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Mpepucnosue

Hacrosiee yue6HOe mocobue mpenHa3HavyeHo IS CTYyIEHTOB, 00y-
yatoruxcst no crneuuaibHocTsIM 101101 «['oCTUHUYHBIN cepBUC» U
100400 «Typusm». ITocobue cocTtaBieHO B COOTBETCTBUU C TpeOOBa-
HUSIMU (beZiepaIbHOrO roCcyAapcTBEHHOTo 00pa3oBaTeIbHOIO CTaHAAP-
Ta cpeaHero npodeCcCUOHAIBHOTO 00pa30oBaHUsI, MPUMEPHOU MpO-
IpaMMBbI [0 MHOCTPAHHBIM $I3bIKaM U paccuuTaHo Ha 180 yacoB aynu-
TOPHbIX 3aHSITUI (B 3aBUCMMOCTU OT YPOBHSI MOJTOTOBKU CTYJIEHTOB).

Llenb mocobust — pa3BUTHE BCEX COCTABISIIONIMX MHOSI3bIYHOMN
KOMMYHMKATUBHOM KOMIIETCHILIMM CTYAEHTOB (pe4yeBOii, SI3LIKOBOIA,
COLIMOKYJIbTYPHOH, KOMITIEHCATOPHOM, y4eOHO-ITI03HABaTeIbLHOI), a
TakK>Ke MOTHUBALIMS CTYJIEHTOB K JaJIbHEUIIIEMY UCITOJIb30BaHUIO MOJTY-
YEHHbBIX 3HAHUI B IPO(PeCCUOHAIbHOM AeSITeIbHOCTU. YUeOHOEe M0COo-
Oue cocTouT U3 18 ypoKOB U MPUIOXKEHUI, BKIIOYAIOIIUX 00pas3Libl
JIMAJIOTOB, CJI0Bapb NMpodeccuoHalIbHbIX TEPMUHOB U COKpalleHUH 1
IJIOCCApUIA.

Marepuan Kaxaoro ypoka IrnpeaycMaTpuBaeT Mocaea0BaTeIbHOE,
MO3TAHOE U3YYEHUE OMPENCJICHHONW TEeMbl, CBSI3AHHOU C Oyayuieit
JIeSITEIbHOCTBIO CTYJIEHTOB. B OCHOBY YPOKOB MOJIOXXEH MPUHIIUAT pa3-
BUTHS PEUEBON JICSATELHOCTH: YTEHUS U YCTHOM peun. Kaxapiid ypok
BKJTIOYAET:

¢ 0a30BbIe MpPO(ecCHOHATbHO-OPUEHTUPOBAHHBIE TEKCTHI; B paboTe C
TEKCTOM MOXHO HCIOJIb30BaTh CJIEAYIOLINE BUAbI YTCHUS (KOTOPBIC
KJIaCCUULIMPYIOTCS MO CTENEHU MTPOHUKHOBEHMS B TEKCT): TTPOCMOT-
pPOBOE, 03HAKOMUTEJIBHOE, U3yyalolliee, MOMCKOBOE. Bce TEKCThI co-
CTaBJIEHbI HA OCHOBE OPUTMHAJIbHBIX UCTOUHUKOB;

0 TMOCJIETeKCTOBbIE yIIPAXHEHUSI, peIHa3HAYEHHbIE JIJIS1 TPOBEPKU I10-
HUMAaHUS TPOYUTAHHOTO, PACIIUPEHUS CIIOBAPHOIO 3arnaca, akTUBU-
3alus JIEKCUYECKOTO MaTepuaia B MOHOJIOTUYECKOM, TUaTIOrMYeCcKOoi
U NUCbMEHHOM peyn.

ITocnenoBaTeIbHOCTb MPOXOXKIEHUSI YPOKOB MOXET BbIOMpPAThCS
110 YCMOTpeHHMI0 npenogaBatens. OnHaKo peKOMEHAYeTCs COOM0AaTh
0YePeIHOCTD BBITIOJTHEHUS YITPaXKHEHU I BHYTPU KaxK0TO ypoKa.

ITpunoxeHus comepxar cieayliue ClipaBOYHbIe MaTepUaIbl:

0 MOJIeJIM IMAJIOTOB, aAAIITUPOBAHHbBIX K CUTYaLIMSIM peaJibHOTO Ipodec-
CHOHaJIbHOTO 001IeHUsI. CTYyIEeHTbl MOTYT BOCIIOJb30BAThCSl TOTOBBI-
MU IMAJIOTaMU U pa3bIrpaTh UX 0 POJISIM, @ BIIOCJIEACTBUN CMOJIEIUPO-
BaThb CBOM COOCTBEHHbIE JMAJIOTM Ha 3alaHHYIO0, MAKCUMAJIbHO MpU-
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ONMMKeHHYI K MpoheCcCUOHAIbHON CUTyallMud TeMy, YTO B CBOIO
odepenb TOMOXeT c(hOPMUPOBAThH HEOOXOMUMbIE HABBIKA M YMEHMS
npodeccuoHaaIbHOro B3aMMOACCTBYSI HA MHOCTPAHHOM SI3BIKE;
cJioBapb IpoheCCUOHATbLHBIX TEPMUHOB U COKpallleHU (aHIJI0-pyC-
CKHUit);

rioccapuii (aHIJI0-aHTJIMACKUIA).

PaGora mo ocBoeHU10 1 MpaBUIBHOMY UCTOJIb30BAHUIO TEPMUHO-
JIOTWH B 00JTaCTH TOCTUHUYHOTO CEPBHCA M MEXKIYHAPOIHOTO TypU3Ma
CUYUTAETCS BaXKHBIM aCIIEKTOM B 00yYEHUU UHOCTPAHHOMY SI3bIKY, TaK
KaK TEPMMHBI MPEACTaBISIOT cCOO0K OOJBIIMHCTBO MH(MOPMALMOH-
HO-3HAYMMBIX €IMHMI] B JTaHHBIX 00JacTax. CTyaeHThl 3HAKOMSTCS C
TEPMUHAMU U UX COKPAILICHUSIMU B XO/I€ U3YYCHUSI TPAKTUYECKOTO Ma-
Tepuasia Ha 3aHSTUSIX U 3aKPETUISIIOT HaBbIKM UX UCIOJIb30BaHUS MIPU
BBITTOJTHEHU Y TBOPYECKUX KOMMYHUKATHBHBIX 3a1aHUIA.



UNIT 1

The History of the Hospitality Industry

Hotel and restaurant management are bundled together in the industry
known as the hospitality industry. Hospitality comes from the French
word hospice, meaning to take care of those travelling and provide food
and shelter for the weary. The history of the hospitality industry dates back
to early 40BC. Hospitality has changed dramatically through the years in
response to influences of wars, economic fluctuations, and social changes.

The earliest record of the hospitality industry lies with the
Romans. Roman men traveled on business and were the first to travel
for leisure as well. Aftre the disruption of the Roman Empire, much of
the hospitality industry fell to religious orders such as monasteries who
welcomed travelers. With the increased use of the stagecoach, English
travelers stayed in inns, which were actually private homes that pro-
vided a room and meal.

The Renaissance Period marked a new era of the hospitality industry
with the opening of Hotel de Henry IV in 1788. This was the first actual
hotel offering 60 beds to weary travelers. During this period, coffee
houses also became a popular gathering place for communities.

As settlers from all different parts of the world made their way to the
New World (the United States), places to eat, drink and sleep began
appearing throughout the colonies. The French Revolution also
motivated many French to leave their home country and head to the
United States. That time changed and shaped the culinary world, as we
know it today. Escoffier, a world famous chef, created the hierarchy of
chefs, known as the Brigade system that restaurant kitchens still follow
today.

During the 19th century, the explosion of the luxury hotel era began.
Hotels like the Savoy built in London in 1898 and Delmonico’s in New
York City catered to the rich and elite. The early 1900s is known as the
Grand Period of hotels since a great number of large and luxurious hotels
were built during that time. It was also the time when hotels introduced
modern conveniences. In 1880 the Sagamore Hotel on Lake George in
New York was the first to have electricity in all its rooms. The Victoria
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Hotel in Kansas City offered private bathrooms in each room while the
Netherland Hotel in New York City was the first to provide a telephone in
each room.

With the increase and ease of travel, the 20th century brought
many changes and advances to the hospitality industry. Casual dining
became popular and the introduction of franchising allowed such
chains as White Castle, TGI Fridays and Chilis to dominate the
restaurant scene. No longer were restaurants considered a place for
only the rich and elite. Hotels also experienced growth due to mass
tourism, higher salaries and more people living longer and being able
to enjoy their retirement years.

Although the hospitality industry experienced some periods of
downturn its position remains considerably strong.

Vocabulary list

hospitality rocrenpunumMcTBO

to be bundled together 6bITH B3aMOCBSI3aHHBIM
to provide oOecrieurBaTh

weary yCTaBILUIA

increased BO3pOcCIIMii

response OTBET

to influence BIUSTH

leisure OT/IBIX, 1OCYT

inn TaBepHa

to appear MOSIBJISITCS

to create co3maBaTh

hierarchy uepapxus

culinary KyJJMHapHbIA

chef recp-moBap

explosion B3pbIB, OBICTPHII POCT
luxury pockolib

to cater to 00CITy>KMBaTh

to introduce ripeCTaBIATh
convenience y100CTBO

private bathroom BaHHasi KOMHaTa B HOMepe
advance ycriex, mporpecc

to allow mo3BOJIATH

to dominate TOMMHUPOBATh

to consider paccmaTpuBaTh

to experience UCIIBITHIBATD

due to Gmaromapsi, u3-3a

salary 3apruiata

retirement reHCUS

to remain OCTaBaTbCs

1. Ipovumadiime u nepesedume mexcm.



2. Onpedenume, Kakue u3 ymsepxoeHuli coomaemcmayiom co0epxaHuio mexkcma
(True), kakue He coomsemcmsyom (False).

1. Hospitality comes from the French word hospice, meaning to take care
of those travelling and provide for the wealthy.

2. The history of this industry began at the beginning of 40BC.

3. The Renaissance Period marked a new era for the hospitality industry
with the opening of Hotel de Henry VI in 1788.

4. As settlers from all different parts of the world made their way to Ameri-
ca, places to eat, drink and sleep began appearing throughout the colo-
nies.

5. In the 19th century, the outburst of the luxury hotel era began.

6. In 1880, the Sagamore Hotel on Lake George in New York was the last
to have electricity in all its rooms.

7. The increase and ease of travel in the 20th century led to many changes
in the hospitality industry.

3. faiime pa3zsepHymsie omsems! Ha C/1edyoujue 80NPoCsI:

1. What is the hospitality industry?

2. What does the French word “hospice” mean?

3. What factors lead to the changes of the industry?

4. When did it all start?

5. Who were the first travelers?

6. What is the importance of the Renaissance Period?

7. Where did first travelers stay?

8. When did the era of luxury hotels begin?

9. What modern conveniences appeared in the 19 century?
10. What makes the industry remain strong?

4. [Tepesedume Ha pycckull A3biK CedyoWUe BbIPAXeHUA:

1) date back to

2) change dramatically through the years
J) in response to

4) travel on business

5) travel for leisure

6) welcome travelers

7) provide a room and meal

&) cater to the rich and elite

9) introduce modern conveniences

10) bring many changes



5. Halidume 8 mekcme aHenulickue 3KBUBAAEHMbI CEOYIOWUX BbIPAXeHUU U co-
cmasbme € HUMU CB0OU COBCMBeHHble NPedsIoOKeHUA:

1) Hepa3pBIBHO CBSI3aHBI

2) BKOHOMHYEeCKasi HeCTaOMJIbHOCTD

3) peIMrMO3HOE O0IIECTBO

4) 03HaMEHOBAJIM HOBYIO 2Py

5) MOSIBISITBCS BO BCEX KOJIOHUSIX

6) 3aCTaBUJIN MIOKUHYTH POIUHY

7) co3mall uepapxuio IIoBapoB

&) pocT 1 yI00CTBO MEPEABIKEHUS

9) TOMUHUPOBAThH B peCTOPAaHHOM OM3HECe
10) nepexuBana ynamaok

6. Cosmecmume cn108a U3 €80 KOJMIOHKU C UX 3HAYeHUAMU 8 NPasoli KOJIOHKE.

a) someone who goes to live in a place where not
/) management many people live, and starts to make it into a
community

b) knowledge and skill that is gained through time

2) religious spent doing a job or activity

¢) a number of shops, hotels, cinemas etc. owned or

J) increase managed by the same company or person

4) chain d) the role of conducting and supervising a business

e) believing strongly in your religion and carefully

5) settler obeying its rules

f) to become greater or more in size, quantity,
06) experience number, degree, value, intensity, power,
authority, reputation, wealth; to grow

7. 3anonHume nponycku 8 NpednoxeHUsX NOOX00ALUUMU NO CMbICATY CI0BAMU U C/I0-
80COYEMAHUAMU.

management religious increase chains settlers experience

1. We’re looking for someone with (1) as a hotel manager.

2. Some hotels cater to small and large (2) groups and gatherings.

3. Thefirsthotel (3) __ appeared inthe late 30-s of the 20th century in the USA.

4. A small hotel normally consists of a small core (4) team consis-
ting of the General Manager and a few key department managers who
directly handle day-to-day operations.
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5. They are going to (5) the number of suites for the potential
guests of the hotel.

6. The early (6) would have walked into Britain across an an-
cientland bridge that once divided the North Sea from the Atlantic and
connected the country to what is now mainland Europe.

8. 3anosHume nponycku 8 npedoXxeHuUsAX, UCNOb3ys MeKCm.

1. Settlers from all different parts of the world made their way to the New
World (the United States), places to eat, drink and sleep began appea-

ring the colonies.

2. Hotels also experienced growth mass tourism, higher salaries
and more people living longer and being able to enjoy their retirement
years.

3. With the increased use of the stagecoach, English travelers stayed in
inns, which were actually private homes that a room and
meal.

4. Much of the hospitality industry fell to religious orders such as monas-
teries who travelers.

5. Hotel and restaurant management are together in the indu-

stry known as the hospitality industry.

6. Casual dining became popular and the introduction of franchising allo-
wed such chains as White Castle, TGI Fridays and Chilis to
the restaurant scene.

7. It was also the time when hotels introduced modern

9. Cocmasbme npednoxeHus u3 OaHHbIX C108.

1. The Period a era of the hospitality new marked industry Renaissance.

2. The industry record of the Romans hospitality lies earliest with the.

3. The brought advances century changes and to many the industry 20th
hospitality.

4. Coffee also gathering became communities a popular houses place
for.

5. Hotels experienced tourism due to mass growth also.

6. Hospitality from word the comes French hospice.

7. The of this to industry back history early 40BC dates.

10. lipoyumatime mexcm. lpeobpa3sylime c08a 8 KOHYE CMPOK, HANYAMAHHbIE 3a-
271a8HbIMU BYKBAMU, MAK, Ymobbl OHU 2pAMMAMUYeCcKU U IeKCUYecKU coomaem-
cmsosanu codepxaHur mekcma. [lucbMeHHO nepesedume mekcm Ha pycckuli
A3bIK.
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Indian Hospitality Industry

Hospitality industry in India is one of the (1) FAST
growing industries of the country. While there are many

Indian names like Oberoi, Taj, Leela, ITC that have

already (2) a big market share; international CAPTURE
brands are also on a spree of expansion. India has seen a

huge growth in its hospitality sector in recent years.

Almost all the big brands have (3) hundreds to ADD
thousands of new rooms in their room inventory and

most of them have (4) plans for expansion. FAR
Hospitality industry has (5) a fourfold growth SEE

since 2000. One of the important (6) of this REASON
growth is that India has (7) as one the popular EMERGE
business destinationsin South Asia. Growthin IT as well

as India’s potential to become one of the (8) GOOD
tourist destinations in the world (9) all major ATTRACT
global hospitality brands towards India. Today, India

(10) more than 30 hotel brands, which are HOST
(11) even in the small towns of the country. EXPAND

11. lpoyumatime mexkcm. YcmaHosume coomsemcmaue Mex0y 3a20/108KAMU U CO-
OepxaHuem. [TucbMeHHO nepesedume meKCcm Ha PycCKU A3bIK.

A. Europe D. Inns for Travelers
B. Restaurants E. Introduction
C. Modern Hotels

1. Travelers throughout the world have always sought hospitable places to
rest and eat. Although modern hotels feature conveniences such as te-
levisions, en-suite showers and minibars, they fulfil the same purpose
as ancient inns and boarding houses. The history of hotel and restau-
rant management goes back many years but has always involved the
essential concept of hospitality. The term «hospitality» derives from
«hospice», meaning a place of rest for travelers and pilgrims.

2. From the beginning of the 17th century, enterprising individuals built
and developed inns across America to serve the needs of pioneers tra-
veling across the country. These inns initially offered only basic facili-
ties, but then as competition grew, they began providing more
extensive services for those prepared to pay more.

3. Modern hotels, built with the sole purpose of providing hotel accom-
modation, launched in American cities at the end of the 18th century.
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New York’s first hotel, the City Hotel, opened in 1792. At the begin-
ning of the 19th century, America’s first five-star hotel, the Tremont
House in Boston, began welcoming guests. Single or double rooms,
featuring lockable doors, washing bowls and free soap, appealed to we-
althy travelers. Many famous hotels, such as the Waldorf Astoria, ope-
ned in the 1920s. Over the course of the 20th century, business
organizations and corporations took over ownership and management
of most of the large hotels in the country. Hotel management training
courses were originally broad based, but have evolved over the years to
offer more specialized courses for students who plan to work in one of
the many spheres of hospitality management.

4. Originally, simple taverns for travelers served a limited range of food
and drinks in basic surroundings. In 1670, the first American coffee-
house opened in Boston, and served nonalcoholic drinks to customers.
During the 19th century, an increasing number of restaurants opened
acrossthe United States in both cities and towns. Restaurateurs welco-
med the wide availability of commercially frozen food during the
1950s, and this led to more affordable menus. The 1970s heralded the
opening of fast food franchises, still popular today. The skills of restau-
rant managers have changed over the years, and most restaurant chains
and franchises now run their own training programs.

5. In the Middle Ages, European monasteries and abbeys first opened their
doors to offer hospitality to travelers. Over time, business people took over
the management of many of these inns. During the 19th century, the Indu-
strial Revolution heralded the opening of hotels in Europe’s major cities.
The owners of many of these hotels aimed to attract wealthy travelers by
building intricate and ornate buildings. Throughout the 20th century, ho-
telssprang up across Europe in mountain and resort regions. The European
hospitality industry is a growing industry and encourages its managers to
develop an international approach to hotel and restaurant management.

12. [lepesedume nucbMeHHO NPeONoKeHUA Ha AH2AULCKUL A3bIK, UCNO/b3YS CI0BAPS.

1. B aHTUuHbIe BpeMeHa OCHOBHBIMU MOTMBaMM TIEPEIBUKEHUN YacTh
o0lilecTBa ObLIA TOPIOBJISI, OOpa3oBaHUE, MaJOMHUYECTBO, O310-
pOBJIEHUE, UCTIOJTHEHNE TOCYIapCTBEHHBIX (DYHKITUIA.

2. Vcropuueckoe 3apokIeHUe MacCOBOr0 FOCTUHUYHOIO MPOMbIC/a
OepeT cBoe Havaso B JIpeBHeM Pume, rie nosBisieTcsl pa3BeTBIICH -
Hasl CEeTh MOCTOSUIBIX TBOPOB M TaBEPH B ropoaax U BAOJIb JOPOT Or-
poMHoOI TeppuTtopun Pumckoit umnepuu. IlepBble TOCTUHUIIBI
(kapaBaH-capan), Kak U caMa npodeccusi 1o 00CIy>KMBAHUIO ITyTe-
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LLIECTBYIOIIMX JIIOJIH, BOBHUKJIU B 1aJIEKOM ITPOIIIOM, OoJiee ueM 3a
2 TBIC. JIET 10 H.3., B APEBHEBOCTOYHOM LIMBWJIN3AIIAN.

3. CoBpemeH [dpesHeii I'periiu 1 ocodbenno JIpeBHero Puma monyumim
pa3BUTHUE TaBEPHBI, IIpeAHA3HAYEHHBIE JJIST ITyTeIIECTBYIOLINX TOP-
TOBLIEB M apPTUCTOB, MAJIOMHUKOB U CTPAHHUKOB.

4. [IpeBHSISI TOCTMHUIIA COCTOSIA M3 OTPaKICHMS TS JIOIIAAeH U ABYX-
STAXXHOTO 3[1JaHNsI, B KOTOPOM Ha MEPBOM 3TaXe pacrosiaraiach Ta-
BEpHAa, a Ha BTOPOM — CHaJIbHMU.

5. Onoxu PeHneccaHca u [IpocBeleHust ocaaduav peJuruo3Hbie MOTH -
BBI ITyTEILIECTBUIA.

6. AHTIIMIICKME TOCTUHUIIHI IBJISTTACH POJOHAYATbHUKAMY TYPUCTCKUAX
KOMIIJIEKCOB Ha COOTBETCTBYIOIIMX TEM BpeMEeHaM KauyeCTBEHHOM U
KOJIMYECTBEHHOM YPOBHSIX OKa3aHUsl YCJIYT.

7. EBponieiickue mpuaopoXKHbIe TOCTUHUILIBI OTHOBPEMEHHO CITYXKUJIU
LIEHTpaMM pPa3BleYeHUs IJIST MECTHBIX XKUTeJel, B KOTOPBIX OHU
MPOBOAVIIM BpeMsI, ITPeIaBasiCh pa3IMYHbIM a3apTHBIM UTPaM.

&. Bo3HUKHOBEHME ITOCTOSIIBIX ABOPOB B CeBepHOIT AMepuKe ObLIO
CBSI3aHO C MOSIBJICHUEM €BPOITEMCKIUX TTepecesIeHLIEB.

9. Bkonue XIX — Hauane XX B. B KpYIHbIX ropojgax EBpornbl 1 AMepuku
MOSIBUJIMCH POCKOIIIHBIE TOCTUHULIBI, PACCUUTAHHBIE HA YAOBIETBO-
PEHUE CITpoca CO CTOPOHbBI HOBBIX MUJUIMOHEPOB 1 CTApOil 3HATH, JUISI
KOTOPBIX MYTEIIECTBUSI CTAJIM MOIHBIM BPEMSIIIPEITPOBOXKICHUEM.

13. [lpakmuka ycmHol pequ. [Todzomosbme BbicmynieHue HA KOHGEepeHyuu Ha
memy: «Mlcmopus pazgumus 20cmuHU4HoU UHOycmpuu 8 (Ha3BaHue 8bI6PAHHOL
cmpatsl)». B xo0e doknada no mepe Heobxooumocmu ucnons3ylime npusedeH-
Hble HuXe CJ108a U BbIPAXeHUs, Komopsle clenaiom sauie sbicmyneHue 6o/ee
CBA3HbIM U NOC€00BAMEIbHbIM.

13.1. B Hayane OoKnada MOXKHO UCNO/Ib30BAMb BbIPAKEHUS:

First / Now I want (would like) to talk about...
Let’s (now) find out why / how...
Let’s now move to...
As I already indicated, stated, mentioned...
Another aspect / point is that...
As you probably (perhaps) know,...
At the beginning...
It is claimed (stated, indicated) that...
13.2. Ymob6bi coeOUHUMb HECKOTbKO CXOXUX UOeL U/ (haKMOB, MOXHO UCNO/Ib308aMb:

Also...
Moreover...



In addition...
Additionally...

13.3. Ymobbl nepelimu K credyrowemy nyHKmy 8bICMynaeHus, 80CN0/b3ylimecs 00-
Hol u3 credyrowux ¢ppas:

The next point I’d like to make is...
That brings us to...
My next example is...
This leads directly to my next point...
After examining this point, let’s turn to...
13.4. Ymobsl c8A3amb NnpomusonooxHsie udeu, ucnoss3sytime:

But...
However...
On the other hand...
Although...
Furthermore...
Also...
Moreover...
In addition...
Additionally...

13.5. [ina naydwe2o gocnpusmus uHgopmayuu ayoumopueli 80cnosb3ylimeck nosc-
HeHuaMu:

for instance,...
for example,...
13.6. [oBops 06 06WenpuU3HAHHOM hakme, npumMeHslime BbIPaXeHUs:

Everyone knows that...
There can be no doubt that...
Itis a fact that...
Nobody will deny that...
13.7. Euje HecKosIbKO nosie3Hbix ppas:

Consequently...
Up to a point...
Speaking of...
13.8. B 3aknt04umenibHOU 4acmu MOXHO CKA3amb:

All things considered...
Finally...

In conclusion...

Allin all...

As a final point, I’d like to...



UNIT 2

Hotel Services

Hotels operate 24 hours a day providing their guests with
accommodation, catering, entertainment and some other services. For
this operation to be successful, departments must communicate and
work together to provide high quality customer service to the hotel guests.
What goes on behind the scenes should be invisible to hotel visitors, so
that they could enjoy a pleasant stay.

Excellent customer service is to be a hotel business. The two primary
goals of hotels are to make guests comfortable as well asto keep them safe.
Hotels need to implement safety and security measures without making
guests feel uneasy.

In fact, most standard hotels are located in the immediate vicinity of
some tourist attractions so that the guests will have an opportunity to visit
them. Ifthe hotel is located in a city, it should be located near the public
transportation. In addition, the hotel should have a safe and secure
parking lot for the hotel guests to put their cars at overnight. If the hotel is
not located near any local attractions, it will usually provide a shuttle
service to the places which guests might be interested in, for example
malls, restaurants, movie theatres, etc.

Standard hotel rooms are to be clean and safe. Before guests arrive at
the hotel, their rooms should be thoroughly cleaned: linens should be
changed, the bathroom cleaned and the floor vacuumed. The cleanliness
of the room is something that travellers will notice as soon as they walk
into the room.

The door of the hotel room is to be solid and have a good locking
system. It acts as a barrier for both noise from the other guests and
potential intruders. The room door should also have a peephole so that
the guests will be able to see who is outside the door in case somebody
knocks.

Standard hotels will provide guests with many small amenities that
are designed to make their stay as pleasant as possible. Such items as an
ironing board, coffee maker, and refrigerator are available in a standard
room to add some convenience to the staying in the hotel room.
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Standard rooms will also have a television set with satellite TV to
maximize the level of relaxation as well as a telephone and an alarm clock
next to the bed for ease of access. According to Dimensions Guide, a
standard hotel room at an economy hotel is between 300 and 400 square feet.

Hotel guests will appreciate catering service of the hotel
establishments, which is represented by a number of restaurants and bars
that are ready to satisfy a great variety of customers’ tastes.

Other hotel services often include a fitness centre, laundry and
dry-cleaning service,concierge service, car rental, room service,
souvenir shop, resident doctor, beauty salon, babysitting etc. Some
hotels offer organization of business meetings and business services, the
Internet, free Wi- Fi, photocopying, fax etc.

Hotel guests usually expect a certain level of the hotel service and
often will become disgruntled if they feel they are treated as being
unimportant. When provided with excellent customer service, they will
be made to feel special and sure, they want to stay in this hotel again.
Thus, maintaining good client relations is an important part of running a
hotel business. Treating guests like old friends can add a level of comfort
to their stay with you.

Listen and speak to your guests. The best way to assess how well the hotel
is handling hotel services and how the hotel guests are perceiving them is to
speak to the guests.Remember that providing quality products and services
along with excellent customer service and support, you turn a one-time
customer into a lifelong guest. If there is ever a glitch in the interactions with
a client, you can retain that customer by solving the problem to their
satisfaction as quickly as possible. Keeping hotel guests satisfied with the
quality of services provided is a key to running a successful business.

Vocabulary list

customer MOTPEOUTENb
accommodation pa3MmeleHre
catering nmuraHue

entertainment pa3BjieueHUE

vital XXU3HEHHBI

to expect OXXUIaTh

disgruntled B 1JI0XOM HACTPOEHUM, pa3apakeHHbIN
to treat 0OpalllaTbCsl, OTHOCUTHCS
to communicate 001IaTHCS

to provide oGecIieunBaTh

quality KayecTBO

invisible HeBUIAMMBI

parking lot mapkoBka

shuttle service ycayru o nepeBo3ke



linen mocTesibHOE Oesibe

to vacuum IbIJIECOCUTD

cleanliness unctora

intruder He3BaHbIN rOCTh

peephole r1a30K, CMOTpPOBa 1IEb
amenities yno0cTBa

pleasurable npusTHbBIN

ironing board rraguiabHas Jocka

coffee maker KoeBapka

refrigerator XoJI0OAMJIBHUK

satellite TV CrlyTHUKOBOE TeJIEBUIEHUE
security measures Mepbl 0€301TaCHOCTH
to maintain ycTaHaBJIMBaTh

to assess OLIEHUBATh

to perceive BOCIIpUHUMATh

to retain COXpaHsITh, yAEPXKUBATh

to solve a problem peraTh mpoodiemMy
satisfaction y10BJ1€TBOpEeHUE

llpo4umatime u nepesedume mexkcm.

Onpedenume 8 kaxdoli u3 yemsipex 2pynn npedJioxeHue, COomsemcmayioLyee co-
OepxaHuio mekcma.

1. a. The Hotel industry provides its guests with bedrooms, meals and lei-
sure activities.

b. The Hotel industry provides its customers with accommodation and
business services.

c. The Hotel industry provides its guests with bedrooms, quality products
and business services.

2. a. Hotel visitors can enjoy a pleasant stay if there are no invisible scenes
in the hotel.

b. Hotel visitors should see everything what is going on behind the scenes,
so that they can enjoy a pleasant stay.

c. Hotel visitors can enjoy a pleasant stay in the hotel because they do not
see what is going on behind the scenes.

3. a. Catering is an important aspect of hotel business.
b. Catering is a beneficial part of hotel services.
¢. Caring is an essential part of hotel services.

4. a. Keeping guests unsatisfied is a key to running a successful busi-
ness.

b. Keeping customers pleased is a key to running a successful business.

¢. Keeping guests satisfied is a key to ruining a successful business.

18



3. [latime pa3sepHymsie omgems! Ha cedyOu4Ue BONPOCHI:

1. What does the Hotel industry provide its customers with?

2. What are the guests’ expectations?

3. What does a successful operation of the hotel depend on?

4. Why are most of standard hotels located in the city centers?

5. What are standard room requirements?

6. What amenities are available in standard hotels?

7. What are the two primary goals of hotels?

& What is the best way to maintain good client relations?

9. What helps the hotel to turn a one-time customer into a lifelong
one?

10. What services make staying at the hotel comfortable?

4. [lepesedume Ha pyccKull A3bIK Cedyioujue BbIPaXeHUs:

1) provide customers with accommodation
2) expect a certain level of service

3) enjoy a pleasant stay

4) have an opportunity to do smth.

5) shuttle service

6) change linen

7) vacuum the floor

&) be available for

9) make guests comfortable

10) treat guests like old friends

5. Hatidume 8 mexkcme aHanulicKue 3KBUBAIEHMbI CIEOYIOUUX BbIDAXEHUU U CO-
cmasbme ¢ HUMU CBOU COBCMBeHHblEe NPeosIoKeHUsA:

1) onpeneeHHbBIN yPOBEHb OOCTY>KMBAHUSI

2) paborathb cooO111a

J3) obecrieurBaTh KaueCTBEHHOE 00CTY>KMBaHUE TOCTEN
4) 6ezomnacHas mapkKoBKa

5) MeCTHBIE TOCTONPUMEYaTeIbHOCTH

6) YMCTOTa B HOMEPE

7) taauibHas 10cKa

&) cmyTHUKOBOE TeJIeBUIAECHUE

9) Mepbl 6€30MaCHOCTH

10) npeycnieBaHue B OU3HeCe



6. Cosmecmume cn108a U3 1€80U KOJIOHKU C UX 3HAYEHUAMU U3 NPasgol KOJOHKU:

1) linen a) things that make life easier or more comfortable

b) things made of cloth and used in the house, such as
sheets and tablecloths

3) amenities  c¢) to think that something will happen

2) opportunity

d) to consider carefully a situation, person, or problem

4) expect in order to make a judgment

5) include e) achance to do something, or a situation in which it is
easy for you to do something

06) assess /) to contain someone or something as a part

7. 3anosHume nponycKu 8 npeonoeHUsx NOOX00AUUMU NO CMbICAY CI0BAMU U CJ10-
80COYEMAHUAMU.

| linens  opportunity amenities expect includes assess

1. They stay in this hotel at every(1) .
2. The new hotel at one London’s skyscrapers offers rooms with a view —
but it isn’t always what guests (2)

3. The price (3) dinner, bed, and breakfast.

4. The hotel is equipped with the latest room (4) , communica-
tion and conference technology to keep guests in touch with theirworld.

5. The chambermaid will come in and change the (5) while you
are out of your room.

6. Customers will always (6) the quality of hotel services.

8. 3anonHume nponycku 8 NPeoanoKeHusx, UCNO/Ib3Ys meKcm.

1. For this operation to be successful, departments must and
work together to provide quality customer service to the guests.

2. Most standard hotels are located near an area that has some
so that the guests have an opportunity to visit them.

3. The hotel should have a safe and secure for people to put their
cars at overnight.
4. Many standard hotel rooms will have a TV to maximize the

level of comfort and relaxation.
5. Ifthe hotel is not located near any local attractions then it will provide a
service to these areas.

6. Hotels need to implement safety and security without making
guests feel uneasy.
7. Maintaining good client relations isan important part of abusiness.
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9. Cocmasbme npednoxeHus u3 OaHHbIX C108.

1. Hotels hours operate a 24 day.

2. Guests of expect certain a service level.

3. Before should arrive the changed guests be linens.

4. Standard with guests will amenities provide small hotels many.
5. Hotels to safety implement and measures need security.

6. Catering hotel an part services is of essential.

7. You one-time a into customer turn lifelong guest a can.

10. 3anonHume nponycku s mekcme HO@XO@HLUUMU no cmbICay ciosocodyema-
HuAamu:

a) are all designed

b) is equipped with

¢) offer our guests a warm welcome

d) furnished according to the highest standards
e) to make our guests comfortable

/) provides you

g) are individually air-conditioned

h) will be able to satisfy all your needs

i) will ensure your satisfaction

J) offers room services

Comfort Inn Hotel
The hotel (1) the latest room amenities, communication and
conference technology to keep guests in touch with their world.
93 rooms (2) to make you feel at home. 57 of them are

standard single rooms, besides we have 15 junior, 4 luxe, 2 apartment,
15 single twin rooms.
The Comfort Inn Hotel (3) such as:
¢ Cable TV channels,
¢ International Accessed Phone line,
0 Wi-Fi,
¢ Air-conditioner,
¢ Minibar,
¢ Bathroom,
¢ Hairdryer,
¢ 24 hour free ironing service,
¢ Dry cleaning,
¢ Daily cleaning service of rooms,
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¢ Conference-room,
¢ 24 hour room food order service.

All amenities necessary (4) such as staff speaking different
languages, meeting and seeing off the guests from and to the airport,
24 hour taxi service, luggage room, laundry, medical service, 24 hour
guarding, free parking lot. Allrooms (5) insummerand heated in
winter.

The Comfort Inn Hotel combining its esthetic beauty with an
exceptional service, will (6) . The hotel has charming bedrooms
(7) . Our hotel (8) apeaceful and a relaxing atmosphere
with its service and design. Our friendly and helpful staff (9)
and hospitality.

Comfortable atmosphere of the Comfort Inn Hotel reaches
perfection in its elegantly decorated rooms. We (10) in our
charming hotel.

11. llpoyumaiime mekcm. [Ipeobpa3sylime c108a 8 KOHYE CMPOK, HANEYAMAHHbIE 3a-
271aBHbIMU BYKBAMU, MAK, YMobbl OHU 2PAMMAMUYecKU U JieKcuyecku coomsen-
cmsosanu cooepxaruro mekcma. [TucemeHHO nepesedume meKcm Ha pyccKUl A3bIK.

Hotel Services & Amenities

The Best Western Primrose Hotel (1) a OFFER
wide array of services and facilities to enhance your

stay. From keeping up with your morning workout,

to (2) your suit is pressed for tomorrow’s ENSURE
3) , the Best Western Primrose Hotel MEET
offers guests a true full service experience.

Outdoor Pool and Saunas

Relax and (4) and afternoon of lazing by ENJOY
the pool on a hot summer’s day. The Best Western

Primrose Hotel is proud to feature one of the few
remaining outdoor pools in the city. This rooftop

heated outdoor pool is serviced by a team of

5 lifeguards. Complete with change CERTIFY
rooms, towel service and shower facilities, it is the

ideal place to unwind with the family after a day
sightseeing, or a quiet moment to catch up on some

(6) . Open June through Labour Day READ
weekend, weather dependant.
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Also situated in the pool area are our men’s and
women’s cedar (7) . The perfect place to
unwind and recharge after a busy day. The saunas
are available year round and are (8) with
your room key.

Fitness Facilities

Keep up your daily exercise routine in our fitness
centre, featuring both a cardio and weight room.
Our cardio room offers a variety of the (9)

exercise equipment, including a treadmill, both an
upright and incumbent bike, elliptical, and stair
climber. Our weight room features a multi station
complete weight machine as (10) as free
weights and exercise balls. There is also ample
space to stretch out for yoga and pilates routines.

If your workout routine (11) the outdoors,
we offer a city map which includes scenic
(12) jogging, bike and rollerblading routes.

Tim Horton'’s

“Always fresh and Always there”, enjoy the truly
“Canadian” taste of Tim Horton’s (13) in
the lobby. Enjoy a freshly brewed coffee with one of
their many pastry items. Great forthose on the run!

Gift Shop

Located in the lobby, our in house gift store offers a
wide variety of snacks, souvenirs and (14)

Parking and Traffic

The Best Western Primrose Hotel offers limited
underground, unattended (15) on site at a
flat daily rate of $23.00 with unlimited in / out
access.

Dry Cleaning and Laundry

The Best Western Primrose Hotel offers guests the
convenience of same day dry cleaning and laundry
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service. Using the bag provided in your room,
(16) drop off your items before 8:30am at SIMPLE
the front desk and it will be returned by 5:30pm the
same day. Dry cleaning services are available

Monday through Saturday with the (17) of EXCEPT
holidays.

Wi-Fi Network

The Best Western Primrose Hotel is (18) EQUIP

with high speed wireless internet access in all guest
rooms and public areas. Please see the front desk for
guest log in information.

Business Centre

For those not traveling with a computer, we offer a

(19) business centre located on the 2nd COMPLIMENT
floor. Accessible 24 hours a day with your room

key, the business centre offers computers with

internet access and (20) capabilities for PRINT

guest use. Photocopying and Faxing can also be

arranged through the front desk for a small fee.

Concierge Services

Our hotel concierge can assist you with a host of
services, including transportation, luggage

assistance, ticket purchases and (21) DINE
recommendations. Our concierges are available

(22) at the kiosk located beside the front DAY
desk.

12. [lepesedume nucbMeHHO NPEONOKEHUS HA aHeUlCKU A3bIK, UCNOb3YS CII0-
8ape.

Yciyra — aTo HeMaTtepraibHasl Belllb, U, CJICI0BATEIbHO, €€ HEJTb3sI
U3MEPUTh, a MOXKHO TOJIBKO OLICHUTE.

FocTHUYHAS yCIyra COCTOUT M3: YCJIYTH IIPEI0CTaBICHUS CIICII -
AJTLHOTO TIOMEIIECHHST, KOTOPOE MOKHO MCITOJIB30BATh TS YIOBJIETBO-
PEHUSI CBOUX HYKII, U YCIIYT, KOTOPbBIE IIPEA0CTABIISIET [IEPCOHAN TOCTH -
HulIbI (YOOpKa HoMepa, opopMIIeHUE KIUMEHTa, MUTaHue).
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OCHOBHOI1 3JIEMEHT YCIYI'M pa3MelleHusl — 3TO, KOHEYHO, TOCTH -
HUYHBIA HOMeD (IToMelleHne, 000py10BaHHOE IJIsI OTAbIXa, CHA, pabo-
ThI KJIUEHTA).

OcHoBHas (PyHKIIMSI HOMepa — BO3BMOXHOCTb CHa. B 3aBUcuMocTu
OT Ha3HAUYeHUsI TOCTUHUIILI U TIOTPEOHOCTE rocTeil He MeHee 3HAUM-
MbBIMU MOTYT ObITh TAKKE (PYHKIIMU, KAK BO3MOXHOCTb pabOTaTh B HO-
Mepe (XapaKTepHO 15l TOCTUHUI] OM3Hec-KJacca, UMEIOIIMX B HOMEPE
MUCBbMEHHBIN CTOJI, TeaedOoH, (pakc, KOMITbIOTED).

HeszaBucrumo ot Kateropuu, riolaam, OCHaIEHUST TEXHUKON Kax-
JIbIil HOMEP JOJKEeH MMETh KPOBaTh, CTOJIMK MJIU TYMOOUKY IPY KaXKI0it
KpPOBAaTH, CTYJ1 WIKM KPECJIO MO YUCTY TOCTEi, OCBEILIEHUE BCEX KOMHAT
HOMEpa, KOP3UHY [UISI MyCOpa.

17151 TOro 4YTOo0Bhl HAKOPMUTH TOCTEH, HEOOXOIMMBbI ITPUTOTOBJICHE
01101 Ha KyXHe, TTpoiaxka MIPUTOTOBJIEHHBIX TPOIYKTOB, aJIKOIOJbHBIX
1 06€3aJIKOTOJIbHBIX HAITMTKOB, O0CTY>KMBAHUE TTOCTOSUTBIIEB TOCTUHU -
1Ibl B pecTopaHe, 6ape, Kade, FOCTUHUYHBIX HOMEpPaXx.

CylecTBYIOT JOMOJHUTENIbHBIE YCIYTM B BUJIE TPEIOCTaBIeHUS
bacceiiHa, CIOPTUBHOTIO 3aJ1a, KOH(EPEeHII-3aJI0B, ITPOKaTa aBTOMOOU -
JIeH, yCIIyT XUMUKMCTKU, TIpavYeyHOM, yCJIyT MapuKMaxXepcKoii, Maccax-
HOTO KaOuWHeTa.

Ceityac ycayra pa3melieHusl BOCIPUMHUMAETCS KaK JOJIKHOE, 1 IS
MPUBJIEYEHUS KJIMEHTOB HEOOXOMMO pa3BUBATh JOTIOJTHUTEJIbHbIE YC-
JIYTH, KOTOPbIE TIOMOTYT BBIIEIUTHCS M3 TOCTUHUII TAKOM XK€ KaTero-
puu.

IlepeyeHb NOMOJHUTEIBHBIX YCJIYT 3aBUCUT OT KATErOPUU TOCTHU -
HULIBI.

s mpenocTaBieHUs yCJIyTry MepcoHany TOCTUHULIBI PUXOAUTCS
BCTYMAaTh B HETTOCPEACTBEHHBII KOHTAKT C TTOTpeduTenem. s KimeH-
Ta JAHHBIA KOHTAKT SIBJISIETCSI HEOThEMJIEMOI YAaCThIO CAMOM YCJTYTH.

13. llpakmuka ycmHoli peyu. Bbl pabomaeme noMOWHUKOM ynpasasioLe2o 20Cmu-
Huysl. Ha scmpeye co cmaxkepamu, komopsle 6ydym npoxodums Npakmuky 8 8a-
well 20CMUHUYe, paccKaxume 0 20CMUHUYe U NpedoCMasnsembix ycayaax, 06
00653aHHOCMSAX NePCOHANa u danbHeliwel nepcnekmuse pabomsi 8 0aHHOU 20c-
muHuye.



UNIT 3

Reservation

A well-organized reservation system allows hotels to ensure a steady flow
of guests into their properties. Hotel chains offer their members the
ability to fill 30 percent or more of available rooms on a nightly basis.
Independent hoteliers have the onerous responsibility of creating
exciting marketing programs to capture room business. Easy access to a
hotel’s data bank of rooms helps in fulfilling the customers’ needs as well
as in reaching a targeted daily occupancy rate, average daily rate, yield
percentage, and Rev-PAR (revenue per available room). A reservation
system represents the primary means of producing positive cash flow and
a favorable income statement.

The hotel industry is powered by sales that are derived from the use of
computerized reservations systems. The following information on
Choice Hotels International, Six Continents Hotels (formerly Bass
Hotels & Resorts), Carlson Hospitality Worldwide, and Pegasus
Solutions provides a concise view of the importance of computerized
reservation systems to the hospitality industry.

Types of Reservation Systems

The franchisee is a hotel owner who has access to a national
reservation system and receives the benefits of the corporation’s
management expertise, financial backing, national advertising, and
group purchasing. A franchise member of a reservation system or a
member of a referral system gains significant advantages from combined
efforts of interhotel property referrals, a system in which one
member-property recommends another member-property to a guest,
and national advertising.

A referral member of a reservation referral system, a worldwide
organization that processes requests for room reservations at a particular
member-hotel, is a hotel developer/owner who has access to the national
reservation system. Hotels that are members of the reservation system are
more than able to justify these costs: for example, a chain property may
obtain 15 percent to 30 percent of its daily room rentals from the national
reservation system, depending on local economic and market
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conditions. Compared to the costs incurred by an independent property
that must generate every single room sale with individual marketing and
sales efforts, franchise referral costs seem minimal.

Sources of Reservations

Guest reservations come from a variety of market segments. Some of
the more common groups include corporate clients, group travelers,
pleasure travelers, and current guests who want to return to the same
hotel. This is only one way of classifying guest reservations. The purpose
of analyzing these segments is to understand the needs of each group and
provide reservation systems to meet their needs.

Forecasting or rooms forecasts, which involves projecting room sales
for a specific period, is a natural next step after the data from the
reservation process have been collected. This step includes previewing
the effects of reservations on the income statement, scheduling labor,
and planning for the use of facilities. In addition to presenting a practical
method for preparing a rooms forecast (sometimes referred to as a
“projection of room sales”), this section also indicates how such a
forecast can be used as a means of communication with other
departments. One of the purposes of a rooms forecast is to preview the
income statement. It enables the hotel managers to determine projected
income and related expenses for a certain time period.

The concept of overbooking — accepting reservations for more rooms
than are available by forecasting the number of no-show reservations,
stayovers, understays, and walk-ins, with the goal of attaining
100 percent occupancy — is viewed with skepticism. As future hoteliers,
you will face the onerous task of developing a policy on overbooking. The
front office manager has the responsibility of administering this policy.

Confirmed reservations, prospective guests who have a reservation for
accommodations that is honored until a specified time, represent the
critical element in no-shows. After that time, the hotel is under no
obligation to hold a reservation. The front office manager must keep
accurate records of no-shows in this group. Various types of travelers with
confirmed reservations — corporate, group, or pleasure — have varying
no-show rates. For example, corporate confirmed reservations may have
a 1 percent overall no-show rate. Group travelers may have a 0.5 percent
no-show rate, with no-shows all coming from one or two particular bus
companies. Pleasure travelers may have a 10 percent no-show rate. The
detailed investigation of each of these categories will suggest methods for
minimizing no-show rates.
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Guaranteed reservations, prospective guests who have made a
contract with the hotel for a guest room, represent a less volatile group
because the guest provides a credit card number to hold a room
reservation.

Stayovers are currently registered guests who wish to extend their stay
beyond the time for which they made reservations. Accurate records on
various traveler categories (corporate, group, or pleasure) will reveal
their stayover rates. For example, employees of a corporation who travel
with spouses may extend a Thursday and Friday business trip to include a
Saturday. Similarly, a group conference scheduled from Monday
through Thursday may encourage the attendees to stay longer to sightsee.

Understays are guests who arrive on time but decide to leave before
their predicted date of departure. Pleasure travelers may find their tourist
attraction less interesting than anticipated. Urgent business may require
the corporate client to return to the office sooner than expected.
Maintaining accurate records will help the front office manager to
predict understays. A welcome sector of the hotel market, walk-in guests,
can enhance daily occupancy percentages when effectively managed.
The front office manager must be aware of the activity in the local area.
Heavy tourist seasons, special tourist events, conventions, and the like
will increase the number of potential guestsin the area. Awareness of such
possibilities helps the front office manager plan accordingly.

Processing Guest Reservations

Means of communication with the client; room inventory data
banks; systems for reservation, confirmation, deposits, and
cancellations; and blocking procedures, a process of reserving a room on
a specific day, are the major components of a well-organized guest
reservation processing system.

Cancellations

Cancellations due to the guest’s change in plans are easily handled by
a computerized reservations system. The guest calls the central
reservation system or the hotel where the reservation has been made.
Some lodging organizations stipulate a time period for canceling
reservations. Twenty-four, 48, or 72 hours’ notice may be required for the
guest to be exempt from paying the first night’s room rate. Policies vary
among reservation systems, based on the historical frequency of
cancellations (and the subsequent effect on the profit-and-loss
statement) and the public relations policy (the potential of lost repeat
business) of the organization.
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Vocabulary list

onerous 3aTPYJIHUTEbHbIN, 00pEeMEHUTETbHBII
to capture 3aHMMAaThb, 3aXBaTbIBaTh

yield npuObUIb, 10XOI

concise KpaTKWi, CXXaTblid

franchisee (ppaHIIM30TIONyYaTE b, TOKYTIATETh (DPAHIIU3EI, OTIEPATOP, TIOJIH30BATEIb
referral «<HarpaBJICHHbIN KJIUEHT»

to incur BbITEKATh, CJIEAOBATh

preview MpeaBapUTEIbHbBIA

to relate OTHOCUTBCSI, UMETH OTHOLIIEHUE

expenses PACXO/Ibl, U3IEPKKU

to attain JocTUTaTh, JOOMPATHCS

obligation rapaHTus1, 00513aTEJILCTBO

accurate BEpHbIi, MPaBUJIbHbBII, TOUHBIN

overall ITOJIHBII, OOLIMIA

volatile HETTOCTOSIHHBIN, UBMEHYMBbII

to investigate 13y4aTh, COOMpPaTh CBEIECHUS

to determine onpeesATh, yCTAHABIMBATD, PELLIATH
to reveal BbISIBJISITb, OOHAPYXUBATh

to encourage 0100PSITh, MOAEPKMBATH

attendee yyacTHUK (KOH(bEpPEHLINN)

predicted TpPOrHO3MPOBAHHBIN, pACYUETHBIN

to anticipate O>X1I1aTh, IPEABOCXUILATH

to enhance MOBBIIIATD, YBETUYUBATH

to stipulate 00yCJIOB/IMBaTh, OTOBAPUBATD, 1OTOBAPUBATHCS
exempt 0OCBOOOXKIIEHHBIN (OT 00sI3aHHOCTETH)

1. llpovumaiime u nepesedume mexcm.

2. Onpedenume g kaxOoli U3 yemsipex 2pynn npedoxeHue, Coomsemcmsyloujee co-
OepxaHuio mekcma.

1. a. Easy access to a hotel’s data bank of rooms helps in fulfilling the cus-
tomers’ needs.

b. Close access to a hotel’s data bank of rooms helps in fulfilling the custo-
mers’ needs.

c¢. Easy access to a hotel’s data bank of guests helps in fulfilling the custo-
mers’ needs.

2. a. Guest reservations come from only one market segments.
b. Guest reservations come from a variety of market segments.
c. Guest reservations come from a variety of economic segments.

3. a. One of the purposes of a rooms forecast is to form the income state-
ment.

b. One ofthe purposes of a rooms forecast is to define the income statement.

¢. One of the purposes of a rooms forecast is to preview the income statement.
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4. a. Cancellations are currently registered guests who wish to extend their
stay beyond the time for which they made reservations.

b. Understays are currently registered guests who wish to extend their stay
beyond the time for which they made reservations.

c. Stayovers are currently registered guests who wish to extend their stay
beyond the time for which they made reservations.

3. [aiime pa3zsepHymsie omsems! Ha C/1edyujue 80NPoCsI:

1. What does a well-organized reservation system allow?

2. What is the franchisee?

3. What is the function of reservation referral system?

4. What are the sources of reservations?

5. What is the purposes of a rooms forecast?

6. What are the reasons of overbooking?

7. Are no-show rates the same for all types of tourists?

8. Whatisthe difference between confirmed and guaranteed reserva-
tion?

9. How can travelers become stayovers and understays?

10. How are cancellations handled?

4. [lepesedume Ha pycckull A3bIK cedyujue BbIPAXEHUS:

1) interhotel property referrals

2) referral member

3) concept of overbooking

4) confirmed reservations

5) guaranteed reservations

6) Processing Guest Reservations

7) creating exciting marketing programs
&) targeted daily occupancy rate

9) yield percentage

10) favorable income statement

5. Halidume 8 mexcme aHenulickue 3KBUBANEHMbI C/1EOYIOUUX BbIPAXEHUU U CO-
cmagbme ¢ HUMU CBOU COOCMBEHHbIE NPEONOKeHUS:

1) Xopo1110 opraHM30BaHHAsI CUCTeMa OpOHUPOBAHUS

2) He3aBHMCUMBIE BJaieJIblIbl OTeei

3) Nerkuit JOCTYI K 0aHKY JaHHbIX

4) npeBbllIEHUE HAUTUYHBIX TOCTYIUICHWI KOMITAHUY HaJ IJaTeXXaMu
5) pexJiama 1o Bceil cTpaHe
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6) TIOJTyJaTh 3HAYMTETbHBIC TIPEUMYIIECTBa
7) KOPIIOPAaTUBHbBIE KJIUEHTBI

&) B TeueHUe OoMNpeaeeHHOro Nepruoa

9) nepcreKTUBHbIC OLICHKHU

10) MmeHee HEeTIOCTOSTHHAsI TpyIIIa

6. Cosmecmume cn108a u3 1€80U KOJIOHKU C UX 3HAYEHUAMU U3 npasoli KOJOHKU:

1) franchisee @) the act of binding oneselfby asocial, legal, or moral tie
2) investigate b) a person who is present at a specified event

¢) freed from an obligation, a duty, or a liability to which

J) obligation iy o <are subject; excused

4) attendee d) tending to vary often or widely, as in price

e) One that is granted a franchise, as to market

5) exempt , L .
a company’s goods or services in a certain local area.

6) volatile /) to observe or inquire into in detail; examine
systematically
7. 3anonHume nponycku 8 NPeodnoxeHusx NOOX00AWUMU NO CMbICITY C/I0BAMU B HYX-
Holl hopme.

| attendee  volatile  franchisee  anobligation  exempt to investigate|

1. Timothy Townsend of the University of Florida will help (1)
understand the current barriers to asphalt shingle recycling and offer
tips on how to overcome them.

2. The police (2) the mystery.

3. Whenteachers assign homework, students usually feel (3) todoit.

4. There have been riots before and the situation is (4)

5.Childrenunder 16are (5) ___ fromthe usual charges for dental treatment

6. The master (6) hosts meetings and training sessions as new
products or technologies come about.

8. lpoyumadiime u nucsMeHHO nepesedume mekcm Ha AHAUUCKUL A3bIK, UCNO/b3YA
cno8aps.

BpounpoBanue

K dyHK1Ms1M ¢1y>k0b1 OpOHUPOBAHUSI OTHOCSITCS: ITPUEM 3asIBOK Ha
OpoHMpPOBaHKE HOMEPOB, X 00pPabOTKA, a TAKXKE COCTaBJIeHNE HE00X0-
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JUMO TokyMeHTauuu (rpaduka 3ae3naa Ha Kax/blid IeHb, Ha HEJEIIo,
Ha MecsIll, Ha KBapTa, Ha roa). Ha 6a3e nMeronumxcst JaHHBIX CIIy»K0a
COCTaBJIsIeT KapTOTeKy rocTeld, BeAeT CTaTUCTUYECKUI YYeT U Tpeo-
CTaBJIsIeT JaHHbIE OTIETy MapKeTHUHTa JUIsl JaJlbHEHIIero aHan3a.

Ilpuem 3a360Kk MOXET OCYLIECTBISTLCS B YCTHOM hopme, To Teie-
(ony, no dakcy, 1Mo noure, Mo JEKTPOHHOI MOYUTE, MO JIEKTPOHHOM
cucteMe OpOHUPOBAHUS.

Kaxxmas 3as1BKa TOKHA comepKaTh CIeAYIONINe PEKBU3UTHI:

¢ mara, I€Hb U BpeMsI 3a€3/1a;

0 nata, IeHb U IPUMEPHOE BpeMsI OThe3/1a;

0 Kareropusi Homepa (OTHOMECTHBII, IBYXMECTHBII, JIOKC), KOJUYECT-
BO Y€JIOBEK;

0 yciyrv B Homepe (Hajuuyre BaHHbI, ylla, TeJeBU30pa, XOJ0ANIbHUKA
UT.I.);

0 YCIIYTU IO TIMTAaHUIO (TOJILKO 3aBTPaK, TOJYTaHCUOH, ITOJIHbBIN TAHCHOH);

0 11eHa (MpY yKa3aHWHU LIEHBI CJIeAyeT TOYHO ONPENeIUTh, 3a UTO IUIATUT
KJIMEHT: UMEEeTCsI JIM B BUIy LIeHa 32 HOMep, 32 OAWH ACHb ITPeObIBAaHUS,
3a KaxJ0T0 MPOXXKUBAIOIIETO U T.11.);

0 KTO OyAeT oriauyrBaTh ((hamMuus);

0 BUJ OIUIAThI (HAIMYHBIA WJIK O€3HATMYHBIN, pacyeT yepes pupmy, Kpe-
JIUTHOW KapToil);

0 ocoOble MmoxenaHUsl (3apaHee 3a0pPOHUPOBATH CTOJ B PECTOpaHeE,
TpaHchep, XKUBOTHOE B HOMEPE U T.11.).

Ob6pabomka 3aseok. Ilocye moaydeHUs: 3as1BKU 3aIOJHSIETCS CIie-
LIMaJIbHBIN OJIaHK, 3aTeM KJIMEHTY HaIlpaBJIsIeTCsl MOATBEPKACHUE WU
otkas. [Ipu 3TOM Ha 3as1BKY, IOJYYEHHYIO B YCTHOI (hopMe U 110 Te-
JiechoHy, HaIlpaBJIsieTCs MOATBEPXKIeHE B TUCbMEHHOU (popme B Teue-
HUE OIHOTO AHS. Ha 3asBKy, TTOyYeHHYIO T10 TeJIEKCY WIIM DJIEKTPOH-
HOI TT0YTe, OTBET IaeTCs B TEUEHNE HECKOJIbKIX YaCOB COOTBETCTBEH-
HO TIO TeJIEKCY MJIM 3JIeKTPOHHO mouTte. Ha 3aaBKy, TIprcIaHHYIO 110
MOoYTe, OTBET JACTCS B MMCbMEHHOM BUJIE, M OH OTCBHLIAETCS T10 TIOUTE B
TeyeHUe OgHOro-aAByX aHeil. [lociae moaTBepkKaeHUs Kaxaas 3asBKa
BHOCHUTCS B BJICKTPOHHYIO CUCTeMy OpoHUpoBaHusl. Eciu B 6poHupo-
BaHUU MPOM3OIILINA KaKre-JT1M00 U3MEHEHMS U1 3as1BKa ObliIa aHHYJIU -
poBaHa, TO 3T0 (UKCUPYETCSI pAOOTHUKAMU CIYKObI, TSI YEro TaKxkKe
WCITIOJB3YIOTCS crienManibHble OJaHku. s ynoOcTBa 1 0osiee 4eTKOU
pPaboOThl UCTIOIB3YIOTCS OJIAaHKM Pa3HOTO 1iBeTa (HampuMep, 3asiBKa Ha
OpoHupoBaHKe O€JI0r0 LIBETa, U3MEHEHUsI BOPOHUPOBAHUU — PO30BO-
ro, aHHYJISILIUS — 3€JIEHOT0) WX Pa3HOIo pa3Mepa.

Bcs nokymeHTalvs, HOATOTOBIEHHAs CIY:KO00i1 OpOHMpPOBaHMSI,
HaIIpaBJISIeTCs B CIIYKO0y ITpreMa I JalbHEeMIIeld pabOThI C HEld.
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9. [lpakmuka npogeccuoHanbHbIX ymeHul. Passiepatime cumyayuo Mexoy KiueH-
mom u mypazeHmom. KaueHm xo4em Hanucams nucbMo 6pOHUPOBAHUSA 8 Omeb 8
coomgemcmsuu ¢ ¢opmoli 6poOHUPOBAHUS, NpUBeOeHHOU HUXe; mypazeHm 8
8010 04epedb 00JIKeH 3aN0JHUMb NPUBEOeHHbI HUXe Bay4yep.

Hotel Reservation Form

To: (hotel) at (email/fax)

From: at (email/fax)

Today’s date: (day/month/year)  / /

Dear Hotel R

Please make this reservation for me:

Name:

Total number of people: Numberofrooms:  Numberofnights:
Arriving: (day/month/year)  /  /

My time of arrival (24-hour clock): (I will telephone if I will be late)

Departing: (day/month/year)  / /

Roomy(s): Single Double Twin Triple Quad

With: Toilet ~ Shower  Bath _ Sinkonly

Specialneeds: View  Quiet  Cheapestroom _ Ground Floor

Please email or fax confirmation of my reservation, along with the type of room
reserved and the price. Please also inform me of your cancellation policy. After
I hear from you, I will quickly send my credit-card information as a deposit to
hold the room. Thank you.

Name:

Address:

City: State: Zip Code: Country:
Email:

Tourist Voucher

Hotel: - Additional Services:
Room: Tourists:

Meals: Names, passport Mr/Mrs Birth
Check-in:
Check-out:

MOSCOW

Incoming partner. A

Tenedon ruma: + 20 1000 60 702 987654321098
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Hotel Youcher

Hotel:

Room: Tourists:

Additional Services:

Meals:

Names, passport

Mr/Mrs Birth

Check-in:

Check-out:

MOSCOW
Incoming partner:
Tenedon ruma: + 20 1000 60 702

987654321098

Transfer Voucher

Hotel:

Room: Tourists:

Additional Services:

Meals:

Names, passport

Mr/Mrs Birth

Check-in:

Check-out:

MOSCOW
Incoming partner:
Tenedon ruma: + 20 1000 60 702

987654321098

10. llpakmuka ycmHol peyu. U3ydume 08a pasHbix 8UOA 6POHUPOBAHUSA U 06CyOume

ux npeumyuwjecmsa u Hedocmamku.

Individual Reservation

Group Reservation

Reservation Department

Sales Department

Usually one person calls to reserve for
himself / herself

Usually one person reserves for the
whole members of the group (Group
representative, Group leader, Member
of the travel agency / Tour operator...)

One Reservation record for each potential
guest

One Reservation rerecord for the whole
group

One Guest Folio for each potential guest
opened as part of the pre-registration
process

One Master Folio for the whole group
opened as part of the pre-registration
process

Higher price assigned for room

Low price assigned for room

Upon matching room inquiry with room
availability, reservation agent reserves a
room

Upon signature of allotment contract, first
block rooms needed. Later, upon receipt
of Final List by Cut-off date, deblock the
block, reserve for those rooms conveyed in
the List and release the remaining for sale

Reservations can be either Guaranteed
or Non-guaranteed

Reservations are usually on a Guaranteed
basis




UNIT 4

Different Categories of Hotels

No matter how much money a traveler wants to spend or how much space
he orshe needs, there are different hotel typesto fit almost any budget and
taste. From luxury hotels to eco-friendly properties, there are certainly a
wide variety of ways for a traveler to spend a night away from home.

A Motelwas originally created for people travelling by carand became
popular in the 1950s with the rise of the automobile. Motels were
traditionally built near highways for the convenience of motorists.
Motels are typically less expensive than other types of hotels and provide
few amenities.

A Bed and Breakfast hotel is often situated in a home rather than a
building specifically designed to be a hotel. In many cases these homes
are old and historic. Independently owned and operated, bed and
breakfast hotels offer a unique and personal experience, and sometimes
the owners live inside the house with quests. Bed and Breakfast generally
offer free breakfast in the morning.

Hostels are hotels for low-income travelers. Students and long-term
travelers often stay in hostels, where beds are shared and prices are cheap.
Hostels can have as little as two people to a room and as many as six or
eight. Often, hostels have game rooms or kitchens where guests
congregate. Bathrooms are usually shared between many guest rooms,
meaning some hostels have twenty people competing for a bathroom.

A Resort hotel is a destination accommodation where the hotel
provides vacation-style services to quests. In many cases, these types of
hotels are located near vacation attractions such as beaches or theme
parks. Popular amenities may include: spas, pools, beach or mountain
locations, on-site kids’ activities, restaurants, pool bars and babysitting
services. Resort hotels are typically luxury facilities and cater to all types
of guests from families to couples.

Airport hotels are designed to have clean rooms and are booked
because of their close proximity to the airport. Often, they offer shuttles
to and from the airport. Many airport hotels offer business amenities and
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restaurants for guests. Airport hotels may have a high turnover of guests
staying for short durations of time, and are often located in cities.

Casino hotels are unique because they provide preferential service to
gamblers. Guests who spend enough time or money at the casinos can
receive complimentary rooms and dining. Casino hotels are often
luxurious and offer full service restaurants, indoor shopping, pools and
fitness facilities. These hotels offer plenty of night life including shows,
dance clubs and comedians. Sometimes they are located in resort areas.
Star ratings vary based amenities, location and room quality.

Conference centers and commercial hotels are designed for business
clientele. Conference centers feature multipurpose rooms that can
accommodate seminars and business programs. They have banquet
facilities that can serve and accommodate large parties, and also offer
equipment and acoustics suitable for speakers and visual presentations.
Some conference centers and commercial hotels are located in resort
areas, but they still focus on the business needs of clients and companies.

Suite hotels appeal to business people that prefer a separate work space
or families that want one room, yet also want some room separation from
children. They often feature multiple rooms, and may have a pull-out bed
in addition to the main sleeping area. Suite hotels have a broad range of
amenities, and can be classified as high as a luxury hotel, or as a basic
economy hotel, depending on the location and the services offered.

Beginning in the early 1980s, Boutique hotels have been springing up.
These smaller hotels aim to give the guest a unique experience while
providing above-average guest services. Boutique hotels tend to gravitate
away from the traditional chain hotel model. Even though some boutique
hotels are owned by larger companies, each property is unique. The
architecture and design of these hotels strive to be interesting, different
and fresh. The service tends to be more personal because boutique hotels
are typically smaller than traditional hotels. These hotels are marketed
towards middle to upper income adults.

Normally the hotels are segregated into five different ratings. There is
no real international hotel rating system. Rating of hotels in different
countries typically come from the government, independent rating
agencies (the Automobile Association, Royal Automobile Club, English
Tourist Board in Britain; the American Automobile Association in the
United States) or sometimes hotel operators themselves. Therefore, each
country uses its own criteria to rate hotels, but most establishments are
rated based on the availability of certain amenities and accommodation.
The higher the star-rating, the better the quality of hotel.
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One- and Two-Star Ratings. One stars are budget tourist hotels. Only
the basic necessity-services are provided. Two stars are a little better, and
provide a wider range of items. Rooms always have a private bathroom,
television and telephone. There may or may not be room service, but they
normally have a small restaurant.

Three- and Four-Star Ratings. A three-star hotel is a noticeable step
up from a two star, with the furnishings showing some quality and style.
Amenities such as room service, a restaurant open for all three meals,
pool and basic fitness room are usually available. The rooms always have
access to cable or satellite television. The four-star hotel takes a further
step up in terms of decor and enters the realm of top-quality professional
service from the staff. A higher-end restaurant and bar will be a part of the
hotel, and valet parking service will be offered. Many will also have at
least some or all of the following: fitness center, spa, pool, lounge and
concierge. Four-star hotel rooms often come with a safe.

Five-Star Rating. Five-star hotels are the top of the rating system as it
is usually recognized. The decor and landscaping are always superb.
Eateries will include at least one restaurant, cafe and bar/lounge and
usually more than one of each. The availability of 24-hour room service is
standard. A spa may accompany the pool and fitness room. Guest
services will include amenities such as treatments and massages at the
spa, laundry and tailoring, valet parking service and a concierge. The
rooms will be furnished with touches such as stocked bar and refrigerator,
DVD player and Jacuzzi function in the bath tub.

Five- Plus Ratings. Hotels rating themselves as six and even seven star
hotels can be found, but these designations are almost always made by the
hotel itself and are rarely recognized by any outside authority. Examples
include the Burj Al Arab in Dubai, the Oriental Bangkok, and the Town
House Galleria in Italy. It should be noted that Italian law does not
recognized either a six- or seven-star rating, making the Town House
Galleria a perfect example of an unofficial rating bestowed by the hotel
itself. These facilities should be thought of as hotels that deserve a
five-plus rating, as they do generally exceed the five star standards in
some or most departments.

The rating system is generally reliable; however, how and by whom the
rating standard is applied varies widely as there is no international standard.

In addition to the traditional system of “Stars” classification of hotels
today there are more than thirty other rating systems. All attempts at
unifying the classification system have failed.

Today, the hotels often use literal and symbolic denotation to
determine their status. Thus, the system of “ Letters” is used in Greece.
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There are two types of rating systems in Great Britain: the “Star” system
and the “Diamond” system. In Sweden today as a symbol of class “Key”
is used instead of “Star”, and the hotels on the coast of Goa receive
“Points”.

Vocabulary list

amenity y100CTBO XUIUIIA

properties UMYIIIECTBO, COOCTBEHHOCTh

to congregate cOOMpaThCS, CKOTUISITHCS, CXOAUTBCS

proximity GJIM30CTh, TECHOE COCEICTBO

turnover 000pPOT, 00OPAYNBAEMOCTD

gambler a3apTHBII UTPOK; UTPOK (B KAPThI, HA TOTAIU3ATOPE)
comedian KOMUK, apTUCT Pa3rOBOPHOIO XaHpa

to spring (up) BO3HUKATh, CO3AaBATHCS

above-average BblLLIE CDEJHETO

to gravitate away y1anaTbCs OT

establishment yupexneHue, npeanpusiTue

access IOCTYTI, MOAXOT

virtue 1OCTOMHCTBO

nonexistent HeCylIeCTBYIOLINI

realm cdepa, o61acTh

superb pPOCKOIIHBI, BEJIMKOJIETTHbIA

tailoring aTesnbe

valet parking ITyHKT MapKOBKY C TOCTaBKOW MaIlIMHbI
designation Ha3HaYeHUe, 0003HAUEHUE

reliable HageXXHbBIN, UCTIBITAHHBIN, 3aCTYKMBAIOIINAMN TOBEPUS
mandate IpuKa3, pacropsKeHUe; IPUHSATHIA Ha YPOBHE 3aKOHA
dubious BbI3bIBAIOIINIT COMHEHUS; HEOJHO3HAYHBIN

llpoyumatiime u nepesedume mexkcm.

Onpedenume 8 kaxdol ux yemsipex 2pynn npedJioxeHue, COomsemcmayloujee co-
OepxaHu0 mekcma.

1. a. Motels are traditionally built in the city centre.
b. Motels are typically cheaper than other types of hotels.
c. Motels became popular in the 19th century.

2. a. Conference centers and commercial hotels are traditionally located
in resort areas.

b. Conference centers focus on the leisure needs of clients.

c¢. Conference centers provide state-of-the-art meeting facilities.

3. a. Boutique hotels are designed for business clients.
b. Boutique hotels are not as large as traditional hotels.
¢. Boutique hotels are marketed toward low-income travelers.
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4. a. It’s impossible to find hotels billing themselves as six star hotels.
b. Today there are only three types of rating systems.
¢. In Russia today as a symbol of class “Key” is used instead of “Star”.

3. faiime pa3zsepHymsie omsems! Ha C/1edyujue 80NPoCsI:

1. What hotel types is the hotel industry represented by?

2. How did motels appear?

3. What services do Bed and Breakfast hotels offer their quests?

4. What kind of people prefer to stay in Hostels?

5. What accommodation services do Casino hotels provide?

6. What are Conference centers and commercial hotels for?

7. What is the main aim of Boutique hotels?

& How are hotels usually categorized?

9. There are different criteria to rate hotels, aren’t there?

10. How are services in budget hotels different from those in luxury ho-
tels?

11. What other systems of hotel rating do you know?

. llepesedume Ha pycckuli A3biK cedytoujue BbIPaXeHUs:

1) fit almost any budget and taste

2) provide few amenities

3) offer a unique and personal experience
4) vacation-style services

5) cater to all types of quests

6) have a high turnover of guests

7) feature multipurpose rooms

&) broad range of

9) include access to

10) the availability of 24-hour room service
11) literal and symbolic denotation

. Hatlidume 8 mexcme aHenulickue 3KBUBANEHMbI CﬂeayIOlL(UX BprU)KEHUUv u co-
cmasbme ¢ HUMU CB0U COBCMBEHHbIe npeaﬂo»(eHun:

1) paznuuHbIe BUABI OTeNeH

2) KOMHATBI 1JIs1 COBMECTHOTO (0011Iero) MpoKUBaHUsI
3) nomnysipHOe 00YCTPONCTBO TEPPUTOPUN

4) 6i3Koe pacroyiokeHue OT adpornopTa

5) BBICOKUIT 00beM 000pOTa rocTeit

6) KOPOTKUI TPOMEXKYTOK BpeMEeHU
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7) pa3HoOOpa3Hasi HOYHasl XKU3Hb

&) NpoBOAUTH U OOCTYXKMBATh MACIITAOHbIE MEPOTIPUSITUS
9) BBITOJHO OTJIMYAThCS OT

10) opopmaeHue u 1aHaacTHaS MJIaHUPOBKA

11) OBITh TPU3HAHHBIM OpraHaMU BJIACTU

6. CosmMecmume c7108a U3 180U KONIOHKU C UX 3HAYEHUAMU U3 anBOUu KOJIOHKU.

a) to have or use something at the same time as

1) eco-friendly someone else

b) something that makes it comfortable or

2) expensive enjoyable to live

¢) designed to cause as little harm as possible to

) complimentary the environment

d) knowledge and skill that is gained through time

4) amenity spent doing a job

5) share e) something that costs a lot of money

/) something given to you for free by a person or

6) experience R
organization

7. 3anonHume nponycku s HpeaﬂO}KEHUﬂX ﬂoaXOOHLL{UMU no CMbICay cosamu u cio-
Boco4YemaHuAamuU.

eco-friendly hotels  expensive  complimentary  amenities
sharingaroom  experiences

1. Most of the world’s most (1) are not open to the general public,
but cater to celebrities and high level business executives.

2.(2) can be great for making friends but adds some worry about
keeping your belongings secure.

3. Many hotels have become (3) in which they provide non-toxic
bedding, use renewable energy, use non-toxic cleaning products, and
contain recycling facilities.

4. Make a reservation via our web site for 7 nights and get (4)
transportation from the hotel to the airport or railway station!

5. A trip to India can be filled with lots of fun, (5) and enjoy-
ment.
6. The (6) provided in each hotel vary.
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8. 3anosnHume nponycku 8 cedyiouyux npeooXeHUsx, Ucnob3ys mexkcm.

1. From hotels to eco-friendly properties, there are certainly a
wide variety of for a traveler to a night away from home.

2. Motels were traditionally built near for the convenience of mo-
torists.

3. Bathrooms in hostels are usually between many guest rooms.

4. Many airport offer business amenities and restaurants for

. The the star rating, the the quality of hotel.

. The rooms always have to cable or satellite television.

. In addition to the traditional system of classification of hotels
today there are more than other rating systems.

~ O\ W

9. Cocmasbme npednoxeHUs U3 OGHHbIX C/108.

1. The rooms television satellite access have always to cable or.

2. Resort families hotels are typically facilities and to cater all types of lu-
xury from to couples quests.

3. Each uses its criteria to own rate hotels country.

4. Amenities as room service a restaurant open such for all three pool me-
als and basic fitness room available are usually.

5. All at unifying the attempts system classification failed have.

6. Today symbolic often the hotels use literal denotation and.

7. There in Great systems are two types of Britain rating.

10. YcmaHosume coomsemcmasue Me)f(ay munamu omenel u mekcmamu.

A. Business Hotels F. Bed and Breakfast Hotels
B. Condominium Hotels G. Casino Hotels

C. Conference Centers H . Convention Centers

D. Airport Hotels I. Suite Hotels

E. Apartment Hotels J. Resort Hotels

1. Hotels in this category are larger in size compared to conference cen-
ters and likely to have more than 1500 rooms . These hotels are huge
and have sufficient number of guest rooms to house all the attendees of
most meetings, even the size of the meeting rooms, ball rooms, exhibit
rooms are quite huge.

2. These hotels are the largest group of hotel types and usually located in
downtown or business districts . Although these hotels primarily serves
business travelers, many tour groups, individual tourists and small
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conference groups find these hotels attractive. Guest amenities at such
hotels may include complimentary newspapers, morning coffee, free
local telephone calls, access to business centre, personal computer,
Wi-Fi and fax machines, etc.

3. These type hotels typically target business clientele, airline passengers
with overnight travel layovers or cancelled flights and airline person-
nel. Some hotels might give free transport between hotel and airport.
Some hotels also provide meeting facilities to attract guests who travel
to ameeting by air and wish to minimize ground travel. Another attrac-
tion of these hotels is instead of charging the guest on a daily basis guest
can also pay for their room on a hourly basis.

4. Hotels with gambling facilities. Although the food and beverage opera-
tions here is luxurious their functions is secondary. These hotels attract
guest by promoting the gambling and other entertainments.

5. In this classification hotels provide long-term or permanent accom-
modation for guest. Usually guest makes an agreement with the hotel
for minimum of one month up to a year. These lease agreements are
renewed on a yearly basis. Guest rooms generally include living
room, bedroom, kitchen , private balcony, washing machines, kit-
chen utensils etc. The hotels also provide housekeeping, laundry, te-
lephone and in some hotels a restaurant and lounge are presented on
the premises.

6. These hotels are usually located in the mountains, on an island , or in
some other exotic locations away from city’s . The hotels have recrea-
tional facilities, scenery, golf, tennis, sailing, skiing and swimming.
They provide enjoyable and memorable guest experiences that encou-
rage guest to repeat to the resort.

7. These are houses with rooms converted into overnight facilities, this
can size up to 20 to 30 guest rooms. They are also known as ‘Home
Stay’s’. The owner of the hotel usually stay on the premises and is re-
sponsible for serving breakfast to guest. Due to the limited services of-
fered at these hotels the price for room is very less than any full service
hotel.

8. Hotels are similar to timeshare ones but the difference between the two
lies in the type of ownership. Units in these hotels only have one owner
instead of multiple owners, each for a limited amount of time each
year. In such hotel, an owner informs the management company if
when he/ she wants to occupy the unit.

9. These type of hotels focus on meeting and overnight accommodation
for meeting attendees. They also provide High quality audiovisual
equipments, business services, flexible seating arrangements, flipchart
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etc. These hotels mostly located outside the metropolitan areas and
have facilities like golf, swimming pools, tennis courts, fitness centers,
spas etc.

10. These kind of hotels are the latest trend and the fastest growing seg-
ments in the hotel industry. Main attraction of these hotels is guest-
rooms with a living room and a separate bedroom. In exchange for
more complete living room these hotels generally have fewer and more
limited public areas and guest services than other hotels. Professionals
such as accountants, lawyers, business men and executives find such
hotels particularly attractive as they can work and also entertain in an
area besides the bedroom.

11. 3axoH4ume npednoxeHus No CMbICAY.

a) to provide guests with

b) transport links with railway stations, airports
¢) available for commercial use

d) games and recreational facilities

e) approximately the same

J) business equipment and rooms

g) stay over at the airport hotel

h) developed and operated as luxury hotels

1. In addition to providing (1) for large meetings conference ho-
tels feature on-site banquet services for those meetings.

2. Resort hotels are designed (2) all-inclusive vacation accom-
modations.

3. In addition to casino (3) , many casino hotels have a space for

conference and convention facilities.
4. Typically, bed and breakfasts are private homes with fewer than 10 bed-

rooms (4) .

5. Passengers of late flights may (5) while others are waiting for
the departure.

6. Business hotel must have established (6) , exhibitions and busi-
ness areas of the city.

7. Living in the apartment hotel is (7) as living in the flat.

8. Condo hotels are typically high-rise buildings (8) , usually in
major cities and resorts.
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12. [Ipovumadiime u nucbmeHHo nepesedume meKCm Ha AH2AULCKUL A3bIK, UCNOIb3YA
c108apb.

buznec-orens I'emonmapk Dvmaiip B Mockse

busHec-orenp ['enuonapk DMmaiip cOOTBETCTBYET MEXIYHAPOI -
HOMY YPOBHIO 3% U WAeaIbHO MOAXOAUT IS OCTAHOBKM BO BpeMs e-
JioBoit moe3aku. OTenb TMpeacTaBisieT coboit KomdopTrabeabHylo 1
MU3bICKAHHYIO TOCTUHMUILY, TJ1€ KaX/IbIi 1€T0BOM TOCTb UJIX TYPUCT OLIe-
HUT BBICOKOE KaueCTBO CepBUca.

Orenp I'envonapk Ommailp — 3To He TOJIBKO KoMmpopTabdeabHble
HOMepa pa3IMUYHBIX KaTeropuil, HO U IUPOKUI CIIEKTp ycayr. OTeb
MPeAOCTaBsIeT BOZMOXKXHOCTb MPOBEACHUSI BAXKHBIX BCTpey, KOHDe-
PeHLIMIA B crieliMabHbIX KOMHATaX 1Sl eperoBopoB. KoHdepeH1-3ai
000pyIoBaH HOBeIIIeH ayano- U Buaeoannaparypoit, DVD-npoekTo-
paMM, MyJbTUMEIMITHBIMA TPOEKTOPAMU, MJIa3MEHHBIMU MaHESIMU,
OecIpOBOIHBIM IOCTYNIOM K ceTU MHTEpHET 1 COBPEMEHHOM CUCTEMOI
KOHIUIMOHUPOBaHMSI. VIMEIOTCSI TPUHTEPHI, KCEPOKCHI, (DAKCHI U IPY-
roe He0oOXOAMMOE OCHAILIEHUE JJIsI IUIOJTOTBOPHOI pabOTHI.

PagyiHelii 1 BHUMaTEIbHBIN IEPCOHAJ, COBPEMEHHOE 000pYI0-
BaHWE W CTPOTUI MHTEPhEP CTAHYT KIIOUOM K YCIIeXy B JOCTIDKEHUU
JIOTOBOPEHHOCTEH C BallIMMU TTapTHEPaMHU.

Ortesib pacrnoyioXeH B JIeJJIOBOM U KYJIbTYPHOM LIeHTpe MOCKBBI.
Bau3ocTh oTeNs K KyJIbTYPHBIM 1OCTONTPUMEUYATEIbHOCTSIM CTOJIMIIBI U
[JTABHBIM TOPTOBBIM YJIMLIAM MPEIOCTABIISIET TOCTSIM YHUKAJIbHYIO BO3-
MOXHOCTb COBMECTUTb YBJIEKATEJIbHYIO MPOTYJIKY C ILIOMUHIOM B ca-
MOM LIeHTpe ropoa. OTeIb TOTOB MPETOXUTh BaM JIyUIIINe 9KCKYpPCH-
OHHBIE TPOTPAMMBI, TTOCEIIEHNE MY3€€B U KAPTUHHBIX TAJIEPENA.

13. llpoyumaiime mexkcm u no02omoBbmMe nepecKkas Ha AHeAULICKOM A3bIKe.

ASpOBOKSaJlebIe TFOCTHHMIbI

MHorue a3poBOK3aIbHBIe TOCTUHHIIBI BCeTAa BOCTPEOOBAHEI, TT0-
CKOJIBKY Yepe3 KPYITHBIE a3POIIOPTHI IIPOXOANT OOJIBIION ITOTOK ITacca-
JKUPOB — KOMaHIMPOBAHHBIX M OTJIBIXAIOIMX, KAK OAMHOYHbBIX, TAK U B
cocrtaBe Tpynit. OMHU OCTaHABIMBAIOTCS TaM, IIOTOMY UTO JEJIAIOT I1e-
pecanKy, Ipyrue — IMOTOMY YTO ITPUOBIIN ITO3MHUM WJIK OYeHb pAHHUM
pericoM.

ABpOBOK3aJTbHBIEC TOCTUHUIIBI, 00BbI9HO MMerore 200—600 Home-
POB, OTHOCSITCS K TTOJTHOCEPBUCHBIM. [10CTOSTHHO MMes AeJI0 C TOCTSI-
MU, MHOTHE M3 KOTOPBIX C TPYAOM ITOICTPAUBAIOTCS IO MHOM BpeMEH-
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HOI MOSIC, OHU BBIHYKJEHbBI TTPOJIeBaTh BpeMsl padOThl pecTopaHa u
00CTyXXMBaHMSI B HOMEpaX, 3a4acTylo padoTasi KpyrJoCyTOUYHO.

PyKoBOACTBY rOCTMHMUII CI€AYET MOCTOSIHHO AYMATh O IMYTSIX IMOBbI-
LIEHHUS CBOE KOHKYPEHTOCIOCOOHOCTH. Tak, a3poBOK3albHbI OTEb
«Artnanra IllepeMeTbeBO» OOBSIBIII O CO3aHMU HOMEPOB HOBOTI'O TUIIA.
B HOBBIX HOMepax-Kyre MOTyT pa3MecTUThbes 4 yesoBeka. Homepa He-
OosblMe, HO BecbMa KoM(opTHbIe. CamMoe TJ1TaBHOE UX JOCTOMHCTBO —
HEBBICOKAsI CTOUMOCTb.

TpaaguiMoHHO [J11 TOTO, YTOObI Pa3MeCTUTh YETBEPHIX UEJIOBEK B
TOCTUHUIIE, HYXKHO MCITOJIb30BaTh IBa CTAaHAAPTHBIX HOMEpa WU Ke
HOMep KJiacca «T1oKc». B HoMepe-Kyre ecTb Bce ya00CTBa, MPeayCcMOT-
pPEHHbIE B CTaHAAPTHOM HoMepe. PeBOJTIOLIMOHHOCTD UIeU 3aKJTI0UaeT-
Cs1 B TOM, UYTO HOMEP CTUIM30BaH MO/ KyIle: HaJl KPOBaTSIMU HAXOASTCS
JIOTIOJIHUTEJIbHBIC CIaJibHbIC MOJKU. TakuM oOpa3om, B HOMepe-KyIie
MOXKHO C YITOOCTBOM Pa3MeCTUTh YeTBEPHIX YETOBEK.

Oxupgaercsi, YTo HoMepa-Kyre 6yayT 0COOEHHO MOMYJISIPHBI Y Je-
Tei, KOTopbIe JIIOOST CcraTh «Ha BbIcOTe». B HoMepax ecTh BAHHAasi KOM-
HaTa, KOHAWILIMOHEP U IIa3MEeHHBbIN TeeBrU30p. CTOMMOCTh MPOXKMBA-
HUS ceMelicTBa B HoMepe-KyIie coctanisieT 2300 pyo. Kpome Toro, B
otene «Atnanta IllepemeTbeBO» necTBYeT rMOKasi MOJIUTUKA Tapu-
doB, npegycMaTpuBaolas BO3MOXHOCTb MTPOXUBAHUS Ha TTPOTSIKE-
HUK 6, 12 1 24 yacos.

14. [lpakmuka ycmHol peyu.Cocmagsme u passiepalime ouanoe mexody npedcmasu-
mesieM mypazeHmcmsa U KaueHmamu, Komopsle xomsam npuobpecmu myp no Es-
pone ¢ dembmu 8 Bo3pacme 7 u 17 nem. 3adaya mypazeHma — npeooxums Kiu-
eHmy Ha 8b160p pazHble munsli omeseli 015 pa3melyeHus no pasymHol yeHe.



UNITS

Different Categories of Rooms

There isno any unified classification system of hotel rooms so far today.
Very often the same category of rooms in different hotels may imply
different living conditions. It depends on the structure of the hotel itself,
its location, target market and level of service provided. The
classification of the rooms in the hotel is often used not so much for the
size, luxury and amenities, as for the number of occupants. The world
classification distinguishes more than 30 different types of rooms.
Of course, today almost any modern hotel has at its disposal standard
rooms and suites.

Standard rooms also referred to as single rooms or
single-occupancy rooms, are the basic type of rooms in the hotel
business. They are perfect for those guests who appreciate the best
compromise between price and quality. Standard rooms are ideal for
individual stays or short, overnight breaks. The rooms are fitted with
standard amenities: a wardrobe, a desk, a TV, a telephone, a fridge, and
a hairdryer, a set of tableware, a separate bathroom and the standard set
oftoiletries. Depending on the host country and the status of the hotel a
standard room can have additional functions and features. Standard
rooms in 3-star hotels, for instance, are typically decorated with
made-to-order furniture. Five-star standard rooms are equipped with
luxury furniture, functional amenities and works of art—sculptures or
paintings. Standard rooms vary in size, depending on the rating of the
hotel. Standard rooms in 2-star hotels, for instance, are between 9to 10
square metres, while those in 5-star hotels are required to be at least 16
square metres. In the hotels of Europe and the United States a standard
room in a hotel has a double bed.

Deluxe rooms are typically among the most expensive in a hotel. This
category of rooms also includes suites, apartments and studios. Deluxe
rooms are larger than standard rooms in size. Recommendations of the
World Tourism Organization are to adhere to minimal area of about
35square metres. Deluxe rooms consist of several rooms. Typically, these
are a bedroom and a living room. They are fitted with basic and bonus
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amenities, including free access to a fitness center or pool, massage
sessions, tours, alcoholic drinks and desserts.

Suites are small apartments that accommodate families or large
parties. There are several types of suites, including super suites, standard
suites and junior suites. Super suites are also called luxurious suites,
president suites and executive suites. They are typically the most
exclusive roomsin a hotel. Standard suites are small sized apartments that
range in size between 28 and 40 square metres. They are equipped with
standard amenities, including high-speed Internet, television and
telephone, 24-hour room service, in-room safe. Standard suites are ideal
for business travelers. Junior suites are large rooms that slightly exceed
standard rooms in size. They are a step above single rooms in size and
offered amenities but are not as large as standard or luxurious suites.
Junior suites are priced according to their size, amenities and opulence.
They typically range between 20 and 25 square metres in size. Junior
suites are fully-equipped and include a kitchenette and Internet access,
besides standard amenities. They are perfect for honeymoon couples,
holiday-makers and business people.

Travelers find a wide selection of bunks in hotels, and some hotels
attempt to describe a room’s sleeping accommodations in the room’s
classification. Rooms with a king-sized bed may feature a “K” in the
classification name, while a “Q” denotes a queen bed and a “D” signifies
a double bed. Some hotels may also include the number of beds in the
classification, offering rooms with two double beds (2D) or two queen
beds (2Q).

In addition to describing the arrangement of beds and furniture, a
hotel room classification may denote the view. Hotels often market
rooms designated with an ocean view (OV), sea view (SV), mountain
view (MV) or city view (CV). Depending on location, the hotel may also
offer additional designations that include garden view (GV), pool view
(PV), beach front (BF), park view (PV) or inside view (I'V).

Vocabulary list

to imply ripenronarath, moapa3yMeBaTh, 3aKJI09YATh B cebe, 3HAYUTh

to distinguish pazTMuuTh; PACCMOTPETH

disposal pacriopspkeHue (Bellbio)

standard room cTaHIAPTHBII HOMEDP

single-occupancy OTHOMECTHBII HOMED

to appreciate LICHUTb, BBICOKO CTaBUTh

host country npuHMMaroas CTOpoHa

double bed nByCTIaIbHAg KPOBATh

deluxe room JIIOKC; yJIy4llIeHHBI HOMEP, MOBBIIIICHHOI KOM(POPTHOCTH
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apartments HoMepa, TPUOJIMXKEHHbIE K BUAY COBPEMEHHBIX KBApTUP, UMEIOILINE MeCTa
IUJIS1 TIPUTOTOBJICHUS €1bl; IBYX- M 00Jiee KOMHATHAsI KBapTUpa

studio XXWibe, COCTOSIIIEE U3 OJHOM KOMHATBI U KyXHU, HE UMEIOIEe EPETOPOIOK

to adhere (to) TBepI0 IepXKaThCsI, MPUAEPXKUBATHCS YETO-JI.

to be fitted (with) OBITH OCHAIIIEHHBIM YeM-JI.

massage session CEaHC Maccaxa

super suite HOMep JIFOKC, OOJIBIINIA TIO TUIOIIAIN U C YIYYIIEHHBIM BUIOM U3 OKHA
standard suite TIOKC; KOMHaTa OOJIBIIIETO pa3Mepa, YeM CTaHAapTHAs

junior suite TIOJIYJTIOKC, B KJIACCUYECKOM BUIE OOJBIION HOMEP M3 30HBI TOCTUHOW U
cnanbHu (0e3 ABepu)

luxurious suite pOCKOILIHBII1 HOMEP

president suite Tpe3MAEHTCKUN CHIOT

executive suite TpeACTABUTEIbCKUIA HOMED

slightly Maj10, HE3HAUUTEBHO, HECYLLIECTBEHHO, HEMHOTO, CJIETKA; eJie-eJie

to exceed npeBbIlLIATh

kitchenette KyxoHbKa; HEOOJIbIIas KyXHsI (COBMEIIEHHasi ¢ KOMHATOM)

bunk ciasibHOEe MecTO

to denote 0603HayaTh

to signify uMeTb 3HaUEHUE

arrangement 1) pa3mellieHe, PacrojIoXeHe, MPUBEICHNE B TTOPSIIOK, KJIacCU(pDUKALIMS,
crucTeMaTU3alKs 2) KOMITOHOBKA; MOHTaX

to designate (with) 0003HauaTh; MpUCBanBaTb 0003HAYEHUST

lpoyumadime u nepegedume mekcm.

Onpedenume 8 kaxdol ux yemsipex 2pynn npedJioxeHue, COomsemcmsyloLyee co-
OepxaHuio mekcma.

1. a. The same category of rooms in different hotels depends on the natio-
nal policy.

b. The same category of rooms in different hotels depends on the type of
the hotel.

¢. The same category of rooms in different hotels depends on the designer.

2. a. A standard room is traditionally fitted with a private bathroom.
b. A standard room is traditionally fitted with a private pool.
¢. A standard room is traditionally fitted with a private Jacuzzi.

3. a. Junior suites are perfect for families with kids.
b. Junior suites are perfect for homeless.
¢. Junior suites are perfect for newlyweds.

4. a. The World Tourism Organization advises to adhere to minimal area
of deluxe room about 45 square metres.

b. The World Tourism Organization advises to adhere to minimal area of
deluxe room about 35 square metres.

¢. The World Tourism Organization advises to adhere to minimal area of
deluxe room about 25 square metres.
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3. [latime pa3sepHymsie omgems! Ha cedyOu4Ue BONPOCHI:

1. Isthere an adopted international classification system of hotel rooms?
2. Doesthe hotel room classification depend on the structure of the hotel itself?
3. What type of rooms are considered the general standard?

4. What kind of guests prefer to stay in standard rooms?

5. Standard rooms are fitted with basic amenities, aren’t they?

6. Are standard rooms in 3-star and 5-star hotels the same?

7. What type of rooms do deluxe rooms include?

& What is the adopted minimal area of deluxe rooms?

9. What bonuses are usually included in the price of deluxe rooms?

10. Are there several types of suites? What are they?

11. What does the price of the suite depend on?

12. Does the hotel room view influence the price?

4. [Tepesedume Ha pycckull A3biK CedyoLUe BbIPAXeHUA:

I) so far today

2) number of occupants

3) distinguishes more than
4) basic type of rooms

5) rooms are fitted with

6) standard set of toiletries
7) sculptures or paintings
&) depending on the rating of the hotel
9) at least

10) consist of several rooms
11) are a step above

5. Halidume 8 mekcme aHenulickue 3KBUBAAEHMbI CEOYIOWUX BbIPAXeHUU U co-
cmasbme ¢ HUMU CB0OU COBCMBeHHble NPedsIoKeHUs:

1) enuHas cuctema

2) yCI0BUS TIPOXKUBAHUS

3) IOAXOIUTb AJISl IPOXKUBAHUS OJHOTO YeJI0OBEKa
4) nHOUBUIYyaJibHAsI BAHHAsI KOMHATa

5) IOTOJTHUTEIbHbIE (DYHKIIUM U XapaKTEPUCTUKU
6) ObITH OOCTaBJICHHBIM Me0eJIbIO, U3TOTOBJICHHON Ha 3aKa3
7) IpOM3BEACHMS UCKYCCTBA

&) BcemupHas TypUCTCKast OpraHu3aLus

9) Kpyra0CcyToOuHOe 00CTyKUBaHUE

10) OBITH MOJIHOCTHIO 000PYIOBAHHBIM

11) MOJIOJOKEHBI
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6. Cosmecmume cn108a U3 1e80U KOJIOHKU C UX 3HAYEHUAMU U3 npasgol KOMOHKU.

1) location a) using the most recent methods, ideas, designs, or

equipment
2) view b) very expensive and of the highest quality
3 modern 19 formlng the main or most important part of
something
d) the place or position where someone or something is
4) break .
or where something happens
5) luxury e) stop for a short time
6) expensive  f) the area or place that can be seen
7) basic g) things of same type
&) range h) something that costs a lot of money

7. 3anonHume nponycku 8 npeoIoXeHusx N0OX00AWUMU NO CMbICAY CI0BAMU.

| location view modern basic luxury expensively

1. There are other restaurants where you can eat less (1) .
2. We should replace the equipment with something more (2)

3. The company is moving to a new (3)

4. Each apartment is furnished and decorated to the same (4)
specifications.

5. Honesty and trust are (5) to a good relationship.

6. The (6) from the top of the tower was spectacular.

8. 3anosiHume nponycku 8 npedaoxeHuUsX, UCNOb3ys MeKCm.

1. Very often the in different hotels may imply different living
conditions.

2. The world classification distinguishes more than 30

3. Standard rooms are perfect for those guests who appreciate the best
compromise between and

4. rooms are larger than standard rooms in size.

5. Junior suits are perfect for , holiday-makers and business
people.

6. Roomswitha bed may feature a “K” in the classification name.
7. A hotel room classification may denote the
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9. Cocmasbme npedIoXeHus u3 OaHHbIX C108.

1. The category depends on of hotel and the size luxury.

2. Single basic rooms are types of.

3. Standard offered are in single amenities rooms.

4. Deluxe several rooms rooms consist of.

5. Junior perfect sites are holiday-makers for.

6. Abbreviation sea means view SV.

7. The best type is the or of suite executive presidential suite.

10. /TucemeHHO nepesedume npedsioXeHUS HA aHAULCKUL A3bIK, UCNOJIb3YS C/IO-
8apb.

1. TocTUHMYHBIE HOMEpa — 3TO MHOTO(MYHKIIMOHAIBHBIE TTOMEIICHUS,
MpeaHa3HaYeHHbIE 1151 OT/IbIXa, CHA M PAOOTHI TPOXKMBAIOLIMX TOCTE.
2. Kiaccudukalusi HOMEpOB B COBPEMEHHBIX OTEISIX JAaeT BO3MOXK-
HOCTb TYPUCTY MOJYYUTb UMEHHO TO, YTO OH XOYeT.

3. CymiecTBYIOT 0a30BbI€ CUCTEMBI KJIaCCU(PUKALIMU, KOTOPBIX ITPUIEP-
KMBAIOTCSI HE OAMH JIECSTOK JIeT B psiie CTpaH 3aranHoii EBpormbl,
CIHIA, ABcTpanuu u ap.

4. B Kutae B KauecTBe CTaHIApPTHOIO HaOOpa JIJIsi BAHHOI ITOCTOSIIBIY
MpeiaraloT pacuecky, 3yOHyIo IIeTKY U IacTy.

5. Tum HoMepa B oTejie MOXeT 3aBUCETh OT BUA U3 OKHa, pa3Mepa 1
yycaa KOMHAT, KauecTBa MeOJIMPOBKY, HATUYNS OPTTEXHUKMU.

6. Homepa J1oKc npeuiaraloT rocTsiM poCKOIIHYIO OTAENKY U 00cTa-
HOBKY.

7. OmMHOMECTHBIII HOMEpP cuMTaeTcsl 6osiee JOPOrMM, YeM ABYX- WIM
TPEXMECTHBIN.

8. B 3aBUCMMOCTH OT CTpaHBbI, B KOTOPO# BbI OTABIXaeTe, BAM MOTYT
MPeIOKUTh HOMEP C BUIOM Ha OKPECTHOCTH. Takoii HoMep Mo CTOU-
MOCTH Yallle BCero CpaBHUM C BUJIOM Ha Ca/.

11. llpoyumaiime mexcm. lpeo6pasyiime c/108a 8 KOHYE CMPOK, HANRYAMAHHbIE 3a-
2/1aBHbIMU BYKBAMU, MAK, YMOGbI OHU 2PAMMAMUYECKU U IeKCUYecKu coomsem-
cmsosanu codepxanuilo mexkcma. llucbMeHHO nepesedume meKcm Ha pyccKud
A3bIK.

Themed Rooms at the Alton Towers

Alton Towers (1) a theme park, water park, BE
and hotel complex in the county of Staffordshire,
United Kingdom. The Alton Towers Hotel
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2) in 10 April 1996 and is themed to the OPEN

eccentric (3) character Sir Algenon Altonand FICTION
his travels. The rooms (4) in a classical DECORATE
English style with pictures of Sir Algenon’s

inventions.The hotel (5) an OFFER

(6) range of rooms and suites. These include AMAZE

the Explorer Room, the Peter Rabbit Bedroom, the
Garden Room, the Cadbury’s Chocolate Bedroom,
the Coca-Cola Fizzy Factory Room, and the

(7) Nights Suite. All the bedrooms and suits ARAB
contain a (8) bed and bunk beds or two single TWO
beds. The (9) are also fitted with a 26” flat ROOM

screen LCD TV, satellite TV, tea- and coffee- making

facilities and an en-suite bathroom with bath and

shower, and a baby-(10) facility. The Alton LISTEN
Towers Hotel is the ideal place for a fun
family-oriented holiday.

12. llpoyumatiime ompsI8ok Auano2a Mexady MeHeOKepom 20CMUHUYbI U HOBbIM CO-
MPYOHUKOM U 3aN0IHUMe NponycKu Yacmsamu npednoxerud. [ucemeHHo nepese-
oume meKcm Ha pyccKkuli A3biK.

a) have one bed for one person
b) an en-suite bathroom

¢) types of rooms

d) double rooms

e) to pay for them

/) air conditioning

New Employee. What (1) are there in the hotel?

Manager. The rooms are different types and have different numbers of
beds in them. For example, we have (2) , which have a big bed
for two people to sleep in. There are also single rooms, which only (3)

to sleep in. And there are also twin rooms, which have two
beds for one person to sleep in each. We also have a special room for
very rich people which isbig and is like a small apartment or flat with its
own lounge and bar. Itis called a suite. Some of the rooms have a balco-
ny, where the room has a part which is outside in front of the windows.
So the guests can relax and enjoy the sun and the views.
New Employee. What facilities do the rooms in the hotel have?

52



Manager. Each of the rooms has (4) . There is a shower and toilet
inside all of the rooms. In the en-suite bathrooms there are towels, so
the guests can dry themselves after having a shower. The rooms also
have (5) , So in summer when it’s hot, the guests can decrease
the temperature in the room. There is also a mini-bar in each room,
where there are small bottles of alcohol, water and snacks like nuts and
crisps for the guests to eat or drink. But they have (6) when
they check out and leave.

13. [lpaxkmuka ycmHol peyu. Pazsiepatlime cumyayuto: 00UH U3 8aC ABJ15emcs 21as-
HbIM aOMUHUCMPAMOPOM omeJiA, a Opy20ll — 8cemupHol 3HameHumocmeto. [lycmo
nepsbili npednoxum 8mopomy camplili POCKOWHbIG HOMEp 01 NPOXUBAHUS.



UNIT 6

Rooms Department

The hotel is divided along functional lines into five administrative
departments: rooms, accounting, sales and marketing, food and
beverage, and personnel. The five department heads report directly to the
general manager (GM).

The rooms department performs the lodging function of the hotel.
Reservations must be accepted, guests must be hospitably received and
assigned clean rooms, the status of available and occupied rooms must be
kept current, security must be maintained, public spaces such as lobbies
must be kept clean, guests must receive mail and phone messages
promptly, and guest questions must be answered. These are some of the
important functions of the rooms department. The rooms department is
divided into a number of subunits, each of which performs rather
specialized tasks. In many instances, these subunits are also referred to as
departments. For example, the laundry department, which in a
500-room hotel is quite large, is responsible for cleaning and pressing all
the hotel’s linens and employee uniforms as well as guest laundry. Its
function is extremely specialized. Little of the knowledge and skills
required to manage a laundry operation are transferable to other areas of
hotel operations.

The front office is where guests are greeted when they arrive at the
hotel, where they’re registered, and where they’re assigned to a room.
Telephone operators and other guest communications functions usually
fallunder the front office department. The hotel’s bell staffis also a part of
this department. Reservation takes and tracks hotel’s future bookings.
The housekeeping department is responsible for cleaning guest rooms
and public spaces. Security is responsible for guest safety. Finally, the
engineering department is responsible for the operation and
maintenance of the hotel’s entire physical plant, including electrical,
heating, mechanical, air conditioning and ventilation, plumbing, and
structure. It also performs minor repairs and renovations.

A great deal of interdependence exists between the subunits of the
rooms department, thus calling for close coordination of activities.
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Linkages exist between the front office and the reservations department.
Reservations must inform the front office of the number of presold rooms
each day to ensure that a current inventory of rentable rooms is always
available. The front office must let reservations know whenever walk-in
guests (those without reservations) are registered. Linkages also exist
between the front office and housekeeping. Information regarding room
status must flow both ways. When a guest checks out, the front office must
inform housekeeping so the room may be cleaned. Once it is cleaned,
housekeeping must inform the front office so the room may be sold.

These are both examples of reciprocal interdependence in which
individual units provide each other with inputs. Other linkages within the
rooms department are illustrative of sequential interdependence, which
occurs when the output of one unit becomes the input of another. An
example is housekeeping’s inability to properly provision a guest room if
the laundry does not supply enough clean towels or bed sheets. A less
obvious example deals with the output of information from one
department to another. For example, engineering cannot replace a
defective light switch in a guest room if housekeeping does not report the
problem. These examples illustrate the reciprocal and sequential
interdependence that exists between subunits of the rooms department.
Effective management under these conditions calls for standardized
plans, procedures, schedules, and deadlines.

Coordination between units also requires frequent direct
communications between executives.

Vocabulary list

to divide neUTh, oAPa3AEAIThH

accounting Oyxrajarepust

food and beverage o011IeCTBEHHOE MTUTAHKE

to report to OTBEYaThH Nepe KEM-JI., HOAYUHATHECA KOMY-JI.

general manager 1MPEKTOP-PACIIOPSLATENb, TEHEPAJIBLHBINA ITUPEKTOD
lodging kuJibe, BpeMEHHOE XKUJINLIE; CHUMaeMas WK cJaBacMasi KOMHaTa
to accept npHUMATH

to receive 1oJ1yyaThb

to assign Ha3zHayaTh, ONIPEIEIIATh

available TOCTYITHBII, UMEIOLLIMIACS B HAJIMYUU

occupied 3aHSTBIN, OKKYNMPOBAHHbII

to keep current aKTyaaM3upoBaTh

to maintain nomaepKathb, COXpaHATh, COXPAHUTH, COEPXKATh
promptly 6pICTPO, TOUHO, Cpa3y

instance ciryyaii, mpumep, oopaselr

linen nocresibHOE GeJibe

entire BeCb; 11€JIbIIA, TTOJTHBIA

physical plant MaTepuaibHas 4acThb
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minor repairs MEJIKUIl pPEMOHT

linkage cueruieHue, coeAuHEHME, CBA3b

reciprocal MPOTUBOIIOJOKHOCTh, 00OpaTHasi BeIMUMHA, B3AMMHBIH, 000I0IHBIN, IBYCTO-
POHHUM

input BXO/1; BKJIa/l, BIOXEHUE, MHBECTULIMSI, B3HOC; (DaKTOP MPOM3BOACTBA

sequential Tociie10BaTEIbHBIN

1. llpovumadiime u nepesedume mexcm.

2. Onpedenume 8 kaxOoli u3 yemsipex 2pynn npedoxeHue, COomsemcmsyioujee co-
depxxaHuto mexkcma.

1. a. The hotel is divided along staff lines into five administrative depart-
ments.

b. The hotel is divided along functional lines into five administrative de-
partments.

¢. The hotel is divided along functional lines into four administrative de-
partments.

2. a. The rooms department performs the catering function of the hotel.
b. The rooms department performs the accounting function ofthe hotel.
¢. The rooms department performs the lodging function of the hotel.

3. a. The rooms department is divided into a number of subunits, each of
which performs rather specialized tasks.

b. The rooms department is divided into a number of subunits, each of
which performs rather simple tasks.

¢. The rooms department is divided into a number of subunits, each of
which performs rather available tasks.

4. a. The front office is where guests are assigned to a room.

b. The front office is responsible for cleaning guest rooms and public spa-
ces.

¢. The front office performs minor repairs and renovations.

3. [laiime passepHymslie omsemsl Ha credytoujue 8oNpocsl.

1. What administrative departments is the hotel divided into?

2. What is the function of the rooms department?

3. Where is the front office?

4. What department is responsible for the hotel’s entire physical plant?

5. Give some examples of reciprocal interdependence within the
rooms department in which individual units provide each other with
inputs.
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4. [lepesedume Ha pyccKuli A3bIK credyroLjue BbIpaXeHus:

I) guests must be hospitably received

2) security must be maintained

J) in many instances

4) extremely specialized

5) manage a laundry operation

6) fall under the front office department
7) the hotel’s bell staff

&) entire physical plant

9) presold rooms

10) reciprocal interdependence

11) linkages within the rooms department

5. Halidume 8 mexcme aHenulickue 3K8uUBaIeHMbI CIEOYIOWUX BbIpaXeHUl U co-
cmasbme € HUMU CBOU COOCMBeHHble NPedsIoKeHUs:

1) agMUHUCTpaTUBHBIE OTAEIbI (CIYKObI)

2) reHepabHbIit IUPEKTOP

3) BBIMOJIHSATh (DYHKIIMM paccesieHus ToCTei

4) conepxkaTh B YACTOTE MECTa OOIIIETO MOJIb30BAHUS

5) rocTeii Hy>KHO MOCEJIUTh B YMCThle KOMHATbI

6) OTHeN IeTTUTCS Ha TIOPa3IeICHUS

7) ObITb OTBETCTBEHHBIM 3a CTUPKY U TJ1aXKY O€sIbst

&) 6e30macHOCTb FOCTEN

9) 6oJbl11ast 10151 B3aMMO3aBUCUMOCTHU

10) cyliecTBYeT CBSI3b MEXKIY Pa3HBIMU OTACIaAMHU (CITy:KOaMM )

6. Cosmecmume cn108a U3 1e80U KOJIOHKU C UX 3HAYEHUAMU U3 npasol KOMOHKU.

[) lodging a) to be responsible to and under the authority of

b) the system or occupation of setting up,
2) report to maintaining, and auditing the books of a firm and of
analyzing its financial status and operating results

3) general manager c¢) to keep in proper or good condition

d) furnished rooms in another’s house rented for

4 accounting accommodation
5) linen e) the highest ranking manager

/) articles or garments made from linen or a similar

6) maintain cloth, such as cotton; bed sheets and tablecloths
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7. 3anosHume nponycku 8 npedoXeHUsX N0OX00AUUMU NO CMbICITY C/I0BAMU B HYX-
Holi ¢hopme.

| general manager linen reportto  maintain  lodgings accounting

1. The plant manager (1) the production controller.
2. We found (2) on the tour rather primitive.
3. Vail, took his seat as (3) in a tiny office in Reade Street, New

York, and the building of the business began.

4.1lived to watch on a strange shore a black and youthful Nausicaa, with a
joyous train of attendant maidens, carrying baskets of (4) toa
clear stream overhung by the heads of slender palm-trees.

5. The house costs a fortune ( 5)

6. Because of the wide range of activities and the large amounts of revenu-
es full-service hotels have (6) departments in the hotel to take
care of all the accounting responsibilities.

8. llpoyumatime u nucbMeHHO nepesedume MeKCM Ha AHUUCKUL A3bIK, UCNOb3Ys
cnosape.

l'ocTuHUYHOE XO3SIACTBO BKJIIOYAET B Ce0S1 MHOXECTBO CJIYXKO.
V Bxona NMpue3KuX BCTpeyaroT 1iBeiapbl. PAOOTHUKY Ci1yX0 rprema
1 00CTYKMBaHUs pa3MellaloT rocTeil B HOMepax 1 O0IIAIOTCSI C HUMU.
ITo okoHyaHUIO O(hOPMIIEHUSI KOPUAOPHBINM WM MOCBUILHBINM TTPOBO-
JKaeT TTOCETUTEIS 10 TIPEIOCTaBIEHHOTO eMy HOMepa, TTIOMOTaeT TOI-
HecTH Oarax. Ciyx06a ropHUYHBIX OTBEYaeT 3a yOOPKY HOMEPOB, X0~
JIOB, KOPUJOPOB U JPYTUX BHYTPEHHUX MOMEILEHUM, B KOTOPBIX OCY-
IIECTBJISIETCS TPUEM M OOCIYyXXKMBaHUE KIMEHTOB. KpyrimocyTouHo
TPYASATCS TToBapa, 0o(ULIMAHTbI, METPIOTEU, UX pabOTy 00eCTIeUnBaIOT
XO34UCTBEHHbIE CIIyXObl. 3agaya pPyKOBOAUTENEH KaxKJoul CiyXObl
KOHTPOJIMPOBATh BECh MTPOLIECC pabOThI IEPCOHAIA U YMEJIO pa3pellaTh
KOH(JIMKTbI, OT KOTOPBIX MOXET TMOCTpajaTh MPECTUK TOCTUHMIIBI.
Bce BMecTe oHU co3aatoT atMochepy rocTeIpuuMCTBa.



UNIT 7

Food and Beverage

The primary function of the food and beverage department is, of course, to
provide food and drink to the hotel’s guests. In earlier times, when an
inn had only one dining room, this was a much simpler task. Today,
however, providing food and drink is much more complicated. The
500-room hotel in this discussion might well have a coffee shop, a
gourmet restaurant, a poolside snack bar, two banquet halls, room
service, and ten separate function rooms where food and beverage may
be served. It might also have a piano bar and lounge, a lobby bar, and a
nightclub. Thisadds up to 19 food and beverage outlets, excluding room
service! On abusy day (or night), it’s likely that each of these outlets will
be used. Often, more than one event takes place in an outlet during a
24-hour period.

There is great diversity in the activities performed by a food and
beverage department and considerable variety in the skills required, so
the department comprised a number of functional subunits where
tasks are specialized. To begin with, there is the food production, or
kitchen, department. In a 500-room hotel, this unit is headed by the
executive chef, a person of great stature and authority in a first-class
hotel. Under the executive chef are a variety of culinary specialists
responsible for different aspects of food preparation. The service of
food in a hotel’s restaurants and food outlets is usually the
responsibility of a separate department, which, in a large hotel, is
headed by an assistant food and beverage director. The food service
department contains the individual restaurant and outlet managers,
maotre d’s, waiters, waitresses, and bus help. Because of the special
problems associated with room service, many large hotels have a
separate subunit responsible only for room service. The high value and
profit margins associated with alcoholic beverages cause hotels to
form a separate department with responsibility for the bars, lounges,
service bars, and other alcoholic beverage outlets. Most full-service
hotels do considerable convention and catering business.
A convention uses small function rooms for separate meetings, larger
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rooms for general sessions, and even larger facilities for banquets.
Catered events include local parties, wedding receptions, business
meetings, and other affairs held by local groups. To provide for the
unique needs of these customers, hotels often organize separate
catering and convention departments that specialize in this kind of
business. Finally, the job of cleaning the spaces of the food and
beverage department, dish-and-ware washing, and general food and
beverage expediting is often assigned to a separate subunit known as
the stewarding department.

Vocabulary list

providing obecrnieueHue

likely BeposiTHO

diversity pazHOOOpa3ue; pa3jinuune; MHOroOOpa3HOCTh
to comprise BKJIIOUATh, 3aKJTI0YATh B ceOe

chef re-moBap, TIaBHBII TTOBap

stature BEICOTA; CTaH, poCT, huUrypa

to bus yOpaTh Ipsi3HYIO MOCY/Y U BHIMBITH €€

profit margins pazmep npuoObUIN

convention cobpaHue, Che31

catering 0O1LIECTBEHHOE MMUTAaHKE

to cater MOCTaBJISITh MPOBU3UIO, OOCTYXKMBATh OCETUTEJISI
to assign to MPUMUCHIBATD; CTABUTH B COOTBETCTBUE

lpoyumatime u nepegedume mekcm.

Onpedenume 8 kaxdoli u3 yemsipex 2pynn npedJioxeHue, Coomsemcmayloujee co-
depxxaHuto mexkcma.

1. a. The second function of the food and beverage department isto provi-
de food and drink to the hotel’s guests.

b. The primary function of the food and beverage department is to provide
food and lodging to the hotel’s guests.

¢. The primary function of the food and beverage department is to provide
food and drink to the hotel’s guests.

2. a. Under the executive manager are a variety of culinary specialists re-
sponsible for different aspects of food preparation.

b. Underthe executive chefare a variety of culinary specialists responsible
for different aspects of food preparation.

¢. Underthe executive chefare a variety of culinary accountants responsi-
ble for different aspects of food preparation.
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3. a. The food service department contains the individual restaurant and
outlet managers, maotre d’s, waiters, waitresses, and bus help.

b. The food service department contains the individual restaurant and
outlet managers, maotre d’s, waiters, waitresses, and tram help.

¢. The food service department contains the individual restaurant and
outlet managers, maotre d’s, waiters, waitresses, and train help.

4. a. A convention uses large function rooms for separate meetings, smal-
ler rooms for general sessions, and even larger facilities for banquets.

b. A convention uses small function rooms for general sessions, larger
rooms for separate meetings, and even larger facilities for banquets.

¢. A convention uses small function rooms for separate meetings, larger
rooms for general sessions, and even larger facilities for banquets.

3. [laiime pa3gepHymsie omsemsl Ha credyouue 8oNPoCsI:

1. What is the primary function of the food and beverage department?

2. Why is providing food and drink much more complicated now?

3. What food and beverage outlets can you name?

4. What functional subunits did the department comprise?

5. Who is the food production department headed by?

6. What subunit is the job of cleaning the spaces of the food and beverage
department often assigned to?

4. [Tepegedume Ha pycckull A3biK Cedyowjue BbIpaXeHUs:

1) much simpler task

2) ten separate function rooms

3) excluding room service

4) great diversity

5) considerable variety

6) a number of functional subunits

7) headed by the executive chef

&) variety of culinary specialists

9) special problems

10) considerable convention and catering business

5. Halidume 8 mexcme aHenulickue 3K8uUBaIeHMbI CIEOYIOWUX BbIpaXeHUl U co-
cmasbme € HUMU CB0U COOCMBeHHble NPedsIoKeHUs:

]) obecrnieunBaTh rocTeil €101 U HAITUTKAMK
2) GoJibllIoe pa3HOOOpa3Ke B BUIAX AESITETbHOCTU
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3) HeOOXOAMMbIE YMEHMUSI

4) mpexe BCero

5) IPUTOTOBJICHUE €IIbI

6) 4eITOBeK, MMEIOIIINIA OOIBIIOE BIMSTHIC
7) OTeJIb IIEPBOro Kjiacca

&) OTBETCTBEHHBIN 3a Pa3IMUHbIE ACTIEKTHI
9) otaen ooCyKMBaHUS

10) oTBeyaTh MOTPEOHOCTIM

6. Cosmecmume cs108a U3 1e80U KONIOHKU C UX 3HAYEHUAMU U3 I‘IPGBOUV KOJIOHKU:

a) a cocktail lounge featuring entertainment by a

[) stature C
pianist

b) a formal meeting of members, representatives, or
2) diversity delegates, as of a political party, fraternal society,
profession, or industry

3) bus ¢) an achieved level,; status

4) convention ) variety or multiformity

5) catering e) to carry or clear (dishes) in a restaurant
6) pianobar  f) providing food and services

7. 3anonHume nponycku 8 npeosIoxXeHUAX N0OX00AUUMU NO CMbICAY C/I0BAMU B HYX-
Holi ¢hopme.

| Piano Bar  assign  diversity = laws  catering  convention

1. Charles Darwinsawin (1) of speciesthe principles of evolution
that operated to generate the species: variation, competition and se-
lection.

2. Pete’s Rock N’ Roll Dueling (2) is celebrating twenty-years in
business on October 31.

3.This (3) of people and religion is the reason that the kingdom in
different parts is under different forms of government, and that their
4) and customs are extremely various.

4. Next year (5) will be in Chicago.

5.(6) is a business that caters banquets and weddings.

6. They (7) the new car to Roger.
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8. lIpoyumatime u nuceMeHHO nepesedume MeKCM Ha aHeNULCKUL A3bIK, UCNO/b3YA
c108apb.

VrpasieHre KOMIUIEKCOM TPEANPUSTAI OOIIECTBEHHOTO MMUTA-
HUSI B TOCTHHUIIAX OOECIIEYNBAET AUPEKTOP, KOTOPBIA MOTIMHSICTCS
BJIAJIEJIBILY WUIM VICIIOJHUTEJIBHOMY ITUPEKTOPY 3aBEAEHUSI pa3Melle-
Hus1. JINpeKTOp pecTopaHa HeCceT OTBETCTBEHHOCTD 33 3 (PeKTUBHOCTh
(PYHKLIMOHMPOBAHUSI OCHOBHBIX CTPYKTYPHBIX 3BEHbEB — PECTOpaHa,
Ka(e, O6apa, KyxHU, KOHIUTEPCKOTO IIeXa, CKIIAACKUX ITOMEIICHUH,
eMy TMOAYMHSIIOTCSI OTBETCTBEHHbBIE 32 MX pabOTy JMLA, CAHUTAPHBIIA
Bpad. 3aMeCTUTETh TUPEKTOPA OCYIIECTBIISIET YIIPaBJICHUE ITPOIIECCOM
OOCITy>KMBAaHUS B 3aJIe PECTOpaHa, eMy MOAYMHSIOTCS METPAOTENH,
o(uLIMaHThI, My3bIKaHTBI OPKECTpa, Oy(peTUnKU.

JOJIKHOCTD AUPEKTOPA CIIYKOBI MUTAHUS B TOCTUHULIAX SIBIISIETCST
OHO# M3 Hamboyiee OTBETCTBEHHBIX. [IOMMMO BBICOKOTO KauecTBa
MpeiaraeMbIX TaCTPOHOMUYECKHUX YCIIYT, 0€30ITACHOCTH JIJIST SKU3HU U
3I0POBbS TOCTEM KOMITJIEKC MPEANPUATHI TTMTAaHUS TOJBKEH obecrie-
YMBATh BLICOKHI YPOBEHH TOCTENTPUUMCTBA.

9. llpoyumatime mexcm. [Ipeobpasyiime c108a 8 KOHUYE CMPOK, HANeYaMaHHble 3a-
2N1aBHbIMU OYKBAMU, MAK, YMO6bI OHU 2paMMAMUYECKU U JleKcuYyecKu coomaem-
CMBOBAU COORPKAHUIO MeKCma.

The kitchen is a very important hotel department
considering that food and beverage service is

(1) source of income, especially when HIGH
providing service for banquets and conventions. The

staff of this department may include:

The Head Chefwho is responsible for (2) the PLAN
menus, for supervising the correct preparation,
presentation and qualities of all dishes which are

being (3) by other chefs. He is normally PREPARE
collaborated by an Assistant Head Chef who

4) the Head Chef in his absence and RELIEVE
arranges duty shifts and days off for the kitchen staff.

The other kitchen staff (5) are the Chefseach MEMBER
of whom (6) responsible for the preparation BE

ofindividual items. They include the sauce chef, salad
chef, vegetable chef, fish chef, soup chef, pastry chef,
etc. and are assisted by Assistant Cooks who receive
orders by the chefs they work for. Under the cooks’
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(7) are the Kitchen Helpers and Dishwashers. SUPERVISE
In large establishments, the Head Cook plans and
co-ordinates the (8) of several restaurants. OPERATE

10. /TucbmeHHO omsembme Ha 8ONPOCHI.

1. Why is the kitchen a high source of income?

2. Whom does the Head Chef supervise?

3. Who arranges duty shifts for the kitchen staff7

4. What are the assistant cooks’ duties?

5. What are the duties of the kitchen helpers and dishwashers?

11. 3anosnHume nponycku NOAXo0AWUMU NO CMbICITY CI0BOCOYEMAHUAMU U NEpecKa-
HKume mexcm:

a) are frequently hired

b) the job of waiters and waitresses
¢) age criteria for the purchase

d) are responsible for

e) prepared and served

/) recommending certain dishes

g) can prepare desserts

h) For instance

i) be fast, efficient, and courteous

Job responsibilities in Food and Beverage Serving. Waiters
and waitresses

These people (1) taking customers’ orders, serving food and
beverages, processing and accepting customer payments. The specific
duties vary to a considerable extent, depending on the establishment.
) , if it is a coffee shop serving routine items like soups, salads
and sandwiches at straightforward fare, then the servers need to
(3) . Whereas, in fine dining restaurants, more complicated
meals and more number of delicacies are (4) over several
courses. Here, waiters and waitresses are expected to provide a more
formal kind of service laying emphasis on attentive treatment, personal
care and leisurely pace. Here the job may involve (5) and
identifying ingredients and even explaining how different items on the
menu are prepared. Some (6) , salads and various menu items
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table side. An added job may be checking the identification of patrons and

ensuring that they satisfy the minimum (7) of tobacco and
alcohol products.
Sometimes, (8) can also involve performing the duties of

other workers in food and beverage service. The jobs include escorting
guests to tables, serving customers at counters, clearing up tables and
setting and maintaining a cash register. However, for the full-service
restaurants, dining room attendants, hosts and hostesses cashiers
) to perform these duties.



UNIT 8

The Sales and Marketing Department

The Sales and Marketing department is quite small, making
intradepartmental coordination fairly easy. Also, the department is
removed from most day-to-day operational problems faced by other
departments. Still, there is a division of work among sales managers,
usually based on the type of customers a hotel is attempting to attract.
Individual sales managers often specialize in corporate accounts,
conventions, or tour and travel markets. Sales managers are sometimes
further subdivided along geographical lines such as regional or national
accounts. Still, the sales staff, even for a 1,000-room hotel, usually does
not exceed a dozen or so members. Sales managers work more or less
independently in their particular market segments. Thus, problems of
intradepartmental interdependence are usually not severe.

Vocabulary list

intradepartmental BHyTpUBEIOMCTBEHHBIN

to exceed TpeBbILLIATH

independently He3aBUCUMO

interdependence B3aM03aBUCUMOCTb, B3aMOCBSI3b
particular onpeaeeHHbIN

severe Cepbe3HbI, CTPOTUIA, TpEOOBATEIbHBII

. llpoyumatime u nepesedume mekcm.

. Onpedesnume 8 kaxdoli U3 Yyemsipex 2pynn npedsoxeHue, coomsemcmsyiouee co-
depxxaHuto mexcma.

1. a. The Sales and Marketing department is quite large, making intrade-
partmental coordination fairly easy.

b. The Sales and Marketing department is quite small, making intrade-
partmental coordination with great difficulties.

¢. The Sales and Marketing department is quite small, making intrade-
partmental coordination fairly easy.

66



2. a. The Sales and Marketing department is removed from most
day-to-day operational systems.

b. The Sales and Marketing department often faces day-to-day operatio-
nal problems.

c. The Salesand Marketing department is removed from most day-to-day
operational problems.

3. a. Problems of intradepartmental interdependence are very severe.
b. Problems ofintradepartmental interdependence are usually not severe.
¢. Problems of international interdependence are usually not severe.

4. a. There is a division of work among personnel managers, usually based
on the type of customers a hotel is attempting to attract.

b. There is a division of work among sales managers, usually based on the
type of customers a hotel is attempting to attract.

¢. There is a division of work among sales managers, usually based on the
type of employees a hotel is attempting to attract.

3. [laiime pa3gepHymsie omsemsl Ha credyoujue 8oNPoCsI:

1. What are the functions of the Sales and Marketing department?

2. The Sales and Marketing department faces day-to-day operational
problems rather often, doesn’t it?

3. What division of work is there among sales managers?

4. [Tepegedume Ha pycckull A3biK cedyrowue BbIpaXeHUs:

1) quite small

2) intradepartmental coordination

3) day-to-day operational problems

4) division of work among sales managers
5) the type of customers

6) individual sales managers

7) tour and travel markets

&) regional or national accounts

9) intradepartmental interdependence

5. Halidume 8 mexkcme aHenulicKue 3KBUBANGHMbI C1eOYIOWUX BbIpAXeHUl u co-
cmasbme ¢ HUMU CBOU COOCMBeHHble NPedsIoKeHUs:

I) KoopauHaLKsI BHYTPUBEIOMCTBEHHOI pabOThI
2) mpo0JieMbl, ¢ KOTOPBIMM CTATKMBAIOTCS KaXIbIi 1E€Hb
3) pazneneHue Tpyaa
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4) TUT KJIUEHTOB

5) mBITAThCS TIPUBIICYD

6) crieLIMaan31MpoBaThCsl HA KOPIIOPATUBHBIX CUETaX

7) PBIHOK TTaCCaKUPCKUX TTEPEBO30K

&) nonpasnensaThCs B COOTBETCTBUU C reorpadueii cueTon
9) He nipeBbIIaTh 10 paOOTHUKOB

10) paboTaTh B CBOEM CETMEHTE

6. Cosmecmume cn108a U3 1e80U KOJMOHKU C UX 3HAYeHUAMU U3 Npasgol KOJOHKU:

1) exceed a) on your own; without outside help
2) independently b) (of something unpleasant) serious; extreme

¢) to surpass someone or something by some

3) particular amount

4) severe d) moderately; rather

5) fairly e) belongi_ng to, or associa'ted with a specific person,
group, thing, or category; not general or universal

6) attract f) to arise or compel the interest, admiration, or

attention of

7. 3anonHume nponycku 8 npedIoxeHUAX N0OX00AUUMU NO CMbICAY C/I0BAMU B HYX-
Holl ¢hopme:

|severe independently  exceed  particular  fairly  be attracted

1. We (1) by the display of lights.
2. I wrote the first part (2) quickly.
3. Wally (3) his quota by two hundred.

4. The children worked on the project (4) .

5. We will speak of nobility, first as a portion of an estate, then as a conditi-
on of (5) persons.

6. Our team suffered a (6) defeat.

8. lpoyumadiime u nucsmMeHHO nepesedume meKcm Ha AH2AUUCKUL A3bIK, UCNO/b3YA
cnosaps.

I'maBHasg 3apava otaena MapKeTHMHIa M MPOAaX — MOBbILICHUE 3a-
IPY3KM rOCTUHUILIBL. YU CII0 COTPYAHUKOB, KaK IMPaBUJIO, COCTABJISIET 10
10 yenoBek, 1-2 U3 KOTOPBIX 3aHUMAIOTCS MAPKETUHTOBBIMU MCCIIEI0-
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BaHMSIMU, a OCTAJIbHbIE — MEHEIKePhl 110 MpojaxkaM, KOTOpble 3aHU-
MaroTCS TIOMCKOM «OITOBBIX» MIOKyMaTeseld TOCTUHUIHBIX YCIYT (Typ-
(bupMbI, KpyTIHbIE KOMIIAHW U, K KOTOPBIM ITPHE3KaeT MHOTO KJIMEHTOB
MU T.IL.).

B 3amaun MapKeTUHIOBOM CJTy>KObI BXOJISIT:

0 ornpejeseHue cerMeHTa, Ha KOTOPOM TOCTMHMIIA CMOXKET UMETh Hau-
0OJIbIINI yCIIeX;

0 cocraBiieHUe Npoduiis KiaMeHTa (MmepedyeHb MPU3HAKOB, XapaKTepu-
3YIOLIMX HEKOTOPOT'O «yCPEAHEHHOT0» TUITMYHOTO KJIIMEHTA) ;

0 ompeneaeHUe METOIOB MPUBJICUSHUS KIMEHTA;

0 aHaJU3 yIOBJIETBOPEHHOCTU KJIMEHTA yCIyTaMu OTeJIs;

0 ompenesaeHUe HEHOBOM MOTUTUKY TOCTUHUILBI;

0 pexJiaMa oTeJIsl B CPeICTBaX MacCOBOI MH(MOPMALINK;

0 aHaJIM3 COCTOSIHUS OTEJIS1, BBISIBIIEHE HEMCIOJIb30BAaHHBIX BO3MOXHO-
CTel C LIeJIbIO MTOBBILIEHMST 3arPy3KU U YBETUYEHMSI JOXOJI0B OT BCEX UC-
TOYHMKOB.

MeHemKephl o IpoaakaM:

0 BeIyT MOMCK HOBBIX KJIMEHTOB;

0 3aKJII0YaIOT JOTOBOPHI;

0 TIOAAEPKUBAIOT OTHOIIEHMS C YKe CYIIECTBYIOIIMMU KIMEHTaMU.

B otaen MmapkeTuHra nmoctymnaet BCsl CTaTUCTUUECKasl U OyXrajiTep-
ckast uH(GopMalus OT BCEX COOTBETCTBYIOILLIMX CJTYXKO.

9. llpakmuka ycmHol peyu. [Ipednonoxum, ymo 8bl — 2/1a8HbIT MeHedxep omoena
mMapkemuHea u npodax. Bam npedcmoum sbicmynums neped Ho8bIMU cOmMpyo-
HUKamMu ¢ HebobWum 00KNA0oM 06 OCHOBHbIX HANPABEHUA paboms! Balweeo
omodena. Cocmasbme NjiaH c80e20 BbICMYNJieHUS U NO020MOBbMECH BbICMY-
nums c peysbio.



UNIT 9

Personnel Department

A hotel’s personnel department is a staff organization set up to handle a
specialized function. It serves no customers, books no business, and
prepares no meals, yet it plays a vital role in a hotel’s efficient operation.
The personnel department is subdivided into three subfunctions:
employee recruitment, benefits administration, and training. The
personnel director must be an expert on labor law and able to advise
managers in other departments. While these three subfunctions are
related, they do not present many problems of interdependence. Instead,
the personnel department’s major challenge occurs as it attempts to
interact with other hotel departments. Personnel may recruit, interview,
and screen prospective employees, but final hiring authority resides in the
line departments. The same is true of promotion and disciplinary
decisions, where the personnel department’s input is advisory only. As a
staff department, personnel’s effectiveness is largely dependent on its
manager’s ability to form effective working relationships with other
departments.

Vocabulary list

to set up ycTaHaBIMBaTh, 00ECIIEYMBaTh, CO3IaBaTh

to handle oOpaiatbesi ¢, 00XOMUTHCS, PETYJIUPOBATH

vital role BaxkHast, 3HaUMMas1 pojb

efficient 2(h(eKTUBHBIN, KBATU(PULIMPOBAHHBIN, YMEJIbIi

recruitment Habop MepcoHaa

labor law Tpy10BO€ IpaBO, 3aKOH O TPYIE

challenge 3anaua; mpoGieMa; BO3paXkeHUe; CJI0KHas Tpo0ieMa; COMHEHME; TIEPCTIEKTUBA
to attempt IBITATBCSI, TIPOOOBATH

hiring HaeMm

to reside in ObITH PUCYILIMM, NTPEOLIBATE, TPUHAIEXKAThH

1. llpovumadiime u nepesedume mexcm.

2. Onpedenume 8 kaxdoli u3 yemsipex 2pynn npedJioxeHue, Coomsemcmayloujee co-
OepaHu mekcma.
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1. a. A hotel’s personnel department is a staff organization set up to serve
customers.

b. Ahotel’s personnel department is a staff organization set up to handle a
specialized function.

¢. Ahotel’s personnel department is a staff organization set up to prepare meals.

2. a. The personnel department is subdivided into three departments.
b. The personnel department is subdivided into four subfunctions.
¢. The personnel department is subdivided into three subfunctions.

3. a. The personnel director must be an expert on laborlaw and able to ad-
vise managers in other departments.

b. The sales director must be an expert on labor law and able to advise ma-
nagers in other departments.

¢. The personnel director must be an expert on criminal law and able to
advise managers in other departments.

4. a. The personnel department’s major challenge occurs as it attempts to
interact with other hotel departments.

b. The personnel department’s major challenge occurs as it attempts to
interact with customers.

c¢. The personnel department’s major challenge occurs as it attempts to
interact with other hotels.

3. [laiime pasgepHymsie omsemsl Ha credyoujue 8oNPoCsI:

1. What subfunctions is the personnel department subdivided into?
2. What must the personnel director be an expert on?
3. Can personnel recruit or interview prospective employees?

4. [lepesedume Ha pycckull A3bIK cedyujue BbIpaXeHUs:

) handle a specialized function

2) hotel’s efficient operation

3) benefits administration

4) training

5) be an expert on labor law

6) subfunctions are related

7) problems of interdependence

&) attempts to interact with other hotel departments
9) screen prospective employees

10) the personnel department’s input
11) form effective working relationships
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5. Halidume 8 mekcme aHenulickue 3KBUBAAEHMbI CEOYIOWUX BbIPAXeHUU U co-
cmasbme € HUMU CB0OU COBCMBeHHble NPedsIoOKeHUA:

1) opranuzanusi repcoHaua

2) urpaThb BaXXHYIO pOJib

3) IenUTHCS Ha TPU MOAPA3ACICHUST

4) HaeM paOOTHUKOB

5) maBaTh COBETHI MEHEIKEpaM

6) TIoApa3neacHUS B3aMMOICHCTBYIOT

7) BO3HUKAIOT CJIOXKHOCTHU

&) pereHns Mo TUCIUTTMHAPHBIM MepaM
9) a(ppexTUBHOCTH IEPCOHANA

10) BO MHOTOM 3aBUCETb OT...

6. Cosmecmume cn108a u3 €80 KOJOHKU C UX 3HAYEHUAMU U3 I’IPGBOUV KOJIOHKU:

a) acting or producing effectively with a minimum of

I)setu
) p waste, expense, or unnecessary effort

b) to place in an upright position; create by putting

2) handle components or members together

3) efficient ¢) enlisting people for the army (or for a job or a cause
etc.)

4) recruitment d) to deal with or have responsibility for; conduct

5) challenge e) to try to perform, make, or achieve

/) something that by its nature or character serves as a
6) attempt .
serious test
7. 3anosHume nponycku 8 npedaoXeHusx N0AX0AAUUMU NO CMbICAY CTI0BAMU B HYX-
Holi hopme.

| recruitment setup challenge attempt handle efficient

1. Space exploration offers (1) to humankind.

2. A secretary must be able (2) clients.

3. Global Connection also offers enough freedom to executives and ma-
nagers (3) their individual campaigns.

4. He (4) to read the novel in one sitting.

5. The new lawn mower is much more (5) than the old one.
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6. Afterthe Austerlitz campaign Prince Andrew had firmly resolved not to
continue his military service, and when the war recommenced and
everybody had to serve, he took a post under his fatherin (6) SO
as to avoid active service.

Mpoyumadime u nepesedume MeKCM NUCbMEHHO HA AH2AULICKUL A3bIK, UCNOJIb3YA
C108apb.

Ortnen nepcoHasa

BaxHeiiiieit 6a30Boil MpeANOChUIKON obecrieueHusl CliakeHHOMU
paboThI BCErO CEPBUCHOTO Tpolecca sIBIsieTcs GOpMUPOBAHUE U pa3-
BUTHE KOJIJIEKTHBA, CIIOCOOHOIO HAWIYYIIMM OOpa3oM BBIMOJHSTh
CBO10 paboOTy U cO3[aBaTh B OoTeJie aTMOochepy rocTeNpUUMCTBa. DTOi
3a/laueil 3aHMMaeTcs OTAeJ MepcoHaIa, B (DYyHKIIMKA KOTOPOTO BXOMST
HabOp COTPYIHMKOB, O0yYeHME MepcoHalIa, MPOBEIeHUE aTTECTALIUIA.

Habop compyorukoe 0CylIECTBISIOT C IOMOIIbIO OOBSIBICHUN TTPU
y4acTuu MpodecCuoHaIbHbIX areHTCTB IO 1T0A00pY M HAliMY WJIM BHYT-
U OTeJIsl ¢ TIOMOIIBIO MPOABUXKEHUSI CBOMX COTPYAHUKOB IO CITY>Ke0-
HoIi JecTHULIE. Jlajee ocylecTBiIsIeTcss 0T0Op HauboJiee MOAXOASIINIX
PabOTHUKOB U3 MOTEHLIMAIbHBIX KAHAUAATOB C TIOMOILIbIO: aHKETUPO-
BaHWUsI; coOece0BaHMs; TECTUPOBAHMS; 3alpOca Ha MPEXHEe MECTO
pabOoThl; MEAULIMHCKOTO OCBUAETEILCTBOBAHMUSI.

OTOupaeTcs Takol 4eJoBeK, KOTOPbI MMeeT HAWIy4lIylo MOAro-
TOBKY Y KBAJIM(PUKALIMIO JJISI 3aHUMAaeMOI JJOJDKHOCTH, TIPU 9TOM yUr-
ThIBAIOTCSI 0Opa30BaHUE, OMBIT, MPOMECCUOHATbHbIC HABBIKW W JIAY-
Hble KQYeCcTBa.

Obyuenue nepconana NeNUTCSl Ha IEpBOHaYaIbHOE (0OyUeHUE MO~
CTYNUBIIMX Ha paboTy) U TOBbIIeHUE KBanudukamuu. C MOMeHTa
Mpuxoa Ha paboTy OOBIYHO MTPOBOJAUTCS MPOGhOpUEeHTALIUS — Teope-
TUKO-03HAKOMUTEIBbHOE 3aHATUE, TTOMOTalolllee HOBOMY COTPYAHUKY
MOHSATh OCHOBHbIE MPUHLIMITBI B3aMMOAEHCTBUS OTIEIOB OTESI U pa-
OOTHUKOB ero nojapasaeiaeHus. Ha mepsoe BpeMst K HEMY ClieayeT Mpu-
CTaBUTb 00JIE€ OMBITHBIX U KBAIM(PUIIMPOBAHHBIX KOJUIET JUIs1 BBEIE-
HUS B Kypc JeJia. 3a00TSICh O BBICOKOW ITPOM3BOAUTEILHOCTH TPYa,
OpraHu3alys 10JKHA YAEJISTh BHUMAaHME MOBBIIEHW IO KOMITETEHTHO-
CTU CBOMX TPYAOBBIX PECYpPCOB, JJIsI YEro HEOOXOAMMBI pa3paboTKa
CHEeUATbHBIX YYEOHBIX TTPOrpaMM, OOydYeHUE 1 TTePENoJroTOBKa pa-
OOTHUKOB.

OO0yJeHre MOXET IMTPOBOIUTHCS C OTPHIBOM U 0€3 OTPbIBA OT MPOU3-
BozacTBa. C OTPBHIBOM OT MPOU3BOACTBA 00YyYAIOT MHOCTPAHHBIM $SI3bI-
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KaM, TEXHUKE OOLLIEHUS C KIIMEHTAMU, ITPOBOAAT CTAXKUPOBKU B IPYTUX
OTeJISIX.

Ammecmayuro compyOHuKk06 TOCTUHULIBI IIPUHSITO IIPOBOIUTH PETY -
JsipHO. B Xome aTTecTay Ha4aJbHUK KaXI0TO MOAPa3IeICHUS Olle-
HMBAET CJICAYIOIIIE KaYeCTBa CBOMX IIOAYMHEHHBIX: TEXHUYECKOE Mac-
TEPCTBO; CTapaTeIbHOCTh; MHUIIMATUBHOCTD; YMEHME OOIIATHCS C KITH -
€HTaMU, KOJUIETaMU, Ha4aJIbCTBOM.

9. llpakmuka ycmHoli peyu. [Ipednonoxum, 4mo 8sl — ynpasastowul omens. lpose-
dume cobecedosaHue ¢ couckamesniem Ha O0JIKHOCMb MeHedXepa nNo NepcoHany.
Bbl dosmxHbI G6bIMb yBepeHbl, 4Mo OH Yemko npedcmasnsem cebe cneyuguky pa-
60mbl 8 20CMUHUYHOM bU3HeEce.



UNIT 10

Accounting

The accounting department often combines both staff and line functions.
Its traditional role is recording financial transactions, preparing and
interpreting financial statements, and providing management with
timely reports of operating results. Responsibilities also include payroll
preparation, accounts receivable, and accounts payable. These functions
are the responsibility of the assistant controller for finance. There is,
however, another dimension to the accounting department that connects
to operations, cost accounting, and cost control throughout the hotel.
This often results in the department being called the controllers’
department rather than the accounting department. The two central
concerns of accounting control are rooms and food and beverage. The
accounting department’s front office cashier tracks all charges to guest
accounts. The night auditor reconciles all guest bills with the charges
from the various hotel departments. Although these employees work at
the front desk and sometimes have direct guest contact, they are members
of the accounting department and report to the assistant controller for
operations.

The food and beverage controller, and the food and beverage
cashiers, who work in the accounting department, keep track of the
revenues and expenses of the food and beverage department. Food and
beverage cashiers report to the assistant controller for operations, and
the food and beverage controller reports directly to the hotel controller.
The food and beverage department may be responsible for food
preparation and service, but the accounting department is responsible
for collecting revenues. The food and beverage controller verifies the
accuracy and reasonableness of all food and beverage revenues. The
accounting department is responsible for tracking and preparing daily
reports on the costs of the food and beverage used in the hotel. In many
cases, the accounting department is also responsible for purchasing and
storeroom operations. Finally, the director of systems is responsible for
designing the accounting and management information systems used
throughout the hotel. This discussion demonstrates the accounting
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department’s direct involvement in day-to-day operational aspects of
the hotel.

We make two final points about the accounting department. First,
accounting is responsible for collecting and reporting most of a hotel’s
operational and financial statistics. It therefore plays an important
hotelwide staff role as data provider for decision-making and budget
preparation. Second, the accounting department head is responsible
not only to the hotel’s GM but also to the hotel chain’s financial
vice-president orto the hotel’s owner. The reason for this dual reporting
relationship is to provide the hotel corporation an independent
verification of the accuracy of the financial and operating results of the
hotel — that is, independent from the GM. Thus, unity of command is
routinely violated in the case of hotel controllers.

Vocabulary list

line functions byHKIIMY TUHEWHOTO MOAPa3IeICHUS
transaction czieyika

timely cBOeBpeMEHHBII

responsibilities 06s13aHHOCTH

payroll preparation pacueT 3apaObOTHOI IIJIAThI
dimension acIieKT; [I0Ka3aTeJlb; CTEIEHb; XapaKTepUCTUKA
to reconcile yperyiupoBaThb, yJIaXKuBaTh, CBEPSITh
venues and expenses I0XO/Ibl U PACXO/IbI

to verify IpoBEPSITh, YIOCTOBEPSTH

accuracy TOYHOCTb, IPaBUJIBLHOCTh

routinely moBce gHEBHO

to violate Hapy11aTh, TONMUpPATh, MPECTYNATh

. llpoyumaiime u nepesedume mexcm.

. Onpedesniume 8 Kax0oli U3 4embipex 2pynn npedsIoxeHue, Coomsemcmsylujee co-
OepxaHuio mekcma.

1. a. The traditional role of the accounting department is recording finan-
cial transactions, preparing and interpreting financial statements, and
providing guests with accommodation.

b. The traditional role of the accounting department is recording finan-
cial transactions, preparing and interpreting financial statements,
and providing management with timely reports of operating results.

¢. The traditional role of the personnel department is recording fi-
nancial transactions, preparing and interpreting financial state-
ments, and providing management with timely reports of
operating results.

76



2. a. Payroll preparation, accounts receivable, and accounts payable are
the responsibility of the general manager.

b. Payroll preparation, accounts receivable, and accounts payable are the
responsibility of the assistant controller for finance.

c. Payroll preparation, accounts receivable, and accounts payable are the
responsibility of the assistant controller for sales.

3. a. The night auditor reconciles all guest bills with the charges from vari-
ous other hotels.

b. The night auditor reconciles all guest bills with the charges from the va-
rious hotel departments.

c¢. The night auditor reconciles all employee bills with the charges from
the various hotel departments.

4. a. The food and beverage controller verifies the accuracy and reasonab-
leness of all food and beverage revenues.

b. The food and beverage department verifies the accuracy and reasonab-
leness of all food and beverage revenues.

¢. The food and beverage controller verifies the quality of all food and be-
verages.

3. [laiime passepHymsie omsemsl Ha credyoujue 8oNPoCs:

1. What is the traditional role of the accounting department?

2. What are responsibilities of the accounting department?

3. Why do food and beverage cashiers report to the assistant controller for
operations?

4. Who is the accounting department head responsible to?

5. What is the reason for the dual reporting relationship of the accounting
department?

4. [lepesedume Ha pycckull A3bIK Ce0yOUUE BbIDAXEHUS:

1) providing management

2) accounts receivable

3) accounts payable

4) cost accounting

5) controllers’ department

6) report to the assistant controller

7) verify the accuracy and reasonableness
&) tracking and preparing daily reports

9) purchasing and storeroom operations
10) direct involvement
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5. Halidume 8 mekcme aHenulickue 3KBUBAAEHMbI CEOYIOWUX BbIPAXeHUU U co-
cmasbme € HUMU CB0OU COBCMBeHHble NPedsIoOKeHUA:

1) peructpupoBaTh (pHAHCOBLIE CACIKHU

2) buHaHCcoBasI BbIMKUCKA

3) CBOEBpPEMEHHBI OTYET

4) pacuet 3apabOTHOI TJIATHI

5) 3aMecTUTe b IIIaBHOTO OyXTanaTepa no (puHaHCOBBIM BOIIpocam
6) KOHTPOJIb IIeH

7) CBepsITh cueTa rocTeit

&) BecTH cUeT, OTCIICKMBATh

9) cbop npuObLIU

10) exxemHEBHBII OTYET

6. Cosmecmume c108a u3 €80 KOJIOHKU C UX 3HAYEHUAMU U3 np(]BOUv KOJIOHKU:

a) a measure of spatial extent, especially width,

) transaction height, or length

b) to bring into agreement or harmony; make

2) dimension compatible or consistent

3) reconcile ¢) an expenditure of money; a cost
4 revenues d) a record of business conducted at a meeting;
proceedings
e) the condition or quality of being true, correct, or
5) expenses g L
exact; precision; exactness
6) accuracy J) all the income produced by a particular source.

7. 3anonHume nponycku 8 NPecnoxeHuUAX NOOX00AWUMU NO CMbICATY CI0BAMU 8 HYX-
Holi hopme.

|dimensions revenue accuracy transaction expenses to reconcile

1. The unions want high wages and the bosses want high profits — it’s al-
most impossible (1) these two aims.

2.(2) of the box are 20 cm by 10 cm by 4 cm.

3. In a commercial (3) of the retail order much depends on the
seller’s engaging and amiable aspect.

4. They wanted a big share of (4) from the mine.

5. I’'m looking for a trip with all (5) paid.
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6. It is one of the many methods in which they employ this weapon, and
(6) of aim which they achieve, even under the most unfavor-
able circumstances, is little short of miraculous.

8. llpoyumatime u nucbMeHHO nepesedume MeKCM Ha GHUUCKUL A3bIK, UCNOb3Ys
cnosape.

YyeToM B rocTMHMIIE 3aHUMAETCsl (DMHAHCOBAs CIIyxK0a, KOTOpast
BEJIET CJIEAYIONINE OTIePalliN:

0 pacueTsl 1Mo cyeTaM KJIMeHTOB. ExxenHeBHO (0OBIYHO HOUBIO) MOABO-
JISITCSI OaIaHChI TTO BCEM KJIIMEHTCKUM CUeTaM;

0 MOACYET €XEAHEBHBIX JOXOJOB MO KaXIOMYy A0XOA000pa3yrolliemMy
noApas3aeJeHUIo OTes (Kacca B KaxkIoM TMoapas3aeaeHU BeaeT CBOM
y4er);

0 cocTaBjIeHUE eXeTHEBHOIO OTUeTa reHepajibHOMY JUPEKTOPY, B KOTO-
POM MpeacTaBIeHbI JOXObI IO ITOAPa3aeIeHUSIM, 3aTpy3Ka HOMEPHOTO
(oHa 1 HEKOTOPBIE Ipyrre MoKa3aTeJIM B CPABHEHUM C MIPOILILIBIM TTe-
pUOIOM;

0 pacuetnl o 3akynkam. CueTta-¢hakTypbl, 3aBU3MPOBAHHbIE B COOTBET-
CTBYIOIIIEM MOJpa3aeJeHUU OTeJIs, TOCTynaloT B Oyxranarepuio. Omiara
MOCTaBIIMKAM OOBIYHO TTPOM3BOAMTCS B KOHIIE MECS1Ia;

0 HauyMCJEHMS U BbITLIaTa 3apabOTHOM TIaThI;

0 BegeHUe (PMHAHCOBOIO W ympasieHYeckoro yyera. Hecmotpst Ha oT-
CYTCTBHME YETKOM rpaHUIIbl MEXKTY STUMU ABYMSI BUIAMU yUeTa, Cylle-
CTBYIOT KPUTEPUU, B COOTBETCTBUHU C KOTOPHIMU MH(MOPMALIMSI MOXET
ObITh OTHECEHA K (DMHAHCOBOM MJIM yIIPABICHUYECKOI.

QDunarncosslii yuem CBSI3aH ¢ TH(MOPMaIIUE 0 pe3y/IbTaTax IesITe/Ib-
HOCTU TOCTMHUIIBI, MpPeIHa3HAYeHHONH B OCHOBHOM IS BHEITHUX
MoJib30BaTesieii: COOCTBEHHUKA — JJIsl TOr0, YTOObl OH MOT OLIEHUTh
JOXOJIHOCTb CBOETO MPEANPHUITHS; HAJIOTOBBIX OPTAHOB — JIJIsI KOH-
TPOJISl HaJ TPaBUIbHOCTBIO HAUMCJIEHUS 1 YILJIaThl HAJIOTOB; MOCTaB-
IUKOB (DMHAHCOB — 151 TOTO, YTOOBI OHU MOTIJIM OLIEHUTh BO3MOX-
HOCTb BO3BpallleHUS OTeJIeM B3SIThIX KPEIMTOB; MapTHEPOB 10 OU3-
Hecy — Kak J0Kas3aTeJbCTBO CBOEH OJIarOHaIEeXHOCTHU; JIOObIX
3aMHTEPEeCOBAHHBIX JIUII.

Ynpaenenueckuii yuem cBsizaH ¢ 1polieccoM GopMUpoBaHUs Du-
HAHCOBBIX Pe3Y/IbTATOB AESITEJIbHOCTU: YYETOM JOXOJOB U 3aTpaT OTe-
Jis1. Bta nHopMalus peaHa3HaueHa 151 BHYTPEHHMX HY3KIT, TOCTYTI-
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Ha TOJIKO MEHEIKXEPaM OTeIs U CIAYXKUT OCHOBOWM ISl MPUHSITUS
YIIPaBJICHYECKUX PEIICHUIA.

9. llpakmuka ycmHol peyu. Pazdesnumecs Ha 2pynnbl N0 HECKO/IbKO YesioseK. [Ipeo-
cmasbme, YmMo Kaxaoas 2pynna — 3mo 00uH omoes. Bawa 3adavya — nocmapamscs
Yy6edums ocmasibHbIX, YmMo pabomams Jy4uie 8Ce20 UMEHHO 8 8awiem omodese.
Pacckaxume compyoHukam opyeoli cnyx6bl 0 npeumywecmsax saweli pabomel.



UNIT 11

Registration

The first impression a guest receives of a lodging facility during
registration is extremely important in setting the tone for hospitality
and establishing a continuing business relationship. The guest who is
warmly welcomed with a sincere greeting will respond positively to the
hotel and will expect similar hospitality from other hotel employees. If
the guest receives a half-hearted welcome, he or she will not be
enthusiastic about the lodging facility and will be more likely to find
fault with the hotel during his or her visit. Today’s guest expects to be
treated with respect and concern, and many hotels make the effort to
meet those expectations—those that do not should not expect the guest
toreturn. What constitutes a warm welcome of hospitality? This varies
from employee to employee. It begins with the employee’s
empathizing with the feelings of the traveler, someone who has been
away from familiar surroundings for many hours or many days. He or
she may be stressed by the frustrations of commercial travel, delayed
schedules, lost luggage, jet lag, missed meals, unfamiliar
surroundings, unclear directions, or unfamiliar public transportation.
The hotel employee who is considerate of the traveler under these
circumstances will be more likely to recognize anxiety, restlessness,
and hostility and respond to them in a positive, understanding
manner.

The registration process is one of the many points of interaction
with the guest and ultimately the cornerstone of delivering service
before, during, and after the guest stay. Everyone understands the
importance of capturing guest data that is confirmed from the previous
reservation process or initiated with a walk-in guest. While guests are in
our care, we can communicate with them, maintain an accurate
accounting record, and later on respond to any inquiries with regard to
financial concerns or follow up on service.
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The registration process follows a rather succinct procedure of
offering guest hospitality, retrieving a reservation, reviewing the
registration card for completeness, extending credit, selecting a room
to meet the needs of the guest, checking room status, confirming room
rates, promoting additional room sales, assigning room keys, and
processing the guest folio. All these steps occur within the space of
several minutes, but the organization behind the scenes of the
registration process is essential.

Hotels that provide service to international visitors must prepare
front desk staff to deal with various languages, cultures, money
exchanges, and the like.

The students who are preparing for a career in the hotel industry
must become familiar with the needs of international visitors during
checkout. Studying foreign languages, common cultural concerns, and
differences in legal tender will help students become valuable members
of the hotel team. A hotel employee who can assist an international
guest in understanding the guest folio and determining the rates of
currency exchange will greatly improve the chances that this guest will
return.

Vocabulary list

hospitality rocrernpuumMcTBO

to establish ycTaHaB1MBaTh, OCHOBBIBATh

business relationship 1e;10BbIe OTHOILIIEHUST

sincere UCKPEHHU, YACTOCEPAECYHBIN, NyIIEBHBIN
to respond OTBEYaTh, AEJ1ATh B OTBET, OTILIATUTH
employee CITy>Xaluii, paOOTHUK

half-hearted paBHOTYIIHBI

respect and concern yBaxeHue 1 3a060Ta

to meet expectations COOTBETCTBOBATb OXXUAAHUSM
to constitute cocTaBIATH

empathizing conepexxuBaHue

surroundings OKpy>XKeHUE

frustration paccTpoiiCTBO, CpbIB, KpYLIEHUE

jetlag HapylieHue CyTOYHOrO pUTMa OpraHMu3Ma
hostility BpaxkmeOHOCTD, BpaskaeOHBII aKT; HEIIPUSITHC
inquiry 3arnpoc, HaBeIeHUE CIIPaBOK

succinct CXXaTblid, KpaTKUiA

to retrieve OTBICKMBATh

folio TvcT; TMCT OyXTAJITEPCKON KHUTH

1. lpovumaiime u nepesedume mexcm.
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2. Onpedenume 8 Kax 0ol u3 Yyemsipex 2pynn npedsIoxeHue, Coomsemcmaytujee co-
OepxaHulo mexkcma.

1. a. Everyone understands the unimportance of capturing guest data that

is confirmed from the previous reservation process or initiated with a
walk-in guest.

. Everyone understands the importance of capturing guest data that is

confirmed from the previous reservation process or initiated with a
walk-in guest.

¢. Everyone understands the importance of deleting guest data that iscon-

2.

firmed from the previous reservation process orinitiated with a walk-in
guest.

a. Hotels that provide service to international visitors must prepare
front desk staff to deal with various languages.

b. Hotels that provide service to local visitors must prepare front desk staff

to deal with various languages.

¢. Hotels that provide service to international visitors must prepare front

desk staff to deal with frustration.

3. a. The students who are preparing for a career in the light industry must

become familiar with the needs of international visitors during check-
out.

b. The students who are preparing for a career in the space industry must

become familiar with the needs of international visitors during check-
out.

¢. The students who are preparing for a career in the hotel industry must

become familiar with the needs of international visitors during check-
out.

. a. A hotel employee who can assist an international guest in un-

derstanding the guest folio and determining the rates of curren-
cy exchange will greatly reduce the chances that this guest will
return.

b. A hotel employee who can assist an international guest in under-

standing the guest folio and determining the rates of currency ex-
change will greatly improve the chances that this guest will
complain.

¢. A hotel employee who can assist an international guest in understan-

ding the guest folio and determining the rates of currency exchange
will greatly improve the chances that this guest will return.
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3. [laiime pa3gepHymsie omsemsl Ha credyiowue 8ONPOCHI:

1. Why is the first impression a guest receives of a lodging facility during
registration extremely important?

. How will the guest who is warmly welcomed with a sincere greeting re-

spond to the hotel?

. How does today’s guest expect to be treated?

. What constitutes a warm welcome of hospitality?

. Why may the traveler be stressed?

. How is the registration process concerned with interaction with the
guest?

7. What must hotels that provide service to international visitors do?

& What will help students become valuable members of the hotel

team?
9. How can a hotel employee improve the chances that the guest will return?

IS RS NSV N

4. [lepesedume Ha pyccKull A3bIK cedyoujue BbIpaXeHus:

I) set the tone for hospitality

2) establish a continuing business relationship
3) half-hearted welcome

4) frustrations of commercial travel

5) delayed schedules

6) unfamiliar surroundings

7) previous reservation process

&) common cultural concerns

9) recognize anxiety

10) maintain an accurate accounting record

5. Halidume 8 mexcme aHenulickue 3K8uUBaIeHMbI CIEOYIOWUX BbIpaXeHUl U co-
cmasbme € HUMU CB0U COOCMBeHHble NPedsIoKeHUs:

1) OBITH IPUHSITHIM C YBAXXEHUEM U y4acTUEM
2) nenatb yCUJIUSI

J3) COOTBETCTBOBAThH OKUAAHUSIM

4) Terublii mpuemM

5) 3HaKoMas1 0OCTaHOBKA

6) TIOTePSHHBII Oarax

7) B CBSI3M C 0OCTOSITETbCTBAMU

&) B MMOHSATHOM, JOXOIUMBOI MaHepe

9) npoliecc perucTpauuu

10) uHOCTpaHHbIE TYPUCTHI
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6. Cosmecmume cn108a U3 €80 KOJIOHKU C UX 3HAYEHUAMU U3 npagol KOMOHKU.

1) hospitality  a) feeling or experience empathy

b) a feeling of dissatisfaction often accompanied by
2) employee anxiety or depression, resulting from unfulfilled needs
or unresolved problems

¢) cordial and generous reception of or disposition

J) empathizing toward guests

4) frustration  d) an act expressing enmity or opposition

e) a page in a ledger or two facing pages that are

5) hostility assigned a single number

/) a person who works for another in return for

6) folio financial or other compensation

7. 3anonHume nponycku 8 NpecnoxeHusX NOOX00AUMU NO CMbICATY CI0BAMU 8 HYX-
Holl hopme.

| hospitality  frustration  folio  hostility = empathizing employee

1. Blank, a longtime leadership consultant, has a «holistic» view of lea-
dership, including skills like listening and (1) , as well as direc-
ting and inspiring.

2. The strength of his feeling was revealed to him instantly, and he gave
himself up to an irresistible rage and sense of (2)

3.(3) isa large sheet of paper folded once in the mlddle , making
two leaves or four pages of a book or manuscript.

4. The causes of (4) among nations are innumerable.

5. Many of the company’s (5) are women.

6. (6) : the virtue which induces us to feed and lodge certain per-
sons who are not in need of food and lodging

8. llpoyumadiime u nucsmMeHHo nepegedume meKkcm Ha AH2AULUCKUL A3bIK, UCNO/b3YA
cnosaps.

Ilopsaaok perucTpauuu rocTei

ITo OpuOKITUM B TOCTUHUILLY TOCTb MOAXOAUT K CTOMKE CIIY>KObI
preMa M pa3MelleHus, TOe ero IIpuBeTCTBYeT anMuHucTpaTop. Ciy-
KAl CTOMKY pUeMa JOJIKEH JAaTh TOCTIO [TOHSITh, UTO €T0 3aMETUJIN.
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BcrpeuaTs KiiMeHTa Hy>KHO IpuBeTcTBUEM. Eciv KiIMeHT npues3xkaeT B
TFOCTUHMUILY HE B MEPBbIi pa3, TO XeJaTeJbHO 00paTUTLCI K HEMY 110
MMEHU, 3TO MPOM3BEALT MOJOXUTEIbHOE BIieuaTaecHue. He auinHum
OyaeT MOMHTEPeCcoBaThCS, KaK JOJITO OH ObUI B IYyTH, HO 3aTSITMBATh C
paccripocaMm He ClieyeT, Tak KakK (pOpMaIbHOCTU IO pa3MeIleHUIO
UMEIT BPEMEHHOI CTaHAapT: 8§ MMH — WHAUMBUAYaJIbHbBIA TYPUCT,
15 MmuH — rpynmna o 30 yenosek, 40 muH — rpynmna ot 30 1o 100 yenoBex.

IlepBoe BrieuateHue OT OOIIEHUS C COTPYIHUKOM CJTY>KObI IIpue-
Ma U pa3MelleHUsl urpaeT OOJIbIIYIO POJIb B 00I11Ie# OLIEHKE OTeJIs ToC-
teMm. IIpu 3TOM BaxkHO BCe: BHUMaHUeE, YIblOKa, 1103a, KeCThbI, TeMOp
rojioca, ocaHka. PagylHblii ¥ TEIJIbIA TpUEeM MOKaXKET rOCTiO, KaK OH
BaXKEH JIJIs1 OTEJIS.

ITpaBuIOM [J11 MHOTMX TOCTUHMUII SIBJISICTCSI TO, YTO aIMUHUCTpPA-
TOP CTOMUT 3a CTOMKOI, a HE CUIUT. DTUM OH MOAUEPKUBAET CBOE YBaXKe-
HUE K TOCTIO.

ITpouecc peructpayu pazanyaercs: BTOCTUHUILAX pa3IMYHOM Ka-
TErOpuu MO BPEMEHU U KayeCTBY OOCIy>KMBaHUS, HO MH(MOPMaILIUS O
rocTe Be3Je OJMHAKOBas1. B oTesix, UMeIINX aBTOMATU3UPOBAHHYIO
CUCTEMY, pErucTpalus MpoxXoauT OYeHb ObICTPO.

Paznuuaror 1Ba TMNa KJIMEHTOB, KOTOPbIE MTPUOBIBAIOT 1Sl PETrUCT-
pauuu. OOHY U3 HUX 3apaHee 3a0pOHUPOBAIM MECTa B TOCTUHULIE, IPY-
rue — HeT. [TocesieHue B roCTUHUILY KIIMEHTOB 10 OPOHU BaBTOMATU3U -
POBaHHBIX TOCTUHUIIAX 3aHUMAET HECKOJIBKO MUHYT.

[Tpu npenBapuTeIbHOM 3aKa3e JaHHBIE O KIIMEHTE YXKe M3BECTHBI
U3 3asiBKM HAa OpOHUpPOBaHKEe. ATIMUHUCTPATOP YTOUHSIET HOMED 3as1B-
KU, BBIOMpaeT HEOOXOAUMBINA MOIYJb B KOMITBIOTEPHOW CUCTEME U
MPOU3BOIUT peructpaiinto. OT rocts TpedyeTcsi TOJIbKO MOAMUCcaTh pe-
TUCTPALIMOHHYIO KApTOUKY.

[Iporiecc peructpanuu 6€3 npeaBapUuTEIbHOI0 OPOHUPOBAHMS 3a-
HuUMaeT 60Jibliie BpeMeHU. B TaHHOM cilyyae aAMUHUCTPATOP YUUThI-
BaeT XapakTep pa3MelleHUsI, HEOOXOAUMOTIO TOCTIO.

lpakmuka ycmHod pequ. Cocmasbme cnucok pexkomeHoayuli 018 ycnewHol pabo-
mbl Ha cmolike pezucmpayuu 8 omesne. [lpokommeHmupyiime saw 8b160p.



UNIT 12

The Front Desk of the Hotel

The front desk of the hotel is located in the lobby of the hotel. A hotel
receptionist works at the front desk of a hotel. He or she greets and assists
hotel guests. Receptionists are typically responsible for everything from
helping people make reservations to managing available rooms, issuing
room keys, and solving any problems that may arise during the course of a
stay. In most cases, he or she is the first person that guests will interact
with at the hotel, which makes the role one of some importance. Thus,
the front desk employees should speak thoroughly at least one or two
foreign languages.

The bulk of a hotel receptionist’s work is directly related to customer
service. They must have an authoritative knowledge of the hotel and
surrounding area, since they often field questions from guests and
potential guests about the general environment. Much of this happens
over the phone: in most cases, calls placed to hotels are routed directly to
receptionists.

Front desk personnel are also generally responsible for making and
managing reservations. Most of the time, this happens with the help of
booking software programs. Receptionists need to understand how to
work with these programs, and need the poise to be able to respectfully
alert customers when mistakes like overbooking have occurred.

When guests arrive at the hotel, the hotel receptionist will greet them
and check them in. He or she will assign keys, will arrange baggage
assistance, and will answer all questions about amenities and hotel
policies. Check out follows the same process.

The hotel receptionist is in charge of collecting room payments and
settling accounts. He or she must know how to process credit cards, and
must be able to add room charges for things such as newspapers and food
delivery. Fees for damage to the property and charges for missing items
are also usually handled by the receptionist.

Most of the time, the desk clerk will manage a cash drawer, as well.
He or she will not usually keep much money, but will often handle basic
transactions like sundry purchases or key replacement fees.
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In a small hotel, the receptionist may also be responsible for helping
guests plan day trips, rent cars, or make restaurant reservations. Most
major hotels have a dedicated concierge for this purpose, but even so, the
hotel receptionist is often expected to play a supporting role. When the
concierge is busy or unavailable, the desk clerk is usually the go-to person
for anything a guest needs.

A bellhop is a person who helps hotel guests with their luggage,
possibly porting these to the front desk or the hotel room. He or she may
also call cabs, help a person check out from a hotel, or open doors for
patrons of the hotel. This person may also be called a bell person, bellboy,
a pageboy, doorman or doorperson or porter.

Vocabulary list

front desk c1y>x06a mprema 1 pa3MelleHus TocTei
lobby (oiie, obmIecTBeHHASI YaCTh TOCTUHUIIBI
to greet 310pOBaTHCSI

to check in perucTpupoBaThCst

to assist nomorartb

to be responsible for oTBeuaTh 3a

to make reservations OpoHMpPOBaTh

available B HaMuuu

to issue room keys Bb11aBaTh KJIOUM OT HOMEpaA
to solve a problem peraTh mpoodeMy

to interact with (smb.) B3auMo1e1icTBOBaTh C KEM-JTM00
to relate (to) OTHOCUTBCSI K

environment 00CTaHOBKa

booking software programs KOMITbIOTEPHBIE CUCTEMbI OPOHUPOBAHUS
overbooking iepe6GpoOHNpOBaHMEe

to occur MMPOVCXOIUTD, CIIYYaThCs

to arrange OpraH130BbIBATh

baggage Garax

amenities y100cTBa

to be in charge of oTBeyath 3a

payment r1aTex

account cyeT

charge rrara

damage yiiep6

cash drawer Kacca

transaction 1€HEXHbII EPEBOJT

purchase nmoxkyrnka

fee B3HOC

concierge KOHChEPXK

bellhop KOpuAOPHBIt

check out BbIITMCKA U3 TOCTUHUILIBL

porter HOCUJIBIIUK

1. [lpoyumaiime u nepegedume mekcm.
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2. Onpedenume, Kakue u3 ymsepxoeHuli coomsemcmayiom co0epxaHuio mexkcma
(True), kakue He coomsemcmsyom (False).

1. The front desk of the hotel is located in the lounge area of the hotel.

2. Receptionists are typically responsible for everything from portaging
luggage to managing available rooms, and solving any problems that
may arise during the course of a stay.

3. The front desk employees also deal with making and managing reser-
vations.

4. When guests arrive at the hotel, the hotel receptionist will greet them
and check them out.

5. The hotel receptionist is responsible for collecting room payments and
basic transactions.

6. The hotel receptionist is to assist a concierge.

7. A bellhop is a person who helps hotel guests with their luggage.

3. [laiime passepHymslie omsemsl Ha credyoujue 8oNpoCs:

1. Where is the front desk of the hotel located?

2. What is the receptionist of the hotel responsible for?

3. Why is the role of the receptionist of a great importance?

4. What should receptionists be aware of?

5. Who is in charge of booking?

6. What is the check in procedure?

7. Whose responsibility is it to collect room payments and settle ac-
counts?

& Who manages a cash drawer?

9. What does a concierge do?

10. Who helps hotel guests with their luggage?

4. [Tepesedume Ha pycckull A3biK cedyrowue BbIPaXeHUA:

1. lobby of the hotel

2. greet and assist hotel guests
3. general environment

4. surrounding area

5. baggage assistance

6. process credit cards

7. missing items

8. cash drawer

9. make restaurant reservations
10. dedicated concierge.
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5. Halidume 8 mekcme aHenulickue 3KBUBAAEHMbI CEOYIOWUX BbIPAXeHUU U co-
cmasbme € HUMU CB0OU COBCMBeHHble NPedsIoOKeHUA:

[) BblAaya KJIt0ueil OT HoMepa

2) B poliecce mpedbIBaHUs

J) HEMOCPENCTBEHHO OTHOCUTBCS K
4) B OOJIBILIMHCTBE ClIydyacB

5) oTBevaTh 3a OPOHUPOBAHNE

6) HAaHECEHHBIN UMYIIECTBY yIlIEepO
7) IPOM3BOANTH OCHOBHBIE PACUEThI
&) maHUPOBATh MYTEIIECTBUS

9) 6patb HapoKaT aBTOMOOWIIb

10) noctaBKa 6araxka B HOMep

6. Cosmecmume ¢108a U3 71€BOU KOJIOHKU C UX 3HAYEHUEM U3 npaBOUv KOJIOHKU.

a) the conditions and influences in which people
1) employee . ..
carry on a particular activity
2) delivery b) to sell more rooms than you have available

3) environment c¢) providing a service

d) someone who is paid regularly to work for a person

4 overbooking or an organization

5) assign e) to provide what someone needs, by doing what is
& necessary

6) arrange /) give out

7. 3anonHume nponycku s npeaHO)KEHUﬂX HO@XO@HLMUMU no CMbICay ciosamu u cio-
Boco4YemaHuAamuU.

employees environment assignrooms delivery arrange accommodation

overbooked
1.We (1) accordingto roommate pairs and housing preferences.
2. The rooms are equipped with a bath-tub, king-size bed, coffee and tea
service, toiletry kit, water bottle and daily (2) of newspaper to
the room.
3. We wish to offer our customers high-quality and (3) -friendly
services.

4. A hotel is required to have many (4)
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5. We cannot begin to (5) until the accommodation booking fee
and accommodation fees have been paid.

6. Standard compensation of first night’s stay at new hotel, transportation
to new hotel and a phone call are usually given by the (6) ho-
tel to the guest complementary.

8. [JononHume Ha ocHose mekcma cedyiowjue npednoxeHus.

1. The receptionist is the first person that guests will atthe hotel.

2. Thebulk ofa hotel receptionist’s work is directly related to

3. They must have an knowledge of the hotel and
area.

4. The front desk employees should speak at least one or two
foreign languages.

5. Front Desk are also responsible for making and managing re-
servations.

6. A bellhop is a person who helps hotel guests with their
7. The receptionist must know how to process

9. 3anosiHumMe NPONYCcKU No CMbICAY CIROYIOWUMU C/I0OBOCOYEMAHUAMU:

a) will require transportation assistance
b) take room service orders

¢) assist them in every way possible

d) checking guests in and out of the hotel
e) the contact numbers of the hotel

/) to make coffee for their guests

g) making reservations over the phone
h) deposit valuables

i) the ultimate customer satisfaction

J) without fail inform the guest

k) to inform the housekeeping staff

[) help guests with information

m) to extend or cancel their reservations

Hotel Front Desk Job Description

Employed by motels, hotels and resorts, these front desk agents are
responsible for (1) . They not only greet and register the guests
when they come in, but also assign rooms, (2) in safe-deposit
boxes, issue room keys, make welcome calls, issue discount cards,
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pamphlets, (3) from customers, etc. They are also responsible
for mentioning all the rules and regulations of the hotel, when a client
checks in.

The front desk agent is also responsible for collecting payments from
guests, (4) , making electronic reservations, respond to e-mails,
maintain hotel room inventory, etc. They are also expected to patiently
answer all the queries of the guests and (5) , to give the guests
maximum customer satisfaction. Moreover, overseas clients often give
their loved ones (6) . The job of the front desk executive is to
transfer calls to the guests and if they are unavailable, to make a note of
the caller and (7) when he or she returns.

A front desk executive also needs (8) regarding the part of the
day, when the room is vacated by the guest, so that they can clean up the
room. At times guests would wish (9) , which might require
considerable effort to fit in their requirements in a busy season. Doing this
smoothly will certainly win the praises of the guests.

Often guests (10) to move in and around the city. The front
desk agent is to help them with the travel arrangements. They also (11)

about the city and the best places to visit. In fact, the front desk
job description depends mainly on the hotel. There are some hotels that
believe in delivering (12) . They ask their front desk agents to help
their guests in every way possible. Some may be even asked (13)
, deliver champagne, remind the guests of their appointmentsin

the city, etc.

10. Mipoyumatime mexcm. lpeobpa3sylime c08a 8 KOHYE CMPOK, HANYAMAHHbIE 3a-
271a8HbIMU BYKBAMU, MAK, YMOobbl OHU 2PAMMAMUYECKU U IeKCUYecKU coomaem-
cmsosanu codepxaHur mexkcma. [luceMeHHO nepesedume mekcm Ha pycckuli
A3bIK.

How to Run a Good Front Desk

In a receptionist position, a person is

responsible for running the front desk smoothly

and efficiently while (1) the REPRESENT
company. After all, the (2) personyou ONE

see when you walk into a business usually is the

receptionist. In being an effective receptionist,

a person (3) needs to possess a strong  NEED
grasp on administrative and clerical skills and
interpersonal (4) . COMMUNICATE
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Instructions

1. Know your way around a computer. To run the
front desk, a person needs the ability to navigate a
computer (5) . Alot of being a receptionist
involves answering emails, printing up weekly
agendas and distributing notices to staff members.
Some programs that are (6) for receptio-
nists to know include Microsoft Word, Office,
PowerPoint, Excel, QuickBooks and Access.
Typing (7) and with accuracyisalsoaplus.

2. Tackle problems head-on. A large part of
being an effective receptionist knows how to
handle problems (8) and in a timely
manner. Quick critical thinking skills are a
must-have, whether you need to handle a
printer paper jam or your boss being late for a
critical (9) in another city.

3. Communicate effectively with others.
Working front desk is an ideal position for people
that possess (10) , bright personalities and
strong interpersonal skills. The job is certainly
not for the antisocial. To be a receptionist, you
need to be able to communicate clearly and
(11) with other people. It is also vital to
always maintain a composed, relaxed and
professional demeanour, no matter how hectic
or (12) you might be.

4. Use the telephone like a pro. At the front
desk, the telephone needs to be your best friend.
Receptionists spend a big chunk of the day on

the phone, whether (13) down messages
for the boss, directing callers to staff members’
individual lines or (14) conference calls.

To work the phone properly, a receptionist
needs to always speak in a polite tone, avoid
(15) while talking, refrain from using
poor language and show a genuine concern in
assisting the person on the other end of the line.
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5. Display a keen sense of organization.
(16) skills are essential for operating ORGANAZE
the front desk well. Being a receptionist is all
about multi-tasking. Sometimes, you may be
responsible for handling a dozen things at a
time, from keeping someone on hold to
speaking with someone waiting for an

(17) to sending out faxes and typing APPOINT
up invoices. The position can be chaotic, but a
(18) receptionist needs to have the SKILL

ability to handle it with ease.

11. llpoyumatiime mexcm. Ycmarnosume coomsemcmaue mexdy 3a20708KAMU U CO-
depxaruem. lTucbMeHHO nepesedume meKcm HA PYCCKUL A3bIK.

A. Administrative Duties D. Check In
B. Billing and Checkout E. Customer Service
C. Communication

1

Front desk clerks greet guests upon arrival to the hotel, access theirin-
formation in the computer system, retrieve their reservation informa-
tion, secure a credit card for incidental expenses and provide guests
with their keys.

In some hotels, front desk clerks serve as the intermediaries between
guests and other departments in the hotel, relaying requests to the bell
captain, valets and housekeeping.

Front desk clerks answer telephones, schedule reservations and trans-
fer callers to guest rooms. They also take messages and distribute mail
both to guests and employees of the hotel.

Front desk clerks answer guests’ questions concerning hotel facilities
and the hotel’s surrounding areas. They also provide assistance in
handling customer complaints, involving management as necessary.
Sometimes they make reservations for entertainment and dining on
behalf of guests as well.

. Front desk clerks often compile bills for hotel stays and handle checkout,

where they accept final payment and ensure that keys are returned.

12. [TucbmeHHo nepesedume npedioKeHUs HA aHAULCKUL A3bIK, UCNOJIb3Ys C/108ADb.

1. Croiika perucrpaiirm, Kak ITpaBWJIO, HAXOOUTCA B LHECHTPaAJIbHOM

XOJIJIE TOCTUHMIIBI.
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2. CToliKy peceIllleH YacTO Ha3bIBalOT CTOMKOM perucTpalvu Wiu aj-
MUWHHCTpPATOpPa — 3a HEl pacIioraraeTcst OOIYHO OIMH WJIM HECKOJb-
KO COTPYAHMKOB T'OCTUHMIIBI, KOTOPbIE TOTOBbI OTBETUTh Ha JII0OO
BOIIPOC rOCTel, OTHAKO TJaBHas UX 00s13aHHOCTb BCTpeuaTh MOCTO-
SIBLIEB U 3a00TUTHCS 00 X pa3MelleHUMN.

3. AnMuHUCTpaTop obdecrieunBaeT padoTy 1o 3(PPEeKTUBHOMY U KYJIb-
TYPHOMY OOCTY>XMBAHUIO KJIMEHTOB, CO3AAHUIO JJIsI HUX KOMpOPT-
HBIX YCJIOBUM.

4. B HeOONbIIMX OTENSIX AAMUHUCTPATOP BBIMOJIHSIET TaKKe 00SI3aHHO-
CTHM Kaccupa, T.e. BeJeT pacueT ¢ KIMEeHTaMMu.

5. B nmocnenHee BpeMsi 1OCTAaTOYHO MOMYJISIPHOI YCJIyroil ctano 6po-
HUPOBaHWE HOMEPOB rOCTUHUIIBI Yepe3 MHTepHeT.

6. COTpyIHMKU PECEIIIeH OCYILIECTBISIOT KOHTPOJIb HaJl CBOCBPEMEH -
HOI1 MOJITOTOBKOI HOMEPOB K MpreMy MPUOBbIBAIOIIMX B TOCTUHUILY,
COOJTIOIEHNEM YUCTOTHI B TOCTUHUIIE, PETYJISIPHOI CMEHOM Oebs B
HOMepax, COXPaHHOCTbIO UMYILIECTBA U 000PYIOBaHMSI.

7. AIMUHUCTPATOP MH(DOPMUPYET MPOKUBAIOIIUX O AOTIOTHUTEIbHbBIX
TJIATHBIX YCJIyTax, MPUHMUMAET 3aKa3bl Ha MX BBITTOJIHEHWE U KOHTPO-
JINPYET UX UCTIOJTHEHHUE.

& HapeceniieH MOXHO MOJIyYUTh YCTHbBIE CITPaBKU, KacatolMeCs roc-
TUHUILIBI, PACIIOJOXEHUSI TOPOACKUX AOCTONMpPUMEYaTeIbHOCTEH,
3pEUILIHBIX, CIIOPTUBHBIX COOPYXKEHUH U T.1.

9. KoHcbhepK 0Ka3bIBaeT pa3WyHbIC YCIYTU: TOMOTAeT TOCTSIM 3aKa-
3bIBaTh 9KCKYPCUM U MPUOOPETATh OUJIEThI HA CIIEKTAKJIU, COBETYET
MOCeIIeHUE MECTHBIX IOCTONpUMeUaTebHOCTe, UH(POPMUPYET 00
YBECEJUTEJbHBIX MpOrpaMMax, apeHae aBTOMOOWJISI, 3aKa3bIBaeT
CTOJIMK B pECTOpaHe U T.I.

10. ITogHOCYMK Oaraxka moMoraeT IrOCTIO TIOHEeCTH O0arax, IIpoBOXaeT B
HOMep, 00bsICHSIET paboTy 000PYIOBaHUsI, HAXOISIIIIETOCs B HOMEpE,
JKeJlaeT MPUSITHOTO MpeObIBAaHUST B TOCTUHULIE.

13. llpakmuka ycmHol pequ. Cocmasbme duanoz mexady compyoHUKOM pecenuieH u
CMaXepoM-npakmuKaHmom 2ocmuHuysl. CompyoHUK pacckassisaem o xode npo-
yedypbl peaucmpayuu U 8bINUCKU NOCMOA/IbUES, CMaXep-npaKkmuxanm 3adaem
YmoyHAKWUe BoNpocsl.



UNIT 13

Hotel Housekeeping

Hotel housekeeping is a complex operation. A lot of staff will usually be
working within the hotel because when selecting the best hotel for a
vacation, most people will assess not only the location, the size of the
rooms, but also the hotel amenities, standards of cleanliness, hotel
guests’ reviews, etc. The exact number of housekeeping staff depends on
the size of the property. The housekeeper is responsible for all of these
staff, and their job includes recruiting, dismissing, training and
supervising them, as well as drawing up shift rotas and determining the
salary for each of them. It is also the responsibility of the housekeeper to
discipline any members of staff if necessary.

The hotel housekeeper is in charge of keeping an assigned number of
rooms clean. This includes a variety of services depending on the type of
the room. For a standard occupied room, this will involve basic cleaning
duties. Fora room where the guests have just checked out, the job is more
difficult and involves turning over nearly everything in the room.
A check-out room must be so neat and clean that the new guests cannot
tell that another family may have vacated the room only a few hours
earlier.

The specific duties of a housekeeper may vary from one hotel to the
next, but junior staff of the housekeeping department usually have
standard responsibilities. The first is making beds. A good hotel cleaner
should be able to make each bed in about a minute. Unless there are
obvious stains, sheets and pillowcases are rarely changed daily. The
average amount of time for sheets to be left unchanged is three days.
However, in luxury hotels sheets are changed daily. The number of sheets
and pillows on the bed can also vary. While a standard hotel bed has a
bottom sheet, top sheet, blanket and comforter, nicer hotels will have a
sheet both beneath and on top of the blanket. Some less-expensive hotels
may not have a blanket at all. Hotel beds are typically made with the
comforter covering the entire bed and are almost always made this way
when guests first check in. However, during a guest’s stay, the comforter
may only be neatly folded at the bottom of the bed.
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Next, the hotel cleaner must refresh any amenities in the room. Small
touches such as closing the doors of a television cabinet can give aroom a
finished look very quickly. If there is a porch or balcony, this should be
swept and any ashtrays need to be emptied.

Lastly, the trashcans in the rooms will be emptied, and the carpets
swept. Moving on to the bathroom, the hotel cleaner will wipe down the
tub, toilet, sink and counter. Towels will be changed and amenities will be
refreshed. In a check-out room, the bathroom is cleaned more
thoroughly with a variety of cleaning agents, usually including bleach.
Small touches such as carefully folded towels are important here. Each
hotel hasits own preferred method for folding and placing the towels. The
toilet paper must be folded to a neat point as well. In some hotels, the tip
ofthetoilet paperiseven pressed with a stamp featuring the hotel’slogo or
name.

Hotels with minibars and turndown service usually leave these
specific tasks to separate members of the staff as well.

Though the typical hotel cleaner is responsible for a number of
hotel rooms, there are many otherimportant rolesin the housekeeping
team at most hotels. In larger hotels, there is usually a house person for
each floor or section. This person is responsible for emptying the dirty
linens and trash in housekeepers’ carts and refilling their towels and
amenities when needed. The house person is also responsible for
vacuuming hallways, dusting banisters and areas on the floor. Another
member of the housekeeping staffis usually assigned to the lobby area.
In large hotels this can include the check-in area, pool, fitness center,
childcare center, laundry facility and a variety of other areas. Lobby
hotel cleaners usually make their rounds through these areas several
times throughout the day. If a guest calls for special amenitiessuch asa
microwave or crib, or otheritems that are not typically left in the room
such a toothbrush, sewing kit or matches, these are often provided by
another hardworking member of the housekeeping staff, sometimes
called a runner.

Vocabulary list

housekeeping yoopka momenieHui
to assess OLIEHUBATh

amenities y1o06cTBa

review OT3bIB

to be in charge of oTBeuaTh 3a

to vary pasjim4yaTbCcs

to assign Ha3HAYATh

to include BKyItoYaTh
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variety paszHooOpasue
occupied 3aHATBIN

to involve BOBJIEKaTh, BKJIIOYATh
duty 00s13aHHOCTh

neat akKypaTHBI

to vacate ocBOOOXIAaTh
sheet MpoCTbIHA

pillowcase HaBoJIOUKa
blanket onesio

comforter MOKpbLIBAIO

to cover HaKpbIBATh

to fold ckyianbIBaTh

to refresh ocBexatb

ashtray renesbHULIA

to empty orycroliaTb

to sweep (swept, swept) ToaAMeTaTh
trashcan MycopHas ypHa
carpet KOBEpD

to wipe down BbITUpATh

tub BaHHa

bleach orGenBaTeb

towel rmos1oTEHIIE

crib nerckas KkpoBaTKa
sewing kit HAOOP J1JI5T IIIUThHS
runner NOCbUIbHBII

llpoyumatiime u nepesedume mexkcm.

Onpedenume, Kakue u3 ymsepxoeHuli coomsemcmayom co0epxaHuw mekcma
(True), kakue He coomsemcmsyom (False).

1. Lobby housekeepers usually make their rounds through public areas se-
veral times a day.

2. When selecting the best hotel for a vacation, most people will assess lo-
cation, the size of the rooms, hotel facilities and reviews.

3. A check-out room must be so neat and clean that the new guests can tell
that another family may have vacated the room only a few hours ear-
lier.

4. The hotel housekeeper is responsible for keeping an assigned number of
rooms clean.

5. A good housekeeper should be able to make each bed in about one mi-
nute.

6. Some inexpensive hotels may not have a blanket at all.

7. A runner provides guests with special amenities such as a crib or some
other items.
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3. [latime pa3sepHymsie omgems! Ha cedyOu4Ue BONPOCHI:

1. What is the housekeeper in charge of?

2.Whyisa check out room cleaning considered to be the most difficult one?

3. What are housekeeper’s duties?

4. Inwhat way may the specific duties of a housekeeper vary from one ho-
tel to another?

5. What small touches can give a room a finished look?

6. In what case are the linen changed daily?

7. What is a house person responsible for?

& Who is also responsible for vacuuming hallways, dusting banisters and
areas on the floor?

9. What do lobby housekeepers do?

10. Who provides the guests of the hotel with the items that are not usually
left in the room such a toothbrush, sewing kit or matches?

4. [Tepesedume Ha pycckull A3biK CedyoLUe BbIPAXeHUA:

1) complex operation

2) hotel amenities and reviews

3) a variety of services

4) to involve basic cleaning duties
5) neat and clean

6) changed daily

7) average amount of time

&) refresh any amenities

9) folding and placing the towel
10) laundry facility

5. Halidume 8 mekcme aHenulickue 3K8UBANEHMbI CEOYIOUUX BbIPAXEHUL U CO-
cmasbme ¢ HUMU CBOU COOCMBeHHble NPedsIoKeHUs:

I) yauThIBaTh MECTO PACTIONOXEHUS

2) yoopKa MpakTUYeCKH BCEro HoMmepa
3) 3aMeTHbIE TISITHA

4) 3acTUIIaTh ITOKPHIBAJIOM

5) y IogHOXUSI KpOBAaTU

6) He3HAUNTETbHBIC MOMEHTHI

7) OITyCTOIINTD MeTICIbHUILY

8) pasrpyska U 3arpy3ka Tejaexkek

9) Ha IPOTSIKEHUU BCETO AHS

10) cOTpYIHUKY XO3SIMCTBEHHBIX CIIYKO
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6. Cosmecmume cn108a u3 €80 KOJMIOHKU C UX 3Ha4YeHueM u3 npasoli KOJIOHKU:

1) recruit a) things that you have to do as part of your job

2) duties b) to get someone to work in a company or join an
organization
3) sewing kit c) things, especially valuable things, that are owned by

someone

d) a period of work time in a factory, hotel, hospital, or
4) crib other place where some people work during the day and
some work at night

5) property  e) aset of a needle and thread for repairing something
6) shift /) abed for baby

7. 3anosnHume nponycku 8 npeonoxeHUsx NOOX00AUUMU NO CMbICAY CI0BAMU U C/10-
B0COYEMAHUAMU.

| recruit  sewing kit  property  duties  crib  shifts

1. Ahotel (1) includes six threads, six sewing pins, one safety pin
and two buttons in the plastic box.

2.(2) and additional beds are available free of charge for children
of up to 12 years of age.

3. Every hotel, at some point in time, will have to (3) new staff.

4. Housekeepers are expected to work in (4) , either morning or
night.

5. One of the main (5) of hotel room attendants is to prepare the

hotel room’s bed for the guest.
6. The rules and regulations are put in place to keep hotel guests and em-
ployees safe and protect hotel (6) from damage.

8. [lonosnHume Ha ocHose mexkcma ciiedyrouue NpednoxeHus.

1. Another member of the housekeeping staff to the lobby
area.

2. Unless there are obvious stains, are rarely changed daily.

3. Hotels with minibars and usually leave these specific
tasks to separate members of the staff.

4. Lastly, the trashcans in the rooms and the carpets swept.

5. Small touches such as are important here.
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6. Itisalsothe responsibility of the housekeeper ifneces-

sary.
7. The number of on the bed can also vary.

9. llpoyumaiime u nuceMeHHo nepesedume mexkcm. Pacckaxume 06 0cobeHHOCMAX
pabomsi nepcoHana xo3alicmaeHHbIx Cyxo.

Hotel Housekeeper Job Profile

A hotel housekeeper is responsible for the cleanliness of a hotel or motel.
A hotel housekeeper is also referred to as a maid in the hotel and handles
the cleaning of the establishment. Generally housekeepers are assigned
the duties of cleaning the guest rooms. Ifthe hotels have laundry service,
then some of the housekeepers work only in the laundry service area.
They are involved in the washing, cleaning, drying and folding of the
linens, towels, bedding and any uniforms.

Basic Tasks:

¢ Clean the guest rooms after the guests have checked out.

¢ Clean the room; change the linen, bedding, towels; replace drinking
glasses, tissues and soap.

¢ Disinfect the bathroom and toilets and replenish the essentials.

¢ Dust and polish the furniture.

0 Empty the trash and mop the floor area without carpets.

0 Vacuum the carpet and the curtains.

0 Attend to the requests of cleaning from the guests during emergencies or
accidental spills.

0 Provide extra linen or towels to the guests upon request.

O Assist guests in providing directions or methods of using facilities or items
in the hotel when requested.

¢ Checkthe functioning of the electrical gadgets provided in the rooms and
report to the supervisors in the case of malfunctioning.

¢ Report and hand over things left in the room by the guests to the
supervisor or duty manager.

0 Manage the wheel cart with the supplies of linens, bedding, drinking
glasses, towels, tissue papers, toilet soap, bathroom disinfectants and
other related materials.

¢ Wash and clean the common corridors, windows, ashtrays, stairs,
hallways and reception area.

¢ Clean the conference or banquet rooms, lobbies or lounges.

¢ Train the interns or trainee employees about the cleaning standards and
the procedures.
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These basic tasks can vary with the size and type of the employer you
are employed with. In smaller establishments, the hotel housekeepers
can also be given the duty of planning and procuring the supplies for the
housekeeping department.

Work Schedules

The work schedule of a hotel housekeeper is usually 40 to 48 hours a
week. They are expected to work in shifts, either morning or night. They
may obtain rotational shifts during the weekends or holidays.

Salary/Wages
The median annual wage of hotel housekeepers is around $16,900.

The median annual salary of executive housekeepers is found to be
$29,640, but those working in luxury hotels or resorts earn more than
$40,000 annually.

Opportunities for Advancement

After acquiring experience in the field in smaller hotels or motels,
housekeepers can advance to larger or luxury hotels. Housekeepers in
large establishments may advance to become executive housekeepers or
housekeeping supervisors after completing either internships or
institutional management or hotel service courses.

Final Word

As there is a growth in the hotel industry, the opportunities for
housekeepers are also expected to grow. An increase in the
resort style hotels will increase the number of hotel housekeepers
required for one hotel. If you are in solid physical condition that
allows you do lots of lifting, bending, stooping and running errands,
then getting into this field could be a good and logical career choice
for you.

10. Cocmasbme npedsioxeHus U3 OaHHbIX C/I08.

1. Housekeepers rooms are the guest duties of cleaning the assigned.

2. They shifts rotational holidays during the obtain weekends
may or.

3. Housekeepers large may advance in to become housekeepers establish-
ments executive.

4. They upon extra linen or provide to the request guests towels.

5. Some the service area housekeepers only of in the laundry work.

6. The for are opportunities expected to grow housekeepers also.

7. Getting be field could career a into choice for this you good.
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11. lpoyumaiime u nepesedume mexcm. [locmagbsme 27120161 8 CKOOKAX B NPABUJTL-
Holi BudospemeHHol ¢hopme OelicmsumesbHO20 Unu cmpadamesibHO20 3a1024.

What’s it really like?

Amelia Humber has worked in the hospitality industry all her life, and she
now (run) her own Bed and Breakfast.

Amelia Humber:

I (start) working in hotels at a very early age, initially as a
chambermaid to earn some extra money whilst I (be) at school.
I (leave) school at 16 and started working full-time, but the long
hours (mean) that I knew I was going to have to do some further
educationifI (not want) to be stuck doing such hard work for the
rest of my career. I (go) back to college and did an NVQ in
hospitality which (teach) me the business side of the practical
work I (do)

After this I started working as a receptionist at a hotel, and gradually
(gain) more and more responsibility in my job. I (begin)
to learn more about the money aspect of running a hotel, and
(teach) how to cash up and how to delegate money to various
departments. I (work) in this position for a number of years and
(earn) the trust and respect of my employers. I was later
(award) with an assistant housekeeper job, which can
(liken) to vocational training, and I (learn) skills on the
job which went towards a diploma in hotel management.

After a few years in this position, I left the company and
(join) the hotel chain Novotel, and after working as an assistant
position for a year, [ (promote) to head housekeeper. This was a
very demanding job and I was unable to remain in the position full-time
once I (have) children, but I replaced this with a job share and
(return) to full-time work once the kids (be) all at school.

After 15 years of being back in this position my husband and
I (decide) to turn our house into a Bed and Breakfast and make
our money out of the spare rooms we now (have) available after
the children (leave) .I(notbe able) to make this decision
if I (not have) the experience of being a housekeeper.

The job of a housekeeper (be) demanding as you have to be
great with people but willing to stand your own ground. It is very
rewarding though, and if you (do) it well you (receive) a
huge amount of satisfaction from the job.
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12. [TucbmeHHo nepesedume npednoeHUA HA aHAULCKUL A3bIK, UCNO/b3YA C/10-
8aps.

1. PyKoBOIUTEIb CITY>KObI XO35IICTBEHHOTO 00€CIIeYe HUSI ITOAYMHSICTCS
reHepaIbHOMY AUPEKTOPY UJIU IJTaBHOMY MHXKeHepy. PykoBoauTeb
CJTy>KObI XO3SICTBEHHOTO 00ecIeueHrst oTBevaeT 3a 3(h(HeKTUBHYIO
paboTy cBoero rnojapas3aeiacHus, T.e. IPOBOAUT O0yUYeHUE, 00eCTIeun -
BaeT MOTHUBALIMIO U KOHTPOJb pabOThl COTPYAHUKOB. OH I0OJKEH
WMETHh COOTBETCTBYIOIIYIO IIOATOTOBKY M YMETh OPraHMU30BaTh pabo-
Ty nofpasaeieHusi, moadupaTh MepCcoHall, OCYLIECTBISTL KOHTPOJIb
PACXO/IOB U 3aKYIKU.

2. 3aMecTUTeb PYKOBOIUTEJISI COCTaBIsIeT rpachuK paboThI IS TIEPCO-
HaJsla, TOTOBUT OTYET O CTaTyce HOMEPOB, OTBEUAET 3a YOOPKY U CO-
CTOSTHWE HOMEPHOTO (pOoHA.

3. PykoBoauTenb mpayeyHoit, 00bIYHO BTOPOIi 3aMECTUTENb PYKOBOIU-
TeJIs1, OpPraHU3YeT pabOoTY C LIe/IbI0 00ecTieuyeHUsI TOCTUHUIIBI YU CThIM
OejibeM 11 HOMEpPHOTO (hOHAA U PECTOPAHOB, a TAKXKE OpraHu3yeT
BBITTOJTHEHUE 3aKa30B TOCTEH 110 XUMUYECKON OYMCTKE OEKIbI.

4. Crapuuasi ropHUYHAs — MJIAAIIMK PYKOBOAUTENb B CYK0€ X035 CT-
BeHHOro obecrieueHusi. OHa opraHu3yeT o0ydeHue repcoHana, or-
BeyaeT 3a XOJUIbl, OCHOBHbBIE KOPUAOPHI U JAPYrue IOMEIIeHUS,
OCYIIIECTBISIET MHBEHTApU3aLIMIO MOIOIIIMX CPEACTB U IIPOUYMX MaTe-
pHUaoB.

5. B 00513aHHOCTY TOPHUYHOM BXOAUT yOOpKa U APYTroe XO351MCTBEHHOE
0o0CIyXXMBaHME HOMEPOB. 3a KaXXIOW TOPHUYHON 3aKpeTUIsIOTCS
KOMHAaThI, KOTOPbI€ OHA JOJXKHA YOpaTh B TeueHUe cMeHbI. B kaxoit
13 HUX TOPHUYHAS BBITIOJHSACT ONWH U TOT XKe Habop AeCTBUIA B CO-
OTBETCTBUU C JOJDKHOCTHBIMU MHCTPYKUMAMU. OHA TakXKe IIPUHU-
MaeT yJyacTue B MPOBEPKE HOMEPOB B COOTBETCTBYIOILIEE BPeMsI JJIsI
BBISICHEHUSI X CTaTyca.

13. llpakmuka ycmrol pequ. Cocmassme duanoe mexdy maadwel u cmapwedl 20p-
HUYHbIMU 20CMUHUYbI, 8 X00€ KOMOpPO20 MAAOWAs 20pHUYHAA UHpopmMupyem
cmapuwiyto 0 npobsiemax, 8bIABIEHHbLIX 8 X00e YOOpKU HoMepa (nponaxa umyuye-
CMBA 20CMUHUYbI, €20 NOPYA UL BbIXOO U3 CMPOS).



UNIT 14

Food and Beverage Service

Like the lodging industry in general, foodservice in the hotel market has
improved its position over the last few years. A typical characteristic is a
market posting steady but not significant growth and emphasizing cost
containment and innovation. As lodging foodservice competes with the
multitude of commercial foodservice operations for the consumer dollar,
value remains the focus of both operators and consumers. A number of
studies have identified food and beverage services as a primary
contributor of value to a customer’s lodging experience.

“The goal of our food service operations is to provide the highest
quality of food and service in a sophisticated, comfortable ambience, by
friendly and professional staff, ensuring that every patron returns,” states
the Four Seasons Hotel in Las Vegas. This statement, succinct and
focused, exemplifies what lodging operations nationwide are seeking.
Most lodging executives identify food and beverage operations as one of
the more complex areas to manage in the entire lodging arena. Lodging
foodservice not only involves the traditional difficulties associated with
both producing and serving food and beverages but also the performance
of these functions every day, often 24 hours a day. The resulting labor
costs and operational expenses prove burdensome for many lodging
establishments. In order for these food and beverage operations to survive
and thrive, they must draw not only guests of the lodging facility but also
consumers from the external market of the lodging property. Hoteliers
are analyzing their operations to identify ways of increasing the
percentage of guests who stay to dine onsite, known as the capture rate.

In fact, the more profitable lodging food and beverage operations
obtain more than 50 percent of their business from non-guests of the
property. The hotel or motel guest is not a captive diner; he or she has
many other opportunities for dining. Yet, in order for a hotel property
to be profitable, a significant percentage of sales must be produced by
food and beverage operations. To accomplish this, lodging facilities
must successfully compete with the numerous chainsand independent
restaurants that offer a variety of services. One advantage for
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full-service hotels is the banquet business, which can be a major
revenue producer and operate at a high profit margin. It becomes
critical for lodging operators to research tourists’ specific food needs
and wants, and how their specific operation can better serve these
tourists. In addition, a clear, objective analysis of local competition is
necessary to determine the segment and genre in which the hotel can
compete and succeed.

If the hotel is competing with an established local competitor, then
the hotel foodservice operation must outdeliver on all levels of quality,
service, and ambience. In a large hotel, it is also necessary not to compete
directly with another unit in the same hotel. Units must be diverse to give
different segments of the market a choice; the ideal outcome is that hotel
and local guests choose to dine in one of the hotel’s offerings. A strong
food and beverage program that delivers a high-quality product and
experience can be used as a competitive advantage as well as a sales tool
for the lodging facility.

Many hoteliers choose not to compete in this environment. Instead,
their strategy is to eliminate food and beverage operations altogether, or
to lease food and beverage operations to outside companies, either chain
operated or an independent restaurant. In particular, food and beverage
sales in motels and motor-hotel restaurants continue to decline as a
percentage of overall sales when compared to full-service hotels,
primarily as a result of an increasing number of lower-priced lodging
operations offering free breakfast and no other meal service. However,
that free breakfast has become a competitive positioning statement for
the property. Guests now expect it, and they expect quality, yet such
lodging facilities must maintain their cost structure.

There are five major hotel chains whose foodservice sales per hotel
average more than $2.3 million. At the top lies Sheraton Hotels, whose
properties average well over $4.6 million in foodservice sales. It should be
noted that a number of convention/resort hotels could do well over $30
million in annual food and beverage sales. Clearly, foodservice
professionals have as much or more opportunity for success as in other
segments of the foodservice industry. With potential sales like those
noted, lodging food services remain a critical partner with respect to both
the revenue and profit of the property. A smart, resourceful manager
makes the foodservice operation unique, thus attracting additional
patrons to the lodging establishment. Thus, foodservice can be looked on
as a means of gaining competitive advantage over other lodging
operations.

106



The field of lodging has a long history of serving people food and
drink during their travels. From the earliest days of the Roman Empire,
when people traveled on foot, on animal, orin vehicles drawn by animals,
to the modern age of air, rail, and car transportation, hotels and inns
provided for their needs. In fact, early hotels were usually the center of
community activity and often the only place one could eat away from
home. The glamour years of the late nineteenth and early twentieth
centuries produced grander hotel properties, the so-designated palaces
of the people, which solidified this perception of hotels as centers of
public entertainment and as sources of food and drink for guests. This
reputation continued well into the twentieth century, as hotels became
the logical place to meet for entertainment and business discussion.
Foodservice operations independent of hotels were rare even in the larger
urban centers. It was not until the post—World War II era that
independent restaurants and restaurant chains grew in both number and
influence over the customer. As we enter the twenty-first century,
lodging foodservice accounts for approximately 7 percent of the total
foodservice market. From total domination of the market to its role as a
secondary player today, lodging foodservice has undergone dramatic
change. As properties struggle to decide whether or not to offer
foodservice and, if so, the number of foodservice units and the level of
service to offer, future managers must recall what the goals and mission of
the foodservice operation should be:

1. To provide the appropriate level and degree of food and beverage
service to the property’s guests.

2. To support the overall goal(s) of the property.

3. To assist the property in gaining a competitive advantage over
other lodging establishments.

4. Tofunction efficiently and effectively in orderto produce a profit.

Vocabulary list

steady yCTOIYMBBIN, IPOYHBIN, TBEPAbIA

significant growth Cy1ileCTBEHHBII, OLLLYTUMBIA POCT

emphasize noguepKkuBaTh

cost containment CIep>XXMBaHUE 3aTPAT

multitude MHOXeCTBO, OOJIBIIIOE YHUCIIO, Macca

sophisticated CJI0XKHBIA, JIMILIEHHBI ITPOCTOTHI; YTOHYEHHbI, OTBEYAIOLLINI U30LPEHHOMY
BKyCYy

ambience okpy:keHue, aTMochepa

succinct CXXaTblii, KpaTKUA

nationwide B HallMOHAJILHOM MacluTade; 001IeHapOHbII; BCeHAPOAHbII; O0LIEHALIMO-
HaJIbHbII

labor costs CTOMMOCTB paboueit CUJTbI; 3aTPaThl HA PA0OYYIO CUITY
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burdensome 0OpeMEHUTENbHbBINI, TATOCTHBI

to thrive mpo1BeTaTh, IpeycreBaTh, OyitHO pacTu
captive 3aXBaU€HHBbI, TVIEHHUK, B3SIThII B ILIEH
advantage NpeuMyLIECTBO

revenue JI0XO/1; TOJOBOIA TOXOT

to eliminate yCTpaHUTb, YCTPAHATh, UCKJIIOYATh
means of gaining cpeicTBa 1O JTOCTUKEHUIO YETrO-JI.
designated oripenesnsieMblit

to solidify ykperuisite

property COOCTBEHHOCTb, UMYIIIECTBO

struggle 6opb0a, HaMmpsKeHNe, yCUIIKE; OUTBa

. l[lpoyumatime u nepesedume mexcm.

. Onpedesiume 8 kaxdoli u3 Yyemsipex 2pynn npedsoxeHue, CoomsemcmsyloLee co-
OepxaHuio mekcma.

1. a. Hoteliers are analyzing their operations to identify ways of increasing
the percentage of guests who stay to dine outside.

b. Hoteliers are analyzing their operations to identify ways of increasing
the percentage of guests who stay to dine onsite.

c¢. Hoteliers are analyzing their operations to identify ways of increasing
the percentage of guests who don’t stay to dine onsite.

2. a. The more profitable lodging food and beverage operations obtain
more than 50 percent of their business from guests of the property.

b. The more profitable lodging food and beverage operations obtain more
than 70 percent of their business from non-guests of the property.

¢. The more profitable lodging food and beverage operations obtain more
than 50 percent of their business from non-guests of the property.

3. a. In alarge hotel, it is necessary not to compete directly with another
unit in the same hotel.

b. In alarge hotel, it is necessary to compete directly with another unit in
the same hotel.

c. Inalarge hotel, it is not necessary to compete directly with another unit
in the same hotel.

4. a. A smart, resourceful manager makes the foodservice operation uni-
que, thus attracting additional competitors to the lodging establish-
ment.

b. A smart, resourceful manager makes the foodservice operation unique,
thus attracting additional clients to the lodging establishment.

c. A smart, resourceful manager makes the foodservice operation unique,
thus attracting additional employees to the lodging establishment.
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3. [latime pa3sepHymsie omgems! Ha cedyOu4Ue BONPOCHI:

1. What does lodging foodservice compete with?
2. How do most lodging executives identify food and beverage opera-
tions?
. What doeslodging foodservice have to do in orderto survive and thrive?
. Has the hotel or motel guest any other opportunities for dining?
. Why can the banquet business be an advantage for full-service hotels?
. Isit possible to compete directly with another unit in the same hotel?
. Why do food and beverage sales in motels and motor-hotel restaurants
continue to decline as a percentage of overall sales when compared to
full-service hotels?
8. How can a smart, resourceful manager make the foodservice operati-
on unique?
9. Doesthe field of lodging have a long history of serving people food and
drink during their travels?
10. What should the goals and mission of the foodservice operation be?

N LA W

4. [lepesedume Ha pyccKull A3bIK cedyoujue BbIpaXeHUs:

1) compete with the multitude of commercial foodservice operations
2) primary contributor of value

3) comfortable ambience

4) one of the more complex areas

5) producing and serving food and beverages

6) established local competitor

7) lease food and beverage operations to outside companies

&) lower-priced lodging operations

9) support the overall goal

10) assist the property in gaining a competitive advantage

5. Halidume 8 mexkcme aHenulickue 3KBUBANGHMbI C1eOYIOWUX BbIpaXeHul u co-
cmasbme ¢ HUMU CBOU COOCMBeHHbIe NPedsIoKeHUs.

[) rocTUHWYHAsI UHAYCTPUS

2) xapakTepHas yeprta

3) YCTOMUMBBIN POCT

4) 6opoThCs 3a MOTpeOUTEISI

5) IpeaoCTaBISITh eIy ¥ HAITMTKK BEICOYAMIIIETO KayecTBa

6) APYXeMOOHBIN 1 MTPo(eCCUOHATEHO TTOATOTOBJICHHBIN TTepCcoHa
7) BBITOJHSTH CBOU (DYHKIIMU KaXKIblii 1€Hb

&) 0OpeMeHUTENBHO ISt MHOTUX OTeNei
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9) BbIXKUTD U IPOLIBETATh
10) 130 Bcex CUJI cTapaThCsl PELTh

6. Cosmecmume c7108a U3 180U KONIOHKU C UX 3HAYEHUAMU U3 I‘IPGBOUV KOJIOHKU.

1) burdensome a) a beneficial factor or combination of factors

2) thrive b) to get rid of; remove

3) advantage ¢) hard to bear; onerous

4) eliminate d) to grow strongly and vigorously; to do well; prosper
5) ambience e) a piece of real estate

6) property /) the atmosphere of a place

7. 3anosHume nponycku 8 npednoxeHusx NOOX0OAUUMU NO CMbICTY CIOBAMU B HYX-

Holu opme.

|thrive burdensome anadvantage property ambiance be eliminated

1. He (1) from the tennis match in the first round.

2. The deer population in this town (2) .

3. The restaurant had a delightful (3)

4. He had (4) over me because of his experience.

5. Narrowand (5) and useless to anyone as hislife now seemed to
him, Prince Andrew on the eve of battle felt agitated and irritable as he
had done seven years before at Austerlitz.

6. He hasto (6) in Scotland.

8. llpoyumatime u nucbMeHHO nepesedume MeKCM Ha AHIULCKUL A3bIK, UCNOb3Ys

C/108apb.

Ciyx6a o01IeCTBEHHOIO MUTaHUsI 00ecreuruBaeT 00CIyKMBaHUE
rocTeli B pecTopaHax, Kade Win 6apax TOCTUHUIIBI, pEIIacT BOITPOCH
10 OpraHU3aLMHU ¥ OOCITY>KUBAaHWIO OAHKETOB, TTPE3eHTALINI 1 APYTUX
Mpa3IHUYHbBIX MEPOTIPUSITUIA.

I1pu opranu3anny MATaHUS TYPUCTOB UCTIONB3YIOTCS Pa3IMIHBIC
METO/IbI OOCTY>KMBAHUSI: a-JIsl KApT, a MapT, Ta0JbIOT, IIBEACKMIA CTOJ.

IIpu ucnonb3oBaHUM MeToma a-jisi KapT TOCTU U3 KapTbl MEHIO
0J1I011 MU HATTUTKOB BBIOMPAIOT TO, UYTO UM OO0JIbIIIE BCETO HPABUTCS. 3a-
Ka3 IepenaeTcs Ha KyXHIO, U Cpa3y ke HaUMHAeTCsI TIPUTOTOBICHUE.
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9

I1pu MeTone obcyKuBaHU a IMapT TOCTU ACIal0T IIpeaBapUTEIIb-
HbII 3aKa3 U 00CIYXKMBAIOTCSI B YCTAHOBJICHHBII MPOMEXYTOK BpeMe-
HU. O4YeHb yacTo 3Ta (popma BCTpevyaeTcsl B JOMaX OTAbIXa U KYPOPTHBIX
TOCTUHUILIAX.

Metoa Tababa0T NpeanoaraeT 00CIy K MBaHUE TOCTEI B OJJHO U TO
K€ BpeMsI 110 OJHOMY U TOMY K€ MEHIO.

IIBenckuii cTon npeacTapisieT co00M IMPOKUT BEIOOP OJt01 CO
CBOOOJIHBIM JOCTYIIOM: MOXKHO B3SITh BCE, UTO YIOJHO, B XKeJIaeMOM KO-
JINYECTBE U3 TOTO, UTO MPEIJT0KEHO 1 BHICTABJIEHO.

[MpennpusTus MUTaHUS MOpeajaraloT TypUCTaM pPa3HOOOpa3HbIE
JIOTIOJIHUTEIbHBIEC YCIIYTU: OPraHU3allUI0 TOPKECTB, TIUTAHUE B HOME-
pe, CepBUC Ha 3Taxe, MUHU-0apbl B HOMepe U JIp.

Tl'ocTuHMYHBIN pecTopaH paboTaeT HECKOJIbKO MHAUe, YeM OObIY-
HBII pecTopaH. BpeMsi paGoTbl TOCTUHUUHOIO pecTopaHa IO0JKHO
OBITh TaKMM, YTOOBI YAOBJIETBOPSITH MOTPEOHOCTU ITOAABIISIIOLIEIO
OOIBLIMHCTBA MTOCTOSJIBIIEB, JaXKe €CJIU ISl TOTO B OTAEIbHBIE YaChl
pabota pecTopaHa He OyaeT IpuHOCUTh pubbuIK. [Ipu 3ToM 10 70 %
TrOCTei OTesiss He 00ealoT B TOCTUHUYHOM pecTtopaHe u g0 50 % He
YXUHAIOT B HEM, a 2/ 10X0/la pecTopaHa MocTyNalT OT CTOPOHHUX
IIOCETUTEJIEN.

®opmyna ycrexa pecTOpaHHOTO OM3HECa — 3TO COUYETaHUE XOPO-
IIei eabl, XOpolllero cepBuca M pa3yMHOM 1ieHOBO# moauTuku. Ho
JUIST JOCTUKEHMS 3TOTO COYETaHUSI TpeOyeTCsl OTCIIeXKMBATh Maccy APY-
I'UX MapaMeTpoB (CPOKU MPUTOTOBICHMSI UL, CAHUTAPHbIC HOPMBI,
U3ACPXKKU TMPOM3BOACTBA, MPEANOUTEHUS] KJIUEHTOB, KOHKYPEHIIUS
COCEIHUX PECTOPAHOB U T.11.).

lpoyumatime mexcm. [Tod6epume nodxo0ALWUL NO CMbIC/TY 30201080K K KAXXOOMY
a63ayy. llepeckaxume mexcm.

A. Atmosphere D. Advantages
B. Examples E. Service style
C. Price F. Challenges

Quick-Service Restaurants

Quick-service is the term for restaurants that capitalize on speed of
service and convenience. Fast-food restaurants often fall under the
umbrella of quick-service restaurants, but not all quick-service places
serve fast-food. Quick-service restaurants are characterized by simple
décor, inexpensive food items and speedy service.
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a“n_ .

The least expensive of all, quick-service restaurants usually offer
meals for $6 orless. They often provide “combo” meal choices which can
add on extra for sides and drinks, but food items are also available a la
carte.

@

Service style at quick-service restaurants typically includes a service
counter with one or more cashiers working to take orders. Customers
order off a menu board hanging on the wall or from the ceiling. It is not
unusual to see a drive-through at a quick-service restaurant.

(€)

In comparison to full-service restaurants, quick-service
establishments generally have simpler dining areas with fewer
decorations. However, quick-service chains in particular often strive to
achieve a very specific, individual «look and feel» in their restaurants. For
example, Jamba Juice chains paint their walls and hang posters that
comply with a very specific color palette and theme, and every store is
required to play specific music every month.

“@__

Like fast-casual restaurants, quick-service restaurants experience a
good deal of turnover. Frequent ownership and management change
coupled with an overwhelmingly young workforce tend increase general
turnover rates. Coffee shops, which are popular quick-service restaurant
concepts, are a good example. Statistics from a recent three-year study
show that coffee shops experience a three-year cumulative ownership
turnover rate of 70 percent.

(5)

Quick-service restaurants often succeed in a big way because of speed
of service and overall consistency. In earlier days when McDonald’s was
still young, the idea of assembly line food service operations were still
new. However, this makes for a recognizable, familiar and consistent line
of food wherever the restaurant is located. A McDonald’s burger tastes
the same in Kansas as it does in Tokyo or Moscow. This type of familiar
consistent.

6__
Examples of quick-service restaurants include McDonald’s, Sbarro,
Subway, Wendy’s, Rosticks KFC, Jamba Juice and Starbucks.

10. /lpakmuka ycmHol peyu. [Todeomosbme npe3eHMayu 0 20CMUHUYHO-pecmo-
DAHHbIX yCa1y2ax, npedocmasasembix 8aLUUM OmesieM.



UNIT 15

Entertainment

Choosing a hotel guests expect a certain quality accommodation,
catering and activities. Entertainment has risen to new level in the
vocation decision—making process. There is a growing influence of
entertainment on vocation travel choices. Today the travelling public
wants to have fun, to be entertained, to enjoy fantasy, and to escape from
the realities of everyday life. That’s why hotels provide entertainment
programs for their guests.

Lots of people prefer to mix rest with activity. That’s why the hotel
entertainment team provides them with a large variety of entertainment
both day and night meaning that they will not be bored for one minute.
Both children and adults are welcome to take part in the various activities
which are scheduled throughout the season. Sport competitions, bingo,
terrace games and aquagym are just some of activities run during the day.

Many hotels, especially all-inclusive ones, provide entertainment
programs for their guests. For those places that are secluded, having
entertainment is a must. Some hotels have regular staff whose sole job is
to entertain. This route often leads to a special bond between entertainers
and the guests, which makes their vocation more memorable. Sometimes
hotels contract outside performers to entertain from time to time.
A combination of both could also work.

There are several different types of entertainment out there, and
creating a program that is both successful and doable is the challenge that
every hotel entertainment specialist must make. While planning hotel
entertainment program it’s necessary to keep in mind the needs and
wants of the guests, the constraints and special features and theme of the
type of hotel. A little planning and hard work can make all the difference
for the guest’s vocation.

Hotel entertainment team, responsible for the organization and
delivery of the daytime and evening entertainment program suited to all
hotel guests, is providing them with a memorable holiday experience.

They organize, run and actively take part in the daytime recreational
activity before taking centre stage for the evening entertainment. They
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host children’s disco, a variety of game shows and a range of fun &
exciting events as well as communicating with guests on a daily basis.

Animators must be multi-talented actors, singers and improvisation
specialists, highly outgoing with good sense of humor and enjoy working
with people. They must love constantly be “on”. They need high energy
for their work at motivating and entertaining guests.

Sport animators must be knowledgeable of different kinds of sports
and beach activities. Their duty is to maintain equipment in safe
working order and ensure quests that safety and service is always the first
priority.

Vocabulary list

influence BIMSIHUE, BO3AEUCTBUE

to escape YXOOUTh OT PEaJIbHOCTU; OErCTBO

variety MHOrooopasue, pazHoobpasue

to be bored cky4yarb, TOCKOBaTb

activities J1eITeJIbHOCTh

schedule rpaduk, miaH, pacnucaHue

must HeOOXOIMMOCTb, TOTPEOHOCTH

bond cB:3b

doable BBITTOJIHUMBIIA

challenge c10xHast 3aga4a, ImpoodeMa

constraint IPUHYXXIEHHOCTb; CTECHEHUE; CKOBAHHOCTb
to run yIpaBJisSiTh, HATIPABIATH

range (of ) aCCOPTUMEHT, KOJUIEKLIMSI

outgoing 1pYy>XeTI00HbII, KOMMYHUKAOETbHbII, OOLLIMTEIbHBII
constantly HermpepbIBHO, MOCTOSTHHO

to be “on” BEIXOAUTH Ha CLIEHY; OBITH HA BUIY

to maintain 0OCJTy>XMBaTh, COAEPXKATh B UCITPABHOCTHU
priority MpUOPUTET; TOPSIAOK CPOUYHOCTU

lIpoyumatime u nepegedume mekcm.

Onpedenume g Kaxdoli u3 yemsipex 2pynn npedioxeHue, Coomgemcmsyioujee co-
depxaHuio mexcma.

1. a. Entertainment influences on vocation choice of traveling public.

b. Traveling public expects only certain quality accommodation and ca-
tering.

c. Travelling public wants to escape from entertainments.

2. a. Travelers never mix rest with activity.
b. Travelers prefer not to combine rest with activity.
c. Travelers prefer to combine recreation with activity.
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3. a. Some hotels have never regular animators.
b. Some hotels have regular staff whose job is to entertain.
¢. Some hotels contract only free-lancers.

4. a. Animators can be dull.
b. Animators needn’t have the sense of artistry.
¢. Animators must have a free, easy, and genial nature.

3. [laiime pa3gepHymsbie omsemsl Ha credyouue 8oNPoCsI:

1. What kind of service do quests usually expect?

2. How does entertainment influence on vocation travel choice?

3. What is the job of entertainment team staftf?

4. Do all hotels have regular entertainment team staff?

5. What features must be considered while planning an entertainment
program?

6. What are entertainers responsible for?

7. What is the main duty of sport animators?

4. [Tepesedume Ha pycckuli A3biK CedyowUe BbIPAXeHUA:

1) travelling public

2) both day and night

J) are welcome to take part in

4) provide entertainment programs for

5) contract outside performers

6) necessary to keep in mind the needs and wants of guests
7) program suited to all hotel guests

&) memorable holiday experience

5. Halioume 8 mexcme aHenulickue 3KBUBANEHMbI C/IeOYIOUIUX BbIPMKEHUL U CO-
cmasgbme ¢ HUMU CBOU COOCMBEHHbIE NPEONoKeHUS:

1) onpeniesieHHOE KaueCTBO

2) BeCeNIUThCS

3) yoexaTb OT peaJlbHOCTH!

4) coBMeIIaTh OTABIX C aKTUBHOM 1eSITEIBHOCTHIO
5) 6oJblIoe pa3HOOOpa3ue

6) OBITH 00S3aTETHLHBIM

7) LIITaTHBIC COTPYIHUKU

8) BpeMsi OT BpeMeHU

9) HECTU OTBETCTBEHHOCTb 3a UTO-JIM0O
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10) OBITH B LIeHTPe BHUMAHMUSI
11) nopaepKuBaTh CHapsDKEHME B pab0UeM COCTOSTHUU

6. Cosmecmume cn108a u3 1€80U KOJIOHKU C UX 3HAYEHUAMU U3 npasoli KOMOHKU:

) guest a) to give a performance that people enjoy
2) extreme sport  b) things that you do to enjoy yourself
3) entertain ¢) activity that is exciting and dangerous

d) someone who is paying to stay at a hotel oreatin a

4) sense of
restaurant

5) take part in e) a natural ability or quality that some people have

6) recreation /) to be involved in an activity with other people

7. 3anonHume nponycku 8 npeonoxeHUsx NOOX00AUWUMU NO CMbICAY CI0BAMU U C/10-
B0OCOYEMAHUAMU.

| guests entertainment takepartin extremesports senseof humor recreation

1. She has got a great (1)
2. There is live music to entertam 2)

3. Ajazzband provided the (3) , while people ate and drank under
the stars.

4. His favorite (4) is playing golf.

5. Are you planning to (5) motocross racing next week?

6. Have you ever done any (6) like paragliding or white water raf-
ting?

8. [lonosnHume Ha ocHose mexkcma ciedyrowue NpednoxeHus.

1. Choosing a hotel expect a certain quality accommodation,
and activities.
2. Both children and are welcome to take part in the vari-
ous
3. Many hotels especially all-inclusive ones, provide entertainment
for thelr guests.
4. While planning hotel entertainment program it’s necessary the

needs and wants of guests.
5. Animators must enjoy working with

116



6. Sport animators must be knowledgeable of different kinds of
and activities.
7. Sport animators’ duty is to maintain in safe working order.

9. Cocmasbme npedsIoXeHus u3 OaHHbIX C108.

1. Today wants travelling to the have public fun.

2. The entertainment the guests team hotel provides variety of entertain-
ment with a large.

3. Sport are just competitions bingo terrace games and aquagym some of
during the day activities run.

4. For secluded a must having entertainment hotels is.

5. Hotel holiday experience entertainment team is responsible for provi-
ding guests with a memorable.

6. Animators multi-talented must actors be with humor good sense of.

7. Safety service is and always the first beach priority.

10. Bb1 ysudenu credyrowee o6wssaeHue 8 xypHane “Travelling and Tourism”.

Entertainment Agency PARADISE

Is looking for young and motivated people for it’s Animation Team for hotels
on the Greek islands for the Summer season 2014.

Previous experience would be an advantage.
Do you speak English and German and Russian?
Are you 18 years old?
Are you available to work abroad for at least 3 months?

Do you like to work in an International Team?
Are you outgoing and fiiendly?

Than you may be the right person for one of our Animation Team!!!

We are still looking for:
kids club animator — sport all-around animator — fitness animators — choreographers

Apply for the job now!!!

Write to us saying what kind of work you are interested in and why.

Send your letter of application to Akamas Ave.,P/O.Box 62108, 8061 Paphos, Cyprus.
FE-mail: info@paradise.com

Cocmasbme nucbmo ¢ npocbboli o npueme Ha pabomy. 06bAcHUMe, 0MKYOd Bbl Y3-
HGJIU 0 BAKAHCUU U NOYeMy petuusiu Hanucams. Pacckaxume, noyemy 8l N0OX00u-
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me Ha 8bIOPAHHYI0 O0JIHOCMb, KAKOe Y BAC 06pa308aHuUe U ecmb /U 0NbIm no006-
Hol pabomsi. 3adatime Bonpocsl 06 onaame, ycnosusx pabomsi U NPOKUBAHUS.

11. MucemeHHo nepesedume npednoxeHUs Ha AHAULCKUL A3bIK, UCNO/Ib3YS CI0BAPb.

1. AHuMalus B Typu3Me Havajia pa3BuBaThbes ¢ 1970-X IT. 1 TOJIBKO B
cepeavHe 1990-x rr. nosiBuiiacek B Poccum.

2. TlyreuiecTByOIIMX TYPUCTOB OOBEAUHSIET HE TOJbKO MHTEpeC K
KYJbType, 00bIYasiM, TPAAULIMSIM HAPOJOB MUPA, XKeJJaHUE IMTO3HAKO-
MUTBCS C UICTOPUYECKUMU JOCTONPUMEYATEIbHOCTSIMU, HO U XKeJla-
HUE OTIOXHYTb U pa3Bieubcs.

3. ToctuHMYHAasI aHUMAIKS BKJIIOYAET B ce0sI pa3BJieKaTeIbHbIE , CIIOP-
TUBHO-03/I0POBUTEJIbHbIE MEPOMPUSITUSI, pabOTy MUHU-KIyOOB U
MHOTO€ IPYyroe.

4. TypaHUMaTOp — 3TO CHEUUATUCT, 3aHUMAIOIIUICS pa3paboTKO
WHAUBUAYATbHBIX M KOJJIEKTUBHBIX aHUMAIIMOHHBIX TPOTPaMM.

5. OnHMM U3 BaxKHbBIX HaIpaBJIeHU aHUMATOPCKOU JesTeIbHOCTU B
oTeJie SIBJISIeTCSl aHUMalLlusl 1S IETEN.

6. st opraHuzanum 3(pOeKTUBHOM pabOThI ¢ AETHMU HEOOXOIUMO UMETh
COOTBETCTBYIOILIME TTOMEILEHMS, OCHAILIEHHbIE pa3IMYHbIM MHBEHTA-
peM [UIS pYCOBaHUsI, JISTTKU, TIOABVKHBIX U pa3BUBAIOIIMX UTP U T.1I.

7. BxauecTtBe (popMBbI aHUMATOPKI HOCST SIpKHe (DYyTOOIKH, TTO3BOJISIIO-
LIKMe TYpUCTaM BUAETh U y3HABATh UX U3JajieKa.

8. Ilnanupys pasBieKkaTeNbHOE 110y, MEHeIKep-aHMMaTop MOJIKEeH
YUUTBHIBATh BO3PACT YYACTHUKOB M 3pUTENICi, YpPOBEeHb 0OOpa30BaH-
HOCTH, TT0JI, STHUYECKYIO ITPUHAICKHOCTD.

9. Pabora aHnMaTOpa MHTEpPEeCHasl U Becesiasi, T03TOMY TPaIULKMOHHO
aHMMaTOpaMu paboTalOT MOJIOMIbIE JIIOIN.

10. BMecTe ¢ aHMMaTopaMu pabOTalOT IEBLbI, IPodeccruoHaIbHbIe
TaHIIOPHI ¥ My3bIKaHThI, KOTOPBIX CIIEIIMAIBLHO IIPUTJIAIIIAeT U OIjIa-
YMBaeT aMMUHUCTPALIMS OTEIS.

11. Tlo ouieHKaM CIEeLIMAIMCTOB, B HACTOSIILIEE BPEMS BKIIIOUCHUE aHU -
MAallMOHHBIX MPOrpaMM B COAEPXKaHUE TYPUCTCKUX MapuIpyTOB U
Moe310K, B pabOTy OTesIeil MOBBIIIAET UX MPECTUK U BOCTPeOOBaH-
HOCTb Ha PbIHKE TYPUCTCKUX YCIIYT.

12. TemaTrueckue M pasBieKaTelbHble MapKu SIBJISIIOTCS MOUIHBIM
CpeACTBOM MpPUBJIEUEHUsI TYPUCTOB B EBporie 1 KpaliHe BasKHbI JJ1s1
WHIYCTPUU MYTEIIECTBUMA.

12. fIpoyumatime npusedeHHsil Huxe mexkcm. [Ipeobpa3sylime cnosa, Hane4amax-
Hble 3a2/1a8HbIMU BYKBAMU B KOHUE CMPOK, MaK, Ymobbl OHU 2pammamuy4ecku u
JIeKCu4ecKu coomsemcmsosanu cooepxaquto mexkcma. [lucsmeHHo nepesedume
meKcm Ha pycckull A3bIK.
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PortAventura Park

Come and enjoy one of the (1) theme parks in
Spain for your holiday or weekend getaway with your

partner, your (2) or whoever you want! In Port
Aventura you (3) a theme park full of all kinds of
fun. The six areas of the theme park will let you discover
new and (4) worlds with magnificent shows and
breathtaking (5) rides for all ages. From the tallest
and (6) roller coasters in Europe to the smaller

rides that parents and children can enjoy together in the
magical family area of SésamoAventura.

Take advantage of the privileged location of the theme
park in one of (7) resorts in Catalonia, Spain in
the heart of the Costa Dorada, which will allow you to
enjoy weekend breaks and holidays in which you can
participate in a wide variety of tourism, sports and
relaxation thanks to (8) proximity to Barcelona,
three golf courses next to the theme park and the Beach
Club overlooking the sea. If you are also a (9) of
water rides, you can take advantage of the (10)
climate and the unique environment that Catalonia and
the Costa Dorada have to offer in our water park Costa
Caribe Aquatic Park. To complete your experience why
not stay in one of our four (11) which are
(12) themed in tune with the theme park. Sleep in
an authentic town of the Far West or in a Caribbean
resort with white (13) beaches and crystal clear
waters, all of which (14) only a few meters from
the theme park and offer comprehensive services.

Check out our offers, weekend getaways and holidays.
Sign up to receive our newsletter and you will receive
all the (15) on how to plan an action
(16) , fun holiday for the whole family and you
will also receive all of our best offers available! Because
at PortAventura Park, one of the best theme parks in
Spain, we never stop (17) and re-inventing
ourselves so the fun never ends. Take advantage of all
the (18) PortAventura Park has to offer.
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13. [Ipoyumaiime mexkcm u nod20mossme nNepeckas Ha aH2ULUCKOM A3blIKe.

Benenuanckuii KapHaBaja

BeHenmnaHckuii KapHaBas — OJTHO U3 Hau0oJiee U3BECTHBIX 1 MOy~
JISIpPHBIX eXeromaHbix coobiTuii B Beneuuu (Mranus). Kapnasan npu-
BJIeKaeT B BeHel o MHOXXEeCTBO TypUCTOB. TOUHOE YMCI0 MPUE3Kalo-
LIMX BITU IHY B BeHe11I0 TyprCTOB HUKOMY HE U3BECTHO, HO CUMTAEeT-
s, 4TO 3a BpeMsI KapHaBajia 3TOT TOPO/I ITOCEIIAET 10 TPeX MUJIJTMOHOB
YeJI0BeK.

B teueHne onmHHamIaTH gHEW Ha ynauiax BeHenmu mpoucxomuT
MHOXECTBO KPacOYHbIX COOBITUI. B ropose BHICTYAIOT YIUYHbIE MY-
3bIKAHTBI, ApTUCThI TEATpa 1 LUpKa, B BeHeluo npueskaroT apTUCThI U
MY3bIKaHTBI M3 Pa3HBIX CTPaH. B 9Tu AHU BbI BCTpeTUTE Ha yauliax Be-
HELMW MHOTO JIofieli B KapHaBaJIbHbIX KOCTIOMax U Mackax. MHorue
TYPUCTHI TAKKe MOKYMAIOT MAaCKM M CTAHOBSITCS yYaCTHMKAMU KapHa-
BaJja.

KapnaBay B BeHeunu mpoBoAUTCS KaXXIblii TOA B pa3HOE BpeMs.
HauuHaeTcs kapHaBall B cyo0o0TYy, 3a AecaTh AHEeM 10 Hayaia 40-aqHeB-
Horo 1nocta nepen [Tacxoii. (B mocienHue rofapl KapHaBajJbHbIe MEPO-
MPUSTUSI HAUMHAIOTCS HelleJiel paHbllIe.)

IlepBoe mokymeHTaabHOE YIIOMMHAHUE O KapHaBajie B BeHeuuu
otHocuTcs K 1094 r. Tem He MeHee KapHaBaJIbHbIE TPAAULIUA UMEIOT
ropazmo 0oJjiee IpeBHIOI0 UCTOPUIO M KOPHU B SI3bIUECKUX MTPA3THUKAX.
Ipeanonaratot, yto ¢ 1162 1. KapHaBaj CTaJl IPOBOAMTHCS €KETOTHO.
B 1296 r. xapHaBan OblJI OOBSIBIIEH TOCYIAPCTBEHHBIM MPA3THUKOM.
B Cpennue Beka OH JUIWIICS LIECTh Hele b HaunHasl ¢ 26 1ekaops.

O06s13aTe/bHBIM aTpUOYTOM KapHaBaJia siBjisieTcst Macka. [Toa mpu-
KPBITHUEM MACOK JIFOIU MOTJIN TTO3BOJIUTH CE0E TO, YTO OBLIO HEMOITYC-
TUMO B Apyroe Bpems. Bo BpeMs mpoBeneHus KapHaBajia B KaKOi-TO
Mepe CTHUpaiach 'paHb MEX/1Y BHICIIMMU U HU3IIMMU KJIACCaMU.

B XVIII B. BeHemaHCKMIA KapHaBaJl IPUILES B YIIaA0K 1 ObLI IOY-
TU 3a0bIT B TCUEHUE MHOTMX JIET.

BospoxaeHue KkapHaBayia Hayanoch B KoHIe XX B. C 1979 1. BeHe-
LIMAaHCKUI KapHaBaJl CTaJl OAHUM U3 CaMbIX SIpPKUX COObITUH B VTamuu.
IMTpaButenbcTBo UTanuu M MyHULMOaauTeT BeHeuuu UCMOIb3YIOT
KapHaBaJl JUTsl IPUBJICUECHUST TYPUCTOB.

14. [lpakmuka ycm+ol peyu. [lpedcmasbme, 4mo 00UH U3 BAC AB/A€MCA AHUMAMOo-
DOM 8 KypopmHom omeJie, a Opy2ol — omobIxaroLwum 3mo2o omens. Pacckaxume
20CM0 0 NpedJia2aemMblx BAWIUM OmesieM pa3sieKamesibHbIX NPo2pamMmax U cnop-
MUBHbIX MeponpuamuUsXx 0/14 83poc/bix U demed.



UNIT 16

Safety and Security

Hospitality includes providing a safe environment for guests. There is
nothing more important in any service industry then keeping the
customer happy and safe. No other service industry has the burden of
keeping guests safe as much as the tourist industry, because no other
service industry has customers at such a disadvantage. Hotel quests
routinely leave their rooms with valuables inside. They can become
vulnerable when sleeping or showering, or injured of the hotel’s
negligence. So there are a lot of things to think about from the point of
view of management, and security is one of the major concerns.

The security department of a hotel is vital to delivering hospitality to
guests. This department is responsible for establishing the details of the
following systems:

0 Guest and employee safety

¢ Room key security

¢ Fire safety systems

¢ Bomb threat action

0 Emergency evacuation plans

¢ Employee safety training plans

¢ Emergency communication plans

The security department is often regarded as a passive department,
reacting only when called on. In reality, itisa very active department. One of
the department’s goals is to prevent emergencies through planning. Another
goal, however, is to train all hotel employees to respond to emergencies.

The security department of a hotel is organized like any other
department. At the head of the department is the director of security — a
trained professional who must ensure that a busy hotel filled with guests,
employees, and equipment stays safe.

The security director needs personnel, technology, and a budget to
operate a 24-hour control system for the hotel. The number of people
required to staff this department depends on the size of the hotel.

National, state, and local safety codes and ordinances require the
hotelier to adhere to a long list of rules and regulations. Hotels must have
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safe and secure door locks, fire-prevention measures, exit strategies and
plans, pool safety, security cameras.

Well lit and visible areas around the building are important, as is a staff.
Trained security staff need to be on the hotel ground 24 hours a day.
However, if this feasible, security staff and guards should be on duty at night
when the most crime happens. Security cameras are also essential and need
to be placed at the front desk, public areas of the hotel, such as the cafeterias,
bars, pools, parking lots and waiting rooms. In the absence of security
personnel, security cameras, while not required, are often utilized to not
only protect the property from vandalism or theft, but also to keep quests and
their personal belongings safe. Cameras can be used to watch for a variety of
serious concerns such as room break-ins, arson and assaults, as well as less
serious infractions such as too many quests staying in a single room. Security
cameras should be used 24 hours a day, be reviewed daily, and archived.

Card key locks are an investment in guest security and safety. The
electronic key system and smart card can be used for guest rooms as well
asotherareas of the hotel. Aseach new guest registers, a fresh plastic key is
produced. The new combination for the guest room lock will respond
only to the new guest room key.

Smoke alarm installation and maintenance, sprinkler system
installation and maintenance, fire drill testing, fire alarm operation and
maintenance, are all very important in ensuring the safety of guests. The
hotel staff should be equipped with fire safety plans, first aid kits and
breathing assistance, such as a respirator, in case of an emergency.

Pools and spas should have lifeguards, however most to do. Hotels
with pools should enforce pool hours and hotel stuff should be trained in
CPR (Cardiopulmonary resuscitation) and first aid. Hotel guests should
be the only ones with access to the pool and spa facilities. Entrance to the
facilities should require activated room card key.

Guests in turn should follow some basic guidelines which will help
keep stress and problems to a minimum, making travel an enjoyable and
safe escape.

Vocabulary list

burden Opems

disadvantage HEBBITOIHOE MOJOXEHUE
routinely 3a1IpOCTO; PETYJISIPHO
vulnerable ys3BUMBbIit

injured TpaBMUPOBAHHBII

negligence HeOPEXKHOCTD; XaJJaTHOCTh
concern MpobJemMa; oraceHue

vital BaxKHBIN; HEOOXOIUMBIIA
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to regard cuuTaTh; paccMaTpUBaTh

to ensure rapaHTUPOBATh

code CBOJI 3aKOHOB, IMpaBuJI, MHCTPYKLIMA

ordinance pacropsixeHme

to adhere (to) npuaEpPXKUBATHCH YETO-J1.

feasible oCylIEeCTBUMBIN; BO3MOXKHBIN

break-in B3)10M; (HE3aKOHHOE) BTOPXKEHUE

arson I10KOT

assault HanageHue; yrpo3a (U3MYeCKOro HaCUJIUs

to archive apxuBHpOBaTh

installation ycTaHOBKa, YCTPOMCTBO

maintenance SKCIUIyaTalus; TEXHUYECKOE 00C/Ty KUBaHUE
sprinkler paz0OprI3ruBaTteib

aid kit arrreuka; HabOp U1t OKaszaHus MEPBOM MEAMLIMHCKOM IMTOMOILLM
cardiopulmonary resuscitation peaHUMALIMOHHBIE MEPOIIPUSITUS
guidelines yKa3aHuA, pyKOBOIALINAE TTPHUHLIMUITHI

escape OT/IbIX (311.)

1. llpoyumatime u nepesedume mexkcm.

2. Onpedenume, Kakue u3 ymesepxoeHuli coomsemcmsyrom Co0epxaHu mexkcma
(True), kakue He coomsemcmaytom (False).

[. The main aim of any service industry is providing a safe environment
for guests.

2. The security department is responsible foremployees safety not guests.

3. The director of security needn’t be a trained professional.

4. Security staff and guards don’t need a director.

5. The hoteliers must adhere to a long list of rules and regulations required
by national, state, and local safety codes and ordinances.

6. A fresh plastic key is produced for each new guest of the hotel.

7. The holidaymakers, often in a relaxing, vacation mood forget to take
adequate precaution and rely on the often faulty security measures of-
fered by the hotels.

3. [alime pa3zsepHymbie omsemsbl Ha caeodyrowue Bonpocs!:

/. What is more important for a service industry?

2. Why is security a vital part of hotel management?

3. What are the duties of the security staff?

4. What security techniques are needed to be used for ensuring the safety
of quests?

5. Why is the installation of security cameras so essential for the hotel?

6. How does the card key work?

7. What measures can protect the hotel against fire?
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4. [lepesedume Ha pycckull A3bIK CNEOYOUUE BbIPAXEHUA:

/) keeping the customer happy and safe

2) hotel’s negligence

J) prevent emergencies through planning

4) trained professional

5) well lit and visible areas

6) in the absence of

7) protect the property from vandalism or theft
&) as well as

9) in case of an emergency

10) follow some basic guidelines

5. Hatidume 8 mekcme aHanulicKue 3KBUBANEHMbI CNEOVIOWUX BbIpaXeHUl u co-
cmasbme C HUMU CBOU COBCMBEHHbIE NPEONOXKEHUSR:

[) GnaronpusITHbIC YCIIOBUS

2) HeOaronpUusITHbIE YCJIOBUS

J) LIeHHBbIE BEeLlH

4) npaBUJIbHO ce0s1 BECTU B 3KCTPEHHBIX CUTYALIUSIX
5) rapaHTUpPOBATh YTO-JIM00

6) Kpyrj10CyTOUHO obecrneyuBaTh 0€30MacHOCTD

7) BBITTOJIHSTD Psi/l TPaBUJI U UHCTPYKILIUSI

&) HecTH cJIyk0y Mo Hoyam

9) TUYHBIEC BELIU

10) BecT HAOMOIEHNE 32 YEM-JI.

6. Cosmecmume cnosa u3 n1esol KOJIOHKU € e20 3HAYeHUAMU U3 HpGBOﬁ KOJIOHKU.

I) theft a) hurt in an accident

2 negligence b) the department within an organization that protects
elie buildings and people

J) injured ¢) the action or crime of stealing

4) vandalism d) a warning of danger
e) a person or a group of people hired to escort and

) SRy protect another person

6) alarm /) the act of deliberately damaging or destroying
things, especially public or private property

7) quard g) failure to give care attention, especially when this

causes harm or damage
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7. 3anonHume nponycku 8 NpeodnoXeHUsX NOOX00AWUMU NO CMbICAY CI0BAMU U C/10-
B0COYEMAHUAMU.

thefts security guard negligence alarm escape
[. Half of the accidents on the road occurs because of the (1) of
drivers.
2. Every precaution has been taken to ensure the personal (2) of
the delegates.
3. We’re hoping to (3) to Greece in May.
4. There have been a lot of (4) recently .

5. The Prime Minister arrived under heavy (3) .
6. The burglars left empty-handed after triggering the (6)

8. [JononHume Ha ocHoBe mekcma caedyujue NpedioKeHUus.

I. No other service industry has the of keeping guests safe as
much as the tourist industry.

2. Sometimes guests can become of the hotel’s negligence.

3. The hotelierisrequired to adhere to a long list of and :
4. can be used to watch for room break-ins, arson and assaults.
5. Pools and spas should have trained in first aid.

6. Guests should follow some basic guidelines.

9. Cocmasbme npednoxeHus U3 0aHHbIX CN08.

[. Hospitality providing includes for guests a safe environment.
2. Hotel quests with valuables routinely rooms inside leave their.
3. The director security of is a well professional trained.

4. Hotels must have secure safe and locks door.

5. Security cameras a day be used 24 should hours.

6. The key system can guest electronic be used for rooms.

7. The access hotel guests pool to the should be only for.

10. [lucbmeHHO nepesedume npeodnoXKeHUs HA aH2AUUCKUU S3bIK, UCNOAb3YA CI0-
Bapb.

1. ObecrieyeHre 6e30MacHOCTU B TOCTUHULIE — Ipo0bJiemMa obiuasi. Ona

KacaeTcs 3allUThl KU3HU U 3/I0POBbS TOCTEU W paﬁoTHHKOB
FT'OCTUHHIIBI, a4 TAKXEC COXPAHHOCTH UMVILICCTRBA.

2. B obsi3aHHOCTH CEKBIOPHUTHN BXOJIUT HaOJIloAeHue 3a I[MOPsAJIKOM
B XOJUIC OTCIA W APYIHUX IMTOMCHICHUAX, a4 TAKXC PCArmpoBaHHUC
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Ha COOOIUEHUS OT IOCTOSJIBLEB IO IMOBOAY BCEBO3MOXKXHBIX
MHILIUIEHTOB.

3. BOABIIMHCTBO KPYMHBIX OTEJIEN CENOHS OCHALIIEH b COBPEMEHHbIMU
CUCTEMAMMU BMJICOHAOIONEHMSI, @ UX HOMEpa OTKPLIBAIOTCS IpU
IMOMOIIM CMELMUATIBHOIO 3JIEKTPOHHOIO K/IK4a, YTO 3HAYUTEJIBHO
CHMXAaeT KPpUMMUHAJIBHBIN PUCK B OTEJIE.

4. Cnyxk0a 6e30nacHOCTHA TOCTUHMIIBI 3aHUMAETCS:

0 pa3pabOTKOM IPOLICAYP pearupoBaHusl Ha Ype3BblYaiiHbIe TTPOUCIIIE-

CTBUSI,

¢ TMOBCEIHEBHOM 0€30IMaCHOCTHIO TOCTEBBLIX KOMHAT;

¢ KOHTPOJIEM KJIIOYEH;

O MpeaoTBpallleHUEM KpaK, KOHTPOJIEM 3aMKOB;

0 KOHTPOJIEM JIOCTYIIA B 3/IaHUE TOCTUHMUIIBI,

¢ CMCTEMOM OXpaHHOM CUTHAJIM3ALIUU;

0 KOHTPOJIEM TEPPUTOPUMH,

¢ HapyXHBIM OCBELIECHUEM

0 CUCTEMOM HAOJIIOAECHMS C ITOMOIILBIO TEJIEMOHUTOPOB.

11. [Ipoyumatime cmamesio U 3anoaHUMe NPONYcKU Yacmamu npeodnoxeHud. lluce-
MEHHO nepesedume mekcm Ha pycckul A3bIK.

a) can link cameras

b) accuse you of stealing

¢) so that they can record the websites
d) make a few personal calls

e) tape recorders and video cameras
/) to steal property

Someone’s Watching You

Admit it! Sometimes you (1) , you take home some office pens,
you come back a bit later after lunch. You always thought nobody
noticed. Nobody could (2) ! But not any more! From now on,
employers will be taking advantage of new technology in order to spy on
staff. And that means you!

You may not see them, but tiny (3) are probably spying on
you now. Security devices for watching and listening to everything that
happens at the workplace. And don’t try to hide! They can even check if
workers are really where they say they are. Companies (4) to
offices in case workers are tempted (5) . They can install
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machines in sales representatives’ cars so as to check on their expense

accounts.
And what’s more, businesses are bringing in I'T security companies to

watch employees’ virtual movements. Software is installed (6)
you visit and check the e-mails you send. They find out all your secrets.
You have been warned!

12. [Ipakmuka ycmroll pe4u. O0uH U3 8ac ABNAEMCA HAYaNbHUKOM Cyx6bl 6e3onac-
Hocmu omens Ha laumu, a Opy2ol — KaueHmoM, Komopeil cobupaemcs nposecmu
Me008bIl MecAly 8 sawiem omesie ¢ NPoXUBaHuUeM 8 yeduHeHHoM byHzano. Ybedu-
me e20 8 mom, Ymo 3mo 6e30nacHo.



Interdepartmental Cooperation
and Communications

Proper and appropriate coordination between the departments is
essential for providing hotel services. The interdepartmental
communications must be maintained to get the job done at right time. If
these lines of communication break down, so does the quality of service.
The Front office is usually considered one of the most important
departments in a hotel, the main controlling centre. The Front office
functions include reservation and registration, room and rate
assignment, guest services, room status maintenance, settlements of
guest accounts and creation of guest history records. Front office
managers must take an active part in gathering information that will be
of interest to guests. Thus, the Front Office employees cooperate with
all departments—marketing and sales, housekeeping, food and
beverage, banquets, controller, maintenance, security, and personnel
(human resources).

The marketing and sales department relies on the front office to

provide data on guest histories, details concerning guest’s prior Visit.
Some of the information gathered is based on zip code, numbers and

frequency of visits, corporate affiliation, special needs, and reservations
for sleeping rooms. The front office staff must keep this database current
and accurate.

The marketing and sales staff may have to check the lists of available
rooms three, six, or even twelve months in the future to be sure the hotel
can accommodate the expected number of guests. A database of available
rooms is maintained in the property management system by the front
office.

Housekeeping department and the front office communicate with
each other about room status. The front office must have a control on
room allocation. The housekeeping department manager provides
regular (three times a day) reporting on the availability of the rooms for
guest occupancy. Housekeeping room status can be described as
follows:
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0 Available Clean, or Ready — room is ready to be occupied;

0 Occupied — guest or guests are already occupying a room;

O Stay-over— guest will not be checking out ofa room onthe current day;

0 Dirty or On-Change — guest has checked out of the room, but the
housekeeping staff has not released the room for occupancy;

0 Out-of-Order — room is not available for occupancy because of a

mechanical malfunction.

Communication between the Food and beverage department and
the Front Office is also essential. There are handovers which are used to
communicate a charge to a guest’s account. The front office provides
timely and accurate information about the number of guestsexpected to
register. Such messages help an overworked food and beverage
manager, restaurant manager, or banquet captain meet the demands of
the public.

The banquet department, which often combines the functions of a
marketing and sales department and a food and beverage department,
requires the front office to relay information to guests about scheduled
group events and bill payment.

The controller relies on the front office staff to provide a daily
summary of financial data for billing and maintenance of credit-card
ledgers through a well-prepared night audit. This information is also used
to measure management ability to meet budget targets.

The maintenance or engineering department and front office
communicate on room status and requests for maintenance service.
Maintenance employees must know the occupancy status of a room
before attending to plumbing, heating, or air-conditioning problems.
[fthe roomisreserved, the two departments will work out a time frame
so the guest will be able to enter the room or be assigned to another
room.

Communications between the security department and the front
office are very important in providing hospitality to the guest. These
departments work together very closely in maintaining guest security.
Fire safety measures and emergency communication systems as well as
procedures for routine investigation of guest security concerns require
the cooperation of these departments.

The human resources management department may rely on the
front office staff to act as an initial point of contact for prospect
employees in all departments. It may ask the front office to screen job
candidates. Some directors of human resources management depend
on the front office to distribute application forms to job applicants.
The human resources management department may also develop
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guidelines for the front desk clerk to use in initially screening
candidates. Such guidelines may include concerns about personal
hygiene, completion of an application, education requirements,
experience, and citizenship status. This information will help the
executives inthe human resources management department interview
potential job candidates.

A hotel can provide good service, when all departments will work
together in an efficient and effective way, by showing good team
work, coordination and communication. Thus, interdepartmental
communication is essential for a better planning of work.

Vocabulary list

proper 10JDKHBIM, HAUIEXKALLIMH

appropriate COOTBETCTBYIOLIHUIA

to maintain 1ouiepKMBaThL

assignment pacripeiejieH1e,; BbIIEIEHNE

front office coryx0a npuema u pasmereHus
marketing and sales KOMMEpUYECKUHN OTAE
housekeeping xo3siicTBeHHas cayxkba

food and beverage ciiy:k06a 0011eCTBEHHOIO IMUTAHUS
banquets o0c/IyKMBaHue DAHKETOB

controller huHaHcoBasg cinyxba

maintenance HHXKEHEDHO-TEXHHUYECKas cIvkoOa
security ci1yxKba 0e30nmacHOCTH

human resources OT/1€J1 KaJIpOB

to rely (on) HanesIThHCS

data naHHbIe; MH(pOPMALINSA; CBEACHMS

prior NIpeXHWUM, OBIBLLIWM ; PEALLICCTBYOILNH
frequency 4acrtora (COOBITHI1), HACTOTHOCTD (CpelHEe YUCJIO HEKOTOPBIX COOBLITHI 3a
IPOMEXYTOK BPEMEHM)

affiliation 41€HCTBO, MPUHAIUIEKHOCTH
current TEKYILUMHA, JaHHBIN, COBPEMEHHBbIH

to release pa3peinTb UCITOJIL30BAHUE

charge pacxo/nl

overworked HaTpPYVKEHHBIH, NNEPEYTOMJICHHBIN
scheduled 3arutaHMpoBaHHbIH

ledger rnaBHas kHura, rpoccoyx (pun.)

to measure OLICHUBATh, ONPEAC/IATh

plumbing BO1OTIPOBOHOE 1€J10; cecapHbie paboThl
heating oToruicHHue

frame pamka

initial nepBUYHBIN; MEpBOHAYAIbHBIN

to distribute pasnaBaThb

hygiene rurueHa

citizenship rpaxka1aHcTBO

1. llpoyumatime u nepesedume mekxcm.
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2. Onpedenume, Kakue u3 ymsepxoeHuli coomsemcmayom Co0epXaHu mexkcma
(True), kakue He coomsemcmasytom (False).

1. The interdepartmental communications is not important for hotel ma-
nagement.

2. The front office employees are perceived to be the most knowledgeable.

3. The front office staff cooperates only with the customers.

4. Housekeeping department and the front office communicate with each
other about room occupancy.

5. The security department and the front office have no communication
links.

6. Some directors of human resources management depend on the front
office to distribute application forms to job applicants.

7. Coordination among departments is essential for providing quality
quest service.

3. [latime pa3sepHymele omsemsl Ha caedyioujue 80Npocsl:

[. What does the interdepartmental cooperation mean?

2. What departments are closely connected with the front office?

J. Why does the front office department play a pivotal role in delivering
hospitality to guests?

4. What is the job of the marketing and sale department executives?

5. What is the housekeeping personnel responsible for?

6. Why iscommunication between the food and beverage department and
the front office essential?

7. What kind of information does the banquet department require daily?

§. What is the main function of the controller?

9. What kind of service does the maintenance or engineering department
provide?

10. What department maintains quest security in the hotel?

/1. Why does the job of the human resources management department
depend on the front office?

4. [lepesedume Ha pycckul A3bIK CAEOYIOWUE BbIPAXKEHUA:

I) lines of communication
2) take an active part in

J) keep database

4) provide regular reporting
5) current day

6) work together very closely
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7) prospect employees
&) guidelines

9) experience

10) team work

5. Halidume 8 mekcme aHanulickue 3KBUBANEHMbI COYIOWUX BbIpaXkeHul u co-
cmasbme ¢ HUMU CBOU COBCMBEHHbIE NPEONIOXKEeHUS:

1) B3auMoaeiicTBUE TOCTUHUYHBIX CITYK0

2) LEHTP KOHTPOJIS

J) crielMaibHbIN KOJI

4) cnnucok ¢cBOOOIHBIX HOMEPOB

5) HOMEp, TOTOBBIN JUIS 3acCeJICHU S

6) YIOBJIETBOPSIThL TPEOOBAHUSI TOCTSI

7) cpe/CcTBa IMPOTUBOIIOXAPHOM 0€3011acHOCTH
&) hopma 3asgBiIeHU

9) HeobXxoMMOe 0Opa3oBaHuUe

10) npoBecTH cobecenoBaHmue

6. Cosmecmume c108a U3 1e80U KOJIOHKU C UX 3HAYEHUAMU U3 Npasol KOJIOHKU:

/) data a) happening or existing now
2) guidelines  b) the use, or the period of use, of a place

¢) facts or information used for making calculations or

3) current .
decisions

ycharie d) official instructions or advice about how to do
¢ something

5)scheduled e) someone who applies for something, such as a job

6) occupancy f) an amount of money that you have to pay

7) applicant  g) planned to happen at a particular time or day

7. 3anosnHume nponycKu 8 NpedoXeHUsx NOOX0OAUUMU NO CMbIC/Y CI0BAMU U C/10-
BOCOYEMAHUAMU.

current  applicants  scheduled guidelines occupancy data charge

1. There’s an additional charge for single (1) of a double room.
2. The pilot announced (2) time and weather in Sydney.
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3. The following (3) should be adhered to.

4. Successful (4) will be notified by telephone.

5. The analysis was based on (5) collected in the field.

6. There‘s a meeting (6) with housekeeping staff at eleven.

7. There’s an additional (7) for single occupancy of a double
room.

8. [JononHume Ha ocHoBe mekcma cnedyujue npedioKeHUus.

1. Proper and appropriate coordination between the departments is
providing hotel services.

2. Front office managers must take an active part in information
that will be of interest to

J. The marketing and sales department relies on the front office
on guest histories.

4. The housekeeping department manager provides regular on
the availability of the rooms for guest occupancy.

) management department may ask the front office toscreen job
candidates.

6. A hotel can , when all departments will work together in an ef-
ficient and effective way.

9. Cocmasbme npednoxeHus U3 OaHHbIX C/08.

/. The hotel interdepartmental must communications be maintained the
in.

2. The front employees with all cooperate departments office.

3. Ready means to be room is ready occupied.

4. The receptionist the guests welcomes and registers.

5. Housekeeping responsible is the cleanliness and for hygiene of hotel.

6. All departments office a unique communication have link the front
with.

7. Housekeeping should report personal circumstances about unusual.

10. /TucsmerHO nepesedume npednoXeHUs HA aHeAUUCKUL A3bIK, UCNOAL3YA C/O-
8ape.

[. B 4MCJIO OCHOBHBIX CJYXO TOCTUHUYHOIO IPEANPUITUS BXOIST
cJiykba OpoOHMpOBaHUS, CIYXKO0a rpueMa M pasMellleHus, cyxoa
00CNyKMBaHUS U IKCIUIyaTalluM HOMEpHOro (oHaa, ciyxoa 6e30-
IMaCHOCTH.
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2. Bce roctMHUYHBIE CJIYKOBI Moapas3Ae/IgioTCsd Ha KOHTAKTHBIE U HE-
KOHTAKTHBIC.

3. TlepcoHay KOHTAKTHBIX CITYyXK0 JOJIKEH:
O MMETH ONPSATHBIN U NIPUBJIEKATEIbHbINA BHEILIHUMN BUIL;
O MMETH OE3yNpeyHyI0 MaHEpy MOBEACHMS ;
0 3HATb ITUKET U MCUXOJIOTUIO OOLLIEHUS C JTIOIbMU;
0 OBITb KOMMYHUKAOEIbHBIM;
0 3HATh MHOCTPAHHbIE SI3bIKK B 00bEME, HEOOXOAUMOM 18 ITpUeMa roc-
TEH;
0 OBITH MOJIOIBIM 10 BO3paACTy (0OBIYHO HE cTapiue 35 ner).

4. Menemxep nmo OpOHMPOBAHUIO JOJKEH YMETH OBICTPO M aKKYPATHO
OTBE€YATh HA BOMPOCHI O OyaAyIIEM OPOHUPOBAHUNA.

5. KoHrtaktHas ciayxba (ppaHT-oduc) opraHmsyer oOCIHyKMBAHUE
KJIMEHTOB M OTBEYAET 34 OMJIaTy TOCTUHUYHBIX YCIVT.

6. Cnyx0a npuema v pa3MellieHus SIBJISIETCS CepALIeM JII0OOro oTeis.

7. OCHOBHBIE LIEJIU U CTPATET MM CJIYKOBI ITpUeMa ¥ pa3MellieHus TOCTH -
HUIIbI — 3TO NPEAOCTABAEHHE T'OCTIM YCJIYT CAMOT0 BBICOKOTO Kaye-
CTBA, @ TAKXKE YBEJIMYCHUE MPOLIEHTA 3aHATOCTA TOCTUHHULLBI.

8. OcHOBHBIMM (DYHKLIMSIMHU CJIYKOBI ITIpUEMa UM pa3MELEHUsT CUUTa-
I0TCsl: OPOHUPOBAHUE MECT B TOCTUHULIE; PETUCTPALIAS U pa3Mellle-
HUEe TYpPUCTOB; odOpMIEHHUE pPaCUYE€TOB IPU BbI€3[E TOCTS;
Mpe1oCTaBJIEHUE Pa3IMYHON MH(MOPMALIUH.

9. Pabora ciyk0b1 00CyKMBaHUSI M OKCILTyaTalluu HomepHoro oHaa
HECJI0XKHasl, HO BaXKHasl.

10. l1IBeiiiap BCTpeyaeT rocTs, OTKPbIBAET JABEPD, BbI3bIBAET TAKCHU, PY-
KOBOJMT NMapKOBKO, TTOMOTaeT roCcTIO pa3rpy3uThCs, OXpaHseT 0a-
rax M rnepeaaer ero rMogHOCYMKaMm Oaraxa, KOTOpble BHOCST €0 B
FOCTUHUILY M JIaJIbIIIe Pa3HOCAT IO HOMEPaM.

11. T'opHuyHas 3aHUMAETCS YOOPKO HOMEPOB U MOJATOTOBKOM MX LIS
cHa. 'opunuHas noykHa yopath 10—13 HOMepoB B JieHb B TOCTUHHU-
[1ax BLICOKOM Kateropuu U 18—20 HOMepoB B rOCTUHUIIAX IKOHOMMU -
YyecKoro KJjacca.

12. Cnyx06a 6€301macHOCTH CO34aeTCs sl 3alLUThI TOCTEM, UX UMYLLIE-
CTBA M UMYILIECTBA OTEJISI OT BO3MOXKHOTO Bpeaa CO CTOPOHBI pa3HOTO
poaa KpMMUHAJIbHBIX 2JIEMEHTOB.

13. 1ns yenenrHoi padboThl cy:KObl 0€301MacHOCTH O4YeHb BaKHBIM SIB-
JIIeTCs €€ B3aUMOIECTBHE C IPYTUMU TTOIpa3/ieIeHUAMU rOCTUH U -
LbI, TPEX/Ie BCEro ¢ (PUMHAHCOBBIM JAENAPTAMEHTOM U OT/ICJIOM
repcoHasa.

14. CoTpyaHUKHU C1yKObl 0€30MaCHOCTHU NP MOCTYIJIEHUU HA paboTy
00s13aTe/ILHO MPOXOAAT O0YYEHME, B XO/I€ KOTOPOro UX IojJpodoHO
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3HAKOMST C OTEJIEM, €TI0 MoApa3Ie/IcCHUIMH, nMpaBaMu U 00s3aHHO-
CTSAMM, TUTIUYHBIMU CUTYALIUAMHU, ITPUEMAMU OKA3aHUS MEPBOM Me-
NUIIMHCKOM ITOMOILIH.

11. [lpakmuka ycmHol pequ. 03HakoMbmeck co CMpyKmypol 20CMUHU4YH020 npeo-
npusmus. Pacckaxume o desmenbHocmu noopasdeneHull 20CmuHuybl, hyHKYUo-
Ha/MbHbIX 06A3AHHOCMAX COMPYOHUKOB U UX B3aumodelicmsuu.

Hotel Departments And Staff

The internal organization of hotels as well as the names of jobs and
departments vary from hotel to hotel. The main departments, however,
are similar in most hotels. They are:

0 Front Office or Reception Department
0 Housekeeping Department
0 Food and Beverage Department

Hotel Manager
Duty Manager

The Management

Sales & PR Purchasing Security Chief Personnel
Manager Manager Manager Engineer Manager
: Housekeeping Food &
Reception Dept. Dept. Beverage Dept.
Reception Manager Housekeeper Food & Beverage
Manager
Reception Desk Room Maid Restaurant & Bar
Receptionist Valet Maitre d'hotel
Night Manager Floor Attendant Station Waiter
Night Clerk-Porter Maintenance Man Commis Waiter
Back Office Cleaners Barman / Commis de Bar
Re o T Floor Waiter
ESCTYALONS A 16T Wine Steward
Switchboard Operator Kitch
Cashier’s Desk fchen
Cashi Head Chef/Sous Chef
B Cooks / Kitchen Assi-
Concierge's Desk stants-Storekeeper
Hall Porter
Porter / Doorman
Lift Boy / Page




UNIT 18

Dealing with Customer Complaints

There is a certain amount of expertise required when handling customer
complaints in a hotel. Most of the time, the complaint comes to the hotel
receptionist, who should have the skill and knowledge to handle it

effectively.

It 1s not necessary a complaint does always have to be voiced it can
also be unvoiced. Hence, hotel staff should be able to address both types
of complaints. It isimportant to remember that the hotel exists because of
the guests only and if guests no longer stay at the hotel due to
dissatisfaction then there will be no hotel. A part of the front office’s
responsibility is to serve the customer well and this is evident in the way
they handle problem.

Here are some tips that will teach you how to handle customer
complaints at your hotel effectively and ensure customer
satisfaction.

Allow the Customer to Speak

It isimportant that you give a patient ear to the customer while he
is complaining and do not make an effort to interrupt. The customer
isalready angry and the interruption would cause hisor hertemperto
flare even further. Allow the customer to describe, in detail, the
reason for their unhappiness with the hotel or its service.
The customer may yell and shout, but the front office staff should
never take it personally. Instead, the staff should concentrate on
resolving the issue. While you can ask questions to understand the
reasons better, it is important that you let the customer speak out his
mind. Ask open-ended questions if you are not clear about the issue
and this will show the customer you are genuinely interested in
understanding their problem and resolving it. It will help the
customer calm down and speak more coherently. As a receptionist,
youshouldbe aware of the difference between agenuine problem that
requires solving and a situation where the customer is venting his
frustration. So, listen to the complaint carefully to find out what is
troubling the customer.
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Your Guests are the Best Advertisement of your Hotel

Hotels should never forget that the best way to advertise their service
is through a satisfied customer. If a customer is dissatisfied, he will give
negative feedback and bad reviews about the hotel and its services. This
will have far-reaching consequences, as many customers now use online
sites to provide feedback about hotels. Other potential guests read this
and use it to base their decisions on whether to use the hotel or not. On the
other hand, if a customer leaves the hotel satisfied, not only will he give
positive feedback, he will return with friends and family the next time he
IS in town.

Respect the Guests whatever they be

Regardless of the customer’s race, language, appearance or culture,
he or she should be treated with respect and made to feel valued and
special. This should be throughout all departments of the hotel. When
you respect your customers, you will make an effort to meet their needs,
leading them to be satisfied.

Handle the Complaints Smoothly

When dealing with an irate customer face-to-face or over the phone,
it is important to be professional and courteous. Using a polite tone and
demeanor will let you show the customer that you are making an effort to

understand the situation and can help in defusing it. You should not show
your nervousness, as this creates an impression of uncertainty and adds

fuel to the fire. By being calm and confident, you will have a more positive
effect. The fact that a customer approaches you should be an indication
that he believes you would be able to help and resolve his problem. Also,
handle the complaint positively. See it as an opportunity to improve
customer service rather than taking it personally. Give your customers
alternatives and suggestions if a particular service is not available. Try to
convince the customer that you have made a note of their suggestions and
show your appreciation by telling them that you will ask management to
implement them as soon as possible.

Put yourself in your Customer’s Position

If you look at the situation or problem from the customer’s
perspective, you will be able to better understand their frustration and/or
anger. Evenifyou are not wrong or not part of the problem, it isimportant
you issue an apology to the customer. The apology should be issued even
if the customer is angry and yelling at the top of his lungs. Empathizing
with the customer is a good way to handle customer complaints as it
shows them that you understand what they are going through. It will help
defuse the situation.
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Take Responsibility to Resolve your Customer’s Problem

As much as possible, you should try to resolve the customer’s problem.
Remember, the customer has come to you with the hope that you can help
them out. This is the time to show them that you are willing to aid them.
Unless the situation is something, you cannot resolve or address, avoid
transferring the problem to another person. But if you do have to take the
complaint to someone else then, stay on the call until the other person
answers, first introduce the caller and transition the situation then after
make sure that person understands the problem very clearly and is now full
of aware the customer’s name and problem. Never blindly transfer an
angry caller, ifthe call is forwarded to a voicemail box or gets disconnected,
the customers will be more angry when they call back.

Ask the Customer for an Appropriate Solution

Many times asking the customer to suggest an appropriate solution
can go a long way in diffusing the situation. Also, if the solution is
reasonable and you have the authority, you can immediately act upon it.
[fyou do not have the authority, explain this to the customerand give him
a period within which his problem will be resolved. If the customer gives
an unreasonable solution, be calm and explain why the hotel cannot use
it. Then give the customer an alternative to calm him down. It is
important that you first apologize and then to suggest an appropriate
solution. This transition should be seamless. Immediately after
apologizing for the inconvenience caused, you should inform the
customer of steps you will take to address his complaint and how long it
will take. This is only possible if you listen to the customer’s complaint
and understand it completely.

Follow Up the Problems with Customers

Once a customer’s problem has been resolved, it is important that you
follow up with him or her to find out whether he is happy with the solution.
This will allow you to confirm that the problem has really been resolved
and that the customer is now happy with the services of the hotel. A follow
up also makesthe customer feel special and this can make a huge difference
in the overall impression that the customer has about the hotel. A follow up
can build customer loyalty and pave the way to repeat business.

The Bottom Line

The key to running a successful hotel is customer service. A big part of
this 1s addressing customer complaints and ensuring that these complaints
are resolved to the customer’ssatisfaction. Successful resolution will have a
positive effect on the customer, who will be more conducive to returning to
the hotel in the future, as the way the complaint was handled and resolved
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makes the customer feel special and shows him that the hotel is genuinely
interested in keeping its customers happy and satisfied.

Vocabulary list

to handle complaints paboTarTh ¢ xanobdbamu
dissatisfaction HE/I0BOJILCTBO

evident OUEBHIHBIN

tip peKOMeHIaLus, COBET

to ensure rapaHTUpPOBaTh, OOECIIEYUBATD
satisfaction yaoBieTBopeHue

to interrupt nepebuBaTh

to flare BCIBIXHYTH OT rHEBa

to yell KpyuaTth, BONIUTD

to resolve the issue peluarts ripodiiemy
coherently MOHATHO, Bpa3yMHUTEJILHO
genuine problem uctuHHag npodaemMa

to trouble 6ecroKouTh

to advertise pekJlaMUpOBaTh

feedback OTKJIMK, OT3BIB, OTBETHAS peaklius
consequence OCJIeJICTBHUE

appearance BHEILIHOCTb

to treat OTHOCHTBLCS

to value LEHUTDH

courteous BeXXJIUBBIH, OOXOIUTEILHBIN, YYTUBBIH
to defuse paspsikaTth (00CTAaHOBKY)

nervousness HEPBO3HOCTh
uncertainty HeyBepeHHOCTh

confident yBepeHHBIN

to approach obpawuarbes (¢ npocb0oit)
indication 3HaK, NMpU3HaK

to improve yJyyiuarh

suggestion 1npeioxXeHue

appreciation OLIEHKa, [TOHUMAHHE, IPU3HATEIBHOCTD
to implement OCyLLIECTBIIATL, 00ECNIEYUBATH BbITTOJIHEHHE
frustration pazouapoBaHue

apology U3BMHEHUE

to empathize conepexmuBarhb

to aid moMorarb, CriocoOCTBOBATH

to get disconnected pazbeAMHUTSH (110 TeseOHY)
appropriate COOTBETCTBYIOILIUH

authority nosiHoMoums

unreasonable HeoDOCHOBaHHBIN, YpE3MEPHBIN
seamless rJiaBHbIi, 0€3 nays

inconvenience HEY100CTBO

caused BbI3BAaHHbBIH

to confirm nmoATBEpPXKIaTh

conducive OJ1aronpUsTHLIN, MOAXOASLLIMA
genuinely UCKpeHHE, HENOIEJIBHO

1. llpoyumadime u nepesedume mexcm.

139



2. Onpedenume, kakue u3 ymsepxoeHuli COOmsemcmsyom COO0ep)aHu mexkcma
(True), kakue He coomsemcmasytom (False).

[. It is important to let the customer speak out his mind while you are as-
king questions to understand the reasons of complaint.

2. Many times asking the customer to suggest an appropriate solution
could go a long way in diffusing the situation.

3. You will be able to inform the customer of steps you are going to take to
address his complaint and how long it will take only if you listen to the
customer’s complaint and understand it completely.

4. A follow up also makes the customer feel special and this can make a
little difference in the overall impression that the customer has about
the hotel.

5. A big part of this is addressing customer complaints and ensuring that
these complaints are resolved to the customer’s dissatisfaction.

6. When dealing with an irate customer face-to-face or over the phone, it
is vital to be professional and courteous.

3. [aiime pa3zsepHymsbie omsemsl Ha caedyrowjue 80npochl:

What is the main requirement for dealing with complaints?
How can dissatisfied customers spoil hotel business?

What is necessary to do to ensure customer satisfaction?

Why is it not recommended to interrupt the customer?

What is the best way to advertise the hotel and its services?

Why should every hotel customer be treated with respect?

What can the hotel employee do to help in defusing the situation?

How should the dissatisfied customer be treated when the complaint is

to be taken to someone else?

9. What will allow you to confirm that the problem has really been resol-
ved?

10. What makes the customers feel special and shows them that the

hotelisgenuinelyinterested in keepingits customers happy and sa-
tisfied?

o NS A N~

4. [lepesedume Ha pycckuli A3bIK CAe0yOLUe BbIPAXKEHUA:

/) ensure customer satisfaction

2) concentrate on resolving the issue
J) make an effort

4) base their decisions on
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5) give negative feedback

6) add fuel to the fire

7) defuse the situation

&) 1ssue an apology

9) suggest an appropriate solution
10) build customer loyalty

. Hatioume 8 mekcme aHanulickue 3KBuBaneHMb! CNeOYOLWUX BbIpaXeHUl U co-
cmasbme ¢ HUMU CBOU COBCMBEHHbIE NPEONIOXKEeHUS:

1) onpeneneHHbIN OIBIT

2) obecrneyeHHUe yI0BJICTBOPEHHOCTHU KIIMEHTOB

J) TEPIICJIMBO BBICYLIATH KJIMEHTA

4) paccepauThes elie bosbiie

5) BbICKa3aTh HEYAOBOJILCTBUE

6) 1aJIEKO UIYIIIUE TTOCIIEACTBUS

7) YIOBAETBOPSATH MOTPEOHOCTH

&) BbIpaXkaTh TOHUMaHUE

9) NpOAEeMOHCTPUPOBATH XKEJIAHUE TOMOYb

10) nepenars pelieHue NpoodaeMbl IPYTOMY YETOBEKY
/ 1) N3BUHUTHCH 3a MPEJOCTaBICHHLIE HEY100CTBA

12) ObITH UCKPEHHE 3aMHTEpPEeCOBAHHBLIM B TOM, YTOOLI MOCETUTEIU
OBLJIM JOBOJIbHBI U CUHACT/IUBBI

6. Cosmecmume cn08a u3 €80l KONOHKU C UX TeKCUYECKUMU 3HAYeHUAMU U3 npasol
KOJIOHKU.

a) to tell someone that you are sorry for doing

) complaint something wrong or for causing a problem

b) an annoying problem or situation, especially one

2) satistaction that forces you to make an extra effort to do something

¢) a written or spoken statement in which someone

J) apologize says they are not satisfied with something

d) the feeling of pleasure that you get when you

inconvenience : . :
9 achieve or obtain something that you want

e) a way to solve a problem or to deal with a bad

improve : .
5) imp situation

6) solution /) to make something better
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7. 3anonHume nponycku 8 npednoXeHusx NOOX00AWUMU NO CMbICAY C0BAMU U CN10-
BOCOYEMAHUSAMU.

complaint  satisfaction apologize inconvenience improve  solution

You should (1) to your customers for wasting their time.
Friendly service and low prices all contribute to customer(2) :
Customers are complaining of having to suffer the (3) of the
delayed transfer.

You must discuss these problems with the other managers and then
come up with (4)

5. Many of us have to manage complaints and feedback as part of ourjob,

e

and we can use this feedback to (5) the way in which we work.
6. Customers lodged a formal (6) about the way they were trea-
ted.

8. [lonosHume Ha ocHoBe meKcma cnedyuue npedno)eHus.

[. The hotel receptionist should have to handle it effectively.
2. You should be aware of the difference between that requires
solving and a situation where the customer is venting his frustration.
J. Give your customers if a particular service is not available.
4. Evenifyouare not wrong or not part ofthe problem, it isimportant you
to the customer.
5. Ifthe call is forwarded to or gets disconnected, the customers
will be more angry when they call back.
6. Once a customer’s problem has been resolved, it is important that you
to find out whether he or she is happy with the solution.
7. Try to convince the customer that you have made and show
your appreciation by telling them that you will ask management to im-
plement them as soon as possible.

9. llpoyumatime u nepesedume mexkcm. Onpedenume o4epedHocms Oelticmsuli 8
xo0e pabomel ¢ xanobamu, obbscHume csoll 8b160p.

Guidelines for Handling Guest Complaints

Front office management and staff should keep the following resolution
guidelines in mind when handling guest complaints.

When expressing a complaint, the guest may be quite angry. Front office
staff members should not make promises that exceed their authority. Ifa
problem cannot be solved, front office staff should admit this to the guest
early on.
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Honesty is the best policy when dealing with guest complaints. Front
office staff should be advised that some guests complain as part of their
nature. The staff should develop an approach for dealing with such
guests.

Top Ten Ways of Handling Guest Complaints

a. Isolate the guest if possible, so that other guests will not overhear.

b. Stay calm. Do not argue with the guest.

c. Follow up. Even if was the complaint resolved by someone else, contact
the guest to ensure that the problem was resolved satisfactory.

d. Monitor the progress of the corrective action.

e. Take notes. Writing down the key facts saves time if someone else must
get involved. Guest tends to slow down when they see the front desk
agent trying to write down the issue.

/. Set an approximate time for completion of corrective actions. Be
specific, but do not underestimate the amount of time it will take to
resolve the problem.

g. Listen with concern and empathy.

h. Be aware of the guest’s self-esteem. Show a personal interest in the pro-
blem. Try to use the guest’s name frequently.

i. Tell the guest what can be the best done. Offer choices. Do not promise
the impossible, and do not exceed your authority.

J. Give the guest your undivided attention. Concentrate on the problem,
no on placing blame. Do NOT insult the guest.

Top Ten Ways of Handling Guest Complaints List

S
®
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S
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10. lMlpoyumatime nucemo-xanoby. [lucemeHHo nepesedume e20 Ha PyccKull A3bIK C
UCNONb30BAHUEM CNI0BAPA.

To:
Mr. Sam Brown

General Manager
Beach Side Hotel
Spain

19th January 2014

Dear Mr. Brown,

My husband and I were recently guests at your hotel for 2 weeks during
our honeymoon.

We were highly recommended the Beach Side Hotel by our friends who
had stayed there last year on their honeymoon. We also did our own
research before deciding where to stay, your website is beautifully
presented with wonderful photos of the hotel, and there are several
positive reviews on the web, which helped us, make our final choice and
decision. We felt confident that in choosing a hotel, which came highly
praised from our close friends as well as winning us over via your website
and its reviews online, was sure to be the vacation we were hoping for.

We were reassured at the time of booking that we were to be in one of the
newly renovated rooms on the quiet side of the hotel.

Upon Check-In, we were told that due to an unexpected over booking,
we had to be moved to another room, room number 3045 and that
should something free up during our stay that we would be able to move
if we wished.

The room was certainly one of the older, un-renovated rooms located
on the first floor facing the pool, which meant that it was very noisy.

The room itself was also really quite dirty and seemed to have been
perhaps unused for quite some time; there was a constant damp and
mould smell in the room that gave my wife a headache after the first night.

We complained and were assured that we would be moved into another
room but each day went by with no rooms available for us and we ended
up staying in the same room for the rest of our stay.
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Staying in your hotel ruined our entire honeymoon and we will
never be going back to your hotel or recommending it to any of our
friends.

The room was not at all what we booked and had we have known the
state of both the room and the level of noise outside our windows we
would have never chosen to stay at your hotel.

We feel that we were completely miss-led via your website, booking
process and the very positive feedback that we had received from our
friends.

We would like a refund for our total stay.
Awaiting your prompt reply,

Nancy Harris

11. O3Hakombmecs ¢ UHcmpyHuueﬂ no HanucaHurw omseema Ha HUCbMO-H{Gﬂ06y.

Instructions

a. Summarize the complaint to allow the reader to see that you under-
stand the customer’s complaint. Repeating the complaint does not
mean that you agree, but it shows that you listened and understood.
State that you empathize with the customer’s frustration.

b. Explain what went wrong, or why it happened. If you need to investiga-
te, advise the customer immediately and assure him that you will pro-
vide updates during a lengthy investigation. Do not forget to send those
updates.

c. Tell the customer how you have resolved the problem or plan to stymie
itinthe future. Answer each complaint in the customer’s letter. Do not
skip or ignore any issue.

d. Offer the customer something, such as an apology, gift certificate, dis-
count on the next order, a refund or priority service with the next order.
Customers need to know that you appreciate their patronage and time
taken to write.

e. Close the letter by telling the customer what to do next, such as writing
again if dissatisfied in the future. The customer needs assurance and a
clearidea about future action. End with action rather than vague gene-
ralities.

12. llpoyumadidime u nepesedume Ha pycckull A3bIK 06pa3ybl nucem-uzsuHeHul. Ha-
nuwume omsem Ha nucbMo-xanoby u3 ynpaxHerHus 10.
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Dear, <Receiver>

On behalf of <Hotel Name>, please accept my apology for your
unpleasant stay at the <Hotel branch> on <date>.

We strive to ensure our patrons experience the best visits possible
during their travels and we fell short of our goal this time. To prove to
you that we take every complaint seriously, we have enclosed an
invitation in this letter offering a free two-night stay at any one of our
<#> locations.

We hope you will see the improvement and enjoy your time with us in
your next visit. Please feel free to contact me if you have any further
questions or comments concerning your stay. Thank you.

Sincerely Yours,

<Sender >

To:

Managing Director
All in One Solutions

Florida
May 12, 2012

Dear Sir,

Onbehalfof (Hotel Tipton), kindly accept oursincere apologies for not
being able to (provide you the high standard of hospitality which is the
general norm of our hotel). We genuinely regret the inconvenience
caused to you because of this.

As a gesture of good will, we request you kindly to accept a (free stay for
two days).

I am sure you would pardon the mistake on our part this time and would
continue your business association with us.

We reassure you of our co-operation and look forward to a more
positive association with you in the future as well.

Thanking You
Yours Sincerely,

Steve Smith
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13. lTucemeHHO nepesedume mexkcm Ha aHanulickull A361K, Ucnonb3ya cnosaps. Coe-
natme ycmHoe coobujeHue Ha 3a0aHHyI0 memy.

B XX13HM 4acTO BO3HUKAIOT HETPe/IBUAEHHbIE CUTYallMU, KOTOPhIE
BITOCJIE/ICTBUM MOTYT IepepacTy B KOH(JIMKT. PaboTa B roOCTUHUYHOM
OM3HECce NMpearnoaaraeT YMEHUe peliaTh J0ble CUTYallMU, HE 10BOIS
ux 10 KoH(paukTa. HecMoTpsi Ha TO YTO He Bceraa ObIBAET BO3MOXHO
MOJArOTOBUTH COTPYAHMKA TOCTUHUIIBI K BHEIITATHBIM CUTYalIUsIM, OH
YETKO JOJDKEH IPe/ICTaBisITh, KaK ce0s1 BECTH, YTOOBI YIOBJIETBOPUTD
XanoOy KJIMeHTa ¥ HE UCTTOPTUTL UMUK OTEJIsI UJIW BIleYaTIeHUE roc-
TS 0 ropojie. HeBaxxHo, 60Jibliiasg 370 roCTUHULIA UJIU MUHU-OTEJTb, XKa-
JIOOBI JOJKHBI peIaThes OAMHAKOBO.

KajioObl rocTst MOXKHO pa3zieIuTh Ha 4 TUMa: )KaJao00bl HAa 000py10-
BaHUE WM MeOesib (KOHAMILIMOHEP, OCBEIICHUE, BOAOCHAOXEHUE,
QT U T.J1.); HA OTHOLLIEHWE COTPYIHMKOB OTEJIsl; HAa CEPBUC; Ha He-
npeaBuieHHbIe 00cTosATeIbCTBA. JII00YI0 U3 HUX MOXKHO PEUIMTh 3a
4 wara.

IIIar 1. B nepBy1o ouepeab HEOOXOAMMO BHUMATE/ILHO BBICIYLIATh
rocTsl, y3HaTh 000 BCEX €ro INpeTeH3usIX U TPUYMHE HEJTOBOJILCTBA.
K kaxmaoii npobiemMe HyXKHO MOJAXOAUTH CO BCEi CEPbE3HOCTBIO U HU B
KOEM CJIyyae He TOBOPUTb, YTO IMpobJieMa He3HauYUTeIbHas (1axe eciu
OHa siBjIsieTcsl TakoBOM ). Hu B KoeM ciiyyae He IpUMHUMaMTE XKaj100y Ha
CBO#1 cYeT, Bellb N'OCTh HE YITpeKaeT Bac, a MUH(POPMUPYET O TOM, UTO €T0
4YTO-TO HE YCTpaMBaeT B rocTUHULIE. HUKOrIa He criopbTe ¢ TOCTEM U
cTapaiTech COXpaHUTh KaK MOXHO 0oJiee ApyXKeaio0Hoe BhIpaXKeHUe
auna. beiBaeT, YTo rocTH, y KOTOPbIX BO3HMKJIIM Ka100bl, pa3roBaprBa-
IOT CJAMILIKOM 3MOLIMOHAIBbHO. BaM, Kak paOOTHUKY rOCTUHM1IbI, HEO0-
XOJIMMO COXPaHSTh CITOKOMCTBUE M YETKO BbISIBUTH ITp00JIeMy. Ec/iv BbI
HE B COCTOSIHUM PELIUTH MpoOJIeMy CaMOCTOSTEIbHO, HEOOXOAMMO
MpOoUH(GOPMUPOBATH O CIAYYUBILIEMCS PYKOBOAUTEISI, ITOCJIE YETro J0-
JIOKMUTB FOCTIO O XOJI€ pelleHUsl. 3alTOMHMTE, B JJAHHOM CJlyyae Bbl He-
ceTe MePCOHAJbHYIO OTBETCTBEHHOCTb U UMEHHO OT Balllero IOBeIe-
HUS 3aBUCUT UCXOJ1 COOBITHS.

Ilar 2. I'ocTst HEOOXOAUMO UH(POPMUPOBATL O MPEANPUHUMAE-
MbIX JIEMCTBUSX Ha KaxXJI0M 3Tarne nyTu. Eciu Bbl He MoXeTe CBsI-
3aThCS C PYKOBOJUTENEM, 00 3TOM TaKKe HEOOXOAMMO COOOIIUTS:
«YBaxaeMbli *** g coo011y O CJIOXKMBLIEHCS CUTYALIMU MEHEJIKEPY
(MJIM PYKOBOJAMTEJIIO), U MBI peIlIUM MnpoodsemMy B TedyeHue 10 Mmu-
HyT». KenaTeabHO NpOMHMOOPMUPOBATL PYKOBOJAUTENS B IPUCYT-
CTBUHM IOCTH.
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Iar 3. PykoBoauTe b (MJIM MEHEIKEP ) IOJKEH CBSI3aThCS C TOCTEM
M COOOIIUTDL, YTO OH ObLJI MIPOUH(MOPMUPOBAH O CJOXKMUBILEHCS CUTYaA-
uuu. PykoBoauTes (MM MEHEKeP) JOJIKEH NMPUHECTU U3BUHEHUS U
IPEUIOXKUTD aJIbTEPHATUBHOE pellieHrue WK 00HYC oT oTesist. OOBIYHO
B KAYECTBE OOHYCA rOCTSIM IPEAIAracTcs MepecejeHue B HOMep yJyu-
[IEHHOM KaTeropMM ¢ COXpaHEHUEM CTOMMOCTHU, IIPEAOCTABJICHUE
CKWJIKM Ha NpoXMUBaHue, OecruiaTHOro TpaHcdepa, 0ecriaTHOro npo-
JKUBaHUs (ecam npobiema JeUcTBUTENbHO robaibHast). Eciu npo-
Os1emMa He ObL1a peleHa, He00X0AUMMO JOJIOKUTH 00 3TOM reHepaJiIbHO-
MY JIMPEKTODPY.

IIar 4. I1ociie n10K1a4a reHepajabHOMY IUPEKTOPY aAMUHUCTPATOP
FOCTUHUIIBI JOJKEH Y3HaATh Yy TOCTS, pelInaach JiM npobdjemMa, rnocie
Yero caeiaTh 3anuch B XXKypHai. PeleHue 11000 cCUTyallMy J0JIXKHO 3a-
HUMAaTh He Oosiee 24 yacos.

K coxasieHH10, 3TU IPOCThIE Ha MEPBBIN B3IJIsI/ ITpaBuJia cobito/ia-
IOTCS JJaJIEKO He Bceraa. A BeJib UMEHHO UX COOTI0IeHHE TTO3BOJIUIIO Obl
3HAYMUTEJIBHO MOBBICUTH PEUTUHT TOCTUHMIL U TOCTUHUYHOTO OM3Heca
B Poccuu B Liesiom.

14. [lpakmuka ycmHol peyu. B kavecmase ynpassiatouje2o 20CmuHuUybl op2aHu3ytime
BCMpeYyy C NepCoHanom 20CmuHuubl. HanomHume o Heobxo0umocmu KayecmaeH-
H020 06CAYXUBAHUS KUEHMOB8 B8O U3bex aHue BO3HUKHOBEHUS Kanob ¢ ux cmopo-
Hel. [Tpusedume npumeps! peweHus KOHPAUKMHbIX cumyayud.



lpunoxxeHue 1. luanoru

1. [lpoyumaiime duano2u ¢ NApMHEPOM NO PONISIM BCAYX.

2. [lepesedume duano2u NnUCbMEHHO Ha pycckull A3bIK, @ 3amem coenatime obpam-
Hblli nepesoo.

3. Bocnpou3ssedume duanozu ¢ napmHepom no poasm.

How the Hotel Works
M — Manager, E — New Employee

Dialogue 1

M: So, you will be working here in reception near the entrance of the ho-
tel. Your main responsibility is to speak to and help the hotel’s guests.
These are our customers and they pay to stay here. So you should be
polite.

E: So,whenanew guest arrives and they want theirkey to theirroom, they

want to check in, I have to take their name and information and then
give them their key?

M: Yes, but you need to see first if they have a reservation here. Most of
our guests book their rooms through the internet or by phone before
they come. So their names will be on the computer system. But you
have some people who want a room and haven’t booked a room or
made a reservation before they arrive. If we are fully booked, there are
no rooms available, then you apologize and say that there are no
rooms. Ifthere are roomsavailable, then take all their details and infor-
mation and check them in.

Dialogue 2

E: Does the hotel provide meals to the guests who have a room?

M: Yes, we do. There are four different plans for meals. Some of the
guests have paid fora room and full board. This means that breakfast,
lunch and dinner in the hotel are included in the price they paid. There
is also half board. This means that breakfast and dinner in the hotel
are included in the price they paid. We also have some guests that
have paid for bed and breakfast, where breakfast in the hotel is only
included in the price they paid for the room. There are a few guests
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who have paid for room only, where no meals in the hotels are inclu-
ded in the price they have paid. If they want breakfast or lunch they
have to pay for it.

E: So ‘room only’ is a different name for self-catering?

M: 1t’s similar but different. ‘Self-catering’ is where the room has a kit-
chen in it where the guests can cook their own meals or food. None of
our rooms have a kitchen inside of them, so we don’t offer ‘self-cate-
ring’.

E: Ok, I understand.

Dialogue 3

E: 1 have a question. What happens if the room isn’t ready when the guest
arrives at the hotel?

M: 1f the room is being cleaned or is still occupied, then politely ask them
towait in the lounge. The lounge is the place near reception with com-
fortable sofas and chairs where the guests can relax, read a newspaper
or have a drink.

E: Ok.

M: 1fthey don’t want to wait and would prefer to go out of the hotel, then
offertostore or keep their luggage and bags, so they can visit places wit-
hout carrying them.

E: OK.

M: When the room is ready and the guests want to check in, then you have
to take all their details, like name and address and then check their ID.
Then give them the room key.

E: And when they check out at the end of the time they are staying in the
hotel?

M: When they are checking out/leaving the hotel, you need take the room
key from them and give a copy of their bill. The bill is the piece of paper
that shows how much money they have to pay us. After that take the
money off the guest and say goodbye.

Dialogue 4

M: So afteryou’ve registered the guest and given them the key, you have to
tell the guest what number their room is and which floor their room is
on. There are only three floors in this hotel, the reception, entrance
and lounge are here on the ground floor, but most of the rooms are on
the first and second floors above us.

E: How do they go to their rooms?

M: Because most of the rooms are on a different floor to here at reception,
they can either go up to their rooms using the lift or if they want to walk
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up, they can use the stairs. Tell the guests this and point where they
both are. Also, tell them where their room is on the floor, which corri-
dor they have to walk down when they leave the lift or stairs. Forexample,
when you leave the lift, go right and walk down the corridor. Your
room is at the end of the corridor.

E: Ok. So I don’t have to carry the guests’ luggage or bags to their
rooms?

M:No,youdon’t move from the reception desk. Normally, the guests will
take or carry their own luggage to their room. If they don’t want to,
then we have a man who does that. He is called the porter and it’s his
job to carry the guests’ luggage to their room.

Dialogue 5

E: What types of rooms are there in the hotel?

M: The rooms are different types and have different numbers of beds in
them. For example, we have double rooms, which have a big bed for
two people to sleep in. There are also single rooms, which only have
one bed for one person to sleep in. And there are also twin rooms,
which have two beds for one person to sleep in each. We also have a
special room for very rich people which is big and is like a small apart-

ment or flat with its own lounge and bar. This isa called a suite. Some of
the rooms have abalcony, where the room hasa part which is outside in

front of the windows. So the guests can relax and enjoy the sun and the
Views.

E: What facilities do the rooms in the hotel have?

M: Each ofthe rooms hasa en suite bathroom. There is a shower and toilet
inside all of the rooms. In the en-suite bathrooms there are towels, so
the guests can dry themselves after having a shower. The rooms also
have air conditioning, so in summer when it’s hot, the guests can de-
crease the temperature in the room. There is also a mini-bar in each
room, where there are small bottles of alcohol, water and snacks like
nuts and crisps for the guests to eat or drink. But they have to pay for
them when they check out and leave.

E: What if a guest wants to eat or drink something in their room which
isn’t in the mini-bar. What can they do?

M: We offer room service where they ring reception and can order sand-
wiches, meals or drinks. Then we take it up to the room for them to eat
or drink. Also each of the rooms has a safe, where the guests can leave
expensive or important things in the room that they don’t want to be
lost or stolen.
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Calling to Get a Reservation

Dialogue 1

C — Client, R — Receptionist

C: I'd like to reserve a hotel room.

R: That should be no problem. May I have your full name, please?

C: My name is John Sandals.

R: Hello, Mr. Sandals. My name is Michelle. What days do you need that
reservation, sir?

C: I’'m planning to visit New York from Friday, April 14 until Monday,
April 17.

R: Our room rates recently went up. Is that okay with you, Mr. San-
dals?

C: How much per night are we talking about?

R: Each night will be $308.

C: That price is perfectly acceptable.

R: Wonderful! Do you prefer a smoking or nonsmoking room?

C: Nonsmoking, please.

R: Next question: Is a queen-size bed okay?

C: That sounds fine.

R: Okay, Mr. Sandals. Your reservation is in our computer. All we need
now is a phone number.

C: Certainly. My phone number is 626-555-1739.

R: Thank you, Mr. Sandals. We look forward to seeing youin New York!

Dialogue 2

R: Good morning. The Grand Rosewood Hotel. Can I help you?

C: Hi, good morning. I'd like to make a reservation for the third weekend
in September. Do you have any vacancies?

R: Yes sir, we have several rooms available for that particular weekend.
And what is the exact date of your arrival?

C: The 24th.

R: How long will you be staying?

C: I'll be staying for two nights.

R: How many people is the reservation for?

C: There will be two of us.

R: And would you like a room with twin beds or a double bed?

C: A double bed, please.

R: Great. And would you prefer to have a room with a garden view?

C: If that type of room is available, I would love to have a view over the
garden. What'’s the rate for the room?
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R: Your room is three hundred and ninety pounds per night. Now what
name will the reservation be listed under?

C: Charles Wilson.

R: Could you spell your last name for me, please?

C: Sure. W-1-L-S-O-N.

R: And is there a phone number where you can be contacted?

C: Yes, my phone number is 555-26386.

R: Great. Now I'll need your credit card information to reserve the room
for you. What type of card is it?

C: Visa. The number is 987654321.

R: And what is the name of the cardholder?

C: Charles Wilson.

R: Alright, Mr. Wilson, your reservation has been made for the twen-
ty-fourth of September for a room with a double bed and garden view.
Check-inisat 2 o’clock. If you have any other questions, please do not
hesitate to call us.

C: Great, thank you so much.

R: My pleasure. We’ll see you in September, Mr. Wilson. Have a nice
day.

Calling to Cancel a Reservation

C: I'm calling to cancel a reservation I made earlier in the week.

R: To cancel your reservation, I need your name, phone number, and
date of trip, please.

C: Daniel Taylor, 818-555-1234. My reservation begins on the second
Monday of April.

R: I see your reservation on my computer. Let me just cancel it, and you’ll
be all set.

C: Thanks. I'll call again when things get better at home.

R: You're welcome.

Checking into the Hotel

Dialogue 1

C: I have a reservation. My name is John Sandals.

R: May I see your 1D, please, Mr. Sandals?

C: Certainly. Here it is.

R: Thank you. Do you have a credit card, Mr. Sandals?
C: Yes, I do. Do you accept American Express?

R: Sorry, sir, just VISA or MasterCard.

C: Here’s my VISA card.
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R: Okay. You’re in room 507. It’s a single queen-size bed, spacious, and
nonsmoking. Is that suitable?

C: Yes, it sounds like everything I expected.

R: Here’syour key, sir. If you need anything, just dial 0 on your room phone.

Dialogue 2

R: Good evening, sir! How can | help you?

C: I'd like to check in.

R: Have you made a reservation with us in advance?

C: Yes, I have. I've booked a single room for 5 nights at your hotel. I made
a reservation yesterday online.

R: One moment, sir. I'll have a look. Yes, here it is. We’ve received your
request. Can I have your full name, please?

C: My name is Marco Oliveira.

R: Can you spell that, please?

C: It’s M-A-R-C-0 and O-L-I-V-E-I-R-A.

R: Thank you, sir. I will also need your address and phone number for fil-
ling in the check-in form.

C: My address is: 67 Imperio st., Lisbon, Portugal. My mobile phone
number is: (351) 657-22-89.

R: Thank you. Are you planning to pay by a credit card or by cash?

C: I’'m going to pay by cash.

R: All right. Can you sign here, please?

C: Yes, sure. Here you are.

R:Thank you. Here is your key, sir. Your room numberis4351. It’son the
4'h floor on the right from the elevator. Do you need any help with your
luggage?

C: No, thanks. I'm fine.

R: Enjoy your stay, Mr. Oliveira.

C: Thank you.

Checking out of the Hotel

Dialogue 1.

R — Receptionist, G — Guest

R: Hi, there. Are you checking out now?

G: Yes, sorry. | know we’re a few minutes late.

R: That’s no problem. It’s always really busy at check out time anyway.

G: Oh, really. The last hotel we stayed in charged us for a late check out.

R: The hotel isn’t booked this week, so it’s not a problem. How was every-
thing?
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G: The room was great. The beds were really comfortable, and we weren’t
expecting our own fridge.

R: I'm glad you liked it.

G: The kids were disappointed that the pool wasn’t open this morning,
though.

R: I apologize for that. We can’t get a cleaner in any earlier than 10 am.

G: Well we had a nice swim last night anyhow.

R: Will you be putting this on your credit card?

G: No. I'll pay cash.

R: OK. So the total comes to $123.67, including tax.

G: I thought it was $115 even. That’s what they said yesterday when we
checked in.

R: Yes, but there is an extra room charge on your bill.

G: Oh, I forgot. My husband ordered a plate of nachos. Sorry.

R: No problem. So... from $140, here’s your change. Now, I'll just need
to ask you for your room keys.

Dialogue 2

R — Receptionist, C — Client

R: Good morning. May | help you?

C: Yes, I'd like to check out now. My namers Adams, room 312. Here’s

the key.
R: One moment, please, sir. Herers your bill. Would you like to check and

see if the amount is correct?
C: Whatrs the 14 pounds for?
R: That’s for the phone calls you made from your room.
C: Can I pay with travellers cheques?
R: Certainly. May | have your passport, please?
C: Here you are.
R: Could you sign each cheque here for me?
C: Sure.
R: Here are your receipt and your change, sir. Thank you.
C: Thank you. Goodbye.

Dealing with a Customer

R: Front desk.

C: Hello. This is Martin Baum. The bathroom light in my room do-
esn’t work. Could you have somebody come up and take a look at
it, please?

R: Oh, of course, Mr. Baum. What room number was that, please?

C: Room 615.
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R: Okay, I'll have a man up there in a minute.

C: Fine. And another thing -1 don’t seem to have a room service menu. Is
there one?

R: Yes, there is. We have 24-hour room service. I’'m sorry about that. I'll
have a room service waiter to bring you a menu up right away.

C: Thanks.

R: If you need anything else, just let me know.

C: I will. Good night.

R: Good night.

Talking to Room Service

Dialoguel

R.S — Room Service, H.G — Hotel Guest

R.S: Room service.

H.G: Good morning. This is room 113. I'd like some breakfast, please.

R.S: Right. Excuse me. Mrs. Jones?

H.G: That’s right.

R.S: What can I do for you?

H.G: 1I’d like some grapefruit juice, marmalade, two scrambled eggs with two
sausages, toast, and a pot of black coffee, please. How long will it take?

R.S: Just a few minutes, maram.

H.G: Great. Thank you.

Dialogue 2

G — Guest, C — Clerk

G: I'd like to order dinner.

C: Of course. What would you like?

G: 1'd like to order a bottle of champagne, lobster tail, and filet mignon,
medium rare.

C: I'm sorry. We ran out of filet mignon. May I suggest the porterhouse
instead?

G: That’s too bad, but the porterhouse will do.

C: And may I suggest chocolate-covered strawberries with the champagne?

G: Normally, I would take you up on that suggestion, but just the champa-
gne will do for tonight.

C: Okay, no strawberries. Room service will be charged to your amenities
account. Is that all right?

G: That’s fine.

C: Your meal will be delivered assoon as it’s all ready. It will be up shortly.
Enjoy your food, sir.
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Dialogue 3

G: I'd like to order a restock on my minibar.

C: You finished everything in there, sir?

G: Absolutely everything.

C: What would you like to order?

G: Three bottles each of Perrier and Jim Beam.

C: Uh-huh. What else do you want?

G The apples were great. Could you bring a couple more up?
C: No problem. Is there anything else I can get for you?

G: Some grape juice would also be nice.

C: I'’ll get all of that for you right away. Someone should be up shortly.

Hotel Facilities

Dialogue 1

G: Where can I have lunch?

C: The restaurant is on the fourth floor. You can also order lunch by
phone.

G: Good. Is there an Internet access in the hotel?

C: Yes. The Internet cafe is on the second floor.

G: Great.

C: Thereisalsoahairdresser. dry cleaner’sand laundry on the first floor.

G: Thank you. I want to go up to my room now.

C: The elevator is straight ahead. If you have any problems, contact the
administrator. You should press the call button for this. Have a good
night!

G: Thank you.

Dialogue 2

G — Guest, S — Staff

G: We’re looking for a good restaurant for dinner?

S': What kind of food are you interested in?

G: Since we are in Thailand, we want to try Thai food.

S: The Thai Thai Restaurant is always a good choice.

G: Thank you very much. We’ll try it. Could you recommend a place to
take our kids? They’re getting bored at the beach.

S: There’s a movie theater in Phuket Town at Central Festival they might
enjoy.

G: Well maybe. Is there anything else more exciting?

S: Lots of kids seem to have a great time at the Go-Cart track.

G: No way. That’s way too dangerous.

157



S: Have they ever ridden an elephant?

G: No, but is it safe?

S: Oh, absolutely. The elephants are well trained and the trainer leads the
elephant along the path. Riders are strapped into the seats with safety
belts, just like in a car. And to be truthful, the rides are not that long- 30
minutes or so.

G: That sounds ok.

Asking about the Hotel Gym

G — Guest, C — Clerk

G- Excuse me. Does this hotel have a fitness facility?

C: Yes, sir. We try to anticipate all our guests’ needs, including fitness.

G: Great! Where is your fitness facility located?

C: You’re actually standing above it. Take the elevator or the stairs. You
can’t miss it.

G: 1Is there an extra pay for the gym?

C: No, the gym is free to guests. Take your room key, however, so you can
getin.

G: What time is the gym open, and what time does it close?

C: The gym is open seven days a week, twenty-four hours a day.

G: Is a trainer available? Do you offer trainer services along with the
gym?

C: Unfortunately, no. We might be getting one in the near future. But at
the present time, no.

In the Restaurant

W — Waiter, G — Guest

W: Good evening, sirand madam. Welcome to our restaurant. How may
[ help you?

G: Good evening. Can you arrange a table for two right now?

W Sir, have you any reservations?

G: Sorry, we don’t. We thought we would get free table but the restaurant
1S SO busy now.

W It’s ok, sir. But I'm sorry to say that the restaurant is full now. (Looking
at the restaurant)... Sir, look at that table. I guess it will be free soon.
Would you please have a rest in our waiting room for about some minu-
tes, sir.

G: Ok. All right.

W: Well, may I have your name, sir?

G: I'm Martin Baum.
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W: Ok Mr. Baum, come with me. This way, sir. This is the waiting room.
Please take a seat. Here is the tea for you. Please take your time. I'll call
you as soon as the table is free.

G: Thank you.

W-: You are welcome.

(After 10 minutes)

W: Sorry to have kept you waiting, Mr.Baum. We have managed a table
for you now. Come with me. This way, please. Here we are. Will this
table be all right?

G: Ok. We'll take it.

W: Would you like Martini or Whiskey or any soft drinks before dinner?

G: Two Martini, please.

W- One moment, please. Here’sthe menu. I'll return to take your order.

(After having dinner)

G: Here is your tip.

W: Thank you very much, sir.

G: Your service is superb. We really love it.

W: It’s my pleasure, sir. Please come again. Good night, sir. Good night,
madam.

Getting from the Hotel into the City

G — Guest. C — Clerk

G: How do I get to downtown from here? Can I take a bus or do I have to
take a taxi?

C: There are no buses that go to downtown from here. You’ll have to take
a cab.

G: And how much does that cost?

C: The fare to downtown is usually about $20. Would you like me to call
you one?

G: Sure, can I get one for 2:00 PM?

C: Absolutely. It’ll be waiting for you in front of the hotel. Is there any-
thing else I can do for you?

G: Yes, can you get someone to change the sheets in my room?

C: Yes, of course.

G: Thanks. You’ve been very helpful .

Asking the Concierge for Sightseeing Advice

G — Guest, C — Concierge

G: I need some sightseeing advice. I was told to come to see you.

C: When you need sightseeing advice, madam, concierge is the right per-
son to ask.
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G: A Concierge? Could you explain that to me?

C: A concierge helps you find all the great places for visiting, shopping,
and eating.

G: Then what would you recommend as a starting point for my sightsee-
ing?

C: Definitely the Statue of Liberty. I think that that is everyone’s favorite
first stop.

G: Actually, I've already been there. Do you have another suggestion?

C: I think I can come up with something. How do you spend your spare
time?

G: 1 keep my body healthy by running and my mind active by visiting mu-
seums.

C: Well, the Museum of Modern Art and Central Park were made foryou!
Have you gone to either one?

G: No, although I've heard great things about both of them.

C: You don’t want to miss either place. Central Park and the Museum of
Modern Art are big and beautiful.

G: Sounds great! I'll get my running gear and then I’'m out of here.

C: This is a day you’re going to remember for a long time.

Booking a Ticket at the Airport

C — Client, A — Travel agent

A: Good afternoon, sir. How can I help you?

C: Good afternoon! I'd like to make a reservation for a roundtrip ticket to
Oslo.

A: When are you planning to fly there, sir?

C: Next week, preferably on Tuesday. And I’d like the ticket back on Fri-
day.

A: There is one daytime flight on Tuesday, at 3.15 pm and one night flight
at either for 10.20 am or for 5.30 pm. Which ones would you like, sir?

C: Early flights are more suitable for me. I mean, I’d prefer Tuesday 3.15
pm flight and Friday 10.20 am, if possible

A: One moment, sir. I’'m processing the request. Luckily, the tickets for
these flights are available. Would you like to travel 1st-class or econo-
my?

C: Economy, please. How much does the roundtrip cost?

A: 1t’s 380 euros, sir.

C: Are meals and refreshments included?

A: Yes, sir, they are.

C: Great. I'm happy with these flights.

A: All right then. Can I have your full name, please?
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C: Bill Razor.

A: Your address and phone number too, please.

C: My addressis: 56-34 Swinton Street, London, UK. My phone number
is: (44- 20) 7728-26-54.

A: Are you going to pay by credit card or by cash?

C: I’'ll pay by my Visa Card. When will I have my tickets?

A: You’'ll receive them two days before your departure date, sir. And you’ll
need to confirm the request.

C: Ok. Thank you.

A: You’re welcome.

At Passport Control

O — Officer, T — Tourist

O: Good evening. Where have you come from?

T: Moscow, Russia.

O: May I have your passport, please?

T: Here you are.

O: What's the nature of your visit? Business or pleasure?

T: Business. I'm taking part in the international Congress “Tourism and
Hospitality™”.

O: How long do you intend to stay in Great Britain?

T: Five davs.

0: What is your occupation?

T: 1 work as hotel manager for Heliopark Empire in Moscow.
O: Do you have a return ticket?

T: Yes, here it is.

O: That’s fine. Thanks. Enjoy your trip.

T: Thank you.



Mpunoxkenune 2. Cnosapb npoeccMOHaNbHbIX
TEPMUHOB U COKPALLEHUHN

Kareropuu orenei

1* onHa 3Be3/1a

2 JIB€ 3BE3/Ibl

3% TpH 3BE3/1bI

4 * 4yeTbIpE 3BE3/bI

S IATh 3BE3]1

cat DeLuxe kateropus Deluxe
cat A kareropus A

cat B kareropusa B

cat C kareropusi C

cat D kareropust D

HV Ki1yOHbIN OTENb

HV1 kiyOHbIN oTenb 1 Kar.
HV2 xiyOHBIN oTeJIb 2 KaT.

Knacendukanus Homepos

1 BDRM anapraMeHThbI C OJIHOM CliaJIbHE!

2 BDRM anapraMeHThbI C JIByMs CITaJIbHSIMU

Apartment TUIT HOMEpPA B TOCTUHHULIAX, IMPUOJIMKEHHBIX K BUILY COBpE-
MEHHBIX KBApPTUP, UMEIOLLIMX MECTA /ISl IIPUTOTOBIEHUS €4bl (CTOU-
MOCTb MUTAHUS OOBIYHO HE BXOAUT B CTOMMOCTHL HOMEpA); IBYXKOM-
HaTHas v 0oJiee KBapTUpa ¢ KyXHeu

Balcony Room HOMep ¢ DasIKOHOM

BG OyHrano

Cabana nocrpoiika Ha ruiske (Mim Bosiie bacceitHa) Haroaooue OyHra-
J10, CTOSILLAS OTAEJAbHO OT OCHOBHOIO 3/IaHUS OTEJISA U MHOT1a 000pya0-
BaHHas Kak CriaJibHA

Chale nipucrpoiika K OCHOBHOMY 3/IaHUIO

DeLuxe HOMep IMOBBILLIEHHOH KOM(POPTHOCTH

Dune Room OyHraso Ha BTOPOM IJIaHE

Duplex /1ByX3TaXKHbI HOMED

EX. Suite CbIOT C IBYMS CIIAJIbHSIAMMU

Family Room ceMeiiHbIii HOMep pa3MepoM 0oJiblie cTaHAapTHOTO (Yac-
TO M3 JIBYX KOMHAT)

GardenVilla, Superior OyHrao ¢ BUIOM Ha cajl, KOMHaTa B 3/IJaHU M
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Honeymoon Room HOMeEp /U151 MOJIOAOKEHOB

HY (holiday village) oTeib, mpeacTaBasitOLIni COO0M KOMILIEKC OyHTraao
Jacuzzi villa BuJju1a ¢ 1oKakysu

Junior suite HOMEp yJay4lleHOM! MIaHUPOBKHU (ITOJIYIIOKC)
King-size bed kopoieBckas KpoBaTth (1MpuHOM 60abuie 180 cm)
King Suite «<KOpOJIEBCKUM CHIOT»

MB (main building) OCHOBHOE€ 31aHUE

Mini-suite HOMep yAy4IIEeHHOM KaTeropuu, Jy4iie yeM Superior
New Building HOBOE€ 31aHME

Pavilion Ha3zBaHue Kopryca

ROH 0€3 yrouHeHU s pa3sMELLEHUS

Room pasmenieHue B OAHOKOMHATHOM HOMEPE

Sport-Area Ha3BaHHE KopIiyca

Standart Room cTaHapTHasi KOMHarTa

Studio OTHOKOMHATHBIW HOMEP OO0JIBIIIE CTAHIAPTHOTO

Suite HOMEp YJIYYILLIEHHOM TUIAHUPOBKU M KATETOPUU (JIFOKC)
Superior KOMHaTa OOJIBIIETO pa3Mepa, YeM CTaH1apTHas
Superior/Main Building KoMHaTa 00JibILIEr0 pa3Mepa, YeM CTaH1apTHasl,
B IJTABHOM 3/1aHU N

Terrace Teppaca

Villa pasmeliieHue B OyHrasio

Knaccunduxkanmus Buaa u3 Homepa

Beach view BUJI Ha TUTSIK

City view BH/1 Ha ropo/i

Dune view B1/1 Ha IMECOK

Front 1-s1 OeperoBas JIMHUS
Garden view B1/1 Ha cajl

Ocean view B1JI Ha OKE€aH

Golf view B1/1 Ha 3a/11B

Jungle view B1/1 Ha JUKYHTJIH

Land view B1/1 Ha OKPECTHOCTH
Mountain view BU/I Ha ropbl

RON (run of the house) pazMenieHue B oTesie 0€3 yTOUHEeHUS BHU1a HOME-
pa ¥ BUjJa U3 OKHa

River view BHJI Ha peKy

Park view B/ Ha rapk

Pool view B1/1 Ha DacceiH

Sea view BU HA MOpE

Seaside view 00KOBO# B Ha MOpe
Valley view B1/1 HA IOJTMHY
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Knaccudukanus pasmeienus

2ADL + 2 CHD (2-6) (2-12) 2 B3pocabix + 2 neTei (nepBblid peOCHOK OT
2 1o 6 a1eT, Bropoii ot 6 10 12 j1er)

2 ADL + 2 CHD (6-12) 2 B3pocabix + 2 neTeit ot 6 1o 12 ner

3ad + 1 CHD (2-12) TpexmecTHbIi + pebeHOK oT 6 go 12 ner
(Family room)

3ad + 2ch (2-12) TpexmecTHBI + nBoe aerel or 2 mo 12 ner
(Family room)

3ad + 2ch (2-12)(2-6) TpexMeCcTHBIN + 2 1eTeil: rnepBblil pedbeHOK OT 2 10
|2 net, BTOpoii ot 2 1o 6 et (Family room)

3ad + 2¢h (2-6) TpexMecTHBIN + 1BOe ieTeid o1 2 10 6 1et (Family room)
4ad + Ich (6-12) yerbipexmecTHbIM + 1 pebeHOK oT 6 10 12 et

4ad + Ich(2-5) yeTbipexmecTHBIN + | peGeHOK OT 2 /10 S J1eT

Sad nITUMECTHBIU

BO (bed only) pasmenicHue 0€3 nUTaHUA

CH Gosbuioit pe6beHOK, B OCHOBHOM 10 12 €T, no psiay oTeaei ao
15 ner

ch MmaneHbKkuit pedbeHOK, HarnpuMep 0—6 net

DBL 1ByXMECTHBIN HOMED € OJITHOM OOJIBILIOH JIBYCTIAIbHOU KPOBATHIO
DBL + 2 CHD (2-6) 1Boe B3pocJibiX + 2 neTeid oT 2 10 6 J1eT

DC Goubioi pebeHOK + 2 B3pOCbIX

Dc MaJIeHBbKMI peOeHOK + 2 B3pOC/IbIX

EXB (extra bed) 1ByXMECTHBIN + JOMOJHUTEJIbHAS KPOBATh

Inf (infant) pe6eHok 0—2 net

Qdpl 4eTBIPpEXMECTHBLIN HOMED

SC 0onbiioi pedbeHoK + 1 B3pocibii

Sc MaJieHbKM i1 pebeHOK + 1 B3pOCbIi

SGL 0ITHOMECTHBIK HOMEP

Tripl TpEXMECTHBIM HOMEP

Tripl + 1 CHD (2—6) — TpexMecTHBI HOMep + pebeHOK oT 2—6 ner
(Family room)

TWIN — 1ByXMECTHBI HOMEP C JIBYMS pa3aeJIbHBIMUA KPpOBaTAMHA

ITuranue

A-lacarte (a-15 KapT) MEHIO, B KOTOPOM KaxKJ10€ 0JI11010 YKa3aHO CO CBO-
€M OTIEJIbHOM LIEHOU

Allinec mUTaHKE B TEYEHUE THS, BKJTIOYASd HAITUTKU MECTHOTI'O ITPOMU3BO/I -
CTBA B HEOIrpaHUYEHHOM KOJIMYECTBE

American buffet aHa/l0r KOHTUMHEHTAJIBHOTO 3aBTpaKa IUII0C pa3/iMuHbIC
Hape3KH (Ko0achl, ChIpbl) U ropsiture 01101a (OMJIET, COCUCKH)
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BB 3aBTpaku

BO 0€e3 nuranus

Continental Breakfast nerkuii 3aBTpak, COCTOAIIMU U3 KO(E WU Yad,
coka, OyJIOUKH, MacJjia v JpKeMa

De Luxe all inc pasHoBuaHocTs ultra all inc

El all inc asieradnTHBIM all inc

Elegance all inc pazHoBuaHocTh ultra all inc

Ep (ner) 0€3 nmUuTaHUA

Excellent all inc pazHoBuaHocCTb ultra all inc

Extended all inc pasHoBuaHOCTS ultra all inc

FB 1oJIHbIM IMaHCHUOH

FB+ paciiypeHHbIN MOJHBIA MAHCUOH ¢ HAITMTKAMU MECTHOTO ITPOMU3-
BOJICTBA BO BPEMSI €/1bl

HB roJjiyriancruoH

HB+ paciuMpeHHbIN MOJYIIAHCUOH

High class all inc pasHoBuaHoCTh ultra all inc

Imperial all inc pazHoBuaHOCTS ultra all inc

Max all inc pazHoBuAHOCTS ultra all inc

Mega all inc pazHOBMIIHOCTS ultra all inc

Mini all inclusive 1oJIHbIM MAHCUOH C HAITUTKAMU MECTHOI'O ITPOM3BO/1-
CTBA HE TOJIbLKO BO BpeMs €J1bl, HO B OrPAaHUYEHHOM KOJIMYECTBE

Royal Class all inc pazHoBuaHocCTb ultra all inc

Super all inc pazHoBuaHOCTS ultra all inc

Superior all inc pasHoBuAHOCTS ultra all inc

Superior all inc VIP Service all inc pazHoBuaHocTs ultra all inc

Ultra all inc nmuTtaHue B T€UEHUE IHS, BKIKOYasd HAITUTKU UMITOPTHOIO
MPOMU3BOJICTBA (B TOM YUCJIE CIIUPTHBIC) + JOMOJHUTEILHBIC YCIYTHA HA
YCMOTPEHME AAMUHUCTPALIMU OTEJIS

Ultra deluxe all inc pazHoBuHOCTb ultra all inc

VC all inc pa3zHoBuAHOCTSH ultra all inc

VIP all inc Very Important Person all inc

B orene

WiFi Wireless Fidelity 0ecripoBoHoit noctyrn B UHTepHeT

LAN Local Area Network noctyn B UHTEepHET yepes3 JIOKaJbHVYIO CETh
AOH aBroMaTUYeCKUI ornpeaeuTeib Homepa (Ha TejiepOHHOM arira-
pare)

LCD — Liquid Crystal Display ri1oCcKui >KUJIKOKpUCTAJUIMYECKU A IKPaH,
TakxKe Tuia3MeHHas raHesib (00BIYHO O TEJIEBU30pPE)

check-in 3aceneHue B OTE/b
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check-out BbImUCKaA U3 oTeJisl, pacyeTHbI yac. Bo Bcex orensx — 12.00.
K 3TOMY BpeMEeHU HEOOXO0AUMO OCBOOOIUTL HOMED, OIJIATUTH J0I10JI-
HUTEJIbHBIE yeayru. [leiicTBrue nmporpaMMel «Bce BKIIIOUEHO» 3aKaHYM -
BaeTcst Takxke B 12.00. ITpomieHue npedbIBaHUS B OTEJIE BO3MOXHO 3a
JNOMOJHUTEJILHYIO TUIaTy

TpauncnoprupoBanue

Complimentary Ticket 6OecruiaTHbIN Ipoes/l

Endorsment 1oJIHOMOUYMSI, KOTOPHIE 3aKJIIOYAKOTCS B BO3BMOXHOCTH 3a-
MEHUTb WK MepeperucTpupoBaTh aBUabWIIET Ha APYroi caMoJieT
Party Ticket rpyrirnoBoii ouier

Revalidation Sticker oduinaibHas HaAMKUCH Ha JIETHOM KyroHe. O0o-
3HA4yaeT HOBYIO OpOHB, KOTOpas A0JKHA OBITh cie/iaHa

Stand by (oxxunanme) raccaxup, y KOToporo HeT NnoJATBEpKJAeHHOU Opo-
HW, HO KOTOPBIN XIET B a9pOINOPTY BO3MOXHOCTHU BbLJIETA, €CJIM ITOca-
JIOYHBIC MECTA B CAMOJICTE MOSIBATCS B IPOAAXKE B [TOCJICAHIOI MUHYTY.
MHorne aBuakoMIaHuM TIpeiaraloT 0O4eHb HU3KUE LIEHBI IS TAKUX
rmaccaxxupos

Destination MeCTO, Kya 10 KOHTPAKTY C TYPOMNEpaTOpOM (TypareHTOM)
MEPEBO3YMK JIOJIKEH JTOCTABUTH TYPUCTA (raccaxxupa)

Transit npoBO3 MaccaxxMpoB U3 OJHOM CTPAHBI B IPYTYIO Yepes3 rnpome-
JKYTOYHYIO CTpaHy

Transfer BcTpeua Wi IpoOBO/IBLI B a3POIIOPTY (HA BOK3AJIE)

Charter onroBasi ITOKYITKa caMoJieTa Uisl epeBO3KMU MacCaXupoB WU
rpy3a. YaprepHslie riepeBO3KM HAa3HAYAIOTCSI Ha KOHKPETHOE BpeMsi, B
KOHKPETHBIH JIEHb, B KOHKPETHO 3aKa3aHHOE MECTO

ABHAOWIETHI

MR/MRS — mister/mistress B3pOcCJiblii/asi maccaxkup/Ka ¢ oriau€ HHbIM
OTIEJbHBIM MECTOM B CAMOJIETE, ITMTAHUEM U DAaraxxom

CHD peGeHOK 10 12 1eT ¢ oruia4yeHHBIM OTAEIbHBIM MECTOM B caMoJIe-
T€, MIMTAHUEM U DAaraxom

INF peGeHOK 110 ABYX JieT 6€3 MecTa B caMoJieTe, 0e3 nmuraHus 1 6e3 0a-
raxa

OW OuJIET B OJIHY CTOPOHY

Y wim N nepesiet 3KOHOMUYECKUM KJ1acCOM

C wm B niepesiet OM3HEC-KI1accoM

F nnepesier rnepBbiM KJ1accoM

SVO (o6brano Mocksa SVO) aspornoprt «LllepemeTbeBO»
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CokpameHus M TepMHHBI, IPUMEHsIEMbIE B PAHC-IMCTAX

Pa3memenne
ADL B3pociblii, Bo3pacT cTtapiue MmakcuMaabHoro ot CHL B npaiice
CHL pebeHok oT aAByX 10 12—14 neT, 3a KOTOPOTO NMPOU3BOJIUTCS
oriara
DBL 1BYXMECTHBI HOMEDP C OJJTHOM ABYCIIAJIbHOW KPOBAThHIO
EB (EXB extra bed) nonosHuTenbHasi KpoBaTh B HOMEpe
INF (infant) peGeHOK /10 ABYX JIET
QDPL yeTbipeXMECTHBIM HOMED
SGL omHoMmecTHBII HOMep (Kak mpaBuio, 310 DBL, B KkoTopoMm BbI
MPOXUBAETE OJIMH)
TRPL (tripl) TpexMeCcTHBIN HOMEpP
TWIN ABYXMECTHbI HOMED C JIByMsI OIHOCHAJIbHBIMM KPOBaTSIMU

Bua u3 Homepa
BV (Beach view) By Ha 115K
CV (City view) BuI Ha ropoj
DV (Dune view) B1J1 Ha 11IECOK
Front 1-s1 0eperoBast JTMHUS
GV (Garden view) BuJ1 Ha caji
LV (Land viev) B Ha OKPECTHOCTHU
MYV (Mountain view) BUI Ha TODBI
OC ( Ocean view) BUJL Ha OKeaH
PV (Pool view) Buj Ha 6acceitH
ROH (run of the house) pa3smenieHue 6e3 yTOoUHEHMS BM1a U HOMepa
RV (River view) BUI Ha peKy
SV (Sea view) (ppoHTaIbHBIN BUJI HA MOpPE
SSV (Seaside view) 60K0BO# BU1 HA MOpE
VV (Valley view) BUI HA IOJIUHY

Iluranue
BO (bed only) mim RO (room only) 6e3 nuranus
BB (bed & breakfast) 3aBTpaku
HB nonynaHcuoH (Kak MpaBujio, 3aBTpak + yKUH)
HB+ paciumpeHHbIN MOJIYITaHCUOH
FB 11osHbIM MaHCUOH
FB+ paciuvpeHHbIN MOJIHBIN ITAHCUOH ¢ HAITUTKAMU MECTHOTO IPOU3-
BOJ/ICTBa BO BPEMSI €/1bl
ALL Bce BKJIIOYEHO: MOJHbIA MAaHCUOH ¢ HAMUTKAMHU MECTHOTO MPOU3-
BOJICTBA O€3 OrpaHUYeHU S
UALL 11oJIHbIM NAHCUOH C HAMUTKAMU MECTHOI'O U UMITOPTHOTO ITIPOM3-
BOJICTBA + JIOTT YCJIYTU Ha YCMOTPEHME aJIMUHUCTPALIUU OTEJISI
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CokpameHus M TepMHHBI, IPUMEHsIEMbIE B PAHC-IMCTAX

Pasznosuanoctd UALL Elegance ALL, VIP ALL, Supper ALL, De luxe
ALL, VC ALL, Superior ALL, Mega ALL, Superior ALL VIP
service, Royal class ALL, Ultra de luxe ALL, Extendet ALL, Max ALL,
Night class AL, Imperial ALL. MaJjio yem otiinyatorcst or UALL. Ha-
3BaAHUS B OCHOBHOM MTpPAIOT poJib pekiambl. OTenb BIpaBe caM yCcTa-
HaBauBaTh nporpamMmmbl ALL. EAMHOro craHjiapra He CyleCcTBYeET.

Homepa
APTS (apartments) TMn Homepa, MPUOJMKEHHBIM K COBPEMEHHOM
JBYXKOMHATHOI U 00J1e€ KBAPTUPE C KYXHEM
BG (bungallow) otiejibHast OAHOKOMHATHAasI MOCTPOKa
1 BDRM anapraMeHThI C OJIHOM ClTaJIbHEN
2 BDRM anapraMeHThI C IBYMS CIaJIbHSIMU
Cabana nojio6me OyHrajio, Kak rnpaBuJio, Ha IUIsiKe WJIM OKOJ10 bacceii-
Ha. OgHa KoMHaTa, 000pyI0BAHHAS MO/ CHAJTBHIO
DE LUXE HOMepa NOBBILLIEHHON KOM(MOPTHOCTH
DPL (duplex) aByxaTaxKHbIii HOMEDP
Executive floor 0O1MH MM HECKOJILKO 3TaXEM ¢ 00J1€€ BBICOKUM YPOBHEM
00CTyKUBaHUS
Family room cemMeiHbI HOMep O0/bIIE CTAHAAPTHOIO OAHO- WJIX Yallle
JIBYXKOMHATHBIN
Honeymoon room HOMED U MOJIOAOXKEHOB
HYV (holiday villages ) kateropus oreJisi (HoMepa) — KOMILIEKC OyHIajo
KSB (king size bed) kpoBaTh KOpPOJIEBCKOIO pa3zmepa IHIMUPUHON OO-
Jee 180 cMm.
Std O/THOKOMHAaTHBIE HOMEpPA
Superior Shalt 11aje moBbIlIEHHON KOMMOPTHOCTH
Superior/MB 0gHOKOMHATHBINM OOJILILIOTO pa3Mepa B OCHOBHOM 3/a-
HUU OTEI5



Mpunoxxenue 3. Moccapuu

A

access time the amount of time required for a processor to retrieve
information from the hard drive; recorded in milliseconds

accounts payable financial obligations the hotel owes to private and
government-related agencies and vendors

accounts receivable amounts of money owed to the hotel by guests

aging of accounts indication of the stage of the payment cycle—such as
10 days old, 30 days overdue, 60 days overdue

all-suites a level of service provided by a hotel for a guest who will desire a
more athome atmosphere

amenities personal toiletry items such as shampoo, toothpaste,
mouthwash, and electrical equipment

American Hotel&Lodging Association a professional association of hotel
owners, managers, and related occupations

American plan a room rate that includes meals, usually breakfast and the

evening meal, as well as room rental in the room rate
assets items that have monetary value

assistant general manager a person in the hotel who executes plans
developed by the corporate owners, general manager, and other
members of the management staff

athletics director the person responsible for supervising physical exercise
facilities for guests

atrium concept a design in which guest rooms overlook the lobby from the
first floor to the roof

average daily rate (ADR) a measure of the hotel staff’s ability to sell
available room rates; the method to compute the ADR is: room
revenue number of rooms sold

B

back office the accounting office of a hotel

back office accounts payable amounts of money that have been prepaid on
behalf of the guest for future consumption of a good or service
(sometimes referred to as back office cash accounts)
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balance sheet an official financial listing of assets, liabilities, and owner’s
equity

bank cards credit cards issued by banks, examples of which include Visa,
MasterCard, and JCB

banquet manager a person who is responsible for fulfilling the details of
service for a banquet or special event

banquet sheet a listing of the details of an event at which food and
beverages are served

bell captain the supervisor of the bell staff

bell staff pcople who lift and tote baggage, familiarize guests with their
new surroundings, run errands, deliver supplies, provide guests with
information on in-house marketing efforts and local attractions, and
act as the hospitality link between the lodging establishment and the
guest

bill-to-account an extension of credit to a guest by an individual hotel,
which requires the guest or the guest’s employer to establish a line of
credit and to adhere to a regular payment schedule

blackout total loss of electricity
blocking procedure process of reserving a room on a specitic day

bottom up a sales method that involves presenting the least expensive rate
first

brownouts partial loss of electricity

bus association network an organization of bus tour owners and operators
who offer transportation and travel information to groups

business affiliations chain or independent ownership of hotels

business services and communications center guest services that include
copying, computers, fax, etc.

C

call accounting a computerized system that allows automatic tracking and
posting of outgoing guest room calls

cancellation code a sequential series of alphanumeric combinations that
provide the guest with a reference for a cancellation of a guaranteed
reservation

cash bank a specific amount of paper money and coins issued to a cashier
to be used for making change
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cashier a person who processes guest checkouts and guest legal tender and
makes change for guests

cashier’s report a daily cash control report that lists cashier activity of cash
and credit cards and machine totals by cashier shift

chain a group of hotels that follow standard operating procedures such as
marketing, reservations, quality of service, food and beverage
operations, housekeeping, and accounting

chain affiliations hotels that purchase operational and marketing services
from a corporation

city ledger accounts a collection of accounts receivable of nonregistered
guests who use the services of the hotel

collective bargaining unit a labor union

commercial cards credit cards issued by corporations, an example of which
is Diners Club

commercial hotels hotels that provide short-term accommodations for
traveling guests

commercial rates room rates for businesspeople who represent a company
but do not necessarily have less bargaining power because of their
infrequent or sporadic pattern of travel

communications hierarchy a listing of the order in which management
personnel may be called on to take charge in an emergency situation

company-owned property a hotel that is owned and operated by a chain
organization

complimentary rate (comp) a rate for which there is no charge to the guest

computer supplies paper, forms, ribbons, ink cartridges, and floppy disks
needed to operate the system

concierge a person who provides an endless array of information on
entertainment, sports, amusements, transportation, tours, church
services, and baby-sitting in a particular city or town

conference call a conversation in which three or more persons are linked
by telephone

confirmed reservations prospective guests who have a reservation for
accommodations that is honored until a specified time

continental breakfast juice, fruit, sweet roll, and/or cereal
controller the internal accountant for the hotel

convention guests guests who attend a large convention and receive a
special room rate
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corporate client a hotel guest who represents a business or is a guest of
that business and provides the hotel with an opportunity to establish

aregular flow of business during sales periods that would normally be
flat

corporate guests frequent guests who are employed by a company and
receive a special room rate

corporate rates room rates offered to corporate clients staying in the hotel

CPS (characters per second) measure of the speed with which individual
characters are printed

credit a decrease in an asset or an increase in a liability, or an amount of
money the hotel owes the guest

credit balance amounts of money a hotel owes guests in future services

credit-card imprinter makes an imprint of the credit card the guest will use
as the method of payment

credit-card validator a computer terminal linked to a credit-card data bank
that holds information concerning the customer’s current balance and
security status

crisis management maintaining control of an emergency situation

cross-training training employees for performing multiple tasks and jobs
cumulative total teature an electronic teature ot a M that adds all posted
room rate amounts previously entered into one grand total

current guests guests who are registered in the hotel

cursor a flashing point on a monitor that indicates where data can be
entered on a

computer screen

cycle of service the progression of a guest’s request for products and
services through a hotel’s departments

D

daily announcement board an inside listing of the daily activities of the hotel
(time, group, and room assignment)

daily blocking assigning guests to their particular rooms on a daily basis

daily flash report a PMS listing of departmental totals by day, period to
date, and year to date, which helps the manager to determine the
financial success of the previous day and the current status in achieving
other financial goals

daily function sheet a listing of the planned events in the hotel
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daily sales report a financial activity report produced by a department in a
hotel that reflects daily sales activities with accompanying cash register
tapes or point-of-sale audit tapes

database interfaces the sharing of information among computers

data sorts report optionsin a PMS that indicate groupings of information
debit an increase in an asset or a decrease in a liability

debit balance an amount of money the guest owes the hotel

debit cards embossed plastic cards with a magnetic strip on the reverse side
that authorize direct transfer of funds from a customer’s bank account
to the commercial organization’s bank account for purchase of goods
and services

demographic data size, density, distribution, vital statistics of a
population, broken down into, for example, age, sex, marital status,
and occupation categories

departmental accounts income- and expense-generating areas of the hotel,
such as restaurants, gift shop, and banquets

desk clerk the person who verifies guest reservations, registers guests,
assigns rooms, distributes keys, communicates with the housekeeping
staff, answers telephones, gives information about and directions to
local attractions, accepts cash and gives change, and acts as liaison
between the lodging establishment and the guest as well as the
community

direct-mail letters letters sent directly to individuals in a targeted market
group in a marketing effort

director of marketing and sales the person who analyzes available markets,
suggests products and services to meet the needs of those markets, and
sells these products and services at a profit

director of security the person who works with department directors to
develop procedures that help ensure employee honesty and guest safety

discount rate a percentage of the total sale that is charged by the credit card
agency to the commercial enterprise for the convenience of accepting
credit cards

discretionary income the money remaining from wages after paying for
necessities such as food, clothing, and shelter

distance learning learning that takes place via satellite broadcasts,
PictureTel, or on-line computer interaction

documentation printed or on-screen (monitor) instructions for operating
hardware or software that accompany a specific PMS
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dot-matrix a printer that produces small dots printed with an inked ribbon
on paper
draft-style a good type of dot-matrix print

E

ecotourists tourists who plan vacations to understand the culture and
environment of a particular area

electronic key a plastic key with electronic codes embedded on a magnetic
strip

electronic key system a system composed of battery-powered or, less
frequently, hardwired locks; a host computer and terminals; a
keypuncher; and special entry cards that are used as keys

elevator operator a person who manually operates the mechanical controls
of the elevator

E-mail a communication system that uses an electronic network to send
messages via computers

employee handbook publication that provides general guidelines
concerning employee conduct

empowerment management’s act of delegating certain authority and
responsibility to frontline employees

ergonomics the study of how people relate psychologically and
physiologically to machines

escort service having a uniformed security guard escort a hotel employee
to a financial institution

euro the accepted currency for some European states: Belgium,
Germany, Spain, France, Ireland, Italy, Luxembourg, the
Netherlands, Austria, Portugal, Finland, and Greece

European plan a rate that quotes room charges only

executive housekeeper a person who is responsible for the upkeep of the
guest rooms and public areas of the lodging property as well as control
of guest room inventory items

express checkout means by which the guest uses computer technology ina
guest room or a computer in the hotel lobby to check out

extended stay a level of service that attracts long-term guests by providing
light food service and amenities that include fully equipped

kitchenette, spacious bedrooms, and living areas for relaxation and
work

174



F

FAM (familiarization) tours complimentary visits sponsored by the lodging
property that host representatives of travel organizations, bus associations,
social and nonprofit organizations, and local corporate traffic managers

family rates room rates offered to encourage visits by families with
children

fax machine equipment for facsimile reproduction via telephone lines

fire safety display terminal a device that ensures a constant surveillance of
sprinkler systems and smoke detectors

float the delay in payment from an account after using a credit card or
personal check

floor inspector a person who supervises the housekeeping function on a
floor of a hotel

floor limit a dollar amount set by the credit-card agency that allows for a
maximum amount of guest charges

flow analysis processes the preparation of a schematic drawing of the
operations included in a particular function

flowchart an analysis of the delivery of a particular product or service

folio a guest’s record of charges and payments

folio well a device that holds the individual guest folios and city ledger
folios

food and beverage director a person who is responsible for the efficient
operation of the kitchen, dining rooms, banquet service, room service,
and lounge

foot patrol walking the halls, corridors, and outside property of a hotel to
detect breaches of guest and employee safety

forecasting projecting room sales for a specific period

franchisee a hotel owner who has access to a national reservation system
and receives the benefits of the corporation’s management expertise,
financial backing, national advertising, and group purchasing

frontline employees employees who deliver service to guests as front desk
clerks, cashiers, switchboard operators, bellhops, concierge, and
housekeeping employees

front office the communication, accounting, and service center of the
hotel

front office manager the person responsible for leading the front office staff
in delivering hospitality
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full house 100 percent hotel occupancy; a hotel that has all its guest rooms
occupied

full service a level of service provided by a hotel with a wide range of
conveniences for the guest

function sheet listing of the daily events in a hotel, such as meetings, etc.

G

general ledger a collection of accounts that the controller uses to organize
the financial activities of the hotel

general manager the person in charge of directing and leading the hotel
staff in meeting its financial, environmental, and community
responsibilities

gigabyte 1,024 megabytes of formatted capacity

group planner the person responsible for securing guest room
accommodations, food and beverage programs, transportation
reservations, meeting facilities, registration procedures, tours, and
information on sightseeing, while maintaining a budget for group
travelers

group rates room rates offered to large groups of people visiting the hotel
for a common reason

group travelers persons who are traveling on business or for pleasure in an
organized fashion

guaranteed reservations prospective guests who have made a contract with
the hotel for a guest room

guest folio a form imprinted with the hotel’s logo and a control number and
allowing space for room number, guest identification, date in and date
out, and room rate in the upper left-hand corner; it allows for guest
chargestobe imprinted witha PMS and is filed in room-numbersequence

guest histories details concerning the guests’ visits, such as zip code,
frequency of visits, corporate affiliation, or special needs

guest test evaluation procedure in which an outside person is hired by the
hotel to experience hotel services and report the findings to
management

H

half-day rate a room rate based on length of guest stay in a room
hard key a metal device used to trip tumblers in a mechanical lock
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hard-key system a security device consisting of the traditional hard key
that fits into a keyhole in a lock; preset tumblers inside the lock are
turned by the designated key

hardware computer equipment used to process software, such as central
processing units, keyboards, monitors, and printers

hospitality the generous and cordial provision of services to a guest

Hospitality Television (HTV) a commercial hospitality educational
organization based in Louisville, Kentucky, that provides satellite
broadcasts to hotels, restaurants, and food service facilities

hotel broker a person who sells hotel room prize packages to corporations,
sweepstakes promoters, game shows, and other sponsors

hotel representative a member of the marketing and sales department of
the hotel who actively seeks out group activities planners

house count the number of persons registered in a hotel on a specific night

housekeeper’s room report a daily report that lists the occupancy status of
each room according to the housekeeping department

housekeeping room status terminology that indicates availability of a guest
room such as available, clean, or ready (room is ready to be occupied),
occupied (guest or guests are already occupying a room), dirty or

stayover (guest will not be checking out of a room on the current day),
on change (guest has checked out of the room, but the housekeepmg

staff has not released the room for occupancy), and out-of-order (the
room is not available for occupancy because of a mechanical
malfunction)

house limit a dollar amount set by the hotel that allows for a maximum
amount of guest charges

Hubbart formula a method used to compute room rates that considers
such factors as operating expenses, desired return on investment, and
income from various departments in the hotel

human resources manager the person responsible for administering
federal, state, and local employment laws as well as advertising,
screening, interviewing, selecting, orienting, training, and evaluating
employees

I

incentive program an organized effort by management to understand
employees’ motivational concerns and develop opportunities for
employees to achieve both their goals and the goals of the hotel
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independent hotel a hotel that is not associated with a franchise

in-house laundry a hotel-operated department that launders linens,
uniforms, bedspreads, etc.

ink-jet a printerthat produces small dots printed with liquid ink on paper

inquiries/reports a feature of the PMS that enables management to
maintain a current view of operations and finances

in-room guest checkout a feature of the property management system that
allows the guest to use a guest room television to check out of a hotel

in-service education courses that update a professional’s educational
background for use in current practice

interdepartmental communication communication between departments

interfacing the ability of computers to communicate electronically and
share data

interhotel property referrals a system in which one member-property
recommends another member-property to a guest

Internet a network of computer systems that share information over
high-speed electronic connections

intersell cards credit cards issued by a hotel corporation, similar to private

label cards S
intradepartmental communication communication inside a department

I/O ports (input/output devices) keyboards, monitors, modems, mouse,
joystick, light pen, printers, and track balls

J

job analysis a detailed listing of the tasks performed in a job, which
provides the basis for a sound job description

job description a listing of required duties to be performed by an employee
in a particular job

K

keyboard a standard or Dvorak-type typewriter-style keypad that allows
the operator to enter or retrieve data

key clerk a person who issues keys to registered guests and other hotel
personnel and sorts incoming mail for registered guests and
management staff

key drawer a drawer located underneath the counter of the front desk that
holds room keys in slots in numerical order
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key fob a decorative and descriptive plastic or metal tag attached to a hard
key

keypad a numeric collection of typewriter keys and function keys that
allows the operator to enter numbers or perform math functions in a
computer

L

laser a printer that produces photo images on paper

late charges guest charges that might not be included on the guest folio
because of a delay in posting by other departments

letter-quality a better type of dot-matrix print
liabilities financial or other contractual obligations or debts

limited service a level of service provided by a hotel with guest room
accommodations

litigious society an environment in which consumers sue providers of
products and services for not delivering those products and services
according to expected operating standards

M

main menu on-screen list of all the available individual programs
(modules) that are included in the software system

maintenance manager a staff member in a limited-service property who
maintains the heating and air-conditioning plant, produces guest room
keys, assists housekeeping attendants as required, and assists with guest
safety and security

management contract property a hotel that is operated by a consulting
company that provides operational and marketing expertise and a
professional staff

manager’s report a listing of occupancy statistics from the previous day,
such as occupancy percentage, yield percentage, average daily rate,
RevPAR, and number of guests

market segments identifiable groups of customers with similar needs for
products and services

marquee the curbside message board, which includes the logo of the hotel
and space for a message

mass marketing advertising products and services through mass
communications such as television, radio, and the Internet
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master credit card account an accounts receivable that tracks bank,
commercial, private label, and intersell credit cards such as Visa,
MasterCard, and JCB

megabyte 1,024 kilobytes of formatted capacity

megahertz (mHz) one million cycles persecond; indicates computer speed

message book a loose-leaf binder in which the front desk staff on various
shifts can record important messages

military and educational rates room rates established for military personnel
and educators

modem computer hardware that allows for transfer of data through
telephone lines, data expressed in baud—information transfer—rates

modified American plan a room rate that offers one meal with the price of a
room rental

moments of truth every time the hotel guest comes in contact with some
aspect of the hotel, he or she judges its hospitality

money wire an electronic message that authorizes money from one person
to be issued to another person

monitor a television screen with color or monochrome capacity to view
input and output data, control column width and line length of display,
adjust height of character display, and allow visual control

moonlighter a person who holds a full-time job at one organization and a
part-time job at another organization and limited food service and
meeting space

motivation investigating employee needs and desires and developing a
framework for meeting them

Murphy bed a bed that is hinged at the base of the headboard and swingsup
into the wall for storage, an example being the SICO brand wallbed

N

needs analysis assessment of the flow of information and services of a specific
property to determine if proposed new equipment can improve the flow

night audit the control process whereby the financial activity of guests’
accounts is maintained and balanced on a daily basis

night auditor a person who balances the daily financial transactions of
guests who have used hotel services, acts as a desk clerk for the night
shift, and communicates with the controller

no-show factor percentage of guests with confirmed or guaranteed
reservations who do not show up
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O

occupancy management formula calculation that considers confirmed
reservations, guaranteed reservations, no-show factors of these two
types of reservations, predicted stayovers, predicted understays, and
predicted walk-ins to determine the number of additional room
reservations needed to achieve 100 percent occupancy

occupancy percentage the number of rooms sold divided by the number of
rooms available

on-line operational and connected to the main computer system

on-the-job training a training process in which the employee observes and
practices a task while performing his or her job

operational effectiveness the ability of a manager to control costs and meet
profit goals

operational reports operational data on critical financial aspects of hotel
operations

optimal occupancy achieving 100 percent occupancy with room sales that
will yield the highest room rate

optimal room rate a room rate that approaches the rack rate

organization charts schematic drawings that list management positions in
an organization

orientation checklist a summary of all items that must be covered during
orientation

orientation process the introduction of new hires to the organization and
work environment, in order to provide background information about
the property

outsourcing provision of service to the hotel—for example, a central
reservation system— by an agency outside of the hotel

outstanding balance report a listing of guests’ folio balances

overbooking accepting reservations for more rooms than are available by
forecasting the number of no-show reservations, stayovers, understays,
and walk-ins, with the goal of attaining 100 percent occupancy

P

package rate room rates that include goods and services in addition to
rental of a room

paid in advance (PIA) guests who paid cash at check-in
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paid-outs amounts of monies paid out of the cashier’s drawer on behalf of
a guest or an employee of the hotel

paid-out slips prenumbered forms that authorize cash disbursement from
the front desk clerk’s bank for products on behalf of a guest or an
employee of the hotel

parking garage manager the person responsible for supervising garage
attendants and maintaining security of guests and cars in the parking
garage

payback period the period of time required for the hotel to recoup purchase
price, installation charges, financing fees, and so forth through cost
savings and increased guest satisfaction; assists in deciding whether to
install computers

Peddler’s Club a marketing program meant to encourage repeat business
by frequent business guests

percent occupancy the number of rooms sold divided by the number of
rooms available multiplied by 100

percent yield the number of rooms sold at average daily rate versus number
of rooms available at rack rate multiplied by 100

physical plant engineer the person who oversees a team of electricians;
plumbers; heating, ventilating, and air-conditioning contractors; and
general repair people to provide behindthe- scenes services to the
guests and employees of the lodging property

PictureTel the use of telephone lines to send and receive video and audio
Impressions

plant an outside person who is hired by a hotel to experience hotel services
and report the findings to management

pleasure travelers pecople who travel alone or with others on their own for
visits to points of interest, to relatives, or for other personal reasons

point-of-sale an outlet in the hotel that generates income, such as a
restaurant, gift shop, spa, or garage

point-of-sale front office a front office whose staff promotes other profit
centers of the hotel

point-of-sale terminals computerized cash registers that interface with a
property management system

policy and procedure manual publication that provides an outline of how
the specific duties of each job are to be performed

postal code See zip or postal code
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posting the process of debiting and crediting charges and payments to a
guest folio

potential gross income the amount of sales a hotel might obtain at a given
level of occupancy, average daily rate, and anticipated yield

ppm (pages per minute) printing speed capability

predicted house count an estimate of the number of guests expected to
register based on previous occupancy activities

printer computer hardware in dot-matrix, ink-jet, or laser models that
produces hard copies of output data in letter quality or draft style in
various print fonts, with printing speed being expressed in CPS
(characters per second), number of characters per line, and pages per
minute and paper insertion being tractor-fed, single-sheet, or
continuous-form

prior approved credit use of a credit card to establish creditworthiness

private label cards credit cards issued by a retail organization, such as a
department store or gasoline company

processor speed how fast a CPU (central processing unit) makes
calculations per second; expressed in MHz (the abbreviation for

“megahertz”)
profit-and-loss statement a listing of revenues and expenses tor a certain

time period

property management system (PMS) a generic term used to describe
applications of computer hardware and software used to manage a
hotel by networking reservation and registration databases,
point-of-sale systems, accounting systems, and other office
software

psychographic data emotional and motivational forces that affect a service
or product for potential markets

R

rack rate the highest room rate category offered by a hotel

real estate investment trust (REIT) a form offinancing an investment in real
estate through a mutual fund

recreation director the person who is in charge of developing and
organization recreational activities for guests

referral member a hotel owner or developer who has access to the national
reservation system
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referral property a hotel operating as an independent that wishes to be
associated with a certain chain; uses national reservation system

referral reservation service a service offered by a management company of
a chain of hotels to franchisee members

registration card a form on which the guest indicates name, home or
billing address, home or billing phone number, vehicle information,
date of departure, and method of payment

reservation code a sequential series of alphanumeric combinations that
provide the guest with a reference for a guaranteed reservation

reservation referral system a worldwide organization that processes
requests for room reservations at a particular member-hotel

reservations manager the person who takes and confirms incoming
requests for rooms, noting special requests for service; provides guest
with requested information; maintains an accurate room inventory;
and communicates with marketing and sales

reservation status terminology used to indicate the availability of a guest
room to be rented on a particular night, i.e., open (room is available for
renting), confirmed (room has been reserved until 4:00 p.m. or
6:00 p.m.) guaranteed (room hasbeen reserved until guest arrives), and
repair (room is not available for guest rental)

residential hotels hotels that provide long-term accommodations for
guests

revenue account part of owner’s equity

revenue per available room (RevPAR) the amount of dollars each hotel room
produces for the overall financial success of the hotel, determined by
dividing room revenues received for a specific day by the number of
rooms available in the hotel for that day

revenue potential the room revenue that could be received if all the rooms
were sold at the rack rate

revenue realized the actual amount of room revenue earned (number of
rooms sold _actual rate)

role-playing acting out a role before actually being required to do the job.

room attendants employees who clean and maintain guest rooms and
public areas

room blocking reserving rooms for guests who are holding reservations

room key control system an administrative procedure that authorizes
certain personnel and registered guests to have access to keys

room revenues the amount of room sales received
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room sales figure the total of posted daily guest room charges

room sales projections a weekly report prepared and distributed by the
front office manager that indicates the number of departures, arrivals,
walk-ins, stayovers, and no-shows

rooms forecast the projection of room sales for a specific period

room status information on availability of entry to a guest room—reservation
(open, confirmed, guaranteed, or repair) or housekeeping (ready, on
change, or out-of-order)

rule-of-thumb method for determining room rates guideline stipulating that
the room rate should be $1 for every $1,000 of construction costs (this

figure is from the 1960s; the current figure is $2 for every $1,000 of
construction costs)

S

safety committee a group of frontline employees and supervisors who
discuss safety issues concerning guests and employees

sales associate a person who books the guest’s requirements for banquets
and other special events

sales indicators number of guests and revenue generated

self-check-in process a procedure that requires the guest to insert a credit
card having a magnetic stripe containing personal and financial data
into a self-check-in terminal and answer a few simple questions
concerning the guest stay

service management program a management program that highlights a
company’s focus on meeting customers’ needs and allows a hotel to
achieve its financial goals

service strategy statement a formal recognition by management that the
hotel will strive to deliver the products and services desired by the guest
in a professional manner

shift leader the person responsible for directing the efforts of a particular
work shift

single-sheet a type of printer that uses single-sheet paper

skill demonstration demonstration of specific tasks required to complete a
job

sleeper a room that is thought to be occupied but is in fact vacant

smart card an electronic device with acomputer chip that allows a guest or
an employee access to a designated area, tracking, and debit-card
capabilities for the hotel guest
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software computer-designed applications that process data such as
guest information and aid in financial transactions and report
generation

statement of cash flows a projection of income from various
income-generating areas of the hotel

stayovers currently registered guests who wish to extend their stay beyond
the time for which they made reservations

surcharge rates telephone rates for adding service charges for out-of-state
long-distance telephone service

T

tax cumulative total feature an electronic feature of a PMS that adds all
posted room tax amounts previously entered into one grand total

telephone initiation and reception agreements contracts between senders
and receivers of PictureTel concerning specifications of the telephone
call and who pays for the call

telephone operator the person who handles incoming and outgoing
calls, locates registered guests and management staff, deals with
emergency communication, and assists the desk clerk and cashier
when necessary

tickler files files used to prompt notice that certain events will be
occurring

top down a sales method that involves presenting the most expensive rate
first

total quality management (TQM) a management technique that
encourages managers to look at processes used to produce productsand
services with a critical eye

total restaurant sales figure total of all sales incurred at restaurants or food
outlets in the hotel

touch screen a type of computer monitor screen that allows the operatorto
input data by touch

tractor-fed a type of printer that uses a continuous roll of paper

traffic managers persons who direct hotel guests to available elevators in
the lobby

training tickler file a database that keeps track of training sessions and alerts
trainers to important upcoming dates

transfer slip a form used to transfer an amount of money from one account
to another while creating a paper trail
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travel directories organized listings of hotel reservation access
methods and hotel geographic and specific accommodations
information

traveler’s checks prepaid checks that have been issued by a bank or other
financial organization

trial balance a first run on a set of debits to determine their accuracy
against a corresponding set of credits

true integration the sharing of a reservation database by a hotel’s central
reservation system and property management system

U

understays guests who arrive on time but decide to leave before their
predicted date of departure

upsell to encourage a customer to consider buying a higher-priced
product or service than originally anticipated

Vv

visual alarm systems flashing lights that indicate a fire or other emergency
in a hotel room

W

walking a guest with a reservation offering accommodations at another
hotel to a guest who has a reservation when your hotel is
overbooked

walk-in guests guests who request a room rental without having made a
reservation

working supervisor a person who participates in the actual work performed
while supervising

Y

yield the percentage of income that could be secured if 100 percent of
available rooms are sold at their full rack rate

yield management a process of planning to achieve maximum room rates
and most profitable guests (guests who will spend money at the hotel’s
food and beverage outlets, gift shops, etc.), which encourages front
office managers, general managers, and marketing and sales directors
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to target sales periods and develop sales programs that will maximize
profit for the hotel

yield percentage the effectiveness of a hotel at selling its rooms at the
highest rate available to the most profitable guest

Z

zip drive a computer accessory that holds data; a 100-megabyte zip drive
holds an equivalent of 70 floppy disks

zip or postal code an individual local postal designation assigned by a
country
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