUITHKAX OOCIYrOBYIOUYUI
MepCcoHall, KOHTPOJIFOE SKICTh TOTOBOI MPOAYKINI i 00CIYroBYBaHHS, TOTPUMYIOUUCH
NIPH [IbOMY PO3YMHUH PEXHM €KOHOMII.

Koxen Bigmin B ciyx01 Mae CBOro KEpiBHHMKA, BKJIIOYAIOYHM MEHEIKepa 3

00CITyrOBYBaHHS B HOMEpaXx.
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Pecropan sk miapo3di TpoOMaJICbKOTO XapyyBaHHS OOCIYTOBYE TOCTEH 3TiaHO
MEHIO, SIKE € OCHOBOIO Oy/Ib-SIKOT PECTOpPaHHOI KOHIIEIIIii, He3aJIeKHO, IO STKOTO THITY
JaHe TMIJNPUEMCTBO XapuyBaHHS BIJIHOCUTHCS. Benuky poib Mpu LbOMY Bigirpae
npodecionanizsMm MeTpAOTeNIB 1 OQIIiaHTIB, MO 3HAXOAATHCA B OE3MOCEPETHHOMY
KOHTAKTI 3 KJII€EHTaMHU.

byderne abo Oapue oOCIyroByBaHHs IMOJISITA€ B OCHOBHOMY B 3a0e3medyeHH1
KJIIE€HTIB COUPTHUMH HAmosAMH. Y 0apax MOXYTh TaKOX TOTYBAaTHUCA HAMOi IS iX
BXKMBaHHA B pecTopani. Takuii 6ap HOCUTh Ha3BY CEPBICHOTO.

Kyxuss € BUpOOHMYMM 1IEHTPOM. 3aMOBJICHHS Ha BUPOOHHUIITBO KOHKPETHOI
MPONYKINT HAAXOMATh 3 pecTopaHy Bia o@imiaHTiB (Ha OCHOBI CKJIQJICHOTO 1
MIPOTIOHOBAHOTO KJIIEHTaM MEHIO), a TakKoX 3 OaHKETHOro 3aiy, IO IMpalioe 3a
MONEpPEeHIM 3aMOBJICHHSIM.

Kyxapi roryroTs He0OX1JJH1 CTpaBH, a FOJJOBHUM OOOB'SI3KOM KEPIBHUIITBA B LILOMY
CEKTOpl € JWIIe KOHTPOJb 3a I[IHOIO Ta SIKICTIO KIHIEBOTO NpoAyKTy. [Ipm 1pomy
OCHOBHHMM OOJIMYYSIM, Y BEJCHHI SKOTO 3HAXOIWTHCS BUPOOHUIITBO XapuyBaHHS B
roreii, € med-Kyxap.

Ile mromuHa, sika OTpUMalia CHEIladbHy OCBITY, KBali(PIKYeEThCS WOTO SIK
npodecifHOro Kyxaps.

Xoua ynpaBliHCHbKOMY NIEPCOHATY HE MOTPIOHO 3aBXKIU MPUCYTHIN MPU BIAKPUTTI
1 3aKpUTTI MICI[b XapuyBaHHsI, JAESK1 MPOBIAHI CIIBPOOITHUKH, TaKi K Kacup abo med-
Kyxap, MOBUHHI B35TH Ha ceOe BIAMOBIIAIBHICTh 3@ BIIKPUTTS 1 3aKPUTTS IUIONT JIJIs
30epiraHHsl MPOJYKTIB, 3a BKJIOYEHHS CBITJIa 1 YCTaTKyBaHHsS, 3a BCTaHOBJICHHS
KacoBOT'O pericrpa i T.1.

*kk
Ha kanikyan g0 lina Mopo3a
B3uMky THCSYl TypHCTIB TOCHINIAIOTh Ha OaThKIBIIMHY pociiickkoro Jliga
Mopo3za - B Benukuit Ycrtior. BiaBiayroTe Horo pesujeHIlii, orsiaaloTh BOJIOTOACHKI
MOHacTUpi 1 ¢opreli, MICHs 4YOro 3aAar0ThCid MNHUTAHHSAM - Je mnoictu. CrapiioMmy
MOKOJIIHHIO CcTapokuiim Benukoro YcTiora pekoMeHIyIOTh Nepekycutu B «PecTopani

Ha Y CIIEHCBHKOI».
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Bin 00poOinienuii nepeBoM 1 JpamoM, 4Yepe3 1€ MOXOAUTh Ha CIPABXKHIO
POCIHCBKY 3aKyCOUHY (B XOpOIIOMY CEHC1 IIbOro ciioBa). JJist 6axarounx ycamMiTHUTHUCS
€ KaOlHKHU. Y 1IbOMY pecTOpaHi pajsiTh 000B'sI3K0BO cripoOyBaTH M'sico «JIicoBuit ropix»
- BIIOMBHY IIiJ] COYCOM 3 MallOHE3y 1 TOBUEHUX T'OPIXiB.

Jlnst tTux, XTo mpuixaB B Benmukuii YcTor 3 OiTBMH, MIiAAE KyIbTYpHO-
po3BaxkanbHUM 1eHTp «Bogomiity. [liTelt TyT MoOXKHa BiANpaBUTH B OaceitH abo B 3am
IrpoBUX aBTOMAaTIB. THUM 4acoM J0pOCIi MOXKYTh MOTpaTH B OUIbsIpT a00 po3ciaduTucs
B cayHl. Kade 3HaxoauThCcsi Ha mepiioMy MoBepci IEHTPY. Haraaye rnedepy mnepBicHOI
moaunad. [ToBHUE 00111 110 CYCIACTBY 3 ONyIajioM siiepa o01iMaeThes I CiM'T 3 TPhOX
oci6 npubauzHo B 300 pyOmiB.

Tum yacoM MONOAUM JIOASIM MOXHa TOpaauTd Kade-muckoTeky <«Jlxara-
mkara». [IpaBna, BUOIp KiI TyT JHOCUTh CKPOMHHUHM - B Oapi € Hamoi 1 3aKyCKH. 3aTe
MOTAHIIOBATH MOXKHA BJIOCTaJb.

**k*
Mopa Ha myc

CrpyHka niBuniHa, MeHeKep Kade "Fame", po3noBina, 1110 ocTaHHI TCHJICHIIIT B
KOHJUTEPCHKOMY CBITI - 16 MycH. BOHM Jerki i MEHII KaJopiWHi, HIK 3BUYAiTHI
TicTeuka 3 >KUpHUM KpeMoM. DipmoBe Ticteuko "Fame" B dopmi kparuii 3po0iieHo 3
TPHOX IIAPIB MYCY: IIOKOJAJHOr0, KAaBOBOTO 1 BEPIIKOBOro. Fame - TumoBe Micbke
kage. JKuTtda B HbOMY Te4ye IIBHUIKO, JIOJM 3yCTPIYAIOTHCS, PO3MOBIISIOTH 1
pO3XOMAThCA MO CBOiX crpaBax. I cama oOcTaHOBKa mnependaydae AUIOBHM CTWUIIb
CIIJIKYBAaHHS - CKJISIHI CTOJIM, BEJIMKI BIKHA,

B Fame He BnacThcst po3cnabuTHCA - BC1 3alHATI, BCl nocmimanTs. Hezabapom mo
gyerBeprax B Fame mouHyTh IpOBOAUTH KOKTEHIBHI Bedipku. PiBHO 0 9 roamHi Bedopa
OyIyTh TaCUTH CBITJIO 1 CIIBaTH KOKTEWIbHI TiMHU. KyxHs B Kade mpaiftoe 1mijiono00Bo,
1 SIKIO pamToM TOCeped HOYl 3aX04YeThbCsl MOJacyBaTH - HINIO HE 3MOXE IbOMY

MICPCIIKOOUTH.
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