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IHosicuuTeLHASA 3aNIMCKA.

Hacrosimee mnocoOue mnpeaHa3sHAYeHO [Jis CTYAEHTOB KOJUIEIXKA,
oOyyaromuxcs 1o crnenuanbHocT 43.02.14 T'ocTuHHYHOE Je10

[lenpr0 HAHHOW METOAMYECKOM PpEKOMEHAALUM SIBISAECTCA pPa3BUTHE Y
CTYyJICHTOB HABBIKOB UTCHUS W T[IOHUMAHUS aHTJIOSI3BIYHOTO TEKCTa 110
npodecCUOHAbHOM TEMaTUKEe, TOJATOTOBKA CTYJAEHTOB K pedeparuBHOMY
MEepeBOJly MHOSI3BIYHOTO TekcTa. Kpome TOro,  mocoOue HampaBieHO Ha
3aKperyieHue TeMaTUYECKON JIEKCUKH, a TaKKe pa3BUTHE HABBIKOB TOBOPEHUsS Ha
0a3e nMpoOIeMaTUKH, MPEICTABICHHOW B TEKCTaX MOCOOUS.

Ucxonst w3 Toro, 4ro B Xoje y4eOHOU AESATEIBHOCTH CTYACHTHI JIOKHBI
CaMOCTOSITEILHO "MOOBIBATh" 3HAHUS, @ HE MOJTyYaTh UX B TOTOBOM BHUJIE, B pAMKax
nocoOusl MPEJIoNaraeTcsi camoCTOATelIbHAsE padoTa CTYACHTOB CO CJIOBapsIMH,
SHIUKJIONCIUYECKUMU U CIPABOYHBIMU mMocoOusaMHu. Dukcamus mNoajIekKanmx
YCBOEHHUIO 3HAUYCHUM OCYIIECTBIISCTCS B CICIIUATBHBIX YIPAXKHEHUSIX.

[Tocobue mpegHazHavyeHoO sl pabOTHI B TPYIIAX CTYJAEHTOB KOJUICIKEH C
IEJIbIO MOBBIIEHUS UX IMHIBUCTUYECKON KOMIIETEHIIUH.

B pe3yabTaTte ocBoeHus MPo¢ecCHOHATBHOT0 MOAYJISI CTYIEHT 10JI2KEH:

HMeTh MPAKTUYECKUI ONBIT B:

- pa3paboTKe OMEpaIMOHHBIX MPOIEAYp W CTaHAAPTOB CIYXOBI TpueMa u
pa3MeIeHus;

- IJIJAHUPOBAHWH, OPTaHU3aLNH, CTUMYJIUPOBAHUU U KOHTPOJIE EATEIIbHOCTH
UCITOJIHUTENIEH IO MPUEMY U Pa3MELIEHUIO TOCTEN.

3HATH:

- 3aKOHbl M WMHbIE HOPMAaTHUBHO-NpaBoBble akThl PD B cdepe Typuszma u
IPEAOCTABICHUS TOCTHHUYHBIX YCIIYT;

- CTaHAApThl U ONEPAIMOHHBIE TMPOUEAYPHI, OMpenesomue padboTy
CITYXKOBI;

- METO/IbI TUTAHUPOBAHUS TPY1a PAOOTHUKOB CITyKOBbI IpHEMa M pa3MEIlCHHUS.

yMeTh:

- IUTAaHUPOBATh TOTPEOHOCTH B MaTepUANbHBIX pecypcax M TepcoHaie
CITYXKOBI;

- TPOBOAWTH TPEHUHTH W TIPOU3BOJCTBEHHBIH HHCTPYKTaX PAOOTHHUKOB
CITyKOBI;

- BBICTpauMBaThb  CUCTEMY  CTHUMYJHUPOBAHUS U JUCHUIUIMHAPHOU
OTBETCTBEHHOCTH PAOOTHUKOB CIIYKOBbI TpUEMa U pa3MEIICHUS;

- OpraHu30BBIBaTH PabOTy MO TMOMJEPKKE W BEICHUIO MH(POPMAIMOHHOM
0a3bl TaHHBIX CITY>KOBI PUEMa U Pa3MEIEHUS;

- KOHTPOJHUPOBATH pabOTy COTPYAHUKOB CITY>KOBI IprieMa M pa3MeIIeHus o
OpraHu3aliy BCTpeY, MPUBETCTBUN M OOCITYKUBaHHS TOCTEH, MO UX PETUCTPAIUU
U pa3MEIlEeHUI0, IO OXpaHe Tpyda Ha paboyeM MecTe, Mo nepeaadye pabOTHUKAMHU
7€ IpU OKOHYaHUHU CMEHBI.



IIpakTuuyeckas padora Ne 1.

Tema 1. Mos Oyaymasi CieliHaJbHOCTD - MEHEIKep.

eab padoThI:

1. TloHumaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEU Oymyiei
npodeccun, NposBIAATh K HE yCTOMYUBBIN UHTEpEC.

2. ®opMUpPOBAHNE KOMMYHUKATUBHBIX KOMIIETEHIINM, OBJIAICHUE JICKCUKON U
A3bIKOBBIMHU KIJIMIIIE TIO TEME.

Xoa padoThbI:

1. BBenenue HOBOM JIEKCUKH.

2. [ToBTOpeHHEe TpaMMAaTHYECKOTO Marepuana, HEOOXOJUMOTO IS
U3YYCHHS TCMBI.

3. Pabota ¢ TekcToMm npodeccuoHanbHON HANPaBIEHHOCTH.

THE HOTEL MANAGER

The hotel manager is the head of a hotel. He may have the name of the
general manager or the managing director.

The hotel manager may hold a management position in an individual hotel. Or
he may work in a hotel chain.

In a small hotel the manager may be the owner of the hotel. But in a large
hotel he is just a professional hotelier.

For the hotel guests the hotel manager is the host who must offer hospitality
to his guests.

For the hotel staff the hotel manager is the person who must establish the
policy of the hotel and its operations. The hotel manager has to plan and control
the hotel business. He has to check up how different hotel departments carry out
their functions. Often he has to deal with the hotel guests in person. He has to
handle their problems and complaints.

There may be different management positions in a hotel: the assistant
manager, the resident manager, the night manager.

The assistant manager helps the manager and manages the hotel when the
manager is not present.

The resident manager is the manager who permanently lives in the hotel.

The night manager is on duty during the night.

COMPREHENSION QUESTIONS

1. Where may the hotel manager work?

2 What is the hotel manager for the hotel guests?

3. What is the hotel manager for the hotel staff?

4, What does the hotel manager have to do?

5 What may other hotel management positions involve?

Peuesbie hopmbl ipodheccrnoHaILHOTO OOIIECHUSI.

FORMS OF ADDRESS.

Ecnmm oOpamarorcst Kk 4enoBeKy, HE Ha3blBash €ro MMEHH WiIW (HaMuIIdd, TO
BO3MOXHBI clieiyromue (opMbl 0OpaIeHus:



Dear Sir! YBaxaewmsiii cap!

Dear friend! Toporoii apyr!

Young man! Mosonoi yenoBexk!

Gentlemen! I'ocniona!

O6pamenue Mister I'misto] (MucTep, FOCIOAMH) COKpaIIeHHO nuieTcss Mr u
yInoTpedsieTcs TOJBKO BMECTe ¢ (pamMuiived WM JTOJKHOCTBIO JIMLA MY’KCKOTO
noJia.

Mr Chairman! 'ocrionun Ilpencenaress!

Dear Mr President! VBaxkaemslit rocioaun [Ipe3uaeHT!

Mr White! T'ociogun Yait!

Mr Ivanov! ['octiogua MIBanoB!

BexnuBoil hopmoil oOparieHus Ciay>KuT Takke ciIoBo Sir [sa:] cap, B ciayyae,
KOT'/Ia UMs TOTO, K KOMY 0OpaIiarTcs, HEU3BECTHO.

Thank you, sir! I am at your service. Criacu00, 51 K BallluM yClIyram.

Ilepen umeneM win QamMuianed JEBYIIKH WM HE3aMYXHEW >KCHIIUHBI
ynotpebisercsa cnoBo Miss (Mucc).

Miss Mary. Mucc Mbpu.

Miss Blake. Mucc bretik.

BexnuBoit gpopmoii obpaiieHusi K JACBYIIKE WU MOJIOJOM >KCHIIMHE MOTYT
ObITH crioBa: Young lady. FOnas (Mononas) nenu (eByIika).

Meet this young lady. [To3HakomMbTech ¢ 3TON JEBYIITKOM.

Ilepen ¢amunuelr 3aMmyKHEW IKEHIIMHBI YIOTpeOysieTcss cioBo Missis
(coxpamieHHo Mrs — unTtaetcs kak f'misiz]) Muccuc, rocrmoxa.

Mrs Jones! I'ocnioka J>xoyHc!

B nocnennee Bpems hopma Ms (uutaeTcst kak [miz]) cTajia ynoTpeOuTeTbHON
npu oOpaleHus: Kak K 3aMyXHeH >KeHIHMHE, TaK W K JEBYIIKE WJIM MOJOJOU
KEHIIUHE.

BexnuBoit ¢opmoii oOpalieHuss K >KCHIIMHE, HE Ha3piBas ee¢ (aMIIHIO,
cykut cinoBo Madame ['maedamj (cokpaiieHHO ma'am — 9uTaeTcs Kak [mamy]).
Thank you, Madame (ma am).

[Tpu o6patieHnu K rpymnmne My XYUH 1 KEHIIUH yIOTPeOISIIOTCS CIoBa:

Dear friends! Jloporue apy3bsi!

Ladies and gentlemen! Tamsr u rocnional

Do some exercises:

Exercise 1. OTtBeTbTe ma BOIIPOCHI:

What words do we use:

1. before the name (surname) of a man when we address him?

2. when we address a man and we don’t know his

3. before the name of a married woman when we address her?

4. before the name of an unmarried woman or a young girl?

5. when we address a girl or a young woman?

6. when we address a group of guests (men and women)?

Exercise 2. OtBeTbTe Ha BOIIPOCHI:

1. How can we greet our colleagues and what do they say in answer to our
greeting?



2. How do we greet our friends and what do they say in answer to our
greeting?

3. What are the forms of greetings in the morning, in the afternoon, in the
evening?

4. What words do we say when parting?

5. What do we say when parting in the morning, in the afternoon, in the
evening?

Exercise 3. Translate from Russian into English:

1. Kak nmoxwuBaere, r-H bpayH? Mbl cuactinuBbl NpuHUMaTh Bac B Hamiem

pecTopase.

2. Cnacub6o 3a npuriamieHue! 3. Joporue roctu! Jlo6po nmoxanoBathb
B Halll ropox!

4. JIoOpsiii Beuep, JaMbl U rocrozal 5. Hoporue roctu! Mbl pajbl
BUJIETh BAC B HAIlIEM pecTopaHe!

6. 4 x Bammm yciyram, cap. 7. Hoporme  npy3esa! Mpl

CUHacCTJIMBBI BUJCTH BacC cHoBa!
8. HpPIHTHO C BaAMH ITIO3HAKOMMUMTBCA.

9. lo6poe yTpo, noporue apy3bs! 10. Haneroch BCTPETUTHCS C
BaMH OIISITh.

11. Kak 310 1106€3HO0 ¢ Baiiei CTOpoHbI! 12. Tlpuxoaute cHoBa!

13. Tlpomry mpoienus 3a 6ecrniokoiictBo. Bee B mopsiake. Huuero crpamisoro.

14. o cBunanus. Xenaro Bam ynaun! 15. «Anno, ato ITutep bpayH.
Mory s moroBoputh ¢ Pobeprom?» — «lIpoctute, ero Her moma. Uto emy
nepenaTh?»

IIpakTuyeckasi padora Ne 2,

Tema 2. YcTpoiicTBO Ha pabOTy B TOCTUHHILY.

eab padoThbI:

1. TloHmMmaTh CYIIHOCTP W COLUMAJIBHYK) 3HAYMUMOCTH CBOSH Oymyiiei
npodeccuu, MPOSBIATh K HEH YCTOMYHMBBIN HHTEPEC.

2. ®opMHUPOBAHME KOMMYHUKATUBHBIX KOMIETEHIINHI, OBJIaICHUE JICKCUKON U
SA3bIKOBBIMHU KJIMIIIE TIO TEME.

Xoxa padoThI:

1. BBegeHnue HOBOM JIEKCUKH.

2. [ToBTOpEeHHE TpaMMaTHYECKOTO MaTepuaia, HEOOXOJUMOTO JUIsl U3YUYCHUS
TEMBI.

3. Pabota ¢ TekcToM npodeccuoHaIbHON HAIIPABICHHOCTH.

I. Words:

position - paboTa, JOIKHOCTD;

application form- 6mank 3asiBiieHus 0 MpuEMe Ha padoTy;

apply for - momxaBath 3asBiICHNUE;

short list of candidates (applicants) - kpaTkwuii ClIMCOK KaHAWMIATOB,;

letter of application = covering letter-Interview - cobecenoBanue, 3asiBICHNE
0 IIPUEME;

curriculum vitae = U.S.



to hire - HauuMmare;

recruitment agency = search form - areHTCTBO 1O TPYIOYCTPOICTBY;

resume - aBrobuorpadusi;

series - psn;

eXpPerience - OImbIT;

to recruit [r1'kru:t]- BepOoBarts;

Read and translate the text:

Recruitment (mpuém Ha padory).

When a company needs to recruit new people, it can give an
announcement in the <KNEED HELP» section of a newspaper.

People who are looking for a job send a letter of application or covering
letter(US-cover letter) and a curriculum vitae or CV (in US- resume) containing
details of their education and experience. A company may ask candidates to fill
up a standart application form. The company’s Human Resources department
selects the most suitable application and prepares a short list of candidates or
applicants, who are invited to attend an Interview.

Companies can hire people using services of a recruitment agency (in US-
search firm), which provides a list of suitable candidates.

A growing number of companies are no longer satisfied with traditional
job interviews. Sometimes they give the candidates a series of written tests.
These tests are not about mathematics or grammar. By these tests employers
want to evaluate candidates on the following qualities:

- Does the candidate have creative and entrepreneurial abilities?

Can the candidate be a leader?-Is the candidate flexible and capable of
leaming?-Does the candidate have enough skills and knowledge?

These tests are all part of a broader trend. Companies are getting much
more careful about hiring. Employers always looked for experienced workers-
has the candidate done this before? Most companies have not changed this
practice until now.

I1. Answer the questions:

1. What can a company give in the «NEED HELP» section of a newspaper
to recruit new people?

2. What do people send when they are looking for a job?

3. The company’s Human Resources department selects the most suitable
application and prepares a short list of candidates or applicants, doesn'it?

4. What may a company ask candidates to do?

5. By these tests employers want to evaluate candidates on the qualities,
don't they? What are the the following qualities?

I11. Read and learn the dialogue by heart:

Recruitment.

Employer: Good morning! How are you?

Candidate: Fine, thank you very much.

Employer: We made this appointment to speak about your personality
traits and your professional skills. Please, tell us about yourself.

Candidate: I'm a very friendly person. Love to people helps me at solving



different problems. I am responsible and diligent. I'm really good at working
with personal computers and I'm very interested in programming (software
engineering).

When | was a university undergraduate | was twice awarded the second
prize in the database programming competition.

Employer: Can you explain us, why should our company hire you?

Candidate: I can work very well with other people, because I'm a real team
player.

My qualification and professional skills help me to get any job done.

Employer: You mean you have never had a confrontation with your
colleagues at your last place of work? Candidate: No | haven't. | always
resolved difficult problems without confrontation. I'm a very hard worker.

Employer: Tell us about you main negative and positive traits.

Candidate: | am outgoing optimist. | like people and I enjoy being around
them. What about my negative traits... Well, I like to discuss the newest gadgets
with my friend Paul very much, because they are a very important part of my
life. Often we are fully unmindful of time and depress our relatives.

Employer: Maybe this side of your character exercises significant
influence on your private life but it cannot be bad for your professional
abilities.

Read, translate and learn:

Job Interview.

— Good morning, Miss Jones. So you applied for a job in our team. Am I
right?

— Yes, I did. I sent my resume for a position of a restaurant manager.

— That's good. I'd like to know a bit more about you. Probably you could tell
us about your education first.

— Well, I left school at 17 and then for the next five years I studied at Kazan
Federal University. | graduated the Department of economics with high honors and
was qualified as a manager of enterprise. And after that | did a one-year computer
course.

— Well. Your education sounds great, Miss Jones. And have you got any
experience? Have you worked before?

— Certainly. First I worked as a manager at children’s clothes shop. I stayed
there for four years and then I moved on to my present company. They offered me
a job of a manager in a big cafe.

— That's very interesting. Why aren’t you happy with your present job, MisS
Jones? Why are you going to leave them?

— Well. The salary isn’t so bad, I must admit. But the work schedule isn’t
convenient for me. And | often do a lot of overtime there. Besides you have an
excellent reputation and | hope to have more opportunity and growth potential in
your company.

— I see. Do you mind business trips? And are you fluent in Italian or
German?



— Oh, foreign languages are my favorites. We did Italian and German at the
University and | use them when | travel.

— Very good. Can you tell me about your good points then?

— Well... I start my work on time. | learn rather quickly. | am friendly and |
am able to work under pressure in a busy company.

— OK. That’s enough I think. Well, Miss Jones. Thank you very much. I am
pleased to talk to you and we shall inform you about the result of our interview in a
few days. Good-bye.

V. Act the dialogue out.

V. Read and translate the text:

Employment contract.

A contract of employment is a category of contract used in labour law to
attribute right and responsibilities between parties to a bargain. On the one end
stands an "employee" who is "employed" by an "employer". It has arisen out of
the old master-servant law, used before the 20th century. Put generally, the
contract of employment denotes a relationship of economic dependence and
social subordination. In the words of the controversial labour lawyer Sir Otto
Kahn- Freund,

"the relation between an employer and an isolated employee or worker is
typically a relation between a bearer of power and one who is not a bearer of
power. In its inception it is an act of submission, in its operation it is a condition
of subordination, however much the submission and the subordination may be
concealed by the indispensable figment of the legal mind known as the ‘contract
of employment'. The main object of labour law has been, and... will always be a
countervailing force to counteract the inequality of bargaining power which is
inherent and must be inherent in the employment relationship Terminology

A contract of employment usually defined to mean the same as a "contract
of service". A contract of service has historically been distinguished from a
contract for the supply of services, the expression altered to imply the dividing
line between a person who is "employed" and someone who is "self-employed".
The purpose of the dividing line is to attribute rights to some kinds of people
who work for others. This could be the right to a minimum wage, holiday pay,
sick leave, fair dismissal a written statement of the contract, the right to
organize in a union, and so on. The assumption is that genuinely self-employed
people should be able to look after their own affairs, and therefore work they do
for others should not carry with it an obligation to look after these rights.

In Roman law the equivalent dichotomy was that between location
conductio operarum (employment contract) and locatio conductio operis
(contract for services). The terminology is complicated by the use of many
other sorts of contracts involving one person doing work for another. Instead of
being considered an “"employee", the individual could be considered a "worker"

(which could mean less employment legislation protection) or as having an
"employment relationship” (which could mean protection somewhere in between)
or a "professional” or a "dependent entrepreneur”, and so on. Different countries
will take more or less sophisticated, or complicated approaches to the question.



IIpakTnueckas padora Ne 3.

Tema 3. PeueBble cTaHmapThl NpH NpPUEME, PETUCTPALMH U pPa3MEUICHUH
rocreil. Lleab padoTsi:

1. TloHumaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEU Oymyiei
npodeccun, NposBIAATh K HE yCTOMYUBBIN UHTEpEC.

2. ®opMUpPOBAHNE KOMMYHUKATUBHBIX KOMIIETEHIINM, OBJIAICHUE JICKCUKON U
A3bIKOBBIMHU KIJIMIIIE TIO TEME.

Xoa padoThbI:

1. Bregenre HOBOM JIEKCUKH.

2. [loBTOpEeHHE rpaMMaTHYECKOTrO Marepuaia, HEOOXOJUMOTo JUIsl U3y4YEeHHUS
TEMBI.

3. Pabora ¢ TekcTom mpodeccruoHanbHON HAMPaBICHHOCTH.

I. Read and translate the text:

HpaBI/IJ'Ia OTHUKCTA IIPpHU ACIOBBIX BCTPCUAX.

The rules of etiquette in business meetings.

Etiquette is well known and generally accepted norms of behavior, rules of
civility. Etiquette is a very important part of human culture. The main feature of
the businessman - is punctuality. Characteristic of a businessman is hard work. At
the business meeting are not accepted late. Guests are welcome to prepare in
advance. Before the meeting it is necessary to work out a plan for negotiations, to
discuss it with colleagues, the success of business negotiations is the key to
company success. Before the meeting you should gather information about the
company, which is scheduled to meet, to think of all the questions you wanted to
ask. Acquaintance in business circles is widely used business card.

Answer the questions:

1. What is the etiquette?

2. The main feature of the businessman - is punctuality, isn't it?

3. What is it necessary to do before the meeting?

4. Acquaintance in business circles is widely used business card, isn't it?

I1. Knuiie u BeipaxeHHsl pa3rOBOPHON PEUH.

Opening Phrases HauaJo pasrosopa
I’ve come to ... to discuss the point of ... - 5l mpuexan B ..., 4TOOBI OOCYIUTH
BOTIPOC O ...

What can | do for you? - Yem Mory OBITH 1osie3¢H?
What shall we start with (today)? - C gero mbr HauaeM (ceromHs)?

I think we can (shall) start with ... - S nymaro, Mbl HAUHEM C ...

The point (The matter / The fact) is that ... - Jlemo B Tom, 9TO ...

Let’s get down to business
Let’s get on to the point of ... - Hapaiite mnpuctynum Kk geny (K
BOIIPOCY O ...)

Let’s speak to the point - JlaBaiiTe rOBOPUTH IO CYIIECTBY

I’d like to clear up the point of ... - Mue xotenoch OBl BBIICHHTH

BOTIPOC O ...



We are having trouble (difficulty) with ... and we’d like ... - ¥V Hac
3aTPYIHEHHUS C ... U Mbl XOTEJH OBI ...

First comes ...- [Ipexe Bcero, Hy>KHO OOCYJIUTb ...

Let’s resume the discussion(s) - JlaBaiiTe BO30OHOBUM 00CYKIeHHE

Intermediate Phrases IIpomeskyTOUHBIE
(ppasbl

I’d (We’d) like to clear up one more point - XoTenoch Obl BBISICHUTH €IIe
OJIMH BOITIPOC

Now comes the next (third) point - A Ttenepb BTOpOH  (TpeTHii)
BOTIPOC

What about ...? How about ...? A xak Hacuer ...?

Let’s get on (pass on) to ... JlaBaiiTe mepenaeM K BOIpPOCy O

By the way we’d like to see (look at) ... Mexay npoduM, Mbl XOTEJIH Obl
IOCMOTPETH ...

Is there anything else you’d like to take up? Bl eme  4ro-HUOYyAB
XOTUTE OOCYAUTH?

In the first place o in the second place
First ..., then ... Bo-1niepBhIX ..., BO-BTOPBIX ...

On the one hand ..., on the other hand ... = C oxHO# CTOPOHHI ..., C APyroM
CTOPOHHI ...

Closing Phrases 3aK/II0YnTEIbHbIE
dpassl

| believe we can consider the matter closed S aymario, BOIpoc MOKHO
CUMUTATh pEIICHHBIM

All right, I’ll get in touch with my friends (colleagues, people) and consult
them - Xopor1o, st CBSHKYCh CO CBOMMH KOJIJIETaMH M ITOCOBETYIOCH C HUMH

All right, I’ll be expecting to hear from you (your reply, your next visit) -
Xopotio, Iy OT Bac u3BecTuii (Balrero oTBETa, CACAYIOIIEr0 BU3UTA)

I’1l phone you (ring you up, call you up) today (tomorrow, in the afternoon) -
51 MO3BOHIO BaM ceroHs (3aBTpa, BO BTOPOI MOJOBHUHE JHS)

Does it suit you? (Is it all right with you?) Yes, quite - 31o Bac yctpanBaet?
Ja, Briomxe

My (Our) decision is final - Moe (Hame) pemenue
OKOHYATEITbHOE

We’ll think your proposal over - Mps1 061yMaeM Baiiie MpeasioKeHHe

We’ll think it over Mps1 061yMaemM 310

We’ll be expecting your telegram (confirmation) - Msl Oyzaem xnath Barien
TEJIETPaMMBI (moxTBepKICHN)

In conclusion I’d like to say ... B 3akimtoueHue XoTelnoch Obl
CKa3aTh

Let’s sum up the discussionLet’s recapitulate what we said - [lonBenem urtor
00CYXICHUIO
I11. Read, translate and learn by heart:



OO6cyxenue yCIIOBH I KOHTpAaKTa. Contract negotiation.

A: And now I’d like to discuss with you the year results of our new contract with
the “TechArt Group”.

B: So the contract was signed 10 months ago and in the beginning the
outcome was under a big question. We provided them with high quality raw
materials for their production chain but one supply was with a big percentage of
waste.

A: So how did you solve the problem?

B: We changed the delivery and suggested them a discount on the following
dispatch. Now our total turnover is over 2 billion dollars. It is 5% higher than what
we expected.

A: That is a good outcome. Are they going to sign a contract for the next year
deliveries?

B: Yes, they certainly will. They are happy with our delivery terms and
payments. And what is more, we are discussing their new project now. A: It is
great. Keep working this way.

V. Act it out.

IIpakTuuyeckas padora Ne 4.

Tema 4. 3ae3 rocTeit U perucTpanus.

eab padoThI:

1. TloHmmaTh CYIIHOCTP U COLMAJIBHYK) 3HAYUMOCTH CBOEH Oymyiiei
npodeccuu, MPOsBIATh K HEH YCTONYMBBIN HHTEpEC.

2. (DOpMI/IpOBaHI/IC KOMMYHHKATUBHBIX KOMHGTGHHI/Iﬁ, OBJIaICHUC JICKCUKOM U
A3BIKOBBIMHA KIIMIIC ITO TEMCE.

Xox padoThI:

1. Beenenue HOBOM JIEKCHUKH.

2. IloBTOpeHne TrpaMMaTHYECKOTr0 MaTepHuaja, HeOOXOIUMOT0 IS U3YICHUS
TCMBI.

3. Pabora ¢ TekcTom mpodeccuoHaIbHON HAMPaBICHHOCTH.

I. Read and translate the text:

The Front Desk of the Hotel.

The front Desk.

When hotel guests arrive, they expect the front officeclerks to offer them a nice we
Icome. They will want someone to help them in checking-in.
The front office is in the lobby of a hotel. It consists of the reservation
departament and the rception desk or the front desk. The reservation departament
provides booking of the hotel rooms. The front desk provides sales of rooms, guest
registration, key service, message andmail service, guest accounts.

The Front Office Manager.

The Front Office Manager is generally in charge of everything that goes on in
the front desk. He is responsible for all duties of the front desk operation which
includes: staff training, inter-department communications, and staff scheduling. He
usually works a regularly scheduled front desk shift and must be available to work



any shift as needed. He holds department meetings regularly, cover all shifts that
are open and tries to understand any problems which desk clerks may have. The
biggest responsibility is to supervise over the front desk clerks. He hires and trains
new people for the front desk and will make sure that everything runs properly and
that everything is organized. This position requires such services as answering
questions, taking difficult telephone calls, analyzing the front desk budget, setting
schedules, welcoming guests, dealing with guests’ complaints and solving a variety
of problems that may come up for example when it comes to deal with groups of
foreign guests. This position requires plenty of patience with people and
understanding. Smiling when dealing with guests helps to create a friendly
atmosphere. He should also monitor finances at the front desk and is responsible
for communicating with all other departments in regard to the front desk
department.

Answer these questions:

1. What are the main duties of a hotel manager?

2. What skills must a hotel manager have to run a large hotel?

3. What is a small hotel manager required to have?

4. What about the manager's role in a chain-owned hotel?

What does the Front Office Manager supervise?

2. Who work under his supervision?

3. Who looks after the guests when they arrive?

4. What does the Receptionist do?

The receptionist or the room clerk will help the guest to check in.
When the receptionist watches the guest arrive, he meets and greets him.
The receptionist asksthe guest to fill in a registration form and assigns a roomto hi
m.

When a guest enters a hotel, he will first make for the Front Desk. It is
important for the staff at the Front Desk to be friendly, helpful and to give a good
impression to their guests. The Front Desk is an important in a hotel. It receives
reservations, welcomes guests and helps them check in and out, provides
information, exchanges foreign currency and so on. In a word, the Front Desk of a
hotel is very important in creating a home for all the guests. It is not only its shop
windows but also its nerve center.

Il. Read and translate the text:

Checking in.

Some hotels provide you with a Hotel Reservation Form. You may fill it in at
a hotel personally to be sure to have a room on a destined day. The procedure of
checking-in at a hotel is rather easy and not tedious if you have booked the room in
advance. You must first fill in a registration form, where you put your surname,
Christian name, patronymic, nationality, permanent address and some particulars
of your passport. Then the receptionist enters your name in a Hotel Register and
gives you the Guest Card (or Hotel Card) and the key to your room. Don’t loose
your Guest Card, you might be asked to produce it at any time, and don’t take the
keep going out. Leave it in a pigeon hole at the front desk. Look through the form
given below.



Hotel reservation form.

Hotel <name> has following accommodation possibilities:

double room category A ($..), category B ($..).

single room category A ($..), category B ($..).

Prices are for accommodation with breakfast (service and tax included).

As a number of single rooms is very limited, sharing a room by two

persons may be necessary.

Dead line for reservation (i04daéiii0i¢ ndi¢ adiiediaaicy)
| order a room from (c) to (no)
number of nights (€€l i60ie)

double room category
A

single room category
A

double room category
B

single room category
B

age (aigdano) (when sharing a room,

someone about my age is preferred)

Name:

| will arrive by private car (yes, no).
If booking cannot be made in the requested price, please reserve in the next

available (higher, lower) category.

Date Signature

Registration Form:

Name of hotel or inn

or address of house

To be filled in immediately on arrival:

1. Surname

2. Christian Name




3. Nationality

4. Date of arrival
5. Sex
6. Particulars of Registration Certificate or Passport

Issued at
Number
7. Arrived here from

(Give last address in full)

Signature of person to whom the above particulars relate
To be filled in on departure
8. Date of departure
9. Destination (Give new address in full)

Signature of person

I11. Read and translate the dialogue, learn by heart:

Desk clerk: Good evening, sir, may | help you?

Rensky: Good evening. My name is Rensky, Alexander Rensky. | believe you
have a room reserved for me.

Clerk: Just a moment, sir. Let’s see. When did you make the reservation?

Rensky: On the 15.

Clerk: Oh, yes. Here is the entry. Single room with a bath, number 503 on the
fifth floor. Will you fill out this card, please?

Rensky: Well, now... name in full, place of permanent residence, passport
number. Here you are. Is it OK?

Clerk: Absolutely, sir, thank you! How are you going to pay, sir, cash or
credit card?

Rensky: Credit card.

Clerk: May | have it?

Rensky: Here it is.

Clerk: How long do you intend to stay, Mr Rensky?

Rensky: I'm not sure. It all depends. I’m probably going to leave on
Wednesday.

Clerk: Would you tell us as soon as you know?

Rensky: Yes, certainly. I’1l let you know in advance.

Clerk: Here is the key, sir. The bellman will show you up to your room, sir.
Just follow him.

Rensky: Thanks

IV. Act the dialogue out.

Do some exercises:



Exercises 1. What will you say in the following situations:

You are at the reception desk of a hotel. You want a double room for three
days. You ask... 2. You want to know the price of the room you are offered. You
ask... 3. The desk-clerk wants to offer you a room on the second floor. She/he
says... 4. You are a guest at a hotel. You want the receptionist to give you a wake
up call in the morning. You ring up the reception desk and say... 5. You want to
have your shirt washed and your jacket cleaned

When the chambermaid comes you say... 6. You are leaving the hotel and you
want your luggage to be taken down. You phone the reception clerk and say... 7.
You want to have a telephone in your room and you ask the clerk... 8. You don't
know whether there is a bathroom in your room and you ask... 9. You want to have
breakfast at the hotel and you ask...

Exercises 2. Fill in the blanks with the correct words:

1. The hotel does not accept guests when there are no rooms available.

2. Mr. Formiga makes a(n) to stay at a room at the Royal Point Hotel.

3. Penny uses a to open the door of her hotel room.

4. The guests left a stain on the carpet. The hotel used the to pay for
the cost of

replacing the carpet.

5. Ms. Johnson tells the front desk clerk her . Then the front desk

clerk finds the

details of Ms. Johnson's stay.

6. James wrote his home address and phone number on the

Exercises 3. Bpldepure MomajdbHbIe TJarojbl must, can/could,
may/might u mepeBeauTe MpeAI0KEHNUS :

1. He ... ski well but he ... skate.

2. She ... think about her children.

3. We ... go to the village last summer but we ... do it now.

4. What... we do in this situation?

5. He ... have lunch in that cafe yesterday but he didn't.

6. We ... get to the classes in time.

Exercises 4. IlepeBeauTe npemio:KeHHs; MOCTABLTE K HUM BONPOCHI,
HaYuHadA UX CO CJIOB, JaHHBIX B CKOOKaXx:

1. They can cook meals themselves. (What)

2. We ought to visit them next week. (When)

3. You may use my computer. (Whose computer)

4. John needn't get ready for extra curriculum classes. (Why)

5. They should pass all the exams in time. (When)

6. Every person must have a certificate. (What)

IIpakTuueckas padora Ne 5.

Tema 5. PaGoTHuK ciTy>kObI IpHeMa B pa3MeIIeHHs, eT0 (PYHKIIHH.

ean padoThI:

1. TloHumaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEU Oymayieit
npodeccuu, NPOsIBIIATH K HE YCTOWYMBBINA UHTEPEC.



2. ®opMHUpPOBAHNE KOMMYHUKATUBHBIX KOMIIETECHIINM, OBJIAICHUE JICKCUKON U
SI3bIKOBBIMU KJIMIIE 10 TEME.

Xoa padoThbI:

1. BBegenre HOBOM JIEKCUKH.

2. IloBTOpeHue TpaMMaTHYECKOr0 MaTepuasa, HeOOXOIUMOro ISl U3YYeHUSs
3. TEMBL.

3. Pabora ¢ TekcTom mpodeccuoHaIbHON HaMPaBICHHOCTH.

I. Words:

1. receptionist [ri'sepfonist] - aaMuHHCTpaTOp CHOyXOBI TpUeMa |
pa3MeleHus

2. work [wa:K] - pabotaTs, 3aHMMaTbCs (4eM-1.);

3. front office [frant 'ofisS] — ormen OpoHupoBaHus, mnpuema u
pa3MeIIeHUs TOCTEN

4, to be in charge of [tfa:d3] — oTBeuaTn(3a), HECTH OTBETCTBEHHOCTH(3a)

5. check-in [tfek] — peructparnus

6. meet [mi:t] — BcTpeuaTs

7. greet [gri:t] - mpuBeTCTBOBATH; 310POBATHCS

8. guest [gest] — rocts

9. to register ['red3isto] — peructprpoBath

10. assign [o'sain] - Ha3HauaTh, ONPEACIIATH

11. ensure [in’ fua] - obecrieyrBaTh, rapaHTHPOBATH

12. check-in procedure [tfek in pra’si:d3s]- mporuenypa peructpaiuu

13. brief [bri:f] - kopoTkuii, HegoITMI

14. convenient [Kon'vi:njont]- ynoOHbIH, MOAXOASIINN; TPUTOTHBIH

15.  formalities [fo:molitiz] — dopmansHOCTH

16.  foreign visitor ['forin ‘'vizito] - HHOCTpaHHBIA IOCETHUTEINb,
3apyOeKHBIN TOCTh

17. register [ 'red3isto] — skypHaa perucTpanuu rocTei

18. larger [ 'la:d3o] — 60:bIIO#M

19. ask [a:sk] — mpocuTs, cripammBaTth

20.  tofillin [fil] — 3amonusT

21. a registration card [ka:d] — perucrparpionsas KapTo4yka; OTKPHITKA

22, explain [1ks'plemn] — o6bsicHAT

23. correctly [koa'rektl] - mpaBunsHO, BepHO

24, send [send] - mockLIaTh, OTIIPABIATH

25. cashier's office [ka' [toz 'ofiS] — cToiika kaccupa

26. answer ['a:nsa] — oTBeT

217. question [ 'kwestfon] — Bompoc

28. find [faind] - HaxoauTh; BcTpeyaTh

29. take messages[teik ‘mesid3iz] — BeImOTHATE TOpyUCHUE

30. smaller[smo:la] - manenbkuii; HeOOIBIION

31. key [Kki:] - xrou

Read and translate the text:

THE RECEPTIONIST.

The administrator is the person who meets the guest as soon as he crosses the



threshold of the hotel. Any hotel begins from the receptionist who greets guests at
the reception, or front desk, in the lobby. The duties of the receptionist are
to check in and out guests, check their booking if there is any, give them keys to
their rooms and any information about the hotel services if they need it. Some
hotels have registration forms. Receptionists help guests to fill them correctly.
They also answer phone calls, take phone messages for the guests of the hotel
when they are not in and give them their mail.

The receptionist works in the front office of a hotel. The receptionist is in
charge of the check-in. She meets and greets guests, registers guests and assigns
rooms to them. The receptionist must ensure that the check-in procedure is brief
and convenient.

The administrator registers and settles guests, takes care of the delivery of
luggage to the room, explains the rules of the hotel guests, inform about additional
services, gives the keys and takes them in storage when guests leave the hotel at
the time. If the guest's name comes mail, the administrator handing it to the
addressee.

Many duties of the administrator are not visible to guests. For example, it
keeps track of employees and leave your room, reserve a room, sees to it that they
are ready to receive guests. The administrator checks that everything was done on
time. If somewhere in the burned out light bulb or in the bar of the hotel is over
mineral water, he directs the staff member to the all corrected. In other words, the
administrator coordinates the work of hotel services

The receptionist must help guests do the hotel formalities. She takes the
guest's name. If the guest is a foreign visitor, the receptionist must take the guest's
passport number. Then she asks the guest to sign the hotel register. In larger hotels
the receptionist asks the guest to fill in a registration card and to sign it. She must
explain how to do it correctly.

The receptionist must send the signed registration card to the cashier's office.

The receptionist answers the phone. She answers questions of visitors who
have come to see the hotel guests. She can help the visitors find the hotel guests.
She may take messages for the hotel guests when they are not in. In smaller hotels
the receptionist is in charge of the room keys.

Comprehension questions.

1.Where does the receptionist work?

2.What is the receptionist in charge of?

3.What must the receptionist ensure?

4.How must the receptionist help the guests?

5.What does the receptionist ask the guests to do?

6.What must the receptionist do with a signed registration card?

7.How can the receptionist help the visitors who have come to see the hotel
guests?

8.What is the receptionist in charge of in smaller hotels?

Il. Read, translate the dialgue and learn it by heart:

Mr and Mrs Taylor and their two sons and a daughter have arrived in New
York for a few days. The Taylors have never been there before and they decided to



visit New York to see the life of this big city, its parks, beautiful houses, cinemas
and other places. Now they are at the reception desk at the Hilton Hotel.

Receptionist: Good evening, sir.

Taylor: Good evening. My name is Taylor.

Receptionist: Oh, yes, sir. I’ve got your letter here. We have three rooms for
you. Two double rooms and a single room with baths. You are staying with us for
a week, Mr Taylor, aren’t you?

Taylor: Yes, we’ll be here till Thursday afternoon.

Receptionist: Please, fill in the forms.

Taylor: Sure. Which floor are the rooms on?

Receptionist: The second floor. I hope you’ll like them. They are very quiet.
You’ve got telephones and television — sets in the rooms. Here are the keys to your
rooms. You can see the lift on your left. The porter will take your luggage upstairs.

Taylor: Thank you.

Exercise 1. Ilepemummute mnpenio:xkenuss B Pastu Future Simple,
HCIIOJb3YyH JKBUBAJCHTDHI MOJAJbHbBIX rJ1aroJjioB:

1. They can speak English well.

2. She can play the guitar nicely.

3. Bret must pass the exams.

4. Jill must get ready for the test.

5. Steve can get a certificate

Exercise 2. Translate:

1. Beicokue CTaHIapThI O6CHy}KI/IBaHI/IH CACJIAar0T Balie Hpe6LIBaHI/IC B HaleH
IrOCTHHUIC ITPHUATHBIM.

2. Bel Oynere dyBCcTBOBaTh ceOsl Kak JoMa BO BpeMs IpeObIBaHUS B HaIlei
TOCTHUHUIIC.

3. B pecropaHe TOCTHHHUIIBI Bbl MOXKETE MOMPOOOBATH paszIMUHbBIC OJI0a
PYCCKOU KYXHH.

4. B TroCTHHHUIIE MHOTO TPOCTOPHBIX M YJOOHBIX HOMEPOB, BKIIFOYAs
OJHOMCCTHBIC HOMCpA, HBOﬁHLIG HOMCpa U HOMCpaA <«JIFOKC».

5. Bel MoOXxeTe mpoOBECTH MPUSATHBIM BEYEP B PECTOPAHE TOCTUHUIIBI U
HACJIAUTHCS KyJIUHAPHBIM UCKYCCTBOM IIep-TioBapa pecTopaHa.

6. 'ocTl MOTYT TI0OJIB30BAaTHCSI CAYHOU M CHOPTUBHBIM 3aJIOM.

7. B rocTuHuUIE €cTh MapuKMaxepckas, 0ropo o0cIyKMBaHMs, MyHKT 0OMEHa
BaJIIOTHI, CAJIOH KPacoThl, MpadyevyHasi, pPEMOHT OOyBU U XMMUHCTKA.

8. B 6ropo oOciykuBaHuss Bel MoXkeTe 3aka3aTh TakCH, OWIJICTHI HA TOE3] H
CaMOJICT

9. O roCTHHHIIAX YaCTO CYJAT MO CTAHIAPTY OOCITYKUBAHUS HUS HOMEPOB.

10. 3aka3bl Ha 00CITy’)KMBaHHE HOMEPOB JIEJIAIOTCS O TeNePOHY.

11. Odbummantel mpuHOCAT OIIOAA, KOTOPHIE 3aKa3bIBAIUCHh TOCTSIMH, Ha
IIOAHOCAaX UJIN TCIICKKAX.

12. OdunuanTel OOBIYHO CTyYaT B JBEPh TPU pa3a W TOBOPSAT TPOMKO:
«O0cyXKMBaHUE HOMEPOBY..

Exercise 3. Translate into English:



1. Crolika aTMMHUCTPATOpA , KaK IPABUIIO , pa3MeIleHa B XOJUIE TOCTUHUIBI,
OTKYJla JIETKO TOMACcTh B HOMEPA, PECTOPaHbl, OApbl, Mara3uHbl U APYrHe CIyKObI
TOCTUHULBI.

2. OcHOBHasg (PyHKUMSI TOCTHHHULI — OOECHEYUTh TYPHCTOB MECTOM s
MPOKUBAHMUSL, €10M U BCEMU HEOOXOJIUMBIMHU YCIOBUSMH.

IIpakTuuyeckas padora Ne 6.

Tema 6. Koncbepx, ero pyHKIIMU U 00sS3aHHOCTH.

eab padoThI:

1. TloHumaTh CYIIHOCTh U COLMAJIBHYI) 3HAYUMOCTH CBOEU Oymayiei
npodeccuu, NposIBIATH K HEM yCTOWYMBBII UHTEpeEC.

2. ®opMupOBaHHE KOMMYHHKATHBHBIX KOMITCTECHITNH, OBJIaICHHE JICKCUKON 1
SI3BIKOBBIMH KJTHIIIC IO TEME.

Xoa padoThI:

1. BBenenne HOBOI JICKCUKH.

2. IloBTOpEeHHE TPaMMATHYECKOTO MaTepraja, HeOOXOIUMOTO IS N3YUCHHSI
3. TEMBI.

3. Paborta ¢ TekcToM IpodeCCHOHATBHON HAPABICHHOCTH.

Words to the text:

1. receptionist [r1'sepfonist] - aaMuHUCTPATOP CITYXKOBI IIPHUEMa U Pa3MEILICHHS

2. work [wa:k] - paboTath, 3aHUMATBLCS (4EM-IL.);

3. front office[frant 'ofis] — ormen OpoHMpoBaHMS, MpUEMa W Pa3MEIICHHS
rocTen

4. to be in charge of [tfa:d3] — oTBeuaTh(3a), HECTH OTBETCTBEHHOCTh(3a)

5. check-in [tfek] — peructparus

6. meet [mi:t] — BcTpeuats

7. greet [gri:t] - mpuBeTCTBOBATH; 3A0POBATHCS

8. guest [gest] — rocts

9. to register [ 'red3isto] — perucTpupoBath

10. assign [o'sain] - Ha3HAaYaTh, ONPEACIIATH

11. ensure [1n’ fua] - oOecrieunBaTh, TAPAHTHPOBATH

12. check-in procedure [tfek in pra’'si:d30]- mporexypa peructpanuu

13. brief [bri:f] - xopoTkuii, HegoNTHH

14. convenient [kon'vi:njont]- y10OHBIH, TOAXOISIINN; IIPUATOTHBIH

15. formalities [fo:malitiz] — dopmansHOCTH

16. foreign visitor[ forin 'vizito] - WHOCTpAaHHBIM TOCETUTENH, 3apyOCHKHBIHN
rocTh

17. register [ 'red3isto] — xKypHaJI perUCTPALMNA TOCTEH

18. larger [ 'la:d3o] — 6ombmIONHN

19. ask [a:sk] — mpocuTk, cipammBarth

20. to fill in [fil] — 3amoHEATE

21. a registration card [ka:d] — peructpannonHast kKapTo4ka; OTKPHITKA

22. explain [1ks'plein] — o6bsIcHATD

23. correctly [ko'rektlr] - mpaBmIBHO, BEpHO



24. send [send] - mocku1aTh, OTIIPABIATH

25. cashier's office [ke' [10z 'ofiS] — croiika kaccupa

26. answer ['a:nso] — oTBeT

27. question [ 'kwestfon] — Borpoc

28. find [faind] - HaxoauThH; BCTpEeUaTh

29. take messages|[terk ‘'mesid3iz] — BeIMONHATE TOpYYCHUE
30. smaller[smo:ls] - manenbkuii; HEOOIBIION

31. key [ki:] — xirou

32. receive [r1'si:v] - momy4ats;

33. major ['meid39] - raBHbIN;

34.  orientation  [orien‘teffon] - OpUCHTHUPOBKA,  OpPUCHTAIIUS;
OpPHECHTUPOBAHHUE;

35. arrange [o'reind3] - nmpuBOAMTE B  MOPSJIOK, pacroyaraTh,
KJIacCUu(ULIHUPOBATh;

36. concierge [ ko:nsi'€a3] - KOHCBEPK;

Read and translate the text:

THE CONCIERGE.

The Hall Porter or Concierge (USA: bell captain) is the person who does
services for guests. He can help guests with any of these: car hire, theatre tickets,
sightseeing, postcards and maps, airline reservations, timetables, luggage storage,
mail dispatch, valetting. The concierge works at a hotel’s information desk. The
concierge must speak a few languages because she has to help guests from other
countries. Usually the concierge speaks major world languages: English, French,
German and Spanish. Sometimes she speaks other languages, too. It depends on
the language of the customers whom the hotel receives.

The concierge must help guests in all ways. She can give orientations in the
city, arrange taxis and sightseeing tours. She can offer entertainment. She can
make theatre bookings. She can recommend shops, restaurants or nightclubs.
Actually the concierge in a hotel can act as a travel agent: book flights, tours,
visits. She may find a guide or a guide-interpreter for the guest.

The concierge can find a babysitter. The concierge must help guests mail
letters and packages. She may even provide paper and a pen for writing letters.

In some hotels the concierge is in charge of messages. In some hotels the
concierge may be in charge of the room keys.

COMPREHENSION QUESTIONS:

1. Where does the concierge work?

2. Why must the concierge speak a few foreign languages?

3. What kind of languages does the concierge usually speak? What does it
depend on?

4. How must the concierge help guests?

5. What can the concierge recommend?

6. How can the concierge act as a travel agent?

7. How can the concierge help parents with children?

8. How can the concierge help guests with their correspondence?

9. What is the concierge in charge of in some hotels?



Retell the text.

IIpakTuuyeckas padora Ne 7.

Tema 7. Menemxep roCTUHHULIBL, €T0 TI0HKHOCTHBIE 00S13aHHOCTH.

eab padoThI:

1. TloHumaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEW Oymayiei
npodeccun, NposiBIAATh K HEM yCTOWYUBBIN UHTEpEC.

2. ®opMUpPOBAHNE KOMMYHUKATUBHBIX KOMIIETCHIIUMN, OBJIAJICHUE JIEKCUKOUN 1
SI3BIKOBBIMH KITHIIIE ITO TEME.

Xoa padoThbI:

1. BBegeHue HOBOM JIEKCUKH.

2. TToBTOpPEHHE TPAMMATHYECKOTO MaTepuaia, HEOOXOAUMOTO ISl H3YUCHHS
3. TEMBI.

3. Pabota ¢ TekcTOM PO eCCHOHATTLHON HAMIPABICHHOCTH.

Words to the text:

head [hed] — rnaBa, pykoBOUTETH, HAYATBHUK , TUPEKTOP

manager [ ' manid3s] - ynpaBisonuii, 3aBeAyIOIINiT; TUPEKTOP

manage [ 'manid3] - pyKOBOJAHTb, YIIPABIATH,

owner ['auna] - Baagenel; COOCTBEHHUK, XO3UH

professional [pro'fefonl] - mpodeccronanbHbIi

hotelier [hautelrs] - oTenbep

host [houst] - x03s1H TOCTHHHUIIBI

offer ['ofo] - npeanaraTs

hospitality [hospr teeliti] - roctenpurMcTBO, paayiime

staff [sta:f] - mTar ciyxammx; ciyKeOHbIH epcoHal;

establish [1s'taeblif] - ocHOBBIBaTh; CO3/1aBaTh; YUPEKIATH

policy [ 'polisi] - moauTHKa, THHUS TIOBEACHUS, YCTAHOBKA, KYPC

check up - mposepsTh

different ['difront] - pasauunsii, pa3HbIi

department [di' pa:tmoant] - otaen; oTacnenue

carry out - TOBOJUTb 70 KOHIIA; BBITIOIHSATh, IPOBOIUTH

function [ fannkfan] - ¢dyHKIMSs, Ha3HAYCHHE

deal [di:l] - pazmaBaTh, pacnpenensiTh

handle ['haendl] - ympasisTs, perymupoBath

complaint[kom'pleint] - xamo6a

position [pa’zifon] - ynpaBisTh, peryimpoBaTh

assistant [o'sistont] - moMoIIHUK; aCCUCTEHT 3aMECTUTEIb

resident ['rezidont] - ymmo, mpoXkwBaroIIee MO MECTY CITY>KOBI; TTOCTOSTHHBIN
KHUTETh

permanently ['pa:manontl] - mocrostHHO, HAaHOATO

Read and translate the text:

THE HOTEL MANAGER.

The hotel manager is the head of a hotel. He may have the name of the
general manager or the managing director. In a small hotel the manager may be the
owner of the hotel. But in a large hotel he is just a professional hotelier. For the



hotel guests the hotel manager is the host who must offer hospitality to his guests.
For the hotel staff the hotel manager is the person who must establish the policy of
the hotel and its operations. The hotel manager has to plan and control the hotel
business. He has to check up how different hotel departments carry out their
functions.

The main job is to create and sustain a guest-driven hotel which goes beyond
guest expectations for the criteria important to your guests. You should also
provide an atmosphere which inspires your hotel team members to offer their best
efforts. It’s your job to watch over the quality process in order to ensure your
guest’s satisfaction through consistent delivery of service and quality product in
conformance with your hotel's profitability goals whilst fulfilling the important
requirements of your guest. First priority is to perform and supervise the daily
routines of the hotel. You check guests in and out, and inspect their suites for
engineering and housekeeping quality. You also participate in the Food and
Beverage outlet where you would greet and serve guests as needed. You also have
some responsibility for staffing. You will interview, and hire people. Once
accepted, you would also be the one to supervise and counsel them. This would
include the different department managers in the hotel. Although the pay is high,
this job places many responsibilities on your shoulders and you should be up for
that.

Often he has to deal with the hotel guests in person. He has to handle their
problems and complaints. There may be different management positions in a hotel:
the assistant manager, the resident manager, the night manager.

The assistant manager helps the manager and manages the hotel when the
manager is not present. The resident manager is the manager who permanently
lives in the hotel. The night manager is on duty during the night.

Answer the questions:

. What are other names for the hotel manager?
. What is the hotel manager for the hotel guests?
. What is the hotel manager for the hotel staff?
. What does the hotel manager have to do?
. What may other hotel management positions involve?
. What are the main duties of a hotel manager?
. What skills must a hotel manager have to run a large hotel?
. What is a small hotel manager required to have?
. What about the manager's role in a chain-owned hotel?
Pick out the right definition:

@OO\I@U‘I#OOI\)H

1) a a)a cash-desk b) a calculator c) a desk d) a bar
counter

2) a) a type of roll or pastry b) a type of bed which can be rolled
rollaway under another bed c) the hotel check-out procedure d) paying hotel

bills before checking out

3) extra a) high-quality = accommodation b)  supplementary
bedding accommodation c) extra beds or rollaways supplementary set of



bed linen d) a supplementary set of bed linen

4) a a) a waiting room b) a hotel lounge c) a public toilet in a hotel
restroom or restaurant d) a room for the night’s rest of hotel staff

5) a a) current costs or expenses b) current events ¢) exchange rate
currency d) national money of a country

6) a a) a special drink of the house b) a mixed drink made to order
specialty drink c) an extra free drink d) a dietetic drink

7) a) escorting b) paging c) cleaning and ironing or pressing d)
valeting washing and ironing or pressing

8) front- a) a hotel entrance b) hotel rooms facing the main street c) a
of-the-hose  hotel lobby d) hotel department in the front part of a hotel

9) a) extra services b) incomes c) profits d) taxes
revenues

a) a person in charge of hotel cleaning staff b) a housemaid c)
a person in charge of the front desk d) a person in charge of guests’
correspondence

10)
housekeeper

IIpakTuuyeckas padora Ne 8.
Tema 8. Ciry>x0a TOPHUYHBIX M MIOCBUTBHBIX, MX (DYHKIIMKM B 00S3aHHOCTH.
eab pabdoThI:
1. IloHumaTh CYIIHOCTh W COLMAJIBbHYIO 3HAYMMOCTb CBOEW Oynyiei
npodeccuu, NPOSBIATh K HEH YCTOMYMBBIN HHTEPEC.
2. ®opMupoBaHNEe KOMMYHUKATUBHBIX KOMIIETEHIINH, OBIaICHUE JIEKCUKON U
SA3BIKOBBIMU KIIMIIIE TIO TEME.
Xox padoThI:
1. BBenenue HOBOI JIEKCUKHU.
2. IloBTOpEeHHE TPaMMAaTUYECKOTO MaTepuasa, HEOOXOIUMOTO [IJIsl U3YUCHHS
3. TEMBI.
3. Pabora ¢ TekcTom npodeccroHaIbHON HAIPaBIEHHOCTH.
messenger
Words to the text:
. housekeeping [ "hauski:pi] — cimy:x0a TOpHUYHBIX, Ta)KHAS CITyK0a
. housekeeper — 3aBeayromuii ciry>x001 TOPHUYHBIX, ITAXKHOU CITYKOOH
. supervise ['sju:pavaiz] - KOHTPOIHPOBATH
. chambermaid [ 'tfermbomeid] - ropananas
. check-in [tfek] — perucrpamus
. make up ['me1kap] — kocMeTHUeckas yoOopka HOMEPOB
. scrub [skrab] - wrctuTh
. bed linen ['linin] - moctensHOE OeNbE
. towel [ 'tausl] - mooTenme
10. dust [dast] - BeITHpATH, BHIOUBATH MTBLTH
11. vacuum ['vekjuom] - yucTuTh MIBIIECOCOM
12. empty — BBIOpachIBaTh, BBICHINATH CONECPKIMOC
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13. waste basket [weist] — mycopHas kop3uHa

14. supplies [sa'plar] — pacxoaHbIe MaTepHaIbl

15. toiletry ['totlitri] - mpuHaneKHOCTH TyaneTa

16. rubbish ['rabif] - xiam, mycop

17. tissue ['tifu:] — TyanetHas Oymara, OymaxkHble candeTrku, OyMaKHbIC
IIOJIOTCHLIa

18. rollaway — packnamymika

19. master key — yauBepcaabHbIH K104

20. cart [ka:t] — Tenmexxka

Read and translate the text:

THE HOUSEKEEPING.

I. When guests stay at the hotel they expect somebody to clean their rooms.
The housekeeping department does it. At the head of the housekeeping service is
the housekeeper. He supervises the chambermaids. Chambermaids prepare the
rooms before the guests check in.

The housekeeping is a process of keeping a place clean, beautiful and well
maintained so that it looks and feels pleasant and inviting to all, either living,
visiting or working there. The housekeeper tells the maids to general clean the
rooms or to make up the rooms. He may ask the maids to scrub down the bathrooms
or just change the bed linen and the towels. Generally the maids air the rooms,
make the beds, dust the furniture, vacuum clean the floor, wash the bathroom,
empty the waste baskets.

Chambermaids use carts to carry supplies of toiletries: shampoos, soaps,
tissues, shower caps as well as bed and bath linens. There are containers for dirty
linen and rubbish on those carts. Chambermaids use master keys to provide
security for the hotel rooms.

If the guests need extra bedding or rollaways, the housekeeping service will do
it. The housekeeping service provides hair-dryers and irons if the guests need them.

When guests check out, the housekeeper inspects the rooms. The housekeeper
informs the front desk if everything is in order. He also informs which rooms are
occupied and which rooms are vacant.

I1. Room attendants or maids provide the comfort of guests by cleaning the
guest rooms and public areas. Their main duties include vacuum cleaning, dusting
and polishing guest rooms; making beds; changing sheets; replacing used towels
and toiletries; ensuring security of guest rooms and privacy of guests. They
promote a positive image of the property to guests and must be pleasant, friendly
and able to address problems or special requests.

House porters are employed to remove rubbish and dirty linen from the
floors and may restock the service rooms with clean linen and cleaning materials.
They also help to move furniture, hang curtains and may do some of the corridor
and service area cleaning.

Valets are employed mostly in 4- or 5-star hotels. They look after the clothes
(press and remove stains) and shoes of guests (polish shoes as required).

Answer the following questions to the text:

1. Why is the housekeeping department so important in any property?



. What staff can the housekeeping department have?

. What are the duties of the executive housekeeper?

. How do the assistant housekeepers help them?

. How do supervisors control the work of room attendants?
. What do the room attendants do?

. What for are the house porters employed?

. What do the laundry and linen keepers control?

. What are the responsibilities of valets?

Do some exercises:

Exercise 1. Give Russian equivalents of the following:

little direct contact with guests; add significantly to guest satisfaction;
executive housekeeper; house porters; valets; laundry and linen keepers; to
supervise effective bedroom cleaning; to meet daily guests’ demands; to organize
cleaning of staff uniforms and protective clothing; occupied and vacant rooms; to
sign out keys to maids; cleaning the guest rooms and public areas; supply of
linen; throughout the hotel; posh dining room; food and beverage servers

Exercise 2. Complete the following sentences with the necessary
prepositions:

1. This housekeeper is responsible _ the first and the second floor. 2.
Carpets must be clean ___ all the guest rooms. 3. She looks __ the service room,
mainly cleans it and restocks __ clean linen and cleaning materials. 4. The room
attendant cleans 8 and 18 rooms per shift. 5. You must assist me ___ this
task. 6. The responsibilities of hotel housekeeping employees range __ cleaning
___supervision and control. 7. The guests’ impressions depend  the level of
service at the hotel. 8. Don’t forget to remove rubbish and dirty linen ___ the
third floor. 9. Have you already signed _ keys  maids? 10. Valets serve the
customers ___ pressing clothes and polishing shoes.

Exercise 3. Use the prompts to make sentences, as in the example:

1. Room maid/ to vacuum clean/ to dust/ to change sheets

e.g. The duties of the room maid include vacuum cleaning, dusting,
changing sheets.

2. Assistant housekeeper/ to supervise bedrooms/ to ensure availability of
rooms/ to order, assist, store cleaning materials,

3. Supervisor/ to compile housekeeper’s report/ to sign out keys/ to control
the work of house porters and maids.

4. Valet/ to look after clothes and shoes/ to remove stains/ to polish shoes.

5. House porter/ to remove rubbish/ to restock the service room.

6. Executive housekeeper/ to plan the supervisors’ activities/ to evaluate
staff performance.

IIpakTuuyeckas padora Ne 9.

Tema 9. [TopTee u Kaccup, ux GyHKIIMN ¥ 00S3aHHOCTH.

ean padoThI:

1. TloHnmaTh CYIIHOCTh U COLMAIBHYI0 3HAYUMOCTh CBOEW Oymyiiei
npodeccuu, NPOsIBIIATH K HE YCTOWYMBBINA UHTEpEC.

2. ®opmMupoBaHUE KOMMYHUKATUBHBIX KOMIIETEHIIUN, OBJIAJICHUE JIEKCUKON U
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SI3BIKOBBIMH KJIHIIIE IO TEME.
Xoa padoThI:
1. BBenenue HOBOM JIEKCHKH.
2. IloBTOpEeHNE TpaMMaTUYECKOTO MaTepualia, HEOOXOIUMOTO ISl U3yUYEHUS
3. TEMBHL.
3. Pabora ¢ TekcToM npodeccuoHanbHON HaNPaBICHHOCTH.
Read and translate the text:

Receptionist and cashier, their functions and responsibilities.

“Hospitality” involves hotel and restaurant services. It may involve all kinds
of businesses which provide accommodation and catering for customers.

The Porter (Clerk) is an employee in the service industry. He provides
coordination and correlation of hotel services and restaurant. The clerk receives
orders for services provided by the hotel monitors their implementation. He
arranges delivery of the Luggage inside the hotel. The Porter is the person who
handles the guests' baggage. When a guest completes his check-in procedure, he
normally gets the room key from the room clerk who shows the guest to his
room. He also collects baggage from the guest's room when the guest checks-out.

Service receptionist oversees the inventory of the hotel, shall keep a file on
occupancy and availability, and functions as an information center. Information
through the service porter moves in two directions: to the guests (information
about the services provided by the hotel on local attractions, urban transport, etc.)
and in different departments of a hotel company.

The receptionist reports directly to (Manager on duty; other official). The
Receptionist should know: rules of reception and the service of citizens, room
rates, location and services provided living, rules of registration and the passport
and visa regime.

The Receptionist should know the location of the numbers and ratios of
premises and equipment of number Fund of hotels. The procedure for the use of
rooms and booking. The procedure of payments for services rendered. The work
schedule rules. The rules and norms of labor protection, safety engineering,
industrial sanitation and fire protection.

The clerk provides control of passport regime in the design of the citizens. He
takes steps to resolve conflicts. The receptionist receives and prepares the
necessary documents. The clerk maintains a log book and surrender of duty. It
provides storage, issue and receipt of keys to the room. He passes to the accounting
Department the necessary reports and documents. The clerk receives and presents
correspondence to the sleepers.

The Cashier is concerned with the guests' accounts and prepares bills. He may
also exchange travelers’cheques or foreign currency. The cashier service, reception
and accommodation subordinate to the chief accountant, and the administrative
agent for acceptance and placement. The cashier must have qualification and
knowledge must be extremely careful in the management of all documentation,
especially invoices. He should know the rules of reception of citizens to know the



fee schedule for rooms and space, the system of payment when booking and
payment for accommodation, provided with additional services. It needs to be
stored in the filing of accounts and late check out to perform the final calculation.

His responsibilities include receiving money for acts for damage caused to
property of the hotel. It carries out operations on reception, storage and delivery of
the cash report money in the bookkeeping and refund the persons leaving hotel
before the deadline. The cashier must know and observe the rules of operation and
technical safety when working on electronic computing machines.

Answer the questions:

1. Who carries the luggage to the guests' rooms?

2. What services does the Hall Porter provide?

3. Who deals with reservation inquiries?

4. What are the doorman's duties?

5. Who exchanges foreign currency?

IIpakTnueckas padora Ne 10.

Tema. 10. IIpaBuiia npenocTaBieHNs] TOCTUHUYHBIX yclIyT B PO.

eab padoThI:

1. TloHumaTh CYIIHOCTP W COIMAJBbHYIO 3HAUYMMOCTh CBOEH Oymyiien
npodeccuu, MPosIBIATh K HEH yCTONYHMBBIN HHTEpEC.

2. CDOpMI/IpOBaHI/Ie KOMMYHHKAaTUBHBIX KOMHGTGHIII/IfI, OBJIAICHHUC JICKCUKOU U
A3BIKOBBIMU KIIUIIC ITO TCMCE.

Xox padoThI:

1. BBenenure HOBOI JIEKCUKHU.

2. HOBTOpeHI/Ie rpaMMaTu4CcCKOro Mmarcpuaiia, HCO6XOI[I/IMOF0 IS U3YUCHUA
3. TEMBI.

3. Pabora ¢ TekcTom npodeccroHaIbHON HAIPaBIEHHOCTH.

Read and translate the text:

Rules of providing hotel services in the Russian Federation.

1. These Rules are developed in accordance with the Law of the Russian
Federation 'On consumer protection’ ; meeting of the legislation of the Russian
Federation regulates relations in the field of hotel services.

2. Basic concepts in the Rules mean:

‘hotel' - a property complex (building, part of the building, equipment and
other property), intended for the provision of services;

‘user’ - the citizen having intention to order or ordering and using the services
exclusively for personal, family, household and other needs not connected with
entrepreneurial activities;

‘contractor' - the organization irrespective of the organizational-legal form, as
well as individual entrepreneurs providing services to consumers compensated
contract.

The rules establish the procedure for providing information about services,
order of hotel accommodation and payment of services order of services. The rules
define the rights and responsibilities of the contractor and the consumer.



Information about services is located in premises used for registration of residence
includes:

- the price of the room (place);

- the list of services included in the price of the room (place);

- list and price of additional services rendered for a fee;

- information about the form and procedure of payment;

- deadline for the hotel accommodation if it is installed by the contractor;

- a list of categories of persons entitled to benefits, and a list of benefits in the
provision of services in accordance with the laws and other normative legal acts;

- policies hotel;

- information about work is available in the hotel of catering, trade,
communications, consumer services, etc.;

- information about the authority responsible for consumer protection in local
administration.

The contractor shall provide without additional charge the following services:

- emergency call;

- medical emergency;

- delivery to the room of correspondence received;

- a Wake-up call;

- provision of boiling water, needles, threads, one set of crockery and
Cutlery.

Services provided in hotels, classified into basic and advanced. They can be
free and paid.

The rule defines the charge for the accommodation will be charged in
accordance with the uniform checkout time — from 12 o'clock current day local
time. Up to checkout time (from 0 to 12 hours) the fee will not be charged.

Additionally we can provide free services: - reception; - currency exchange; -
disabled access; - transport services; - Hairdryer; - shoeshine; - rapid clearance
upon arrival and departure; - floor Suite for corporate clients.

IIpakTuyeckasi padora Ne 11.

Tema. 11. Buabl TOCTUHUYHBIX YCIYT.

eab paboThbI:

I. TloHMmaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEW Oymyiiei
npodeccun, MposIBIATH K HEH yCTOWYUBBIN UHTEpEC.

2. ®opMHUpPOBaHNE KOMMYHUKATUBHBIX KOMIIETEHIINH, OBJIaJICHUE JICKCUKON U
A3BIKOBBIMHA KIIUIIEC ITO TEMCE.

Xoxa padoThI:

1. BBeneHue HOBOM JIEKCUKH.

2. IloBTOpEHHE TPAaMMATUUYECKOr0 MaTepralia, HEOOXOIUMOTrO ISl U3yYEHUs
3. TEMBHI.

3. PaGoTa ¢ TekcToM mpodecCHOHATEHON HAIIPABICHHOCTH.

Words:
entrance hall - xosu1, BecTuO0OMb



reception clerk - moptee

electronic locks - anexTponHbIe 3aMKH

plastic card - mnactukoBas KapTouka

magnetic code [ koud]- maruHuTHBIN K01

inquiry office [in'kwaiari]- cpaBouHoe OrOpoO

to cash a check - oOHanmnuuBaTh yek

traveller’s checks - yeku myrenecTBeHHUKA

to change currency- MEHSTh BaJIIOTY

left-luggage office- xamepa xpaHeHus

Read and translate the text:

The types of hotel services.

Large hotels usually offer their guests different kinds of services. At the
laundry they can have their things washed and pressed. Laundry and linen
keepers control the supply of linen throughout the hotel and may also be
responsible for staff uniforms, guests’ laundry, the washing of curtains and
checking the condition of carpets.

At the dry cleaner’s they can clean their clothes. At the shoes repair shop
they can have their shoes mended and polished. Valets are employed mostly in 4-
or 5-star hotels. They look after the clothes (press and remove stains) and shoes
of guests (polish shoes as required).

Modem hotels have electronic locks on the doors. They are opened with a
plastic card with magnetic code. The codes are usually changed every day. There
IS the inquiry office to the right. They’ll answer all your questions and give you
all the information you want.

At the service bureau you can order a taxi or rent a car, book train and air
tickets in advance. You can also register for an excursion to see Moscow’s places
of interest.

There is a small banking office in the entrance hall. You can cash traveller’s
checks and change currency there.

House porters are employed to remove rubbish and dirty linen from the
floors and may restock the service rooms with clean linen and cleaning materials.
They also help to move furniture, hang curtains and may do some of the corridor
and service area cleaning.

If you need to leave your suitcases for a while you can use the left-luggage
office. The hotel porters will help you to carry your luggage.

Answer the questions:

1. Do large hotels offer their guests different kinds of services?

2. What do the laundry and linen keepers control?

3. What are the responsibilities of valets?

4. Where can guests have their things washed and pressed?

5. Where can guests clean their clothes?

6. What for are the house porters employed?

Exercise 1. Match the terms with the definitions:

1) valeting a) a hotel service that provides delivery of food and



beverages to the hotel rooms

2) b) a place at the front desk where guests can put and leave
housekeeping  their room keys while they are away from the hotel

3) wake-up c) a practice drill in all the procedures to follow in case of a
service fire in a hotel

4) extra d) a hotel service that provides cleaning of clothes with
bedding chemicals

5) dry- e) supplementary bedclothes, such as matresses, blankets,
cleaning pillows, sheets

6) room f) a hotel service that provides cleaning and pressing of
service clothes

7) a key g) a hotel service that provides looking after hotel rooms,
drop especially cleaning and providing bed and bath linen

8) a fire h) a hotel service that involves calling a guest at a specific
drill time to wake him up

Exercise 2. Translate:

1. BOJ’IBHII/IG TOCTHHHIIBI 06LI‘1H0 Hpe)marafoT TOCTAM paBJII/IIIHI)Ie BHUABI
YCIIYT.

2. O T'OCTHUHHULIAX 4aCTO CYJISIT I10 CTaH)IapTy O6CJIy}I(I/IBaHI/ISI HOMCpOB.

3. 3aka3bl Ha 00CITy’)KUBaHHE HOMEPOB JICJIAIOTCS 110 TenedoHy.

IIpakTuyeckasi padora Ne 12,
Tema. 12. City>x06a 6€301MacHOCTH TOCTUHUIIBI.
eab pabdoThI:
1. IloHumaTh CYIIHOCTh W COIMAIBbHYIO 3HAYMMOCTb CBOEW Oynyleit
npodeccuu, MPOSBIATh K HEH YCTOMYHMBBIN HHTEPEC.
2. ®opMHUPOBAHME KOMMYHUKATUBHBIX KOMIETEHIINHI, OBJIaICHUE JICKCUKON U
SA3bIKOBBIMHU KJIMIIIE TIO TEME.
Xoxa padoThI:
1. BBenenue HOBOI JIEKCUKHU.
2. TloBTOpEHHE TPaMMAaTUYECKOTO MaTeprala, HEOOXOIUMOTO ISl U3YUCHUS
3. TeMBL.
3. PaGoTa ¢ TekcToM npodecCHOoHATEHON HAIIPABICHHOCTH.
Words to the text:
guest [gest] — rocTh
to stay at — octanaBiIMBaTHCA
expect [1ks'pekt] - xmath, 0)KuAaTh, PACCUNTHIBATD, HANCITHCS
to protect [pro'tekt] - 3amumniars
security department — otnen 6e30macHOCTH
danger ['deind3o] — onmacHocTs, yrpo3a
robbery [ 'robori] - kpaxa; rpadex
burglary ['ba:glori] - HouHast kpaxka co B3TOMOM
fire - oronn
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10. flood [flad] - HaBogHEHME

11. security officer — HauanbpHUK oT/IeNa (CayKOBI) O€30MACHOCTH

12. valuable ['veljuabl] - nenHsIe Bemwm; TparoreHHOCTH

13. crime [krarm] - mpecrtyruieHue

14, stuff [staf] - Bemu, MyiecTBo

15. emergency[1' ma:d3onsi] - HenpeABUACHHBIN ClTydai

Read and translate the text:

THE SECURITY DEPARTMENT.

When guests stay at the hotel, they expect someone to protect them.

The hotel security department must protect the guests from all dangers:
robbery and burglary, fire or flood. At the head of the hotel security department is
the security officer.

The guests may keep their valuables in a safe-deposit box. The security
department is in charge of it. The security department employees are prepared to
protect the guests in case of any crime.

Often the guests lose their stuff in the hotel. They may leave their bags and
umbrellas, hats and coats in bars or restaurants, restrooms or lobbies. The security
department is in charge of the lost and found office.

The security department employees are trained for emergencies. They are
prepared to help the guests in case of fire or other dangers. They are responsible
for warning the guests of the danger. They are in charge of smoke detectors and
fire extinguishers throughout the hotel.

The security department provides fire drills for all hotel employees. Each
hotel employee knows all emergency exits.

In case of an injury there are first aid Kkits throughout the hotel. The security
department is in charge of them too.

Comprehension questions:

1. What must the hotel security department protect the guests from?

2. Who is at the head of the hotel security department?

3. How can the hotel security department protect the guests' valuables?

4. How can the security department protect the guests' lost items?

5. How are the security department employees prepared to help the hotel
guests in case of emergency?

6. How does the security department take care of the hotel employees?

7. How can the security department help the hotel guests in case of injury?

Match the terms with the definitions:

a) a person in a hotel who provides personal services for a

1) waiter guest, such as tours and tickets

2) a b) a person in a hotel who meets guests, handles the check-in
bellboy procedure and assigns rooms to them

3) a C) a person in a restaurant who manages the kitchen and the
concierge kitchen staff

4) a wine d) a person in a restaurant who meets and seats customers in

steward a dining-room



e) a person in a hotel who shows guests to their rooms and
runs errands for them

) a person in a restaurant who recommends and serves wine
to customers

7) a g) a person in a restaurant who takes orders and brings food
receptionist to customers

8) a maitre h) a person in a hotel who cleans guestrooms and changes
d’hotel bed and bath linen

IIpakTnueckas padora Ne 13.

Tema. 13. KauecTBo 00cIyXMBaHMS TIPU TIPUEME TOCTEH.

eab padoThbI:

1. TloHumaTh CYIIHOCTh U COLMAJIBHYI) 3HAYUMOCTH CBOEH Oymayiiei
npodeccuu, MPosIBISTh K HEH yCTONYHMBBIN HHTEpEC.

2. CDOpMI/IpOBaHI/IC KOMMYHHKATUBHbBIX KOMHGTGHHHﬁ, OBJIaICHHUC JICKCUKOU U
A3BIKOBBIMU KIIUIIC ITO TCMC.

Xoa padoThbI:

1. BBenenne HOBOI JICKCUKH.

2. HOBTOpeHI/Ie rpaMMaTH49CCKOro MaTrcpuajia, H€06XOJII/IMOFO AJI U3YUCHUA
3. TEMBI.

3. Pabora ¢ TekcTom npodeccrnoHaIbHON HANIPaBIEHHOCTH.

Quiality of service at the reception.

It is commonly accepted that service industry is viewed as a gauge for
market modernization. Many researches on service industry focus on the
measurement of service quality. For hotel industry, one of general services
industry, systematically theoretical research about the hotel service quality
management is meaningful. This paper proposes a method to evaluate the hotel
service quality in China. First, a questionnaire is designed after HSQ-CS Model.
Moreover, AHP is employed to decide the weight of every variable in the
questionnaire. With the survey data, a series of practical methods are utilized in
the data analysis to measure the service quality based on customer satisfaction
(CS). First, with the computation of Customer Satisfaction Degree (CSD), hotel
service quality is measured. Secondly, with discriminant analysis and correlation
analysis, etc., some insightful conclusions are reached. To name some, 1) Service
quality of reception hall is most important for customer satisfaction compared
with those of guestroom and restaurant. 2) "Technique of attendants"”, "Service
Initiative of attendants" and "Environment and decoration of reception hall" are
key variables for customer satisfaction of reception hall. 3) For guestroom,
"decoration of room", "safety of room" and "courtesy of attendants" own most
powerful influences. 4) For restaurant, key variables are "Taste and variety of
food", "service flexibility of waiters/waitresses™ and "environment of restaurant™.
Evaluation of Hotel Service Quality Based on Customer Satisfaction. Available
from:

Exercise 1. Fill in the blanks: the room clerk a key drop the maid,;
emergency master keys suites; the telephone operator errands the front office;

5) a chef

6) a maid



the reservation accounts ; the front desk; appliances rollaways ; the

housekeeper

1. Hotel guests wish bellmen to run for them.

2. Most hotels provide single rooms, double rooms and

3. Before registers a guest, she will check his bookmg and
available accommodations.

4, consists of the reservation department and the reception desk.

5. The hotel security department staff must protect hotel guests in

6. The housekeeping department provides guests with extra bedding and
for their family members.

7. Is in charge of in-coming and out-going phone calls.

8. When guests check out, they expect the cashier to help them with

9. general cleans or makes up the hotel rooms.

10. department provides the hotel bookings.

11. There is for the hotel room keys at the front desk.

12. The bellman explains guests how to use room

13. asks the maids to scrub down the bathrooms or to change
the linen.

14, provides sale of hotel rooms and guest registration.

15. Maids use to provide security for the hotel guestrooms.

Exercise 2. Match up:

a)
2) key extinguisher
3)

smoke b) call

.4) c) box
specially

d)

5) waste director

6) :
wake-up e) exit

7) fire f) drop

8) g) basket
message

9) h) drink
emergency

IIpakTuueckas padora Ne 14.

Tema 14. Henoporoil otenb U OTeNb CPEHErO Kjacca, UX OCOOCHHOCTU U
XapaKTEPUCTUKHU.

ean padoThI:



1. TloHumaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEU Oymayiei

npodeccun, NposiBIAATh K HE yCTOWYUBBIN UHTEpEC.

2. ®opMHpOBaHNE KOMMYHHUKATUBHBIX KOMIETEHIINH, OBJIaJICHUE JIEKCUKOU U

SI3BIKOBBIMU KJTUIIIE TI0 TEME.
Xoa padoThI:
1. BBenneHre HOBOM JIEKCUKHU.

2. IloBTOpeHre IpaMMaTUYECKOIr0o MaTeprala, HeOOXOIUMOro JUIsl U3YYEHHs

3. TEMBI.
3. Pabora ¢ TekcToM npodeccuoHanbHON HAIPaBIEHHOCTH.
Words:

to afford- mmeTh BO3MOKHOCTE, ITO3BOJIUTE cebe
amenities - yno6cTBa (B HOMEpE)

arrangements- MepOIpHUsATHsI, MEPHI, IPUTOTOBICHHS
assistance - momMoib, CoueicTBUE

to cater (for)- o6ciyxuBath
connections- cpencTBa CBSI3H, CPEACTBA COOOIICHHMS
to contain- cogepxarb

convenient- ynoOHbIi

Inexpensive [ iniks pensiv] - Hemoporou, AeieBbIi

washbasins- ymbiBaabHUK

to furnish - o0craBsTH, MEOIMPOBATH

lounge area - camoH, rocTHHas, KOMHATa OTIbIXa,
BECTUOIOb

scale - maciiTab, pazmepsl

plain - mpocToii, OOBIYHBIH

non-residents - He mocTosIELl, HE TOCTH OTEIIA

Read and translate the text:

THE INEXPENSIVE HOTEL.

The inexpensive hotel is also called the 1-star hotel according to the
European classification.

These are plain hotels and inns of small scale. Inexpensive hotels are
modesty furnished. However, rather good facilities are provided for the guests.
Bath and lavatory arrangements are offered, but they are not provided in every
bedroom. Washbasins are provided in every bedroom.

As a rule, the inexpensive hotels have got a lounge area. There are no
phones in bedrooms, but the use of telephone is arranged. Not every room is
fitted with a radio and a TV-set.

Meals are provided for residents but are usually limited to non-residents. In
some inexpensive hotels meals are not served to non-residents at all.

Inexpensive hotels offer low prices. That is why they are used by the guests
who cannot afford to pay much.



Some inexpensive hotels may be old enough with rather small rooms.
However, the main thing is that they are neat and clean and the service is
friendly.

The inexpensive hotels are situated away from the city centre and far from
convenient means of transportation. It means that the location is not convenient.

Comprehension questions

1. How is the inexpensive hotel also called?

2. What kind of facilities are provided in inexpensive hotels?

3. How are meals provided in inexpensive hotels?

4. What kind of guests are inexpensive hotels used by? What are the prices
like?

5. What may still attract the guests in inexpensive hotels?

6. Where are inexpensive hotels situated?

Retell the text.

Read and translate the text:

THE MODERATE HOTEL.

The moderate hotel is also called the 2-star hotel according to the European
classification.

These hotels offer a higher standard of accommodation than the
inexpensive hotels. However, according to the standards only 20 per cent of
bedrooms contain a private bathroom or a shower with a lavatory.

TV-sets are provided in some bedrooms or there is a TV-set in a lounge.
Assistance with luggage is arranged for the guests. There are bedside lights in
the rooms. Wake-up calls are offered. The rooms are not air-conditioned which
Is a disadvantage for resort and beach hotels in hot countries.

Hot morning tea or hot breakfast is available. A bar and a restaurant are not
available in every moderate hotel.

The moderate hotels are located at a distance from centres of activity. Good
transportation may not be available.

The prices are reasonable for the guests with limited incomes.

Comprehension questions:

1. How is the moderate hotel also called?

2. What kind of accommodation is offered to the guests in the moderate
hotels?

3. What sort of facilities are provided in the moderate hotels?

4. What kind of services are arranged in the moderate hotels?

5. What may be a disadvantage in resort and beach hotels?

6. What sort of meals are offered in the moderate hotels?

7. Where are the moderate hotels located?

8. What are the prices like in the moderate hotels?

Retell the text.

IIpakTuyeckas padora Ne 15.

Tema 15. Jloporoii oTensb U 0TeNb KJlacca «IFOKC», WX 0COOCHHOCTH.



eab padoThI:

1. TloHMmaTh CYIIHOCTh U COLMAJIBHYI0 3HAUYUMOCTh CBOEU Oymayiei
npodeccun, NposiBIAATh K HEM yCTOWYUBBIN UHTEpEC.

2. @opMHpPOBAHNE KOMMYHUKATUBHBIX KOMIIETCHIIUH, OBJIAJEHUE JIEKCUKOU U
A3bIKOBBIMH KJIMIIIE TIO TEME.

Xoa padoThI:

1. BBeieHre HOBOM JIEKCUKH.

2. IloBTOpeHre IrpaMMaTUYECKOIro MaTepraina, HeOOXOIUMOro JUIsl U3YYEeHHs
3. TEMBI.

3. Pabora ¢ TekcToMm npodeccrnoHaIbHOM HAIPaBIEHHOCTH.

Words to the text:

spacious - mpoCTOpPHbBIi

private bathroom - oTnenbHas BaHHas
private parking -

to admit - gomyckaTh, MPUHUMATH
location - MmecTomonoxenue

porterage [ 'po:torids] - mepeHocka Garaxa

Read and translate the text:
THE EXPENSIVE HOTEL.

The expensive hotel is also called the 3-star hotel according to the
European classification.

These are well-appointed and very comfortable hotels. A more spacious
accommodation is offered to the guests.

According to the standards two thirds of bedrooms contain a private
bathroom or a shower with a lavatory.

All rooms are fitted with a telephone, a radio and a TV-set. Many
expensive hotels offer private parking. In many expensive hotels dogs and other
pets are admitted.

In resort or beach hotels in hot countries bedrooms are fitted with air-
conditioning which is a great advantage. Often bedrooms in resort or beach
hotels are not fitted with TV-sets.

Wake-up calls, room service, hair-dryers, porterage are offered.

Fuller meal facilities are provided for the guests. All expensive hotels have
got a restaurant and a bar. Meals are provided on a half board basis. Hot tea in
the morning and hot evening meals are always offered in the expensive hotels.

The expensive hotels usually have a rather good location. Good
transportation is also available.

Comprehension questions

1. How is the expensive hotel also called?

2. What kind of accommodation is offered to the guests in the expensive
hotels?

3. What sort of facilities are provided in the expensive hotels?



4. What are bedrooms in the expensive resort hotels fitted with?
5. What kind of services are offered in the expensive hotels?

6. What sort of meals are provided in the expensive hotels?

7. Where are the expensive hotels located?

Retell the text.

Words to the text:

exceptionally - uckmrounTeabHO

well-appointed - xoporo 000pyI0BaHHBIH, XOPOIIO 00CTABICHHBIN
lavatory ['leevatori] - yoopHas, Tyaner

a lounge service - o0cnykuBaHue B BeCTHOOJIE (X0JI€) OTEIs
variety - pasnoo0Opasue

neighbourhood - paiion, kBapTan

access - J0CTyI

Read and translate the text:

THE DELUXE HOTEL.

The deluxe hotel is also called the 4-star hotel.

These are exceptionally well-appointed hotels. A high standard of comforts
and services is offered to the guests.

A private bathroom or a shower with a lavatory are provided in all
bedrooms.

All bedrooms are fitted with a telephone, a colour TV-set, a radio.

The deluxe hotels offer a 24-hour access and a lounge service to the guests
until midnight.

All deluxe hotels contain a variety of bars and restaurants. Meals are
provided on a full board basis: hot breakfast, lunch and dinner.

The resort or beach hotels in hot countries offer private swimming-pools.
The rooms are fitted with air-conditioning and mini-bars. Saunas and solariums
are also provided.

The deluxe hotels have excellent locations in beautiful neighbourhoods and
convenient transportation means.

The prices are rather high but the guests get their money's worth.

Comprehension questions
. How is the deluxe hotel also called?
. What kind of accommaodation is offered in deluxe hotels?
. What are bedrooms fitted with?
. What sort of services are provided in deluxe hotels?
. What kind of meals are offered in deluxe hotels?
. What sort of facilities are provided in deluxe resort hotels?
. Where are deluxe hotels located?
8. What are the prices like?
Retell the text.
IIpakTnueckas padora Ne 16.
Tema 16. Boie3n u3 rocTuHuUIBE: 0CBOOOXKACHHE HOMepa. OruiaTa yCiyr.
ean padoThI:

~NOoO ok wWwN R



1. TloHumaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEU Oymayiei
npodeccun, NposiBIAATh K HE yCTOWYUBBIN UHTEpEC.

2. ®opMHUpPOBAHNE KOMMYHUKATUBHBIX KOMIIETCHIIUN, OBJIAJICHUE JICKCUKOW U
A3BIKOBBIMHA KIIHUIIIC ITO TEMC.

Xoa padoThI:

4. BBenenne HOBOM JICKCHKH.

S. [loBTOpEeHHEe rpaMMaTHYecKOro Marepuana, HEOoOXOJUMOTo s
HU3Y4YCHUA TCMBI.

6. Pabota ¢ TekcToMm npodeccuoHanbHON HANIPaBIEHHOCTH.

Words to the text:

to require [r1'kwaro] - TpeboBaTh; Hy)KAaThCs (B YeM-1.);

to vacate [va'kert]- ocBOOOK1aTh;

to rend - Opatb B apeHy, HAHUMATB;

property [ propati] - coOCTBEHHUK;

delay [d1'ler] - 3ageprxka;

the hour of departure - Bpemst oTripaBieHus;

to refund [ 'ri:fand] - Bo3BpamaTs;

at the discretion [dis 'krefan] - mo cOOCTBEHHOMY YCMOTPEHHIO;

Read and translate the text:

Check-out: the release number. Payment for the services.

The administrator requires you to vacate the room before noon. And the check
out time in hotels is strictly regulated, if the departure at 18: 00, and you offer to
vacate the room at 12? Solutions to this problem are several:

* to take advantage of late check out (late check out) and pay for your room, if
it is not occupied;

* to rent a cheap room for a few hours and spend the rest of your time;

* expect departure in the hotel lobby.

The hotel always give your client the opportunity last time to have lunch or
dinner in the restaurant, as well as take care of your luggage. Checkout time is an
internal rule that sets the property. According to him, the guest can not check in to
the room earlier and leave it later than the prescribed time. In accordance with the
terms of service in hotels of the Russian Federation, the cost of hotel
accommodation should apply given the common settlement hours. Usually it is 12
hours current day.

If the hotel offers hourly pay, in case of delay of departure the
accommodation must be paid according to the following rules:

* up to 6 hours after checkout time — hourly payment;

* 6 to 12 hours after checkout time — payment for half of days;

* 12-24 hours after checkout time — payment for the entire day (no hourly
pay).

If the guest stayed at the hotel less than a day, you will be charged for a full
day irrespective of checkout time. At some hotels for accommodation in a room
that is available to tourists for a period of 24 hours, the hour of departure is not
taken into account and discounted day. The hotel, which keeps records of local
characteristics, can change time a single checkout time.



If you need early check out the hotel due to an emergency (illness, death of

relatives, etc.), the credit or refund at the discretion of the receptionist. If early
check-out made without a valid reason, the money is not refunded. You must leave
the rooms not later than on the hour. Payment for accommodation is due at check-
in time at check-in. Additional paid services or damage (damage or loss of
property of the hotel) are paid upon departure. You must collect all your things and
hand in before leaving the hotel.

key.

Answer the questions:

1. The check out time in hotels is strictly regulated, isn't it?
2. What does the hotel give the client last time?

3. Who sets the checkout time?

4. How should the cost of hotel accommodation apply?

5. When must the clients leave the rooms?

Retell the text.

Read, translate the dialogue and learn by heart:

Check out of the hotel.

A: Good morning. May | help you?

B: Yes, I’d like to check out now. My name’s Adams, room 312. Here’s the

A: One moment, please, sir. ... Here’s your bill. Would you like to check and

see if the amount is correct?

B: What’s the 14 pounds for?

A: That’s for the phone calls you made from your room.

B: Can | pay with traveller’s cheques?

A: Certainly. May | have your passport, please?

B: Here you are.

A: Could you sign each cheque here for me?

B: Sure.

A: Here are your receipt and your change, sir. Thank you.

B: Thank you. Good-bye.

Act it out.

IIpakTnueckas padora Ne 17.

Tema 17. KoHduKTHBIE CUTYalMu U UX pa3pelnieHus. Boimucka rocts.
eab paboThI:

I. TloHMmaTh CYIIHOCTh U COLMAJIBHYI0 3HAYUMOCTh CBOEU Oymyiieit

npodeccun, mMposBIATH K HEW YCTOWYUBEIN WHTEpEC.

2. ®opMUPOBAHNE KOMMYHUKATUBHBIX KOMITETCHIIMHI, OBJIaJICHUE JICKCUKON H

SA3BIKOBBIMH KJIMIIIC IIO TCMC.

Xoxa padoThI:
1. Beenenue HOBOM JIEKCHUKH.
2. [loBTOpeHne TpaMMaTHYECKOI'0 MaTepHuaja, HeOOXOIUMOT0 IS U3YICHUS

TCMBI.

3. Pabota ¢ TekcToM npodeccroHAIbHON HAITPABICHHOCTH



Conflict situations and their resolution. Extract guest.

A person used to work in the field of tourist services, had to deal with their
increased irritability and staff ill-treatment. This is usually due to the fact that they
consider themselves to have the right to treat the guides and hotel staff as they wish
for their money.

Tourists may come across as rude and irritable people. Probably, they have
certain reasons too? Let's try to take a different look at it. Imagine what’s
happening in the soul of a person who goes for vacation that likely spent the last
six months or a year under stress and was not able to fully relax. Therefore, when
he finally goes on a journey, inside he already has the accumulated unexpressed
aggression and fatigue. The first few days of his vacation, any ambiguous situation
could make him trigger a vivid emotional response, and it should be kept in mind.

The main philosophy you need to consider is whatever the tourist would be,
first of all he’s your guest. He has reason to behave this way and not otherwise.
Treat him with sympathy and understanding, because helping a person to relax is a
part of your work. Remember the laws of hospitality of many Eastern nations.
Being hospitable hosts for them is a matter of honor.

It is not difficult to guess that the largest number of conflicts occur within the
first few days of the vacation, and therefore meeting tourists at the airport is a very
serious matter.

The way to the hotel usually goes smooth. Do not forget to tell about how
much time it will take. If you forget it, it's inevitable that everyone will still ask
you about it.

The most dangerous moment for conflicts is the arrival at the hotel. It often
happens that the group arrives at 11 or 12 a.m., and the check-in can only be made
from 2 p.m. The guide’s task is to tell tourists what they can do while waiting.
Usually, they need to get into the room just to throw their things and take a shower.
Suggest alternatives where they can leave things and where to wash themselves.

Try to arrange some entertainment till check-in is possible. For example,
going to one of the local cafes.

The main reasons for conflict situations

Most often, conflicts occur in three cases:

- Long check-in waiting.

- Leaving things behind in the room.

- Alcohol intoxication.

If you must accompany the tourist during the whole trip, and when he is in a
difficult situation, he should have your phone number so that you could come to
his aid. Otherwise, you may face a strong backlash at the next meeting.

Sometimes tourists can contact the guide for information or with any request
that does not mean any payment. It is always advisable in this situation to meet the
needs of the tourist as in return you can receive a reliable and loyal customer who
will promote you to his friends and acquaintances!

Answer the questions:

1. A person used to work in the field of tourist services, had to deal with their
increased irritability and staff ill-treatment, didn't he?



2. Who may come across as rude and irritable people?

3. What is to tell tourists what they can do while waiting?

4. Can the tourists contact the guide for information or with any request that
does not mean any payment?

Use the words: tell, deserve, quarrels, resolving, avoid, punishment, causes,
hurt

I don't like (1)..... and conflicts. I try to (2) ..... them. It is my character
which often (3)..... conflicts in my family. My parents say that I (4) ..... lies. To
put if frankly, | don't always inform my parents about bad test results. It's not

because I want to escape (5) ..... . I don't want to (6) ..... their feeling. My parents
(7) ..... a quiet evening after a long working day. And then I'll have to invent a new
method of (8) ..... serious conflicts.

YYEBHO-METOINYECKOE 1 HH®OPMAIIMOHHOE OBECITEYEHWE
JUCHUIIMHBI

Pexomenayemas sureparypa

OcHoBHas1 iuTEparypa:
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0356-7. — Tekct : anmeKTpoHHBIHN // DnekTpoHHO-0nOmmoTeuHas cuctema IPR BOOKS : [caiir].
— URL: http://www.iprbookshop.ru/86190.html. — Pexxum mocryma: mas aBTOPU3HP.
[Tonws3oBarenen
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ANEKTPOHHBIA // DnexkrpoHHO-OMOnMMoreunas cuctema IPR BOOKS : [caiit]. — URL:
http://www.iprbookshop.ru/87072.html. — Pesxum nocryma: s apropusup. [losb3oBaTencii
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HNuTepHeT-pecypceb:
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MNPOIYKIUHA JIJIs1 U3YHAIOIIUX aHTJTUUCKUAN SI3BIK

4. www.enhome.ru - u3yueHne aHJIMHCKOTO SI3bIKa CAMOCTOSTEIIBHO

5. www.study.ru - noprai u3yueHuss HHOCTPAHHBIX S3bIKOB
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